
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 9th September
2019 and to deal with any matters arising.

4. Voice Your View

ITEMS FOR DECISION 

5. Approval of Appointment of Vice Chair (Verbal)
Dirk Paterson, Chair of the Board

6. Appointment of Committee and Panel Chairs (Verbal)
Dirk Paterson, Chair of the Board

7. Internal Audit Charter (Page 13)
Matt Armstrong, Director of Business Improvement

8. Customer Plan Review (Page 26)
Karen Williams, Head of Housing Management
Kirk Braker, Head of Repairs and Maintenance

ITEMS FOR DISCUSSION 

9. Homelessness and Rough Sleeping Strategy (Page 46)
Karen Paton, Housing Strategy Officer, Colchester Borough Council

STANDING ITEMS 

10. Health and Safety Update Report (Page 104)
Karen Loweman, Director of Operations

11. Strategic Risk Register (Page 109)
Matt Armstrong, Director of Business Improvement

12. Chief Executive’s Report (Page 124)
Gareth Mitchell, Chief Executive Officer

CO LCHESTER BOROUGH HOMES LIMITED 

ONE-HUNDRED-AND-TENTH BOARD MEETING 
   To be held 19.00 Thursday 24th Octobe r 2019 

JobServe Community Stadium 

 
United Way, Colchester, Essex CO4 5UP 
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13. Update from the Chair of the Resident’s Panel (Verbal)
 Michael Campbell, Chair of Resident Panel and Mark Healy, Resident Insight
& Engagement

14. Committee Minutes and Terms of Reference (Page 144)
Business Development Panel 25th September 2019 

15. Forward Look (Page 156)
An update of future decisions required and items to be discussed at future
Board meetings.

16. Any Other Business

• Board Members’ activities.

17. Meeting Review
Dirk Paterson, Chair of the Board

Forthcoming meetings: 

Meeting Dates 
Monday 9th December 2019 
Thursday 27th February 2020 
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Minutes of the Hundred-and-Ninth Board Meeting of Colchester Borough 
Homes 

Monday 9th September 2019 
Room 1, CBH offices at Rowan House 
Colchester, CO3 3WG 

Present: In Attendance: 
Anne Grahamslaw (Chair) Karen Loweman Director of Operations 

Cllr Nigel Chapman (Vice Chair)  Matthew
Armstrong 

Director of Business 
Improvement 

Gareth Mitchell Kirk Braker Head of Repairs and 
Maintenance 

Cllr Lesley Scott-
Boutell Andrew Harley Equality and Safeguarding 

Business Partner 
Geoff Foster Karen Williams Head of Housing Management 
Glenn Houchell Angelique Ryan Head of HR and Governance 
Cllr Cyril Liddy (Minutes) 
Julie Parker 
Michael Campbell 

Observing: 
Andrew Tyrrell CBC Representative Dirk Paterson Chair nominee 

Mark Healy  
CBH Resident Insight and 
Engagement Officer Lorna Preece Tenant Board Candidate 

Justine Van- 
Winkel HR and Training Officer Raymond Sharp Tenant Board Candidate 
Cllr Derek 
Loveland Borough Councillor Paula Goddard Tenant Board Candidate 

Deborah 
Bloomfield Tenant Board Candidate 

1. Apologies and quorum

1.1 No apologies were received from Board Members. The meeting was confirmed as
being quorate. The Chair welcomed all those present to the meeting.

2. Declarations of Interest by Board Members and Officers

2.1 None.

3. Minutes of previous meeting

3.1 The minutes were approved for the Chair to sign, providing that Lesley Scott-
Boutell’s name was spelt correctly.

8.4. A discussion was held on the potential impact on CBH and its residents in
terms of Brexit and changes to the right to reside rules. It was noted that current
guidance was being considered and that this was likely to affect only a small
number of residents. It was noted that anyone returning to live in Colchester from
the EU would be assessed for eligibility alongside all other applicants. No
additional budget has been granted for this potential group of customers.
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4. Voice Your View

4.1 None raised.

5. Recommendation of new Board Members

5.1 Dirk Paterson left the room for this item.

5.2 Nigel Chapman outlined the Chair recruitment process which had been followed
and gave special thanks to the Residents Panel, whose contribution to the
recruitment process had been invaluable. It was felt that Dirk Paterson was an
excellent candidate for the position of Chair.

5.3 

5.4 

Anne Grahamslaw outlined the process for the independent board member
recruitment and explained that Karen Smout had in depth financial knowledge and
experience and would be a good fit within CBH. Action- The effective date of
Karen’s appointment was discussed and changed from 24th to 25th October.

Decision: The Board approved the recommendations from the Recruitment
Panels.  Dirk Paterson approved as the new Chair of the Board, date effective from
10th September 2019. Karen Smout, approved as Independent Board Member,
date effective from 25th October 2019.

6. Operational Scheme of Delegation

6.1 Gareth Mitchell presented the report drawing attention to the changes made to the
operational scheme of delegation. It was noted that the document has been
reviewed and changes made to reflect the new management structure which has
been in place since 1st August 2019. It was also noted that section 6.4 has been
updated and shortened to reference the legislation only. This change has been
made so that the legislation is interpreted correctly from source.

6.2 

6.3 

6.4 

6.5 

The following item was queried as to why decision making was at Corporate
Management Team (CMT) level- 6.1 (10) – “Power to deal with requests for access
to Company or Council premises by the media”. Gareth explained that this was felt
to be at the appropriate level and that this covered giving the media access to CBH
Offices which are within a CBC building.

The following item was queried as to why decision making would be by both
Appointments and Remuneration (A&R) and Finance and Audit (F&A) Committees
and not one or the other; 6.2 (H – 9) “Authority to approve pay awards above
approved budgets”. Action- The Board agreed to change this to A&R only.

A suggestion was made that a generic statement along the lines of “and any new
legislation or update within the agreed scope of the document” could be added to
section 6.4. Action- The Board agreed for this suggested change to be made.

Decision: The Board approved the revised Operational Scheme of Delegation,
subject to the agreed amendments.
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7. Strategic Health and Safety Policy

7.1 Kirk Braker presented his report to the Board.

7.2 

7.3 

7.4 

The Board asked how the Policy was disseminated throughout the organisation.
Kirk detailed that a Health and Safety Committee was in place which met regularly
and consisted of members of staff from every area of the organisation. This group
discussed current statistics including incidents and lessons learnt.

Gareth further expressed that Health and Safety is monitored monthly at every
corporate management team meeting and in monthly meetings between himself
and the health and safety team.

It was queried whether ‘Health, Safety, Environmental & CDM Manager’ was one
post or several posts. It was confirmed that this was one post.

7.5 Decision: The Board approved the Strategic Health and Safety Policy.

8. Health and Safety Policy Statement

8.1 Kirk Braker presented the report on the Health and Safety Policy statement, which
is reviewed by the Board annually. The Policy Statement sets out our commitment
to endeavour to maintain a continual and measurable improvement to our Health
and Safety performance, ensuring compliance with all applicable Health and Safety
legislation.

8.2 The Board asked that this should include activity around mental health initiatives.
They were keen for mental health to not be seen purely as an HR/ Wellbeing issue,
but that this should be looked at jointly with physical health.

8.3 Decision: The Board approved the Health and Safety Policy Statement, with the
caveat that more joint working should be carried out regarding mental health issues
(Action). Chief Executive and Chair to sign the new Health and Safety Policy
Statement on behalf of Colchester Borough Homes.

9. Board Member Code of Conduct

9.1 Gareth Mitchell outlined the minor changes to the Board member code of conduct.

9.2 

9.3 

For the benefit of new and prospective Board members the previous change to
Board composition were discussed. It was noted that by reducing Board member
numbers from 12 to 10 that this had reduced the need for two Vice Chairs.

Decision: The Board approved the revised Board member code of conduct.

10. Strategic Risk Register Review

10.1 Matt Armstrong presented the Strategic risk register and noted that this was the 
first time that this new format had come to Board.  

5



10.2 The new Strategic Risk Register was reviewed by the Finance and Audit 
Committee at their 1 August 2019 meeting. There have been no changes to this 
register since then. 

It was noted that the register is a work in progress and that the updates on 
mitigating actions are under-developed in this first version and will be expanded on 
in future versions once the format and scope has been agreed. The risks identified 
as strategic are taken from the individual strategic plan risk registers 

The new strategic risk register effectively covers the same risks as the old strategic 
risk register except for the risk of a break down in the relationship with CBC.  
Under the theme Risks to Staff and Public the new register includes Health and 
Safety risks covering both staff and resident / general public safety.  

10.3     Decisions agreed by Board: 

- The Board agreed that they had been updated on the progress that has
been made in implementing the new risk management arrangements.

- To approve the Strategic Risk Register and progress on mitigating actions.
- The Board considered any emerging risks that should be included on the

Strategic Risk Register.
- The Board noted the red and amber risks from the individual strategic plan

risk registers.
- The Board agreed the proposal in the report for future monitoring under the

new risk management arrangements.

11. Safeguarding Policy and Annual Equality and Safeguarding report

11.1 Andrew Harley detailed to the Board that this was the first year that a joint Equality 
and Safeguarding report had been prepared for the Board. Andrew highlighted 
section 5 which outlined improvements made within the past year and section 6 
which outlined the forward plan.  

11.2 

11.3 

Karen Williams thanked Andrew for his work on the safeguarding and supporting 
vulnerable customers guidance for staff. 

The Board expressed the importance of the unconscious bias training that was 
planned for staff and thanked Andrew for his work on this. 

11.4 

11.5 

The Board queried how both the safeguarding policy and equality and diversity 
standards were disseminated to contractors. Matt Armstrong outlined that during 
the procurement process that contractors were evaluated on their Equality and 
Diversity Policy and answers to several equality-related questions. They were also 
expected to abide by CBH’s Code of Conduct and received Equality and 
Safeguarding training. Although it was noted that training was generally delivered 
to the larger contractors only, Matthew Armstrong confirmed that work was in hand 
to ensure smaller contractors were also picked up in this process. 

Action- The Board requested details on the Essex Faith Covenant to be sent to 

6



11.6  

them. 

The Board queried who would make a decision on whether CBH would have a 
formal assessment under the Social Housing Equality Framework (SHEF). Andrew 
noted that he would be preparing a report and that the decision would be made by 
the Directors. Gareth Mitchell added that the cost of the formal assessment and 
time involved would be considered. It was believed that CBH had already achieved 
many dimensions of the standard following the mock assessment and that the 
value that would be gained from the formal assessment would need to be carefully 
considered. 

11.7 

11.8 

11.9 

11.10 

11.11 

It was noted that the three lead Officers named within appendix 1 of the 
Safeguarding Policy were women and the Board wondered whether this created 
any barriers. Karen Williams confirmed that the group who provided day-to-day 
coordination around this agenda in the company is the Designated Officer group, 
and that in this group there is good male representation.  Andrew Harley added 
that Gareth Mitchell is the company Safeguarding lead.  

The Board queried where the list of ‘protected characteristics’ contained within the 
Equality Impact Assessment came from, as some of these sounded quite old 
fashioned. Andrew explained that these came directly from the Equality Act 2010, 
with the exception of “language”.  

Action- The Board requested that Appendix 2: Safeguarding Procedure Flowchart 
should be updated to include the online equivalent to calling 101 for the Police. 

It was noted that safeguarding referrals could be received from staff across the 
organisation such as trades operatives, housing officers, anti-social behaviour 
officers and from outside agencies. 

Decision: The Board approved the revised Safeguarding Policy 

12. Approval of Company Annual Report

12.1 Karen Loweman presented a draft version of the annual report and apologised for 
the final version not being ready for approval. 

12.2 Action- The Board agreed to receive the final version via email and for electronic 
approval to be used for this item. 

13. Leadership Plan Review

13.1 Matt Armstrong presented details of the Leadership Plan review and highlighted 
some of the key activities that have taken place over the past year, including the 
Board Effectiveness Review. 

13.2 It was confirmed that the new Chair would be on the recruitment panel for the 
Tenant Board member interviews. Interviews are to take place 26th September. 

13.3 Decision: The Board approved the revised Leadership Plan. 

14. Terms of Reference for Business Development Panel
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14.1 

14.2 

14.3 

14.4 

14.5  

14.6  

14.7 

14.8 

Nigel Chapman introduced the report and detailed that the focus of the panel 
needed to change to concentrate on oversight and scrutiny of the design and 
construction management projects CBH delivers for CBC and Colchester Amphora 
Homes Limited (CAHL). The name would change from Business Opportunities 
Panel to the Business Development Panel (BDP) 

Nigel noted that some questions were still outstanding; 
a) The ability of the panel to co-opt members. It was unclear whether this

should specifically be in the panel’s terms of reference or whether this ability
was covered elsewhere.

b) The ability of the panel to have telephone meetings where immediate
decisions were required. It was queried by Board members whether this
would consist of the whole panel or just the Chair and the lead Officer?

Action- The above points to be discussed at the next BDP meeting. 

It was noted that telephone meetings would be a very rare occurrence and that the 
trading protocol would always be followed. 

The Board queried the meaning of 2.4 d) “Consider appropriateness of 
commissions to the Company”. Matt Armstrong explained that this was in terms of 
fee commissions and whether CBH had the staff capacity to deliver individual 
projects. 

Action- 3.2 to be amended to read “The Chair of the Board will be a member of the 
panel, however they will not be permitted to Chair the panel”. 

It was detailed that membership would be a continuation of the current members 
on the Business Opportunities Panel.  

Action- The new Chair to consider membership of all CBH committees in light of 
changes to Board membership. 

Action- A final version (with no track changes) should be brought to the next Board 
meeting for approval.  The Business Development Panel are due to meet on 25th 
September and should consider the changes discussed and agree a final version 
to be recommended to Board. 

15. Strategic Plan Assurance Report Q1

15.1 The Board noted the report. 

16. Medium Term Delivery Plan

16.1 

16.2 

The Board noted the report.

A discussion was held on defibrillators. Karen Loweman explained that over 200
residents, members of the public and staff had been trained on how to use the
defibrillators. Action- Karen Loweman to send a link of the location of all
defibrillators in Colchester to Board Members from the Colchester First
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16.3 

16.4    

Responders website. 

The spike in plumbing jobs was discussed and Kirk Braker explained that this could 
partly be attributed to the dry summer and some movement in properties causing 
issues with pipework. The numbers have reduced to normal levels again. 

The Board queried why the Director of Operations had been given responsibility for 
overseeing voids. Gareth Mitchell explained that this had been escalated up the 
management chain, as CBH had failed to achieve its target last year. Karen 
Loweman was now leading a project to review our voids processes aimed at 
stabilising this year’s performance and ensuring sustainable improvements are 
achieved.  

17. 

17.1 

17.2 

18. 

18.1 

18.2 

18.3 

18.4 

19. 

19.1 

Finance Assurance Report 

Matt Armstrong presented the finance assurance report and noted that this report 
did not include the confidential trading activity.  

The Board noted the report, with no questions arising. 

Consumer Regulation Review 2018-19 

Karen Loweman presented the report and asked the Board to note the new letter 
which had been received.  

Action- The Board suggested that Management consider adding data quality to the 
audit plan 

The Board queried whether there were any areas that CBH should be paying more 
attention to. Karen Loweman expressed that CBH are working from a position of 
strength, and that they are in touch with its residents and have full oversight on 
important areas such as health and safety and safeguarding. It was noted, 
however, that it was likely that there would be opportunities to improve 
communication with tenants around the consumer compliance agenda could be an 
issue. 

The Board asked how CBH ensured that its data on customers is kept up to date. 
Karen Loweman noted that many of CBH’s systems give customers the 
responsibility to ensure that their data is input correctly and is up-to-date. Where 
CBH still have older systems in place, any customer contact, such as calls into the 
customer contact centre, are used as an opportunity to check the details that we 
have on file.  

Update from the Chair of the Resident’s Panel 

Michael Campbell updated the Board detailing that the Residents Panel had met 
on 17th July and the area of focus for this meeting was ‘maintaining assets and 
delivering capital improvements. A presentation was given to the panel which 
included the role and structure of asset management, a breakdown of the stock 
and how the capital programme is formed and where the budget comes from. 
Future information was also discussed on the planned new build sites and the 
challenges ahead. An interesting finding discussed was about the basis upon 
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19.2 

20. 

which residents scored the quality of their home in the recent STAR survey. 

The next meeting on 16th October will focus on facilities management and 
development.         

Committee Minutes & Chair Reports 

20.1 The minutes of the Finance and Audit Committee meeting on 1st August 2019 were 
noted. Glenn Houchell explained that the focus of this meeting had been around 
risk and the risk management process. 

21. Forward Look

18.1 The Forward Look was noted by Board members. 

It was noted that the next Finance and Audit meeting was not until early November, 
therefore no updates would be available as part of the Finance Assurance report 
going to Board on 24th October 2019. 

22. Any Other Business

19.1 Board Members activities; 

Michael Campbell attended 6 events including the Colchester Youth Awards focus 
groups on the 2019 annual report and the Transfer Incentive Scheme, and input to 
the Chair recruitment process. 

Geoff Foster had been involved in the interviews for the communal cleaning 
contract. 

Gareth Mitchell and Anne Grahamslaw had attended Colchester Borough Council’s 
Scrutiny Panel, where CBH’s new way of reporting performance using the Medium 
Term Delivery Plan had been well received. During the Panel item, Cllr Adam Fox 
(Housing Portfolio Holder) commented on the quality of oversight provided by the 
CBH Board.  

Glenn Houchell noted that he had attended the Council’s Governance and Audit 
Committee with Matt Armstrong for the annual review of the company’s Annual 
Governance Statement.  The item had gone well. 

23. Exclusion of the Public

With no further business, the open meeting concluded at 7.05pm.
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Item Action Who By When Done 
5.3 The effective date of Karen’s 

appointment was discussed and 
changed from 24th to 25th October. 

Angelique 
Ryan 19/9/19 Complete 

6.3 Operational Scheme of Delegation 6.2 
(H – 9) Authority to approve pay 
awards above approved budgets. 
Action. Approval level to change to 
A&R only. 

Angelique 
Ryan 19/9/19 

Complete 

6.4 Operational Scheme of Delegation 6.4. 
Following to be added- “and any new 
legislation or update within the agreed 
scope of the document”. 

Angelique 
Ryan 19/9/19 

Complete 

8.3 Health and Safety Policy Statement. 
More joint working should be carried 
out regarding mental health issues 

Kirk Braker Ongoing Ongoing 

8.3 Chief Executive and Chair to sign the 
new Health and Safety Policy 
Statement on behalf of Colchester 
Borough Homes. 

Angelique 
Ryan 25/9/19 Complete 

11.5 Details on the Essex Faith Covenant to 
be sent to all Board Members  

Angelique 
Ryan 18/9/19 Complete 

11.9 Appendix 2: Safeguarding Procedure 
Flowchart should be updated to 
include the online equivalent to calling 
101. 

Andrew Harley 19/9/19 Complete 

12.2 The Board to receive the final version 
of the Annual Report via email and for 
electronic approval to be used for this 
item. 

Karen 
Loweman 13/9/19 

Complete 

14.2 The Business Development Panel to 
discuss and agree on the following 
items at the next meeting; 

a) The ability of the panel to co-opt
members.
b) The ability of the panel to have
telephone meetings where immediate 
decisions were required. It was queried 
by Board members whether this would 
consist of the whole panel or just the 
Chair and the lead Officer? 

Matt 
Armstrong 25/9/19 Complete 

14.5 Terms of Reference for Business 
Development Panel 3.2 to include “The 
Chair of the Board will be a member of 
the panel, however they will not be 
permitted to Chair the panel”. 

Matt 
Armstrong 

25/9/19 Complete 

14.7 The new Chair to consider 
membership of all CBH committees in 
light of changes to Board membership. 

Dirk Paterson 31/12/19 Ongoing 
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14.8 Terms of Reference for Business 
Development Panel. A final version 
(with no track changes) should be 
brought to the next Board meeting for 
approval.  The panel are due to meet 
on 25th September and could consider 
the changes discussed and agree a 
final version to be recommended to 
Board. 

Matt 
Armstrong 

25/9/19 Complete 

16.2 Karen Loweman to send a link of the 
location of all defibrillators in 
Colchester to Board Members from the 
Colchester First Responders website. 

Karen 
Loweman 

18/9/19 Complete 

18.2 The Board suggested that 
Management consider adding data 
quality to the audit plan 

Matt 
Armstrong 

25/9/19 Complete 
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 

DATE: 

TIME: 

VENUE: 

24 October 2019 

19.00 

JobServe Community Stadium 

AGENDA ITEM: 7 

SUBJECT:  Internal Audit Charter 

REPORT BY: Matthew Armstrong, Director of Business Improvement 
 07951013364
 matthew.armstrong@cbhomes.org.uk

FOR DECISION 

1. Decision Required

1.1 The Board are asked to note and approve the Internal Audit Charter. 

2. Purpose of Report

2.1 The purpose of Internal Audit is to provide independent, objective assurance 
and advice to the Director of Business Improvement, Directorate Management 
Team, the Finance & Audit Committee and CBH’s Board to assist them in 
effectively managing the key risks CBH is exposed to and to add value to the 
organisation by improving its operations. In doing so, Internal Audit supports 
those charged with governance in discharging their responsibilities and 
reporting annually on the system of internal control within CBH’s Annual 
Governance Statement. 

3. Background & Content

3.1 The Internal Audit Charter (the ‘Charter’) sets out the terms of reference and 
serves as a basis for the governance of CBH’s Internal Audit function. It sets 
out the purpose, authority and responsibility of the function in accordance with 
the UK Public Sector Internal Audit Standards (PSIAS). 

3.2 The Charter was presented and discussed at the Finance and Audit 
Committee Meeting on the 1st August 2019, and is recommended to Board for 
approval. 

3.3 The Internal Audit Engagement Lead is required to provide an annual opinion 
to CBH on the adequacy and the effectiveness of our risk management, 
control and governance processes. The Internal Audit Charter describes how 
this is undertaken. 
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3.4 Internal Audit derives authority from the CBH Board through the Finance & 
Audit Committee and has unrestricted rights of access to all CBH records and 
information. 

4. Risk Management

4.1 The Charter adopts a risk-based auditing approach and maintains an Internal 
Audit Manual to support compliance with the Public Sector Internal Audit 
Standards (PSIAS). 

5. HR Implications

5.1 None 

6. Legal Implications

6.1 None 

7. Financial Implications

7.1 None 

8. Value for Money

8.1 Implementing an Internal Audit programme provides continuous improvement 
and the third line of defence to risk and assurance, which in turn reduces the 
opportunity of fraudulent activity and identifies any weakness within our 
processes.   Without Internal Audit, unchecked activities could result in 
operational ineffectiveness, financial loss and reputational damage. 

9. Health & Safety Implications

9.1 None 

10. Equality & Diversity Implications

10.1 None 

11. Residents at the Heart

11.1 A risk-based internal audit programme provides Board Members with 
additional assurance around systems of internal control at CBH. 

12. Decision Required?

Yes

13. Appendix

13.1 The following document is appended to this report: 
• Appendix 1 –  Internal Audit Charter
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Internal Audit 
Audit Charter 
July 2019 
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Internal audit is defined as ‘an independent, objective assurance and consulting activity designed to 

add value and improve an organisation’s operations. It helps an organisation accomplish its objectives 

by bringing a systematic, disciplined approach to evaluate and improve the effectiveness of risk 

management, control and governance processes.’ 

Attribute Standard 1000 of the Public Sector Internal Audit Standards (PSIAS) requires that the purpose, 

authority and responsibility of the Internal Audit activity must be formally defined within an Internal Audit 

Charter that is consistent with the Definition of Internal Auditing, the Code of Ethics and the PSIAS.  

The effective operation of Internal Audit (IA) is a key part of the control environment required for 

Colchester Borough Homes Limited (CBH) to achieve its objectives and to meets its obligations. This 

charter therefore sets out the purpose, activities, scope and responsibilities of the IA function within 

CBH. It also defines the nature of the Chief Internal Auditor’s functional reporting relationship with the 

Finance & Audit Committee (ensuring independence from 1st and 2nd line management); authorises 

access, to records, personnel and physical properties relevant to the performance of engagements; and 

defines the scope of Internal Audit’s activities.    

The Head of Internal Audit (HoIA) must periodically review the IA Charter and present it to senior 

management and CBH’s Board for approval. 

Introduction 
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Purpose 

The purpose of Internal Audit is to provide independent, objective assurance and advice to the Director 

of Resources, Directorate Management Team, the Finance & Audit Committee and CBH’s Board to 

assist them in effectively managing the key risks CBH is exposed to and to add value to the organisation 

by improving its operations. In doing so, IA supports those charged with governance in discharging their 

responsibilities and reporting annually on the system of internal control within CBH’s Annual Governance 

Statement. 

The internal audit function is the third line of defence in CBH’s ‘three lines of defence approach’ to risk 

and assurance.  The first line of defence comprises CBH’s core operational services, and the second 

line comprises the oversight functions such as risk management. 

The following diagram summarises the three lines of defence model and explains where Internal Audit 

fits into CBH’s assurance process. 

We will therefore provide an IA service in accordance with the requirements set out in the mandatory 

PSIAS, comprising the Definition of Internal Auditing and the Code of Ethics. In order to do so, Mazars 

adopts a risk based auditing approach and maintains an IA Manual to support compliance with PSIAS. 

There are inherent limitations in any system of internal control and thus errors or irregularities may occur 

and not be detected by Internal Audit’s work.  Unless specifically requested and agreed, Internal Audit 

will not perform substantive testing of underlying transactions. 

Activities and Scope 

CBH’s Head of Internal Audit is required to provide an annual opinion to CBH and to the Interim Director 
of Resources and the Chief Executive, through the Finance & Audit Committee.  In order to achieve this, 

Purpose, Activities and 

Scope 
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IA’s role involves the review of the design, adequacy and operating effectiveness of CBH’s governance 
processes, risk management procedures, internal control environment and information systems.  IA 
provides reasonable, but not absolute, assurance as to the adequacy and effectiveness of CBH’s 
governance, risk management and control processes using a systematic and disciplined approach. To 
fulfil our responsibilities in this regard, we shall: 

 Validate the key risks to CBH’s operations, in conjunction with the Risk Management and

Compliance functions and other key stakeholders;

 Review the adequacy of the design and effectiveness of controls to manage key risks to the

organisation and to ensure compliance with policies, plans, procedures and business objectives

established by Management;

 Review established procedures and systems and propose improvements (including those

considered to be good practice advice);

 Assess the reliability and integrity of information; and

 Undertake reviews as agreed by the Finance & Audit Committee.

Definition Details 
Responsibility in relation to 

Internal Audit 

The Finance & 

Audit Committee 

To oversee the financial 

reporting, risk management, 

audit and internal control 

arrangements of CBH to 

assure CBH and ultimately 

Colchester Borough Council 

that resources are properly 

managed and high standards 

of financial probity are 

maintained. 

To consider the Head of 

Internal Audit’s annual report 

and opinion and the level of 

assurance it can give over 

CBH’s governance 

arrangements. 

To review internal audit reports 

and other evidence of the 

CBH’s risk management and 

internal control systems. 

Report to the Board when 

necessary to give assurances 

about CBH’s risk management and 

internal control mechanisms or to 

raise concerns of any significant 

weakness. 

Chief Officers 

The Chief Executive has 

overall corporate 

management and operational 

responsibility (including 

overall management 

responsibility for all officers).  

The Director Management 

Team have overall strategic 

and operational management 

of those services falling 

within their service lines.  

The Directorate Management 

Team liaise with Internal Audit 

to agree the Annual Internal 

Audit Plan. 
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Independence 

Mazars has organisational independence, has no executive role, nor does it have any direct 

responsibility for the implementation of or operation of systems. Organisational independence is 

reported annually via the approval of the annual IA Plan and presentation of the IA Annual Report and 

Head of Internal Audit Opinion. We also complete declarations of interest statements to highlight and 

avoid any conflicts of interest. 

To ensure independence, IA is directly accountable to the Chair of the Finance & Audit Committee. For 

administrative purposes and day-to-day communication, IA will liaise with the Director of Resources. 

To ensure that auditor objectivity is not impaired and that any potential conflicts of interest are 

appropriately managed, all internal audit staff are required to make an annual personal independence 

responsibilities declaration via the tailored Mazars ‘My Compliance Responsibilities’ portal which 

includes personal deadlines for: 

 Annual Returns (a regulatory obligation regarding independence, fit and proper status and other

matters which everyone in Mazars must complete); and

 Continuing Professional Development (CPD).

Authority 

IA derives authority from the CBH Board through the Finance & Audit Committee and has unrestricted 

rights of access to all CBH records and information, both manual and computerised, cash, stores and 

other property or assets it considers necessary to fulfil its responsibilities.  IA may enter CBH’s property 

and has unrestricted access to all locations and officers where necessary on demand and without prior 

notice.  

Any restriction (management or other) on the scope of IA’s activities will be reported to the Finance & 

Audit Committee. 

Mazars is accountable for the safekeeping and confidentiality of any information and assets acquired 

in the course of its duties and execution of its responsibilities. 

Independence and 

Authority  
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Audit Planning 

In liaison with the Interim Director of Resources, CBH senior management and the Chair of the Finance 

& Audit Committee, we shall prepare a rolling three year strategic audit plan and annual audit plan 

setting out the proposed timing for each audit assignment. This plan will be based on a risk assessment, 

identifying business objectives, key risks impacting those objectives and taking into consideration input 

from Management and other key stakeholders.  

The annual plan will be presented to the Finance & Audit Committee for their approval and 

communicated to the CBH Board. If needed, adjustments can be made to the plan during the year (e.g. 

as a result of emerging risks and issues, or due to changes in approach to specific audits) but any such 

changes will require approval by the Interim Director of Resources and communication to the Finance 

& Audit Committee.  

Audit Execution 

We shall be responsible for planning, conducting, reporting and following up on audit assignments 

included in the audit plan, and deciding on the scope and timing of audits. Audit fieldwork shall be 

conducted in a professional and timely manner. Reporting of results will include an open process to 

agree with Management the facts, validity and practicality of implementing audit recommendations.  

We will be responsible for reporting to Management and the Finance & Audit Committee significant 

issues relating to the processes and activities identified in an audit assignment, including potential 

improvements to those processes.  

We will monitor the timely action by management in response to audit findings and will be responsible 

for the formal acceptance of closure of issues on a periodic basis.  

Reporting 

We will provide the following information to the Finance & Audit Committee: 

 A strategic audit plan covering three years, based upon the risk register, known risk areas,

discussion with executive management and the Finance & Audit Committee, and a one year annual

plan setting out the proposed programme of audits for a given audit year;

 A summary of the Final audit reports at the end of each review that detail the work undertaken, an

assurance opinion, details of recommendations raised including management response and agreed

implementation date;

 Progress and Recommendation Follow-Up reports for the Finance & Audit Committee, measuring

progress against the operational audit plan, implementation of audit recommendations, and any

governance, fraud and risk management and control process issues; and

 An annual report (The combined Head of Internal Audit Opinion and Annual Report) to the Finance

& Audit Committee setting out performance against the operational plan to include an annual

opinion of the overall adequacy and effectiveness of the organisation’s risk management,

governance and control processes.

Within the suite of reporting above we will also report on the following, in compliance with the PSIAS: 

 The adequacy, or otherwise, of the level of internal audit resources (as determined by the Head of
Internal Audit) and the independence of internal audit;

 Performance against the annual risk-based plan and any significant risk exposures and
breakdowns, failures or weaknesses of internal control systems arising from internal audit work;

Responsibility 
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 Any significant consulting activity not already included in the risk-based plan and which might affect
the level of assurance work undertaken;

 Results from the Quality Assurance and Improvement Programme; and

 Any instances of non-conformance with the Public Sector Internal Audit Standards will be included

in the annual Head of Internal Audit report.  If there is significant non-conformance, this may be

included in the Authority’s Annual Governance Statement.

Interaction with Other Control and Assurance Activities 

We shall communicate on an on-going basis with CBH’s other assurance providers (such as External 

Audit) in order to ensure optimal audit coverage and avoid the risk of duplication of effort and 

unnecessary costs.  
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Professional Standards 

Internal auditors must exhibit the highest level of professional objectivity in gathering, evaluating and 

communicating information about the activity or process being examined. In performing their duties, 

internal auditors must at all times exercise due professional care. Mazars therefore adheres to PSIAS, 

the Institute of Internal Auditors' mandatory Standards including the Definition of Internal Auditing, the 

Code of Ethics and the International Standards for the Professional Practice of Internal Auditing 

(Standards).  

Quality Assurance 

We operate a Quality Assurance and Improvement programme (QA) to make sure our judgements and 

opinions are adequately supported and evidenced. QA work is performed by individuals who are both 

independent of the delivery of the audit plan and have sufficient experience to meaningfully challenge 

our performance. QA reviews include an assessment of adherence to Mazars’ audit methodology and 

procedures. 

We will commission an independent external quality assurance review of the function at least every five 

years in line with IIA’s Standards. Our last assessment was conducted in 2016 and a report is available. 

A suite of Key Performance Indicators that are regularly reported to the Finance & Audit Committee have 

been agreed CBH, in order to support the Finance & Audit Committee in reviewing the effectiveness of 

IA. The KPIs are kept under constant review and are agreed alongside the IA Charter annually as a 

minimum. The current KPIs have been documented within Appendix A.  

Professional Standards 

and Quality Assurance 
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The performance of IA will be assessed in line with the Performance Indicators detailed below. 

Measure Measure Adopted / Frequency Target 

Percentage of draft audit reports 
issued on time 

Percentage of draft reports issued within 
15 days of exit meeting 

90% 

Percentage of management 
responses received on time 

Percentage of management responses 
received within 15 days of issue of draft 
report (for monitoring CBH performance) 

90% 

Percentage of final audit reports 
issued on time 

Percentage of final reports issued within 
10 days of receipt of management 
responses 

90% 

Appendix A - Key 

Performance Indicators 
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We take responsibility to Colchester Borough Homes Limited for this report which is prepared on the 
basis of the limitations set out below.  

The responsibility for designing and maintaining a sound system of internal control and the prevention 
and detection of fraud and other irregularities rests with management, with internal audit providing 
a service to management to enable them to achieve this objective. Specifically, we assess the 
adequacy and effectiveness of the system of internal control arrangements implemented by 
management and perform sample testing on those controls in the period under review with a view to 
providing an opinion on the extent to which risks in this area are managed.  

We plan our work in order to ensure that we have a reasonable expectation of detecting significant 
control weaknesses. However, our procedures alone should not be relied upon to identify all strengths 
and weaknesses in internal controls, nor relied upon to identify any circumstances of fraud or 
irregularity. Even sound systems of internal control can only provide reasonable and not absolute 
assurance and may not be proof against collusive fraud.  

The matters raised in this report are only those which came to our attention during the course of our 
work and are not necessarily a comprehensive statement of all the weaknesses that exist or all 
improvements that might be made. Recommendations for improvements should be assessed by you 
for their full impact before they are implemented. The performance of our work is not and should not 
be taken as a substitute for management’s responsibilities for the application of sound management 
practices.  

This report is confidential and must not be disclosed to any third party or reproduced in whole or in 
part without our prior written consent. To the fullest extent permitted by law Mazars LLP accepts no 
responsibility and disclaims all liability to any third party who purports to use or rely for any reason 
whatsoever on the Report, its contents, conclusions, any extract, reinterpretation amendment and/or 
modification by any third party is entirely at their own risk.  

Registered office: Tower Bridge House, St Katharine’s Way, London E1W 1DD, United Kingdom. 
Registered in England and Wales No 0C308299.    

Statement of Responsibility 
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REPORT TO COLCHESTER BOROUGH HOMES 

DATE: 

TIME: 

VENUE: 

24th October 2019  

19.00   

JobServe Community Stadium 

AGENDA ITEM: 8 

SUBJECT:   Customer Plan 2018-22 annual review 

REPORT BY:  Karen Williams, Head of Housing Management 
Kirk Braker, Head of Repairs and Maintenance 
 (01206) 282433
 Karen.williams@cbhomes.org.uk

     Kirk.braker@cbhomes.org.uk 

FOR DISCUSSION 

1. Recommendation

1.1 This report is to review progress with the implementation of the Customer 
Plan 2018-22 and make recommendations for the further development of the 
Plan and associated Key Performance Indicators (KPIs).  

2. Purpose of Report

2.1 The Board is invited to review progress over the last 12 months with 
implementation of the Customer Plan (attached as Appendix 1) and the 
associated KPIs (attached as Appendix 2), consider the plans for the next 12 
months and make recommendations for further development of the Plan.  

3. Background

3.1 

3.2 

In September 2017 the Board agreed the new CBH Strategic Plan 2017-22.
The Strategic Plan is underpinned by six delivery plans, one of which is the
Customer Plan. The Board agreed that each of the delivery plans should be
reviewed on an annual basis by Board in order to provide an opportunity to
monitor and scrutinise progress towards the achievement of the objectives
contained in the Strategic Plan.

This report is being brought to assist in developing our Board monitoring
process for the Strategic Plan.

The aims of the Customer Plan are:

• To deliver services that reflect the needs and diversity of our customers
• To make it easy for customers to do business with us
• To improve customer satisfaction levels
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3.3   
 
 
 
3.4          

 
During the annual review the leads for each plan look back on the previous 12 
months and, together with the Corporate Management Team, make 
recommendations for the next 12 months and beyond.   
 
The review has included a consideration of the key performance indicators 
which have been approved to monitor progress towards overall ambition of 
the plan, which is to achieve top 25% customer satisfaction by 2022 when 
compared with other local authority-owned housing management companies 
and local authorities.   

 
  
4. Review of the last 12 months  
  
 
 
 
 
 

To deliver services that reflect the needs and diversity of our customers 
 

• Impact assessments completed for all key resident engagement 
activities. 

• Internet access points installed in all sheltered scheme communal 
areas. 

• Complete review of diagnostic tools, helping the call centre gather 
relevant information to support the repairs being complete right first 
time. 

• Developed customer insight dashboard 
• Equality and Diversity e-Leaning completed by all CBH Staff. 
• Transfer incentive policy reviewed and implemented. 
• Consulted with 700 tenants to review the new decent homes priorities. 

  
To make it easy for customers to do business with us 
 

• Residents panel scrutinised several core and project functions with 
recommendations for service improvement.  

• Implementation of the new CBH website. 
• Improved automated messaging to direct customers to the right place 

at their first point of contact. 
• Housing Repairs can now be raised online, and customers can attach a 

photo of the damaged item  
• Access to online support via the new repair handbook  
• Councillors accessing details of works being carried out in their wards. 
• Rent Letter templates all reviewed with customer involvement  
• Let’s get digital training course run for tenants to increase the 

percentage of customer accessing services online 
 
To improve customer satisfaction levels 
 

• All new staff members received customer care training. 
• Staff survey – asking staff about how well we are doing with customers. 
• During the recruitment of new staff, a pack of questions about 

customer care has been designed of line-managers to select from. 
• Customer Satisfaction embedding set in the procurement exercise, 

now using the National schedule of rates. 
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• Improved complaints process including lessons learnt 
• More pro-active reporting from system on contractor’s performance, 

early indication of thing going out of target.  
• Customer Plan objectives now included in all staff Annual appraisals. 
• Customer standards consultation paper in the green paper 
• New complaints process in place to help to focus learning points and 

improvements from all complaints.  
 
Our Performance 
 
 Target 2018/19 Q1 

2019/20 
Status 

% Overall customer 
satisfaction   

89.3% 92% 88.5% 
  

N.B. 2019/20 
target and 

result reflects 
a broader set 

of 
transactional 
satisfaction 

data 
compared to 

2018/19 

% listen to and act on 
views 

66% 65% 65%  
STAR survey 

measure 
% customer accessing 
services digitally 

    
Data not 
currently 
available  

No of complete Resident 
Engagement Impact 
Assessments 

26 115 30  

STAR – Survey of Tenants and Residents 
 
Forward look  

• Work with Tenant Participation Advisory Service (TPAS) to draft a new 
Resident Engagement Policy and incorporate tasks into the Customer 
Plan 

• Implement new reporting templates for contractor performance 
management meetings to improve customer satisfaction on each works 
package 

• Monitor impact of new procurement arrangements on contractor 
satisfaction levels 

• Deliver customer insight training for all middle managers   
• Review customer service standards with tenants   
• Develop customer care induction for all new starters  
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• Improve online information and interaction with customers (preferred 
methods of contact)   

• Work with CBC to install a further four iPads in sheltered schemes. 
• Work in partnership with CBC and Community 360 to run IT training for 

tenants in sheltered schemes and include people from the wider 
community. 

  
5. Risk Management 
  
5.1 The achievement of the objectives in the Customer Plan is a key component 

of the Company’s Strategic Plan and as such has been reflected in the 
development of the company’s revised risk management framework. 

  
6. HR Implications 
  
6.1 None 
  
7. Legal Implications 
  
7.1 None 
  
8. Financial Implications 
  
8.1 None 

 
  
9. Value for Money 
  
9.1 The completion of impact assessments on resident engagement opportunities 

across the organisation is assisting us to monitor and ensure value for money 
in our engagement activities. 

  
10. Health & Safety Implications 
  
10.1 None 
  
11. Equality & Diversity Implications 
  
11.1 The Customer Plan supports our customer engagement opportunities to 

ensure they are aligned to our Equality Duty.    
  
12. 
 
12.1 
 
 
 
13. 
 
13.1 
 

Residents at the Heart 
 
The Customer Plan ensures we place customers at the heart of what we do.  
Developing a greater understanding of our customers will enable us to tailor 
our services more effectively and to improve the customer experience.    
 
Decision Required? 
 
No ‘Item for Information.’ 
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14. Appendices

14.1 The following documents are appended to this report: 

• Appendix 1 – Customer Plan 2018-2022
• Appendix 2 – Customer Plan Risk Register
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Version 2.0  

October 2019 
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1. Introduction & purpose

Satisfaction with our services has risen significantly over the last few years, 
with overall satisfaction for tenants increasing from 78% in 2010 to 85% in 
2016. However, we still score as below average for customer satisfaction 
versus our HouseMark benchmarking group in the East of England and 
against other Arms-Length Management Organisations. 

In the current environment, maintaining and improving satisfaction rates will 
be increasingly challenging but it remains a critical measure of business 
success.  Achievement of the ambitions set out in this Customer Plan will 
require focus, dedication and investment on our part. 

This Customer Plan therefore sets out our approach to attaining the 
improved customer satisfaction which we have identified as a key factor in 
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 delivering services that are valued by our 
customers and serving our communities. Investing in our customer service 
will not only help us improve our headline measure of customer satisfaction 
but will also enable us to deliver value for money and positive outcomes in 
the community. 

Our Strategic Plan acknowledges that we will need excellent customer 
service in order to achieve our ambitions. The aims of this plan are therefore: 

• To deliver services that reflect the needs and diversity of our
customers

• To make it easy for customers to do business with us
• To improve customer satisfaction.

3. Our ambition by 2022

Our latest Survey of Tenants and Residents in 2016 showed overall 
satisfaction with our services at 85% (13th place out of 19 similar 
organisations who have carried out the same satisfaction survey in the last 2 
years). In an environment of reducing funds available for investment it makes 
sense to measure our performance against organisations facing similar 
challenges.  

Our ambition is to achieve top 25% satisfaction when compared with other 
local authority-owned housing management companies and local authorities 
by 2022. 
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To deliver this we will need to show that: 

• We have helpful, customer-focused, committed staff who feel
empowered to make decisions

• We are clear and consistent in the way we communicate with
customers and deliver services

• We can anticipate customers’ needs before they contact us
• Our services are accessible to customers in the ways they choose,

both online and offline.

4. How we will achieve our aim

We plan to achieve our aim by: 

• Empowering staff & supporting a customer-focused culture
• Communicating more clearly with our customers about our services

and being consistent in the way we deliver them
• Creating insight into our customers and using it to improve service

delivery
• Improving access to services.

This will be supported by the projects and workstreams in the Customer 
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: 

• % overall customer satisfaction
• % satisfaction that we listen to & act on customers’ views
• % customers accessing services digitally
• Completed resident engagement impact assessments.

6. Consultation

The following were consulted during the drafting of this plan, and input 
incorporated: 

• Directors Management Team
• Senior Management Team

The following were consulted as part of the strategic plan consultation which 
informed this plan:  

• CBH Board
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• Staff forum
• All CBH staff (via roadshows & survey)
• Colchester Borough Council – Housing Portfolio Holder & senior

officers
• CBH customers (via focus group & survey)
• Mondrem UK (external consultant).

7. References

2016 Colchester Borough Homes STAR Survey results 

HouseMark benchmarking data for Colchester Borough Homes 

Regulator of Social Housing - Tenant Involvement and Empowerment 
Standard  

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 good 
customer service. 

CBH People Plan sets out how we will support to ensure they can make a 
difference to our customers. 

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 we are accountable to our customers through 
our governance arrangements.  

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. 

The CBH Business development plan shapes how we will generate income to 
protect the services we provide to customers. 

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. 

This plan is also supported by the Colchester Borough Homes Resident 
Insight and Engagement Strategy, which details how we will use customer 
insight and engagement to improve our services. 
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Focus Actions/projects/ 
workstreams 

Lead Due by 
Success measure 

Progress Notes 

Empowering 
staff & 
supporting a 
customer-
focused culture 
(Angelique 
Ryan) 

Assess and identify staff 
capacity to project 
manage the customer 
plan  

DMT/SMT End 
January 
2018 

Staff capacity identified and 
agreed.  Focus area leads 
are Kirk Braker, Karen 
Williams, Angelique Ryan 
and Gareth Mitchell. 
Wider project team to be 
established January 2018. 

Complete 

Deliver a cross-company 
programme of customer 
culture training with MGI 
– “My Customer Focus”

Angelique 
Ryan 

End 
October 
2017 

All staff attended the 
training. 
High levels of 
understanding of the tools. 

Complete 

Deliver embedding 
training to all Managers 

Angelique 
Ryan 

End March 
2018 

Embedding training 
delivered to all line 
managers. 

Complete  

Embed “My Customer 
Focus” culture across 
CBH. 

Karen/ Kirk October 
2019 

Champions recruited and in 
place. Embedding actions 
delivered. 

Complete  

Incorporate "My 
Customer Focus" content 
into company induction 
process 

HR July 2018 

New staff are introduced to 
"My Customer Focus" 
principles when they join 
the organisation. 

Complete  

Build evaluation of 
personal contribution and 
commitment to “My 
Customer Focus” into the 
PADS process. 

HR March 2018 

Every member of staff are 
able to demonstrate their 
commitment to ‘My 
Customer Focus”. 

Complete  
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Focus Actions/projects/ 
workstreams 

Lead Due by 
Success measure 

Progress Notes 

Ensure recruitment 
process assesses and 
reflects customer 
excellence skills 

HR July 2018 We bring people with the 
right customer skills into the 
company. 

Complete  

Communicating 
more clearly 
with our 
customers 
about our 
services and 
being 
consistent in 
the way we 
deliver them 
(Kirk Braker)  

Review Customer Plan 
to incorporate "My 
Customer Focus" training 
and establish clear 
corporate service 
standards and Customer 
Charter 

Kirk 
Braker/Service 
Improvement 
Officer 

April 2018 Increase staff ability to 
improve the outcome of the 
Star Survey. 
A reduction in repeat 
calls/increase in enquires 
resolved at first contact. Complete  

Customer 
Charter being 
developed 
within 
resident 
engagement  

Identify top ten service 
policy challenges and 
use "My Customer 
Focus" tools to agree 
consistent approach to 
managing customer 
expectations 

Kirk Braker 
and SMT 

December 
2018 

Consistent advice given for 
similar contact, using the 
"My Customer Focus" tools. Complete  

Have 
changed this 
task to focus 
on the key 
areas of low 
customer 
satisfaction  

Review procurement and 
contract management 
arrangements to ensure 
company ownership of 
the customer through the 
supply chain  

Kirk Braker & 
Procurement 
Manager 

August 
2018 

Provide customer liaison 
directly on all our major 
projects and not through 
contractors. 
Customer satisfaction 
targets set and monitored 
on all works procured.  
Procurement evaluation 
process will include 

In progress 

Good 
Progress with 
contractors 
developing 
improved 
customer 
service   
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Focus Actions/projects/ 
workstreams 

Lead Due by 
Success measure 

Progress Notes 

standard selection 
questions formed from 
consultation with our 
customers.  

Creating insight 
into our 
customers and 
using it to 
improve service 
delivery (Karen 
Williams) 

Develop customer insight 
data and processes to 
develop corporate 
customer analysis and 
segmentation  

Karen Williams Dec 2019 Improved customer 
satisfaction and 
engagement and targeted 
resources improve 
efficiencies in service 
delivery. 

In progress Customer 
insight 
dashboard 
now 
developed, 
and 
management 
training being 
designed to 
help develop 
this across 
the company  

Identify target customer 
processes for service 
improvement through 
Working Smarter 
transition 

Karen Williams 
and SMT 

March 2022 Improved efficiency and 
service delivery.  
All staff working consistently 
to deliver "My Customer 
Focus" ethos across the 
organisation 

In progress Key areas 
have been 
identified and 
scrutinised by 
the resident’s 
panel with 
recommendati
ons for 
improvements 
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Focus Actions/projects/ 
workstreams 

Lead Due by 
Success measure 

Progress Notes 

Develop learning plan for 
complaints and other 
feedback routes 

Karen Williams 
and Neil 
Appleton  

March 2018 Informed services and 
processes driven by 
continuous customer 
engagement and feedback. 

Complete Learning and 
outcomes 
now reported 
to CMT  

Improving access 
to services 
(Gareth Mitchell) 

Develop Channel Shift 
plan tailored to customer 
needs and supported by 
enabling ICT investment 
and implementation 

Gareth 
Mitchell/CBC 
Contact Centre 
Coordinator 

September 
2018 

Extended to 
September 
2020 

Agreed approach and plan 
for shifting customers to 
preferred channels of 
contact, including mediated 
access for customers who 
need support. 

In progress New Housing 
management 
system 
procurement 

New website 
launched  
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https://colchbh.sharepoint.com/sites/fnc/dmtsmt/Strat
egic Delivery Plans/Customer Plan.docx 

Consultation with 
stakeholders: 

The following were consulted during the drafting of 
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Strategic Plan Risk Register 
Plan: CUSTOMER PLAN 

AIMS: To achieve top 25% satisfaction compared to other LA owned housing companies and LAs 
By: 

• delivering services that reflect the needs and diversity of our customers
• making it easy for customers to do business with us
• improving customer satisfaction.

Measured by: 
• % overall customer satisfaction
• % satisfaction that we listen to & act on customers’ views
• % customers accessing services digitally
• Completed resident engagement impact assessments.

Ref Risk and  
Risk Impact Descriptor 

Current 
Score 

Consequence Mitigation Owner 

I L C 

1. AIM: Empower staff and support a customer-focused culture 

1a RISK: Project management 
function not suitably 
resourced, or resource not 
maintained through to 
completion of plan 

Project not effectively managed, 
effort not focused or maintained to 
ensure outcomes successfully 
delivered  

Staff capacity identified to manage 
project. DMT, SMT and Board 
progress reviews to ensure project 
activity continues  

DMT 

Objective / strategic 17 6 102 

1b RISK: Staff cease acting in 
accordance with the 
customer service training 
they received in 2017, or 

Staff do not act in customer-focused 
manner, no improvement in 
customer satisfaction 

embedding training sessions on 
going; 
Customer service champions in 
teams; 

KB/KW 
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Ref Risk and  
Risk Impact Descriptor 

Current 
Score 

Consequence Mitigation Owner 

I L C 
new staff are not 
appropriately trained 

Induction process; 
PADs process requires staff to 
demonstrate commitment to 
customer focus. 

Objective / strategic 17 6 102 

1c RISK: Staff are not 
empowered to make the 
decisions  

Customer service does not improve, 
customers face delays while staff 
check with managers before acting. 
Poor VFM as managers and team 
leaders get involved in decisions that 
staff should have taken 

Senior management review and 
decision-making analysis; 
Job accountability statements, 
departmental procedures to reflect 
delegated authority; 
PADs process.  
Actions to be added to Customer 
and People Plans 

DMT/SMT 

Objective / strategic 6 10 60 
financial 1 6 6 

2 AIM: Communicate more clearly with customers about services and be consistent in way they are delivered 

2a RISK: Services not 
delivered in consistent 
manner, including when 
delivered by contractors 

Increased incidence of complaints 
and of complaints being upheld 
through both internal and 
Ombudsman process. Increase in 
number of councillor and MP 
enquiries where CBH at fault. Fall in 
customer satisfaction. Compensation 
payments and staff time managing 
the case. 

Clear corporate service standards. 
“My Customer Focus” tools used to 
agree consistent approach to top 
ten service policy challenges 
identified by service teams.  
CBH customer liaison officers to 
provide customer support on major 
projects delivered by contractors; 

KB / SMT 
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Ref Risk and  
Risk Impact Descriptor 

Current 
Score 

Consequence Mitigation Owner 

I L C 
System to update on contractor 
repairs completions being 
developed; 
Complaints process, CSC feedback; 
Customer given direct access to 
housing officer for on-going cases.  

Compliance breach 6 10 60 
reputation 6 6 36 

financial 1 10 10 

3 Creating insight into our customers and using it to improve service delivery 

3a RISK: Lack of a plan, or 
failure to implement a plan 
that would use customer 
insight data to improved 
service delivery 

Resources used to collect insight data 
are wasted. Opportunity to improve 
services is lost 
Failure to meet ambition to 
anticipate customer’s needs before 
they contact us 

Plan to be developed to use insight 
data to improve service delivery 

KW 

Objective / strategic 6 10 60 

3b RISK: Process to learn from 
complaints to improve 
service delivery not 
developed or effective  

Similar types of complaint are 
repeated with associated loss of 
customer satisfaction and cost in 
officer time and possibly 
compensation 

Trends highlighted in monthly 
balance scorecards reported to 
DMT/SMT  

KW / NA 

Compliance breach 6 6 36 
reputation 6 6 36 

financial 1 10 10 
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Ref Risk and  
Risk Impact Descriptor 

Current 
Score 

Consequence Mitigation Owner 

I L C 

4 AIM: Improve access to services 

4a RISK: existing systems, 
particularly the Housing 
Management System, limit 
opportunity for channel 
shift 

Not possible to achieve significant 
channel shift around main rent or 
repair transactions 
No improvement in % accessing 
services digitally KPI  

Project to replace Housing 
Management System, with 
enabling channel shift a 
requirement for new system. 
Website based tools, as used for 
Housing Options, provide ways to 
offer alternative access to some 
services 

KW / KB 

Objective / strategic 6 16 96 

4b STRATEGIC RISK: CBC/CBH 
has no working Housing 
Management System as 
existing system ceases to 
function before new 
Housing Management 
System is fully operational 

Operating efficiency severely affected 
without a reliable housing system; 
Prolonged downtime if housing 
system not supported; 
Increased operating costs; Increased 
risks of poor service delivery and 
complaints. 

Project to replace the Housing 
Management System underway. 
Current supplier has confirmed 
that housing system can be used 
after the De-Support date, but 
without any support.  

Aurora 
Project 
Board 

Financial 6 4 24 
Service delivery failure 17 4 88 

5 KPI’s 

5.1 RISK: No improvement in 
% satisfaction that listened 

Failure to meet key objective 
performance measure 

Completing customer impact 
assessments for all changes that 

KW  /KB 
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Ref Risk and  
Risk Impact Descriptor 

Current 
Score 

Consequence Mitigation Owner 

I L C 
and acted on customers 
views 

effect tenants, covering service 
delivery and policy changes; 
Resident Panel; 
Learning from complaints; 
Transactional surveys to monitor 
satisfaction within case 
management period 

Objective / strategic 6 6 36 
Reputation 6 6 36 

6 Trusted choice for local housing, property and community services 

6.1 STRATEGIC RISK: Health 
and safety risk to 
customers and public 
including unintentional 
breaches of legislation / 
best practice, exposure to 
hazardous substances, 
failure to maintain housing 
stock and public buildings 
to safe standard. 

Death or injury to customers or 
public; 
Facilities being closed as unsafe; 
HSE penalties, legal penalties 

Qualified H&S manager; 
Qualified experience staff 
managing properties; 
Assure H&S reporting/monitoring 
system; 
H&S work plan; 
H&S report to DMT; 
Insurance. 

PS Head of 
Operations 
/ Corporate 
Facilities 
Manager 

H&S 
Manager 

Compliance breach 6 4 24 
Customer and public 

welfare 
6 4 24 
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REPORT TO COLCHESTER BOROUGH HOMES 

DATE: 

TIME: 

VENUE: 

24 October 2019 

19.00 

JobServe Community Stadium 

AGENDA ITEM: 9 

SUBJECT:  Colchester’s new Homelessness and Rough Sleeping Strategy 

REPORT BY: Karen Paton – Housing Strategy Officer 
 (01206) 282275
 karen.paton@colchester.gov.uk

FOR INFORMATION 

1. Decision Required

1.1 For information only 

2. Purpose of Report

2.1 To provide Colchester Borough Homes Board with the opportunity to review 
Colchester’s new Homelessness and Rough Sleeping Strategy and Delivery 
Plan 2020-2025 and provide feedback before it is presented to Cabinet for 
approval in November 2019. 

3. Background & Content

3.1 The Homelessness Act 2002 required all local authorities to carry out a 
homelessness review, develop a Homelessness Strategy for their area to 
prevent homelessness, and provide accommodation and/or support for people 
who are or may become homeless. 

The new Homelessness Code of Guidance published in February 2018,  
states that local authorities with rough sleepers ought to consider provision for 
rough sleepers within their homelessness strategy. In line with the Ministry of 
Housing, Communities and Local Government’s Rough Sleeping Strategy and 
to satisfy the requirements for the Rough Sleeping Initiative funding, it was 
agreed that rough sleeping will form part of Colchester’s strategy.  

The Homelessness Reduction Act 2017 fundamentally changed the way local 
authorities work to support homeless people in their areas, giving them new 
prevention responsibilities towards more people. Colchester Borough Council 
will work collaboratively with its partners to build on this approach to produce 
a new Homelessness and Rough Sleeping Strategy for Colchester.  
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Colchester’s Homelessness Strategy has been reviewed and a new strategy 
developed for the next 5 years.

The Strategy will achieve its aims and objectives through the implementation 
of a 5-year Plan that will tackle the levels of homelessness in the borough, by 
working closely with partner organisations and focusing on early interventions 
that prevent homelessness. 

3.2 Developing the new Homelessness and Rough Sleeping Strategy for 
Colchester 

Homelessness Consultation Event 
A Consultation event was held in January led by Homeless Link (a national 
homelessness charity) to review homelessness in Colchester and identify key 
principles and aims for the new strategy. Representatives from partner 
organisations and teams from Colchester Borough Council and Colchester 
Borough Homes who work with and for homeless people were invited to 
attend. 

The event provided the opportunity to take a fresh approach to reducing and 
preventing homelessness in Colchester by reviewing the current challenges 
facing both services and clients and identifying the key priorities that we need 
to focus on to do this.  
The event focused on 4 main questions to prompt discussion:  

• How do we build collaborative partnerships in Colchester?
• How do we make prevention of homelessness everyone’s

responsibility?
• How do we foster a person-centered approach?
• How can we create environments where people thrive?

The Project Group 
Following the consultation event, a project group was set up with some of the 
key organisations that attended the event, to develop the new Homelessness 
and Rough Sleeping Strategy for Colchester.  

The project group have reviewed the feedback from the event, identified the 
gaps in homelessness prevention and agreed the main aims for the strategy 
to meet the challenges.  

In addition, the group agreed that further consultation with people that were or 
had been homeless was necessary to shape the new strategy.  

Consultation with people who have experienced homelessness 
Focus groups/drop in sessions were held over 2 days in April 2019. The 
sessions were held at the Youth Enquiry Service (y.e.s), Colchester 
Emergency Night Shelter (CENS), Beacon House and Sanctuary Housing. 

12 people that had or were experiencing homelessness were interviewed 
informally about their situation: The interviewees were asked about the main 
reasons that they became homeless, whether homelessness could have been 
prevented earlier, what organisations or services are or were particularly 
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helpful to them and what other support or service could have helped or 
prevented them from becoming homeless.  

All the case studies are available at Appendix 2 of the strategy document. 

3.3 The key aims for the strategy 
Using all the information gathered from the Homelessness event and 
consultation with people that have been or are currently homeless, the project 
group identified an overarching vision for the Strategy: to build collaborative 
partnerships to Increase early intervention and prevention of 
homelessness in Colchester. This also reflects Colchester’s Homelessness 
Prevention Charter. 

To achieve the vision 4 key aims for the strategy were agreed: 
• Increasing access to accommodation and providing settled

homes
• Helping people to sustain their accommodation
• Improving the Health and Wellbeing of people that experience

homelessness
• Improving communication and challenging the perception and

culture of homelessness

A Delivery Plan has also been developed which sets out actions to meet the 
key aims identified for the strategy. The Delivery Plan will be monitored and 
progress on the actions updated annually and reviewed by the Portfolio 
Holder.  A progress report will be published on the Council’s website.   

The Portfolio Holder for Housing has been regularly briefed on the 
development of the strategy and the draft was shared with him prior to 
consultation with stakeholders.  

Consultation with key stakeholders 

The Draft Homelessness and Rough Sleeping Strategy and Delivery Plan 
went out for consultation between 31/07/2019 and 23/08/2019. All comments 
and suggestions have now been incorporated into the document. 

5. Risk Management

5.1 There are no risk management implications 

6. HR implications

6.1  There are no HR implications 

7. Legal Implications

7.1 Colchester Borough Council has a statutory responsibility to produce and 
publish a Homelessness Strategy based on a homelessness review every five 
years. 

8. Financial Implications
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8.1 Any resources required to implement the actions in the Homelessness and 
Rough Sleeping Strategy will be delivered from existing budgets. The Council 
will work to encourage its partners to commit their resources to meeting the 
priorities set out in the strategy. As many of the organisations are members of 
the Homelessness Strategy Project Group, they have already helped to shape 
the strategy and shown their commitment to its delivery.  

Colchester Borough Council receives a grant annually from the Ministry of 
Housing Communities and Local Government which is administered by 
Colchester Borough Homes.  Part of the funding is used to work with partner 
organisations to prevent homelessness in the borough. This will help towards 
the implementation of some of the actions identified in the strategy.  

Since 2017 Colchester Borough Council in conjunction with Colchester 
Borough Homes have secured £605,583.00 from government funding streams 
to prevent and reduce rough sleeping. This funding has provided a Rough 
Sleeping Co-ordinator and Outreach workers within Colchester Borough 
Homes and initiatives with partner organisations to help rough sleepers 
access accommodation and support.  Details are included in the 
Homelessness and Rough Sleeping Strategy. 

9. Value for Money

9.1 Preventing homelessness and rough sleeping reduces additional cost to the 
public purse. 

10. Health & Safety Implications

10.1 There are no Health and Safety implications 

11. Equality & Diversity Implications

11.1 An Equality Impact Assessment has been completed for the new 
Homelessness and Rough Sleeping Strategy and is appended to this report. 

12. 

12.1 

13. 

13.1 

14. 

Residents at the Heart 

The Homelessness and Rough Sleeping Strategy is a strategic document 
which primarily sets out how organisations will work together to bring about 
change and improvements in the way they prevent and respond to 
homelessness. This will benefit all of Colchester’s residents who may at some 
point in their lives experience homelessness.   

Decision Required 

No 

Appendices 

14.1 The following documents are appended to this report: 
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Appendix 1 - Colchester’s Homelessness and Rough Sleeping Strategy 2020 
- 25

Appendix 2 - Delivery Plan 2020 - 25 

Appendix 3 - EQIA 
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Colchester’s 
Homelessness and Rough 

Sleeping Strategy 
(DRAFT) 

2020 – 2025 
Building collaborative partnerships to Increase 

early intervention and prevention of 
homelessness in Colchester 
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Forward 
Homelessness is often the result of a combination of events such as relationship 
breakdown, ill health, problems with debt, adverse experiences in childhood or the 
ending of a tenancy with no prospect of securing another. We all have a role in tackling 
these issues together; as Councillors, statutory agencies, the voluntary sector and 
residents of Colchester.  

This is Colchester Borough Council’s Fourth Homelessness Strategy which seeks to 
build on the successes of the last strategy which was published in 2014.   
Since the publication of the last Strategy significant progress has been made in the 
prevention of homelessness in Colchester against a backdrop of national and local 
housing challenges and a major change in legislation with the Introduction of the 
Homelessness Reduction Act in 2017. But there is still more to do.   
Colchester Borough Council and its partner organisations continue to adopt a strong 
approach to preventing and relieving homelessness.  

The demand for social housing in Colchester continues to outweigh supply therefore the 
focus has been on supporting people who are at risk of homelessness or vulnerably 
housed to find sustainable solutions to meet their housing and support needs. By 
working together with our partner organisations we have also been able to provide 
support to tenants and residents affected by welfare reforms.   

Despite our best efforts we saw an increase in the number of homeless people sleeping 
rough in Colchester over the last five years. Colchester Borough Council in conjunction 
with Colchester Borough Homes have been successful in securing government funding 
to develop initiatives with our partner organisations to reduce and prevent rough 
sleeping in Colchester by supporting people to access services and help them into 
accommodation.  

Whilst the new Homelessness and Rough Sleeping Strategy looks to build on these 
successes it has been developed against fresh challenges that threaten to increase 
homelessness and make it more difficult for people to meet their housing need.   
However, by continuing to work in partnership with organisations in Colchester to 
prevent homelessness, we will focus on our key aims to; Increase access to 
accommodation and providing settled homes, helping people to sustain their 
accommodation, improving the health and wellbeing of people who experience 
homelessness and improving communication and challenging the perception and 
culture of homelessness.  

I would like to thank all our partner organisations that continue to work with us to 
prevent homelessness in Colchester. I continue to be impressed by the commitment 
and energy of everyone who work to prevent homelessness and improve the lives of 
those that have experienced it.   

Councillor Adam fox  
Portfolio Holder for Housing 
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Introduction 

The Homelessness Act 2002 places a statutory obligation on all local authorities to 
undertake a review of homelessness in their area and, based on the findings of this 
review, to develop and publish a strategy to tackle and prevent homelessness.

A fundamental change to homelessness legislation with the introduction of the 
Homelessness Reduction Act in 2017, places two additional Prevention and Relief 
duties on the Local Housing Authority and an additional ‘duty to refer’ on all public 
authorities specified in the legislation.  

The new Homelessness code of Guidance introduced alongside the Act sets out new 
guidance for local authorities on formulating a strategy for homelessness in their district. 

This is Colchester’s fourth Homelessness and Rough Sleeping Strategy. It has been 
developed by Colchester Borough Council and its partner organisations, all of whom are 
strongly committed to developing initiatives and objectives to prevent and relieve 
homelessness in the borough. 

The new Homelessness and Rough Sleeping Strategy has looked back at the 
achievements since the last strategy, reviewed the current homelessness situation in 
Colchester and based on this, set out its aims for the next five years to work 
collaboratively to meet the new challenges that we face in the future. 

Demand for all types of housing in Colchester continues to grow whilst the supply of 
accommodation is reducing. In order to mitigate this, we continue to focus on innovative 
ways to prevent homelessness occurring in the first place. 

In addition to supporting people facing homelessness, or who are homeless, to meet 
their housing and support needs, the strategy also focuses on supporting people to 
have the same opportunities to access training, volunteering, leisure and employment 
opportunities as the rest of the community.  

Colchester Borough Council, Colchester Borough Homes and our partners will also 
identify, develop and deliver support pathways into accommodation by adopting a 
person-centered approach in line with the new legislation.  
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What we have achieved  
  
A summary of the key achievements from the Homelessness Strategy 2014-19  
  
We have Increased the provision of tenancy support including floating support to 
tenants  

  
 One Support continue to support people in the community, in their homes and at 

drop-ins, delivering housing related support. This includes; Homelessness 
prevention and tenancy sustainment   In Colchester, One Support have a 
capacity of approximately 150 customers at any one time along with 14.5 hours 
of drop-ins each week and telephone support.  
  

 Colchester Borough Homes (CBH) provides tenancy sustainment to support CBC 
tenants who are at risk of eviction and lead a partnership with Catch 22 who 
provide Intensive family support for social housing tenants in Colchester.  A pilot 
service “Start well” has been funded by Colchester Borough Council (CBC) to 
provide intense intervention and support to families living in temporary 
accommodation, especially Bed and breakfast, which has provided positive 
outcomes.  
  

We have provided services that will support young tenants to maintain their 
tenancy and prevent unnecessary evictions through Anti-Social Behaviour (ASB) 
and rent arrears   

  
 The continuation of pre-tenancy workshops by the Youth Enquiry Service and 

CBH. The content of the workshop is continually updated to ensure that young 
people are fully aware of welfare benefit reforms.   

 
 All new CBC tenants under 25 years old are visited by the Support team to 

ensure they have the skills to manage their tenancy.  Prompt intervention is put 
in place if the tenancy becomes at risk.   

 
 No young people have been evicted for rent arrears/ASB from CBC properties 

since 2017.  
  

We have increased the prevention of homelessness caused by domestic abuse  
  

 CBC, in partnership with Braintree, Tendring and Maldon Councils, successfully 
secured £263,453 for a 15-month project to provide specialist services at the 
refuge and in the community for Gypsy and Roma Travellers and hard to reach 
victims and their families. The project was delivered by Colchester and Tendring 
Women’s Refuge. The service started in May 2017.  

 From May 2017 to the end of March 2018, 181 Colchester households who were 
experiencing domestic abuse were referred to the project. Of these, 169 were 
from hard   to reach groups and 12 from the Gypsy and Roma Traveller 
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Community. A total of 24% of all the referrals were accommodated in the Refuge 
and 76% were offered support in the community. An additional £14,573 of 
funding was secured from the Ministry of Housing Communities and Local 
Government (MHCLG) to continue the project.  
  

 In 2018/2019 CBC led on a successful bid and secured £398,643 of funding to 
provide services to women and their families fleeing domestic abuse in 
Colchester, Tendring, Braintree and Maldon. The bid was made in partnership 
with Colchester and Tendring Women’s Refuge (now called Next Chapter).   

 The funding is being used for services including; increasing the number of 
available spaces at the refuge and provide accommodation for women and their 
children seeking to live independently after suffering domestic abuse and provide 
support and accommodation to women with complex needs including substance 
misuse arising from the abuse they have experienced.   
  

We have provided advice and support to tenants and residents potentially 
affected by the welfare reforms.  

  
 The CBC Customer Support Team continues to engage with customers affected 

by welfare reforms to minimize the effect of the reforms, reduce reliance on 
discretionary funds and prevent homelessness.   

 
 Discretionary Housing Payments (DHP) were used to support residents affected 

by Welfare Reforms and to remove the risk of homelessness. The DHP fund of 
£444,224 (including £50,000 from CBC) was fully spent in 2018/19.   

 
 A total of £71,003.32 was spent to support residents affected by the Benefit Cap. 

A further £88,219.72 was spent to support residents affected by the removal of 
the Spare Room Subsidy.   

 
 Exceptional Hardship Payments were utilised to support customers in managing 

their Council Tax accounts – a total of £15,688 was spent to alleviate this 
financial pressure.   
   
  

We have provided advice and information about the changes to the Council’s 
Homelessness Service brought about by the introduction of the Homelessness 
Reduction Act (HRA) and the new Homelessness Code of Guidance.  

  
 CBH held a successful Stakeholder event in February 2018 to introduce    

partners to the changes being made to the service with the implementation of the 
HRA.    

 Training on the HRA was also carried out for partner organisations by CBH 
Officers. Upskilling of Housing Solutions Officers took place to meet the new 
requirements and additional officers were recruited to carry out the initial 
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assessment process. Systems and processes have been reviewed to assist 
customers to self-serve.  

 CBH Housing Solutions team implemented the Homelessness Reduction Act
following significant preparation as detailed above. A significant change
implemented in 2018/2019 was the provision of an Enhanced Housing Options
website to provide advice and guidance to those who may be homeless or
threatened with homelessness and to make appointments online to see an
advisor.

 During the first year; 1344 households approached CBH as homeless or
threatened with homelessness and 744 Personal Housing Plans were completed.
115 households were accepted as homeless and in priority need, with the Council
accepting a duty to provide permanent accommodation. This is a 37.5% reduction
from 2017/2018.

 Action was taken to prevent and relieve homelessness for another 276
households.

We reviewed the Allocations Policy to meet the requirements of the 
Homelessness Reduction Act to ensure that it is sufficiently geared   towards 
preventing homelessness.  

 The Allocations Policy was reviewed in 2017-18 to meet the requirements of the
Homelessness Reduction Act to reflect the new prevention and relief duties
placed on local authorities under the new Homelessness prevention Act. The
Policy was adopted in February 2018.

Rough sleeping 

We have made significant progress to reduce the number of rough sleepers in 
Colchester by Identifying the support needs of different types of rough sleepers 
including entrenched rough sleepers, young people that are ‘new’ to the streets 
and people suffering from mental health to help engage with different groups  

 In December 2016 CBC and Tendring District Council successfully secured the
then Department of Communities and Local Government (DCLG) funding of
£239,000 for 2 years to provide a co-ordinated response to rough sleeping
across both local authority areas to support and prevent homelessness for this
group. Two Early Response Rough Sleeper co-ordinators (one for Colchester
and one for Tendring) were in post by November 2017. The Early Response
Rough Sleeper Co-ordinator for Colchester works within the CBH Housing
Solutions Team.

 The role of the Rough Sleeper Co-ordinator was initially to work with local
organisations who have the skills and expertise in this field, to develop a more
targeted and assertive approach to rough sleeping in Colchester and to support
and help secure accommodation for people living on the street.
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• The outcomes from the project fall into 3 main categories:    
• Culture change and good practice    
• Better joined up working   
• Getting rough sleepers into accommodation   
 
The initial funding for the Rough Sleeper Co-ordinator will come to an end in October 
but due to the success of the project the post will continue to be funded as part of 
the Ministry of Housing Communities and Local Government (MHCLG) Rough 
Sleeper Initiative funding for 2019-20 (see below).  

  
 In Colchester from November 2017 to the end of July 2018, 20 rough sleepers or 

those at risk of rough sleeping were housed or supported to remain in their 
homes.   
  

We have established a multi-agency group of support services for single homeless 
and rough sleepers.  

  
 Colchester’s Homeless Service User Panel (CHASUP) was reviewed by the 

Rough Sleeper Coordinator and is now known as Colchester Homeless Action 
Panel (CHAP). A matrix has been developed to provide an accommodation and 
support pathway. CHAP is currently working with 18 clients to provide support 
and assist them into accommodation.  

 
 A Community of Practice has been set up in partnership with Homeless Link (a 

national good practice and innovation organisation).  A forum is held quarterly to 
look at innovation and ideas and provide training for all services in Colchester to 
help address single homelessness and rough sleeping.  The Forums are well 
attended.   
  

We have extended the opening times of agencies to reduce the amount of time 
that rough sleepers spend on the street.  
  
 Daytime activities at Colchester Emergency Night Shelter (CENS) remain well 

attended by residents and ex residents. This has created a mentoring and peer 
support environment which allows residents to see that positive outcomes can be 
made if engagement is continued. Emergency bed spaces at CENS increased 
during the cold period in 2018- and 24-hour opening was introduced during 
extreme bad weather.  

  
 
Additional funding for Rough Sleepers   
  
In May 2018 the Ministry of Housing Communities and Local Government (MHCLG) 
identified Colchester as an area eligible to bid for additional funding during 2018/19 to 
further reduce rough sleeping. CBC in conjunction with CBH, were successful in securing 
£192,683 of funding. 4 key interventions were identified for the funding:  
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• To provide an assertive street outreach service, especially out of hours provision
and helping those rough sleepers who have no local connection to Colchester
return to the area where they do have a local connection.

• To provide an opportunity to pilot a 'Housing First’ approach for 6 months with a
Registered Provider that provides supported housing (The concept of Housing
First is to provide a stable home and intensive personalised support and case
management to homeless people with multiple and complex needs).

• To Increase bed spaces and support staff capacity at Colchester Night Shelter,
specifically, for Colchester people at risk of rough sleeping.

• To provide continuous Severe Weather Emergency Provision (SWEP) from the
end of October - mid March, with specialist support staff to prevent people moving
back to the street once the provision ends.

Outcomes from December 2018 to the end of April 2019: 
• 25 rough sleepers have been supported into emergency accommodation
• 7 rough sleepers have been supported into temporary accommodation
• 7 rough sleepers have been supported into long term accommodation
• 10 rough sleepers have been reconnected back to the area from which they

came
• 4 people at risk of rough sleeping were supported into accommodation and

prevented from living on the street
• The Housing First scheme has been successful in supporting 2 people to

move on into more permanent accommodation.
• 21 rough sleepers have been referred and accepted into Colchester

Emergency Night Shelter.

Colchester Borough Council were also invited to bid for further funding to continue the 
interventions for 2019-20. Further funding of £204,753 has been awarded.  

In total £517,123.50 of funding has been secured from the three government funding 
streams to prevent, reduce and support rough sleepers in Colchester.   

Colchester’s Homelessness Prevention Charter 

In March 2019 Colchester Borough Council and Colchester Borough Homes set up the 
Homelessness Prevention Charter.  

Under Colchester’s Homelessness Strategy, the council is committed to tackling 
homelessness in the borough by working closely with partner organisations and 
focusing on early interventions that prevent people losing their homes.  

The Homelessness Prevention Charter encourages residents and businesses to help 
play their part in supporting this ambition by signing up to the Charter and making a 
pledge.  
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Examples of the pledges that can be made include:  
 

• donating to a local homelessness charity or project  
• volunteering for a local homelessness organisation  
• having a Homeless Support Champion in the workplace to help inform 

colleagues about homelessness and alternative ways of supporting the homeless  
• raising money for a local organisation to help people that are at risk or are 

experiencing homelessness  
• companies offering a person who is or has been homeless training or work 

experience  
 
Alternatively, residents and businesses will be able to develop their own pledge.  
 

  
The Strategic Context  

To put the Homelessness and Rough Sleeping Strategy into perspective, this section 
focuses on the legal, national and local context.   

The legal framework  

The Housing Act 1996  

Part 7 of the Housing Act 1996 continues to be the overarching piece of legislation that 
relates to homelessness and informs the way in which local authorities respond to 
homelessness.   

The Act has since been amended by the Homelessness Act 2002 and the Localism Act 
2011. These subsequent pieces of legislation have placed a requirement on Local 
Authorities to adopt a strategic approach to managing and preventing homelessness. 

The Localism Act 2011  

Section 153 of the Localism Act 2011 prescribes the relationship between schemes and 
strategies that local authorities must have regard to in developing or modifying their 
local preventing homelessness strategies:  

‘In formulating or modifying a homelessness strategy, a local housing authority in 
England shall have regard to—   

(a) its current allocation scheme under section 166A of the Housing Act 1996,   

(b) its current tenancy strategy under section 150 of the Localism Act 2011’  
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The Care Act 2014 
 
The Act came into effect on 1st April 2015 and represents the most significant reform of 
care and support in more than 60 years. The main purpose of the Act is to put people 
and their carers in control of their care and support. 
The Act combines various existing pieces of legislation which were previously used to 
shape how social care was arranged in Britain.  
 
Key areas of change from April 2015 included: 
 

• general responsibilities on local authorities including promoting people’s 
wellbeing, focusing on prevention and providing information and advice 

• the introduction of new national eligibility criteria 
• new rights to support for carers on an equivalent basis to the people they care for 
• a legal right to a personal budget and direct payment 
• the extension of local authority adult social care responsibility to include prisons 
• new responsibilities around transition, provider failure, supporting people who 

move between local authority areas and safeguarding. 
 
The Welfare Reform and Work Act - 2016. 
 
The Welfare Reform and Work Act took forward the government commitment to 
introduce a duty to report to Parliament on progress made towards achieving full 
employment and the target of three million apprenticeships in England. In addition, the 
Act ensured reports on the effect of support for troubled families and provision for social 
mobility, the benefit cap, social security and tax credits, loans for mortgage interest, and 
social housing rents. 

The key changes in the Welfare Reform and Work Act which impact on homelessness 
are: 

• Welfare benefits changes; lowering of the Benefit cap, freeze on certain social 
security benefits, freeze on tax credits, changes to the child element of universal 
credit, Universal credit: work-related requirements. 

• Reduction in social housing rents. 

The Homelessness Reduction Act 2017 

The Homelessness Reduction Act came into force in April 2018. The government also 
published a new code of guidance that set out in more detail how the changes should 
be implemented.   
The Act is the first change to Homelessness Legislation for 16 years although some   
commentators argue it is the greatest change since the original 1977 Homeless 
Persons Act.  
The new Homelessness Reduction Act places two additional statutory duties on local 
housing authorities:  
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• The prevention duty – requires councils to intervene to prevent homelessness at 
an   earlier stage, when a household is at risk of losing their home in the next 56 
days. This is particularly relevant for those living in privately rented homes who 
are served with notice and provides more opportunity to support people directly 
into another tenancy.    

• The relief duty - requires councils to offer more advice and support to anyone 
who is already homeless, regardless of whether they are in priority need and may 
involve offering accommodation.  

Councils are also required to draw up personal housing plans for people that are 
homeless and anyone who is at risk of becoming homeless. Public authorities that are 
specified in the legislation and that have contact with clients who are homeless or at risk 
of homelessness will be required to refer them to local authorities, with the persons 
consent. Clients can choose which local authority they want to be referred. This is 
known as a ‘duty to refer’.  

The duties that existed under the previous homelessness legislation, known as the main 
duty, remain in place. A main housing duty is owed where homeless households are 
eligible (certain persons from abroad are ineligible for housing assistance), have a 
priority need for accommodation and are not homeless intentionally. Certain categories 
of household, such as pregnant women, families with children, and households that are 
homeless due to an emergency such as a fire or flood, have priority need if homeless. 

Other groups may be assessed as having priority need because they are vulnerable as 
a result of old age, mental ill health, physical disability, having been in prison or care or 
as a result of becoming homeless due to domestic abuse. This duty is usually ended 
through the offer of a settled/permanent home.   

As a result of the Homelessness Reduction Act processes, procedures, information 
being collected, and statutory returns have all had to change.  

National Context  

National Rough Sleeping Strategy  

In August 2018 the government published its Rough Sleeping Strategy. The strategy 
sets out the government’s vision to support every person who sleeps rough off the 
streets and into a home, which will deliver its commitment to halve rough sleeping by 
2022 and eliminate it by 2027.  

The strategy acknowledges that in order to achieve this will require central and local 
government, as well as business, communities, faith and voluntary groups and the 
general public to work together in new ways.  

The main focus of the strategy is to put in place new programmes and structures to 
support people off the streets immediately. 
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The strategy is based around three core objectives: Prevention, Intervention and 
Recovery.   

• Prevention - providing a focus on timely support before someone becomes
homeless.

• Intervention - helping people who are already in crisis get swift, targeted support
to get them off the streets.

• Recovery – supporting people to find a new home quickly and rebuild their lives
via a new rapid rehousing approach.

The actions to deliver the commitment are set out in a delivery plan that was published 
alongside the strategy. 

The document also states that all local authorities will be required to: 

• Update their Homelessness strategies and rebadge them as Homelessness and
Rough Sleeping strategies

• Make strategies available online and submit them to the Ministry of Housing,
Communities and Local Government (MHCLG)

• Report progress on delivering these strategies and publish annual action plans.

Local context 

Essex Joint Health and Wellbeing Strategy (JHWS) 2018-22 

The Strategy sets out the priorities identified through the Joint Strategic Needs 
Assessment (JSNA) that local government, the NHS and other partners deliver together 
through the Health and Wellbeing Board. The JHWS identifies ‘a small number of key 
strategic priorities for action’, where there is an opportunity for partners working through 
the Health and Wellbeing Board to ‘have a real impact’ on improving health and 
wellbeing outcomes and a reduction in health inequalities.  

The JHWS is jointly owned by partners through the Essex Health and Wellbeing Board, 
the District, Borough and City Council’s HWB Partnership Boards, the Police, Fire and 
Crime Commissioner, Safeguarding Boards and the voluntary and community sector. 

The strategy sets out a shared vision for health and wellbeing in Essex through key 
countywide strategic priorities, which address four areas of focus:   

• Improving mental health and wellbeing
• Addressing obesity, improving diet and increasing physical activity
• Influencing conditions and behavior's linked to health inequalities
• Enabling and supporting people with long-term conditions and disabilities.
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Essex Vision 

The Essex Vision was developed by the top 100 Essex leaders, community groups and 
businesses in 2017 to promote collaboration and focus public sector organisations on 
the pursuit of common goals. The Essex Partners agreed on 8 key areas of work. 
Sponsors and leading organisations were appointed to lead on each key area: 

• Essex Innovates: Data analytics to support early intervention strategies
• Essex Supports:  Early help to reduce number of crisis mental health incidents
• Essex Unites: Supporting a community in building civic pride and social capital
• Essex Communities: Maximise economic, community and public health potential

of new developments
• Essex Inspires: Skills and educational performance
• Essex Leads: Taking a whole-systems approach to promoting physical activity to

support physical and mental health
• Essex Spirit: Safer communities
• Essex Prevents: A countywide approach to homelessness reduction

Essex Prevents:  
This workstream links with Colchester’s Homelessness and Rough Sleeping Strategy 
and a summary of the key actions are below: 

• Recognise those groups most at risk of homelessness to develop earlier
intervention and prevention

• Improve communication and understanding between partners to reduce risks and
improve outcomes for all involved, e.g. multi-agency training, pooling resources
and protocols

• Open, honest, transparent services that enable people to take responsibility,
make considered choices and manage expectations

• Improve the flow of information and management of cases, removing duplication
and streamlining the way we work between organisations

• Improve the understanding and prioritisation of the commissioning of support
services between organisations that prevent homelessness

• Tackling the perception and stigma of homelessness and affordable housing by
collectively identifying need throughout Essex

• Using the information, we collate to drive changes to organisational plans and
lobby collectively for improvements to wider policy such as welfare reform, social
care and local plans.

• What will have changed in six months: Developing a partnership roadmap and
generating insight on those groups most at risk of homelessness to develop
earlier intervention and prevention.

Our Colchester - The Strategic Plan 2018-21 

The Strategic Plan sets out how Colchester Borough Council will play its part in making 
Colchester a place where people want to live, learn, work and visit. 
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The plan describes the priorities and direction for the borough and sets out the Council's 
ambitious goals to help make Colchester an even better place to live, work and visit. We 
will work with many partners to get the best for our residents. 

The priorities are set out under four themes: 
- GROWTH Ensuring all residents benefit from the growth of the borough 
- RESPONSIBILITY Encouraging everyone to do their bit to make the borough even 

better 
- OPPORTUNITY Promoting and improving Colchester and its environment 
- WELLBEING Making Colchester an even better place to live and supporting those 

who need most help 
 

The Strategic Plan is accompanied by an Action Plan, which sets out specific actions 
and outcomes for each priority area. The action plan is reported to Cabinet twice a year.   

Colchester’s Housing Strategy 2015-20 

The Housing Strategy 2015 – 2020 provides an important summary of how the Council 
and its partners will achieve its vision to: 
Make Colchester a place where people choose to live in a decent, safe and healthy 
home which; meets their needs, at a price they can afford and in locations and 
neighborhoods that are sustainable and desirable. 
Work to improve the quality of life of residents. 
The document sets out the following key priorities for the strategy: 
 

• Maximise the supply of housing to meet local needs 
• Work with partners and residents to create mixed communities which are 
     economically, environmentally and socially healthy and resilient 
• Prevent homelessness and rough sleeping (Colchester’s Homelessness and 

Rough Sleeping Strategy) 
• Improve the life chances of Colchester’s residents including their Health and 

Wellbeing 
• Work with customers to help them make informed choices about their housing 

options 
• Make the best use of existing homes 
• Work to ensure that existing and new homes are healthy, safe and energy 

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

These priorities have been translated into a series of actions included in a Delivery Plan 
which forms part of the strategy document. The plan is updated and reported annually. 
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Reviewing Homelessness in Colchester 

The Local picture 

Colchester is the largest district in Essex, with a rapidly growing population and 
economy. Over the next 15 years Colchester is anticipated to experience one of the 
fastest growth rates within the county. Colchester has a population of 190,098 (mid-year 
estimate 2017) and as at 31st March 2019 the number of households in the borough 
was 82,055. The population is projected to grow to 216,300 by 2030. 

During the year 2018-19 

 A total of 1165 homes were built in Colchester of which 125 were recorded as
affordable housing completions.

 The average household price across the borough in April 2019 was £291,855.
 The number of households on the Council’s Housing Register as at 30 April 2019

was 3107
 The number of social housing lettings in Colchester was 658 of which 190 were

let to homeless households.
 The Housing Solutions Team prevented homelessness for 186 households and

relieved homelessness for 90 households and
 Accepted a duty under the homelessness legislation for 115 households and

helped them into accommodation.
 The number of households in temporary accommodation as at 31st March 2019

was 179.
 In November 2018 the annual street count was conducted on one night in

Colchester and 13 people were found to be sleeping rough as verified by
Homeless Link.

Developing the new Strategy 

A consultation event was held at the end of January 2019 for the Council’s partner 
organisations that work with people that are or have been homeless in Colchester. The 
event was led by Homeless Link (a national charity who support organisations working 
directly with people who become homeless) and supported by the Ministry of Housing 
Communities and Local Government (MHCLG). There were 35 attendees from 
organisations including: 

Colchester Borough Homes 
Essex County Council 
MHCLG 
y.e.s
Emmaus
Peabody
Rough Sleepers Group
Essex Community Rehabilitation Company
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Phoenix Futures 
Sanctuary Housing 
YMCA 
DWP 
Nacro 
Open Road 

The event provided the opportunity to take a fresh approach to reducing and preventing 
homelessness in Colchester by reviewing the current challenges facing both services 
and clients and identifying the key priorities that we need to focus on to do this. 
The event focused on 4 main questions to prompt discussion: 

• How do we build collaborative partnerships in Colchester?
• How do we make prevention of homelessness everyone’s responsibility?
• How do we foster a person-centered approach?
• How can we create environments where people thrive?

Feedback from the event is available at Appendix 1, but some of the main themes that 
came out of the workshops were: 

• Ensure that our approaches to communication and information sharing are
effective and the right people know the right information

• Organisations need to consider the impact of homelessness on them and
individuals need to take responsibility for their actions - everyone needs to take
their part

• Giving service users ownership and input towards planning and how they feel a
service could be improved through consultations and attendance at these at all
levels.

• In enable them to ‘thrive’ clients need to be able to access the right support at the
right time when it is needed, and they need to be valued.

Feedback from the event also provided ideas for consideration to be included within the 
strategy:  

• It should be central – not simply a ‘one stop shop’ but a centre of excellence that
considers the overall infrastructure of sharing information and accessing services
correctly that provides a vibrant environment which is creative and demonstrates
real and appropriate access and assessment

• It should have realistic aims and objectives which involves all stakeholders
including those who are accessing the service

• It should demonstrate realistic pathways for people when accessing support,
layout expectation of and for all stakeholders

• It should have positive and ongoing engagement from other statutory services
i.e. A&E, adult social care, social services
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• It should include positive and focused education opportunities for younger people 
to enable the development of life skills and identify needs at a younger age – e.g. 
trauma 

• It should include actions for improved information sharing at the right level and 
right time, making sure people have the information when they need it. 

• It should identify intervention at an earlier stage. 
• There should be joint ownership over the strategy, with shared outcomes and 

shared understanding of the system, everyone's role within this, and what is 
trying to be achieved. People should be held account to uphold their part in the 
process. 

Following the consultation event, a project group was set up with some of the key 
organisations that attended the event, to develop the new Homelessness and Rough 
Sleeping Strategy for Colchester. 
 
The project group... 

• reviewed the feedback from the event 
• identified the gaps in homelessness prevention and  
• agreed the main aims for the strategy to meet the challenges. 

 
In addition, the group agreed that further consultation with people that were or had been 
homeless was necessary to shape the new strategy. 
 
 
Focus group consultation  
 
Focus groups/drop in sessions were held over 2 days in April 2019. The sessions were 
held at Youth Enquiry Service (y.e.s), Colchester Emergency Night Shelter (CENS), 
Beacon House and Sanctuary Housing.  

12 people that had or were experiencing homelessness were interviewed informally 
about their situation: The interviewees were asked about the main reasons that they 
became homeless, whether homelessness could have been prevented earlier, what 
organisations or services are or were particularly helpful to them and what other support 
or service could have helped or prevented them from becoming homeless. 

11 out of the 12 people interviewed were or had been single and homeless and one was 
a couple. There were 9 men and 3 women. Under half of the people interviewed came 
from Colchester. As this is not representative of all homeless households in Colchester 
there will be an action in the strategy to continue to seek the views of other households 
(e.g. Families with children) to inform initiatives to prevent homelessness in Colchester. 

The case studies are available at appendix 2. 
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Key aims of the Homelessness and Rough Sleeping Strategy 
Using the information gathered from the review of homelessness and rough sleeping in 
Colchester and linking with Colchester’s Homelessness Charter, the project group 
identified an overarching vision for the Strategy:   

Building collaborative partnerships to increase early intervention and prevention 
of homelessness in Colchester.   

To achieve this vision 4 key aims for the strategy were agreed:  

 Increasing access to accommodation and providing settled homes.
 Helping people to sustain their accommodation.
 Improving the health and wellbeing of people who experience

homelessness
 Improving communication and challenging the perception and culture of

homelessness.

Aim 1: Increasing access to accommodation and providing settled homes. 

To enable the strategy to deliver the vision for preventing homelessness in Colchester 
the project group agreed that one of the main issues was access to the right type of 
accommodation at the right time, to provide a settled home. 

As the demand for social housing in Colchester continues to grow and the supply of 
accommodation is reducing, Colchester Borough Council, Colchester Borough Homes 
and our partner organisations need to focus on alternative ways to access and provide 
settled accommodation to meet the needs of people that are homeless.  

To achieve this aim we will need to undertake the following actions to overcome the 
challenges identified: 

 Create opportunities for accessing housing of the right kind and quality, to
prevent people from becoming homeless

 Evaluate how well the Homelessness Reduction Act is working and what
difference it is making to preventing homelessness in Colchester

 Influence the commissioning of supported housing to ensure that the supply
meets the demand for this type of accommodation

 Ensure people are not discharged from services such as Prisons, Mental Health,
leaving Care, armed forces and hospitals in an unplanned way which could result
in them ending up on the street

 Increase homelessness prevention for people suffering domestic abuse
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 Increase and support housing options for people moving on from supported 

housing to reduce the reliance on social housing 
 
 Identify accommodation opportunities for rough sleepers to help with the 

transition from living on the street  
 
Aim 2: Helping people to sustain their accommodation.   
Some of the main reasons that people become homeless is by losing their 
accommodation due to rent and mortgage arrears, anti-social behaviour and 
abandoning their home. 
 
We recognise that to prevent people from losing their homes we need to work with our 
partner organisations to provide good quality advice and support services for people at 
an earlier stage to help them to retain and maintain their accommodation. 
 
To achieve this aim we will need to undertake the following actions to overcome the 
challenges identified: 
 
 Ensure tenants in the social rented sector at risk of homelessness are provided 

with more intensive tenancy support including that provided by floating support  
 
 Ensure the provision of debt and welfare rights advice is targeted at those at risk 

of losing their accommodation    
 
 Reduce the number of owner occupiers losing their properties through 

mortgage arrears 
 
 Develop services that will support young tenants to maintain their tenancy 

and prevent unnecessary evictions through ASB and arrears 
 
 Provide advice and support to tenants/residents affected by the welfare cap, 

removal of the spare room subsidy etc  
 
 Develop a strategic approach with Children’s services to help meet the housing 

needs of Care leavers 
 
 Minimise isolation so that single people that have been homeless/rough sleeping 

have less chance of reverting to their former lifestyle once housed  
 

Aim 3: Improving the health and wellbeing of people who experience 
homelessness.   
The review of homelessness and rough sleeping highlighted the impact that this has on 
people’s health.  
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Evidence tells us that the health of people experiencing homelessness is significantly 
worse than that of the general population, and the cost of homelessness experienced by 
single people to the NHS and social care is considerable. Poor health can impact on a 
person’s ability to move on, secure and maintain settled accommodation. 

Building relationships between local professionals to integrate services is key to 
improving health outcomes for those facing and experiencing homelessness. Therefore, 
improving the health of people who are homeless and providing better access to 
healthcare services is central in reducing health inequalities, and preventing and 
reducing homelessness. 

To achieve this aim we will need to undertake the following actions to overcome the 
challenges identified: 

 Improve and simplify referral processes into services which support people with
substance misuse

 Improve access to employment, volunteering and training opportunities for
people that are or have experienced homelessness

 Encourage statutory services to be more joined up when commissioning Mental
Health services to make better use of the options available including personal
budgets. This would provide a more efficient and cost-effective service

 Work with the police to identify and support vulnerable clients at risk of
exploitation that are being targeted by drug dealers, to reduce evictions due to
drug related crime

 Promote the integration between health and housing to meet the indicator around
homelessness in the Public Health Outcomes Framework: Improving the wider
determinants of Health for homeless acceptances and households in temporary
accommodation

 Identify the support needs of different types of rough sleepers
including entrenched rough sleepers, young people that are ‘new’ to the streets
and people suffering from mental health to provide a better understanding of
gaps in support services

 Seek to improve the availability of day services for rough sleepers by exploring
the viability of extending the opening times of agencies

 Ensure that all discharges from hospital, in-patient mental-health services, and
drug and alcohol detox treatment are planned, with continuity of support where
needed so that no-one is left homeless
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Aim 4: Improving communication and challenging the perception and culture of 
homelessness. 
One of the key themes that was identified during the workshops at the consultation 
event was the need to have an effective approach to communication and information 
sharing to ensure that people have access to the right information, at the right time 
around homelessness prevention. 

Additionally, with more young people becoming homeless in Colchester, educating 
families on the consequences of being homeless is key to challenging the perception 
and culture of the realities of homelessness. 

To achieve this aim we will need to undertake the following actions to overcome the 
challenges identified: 

 Provide advice and information to support people to access services that could
prevent them becoming homeless. Raising awareness about realistic housing
options and homelessness in Colchester

 Improve access to advice and support around welfare benefits for single clients
that are homeless to prevent delays in receiving benefits and to avoid sanctions
which cause reductions in the amount of benefit they receive

 Develop early intervention and prevention options for young People at risk of
becoming homeless in the Borough to educate them in the reality of leaving
home in an unplanned way

 Identify people at risk of homelessness at an earlier stage, and interventions that
need to be put in place to prevent them being threatened with or becoming
homeless and to fulfill the ‘duty to refer’ under the Homelessness Reduction Act

 Promote a person-centered approach to people that are homeless by creating
structures which encourage voluntary sector services to work better together and
share good practice

 Provide better communication to the public and organisations about how they
can play their part in helping to prevent homelessness and support those that are
homeless

 Enable more robust sharing of information about rough sleepers by setting up a
system between the Rough Sleeper Team (CBH) and the voluntary sector
organisations

 Educate the public on the difference between rough sleepers and street beggars
who are not homeless to discourage them from giving money to people that are
begging on the street
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 Involve people that have experienced homelessness in designing services to
ensure they are relevant and accessible and to continue to inform the
development of the strategy

Monitoring the Homelessness and Rough Sleeping Strategy 
The Homelessness and Rough Sleeping Strategy is intended to be a working document 
with the actions identified in the Delivery Plan being implemented throughout the life of 
the strategy. Therefore, the Delivery Plan will be updated on a regular basis and a 
report on progress will be produced annually and circulated to the relevant stakeholders. 
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Appendix 1 – Feedback from the consultation event 

How do we build 
collaborative 
partnerships in 
Colchester? 

How do we 
make 
prevention of 
homelessness 
everyone’s 
responsibility? 

How do we foster 
a person-centred 
approach? 

How can we 
create 
environments 
where people 
thrive? 

How do we bring 
people together to 
work effectively?  
Inter- disciplinary 
meeting 

Good working 
partnership with the 
DWP 

Ensure that our 
approaches to 
communication and 
information sharing 
are effective and the 
right people know the 
right information 
The group talked 
about ways in which 
this could be 
coordinated to be 
more cost effective 

Sign up to common 
aims - 
Hold Prevention 
Charter 
Forum/Homelessness 
Strategy Forum 

More accurate data 
and counts – being 
shared/available 

Whose 
responsibility 
is it currently?  
Statutory sector 
as they make a 
lot of the 
decisions on 
how services are 
made 

Duty to refer: 
Prisons, 
hospitals, 
probation 
services (Not: 
police or 
voluntary sector) 

Why is it 
important to 
foster a person-
centred 
approach?  
To provide a ‘move 
on’ that makes 
sense to the person 
receiving the 
support 

To allow a better 
understanding of 
the trauma they 
have faced and not 
making people 
relive this therefore 
allowing them to 
see progression 
and not knock-
backs 

To enable the 
building of trusting 
and meaningful 
relationships 

Enabling an 
assessment 
process that is 
holistic and not 
focused on one 

What does it mean 
to thrive?  What 
does this look 
like? 
Some members of 
the group felt that 
the word ‘thrive’ 
was not appropriate 
as we all have 
different 
understandings of 
what this word 
means. The group 
agreed that for the 
purpose of the work 
we would consider 
this as meaning the 
removal of stigma 
and accessing to 
appropriate support 
and being valued 
as an equal 
member of society.  

Being valued and 
allowing people to 
be able to be 
themselves 

Being able to 
access the right 
support at the right 
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 area and accepting 
contributing factors 
  
Better engagement 
is needed/Tailoring 
support - being 
open and honest 
and managing 
expectations.  
 

time and when it is 
needed.  
 

What outcomes 
should we see?  
A designated 
coordinator to oversee 
sector 
communications and 
ensure 
inclusiveness/Navigat
or role 
 
Access and/or 
development of tool 
kits --- Smoother 
referral methods 
  
One door 
approach/No Wrong 
Door 
 

Who should 
also be part of 
the any 
prevention 
activity?  
All public 
services 
 
Health care 
services 
 
All housing 
providers – 
including 
private/social 
landlords  
 
Prisons/Probatio
n – many people 
dealing with 
being released 
as NFA or made 
homeless 
through short 
sentences 
 
Current problem 
with perception: 
Homelessness is 
viewed as solely 

How do we gather 
the views of 
people using 
services? 
Regular surveys 
and evaluations – 
generally this are 
part of the 
commissioning 
process 
 
Consultation events 
with service users 
  
Commissioners 
should speak to 
service users 
 

What do people 
need in order to 
‘thrive’? 
Choice – the ability 
to choose what kind 
of support they 
need – an informed 
choice 
 
Opportunity – work, 
education, 
accommodation, 
security 
 
Confidence, self-
worth and 
acceptance 
  
Need to focus on 
sustainable 
solutions.  
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the LAs 
responsibility 
 
Organisations 
need to consider 
impact of 
homelessness 
on them and 
individuals need 
to take 
responsibility for 
their actions - 
everyone needs 
to take their part 

Who should be part 
of a collaborative 
partnership?  
All services - 
voluntary, non-profit, 
statutory and private 
sector 
 
Prisons – especially 
those dealing with 
prison release directly 
 
Health – particularly 
mental health 
 

Where does 
prevention start 
from your point 
of view?  
As soon as risk 
of homelessness 
is recognised 
 
As early as 
school – some 
people are 
homeless due to 
trauma and lack 
of life and social 
skills  
 

How could we 
implement any 
recommendations
? 
Ensure that those 
accessing services 
are viewed as 
stakeholders 
(without them 
would a service 
exist?) 
 
Giving service 
users ownership 
and input towards 
planning and how 
they feel a service 
could be improved 
through 
consultations and 
attendance at these 
at all levels 
 
Budgets to use for 
this and develop 
more appropriate 
ways of measuring 
outcome – what we 

What should 
services be 
putting in place to 
enable this?  
 
Transitional support 
for those in 
temporary/supporte
d housing/prison 
 
Assessing things in 
the here and now – 
focus on what is 
relevant about 
current and future 
support needs. This 
does not mean a 
total disregard for 
past events, but we 
need to make sure 
they are relevant.  
 
Exploring and 
developing creative 
housing solutions 
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as front-line 
workers see as an 
outcome may be 
very different to the 
view of those who 
are using the 
service, soft 
outcome against 
hard outcomes 

e.g. containers, 
luxury cabins as 
sustainable low-
cost alternatives 
 
Using host families. 
 
 

 

Additional comments: Priorities or consideration that should be included within the 
strategy  

• Central – not simply a ‘one stop shop’ but a center of excellence that considers 
the overall infrastructure of sharing information and accessing services correctly 
that provides a vibrant environment which is creative and demonstrates real and 
appropriate access and assessment 

• Realistic aims and objectives which involves all stakeholders including those who 
are accessing the service 

• Demonstrate realistic pathways for people when accessing support layout 
expectation of and for all stakeholders 

• Positive and ongoing engagement from other statutory services i.e. A&E, adult 
social care, social services 

• Positive and focused education within younger people to enable the development 
of life skills and identify needs at a younger age – e.g. trauma 

• Improved information sharing at the right level and right time, making sure people 
have the information when they need it. 

• Intervention at an earlier stage. 
• Joint ownership over the strategy, with shared outcomes and shared 

understanding of the system, everyone's role within this, and what is trying to be 
achieved. People should be held account to uphold their part in the process. 
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Appendix 2 – Focus group consultation case studies 

Focus groups/drop in sessions were held over 2 days in April 2019. The sessions were 
held at Youth Enquiry Service (y.e.s), Colchester Emergency Night Shelter (CENS), 
Beacon House and Sanctuary Housing. 

The questions used to prompt discussion were: 

What are the main reasons that you became homeless? – Think about the chain of events 
that lead to this, could homelessness have been prevented earlier?  

What organisations or services are or were particularly helpful to you? – Describe how 
the service helped  

What other support or service could have helped or prevented you from becoming 
homeless? 

Case Study 1 

A is a young girl who was pregnant and staying with parents but was asked to leave. 

B is a young man who had lost his job and was living in a car. 

A and B presented to the Housing Options Service as a couple rather than individuals as they 
wanted to live together with their baby. Both were supported by the Youth Enquiry Service 
(y.e.s). B was helped to access accommodation with Korban a supported housing scheme for 
young people.  

As B was housed, they were advised by the Housing Options Service that they could not be 
longer be considered as a couple and felt they were given contradictory advice, as Korban is 
only a temporary housing solution. This delayed the process. 

Securing Private Sector Accommodation was difficult due to the lack of a guarantor and 
Landlords not wanting to accept people receiving benefits. 

Eventually the couple were provided with emergency temporary accommodation through the 
Council which the couple considered to be unsuitable for them and a baby due to the condition 
but was all that was available at the time. A and B are now living in more suitable temporary 
accommodation awaiting permanent housing. 

The couple were very grateful for the support they received through the y.e.s and considered 
Korban an excellent project that had helped B with budgeting skills. 

Newhythe mother and baby supported housing project could have helped but access to this is 
now through Essex County Council and the criteria is for people known to social care therefore 
the couple would not have met the criteria for the scheme. 

Case Study 2 

C - Young man left home at 17 under social care 7 years ago (prior to Homelessness Reduction 
Act). C applied to the council for housing and was provided with temporary accommodation as 
unable to access supported housing. Once housed in permanent accommodation, benefit 
issues caused arrears. C suffered with dyslexia so was unable to read the letters he was sent 
informing him of the arrears. C considered that he was too young to be able to cope with a 

78



tenancy and although his parents paid the arrears, he ended the tenancy and became street 
homeless. 

C considered that supported housing would have been a more appropriate housing solution at 
that time. 

Case Study 3 

D escaped a Domestic Abuse situation about 3 years ago with the help of the Police and was 
brought to Colchester from London directly to Colchester Emergency Night Shelter (CENS). D 
stayed at CENS for 6 months which helped him to establish a local connection to the area. 
CENS helped with budgeting, life skills and completing forms and continued to help D once 
rehoused. CENS helped D to access accommodation in the private rented sector and provided 
a rent deposit. 

D has a physical disability which inhibits his ability to gain employment. 

There are some issues with the accommodation due to lack of heating and this is causing D 
chest infections/problems.  

Case Study 4 

E was initially homeless at 16 as evicted by parents due to behaviour problems. E was referred 
to Social Care. During his life E spent time in and out of Prison. After release from Prison E 
ended up sofa surfing as there was no resettlement programme available at that time. The 
situation of having no settled accommodation created reoffending. There are problems with 
support from Probation due to large caseloads and therefore the onus to obtain support and 
accommodation is put back on the individual. 

E re-established a relationship with his mother and family as he had ‘grown up’ a bit. 
Relationship breakdown with a partner created his current homelessness situation and E is now 
at the Colchester Emergency Night Shelter (CENS).  

E considers drug and alcohol testing at CENS to be a good thing as although he recognises that 
people depend on drugs and alcohol as a way of surviving on the street, they need to make a 
judgement call on whether they want to drink and sleep on the street or abstain and have a bed 
for the night. He considers it to be a good way to control drinking and substance misuse. 

E was very complimentary about the help and support he had received from CENS. 

E recognised that he needed support to maintain accommodation as had problem privately 
renting due to rent arrears, budgeting etc. E is currently on the waiting list for Sanctuary 
Housing but can remain at CENS until a place at the scheme becomes available.  

Case Study 5 

F was living at home with his parents in Colchester but when his father passed away his mother 
decided to sell up and move away. F was given some money by his mother and use it to secure 
private rented accommodation. 

F became an alcoholic and lost his accommodation as he spent the money on drink. F became 
homeless and self-referred to Open Road. F managed to get accommodation at CENS and was 
also able to do some voluntary work with CENS to keep him occupied. 
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F approached Colchester Borough Council for housing and joined the Gateway to Homechoice 
Housing Register. F was placed on Band B and has been allocated accommodation which he 
was moving into the following day. 

F recognised that he would need support in his new accommodation to ensure that he maintains 
his tenancy. He is still attending Open Road but has some concerns about loneliness so intends 
to continue his voluntary work at CENS or look for other opportunities. 

F thinks it would be useful to have a leaflet available about what you need to do when you 
become homeless, like a step by step guide. This would help people to understand the situation 
and how to navigate the types of help available. 

Case study 6 

G came to Colchester from Southend after his mother passed away. He managed to get a job 
and a flat but had problems with Universal credit and couldn’t pay the rent. G moved out as he 
knew he was going to be evicted. 

G found accommodation on a campsite for 6 months but unfortunately had an accident and 
broke his arm and hip and ended up in hospital for 2 weeks. The hospital was unable to 
discharge him due to his living situation. G contacted Colchester Borough Council and was 
referred to Colchester Emergency Night Shelter, however this was unsuitable due to G’s 
recovery and needing somewhere to go during the day. 

G couldn’t work and had no benefits so was unable to go back to the campsite. He managed to 
get himself a tent and found somewhere out of town to live where he felt relatively safe. G uses 
the facilities at Beacon House, which enable him to maintain his health and wellbeing and “not 
to look like I am homeless”. G managed to get another job but lost it due to alcohol and 
gambling addiction.  

The Outreach Team and Beacon House are currently supporting G to access services to help 
with his addictions and to find settled accommodation. 

Case study 7 

H had been street homeless for 4 months due to a relationship breakdown with his partner. The 
accommodation was in his partners name, so he left and managed to get a room at CENS, 
however it meant that he had to leave his job as it cost him too much to stay there. He stayed at 
CENS for 2 months and then lived in a tent just outside the town for 2 months. 

As H had previously been in the armed forces, he was offered help and support from SAFRA. H 
managed to find a flat with a local landlord. SAFRA provided funding for the rent in advance. H 
is also receiving support from his Mum. 

H believes that during his time as homeless, Beacon House have been a ‘lifeline’ and continue 
to provide resettlement support once you find accommodation. 

H also mentioned that access to clean drinking water is a problem in Colchester for people living 
on the street and mentioned that the water fountain in Castle Park is no longer working. 
Although some food outlets do provide water free, street homeless people often find it awkward 
going into these places to ask. 
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H suggested that it would be beneficial if there was a service open between 5-7pm as this is the 
time when people are going home, and homeless people have nowhere to go. Somewhere 
where people could go especially in the Winter during this time would be good. 

Case study 8 

J was released from Prison and had been in custody with a tag for 3 months. Previously J had 
been an alcoholic which he said was through his Dad. Being an alcoholic had made him violent 
at times. He was provided with accommodation whilst he was in custody because he had a tag 
but was due to lose it imminently.  

J has a Probation Officer and is known to the Outreach Team who are trying to help find 
accommodation. J has put in an application for housing through G2H and Emmaus. J is keen to 
work and get his life back on track. He is in contact with Open Road and appreciates the help he 
has received by Beacon House. 

Case study 9 

K came to Colchester from Margate about 7-8 years ago. He had been evicted from private 
rented accommodation due to arrears. He was sofa surfing and spent a short time in Suffolk 
looking after his elderly parents. Since returning to Colchester he has been helped to find 
supported accommodation through the Outreach Team via the Joint Referral Panel. 

With the support of the scheme he is managing to adapt but found moving from a life on the 
street difficult, especially if you don’t have support.   

K had previously been at CENS who had helped him access shared accommodation. However, 
he had left because he felt safer living on the street then in the accommodation due to those 
around him. K acknowledged that he had felt safe at CENS but that it was difficult to stay there if 
you are drug or alcohol dependent. 

In terms of the other services he had used, K had attended Beacon House but preferred the 
previous building/location as he felt there was more privacy due to the new building being open 
plan. K also mentioned that once you are housed you are not supposed to use Beacon House 
unless its emergency type accommodation like CENS. 

K also discussed issues with the Soup Run with people that are housed taking food away from 
people on the street. He suggested that the food should be allocated per person and that more 
control should be in place to stop people taking more than they need. K felt that some of the 
services providing food were being abused and the people that needed it the most were going 
without. 

Case study 10 

L was suffering Domestic Abuse and had to leave. She had children and managed to secure 
accommodation in the private rented sector. Over a period, the children left to live with their 
Dad. Due to the abuse that L had suffered she was unable to work and couldn’t afford the rent. 
The landlord wouldn’t renew the tenancy and she found herself on the street.  

After 6 years the Council offered L temporary accommodation but with no support. L found it 
difficult in temp due to the other tenants having very chaotic lifestyles and started drinking in 
order to cope with the situation. 
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L decided to leave the accommodation as she felt safer living on the street in a tent with her 
friends that ‘looked out for her’. She described it as a little ‘community’ of support. Due to this 
support network L believed that there was no difference between Men and Women on the 
street, they all looked out for each other and felt supported. 

After a few years rough sleeping L became tired of this life and with a friend being murdered 
and people being stabbed this created uncertainty.  

The Outreach Team helped L access accommodation with 24/7 support at Sanctuary Housing, 
which she said gave her confidence to build a new life away from the street. L recognises that 
although she is now looking forward to moving on and having a new life, she does miss her 
friends and the comradery they had together. L acknowledges that sometimes it is very lonely 
being on your own.  

The services that L has used during her time being homeless include: 

Open Road for alcohol dependency. Phoenix drug and alcohol project offered her counselling 
when her friend was murdered. There are also counsellors available at Open Road. 

L also used the services at Beacon House which she considered were very good. 

L believes that living in Supported Housing is a good stepping stone to living independently for 
people that have been in and out of homelessness and that having a ‘weekly plan’ really helps. 

Case Study 11 

M is a young person with severe mental health issues. M was arrested and on bail and couldn’t 
return to her parents. M spent time in the lakes and when discharged M contacted the y.e.s and 
applied to CBC as homeless. M’s support needs were deemed too high for supported housing 
and she should have been referred to the Mental Health Joint Referral Panel but there were 
referral issues with the Community Mental Health Team (CMHT) with a 14 week wait for 
referrals. 

M was housed in temporary accommodation by the Housing Options Team. M felt that she was 
able to understand and work through the system well due to her ability to understand the 
process and life skills. She also had support from her parents. 

M considered that being in temporary accommodation ‘opened her eyes’ to how people that are 
homeless struggle without support especially those that have addictions. Many of the other 
tenants in the temporary accommodation that M was placed in had drug and alcohol issues and 
M was moved to alternative accommodation as this was deemed to be more appropriate. 

M tried to support the other tenants to access the help they needed including accompanying 
some to apply for benefits. M felt that there was a lack of support provided in temporary 
accommodation. In addition, she felt that there were problems in accessing Univeral credit as 
this is all online and/or you must phone in to get an appointment and not all homeless people 
have a phone. Appointments are therefore often missed, and sanctions are applied which 
leaves people with nothing to live on. 

With the support of her parents M was able to find accommodation in the private rented sector 
and is now living with her partner and continuing her A levels at sixth form college. 
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M was particularly grateful for the help and support she received from the y.e.s and 
recommends them to her friends who are facing difficulties. 

Case study 12 

N became homeless at 16 partly due to smoking cannabis and a family argument. Between the 
age of 16 and 18 N was mainly sofa surfing, staying with friends. At the age of 18 N went to 
Colchester Night Shelter but recognised that there was not enough support available at the 
shelter for mental health.  

N approached the y.e.s for support with his homeless problem and was referred to Nacro for 
supported housing. N felt that the support provided by Nacro was not enough for his needs and 
that if he wanted to try and better himself and get a job, the accommodation would be too 
expensive. 

N decided to go and live back home with Mum, but this was unsuccessful.  

N is now 21 and living in Council temporary accommodation and feels very vulnerable with a 
lack of support especially due to living in a house with a shared kitchen and living space. 

Having been homeless for many years N has some strong ideas about what is needed in 
Colchester to improve the situation for people that are homeless. N believes that when you 
become homeless you don’t know where to go for help so a ‘Hub’ where people could go to 
access different services would help. N would also like there to be more activities for people 
with mental health especially outdoors and there needs to be more services including 
counselling for this group.  

The y.e.s have agreed to support N to resolve the issues he is having with his current living 
situation and help him to access mental health services.   
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Homelessness and Rough Sleeping Strategy Delivery Plan 
2020-25 (Draft) 

Aim 1: Increasing access to accommodation and providing settled 
homes 

Challenge Action Outcome Timeframe Who will 
deliver? 

Create 
opportunities for 
accessing 
housing 
of the right kind 
and quality, to 
prevent people 
from becoming 
homeless  

Implement and 
sustain the 
private rented 
sector (PRS) 
access scheme 
– “Bond
Assure” and the
Homestep
scheme

PRS access 
scheme is 
implemented 
and more 
people are 
helped to 
access 
accommodation 
in the private 
sector. 
An increase in 
Landlords 
signing up to 
Homestep. 

2021 CBH 
Accommodation 
Team 

Evaluate how 
well the 
Homelessness 
Reduction Act 
is working and 
what difference 
it is making to 
preventing 
homelessness 
in Colchester 

Set up a 
monitoring 
system to 
measure the 
impact of the 
Homelessness 
Reduction Act  

Monitoring in 
place and 
outcomes 
identified. 
More 
households 
prevented from 
becoming 
homeless 

2021 CBH Housing 
Solutions 
Team/CBC 
Housing 
Strategy Team 

The current 
demand for 
supported 
accommodation 
outweighs the 
need. 

Influence 
the future 
commissioning 
of services  
to ensure that 
the need for this 
type of 
accommodation 
is met 

Waiting lists for 
supported 
housing are 
reduced and 
demand for 
supported 
accommodation 
in Colchester is 
met 

Throughout the 
life of the 
strategy 

CBC Housing 
Strategy Team 

Ensure people 
are not 
discharged from 
services such 
as Prisons, 
Mental Health, 
care, armed 
forces   and 
hospitals in an 
unplanned way 
which could 

Set up/improve 
release/dischar
ge  
protocols for 
people leaving 
Institutions. 

Work with 
Social Care to 
ensure that 
Care leavers 

Protocols set up 
and agreed.   
Planned move-
on pathways 
created  
Fewer people 
leaving 
institutions end 
up on the 
streets. 

2021 ECC – (Essex 
Vision work)  
CBC – Housing 
Strategy Team 
CBH – Housing 
Solutions 
Team/Phoenix 
Futures - 
Horizon 
Project/Adult 
Social Care 
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result in them 
ending up on 
the street 

have a move-on 
pathway   

Increase 
homelessness 
prevention for 
people suffering 
domestic 
abuse.  

Work with 
providers of DA 
services to 
ensure that the 
model 
commissioned 
does not create 
a barrier to 
settled 
accommodation 
and a move on 
pathway is 
identified.  
Ensure that 
refuge provision 
is protected. 
Continue to 
promote the 
Sanctuary 
scheme. 
Ensure 
continued 
housing 
representation 
at MARAC  

Reduction in 
homelessness 
for people 
experiencing 
Domestic 
Abuse 

Throughout the 
life of the 
strategy 

CBH Housing 
Solutions 
Team/New 
Chapter 

Increase and 
support 
housing options 
for people  
moving on from 
supported 
housing to 
reduce the 
reliance on 
social housing 

Identify, 
support and 
promote access 
to alternative 
housing options 
in the private 
rented sector 
including 
shared houses  
 

Increase in 
alternative 
housing options 
and planned 
move on routes 

Throughout the 
life of the 
strategy 

Supported 
Housing 
Providers/Housi
ng Solutions 
Team/Beacon 
House/CENS 

Identify 
accommodation 
opportunities for 
rough sleepers 
to help with 
transition 
from living on 
the street 
 
 
 
 
 
 
 
 

Work with local 
landlords to 
increase 
accommodation 
opportunities for 
this group. 
Use positive 
outcomes from 
‘Housing First’ 
approach to 
encourage 
other 
organisations to 
adopt a similar 
scheme. 

Move-on 
options 
identified 
Increase in 
number of 
Landlords 
signing up to 
the scheme 
Decrease in 
number of 
rough sleepers 
 
Increase in 
organisations 
willing to adopt 

Ongoing CBH Rough 
Sleeper Co-
ordinator/CBC 
Housing 
Strategy Team 
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 Housing First 
approach 

Aim 2: Helping people to sustain their accommodation 
 
Challenge 
 

Action 
 

Outcome 
 

Timeframe 
 

Who will 
deliver? 

Ensure tenants 
in the social 
rented sector at 
risk of 
homelessness 
are provided 
with more 
intensive 
tenancy support 
including that 
provided by 
floating support 

Encourage the 
take up of 
tenancy 
support 
including 
floating support 
to vulnerable 
tenants 
moving into 
accommodation 
including 
temporary 
accommodation 

Increased take 
up of  
support 
services – 
increase in 
tenants 
sustaining  
tenancies 
– reduction in 
number of 
evictions for 
rent arrears 
and ASB 

Ongoing CBH Housing 
Management 
Team/Peabody 

Ensure the 
provision of 
debt and 
welfare rights 
advice is 
targeted at 
those at risk of 
losing their 
accommodation    

Provide support 
and advice to 
tenants on 
managing debt 
and welfare 
benefits 
including 
organisations 
working with 
single homeless 
Increase the 
take up of debt 
advice in the 
Borough and 
promote 
existing 
services. 
Work with 
private rented 
sector and 
social landlords 
to establish new 
approaches to 
reduce 
evictions. 

Reduction in 
the number of 
evictions for 
rent arrears 
Increase take 
up of welfare 
benefits 

Ongoing CBC Benefits 
Team/CBH 
Financial 
Inclusion 
Team/Private 
Sector 
Landlords 

Reduce the 
number of 
owner 
occupiers losing 
their properties 
through 
mortgage 
arrears 

Provide advice 
and support 
services to 
home owners 
threatened with 
repossession 
at an early 
stage so that 
homelessness 

Reduction in 
homeless 
applications 
due to 
repossession 

Ongoing CBH Housing 
Solutions Team 
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can be 
prevented in 
a sustainable 
way 

Develop 
services that 
will support 
young tenants 
to maintain 
their tenancy 
and 
prevent 
unnecessary 
evictions 
through ASB 
and arrears 

Develop early 
intervention 
initiatives for 
young people 
under 
25 including pre 
eviction 
panels/pre 
tenancy 
workshops with 
some tailored 
1:1’s as and 
when they are 
identified 
through New 
Tenant Visits. 
 
 

Reduction in 
young people in 
temporary 
accommodation 
 and 
supported 
housing being 
evicted 
  

2020-2025 with 
regular reviews 

Supported 
Housing 
Providers/y.e.s/
CBH Housing 
Management 
Team 

Provide advice 
and support to 
tenants/resident
s affected by 
the welfare cap, 
removal of the 
spare room 
subsidy etc 

Promote the 
availability of 
Discretionary 
Housing 
Payments 
(DHP) 
Work with the 
Job Centre Plus 
to help assist 
tenants to 
access 
employment 
Promote mutual 
exchange to 
encourage 
tenants 
to move 
including 
via Mutual 
Exchange fairs 
Review existing 
policies to 
encourage 
tenants 
to move and 
make 
better use of 
housing stock 
Identify and 
support tenants 
with managing 
budgets  

Increase in the 
take up of 
services. Better 
use of housing 
stock. 
 

Ongoing Colchester 
Borough 
Council/Colche
ster 
Borough 
Homes/Job 
Centre Plus 
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Develop a 
strategic 
approach with 
Children’s 
Services to 
meet the 
housing needs 
of Care 
Leavers. 
  
Care leavers 
need to have a 
better 
understanding 
of the 
responsibilities 
of being a 
tenant 
 
 

Work with 
commissioners 
so that a broad 
range of high to 
low supported 
accommodation 
is provided. 
Develop 
training to 
ensure that 
clients are 
made aware at 
an early stage 
about the 
consequences 
of being evicted 
and the skills 
required to 
maintain a 
tenancy. 

Level of support 
provided meets 
the needs of 
clients 
accommodated. 
Training 
developed so 
that clients 
have the skills 
to maintain a 
tenancy. 
 
To be 
considered as 
part of the new 
young person’s 
contract 

2022 ECC Adult 
Social 
Care/CBC 
Housing 
Strategy 
Team/Supporte
d Housing 
Providers 

Minimise 
isolation so that 
single people 
that have been 
homeless/rough 
sleeping have 
less chance of 
reverting to 
their former 
lifestyle once 
housed 

Encourage 
organisations to 
provide 
outreach 
tenancy support 
to their clients 
once housed. 
Set up a peer 
mentoring 
scheme/navigat
or roles 

Support 
provided.  
Reduction in 
repeat 
homelessness 

2020-21 CBH Rough 
Sleeping 
Team/Beacon 
House/CENS/H
ealth in Mind 

Aim 3: Improving the health and wellbeing of people who experience 
homelessness 

 
Challenge 
 

Action 
 

Outcome 
 

Timeframe 
 

Who will 
deliver? 

Increase in 
service 
provision for 
clients who are 
entrenched in 
substance 
misuse. The 
referral process 
to access 
services needs 
to be less 
complicated for 
clients to 
navigate. 
There is a gap 
in service 
provision for 

Information 
needs to be 
provided to 
influence 
commissioners 
and statutory 
services.  
Commissioners 
need to have a 
better 
understanding 
of gaps in 
service 
provision. 
 
Navigators/Pho
enix Futures 

Better services 
provided 
Referral 
processes 
improved with 
better access to 
services 

Ongoing Open 
Road/Supporte
d Housing 
Providers/Beac
on House/CBH 
Rough Sleeper 
Team/CBC 
Housing 
Strategy 
Team/CBH/Pho
enix Futures 
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clients with 
Dual 
Diagnosis 

Horizon Project 
may help with 
this 

Improve access 
to employment, 
volunteering 
and training 
opportunities for 
people that are 
or have 
experienced 
homelessness 

In partnership 
with the Work 
Coach 
Programme and 
DWP identify 
how to 
overcome the 
barriers to 
employment 
faced by 
homeless 
people.  
Research good 
practice. 
Develop an 
action plan. 

Better access to 
employment, 
volunteering 
and training 
opportunities for 
people that are 
or have been 
homeless 

Ongoing CBC/DWP 
Work coach 
programme/Pea
body//CBH - 
Peer mentoring 

Statutory 
services need 
to be more 
joined up when 
commissioning 
Mental Health 
services to 
make better use 
of the options 
available 
including 
personal 
budgets. This 
would provide a 
more efficient 
and cost-
effective service 

Proactively 
encourage joint 
working and 
shared budgets 
as part of the 
recommissionin
g process - to 
be considered 
as part of the 
new contract. 

Help to provide 
a better 
understanding 
between 
organisations of 
mental health 
services. 

More joined up 
approach to 
commissioning 
mental health 
services  

More efficient, 
cost effective 
service 

2020-21 (or in 
line with the 
new contract) 

ECC/CBC/CBH/
Supported 
Housing 
Providers  

Drug use has 
increased and–
drug dealers 
are more 
organised and 
specific areas 
where there are 
vulnerable 
clients are 
being targeted   

Continue to 
work with the 
Police to 
identify and 
support clients 
that are being 
targeted.  

Reduction in 
tenants evicted 
due to drug 
related crime 

Ongoing CBH/CBC ASB 
teams/Essex 
Police 

Households 
and individuals 
that are eligible 
but not in 
priority need or 
are in 
temporary 

Promote the 
integration 
between 
health and 
housing to 
meet the 
indicator around 

Better joined up 
working. 
Identified 
outcomes in the 
framework met 

Ongoing ECC Public 
Health 
Team/CBC 
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accommodatio
n can have 
greater public 
health needs 
than the rest of 
the population.  

homelessness 
in the Public 
Health 
Outcomes 
Framework: 
Improving the 
wider 
determinants of 
Health for 
homeless 
acceptances 
and 
households in 
temporary 
accommodation 

Identify the 
support needs 
of different 
types of rough 
sleepers 
including 
entrenched 
rough sleepers, 
young 
people that are 
‘new’ to the 
streets and 
people suffering 
from mental 
health to 
provide a better 
understanding 
of gaps in 
support 
services 

Research the 
possibility of 
conducting a 
health needs 
audit (using the 
Homeless Link 
toolkit) for 
single 
homeless/rough 
sleepers.  

Support needs 
Identified and 
met 

2021 - ongoing CBH Rough 
Sleeper Co-
ordinator/CBC 
Housing 
Strategy Team 

Ensure that all 
discharges from 
hospital, in-
patient mental-
health services, 
and drug and 
alcohol detox 
treatment are 
planned, with 
continuity of 
support where 
needed so that 
no-one is left 
homeless. 

Work with 
partners in 
health and the 
voluntary sector 
to research best 
practice and set 
up discharge 
protocols/policy 
to provide a 
planned 
accommodation 
and support 
pathway for 
clients.  

Discharge 
protocols/policy 
in place 

People are not 
discharged from 
hospital as 
homeless.  

Ongoing NHS CCG 
/CBC/CBH/ECC 
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Aim 4: Improving Communication and challenging the perception and 
culture of homelessness 

Challenge Action Outcome Timeframe Who will 
deliver? 

Provide advice 
and information 
to support 
people to 
access services 
that could 
prevent them 
becoming 
homeless. 
Raising 
awareness 
about realistic 
housing 
options and 
homelessness 
in Colchester  

Improve 
communication 
of services 
provided 
by the Council 
to statutory and 
voluntary sector 
organisations 
through 
Information 
days. 
Identify gaps 
in information 
and publish and 
promote 
information on 
the website  
on the Council’s 
homelessness 
and housing 
service for 
partner 
organisations. 

Statutory and 
Voluntary 
organisations 
and service 
users more 
aware of 
housing and 
homelessness 
services and 
have more 
realistic 
expectations. 

Throughout the 
life of the 
strategy 

CBC Housing 
Strategy Team/ 
CBH/Project 
Group 
Members 

Improve access 
to advice and 
support around 
welfare benefits 
for single clients 
that are 
homeless to 
prevent delays 
in receiving 
benefits and to 
avoid sanctions 
which cause 
reductions in 
the amount of 
benefit they 
receive   

Work with the 
DWP and 
advice services 
to explore the 
best way to 
improve access 
to benefit 
advice for 
single homeless 
clients  

Improved 
access to 
advice for 
single homeless 
clients 

2021 CBH Housing 
Solutions 
Team/DWP/CA
B 

Develop early 
intervention and 
prevention 
options for 
Young People 
at risk 
of becoming 
homeless in the 
Borough  

Provide basic 
strategies and 
signposting to 
support families 
to resolve 
conflict. 
Continue to 
work in 
partnership with 
Schools in the 

An increase in 
homelessness 
prevention for 
young people. 

A decrease in 
homeless 
applications for 
young people 

Ongoing CBH Housing 
Solutions 
Team/ECC 
Social Care 
Teams/ y.e.s 
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Borough to 
educate young 
people and their 
parents of the 
risks of leaving 
home in an 
unplanned way 

Identify people 
at risk of 
homelessness 
at an earlier 
stage, and 
interventions 
that need to be 
put in place to 
prevent them 
being 
threatened with 
or becoming 
homeless. 

Develop local 
protocols and 
referral 
arrangements 
with public 
bodies 
and other 
appropriate 
agencies to 
assist 
with early 
identification of 
people at risk of 
homelessness. 

Referral 
process 
in place. An 
Increase in 
Homelessness 
prevention at an 
earlier stage – 
‘Duty to refer’ 
fulfilled. 

Ongoing  

Promote a 
person-centred 
approach to 
people that are 
homeless by 
creating 
structures 
which 
encourage 
voluntary sector 
services to work 
better together 
and share good 
practice 

Multi agency 
working group 
 
Community of 
Practice – 
Homeless link 

Better joined up 
working/reducti
on in 
duplication of 
services 

Ongoing Project Group 
members 

Provide better 
communication 
to the public 
and 
organisations 
about how they 
can play their 
part in helping 
to prevent 
homelessness 
and support 
those that are 
homeless 

Promote 
Colchester’s 
Homelessness 
Charter – 
providing 
information 
about how 
people/organisa
tions can 
pledge their 
support to help 
people that are 
homeless 

More 
people/organisa
tions signing up 
to the Charter. 
 
Better 
understanding 
around 
homelessness 
prevention 

Throughout the 
life of the 
Strategy 

CBC Housing 
Strategy 
Team/CBH 
Housing 
Solutions Team 

To educate the 
public on the 
difference 
between rough 
sleepers and 
street beggars 

Work on a 
‘behaviour 
change’ project 
to educate the 
public on the 
best way to 

Increase in 
public 
awareness 
between the 
difference in 
rough sleeping 

Ongoing CBC Housing 
Strategy 
Team/Rough 
Sleeper Co-
ordinator/CBC 
Research Team 
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that are not 
homeless to 
discourage 
them from 
giving money to 
people that are 
begging on the 
street  

help rough 
sleepers in 
Colchester and 
to discourage 
them from 
giving money to 
street beggars. 
 

and street 
begging. 
 
Increase in 
funds for local 
charities who 
support people 
that are 
homeless 

Involve people 
that have 
experienced 
homelessness 
in designing 
services to 
ensure they are 
relevant and 
accessible and 
to continue to 
inform the 
development of 
the strategy  

Hold focus 
groups/drop in 
sessions with 
different groups 
of clients I.e. 
homeless 
families 

Better 
understanding 
of services for 
people that are 
homeless. 

Throughout the 
life of the 
strategy 

CBC Housing 
Strategy 
Team/Rough 
Sleeper Co-
ordinator/Projec
t Group 
members 

Rough Sleeping Action Plan 
 

Challenge 
 

Action 
 

Outcome 
 

Timeframe 
 

Who will 
deliver? 

More assertive 
approach to 
rough sleepers 
needed in order 
to help them 
access support 
services and 
accommodation 

Funding 
awarded by 
MHCLG Rough 
sleeper 
Initiative 
funding to 
provide a more 
assertive street 
outreach, 
especially out of 
hours provision 
and 
reconnection. 

Outreach Team 
set up within 
CBH and more 
rough sleepers 
helped to 
access support 
services and 
into 
accommodation  

2018-19 
2019-20 

Housing 
Strategy 
Team/Housing 
Solutions/Roug
h Sleeper Team 

Accommodation 
with 
wraparound 
support needed 
for entrenched 
rough sleepers 
to help them 
move from the 
streets into 
settled 
accommodation 

Funding 
awarded by 
MHCLG Rough 
sleeper initiative 
funding to 
provide an 
opportunity to 
pilot a 'Housing 
First’ 
Registered 
Provider that 
provides 

Entrenched 
rough sleepers 
move on from 
the streets into 
settled 
accommodation   

2018-19 
2019-20 

Housing 
Strategy 
Team/Housing 
Solutions/Roug
h Sleeper 
Team/Sanctuar
y Housing 
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supported 
housing. 

 
Colchester has 
a night shelter 
that attracts 
people that are 
homeless from 
neighbouring 
boroughs that 
don’t have 
emergency 
provision and 
reduces the 
number of 
emergency bed 
spaces for 
people that 
have a local 
connection to 
Colchester 

Funding 
awarded by 
MHCLG Rough 
sleeper initiative 
funding to 
increase bed 
spaces and 
support staff 
capacity at 
Colchester 
Night Shelter, 
specifically for 
Colchester 
people at risk of 
rough sleeping.   

 

Better access to 
emergency 
beds at the 
night shelter for 
people that 
have a local 
connection 
Colchester 

2018-19 
2019 

Housing 
Strategy 
Team/Housing 
Solutions/Roug
h Sleeper 
Team/Colchest
er Emergency 
Night Shelter 

During severe 
weather such 
as high wind, 
heavy rain, 
snow and 
heatwaves, 
emergency 
accommodation 
with support is 
needed to 
ensure that 
rough sleepers 
have 
somewhere to 
stay 
 
 
 
 
 
 
 
Dedicated duty 
line required to 
support SWEP 
and outreach 
Team 

Funding 
awarded by 
MHCLG Rough 
sleeper initiative 
funding to 
provide proper 
continuous 
Severe 
Weather 
Emergency 
Provision 
(SWEP) from 
October - mid 
March, with 
specialist 
support staff to 
prevent people 
moving back to 
the street once 
the provision 
ends. 

Set up a 
dedicated duty 
line for the team 
so that people 
on the street 
that need 
emergency 
accommodation 
can be 
identified and 

SWEP set up, 
accommodation 
and staff 
identified and 
trained. 
Provision 
available for 
rough sleepers 
during severe 
weather 
 
 
 
 
 
 
 
 
 
 
 
 
Duty line set up 

2018-19 
2019-20 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
2018-19 

Housing 
Strategy 
Team/Housing 
Solutions/Roug
h Sleeper Team 
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provided with 
somewhere to 
stay and help to 
access support 
services 

Rough sleepers 
who are facing 
multiple 
disadvantage 
and 
experiencing a 
combination of 
problems need 
more intensive 
support to 
access services 

Funding 
awarded by 
MHCLG Rapid 
rehousing Fund 
for 2 Navigator 
roles to work 
within the rough 
sleeping Team 
to provide more 
intensive 
support to 
rough sleepers 
identified by 
Outreach who 
have complex 
needs including 
substance 
misuse, mental 
ill health and 
contact with the 
criminal justice 
system.   

Consistent 
support 
provided to 
rough sleepers 
with complex 
needs to gain 
access to 
services and 
help to break 
down barriers to 
housing by 
establishing 
good working 
relationships 
with services 
across 
Colchester.  

2019-20 Housing 
Strategy 
Team/Housing 
Solutions/Roug
h Sleeper Team

Enable more 
robust sharing 
of information 
about rough 
sleepers by 
setting up a 
system 
between the 
Rough Sleeper 
Team (CBH) 
and the 
voluntary sector 
organisations 

Research the 
viability of using 
a system i.e. 
inform to 
identify and 
provide 
information on 
rough sleepers 
in Colchester  

Research 
undertaken. 
System in place 
to ‘track’ rough 
sleepers 

2021-22 CBC – Housing 
Strategy 
Team/CBH 
Rough Sleeper 
Co-ordinator 

Seek to 
improve the 
availability of 
day services for 
rough 
sleepers/single 
homeless by 
exploring the 
viability of 
extending the 
opening times 
of agencies 

To be 
progressed with 
CENS/Beacon 
House 

Opening times 
extended – 
more places for 
rough sleepers 
to go during the 
day 

2021 CENS/Beacon 
House/CBH 
Rough Sleeper 
Team 
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Colchester Borough Council  

Equality Impact Assessment Form - An Analysis of the Effects on Equality 

Section 1: Initial Equality Impact Assessment 

Name of policy* to be assessed: Colchester’s Homelessness and Rough Sleeping Strategy 2020 - 2025 

1. What is the main purpose of the policy?

• To set out how the Council and its partner organisations will prevent and reduce homelessness in Colchester

2. What main areas or activities does it cover?

• Increasing access to accommodation and providing settled homes, helping people to sustain their accommodation; improving the
health and wellbeing of people who experience homelessness; improving communication and challenging the perception and
culture of homelessness.

3. Are there changes to an existing policy being considered in this assessment? If so what are they?

• This strategy replaces the previous Homelessness Strategy 2014 - 2019. The emphasis of the new strategy is on increasing
access to accommodation and providing settled homes and helping people to sustain them to prevent them from becoming
homeless. It recognises the continued importance of health for people that experience homelessness. The strategy also
acknowledges that communication is key to improving partnership working and challenging the perception and culture of
homelessness.

4. Who are the main audience, users or customers who will be affected by the policy?

• People that are homeless or threatened by homelessness; Partner organisations

5. What outcomes do you want to achieve from the policy?
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•  Building collaborative partnerships to increase early intervention and prevention of homelessness in Colchester; better health 
outcomes for people who experience homelessness; better understanding of homelessness and managing expectations 
(organisations and customers). 

6. Are other service areas or partner agencies involved in delivery? If so, please give details below:  

•  Voluntary sector partners that are working with people that are homeless, Colchester Borough Homes, CBC Housing Strategy 
Team, Essex County Council, Probation. 

7. Are you aware of any relevant information, data, surveys or consultations1 which help us to assess the likely or actual impact of the 
policy upon customers or staff? If so provide details and include a link to the document or source where available.  
 

•  A consultation event with key stakeholders including partner organisations that work directly with people that are homeless was 
held as part of the review of homelessness in Colchester. Focus groups/interviews with people that have experienced 
homelessness were also conducted. All feedback and case studies from the consultation activities are appendices to the strategy 
document. 

 
8. The ‘general duty’ states that we must have “due regard” to the need to: 
 
(a) eliminate unlawful discrimination, harassment and victimisation  
(b) advance equality of opportunity between people who share a ‘protected characteristic2’ and those who do not3  
(c) foster good relations between people who share a protected characteristic and those who do not4 

 
Not all policies help us to meet the ‘general duty’, but most do.  
 

1Click on Customer Insight for more information. The Council’s surveys and consultations include ‘equality monitoring information’ to help us identify any particular 
concerns or views expressed by any particular group or ‘protected characteristic’. It can also help us to assess how representative of our customers the respondent 
group is. Local Data on the Protected Characteristics is available on this page of the staff intranet, ‘Colin’.     
2 The Equality Act’s `protected characteristics’ include age, disability, gender reassignment, pregnancy and maternity, race, religion or belief and sex and sexual 
orientation. It also covers marriage and civil partnerships, but not for all aspects of the duty.  
3 This involves having due regard, in particular, to the need to: (a) remove or minimise disadvantages suffered by persons who share a protected characteristic that 
are connected to that characteristic; (b) take steps to meet the needs of persons who share a relevant protected characteristic that are different from the needs of 
persons who do not share it, and (c) encourage persons who share a relevant protected characteristic to participate in public life or in any other activity in which 
participation by such persons is disproportionately low.        
4 This involves having due regard, in particular, to the need to (a) tackle prejudice, and (b) promote understanding.    
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Where applicable, explain how this policy helps us to meet the ‘general duty’: 
 
The policy helps us to ‘eliminate unlawful discrimination, harassment and victimisation’ in the following way(s): 

• By identifying the housing and support needs of vulnerable groups and helping them to access accommodation and support 
services that can provide information and advice.  

The policy helps us to ‘advance equality of opportunity…’ in the following way(s): 
 

• By recognising the needs of vulnerable groups and providing equal opportunity to access support and accommodation to those 
people that are homeless or threatened with homelessness. 

 
The policy helps us to ‘foster good relations…’ in the following way(s): 

• The Council will work closely with partner agencies to help tackle prejudice and promote understanding which can benefit all 
groups.  

9. The Council has an important role in improving residents’ health under the Health and Social Care Act 2012. This relates to both its 
‘core functions’ (such as housing, leisure, green spaces and environmental health) and to its ‘enabling roles’ (such as economic 
development, planning and engaging with communities)5. The Council recognises that its Public Sector Equality Duty and its role in 
improving health are interrelated and mutually supportive. This is especially true across the ‘protected characteristics’ of age and 
disability.  
 

“Health inequalities are the unjust and avoidable differences in people's health across the population. They come from the unequal distribution 
of income, wealth and power and influence the wider determinants of health such as work, education, social support and housing. Currently, in 
England people living in the least deprived areas will live around 20 years longer in good health than those in the most deprived areas. 
Reducing health inequalities means giving everyone the same opportunities to lead a healthy life, no matter where they live or who they are." 

 
Where applicable, explain how this policy helps us to improve health/ reduce health inequalities for residents: 
 
 

5 The King’s Fund: The district council contribution to public health: a time of challenge and opportunity, 2015 
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• The strategy recognises that people who experience homelessness are likely to have greater health needs than those that don’t 
which impacts on their life expectancy. Therefore, the strategy has identified key actions to improve access to health services for 
people that are homeless to reduce health inequalities. 

 
 

 
 
 

 
 
 

 
.  
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10. This section helps us to identify any disproportionate equality impacts. Please indicate in the table below whether the policy is likely to
particularly benefit or disadvantage any of the ‘protected characteristics’.

Remember to include reference to any relevant consultation, data or information. 

‘Protected 
characteristic’ 
group 

Positive 
Impact 

Explain how it could particularly benefit 
the group 

Negative 
Impact 

Explain how it could particularly 
disadvantage the group 

Age Older people (60+) X People over 60 who are homeless 
would have priority for sheltered 
(supported) accommodation. 

None identified 

Younger people (17-
25) 
and children (0-16) 

X By providing education and advice to 
young people on the realities of 
becoming homeless and providing 
support and access to accommodation 
for those experiencing homelessness. 

None identified 

Disability Physical X Working in partnership with statutory 
and voluntary organisations in 
Colchester to provide support and 
accommodation for people with 
disabilities that are experiencing 
homelessness. 

None identified 

Sensory X Working in partnership with statutory 
and voluntary organisations in 
Colchester to provide support and 
accommodation for people with 
disabilities that are experiencing 
homelessness. 

None identified 

Learning X Working in partnership with statutory 
and voluntary organisations in 
Colchester to provide support and 
accommodation for people with 
disabilities that are experiencing 
homelessness. 

None identified 
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‘Protected 
characteristic’ 
group 

 Positive 
Impact  

Explain how it could particularly benefit 
the group  

Negative 
Impact  
 

Explain how it could particularly 
disadvantage the group 

 Mental health issues X 
 
 

Working in partnership with statutory 
and voluntary organisations in 
Colchester to provide support and 
accommodation for people with 
disabilities that are experiencing 
homelessness. 

 None identified 

 Other – specify      
Ethnicity6 White  None identified  None identified 

Black   None identified  None identified 
Chinese   None identified  None identified 
Mixed Ethnic Origin  None identified  None identified 
Gypsies/ Travellers   None identified  None identified 
Other – please state     

Language English not first 
language  

 
 

None identified  None identified 

Pregnancy and 
Maternity 

Women who are 
pregnant or have 
given birth in last 26 
weeks  

X Priority for housing is given to this 
group if they are experiencing 
homelessness. 

 None identified 

Religion or 
Belief  

People with a 
religious belief (or 
none) 

 None identified  None identified 

Sex  Men  None identified  None identified 
 Women  None identified  None identified 
 
Gender 
Reassignment7 

 
Transgender/  
Transsexual 

 None identified  None identified 

6 National Census 2011 categories are: Bangladeshi, Indian, Pakistani, Other Asian (Asian or Asian British), African, Caribbean, Other Black (Black or Black British), 
White and Black African, White and Asian, White and Black Caribbean (Mixed), British, Irish, Other White (White), Chinese, Other (Other Ethnic Group).      

7 The protected characteristic of gender reassignment is defined by the Equality Act 2010 as “a person proposing to undergo, is undergoing or has undergone a 
process (or part of a process) for the purpose of reassigning the person's sex by changing physiological or other attributes of sex.” This is a personal process that may 
involve medical interventions such as counselling, psychotherapy, hormone therapy or surgery, but does not have to.  
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‘Protected 
characteristic’ 
group 

 Positive 
Impact  

Explain how it could particularly benefit 
the group  

Negative 
Impact  
 

Explain how it could particularly 
disadvantage the group 

Sexual 
Orientation 

Bisexual, 
Heterosexual, 
Gay or Lesbian 

 None identified  None identified 

Marriage and 
Civil 
Partnership  

People who are 
married or in a civil 
partnership 

 None identified  None identified 

 
11. If you have identified any negative impacts (above) how can they be minimised or removed?  N/A 
 
(This is a key section: Please deal with each negative impact noted above in turn.) 

 
12. Could the policy discriminate8 against any ‘protected characteristic’, either directly or indirectly9? (No) 
 
Summary and findings of Initial Equality Impact Assessment  
 
13. Please put a tick in the relevant box to confirm your findings, and what the next step is: 
 
Findings Action required 
A. No negative impacts have been identified □X Sign off screening and finish.  
B. Negative impacts have been identified but have been minimised or removed □n/a Sign off screening and finish. 
C. Negative impacts could not be minimised or removed □n/a Sign off screening and complete a full 

impact assessment – Section 2.  
D. There is insufficient evidence to make a judgement. □n/a Sign off screening and complete a full 

impact assessment – Section 2. 

8 The Council has a general duty to ‘eliminate unlawful discrimination, harassment and victimisation’. Direct discrimination occurs when a person is treated less 
favourably than another in a comparable situation because of their `protected characteristic’ whether on grounds of age, disability, pregnancy and maternity, 
ethnicity; religion or belief; sex (gender), sexual orientation, or marriage and civil partnership. Indirect discrimination occurs when an apparently neutral provision or 
practice would nevertheless disadvantage people on the grounds of their `protected characteristic’.  
 
9 If you answer ‘yes’ to question 11 (above) you will need to complete the following section and go on to complete Section 2 in order to conduct a full Equality 
Impact Assessment.   
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14. Name and job title of person completing this form: Karen Paton - Housing Strategy Officer 
 
15. Date of completion: 09/09/2019 
 
16. Date for update or review of this screening10: 2024/25 when the Homelessness and Rough Sleeping Strategy is due to be reviewed. 
 
 
 
 

10 This is normally three years, but not always: You may know that the policy itself will be reviewed earlier in which case the EqIA should be reviewed at that time. Or, in the case of 
a five year strategy, you may want to have a review date of five years. In the case of a “one off” decision, such as closing a service, a review date may not be needed - in which case 
you should indicate ‘N/A’. In any event, the review date should be brought forward if you receive information or feedback which raises new concerns, or if the public policy context 
changes. You can speak to the Equality and Safeguarding  Co-ordinator for more advice.  
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REPORT TO COLCHESTER BOROUGH HOMES 

DATE: 

TIME: 

VENUE: 

Thursday 24 October 2019 

19.00 

JobServe Community Stadium 

AGENDA ITEM: 10  

SUBJECT:  Health & Safety Update Report  

REPORT BY: Karen Loweman, Director of Operations 
 (01206) 282805
 karen.loweman@cbhomes.org.uk

FOR INFORMATION 

1. Purpose of Report

1.1 This report is the first report for the Board which sets out information to inform 
Board members of incidents, accidents or highlights risks that have occurred.  

2. Background

2.1 An annual report on Health & Safety has historically been provided to the 
Board.  Board accepted a recommendation in the annual report that reports 
are presented to each Board meeting to strengthen its oversight of Health & 
Safety.  

Ensuring the Health & Safety of staff, contractors and residents is one of our 
principle objectives, and we are anticipating that it will become an area which 
is increasing scrutinised. 

3. Assure – Health & Safety Monitoring

3.1 Our organisation uses the Assure system to monitor and review Health & 
Safety.  The report attached as Appendix 1 is provided from the system and 
we will continue to develop the report style and content for presentation to 
Board members. 

The report is for September, which was run from the system on 5 October 
shows 5 incidents occurring: - 

• 2 minor incidents which relate to cuts
• 2 moderate injuries – a pan fire in a sheltered housing flat, and an

incident occurring within sheltered housing where a resident in a
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wheelchair was caught between the automatic door closures. Both 
incidents were resolved on the day of occurrence. 

• 1 major incident occurred – where a ladder collapsed and caused injury
to a resident

Our Health and Safety officer, David Barthram is keen to highlight health and 
safety information more publicly to raise awareness of its importance.  
Information will be displayed on screens in officers where appropriate and 
shared widely with staff. 

4. Risk Management

4.1 The report provides information to identify and improve the occurrence of 
incidents and accidents, highlighting areas which may require improvement. 

5. HR and Health & Safety Implications

5.1 The report is compiled monthly by our Health and Safety Officer and 
circulated to Corporate Management Team. 

6. Legal Implications

6.1 Compliance with relevant Health & Safety legislation.  

7. Financial Implications

7.1 None 

8. Value for Money

8.1 None 

9. 

9.1 

10. 

10.1 

11. 

Residents at the Heart 

None 

Decision Required 

No 

Appendix 

11.1 The following document is appended to this report: 

• Appendix 1 – Monthly Assure Incidents September 2019
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 

DATE: 

TIME: 

VENUE: 

24 October 2019 

19.00 

JobServe Community Stadium 

AGENDA ITEM: 11 

SUBJECT:  Strategic Risk Register 

REPORT BY: Matthew Armstrong, Director of Business Improvement 
 07951013364
 matthew.armstrong@cbhomes.org.uk

FOR DECISION 

1. Decision Required

1.1 To approve the strategic risk register and note progress on mitigating actions. 

1.2 To note the comments from the Finance and Audit committee on the 
operational red and amber risks. 

2. Purpose of Report

2.1 The purpose of this report is to inform the Board of the current strategic risks 
to the company and to provide an update on the progress of the mitigating 
actions.  It also provides an opportunity for Board Members to suggest and 
consider any emerging strategic risks. 

3. Background & Content

3.1 At its meeting on the 9th September 2019 the Board received the strategic risk 
register in its new format.  The scoring of risks have been evaluated in 
accordance with the impact and likelihood tables which Board Members 
created and can be seen at appendix 1 and 2 respectively.  These tables set 
the Board’s risk appetite against a range of impact descriptors.  

3.2 At the same meeting the Board agreed to the recommendations made by the 
Finance and Audit Committee that: 

• The Board review just the strategic risk register at each meeting;
• The Finance and Audit Committee review the strategic risk register,

the emerging risk register and the extract of all operational red and
amber risks at each of their meetings;

• Finance and Audit Committee to do deep dive reviews of particular risk
areas as required.
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The recommendation was to ensure that risks were appropriately scrutinised 
and that duplication in what Board and Committee reviewed was minimised. 

4. Strategic Risk Register

4.1 The risks identified as strategic are taken from the individual strategic delivery 
plan risk registers and can be seen at Appendix 3.  They retain their original 
reference number to ensure the link to the plan, where the action plan sits, is 
maintained. 

There are seven individual risks that have been grouped into three strategic 
themes: 

• Risks to CBH’s financial viability;
• Risk to service delivery;
• Risks to staff and public

4.2 One of the seven strategic risks is red which comes under the Customer Plan: 

• 6a. CBC/CBH has no working Housing Management System as existing
system ceases to function before new Housing Management System is
fully operational.

The risk is partially mitigated as CBH has reviewed the issues encountered over 
the past year and limited support has been required from the supplier.  This 
provides some assurance that running in an unsupported state is feasible. 
However, the impact of the current system failing and the in-house team being 
unable to fix it can only be further mitigated as modules of the new system come 
on-line. 

4.3 The F&A Committee reviewed the strategic risk register and agreed an 
additional risk on Health and Safety under the People Plan was added: 

• 5a. Health and Safety risk to customers and public including
unintentional breaches of legislation / best practice, exposure to
hazardous substances, failure to maintain the housing stock and public
buildings to safe standard.

This risk was scored under a compliance breach as green and under 
customer and public welfare as amber. 

4.4 The Committee raised with Officers what consideration was being taken on 
environmental impacts (including climate change) and whether this should be 
added as a risk to the register.  An action was taken by Officers to look further 
into this and the group were briefed on the current CBC low carbon 
management plan targets and that a carbon neutral plan was in its early 
discussions and that CBH are included in those meetings. 

5. Red and Amber Operational Risks
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5.1 These risks were reviewed and noted by the Finance and Audit Committee at 
their meeting on the 1st August 2019.  Since that meeting one additional 
amber risk has been added from the Community Plan risk register 

• 4c. GDPR breach through information sharing with partner agencies

This risk was scored under a compliance breach as amber. 

5.2 F&A felt the mitigation to a red risk on the People Plan was inadequate: 

• 3a. Poor level of IT skills in some staff adversely impact on adopting
new technology to improve performance

The committee suggested than training was not sufficient on its own and that 
further mitigation that IT skills should be considered as part of future 
recruitments and for the Head of HR to consider the skills that already exist 
within the company. 

Until the other mitigations are actioned the risk remains red.  The other 
mitigations include e-learning, IT training, ‘Share and Learn’ sessions and 
improved coordination of training needs. 

5.3 F&A also challenged the mitigation to an amber risk on the VFM and 
Technology Plan: 

• 5a. Inefficient processes are not identified or improved.

Officers explained that the inflexibility of certain functions within the Capita 
Housing system have led to working practices adopting work-arounds which 
will not be necessary once the new Housing system is implemented.  Officers 
explained that Project Aurora monitored and maintained its own project risk 
register which adds to the mitigation. 

6. Emerging Risk Register

6.1 The Finance and Audit Committee reviewed the Emerging Risk register at its 
meeting on the 1st August 2019.  There had been no changes to the register 
except for the agreed removal of one risk. 

7. Risk Management

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

8. HR Implications

8.1 One of the aims of the risk management process is to ensure that any 
possible adverse impact on staff is assessed and mitigated as appropriate, be 
that from a chance happening or a business decision. 
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9. Financial Implications

9.1 Robust risk management and financial management is required to ensure that 
service delivery is not compromised and that financial exposure is mitigated.   

10. Value for Money

10.1 Strong financial control will identify and drive efficiencies, enabling resources 
(both financial and people) to service provisions that may require it. 

11. Legal, Health & Safety and Equality & Diversity Implications

11.1 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. 

12. Residents at the Heart

12.1 Any possible adverse impact on residents is one of the most important factors 
used to identify and score a risk. Resident considerations then form an 
integral part in designing the action plan to mitigate or manage the risk that 
has been identified. 

13. Decision Required?

Yes

14. Appendices

14.1 The following documents are appended to this report: 

• Appendix 1 – Impact Table
• Appendix 2 – Likelihood Table
• Appendix 3 – Strategic Risk Register

112



Appendix 1
Risk Impact Table

Descriptor Minor Significant Serious Major
1 6 17 22

SERVICE DELIVERY FAILURE Unavailability or significant impairment of: 
Priority Service for 1/2 day, or Single 
Customer Facing Service for up to 1 day, or 
Back Office Systems for up to 2 days. 

Unavailability or significant impairment of: Priority 
Service for 1 day, or Multiple Customer Facing Services 
1 day, or Single Customer Facing Service for up to 3 
days, or Back Office Systems for up to 3 days. 

Unavailability or significant impairment of: Priority Service for 2 
to 4 days, or Multiple Customer Facing Services  for 2 to 5 days, 
or Single Customer Facing Service for up to 1 week, or Back Office 
Systems up to 1.5 weeks 

Unavailability or significant impairment of: Priority 
Service for in excess of 4 days, or Multiple Customer 
Facing Services for in excess of 5 days, or Single 
Customer Facing Service for over 1 week, or Back 
Office Systems for over 1.5 weeks 

Rare 2 - combined score 2 Rare 2 - combined score 12 Rare 2 - combined score 34 Rare 2 - combined score 44
Unlikely 4 - combined score 4 Unlikely 4 - combined score 24 Unlikely 4 - combined score 68 Unlikely 4 - combined score 88
Possible 6 - combined score 6 Possible 6 - combined score 36 Possible 6 - combined score 102 Possible 6 - combined score 132
Likely 10 - combined score 10 Likely 10 - combined score 60 Likely 10 - combined score 170 Likely 10 - combined score 220

Almost certain 16 - combined score 16 Almost certain 16 - combined score 96 Almost certain 16 - combined score 272 Almost certain 16 - combined score 352

Appetite - likelihood rating Almost Certain - 16 Likely - 10 Unlikely - 4 Rare - 2

STAFF WELFARE Minor injuries or stress with no workdays lost 
or minimal or no medical treatment. No 
impact on staff morale  

Injuries or stress level requiring some medical 
treatment, potentially 1 or 2 workdays lost. Potential 
impact on morale & performance of small number of 
individuals or a single team 

Injuries or stressful experience requiring medical treatment and 
up to 6 workdays lost. Major impact on morale & performance of 
several teams 

Life threatening or multiple serious injuries or worse 
injury, or prolonged work place stress. Severe 
impact on morale & service performance 
throughout most of the organisation

Rare 2 - combined score 2 Rare 2 - combined score 12 Rare 2 - combined score 34 Rare 2 - combined score 44
Unlikely 4 - combined score 4 Unlikely 4 - combined score 24 Unlikely 4 - combined score 68 Unlikely 4 - combined score 88
Possible 6 - combined score 6 Possible 6 - combined score 36 Possible 6 - combined score 102 Possible 6 - combined score 132
Likely 10 - combined score 10 Likely 10 - combined score 60 Likely 10 - combined score 170 Likely 10 - combined score 220

Almost certain 16 - combined score 16 Almost certain 16 - combined score 96 Almost certain 16 - combined score 272 Almost certain 16 - combined score 352

Appetite - likelihood rating Almost Certain - 16 Almost Certain - 16 (see Note B.1) Possible - 6 Rare - 2

COMPLIANCE BREACH Minor breach of internal procedures, no 
consequential loss but resulting in adverse 
audit report 

Minor external compliance breach with no financial 
sanction. Significant breaches of internal procedures 
resulting in a financial loss of up to £1,000, adverse 
audit finding

Breach of external regulations with likelihood of financial cost up 
to £10,000 and/or other form of sanction. Or significant breaches 
of internal procedures resulting in financial loss  of £1,001 to 
£10,000.  

Significant breach of external regulations requiring 
disclosure to regulatory body. Likelihood of financial 
cost in excess of £10,000 and/or other form of 
sanction. Or significant breaches of internal 
procedures resulting in financial loss in excess of 
£10,000 

Rare 2 - combined score 2 Rare 2 - combined score 12 Rare 2 - combined score 34 Rare 2 - combined score 44
Unlikely 4 - combined score 4 Unlikely 4 - combined score 24 Unlikely 4 - combined score 68 Unlikely 4 - combined score 88
Possible 6 - combined score 6 Possible 6 - combined score 36 Possible 6 - combined score 102 Possible 6 - combined score 132
Likely 10 - combined score 10 Likely 10 - combined score 60 Likely 10 - combined score 170 Likely 10 - combined score 220

Almost certain 16 - combined score 16 Almost certain 16 - combined score 96 Almost certain 16 - combined score 272 Almost certain 16 - combined score 352

Appetite - likelihood rating Almost Certain - 16 Possible -  6 Unlikely - 4 Rare - 2

REPUTATION DAMAGE Adverse comments amongst staff no external 
impact. Stakeholders not aware

Adverse local press/public awareness, low level 
negative social media comment, stakeholder aware of 
issue

Extended local press coverage, extensive negative social media, 
negative coverage in industry press, criticism from stakeholders 

Adverse national media coverage / public 
awareness, intervention by stakeholder

Rare 2 - combined score 2 Rare 2 - combined score 12 Rare 2 - combined score 34 Rare 2 - combined score 44
Unlikely 4 - combined score 4 Unlikely 4 - combined score 24 Unlikely 4 - combined score 68 Unlikely 4 - combined score 88
Possible 6 - combined score 6 Possible 6 - combined score 36 Possible 6 - combined score 102 Possible 6 - combined score 132
Likely 10 - combined score 10 Likely 10 - combined score 60 Likely 10 - combined score 170 Likely 10 - combined score 220

Almost certain 16 - combined score 16 Almost certain 16 - combined score 96 Almost certain 16 - combined score 272 Almost certain 16 - combined score 352

Appetite - likelihood rating Almost Certain - 16 Likely - 10 Likely - 10 (see Notes B.2) Rare - 2

Appetite - heat map

Appetite - heat map

Appetite - heat map

Appetite - heat map

113



Descriptor Minor Significant Serious Major
DIRECT FINANCIAL LOSS Between £0 and £5,000 Between £5,000 and £20,000 Between £20,000 and £50,000 In excess of £50,000
Appetite - likelihood rating:

Rare 2 - combined score 2 Rare 2 - combined score 12 Rare 2 - combined score 34 Rare 2 - combined score 44
Unlikely 4 - combined score 4 Unlikely 4 - combined score 24 Unlikely 4 - combined score 68 Unlikely 4 - combined score 88
Possible 6 - combined score 6 Possible 6 - combined score 36 Possible 6 - combined score 102 Possible 6 - combined score 132
Likely 10 - combined score 10 Likely 10 - combined score 60 Likely 10 - combined score 170 Likely 10 - combined score 220

Almost certain 16 - combined score 16 Almost certain 16 - combined score 96 Almost certain 16 - combined score 272 Almost certain 16 - combined score 352

Normal operations normal operations Likely - 10 Possible - 6 Rare - 2 Rare - 2

Rare 2 - combined score 2 Rare 2 - combined score 12 Rare 2 - combined score 34 Rare 2 - combined score 44
Unlikely 4 - combined score 4 Unlikely 4 - combined score 24 Unlikely 4 - combined score 68 Unlikely 4 - combined score 88
Possible 6 - combined score 6 Possible 6 - combined score 36 Possible 6 - combined score 102 Possible 6 - combined score 132
Likely 10 - combined score 10 Likely 10 - combined score 60 Likely 10 - combined score 170 Likely 10 - combined score 220

Almost certain 16 - combined score 16 Almost certain 16 - combined score 96 Almost certain 16 - combined score 272 Almost certain 16 - combined score 352

Trading trading Almost Certain - 16 Likely - 10 Possible -  6 Rare - 2

CUSTOMER AND PUBLIC WELFARE Minor nuisance or disturbance to small 
number of people for duration of up to 3 days. 
No physical injuries.

Persistent nuisance or disturbance to small number of 
people for in excess of 3 days, or short duration 
nuisance or disturbance to large number of people, or 
minor injury to a person requiring minimal or no 
medical treatment.

Injuries or stress level requiring some medical treatment, of a 
severity that for an employed person could result in up to 3 
workdays lost, or minor injury to multiple people, or significant 
nuisance or disturbance to a large number of people for 2 to 3 
days

Serious injuries or stressful experience requiring 
medical treatment and of a severity that for an 
employed person could result in more than 5 
workdays lost to one person, or injury requiring 
medical treatment to multiple people, or life 
threatening injury , or significant nuisance or 
disturbance to a large number of for in excess of 3 
days

Rare 2 - combined score 2 Rare 2 - combined score 12 Rare 2 - combined score 34 Rare 2 - combined score 44
Unlikely 4 - combined score 4 Unlikely 4 - combined score 24 Unlikely 4 - combined score 68 Unlikely 4 - combined score 88
Possible 6 - combined score 6 Possible 6 - combined score 36 Possible 6 - combined score 102 Possible 6 - combined score 132
Likely 10 - combined score 10 Likely 10 - combined score 60 Likely 10 - combined score 170 Likely 10 - combined score 220

Almost certain 16 - combined score 16 Almost certain 16 - combined score 96 Almost certain 16 - combined score 272 Almost certain 16 - combined score 352

Appetite - likelihood rating Likely - 10 Possible - 6 Rare - 2 Rare - 2

BUSINESS OBJECTIVE / STRATEGY Little impact on the organisational strategy or 
on it achieving objectives

Some impact on organisational strategy or on achieving 
objectives but this could be resolved within existing 
resources.

Significant impact on the organisational strategic/critical 
objectives and would require additional resources to overcome

Would require a significant change in organisational 
strategy/critical objectives 

Rare 2 - combined score 2 Rare 2 - combined score 12 Rare 2 - combined score 34 Rare 2 - combined score 44
Unlikely 4 - combined score 4 Unlikely 4 - combined score 24 Unlikely 4 - combined score 68 Unlikely 4 - combined score 88
Possible 6 - combined score 6 Possible 6 - combined score 36 Possible 6 - combined score 102 Possible 6 - combined score 132
Likely 10 - combined score 10 Likely 10 - combined score 60 Likely 10 - combined score 170 Likely 10 - combined score 220

Almost certain 16 - combined score 16 Almost certain 16 - combined score 96 Almost certain 16 - combined score 272 Almost certain 16 - combined score 352

Appetite - likelihood rating Almost Certain - 16 Almost Certain - 16 Likely - 10 Unlikely - 4

Appetite - heat map Trading

Appetite - heat map

Appetite - heat map Normal 
Operations

Appetite - heat map
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Notes
A. Impact descriptors

A.1) Service Delivery Failure

A.2) Staff Welfare

A.3) Compliance Breach

A.4) Reputation Damage

A.5) Direct Financial Loss

A.6) Customer and Public Welfare

A.7) Strategic

B. Appetite -Likelihood Rating
B.1)

B.2)

A priority service would be one that has significant and immediate impact of customers, for example the responsive repair service, or the Gateway Housing Options register.  Customer Facing Services are ones used by customers such as the CBH website, payment 
taking systems, the contact centre and service desks at Greenstead Housing Office and the Library. The Capita Housing system is designated a customer facing system as its unavailability impairs many of the other elements of front line service delivery, not least 
repairs and the Contact Centre.  The loss of use of let properties is not considered a Service Delivery Failure under these risk impact descriptors, it would be assessed under Customer and Public Welfare.  Back Office Services are services used only by staff and do
not directly or immediately affect customers, though prolonged loss of these services would start to impact on customer facing service delivery

This descriptor only considers the risks to staff delivering CBH services. This includes CBH employees, agency staff paid by CBH and staff employed by CBH's contractors whilst working on CBH's projects. Impact on the welfare of all other people is considered under 
the Customer and Public Welfare impact descriptor

This descriptor covers all forms of compliance breach in the broadest sense. Included under this would be a breach of CBH's own internal policies such as its Standing Financial Instructions or Contract Procedure Rules, failure to meet a statutory duty, for example 
the Homeless Act or safeguarding, failure to complete government returns, or failure to comply with tax or VAT legislation. This descriptor would include compliance breaches by CBH's contractors where CBH was also liable for any resulting penalties

This descriptor is used to assess the impact on any person or groups affected by an event. The impact on CBH's tenants, leaseholders and other service users is considered here. It also covers members of the general public who have no dealings with CBH but may
be affected by something CBH does or does not do. This could include, but is not limited to, people living adjacent to CBH managed properties.

This descriptor recognises that there may be events which do not affect any of the other descriptors but nevertheless prevent CBH achieving a strategy or objective. This descriptor enables these risks to be assessed and managed.

The likelihood score reflects that some of the work undertaken by CBH staff, for example in carrying out responsive repairs, visiting construction sites and for Housing Officers meeting a wide variety of clients, has greater level of risk than exclusively office based
work

The appetite likelihood rating recognises that CBH sometimes have to take decisions that will lead to unfavourable press reaction. Past examples of this have been decisions taken about ASB cases

This descriptor considers the impact on CBH's reputation arising as a consequence of an event. This could include impact on CBH's reputation from the actions of one of its contractors

This descriptor is used to assess financial loss arising from any event except for a compliance breach, where the Compliance Breach descriptor is used to assess the financial impact. The risk appetite rating gives two appetites: one for normal operations and one for 
trading, where it is recognised that the additional uncertainty inherent to trading activity requires a higher risk appetite.
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Appendix 2
Likelihood Table

Descriptor Score Frequency of event occurring Time Period
Rare 2 Would only happen in very exceptional circumstances Less than once in 10 years

Unlikely 4 Not expected to happen but definite potential exists - unlikely to occur. Once in 10 years

Possible 6 May occur occasionally, has happened before on occasions - reasonable 
chance of occurring. Once in 5 years

Likely 10 Strong possibility that this could occur - could occur several times. Once in a year

Almost certain 16 This is expected to happen frequently / in most circumstances - more likely 
to occur than not. Once in 3 months
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Appendix 3 
Colchester Borough Homes 
Strategic Risk Register 

A. Risks to CBH’s financial viability

Financial loss 17 6 102 

Mitigation Progress Due by 

Ensure mix of staff meets requirements of 
future projects 

Two posts have been re-evaluated and graded at a higher band.  A 
recruitment is currently live with a market supplement added, 
providing a competitive salary. 

31 Mar 2020 

Explore ways to find self-employed contract 
staff to cover peak demand 

A small number of freelancers have been identified, work continues 
to identify more suitable freelancers 

On going 

Continually forecast fee income for next 2 – 3 
years to identify if turnover will fall to level 
action would be required to address 
unrecovered costs 

Regular review of forecast by DMT and annual submission of 
business plan to BDP and Board 

On going 

ref Risk and  
Risk Impact Descriptor 

Current Score Consequence Owner 

I L C 

1. 
Business Development Plan 
Develop a flexible resourcing strategy to ensure availability of key professional skills 

1c STRATEGIC RISK: Design Team 
high staff fixed cost making it 
likely that CBH would make a 
loss if net turnover reduces 

If turnover net off specialist subcontractor fees falls CBH will make 
losses; 
Underutilised staff; 

Head of 
Design and 
Construction 
Management 
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ref Risk and  
Risk Impact Descriptor 

Current Score Consequence Owner 

I L C 

4 
Business Development Plan 
KPI £ net additional revenue / profit 

4a STRATEGIC RISK: Trading fails 
to generate planned amounts 
of additional revenue 

Increased financial pressure on CBH; 
Potential to make losses if net revenue falls below cost of team; 
Funds not available to invest in developing the business and 
enhancing tenant homes and communities; 

BDP / DMT 

Business objective / strategic 17 6 102 
Direct financial loss 17 6 102 

Mitigation Progress Due by 

5 year Business Plan established with trading 
targets. Forecast updated annually. 

5 Year Plan being established which will assume a trading income to 
offset shortfalls within the core business. The plan will go to F&A in 
Dec and Board in Feb 2020. 

Feb 2020 

Outturn forecast updated monthly Reported to BDP and F&A meetings, discussed at DMT On going 
BDP Review of trading performance regular agenda item On going 
Relationship with CBC Officers maintain close working relationship with CBC colleagues to 

get early notice of changes to CBC plans that may affect CBH 
On going 
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ref Risk and  
Risk Impact Descriptor 

Current Score Consequence Owner 

I L C 

4 
VFM and Technology Plan 
Directing resources to where they are needed most 

4b STRATEGIC RISK: Poor budget 
management or 
unavoidable/difficult to 
manage cost pressures 
require resources to be 
diverted from areas of need 

Resources cannot be focused on areas of need as they have been 
consumed elsewhere; 
CBH makes a deficit; 

Director of 
Business 
Improvement 

Business objective / strategy 17 10 170 
Reputation 6 6 36 

Mitigation Progress Due by 

DMT and F&A review of financial monitoring 
reports and forecast outturn 

Regular reporting of results and forecast. New process in place to 
report on Design Team performance and trading projects cost and 
profitability through the BDP. 

On going 

Control process for pay costs Process in place to check any change that impacts on salary cost 
against budget or a funding source prior to its authorisation. 

On going 

Risk monitoring process New risk management agreed by Board and being run out 
throughout CBH. Remaining risk registers for MTDP to be developed. 

Sept 2019 

Finance meetings with Budget Holders Regular meetings scheduled On going 
Level of reserves allowing CBH to absorb in year 
deficit without requiring emergency funding 
from CBC 

Exercise to review level of reserves and recommend reserve policy 
to Board 

Sept 2019 
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ref Risk and  
Risk Impact Descriptor 

Current Score Consequence Owner 

I L C 

2 
VFM and Technology Plan 
Using technology to work smarter 

2a STRATEGIC RISK: New 
technology does not have the 
necessary capabilities to 
enable improved productivity, 
lower costs or enhanced 
services 

No gains from technology in terms of cost saving or improved 
services; 
Failure to meet Plan’s KPI of % of staff who feel productivity 
improved through technology 

Director of 
Business 
Improvement 

Business objective / strategic 17 4 68 

Mitigation Progress Due by 

Technology plan Plan developed, to be reviewed at Board in Dec 2019 Dec 2019 
Replacement of housing management system Project on schedule being monitored by its own project board; 

Replacement housing system is identified as the major IT contributor 
to performance improvement and efficiency 

Sept 2020 

IT Strategy group to prioritise and approve IT 
investment and developments 

Group has prioritised the workplan for SharePoint and Housing 
Systems team for coming year 

Mar 2020 
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B. Risk to Service Delivery

ref Risk and  
Risk Impact Descriptor 

Current Score Consequence Owner 

I L C 

4 
Customer Plan 
AIM: Improve access to services 

4b STRATEGIC RISK: CBC/CBH has 
no working Housing 
Management System as 
existing system ceases to 
function before new Housing 
Management System is fully 
operational 

Operating efficiency severely affected without a reliable housing 
system; 
Prolonged downtime if housing system not supported; 
Increased operating costs; Increased risks of poor service delivery and 
complaints. 

Aurora 
Project 
Board 

Financial 6 4 24 
Service delivery failure 17 4 68 

Mitigation Progress Due by 

Project to replace the Housing Management 
System underway. 

Aurora project proceeding, new provider appointed and project team 
assigned. 

Sept 2020 

Current supplier has confirmed that housing 
system can be used after the De-Support date, 
but without any support. 

System issues over last year have been reviewed and this shows very 
limited support has been required from supplier. This provides 
comfort that running in an unsupported state is feasible. 

Done 
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C. Risk to Staff and Public

ref Risk and  
Risk Impact Descriptor 

Current Score Consequence Owner 

I L C 

6 
Customer Plan 
Trusted choice for local housing, property and community services 

6.1 STRATEGIC RISK: Health and 
safety risk to customers and 
public including unintentional 
breaches of legislation / best 
practice, exposure to 
hazardous substances, failure 
to maintain housing stock 
and public buildings to safe 
standard. 

Death or injury to customers or public; 
Facilities being closed as unsafe; 
HSE penalties, legal penalties 

Head of 
Repairs and 
Maintenanc
e 

H&S 
Manager 

Compliance breach 6 4 24 
Customer and public welfare 6 4 24 

Mitigation Progress Due by 

Qualified H&S manager Position appointed to. Done 
Qualified experience staff managing 
properties 

Training programme in place On-going 

Assure H&S reporting/monitoring system Develop use of system and new features Mar 20 
H&S work plan Report to Board 3 July 2019 meeting detailing H&S arrangements for 

coming year 
Done 

H&S report to CMT Monthly report on the CMT agenda Done 
Insurance Renewal completed 1st August 2019 Done 
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ref Risk and  
Risk Impact Descriptor 

Current Score Consequence Owner 

I L C 

5 
People Plan 
Wellbeing 

5a STRATEGIC RISK: generic H&S 
risk to staff including breach or 
failure to address legislation, 
lone worker risks, abuse / 
assault risk from customers or 
others, accidents in offices or 
work sites / homes, exposure 
to harmful substances or 
objects, unsafe work places 

Death or injury to staff 
HSE penalties, legal penalties 

Head of 
Repairs and 
Maintenance 

H&S 
Manager 

Compliance breach 6 4 24 
Staff welfare 6 4 24 

Mitigation Progress Due by 

Qualified H&S manager; Position appointed to Done 
Assure H&S reporting/monitoring system; Develop use of system and new features Mar 20 
H&S work plan; Report to Board 3 July 2019 meeting detailing H&S arrangements for 

coming year 
Done 

Lone worker system; Review of current system due tbc 
H&S report to CMT; Monthly report on the CMT agenda Done 
Training and induction for all staff; In house training packages being developed; 

H&S Yammer page being developed 
Mar 20 
Done 

H&S standing item at team meetings Check Team meeting agenda Dec 19 
Insurance. Renewal for 2019/20 has been completed. Done 
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 

DATE: 

TIME: 

VENUE: 

SUBJECT: 

ITEM: 

REPORT BY: 

24 October 2019 

19:00 

JobServe Community Stadium 

Chief Executive’s Report  

12  

Gareth Mitchell, Chief Executive 
 (01206) 282919
 gareth.mitchell@cbhomes.org.uk

FOR INFORMATION 

1. POLICY AND OTHER UPDATES

1.1 NFA Policy Updates 
The September policy update from the National Federation of ALMOs (NFA) 
is attached as Appendix 1. 

1.2 Consumer Regulation 
Karen Doran, Assistant Director of Investigation & Enforcement at the 
Regulator for Social Housing, attended the recent NFA Chief Officers meeting 
to provide an update on their current approach with local authority landlords.  
This will continue to be a key focus area for management and the board in 
coming months as we look to review our reporting on compliance 
arrangements.  The presentation is attached as Appendix 2. 

2. PROJECTS
2.1 Project Aurora Update

The Aurora project team are currently finalising contract details following the 
CBC decision to award the new housing management system contract to 
Northgate Public Services.  Early tasks will include finalising details of the 
implementation, commencing on-boarding of software to the Cloud and initial 
design workshops with the Northgate consultants.  The Project Sponsors are 
meeting with directors from Northgate this month to establish the senior 
management working relationships. 

We are working on a data cleansing and migration plan for information held 
in the current system and will also start to map and analyse data and 
information which is stored outside the system (e.g. in SharePoint) which will 
need to be transferred to the new system. 

The latest progress report is attached as Appendix 3. 
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3. OPERATIONS UPDATE
3.1 Housing Management

This year's best kept garden competition was held at Beth Chatto’s Garden 
and attracted a record number of entries.  The competition is for those who 
take pride in their home and put additional effort to make their outdoor space 
attractive and welcoming.   

Our Good Neighbour awards celebrate tenants and leaseholders who look 
after others in their community.  The winners and runners up will be 
announced at an evening ceremony in the Mayoral Suite at the Town Hall 
on the 11 November, when they will each be presented with vouchers worth 
up to £100.  If Board members would like to attend, please contact Mark 
Healy. 

The team are experiencing an increased number of anti-social behaviour 
incidents in tenancies which is being dealt with through a balance of support 
and enforcement. Our work in partnership with the Police and CBC  
Neighbourhood teams supports us to deal with issues effectively. 

Four members of staff attended the Chartered Institute of Housing regional 
conference supporting their professional development. 

3.2 Housing Options & Homelessness 
The most common reason for people becoming homeless or requiring 
assistance with housing matters continues to be the ending of an Assured 
Shorthold Tenancy. 

The team are continuing to develop solutions to prevent homelessness such 
as loan arrangements for a deposit on another home and assistance to 
manage debt and arrears.  We are currently developing further initiatives such 
as incentive payments to landlords to extend tenancies or reduce rent levels 
and are currently developing a “bond” which we expect will provide assurance 
for landlords who might otherwise be cautious of accepting a new tenant who 
is homeless or on a low income.  

We held a Landlord Forum organised in partnership with the National 
Landlords Association on 16 October to provide landlords with information 
and news about legislation, services and schemes which are relevant to the 
Colchester property sector and will help them comply with their 
responsibilities.   

The forum, held twice a year, is designed to help landlords make the most of 
their portfolios while ensuring they provide legal and safe homes and are 
aware of support available for them and their tenants.  Presentations include 
The Homes (Fitness for Human Habitation) Act 2018 and Legislative Update. 

3.3 Repairs & Maintenance 
Our gas servicing contractor Mears is prepared for the winter months and 
the predicted increase in demand as boilers are turned on.  Higher levels of 
servicing works are scheduled through the summer months to allow capacity 
for repairs during the winter.  Residents can report faults as usual directly 
through our Customer Service line on 01206 282514 option 2. 
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An external audit has taken place by Gas Safe who certified good process 
and confirmed no gas safety related defects. 

Our electrical supervisors are to be congratulated on passing a recent 
external audit from the National Inspection Council for Electrical Installation 
Contracting (NICEIC) confirming good levels of competency. 

One of our apprentices has completed his apprenticeship with us and has 
been permanently appointed as a Multi-Skilled Painter and Decorator.       

4. BUSINESS IMPROVEMENT
4.1 Finance

The team have started the budget-setting process by meeting with the 
Heads of Service and budget holders to discuss requirements for the 
2020/21 financial year.  The information is collated and there will then be 
sense checking and balancing of budgets before submitting draft proposals 
to CBC in November.   

The budgets will be scrutinised by the Finance and Audit Committee (F&A) 
on the 4th December and approved by Board at the meeting on 9th 
December.  All CBC and CBH budgets are presented to Cabinet in January 
2020 for approval. 

Work has also started on the quarter 2 outturn which will be completed 
towards the end of October and scrutinised by F&A on the 4th November. 

HouseMark benchmarking data has been submitted and the 2018/19 results 
will be presented to CBH managers and board members on 29 October. 

4.2 ICT 
Wi-Fi has now been upgraded in all sheltered schemes, except for Oatfield 
Close which is due to be completed by late October. Terms & Conditions are 
being drafted for use of this service and will be launched for customers from 
November.  

Work has commenced on a Working Smarter Phase 2 plan which focuses on 
upgrading Greenstead Local Housing Office to the same standard as other 
offices and training staff on their devices and the Microsoft 365 suite of 
applications.  Housing Management staff based at Greenstead expressed 
lower satisfaction with ICT than other service areas during the recent staff 
survey, so a targeted approach working with management has been agreed. 

The SharePoint New Experience migration is progressing and drop-in 
sessions have been arranged for staff to discuss any issues.  

4.3 Business Intelligence 
Tenant Liaison Officers have been consulting with tenants on a door-to-door 
basis regarding the Decent Homes Standard and garage developments.  
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A study based on a telephone survey of tenants’ experience of our repairs 
service has allowed us to identify actions related to sending clearer messages 
to our tenants and improving their customer journey. 

We have created a new tenant alterations form which is available on the 
website to make it more informative and quicker for tenants and more efficient 
for the back office. 

4.4 Mercury Theatre 
Phase 1 works to construct the new production block building are now well 
underway with the erection of the structural steel frame completed on 23 
August.  The new concrete floors of the building are now also installed, and 
the external walls are about to start being built. 

The theatre vacated the existing building (with the exception of the workshop 
that will continue to be used) at the end of June, permitting Phase 2 works to 
commence on site on 1 July as programmed.  Initial strip-out works have now 
been completed.  However, whilst it was known that some asbestos based 
materials would have to be removed as part of the strip out works, additional 
asbestos-based materials have been identified within the existing building 
structure that could not have been detected by the survey undertaken at the 
tender stage whilst the theatre was in situ.   These additional materials are in 
the process of being removed in accordance with asbestos regulations so that 
Phase 2 works within the main building can continue. 

The main contractor is in the process of reviewing the sequence of works to 
mitigate any effect that the removal of the additional asbestos material could 
otherwise have on the overall project programme. 

The Design and Construction Management (DCM) team continues to act as 
principal designer and contract administrator on the project and attended a 
meeting with ACE at its London offices along with CBC and the theatre on 12 
September, at which ACE was satisfied that the project had passed its key 
Stage 2 criteria which permits grant funding to now be drawn down. 

4.5 Housing Revenue Account programmed delivery 
Capital Programme 2019/20 
The delivery of the capital is on target to complete by March 2020, 46% of the 
budget is currently committed with 22% paid and complete.  The new 
procurement method of delivering the kitchen programme in smaller batches 
is working well with local contractors winning the work. Savings have been 
realised in both cost and time compared to using a national contractor last 
year.  The bathroom programme is behind schedule with the first tender 
exercise recently completed, with the right contractors the time is expected to 
be made up in the last 6 months of the financial year. 

A recent tenant survey of the new Colchester Standard showed kitchen and 
bathroom replacements as tenants’ top priority.  The survey also highlighted 
that tenants would welcome the replacement times of internal elements to be 
shortened, improving the ‘Quality of Home’ score. 
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Garage Site Development – Site layout plans have now been agreed for 
Buffet Way, Scarfe Way and Hardings Close.  A planning application is now 
being prepared for these sites which is due to be submitted at the end of 
October.   

The tender for these sites will be issued in March 2020, with works expected 
to begin on site in August and to be complete by August 2021. 

The two other garage sites which form part of the Phase 2 developments are 
Holly Road and Cross Cottages, both these sites are in the preliminary stages 
of planning with consultation currently taking place with Residents. 

The DCM team continues to act as principal designer and contract 
administrator on the project for CBC. 

Sheltered Refurbishment Review 
Support has been provided for the tenants of Elfreda House to prepare them 
for moving out of the scheme for the demolition and rebuild to start in early 
2021.  One tenant has already moved with another in process of moving.   

3 resident meetings have been held to maintain good communication, one of 
which was attended by Cllr Mark Cory, Leader of the Council, and Cllr Adam 
Fox, Portfolio Holder for Housing.  Age Concern has also been acting as 
independent advocate, helping tenants plan their moves. 

Design work has started and preliminary meetings with the designated 
planning officer has been held.  A strategic brief and timeline will be presented 
to the Project Board later this month for approval. 

Colchester Amphora Homes - New Build Sites 
Planning permission has been granted for Creffield Road and archaeological 
work is being commissioned in the first instance.  The site will provide 6 flats 
and 2 three-bedroom houses.  2 of the flats will be built for affordable rent and 
managed by CBH on completion. 

Proposals for Military Road have been completed, a planning application 
submitted and the planning committee meet on the 31 October for decision.  
This site will deliver 6 flats and 2 two-bedroom mews houses, all of which will 
be affordable and managed by CBH upon completion.   

Outline planning permission for Mill Road will be presented to the planning 
committee in November/ December before detailed designs can start.  This 
site will deliver a mixture of 350 flats and houses, with just over 100 being 
affordable and managed by CBH on completion. 

The last site CAHL are developing is in St Runwald Street behind the Town 
Hall.  The site will deliver 50-55 flats and the team are currently in the 
preliminary stages, meeting with Historic England to determine the 
archaeological considerations. 30% of the site will be affordable and managed 
by CBH on completion. 
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5. HR & Governance
5.1 HR

DBS Checks 
A detailed report was considered by the management team on whether to 
request consent-based DBS checks for some roles within CBH (no role within 
CBH is eligible for a standard or enhanced check). External legal advice was 
also sought which advised that CBH was potentially exposing itself to more 
risk by carrying out basic DBS checks, versus the perceived risk mitigation of 
carrying out those checks.  

The risk of carrying out these checks are of breaching data protection, risk of 
litigation from action arising from retracting a verbal offer of employment or 
dismissing a current member of staff and discrimination claims from staff 
subject to DBS checks.  In summary, the legal advice noted that carrying out 
unnecessary DBS checks will risk alienating staff and the possession of that 
data being contrary to the data protection principles. 

There are a small number of defined positions where details of all convictions 
and cautions may be taken into account. Where positions/occupations are 
covered by the Rehabilitation of Offenders Act 1974 (Exceptions) Order 1975, 
but are not subject to a disclosure by the DBS, the employer is entitled to ask 
about and receive information about all spent and unspent convictions and 
cautions. The role of Head of Finance (Chartered Accountant) would fall 
under this definition and therefore as part of the recruitment for this post, we 
will ask for the disclosure of the above information. 

Staff Survey 
An interim staff survey was carried out in August and had an 80% response 
rate. 16 questions were asked which formed key parts of the People, 
Leadership, Community, Customer and Technology Plans. The highest 
scoring question was “CBH genuinely cares about its customers and 
communities” closely followed by Management Support, Empowerment and 
Autonomy and Recommend CBH as an Employer.   

Questions around tools and processes such as technology, developing 
leaders and appraisals scored much lower, indicating that these key factors 
are standing in the way of an employee reaching their full productivity. 

The leadership team will be discussing the results in detail at its next meeting 
and agreeing actions to address these concerns. 

Senior Management Recruitment 
Mark Wicks has been appointed as the new Head of Asset Management. We 
are currently recruiting for the Head of Finance role, with interviews 
anticipated for early November. 

Health & Wellbeing 
CBH marked World Mental Health Day on 10 October by holding “tea and 
talk” events at its three main sites. A suite of mental health related e-learning 
training has also been made available to all staff. 
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13 staff from the Housing Options team have taken up supervisions with an 
external counsellor during quarter 2. 

Reward & Benefits 
A new platform with Computershare which will be CBH-branded and easier to 
navigate will be relaunched to staff before Christmas. 

Travel Survey 
A survey will be circulated imminently to all staff to explore how we can help 
staff to use more sustainable travel methods. 

Total Reward Statements 
Total Reward Statements have been sent out to all staff for the 2018/19 
financial year. 

Policies 
A number of key HR policies have been reviewed, including amalgamating 
maternity, paternity, shared parental and parental leave policies into one new 
Family Leave Policy. 

5.2 Data Protection 

69% of staff have completed the latest Data Protection e-learning course and 
work will continue to increase this figure.  

September Requests:- 
• 4 Freedom of Information (FOI) requests regarding homelessness data

and arrears and evictions data.
• 1 Subject Access Request (SAR).
• 5 Police Requests – 4 National Crime Agency requests for Information and

1 Proof of Life Request.

New data breach reporting procedures were agreed. 

One data breach occurred on 30 September which involved a gas servicing 
letter being hand delivered to an incorrect address. It did not require reporting 
to the Information Commissioners Office. 

2 Privacy Impact Assessments were completed in September. 

Looking forward 
CBH will move towards the CBC approach to Privacy Notices: A ‘main’ Notice 
will be supplemented by key service area supplementary Notices. This saves 
time and avoids having multiple 20-page documents.  

5.3 Equality and Safeguarding 

65% of staff have completed the Equality & Diversity e-learning course since 
its introduction in July and face-to-face induction courses have continued to 
be provided for new staff.    
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Two Equality Impact Assessments (EQIA) have been completed during 
September.  

There were 5 formal safeguarding referrals to Essex Social Care in 
September. 

The Equality & Safeguarding Annual Report was presented to Board in 
September and the revised Safeguarding Policy was formally agreed.  

Looking forward: 

• Modern Slavery training will be provided to front line staff who have face-
to-face customer contact by Chief Inspector Rob Huddleston (District
Commander for Colchester) in October and November.

• Modern Slavery e-learning module will be rolled out to all staff in October.
• PREVENT e-learning training will be rolled out to front line staff only in

November/ December.
• The “Make a Stand” Domestic Abuse Working Group met in early October

and was made up of representatives across CBH services.
• CBH is hosted the Essex Faith Covenant Steering Group on 7 October.

5.4 Governance 

Board Recruitment 
• Since Dirk Paterson’s appointment as Chair of the Board, he has attended

a number of meetings and inductions briefings with staff.
• Karen Smout was appointed an Independent Board member and will

officially join the Board on 25 October.
• Lorna Preece and Paula Goddard will join the Board as Resident Board

Members from 24 October, subject to approval at the AGM.

Board Away Day 
A Board Away Day date has been diarised for Monday 16 December 2019. 

Governance Officer Recruitment 
Joanne Paget will be joining CBH on 28 October as the new Governance 
Officer. Joanne is currently working in a very similar role within a Housing 
Association.  

ALMO Board Chair & Board Members Seminar 
Dirk Paterson, Julie Parker and Karen Smout will be attending this year’s 
annual seminar organised by the NFA on 27 November in London where the 
focus is on “Ready for Regulation”. 

6. Appendices
6.1 The following documents are appended to this report: 

• Appendix 1 – NFA September Policy update
• Appendix 2 -  Consumer Regulation slides
• Appendix 3 – Project Aurora progress report
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MHCLG has published an Impact Evaluation 
into the Rough Sleeping Initiative 2018. 

Richard Blakeway has assumed his role as 
the Housing Ombudsman. You can sign up 
to newsletters from the Ombudsman here. 
The NFA and ARCH are meeting with 
Richard Blakeway on 9th October.   

Research 

Citizens Advice has published research on 
the current benefit system, Achieving 
Income Security for All.  

CIH has published its report on Rethinking 
Allocations.  

LB Southwark with the Smith Institute has 
published Safe as Houses 3: Have 
government reforms to UC reduced the rent 
arrears of Southwark’s tenants? 

The Trussell Trust has published a report 
#5weekstoolong, why we need to end the 
wait for UC.  

The New Economics Foundation has 
published research on the sale of public 
land and social housing.  

NHF have published research on the 
number of people waiting for a suitable 
home.  

Action on Empty Homes has published its 
Annual Report, Empty Homes in England 
2019. 

Women’s Aid have published the third year 
findings from the No Women Turned Away 
project, Nowhere to Turn 2019.  

The Equality & Human Rights Commission 
has published on the impact of the revised 
planning definition on assessing 
accommodation needs for gypsy and 
traveler sites.  

The Institute of Civil Engineers (ICE) has 
published a State of the Nation report 
Connecting Infrastructure with Housing.  

Give us a Chance has now rebranded as 
Communities that Work.  

Consultations 
MHCLG launched a consultation on 
Sprinklers and other fire safety measures 
in new high-rise blocks of flats. Deadline 
28th November.   

UC and HB 

The NFA attended a workshop with DWP 
looking at managing consent under 
Universal Credit. This is one strand under 
the DWP’s improvement programme. We 
also attended the Strategic Social 
Landlords Group. 

The Labour Party have voted to include 
the abolition of Universal Credit in its 
next election manifesto. 

Statistics 
MHCLG has published Statutory 
Homelessness figures for quarter 1 
(2019) 

MHCLG has published Right to Buy 
statistics (April-June 2019) 

DWP has published Universal Credit 
statistics (29th April – 8th August). 

DWP has published HB speed of 
processing statistics (quarter 4) 

DWP has published Benefit Cap statistics 
(May 2019).   

 

Government News 

The Supreme Court ruled the 
proroguing of Parliament illegal and 
it returned to continue business on 
the 25th September.  

Thérèse Coffey was made the new 
Secretary of State for Work & 
Pensions following the resignation 
of Amber Rudd, and the NFA and 
ARCH has written to her with the 
findings of the UC report to request 
a meeting. Eamon McGoldrick will 
be meeting with Will Quince, DWP 
Minister, at the beginning of 
October. 

The Chancellor announced the 
Spending Round 2019/2020 – 
2020/2021 which was heralded as 
an end to austerity with real terms 
increases to revenue funding, 
including to MHCLG, the Building 
Safety Programme and 
homelessness funding.    

HCLG Committee took evidence on 
the long-term delivery of social and 
affordable rented housing. The 
transcript is available here.  

The Government has appointed 
Nicole Jacobs as the UK’s first 
Domestic Abuse Commissioner, with 
a remit to “lead on driving 
improvements on the response to 
domestic abuse in the UK, 
championing victims and making 
recommendations on what more 
should be done to better protect 
victims and bring more offenders to 
justice.” 
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Housing Day 

Housing Day is on the 
8th October. The theme 
this year is Celebrating 
the Best of Community 
Investment.  

Election Manifesto 

The NFA is currently 
preparing an Election 
Manifesto which covers 
the key policy asks on 
Supply, Standards and 
Stigma. We will 
circulate once this is 
finalised.  

Ready for Regulation 
Board Members Event 

We are taking bookings 
for the Board Members 
event on the 27th 
November. The 
booking form can be 
downloaded here. 
Sessions include 
Regulation, Housing 
Management, the 
Tenant Relationship 
with the Board, 
Compliance and 
Governance Structures. 
Confirmed speakers 
include the Social 
Housing Regulator, 
Steve Douglas and 
Jenny Osbourne.  

Chief Officers 
Conference (5th and 6th 
December) 

Bookings will be taken 
for this from Friday 4th 
October through 
HouseMark.  

NFA Update 
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Minutes of the Business Development Panel 

Held at 5pm on Wednesday 25th September 2019 
In Room 1, Rowan House 

Present: In Attendance: 
Cllr Nigel Chapman (NC) Chair Karen Loweman (KL) 
Gareth Mitchell (GM) Matt Armstrong (MA) 
Glenn Houchell (GH) Lee Spalding (LS) 

Sarah Jones (SJ) Minutes 

1. Apologies for absence

1.1 Apologies were received from Dirk Paterson and Lesley Scott-Boutell. 
Michael Campbell and Geoff Foster were not in attendance. The meeting was 
declared quorate.  

2. Minutes of the meeting held on 18th June 2019 and Matters Arising

2.1 The minutes of the previous meeting held on 18th June were approved and 
signed by the Chair. 

2.2 It was agreed that meeting actions are to be organised together for ease of 
reference. GM confirmed that actions are subject to discussions around 
business development numbers and a revised five-year plan is to be 
submitted to the F&A committee, which will be reviewed and given to Board. 

3. Business Development Panel – Terms of Reference

3.1 MA discussed the previous actions with the panel. 

It was agreed by NC that the ability of the Panel to co-opt members would 
remain in the terms of reference (item 3.1).  

3.2 The Panel considered the scenarios in which a member would need to 
telephone into a meeting, and it was agreed that this is a sensible idea but 
would need controls from the Chair should this option be required. 
GM raised concerns around the signal strength at Rowan House and quality 
of calls, new conference equipment may need to be installed if this should 
become second practice  

ACTION: A recommendation to Board to consider common practice where 
Members can telephone into Board meetings and Sub-Committee meetings, 
with the Chair having suitable controls. 

3.3 It was agreed that the Chair of the board may be permitted to be a member of 
the Panel; however, they may not be permitted to be the Chair of the panel. 
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3.4 A final version of the Terms of Reference without track changes is to go to 
the Board at their next meeting. 

ACTION: A final version of the Business Development Panel’s Terms of 
Reference, without track changes, is to go to the Board for their next meeting. 
GM confirmed that the discussion from the four actions is to be agreed by 
Dirk Paterson and if there are no discussions to be raised, this can be 
submitted via email to the Board 

3.5 NC confirmed that a Vice-Chair is to be appointed to the Panel. 

AGENDA ITEM: Appointment of Vice-Chair for Business Development Panel 

4. Current Project Pipeline

4.1 LS explained that the Trading report issued is an overview up until the end of 
August and details the trading analysis, provided in Appendix 1 of the report.  

Appendix 1 lists all confirmed projects (to date) that are either in progress or 
have been completed within the current FY.  It also lists projects for which fee 
bids have been prepared, but works have not yet been instructed. 
LS explained that Appendix 1 also includes a forecast of fees to be invoiced 
throughout the FY, and as of August, the forecast will also include the actual 
amount of fee invoiced within a particular month compared against the 
forecast figure.  Figures will continue to be updated for future Panel 
meetings. 

LS explained that invoicing amounts and dates will often differ to the forecast 
because of variations in project programme and Client requirements. 

4.3 GH raised concern around how much we rely on the Council for projects and 
questioned how sustainable that source of income is. LS explained that whilst 
this is a risk, there are always a confirmed number of projects year on year 
that are funded via the delegated budgets given to the Design and 
Construction Management (DCM) Team to manage on behalf of the Council.  
There are also future phases of social housing building and sheltered 
housing review works that the Council has recently committed to that CBH 
will be commissioned to deliver, as well as capital projects that currently are 
unknown to CBH, but that CBH is likely to be involved with if it continues to 
be the Council’s preferred technical building resource. 

4.4 MA emphasised the importance of building good working relationships with 
Amphora and maintaining a good relationship with the Council. CBH needs to 
remain competitive and ensure that the delivery of agreed works is done 
correctly and successfully. Maintaining good delivery and a good reputation.  

MA confirmed that this risk is cover by the risk register under reputational risk 
and operational risk. 
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GM highlighted the importance of having a transparent agreement with the 
Council regarding the terms of our funding arrangements.  

4.5 NC confirmed that overall the Panel are satisfied with the report provided. 
The information, layout and language are what is desired in future. 

5. Financial Performance

5.1 MA explained in detail the figures contained within the Trading Report. 

5.2 MA explained what had been taken out of the income figures to arrive at the 
forecast income at the end if the FY. Costs, such as external specialist 
consultants for example. This particular cost has gone up because of 
vacancies within the DCM team. Although savings are made with salaries, 
external consultant costs are higher.  

5.3 GH questioned if the vacancies are going to be filled. MA discussed the 
current market difficulties and the current structure at CBH within LS’s team. 
The team will benefit more from experienced surveyors and regraded posts 
have gone out for recruitment. 

5.4 LS is looking to review the current fee structure that the DCM Team has with 
the Council as this has not been reviewed since it was agreed in 2016. As a 
result DCM fees are very low when compared to the Private Sector and LS is 
hopeful that there is scope to review these whilst remaining competitive. 

5.5 GH queried whether the final income figure forecast was a realistic estimate. 
MA explained that if there are further external costs incurred due to DCM 
failing to recruit its vacant posts then the forecast figure will reduce further. 
GM confirmed that there is also a deficit to be covered by fees earned by the 
DCM Team, this deficit being inherited by CBH as part of the transfer of LS 
and his Team from CBC in 2014. Generally it was agreed that overall 
Appendix 1 was a good estimate of the likely fee income for FY 19/20. 

5.6 LS explained that while trying to recruit for two senior posts, external 
consultants are necessary but there’s a danger that the Council could go 
direct to an external company if costs become too high. The priority is to 
maintain the balance of competitive fees and ensuring skills are covered until 
the positions are filled. 

5.7 NC confirmed that the second report regarding fees and costings was exactly 
what the Panel are after. GH questioned how much scrutiny would be 
required from F&A Committee as all discussions have already been raised at 
Business Development Panel. 

NC confirmed that it would be useful for the Committee to have copies of the 
reports and if appropriate the Panel can input their insight for F&A. Feedback 
to F&A can also be through the minutes of Business Development Panel, 
which allows F&A to have an overview without in-depth scrutiny. 

146



5.8 

ACTION: Provide Finance and Audit Committee with a copy of reports along 
with comments from Business Development Panel 

LS confirmed that there has been an analysis of actual hours spent against 
hours predicted to be spent on the delivery of projects that have been 100% 
completed and invoiced within this financial year. This analysis shows that 
whilst the majority of projects have been delivered within the predicted hours, 
the margin on smaller projects tends to be less as they still largely require the 
same amount of paperwork and administration as larger projects, however, 
the percentage fee that can be claimed is lower . Future completed projects 
will be added to the analysis so future margins can be more predictable. 

6. Future Commissions

6.1 LS advised that by the time of the next meeting the Elfreda House project will 
hopefully be able to be added to the “Confirmed” table within Appendix 1 and 
a recent fee bid completed for a project at Trinity Church will be added to the 
“To Be Confirmed” table. 

7. Any Other Business

ACTION: It was agreed that MA will contact NC in mid Oct to confirm if the
next meeting should be moved to February as a meeting in November seems
too soon.

ACTION: The meeting in February is to be rescheduled to May as early April
is too close to year end.

Close 
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Business Development Panel 
Terms of Reference 

Author:  Matt Armstrong, Director of Business Improvement 

2.1 

October 2019 
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Glossary 

The Board of 
Colchester 
Borough 
Homes 

The Board of company directors for Colchester Borough 
Homes. Responsible for establishing policies for 
corporate management, oversight and making decisions 
on major company issues. 

Business 
Development 
Panel 

See Section 1: Statement of Purpose. 

Finance & 
Audit 
Committee 

Provides an independent and high-level focus on the 
audit, assurance and risk reporting arrangements that 
underpin good governance and financial standards. 

Management 
Agreement 

A document agreed by CBH and Colchester Borough 
Council to oversee commercial vitality of the Council and 
CBH and to set out how the social needs of the area will 
be addressed. 

Trading 
Protocol 

A document agreed by CBH and Colchester Borough 
Council and setting out how CBH may agree and engage 
in commercial opportunities, within the framework of the 
Colchester Borough Homes Management Agreement. 

149



Contents 

1. Statement of purpose 18 

2. Responsibilities of the Panel 18 

2.1 Monitoring and scrutiny 18 

2.2 Risk Assessment 18 

2.3 Progress of Trading Initiatives and Project Delivery 19 

2.4 Advisory Role 19 

2.5 General Responsibilities 19 

3. Panel Arrangements 19 

3.1 Membership 19 

3.2 Chair 19 

3.3 Meetings 20 

3.4 Quorum 20 

3.5 Monitoring 20 

4. Authority 20 

5. Consultation 21 

6. References 21 

7. Related documents 21 

Document control sheet 22 

150



1. Statement of purpose

The Business Development Panel was established to support the Board by 
overseeing the commissioning and delivery of projects principally with the 
Council and its subsidiaries which help the Council to achieve its strategic 
objectives and the Company to generate new funds to be used in support of 
core services. The Panel has an important role in maximising the success of 
these commercial activities and reducing the risk of them undermining the 
core work of the Company. This Panel supersedes that which was the 
Business Opportunities Panel.  

Commissions from the Council and its subsidiaries are governed by the 
Company’s Management Agreement.  Other commissions from external 
organisations are governed by the provisions in the CBH Trading Protocol. 

The purpose of the Panel is: 

(a) To oversee and review the pipeline of project commissions from the
Council and its subsidiaries.

(b) To monitor both project and financial performance in line with the
Business Development Plan.

(c) To authorise commissions from external organisations as appropriate in
line with the provisions of the CBH e Trading Protocol.

(d) To consider new business development opportunities arising from the
implementation of the Business Development Plan as discrete items of
business and the implications arising for the business as a whole.

2. Responsibilities of the Panel

2.1 Monitoring and scrutiny 

(a) Assess and evaluate the resources required to deliver projects for the
Council and its subsidiaries and other client organisations and assess
the viability of new business initiatives.

(b) Evaluate new business opportunities in accordance with the Colchester
Borough Homes Trading Strategy evaluation matrix where appropriate.

2.2 Risk Assessment 

(a) Consider the general, operational, reputational and financial risks of
each project or opportunity.

(b) Review financial parameters to help inform fee levels for future projects.

(c) Monitor project delivery.
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2.3 Progress of Trading Initiatives and Project Delivery 

(a) The Panel will review project delivery to help inform decision making on
future projects or opportunities.

2.4 Advisory Role 

(a) To make recommendations, as deemed appropriate, to Board regarding
the resourcing of projects for the Council and its subsidiaries and new
business opportunities, including highlighting potential risks and the
mitigation of these risks.

(b) 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 projects or opportunities and the effect
they have on CBH.

(c) Oversight of the business relationships with the Council and its
subsidiaries and other client organisations.

(d) Consider appropriateness of commissions to the Company.

2.5 General Responsibilities 

(a) To maintain a work programme that is reviewed annually.

3. Panel Arrangements

3.1 Membership 

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. 

Additional members of the Panel may be added as required, which may 
include executive members from CBH or 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. 

Membership of the Panel will ensure that Executive and appointed Board 
Members will always be in the majority on the panel. 

Panel members will abide by the Board Member Code of Conduct and Staff 
Code of Conduct as appropriate. 

Committee members will abide by the Board Member Code of Conduct. 

3.2 Chair 

The Chair of the Panel shall be appointed by the Board.  The Chair of 
the Board may be permitted to be a member of the Panel; however, they may 
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not be permitted to be the Chair of the panel. The Chair of the Panel will also 
have the relevant skills required.  

A Vice Chair (also a member of the Board) is to be appointed by members of 
the Panel. 

3.3 Meetings 

The Panel shall meet at least quarterly, or as deemed necessary by the Chair. 

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. 

3.4 Quorum 

The quorum for meetings shall be two members, including the Chair or Vice 
Chair. 

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. 

3.5 Monitoring 

The minutes of each Panel meeting will be reported to the Board at the next 
available meeting. 

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. 

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. 

The Chair of the Panel will present an annual report on the Panel’s activity to 
the Finance & Audit Committee. 

4. Authority

The Panel is established by the Board under Article 23(1) of the CBH Articles 
of Association. 
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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. 

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. 

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.  

5. Consultation

These Terms of Reference have been examined by the Directors 
Management Team, Business Development Panel and the Board. 

6. References

7. Related documents

The Memorandum & Articles of Association for Colchester Borough Homes 

Code of Governance 

Scheme of Delegation 

Operational Scheme of Delegation 

The Value for Money & Technology Plan 2018-22   

Trading Protocol  
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Document control sheet 

Title: Business Development Panel Terms of Reference 

Electronic File 
Name & location: 

T:\Business Services\Business Support\Admin\Board 
and Governance\Board\Terms of Reference\Word 
versions\CBH Business Opportunities Panel Terms 
of Reference June 2018.docx 

Consultation with 
stakeholders: 

Business Opportunities Panel – February 2018 
Board and DMT – February 2018 
Board – April 2018 
Finance & Audit Committee – August 2019 
Board- September 2019 
Business Development Panel – September 2019 

Approved: CBH Board, October 2019 

Next Review date: October 2020. 

Circulation 
method: 

Email and Office 365 

Equality Impact 
Assessment: 

N/A. 

Document amendment history 

Version Type Date Notes 

2.0 Full 
redraft 

June 
2018 

Minor revisions and set within the CBH 
corporate document format. 

2.1 Major 
amends 

July 
2019 

Panel name change from Business 
Opportunities to Business Development. 
Major changes to Purpose and 
Responsibilities. 
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2018-19 Board Forward Plan 

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. 
Items highlighted in green are the reviews of specific Strategic Plan Delivery Plans. 

Items highlighted in blue are for the Appointments & Remuneration Committee. 

Date Item Committee Presenting 

9 Dec ‘19 A&R Committee 
Retirement Policy 

A&R HoH&G 

9 Dec ‘19 Capital Investment Programme 2020-2025 n/a DoBI 

Medium Term Delivery Plan Q2 questions n/a DoBI 

Strategic Plan Assurance Report Q2 n/a CEO 

VFM, Tech & Investment Plan Review – 
FOR DECISION n/a DoBI 

Finance Assurance Report - FOR 
DECISION F&A DoBI 

Strategic Risk Register Review – FOR 
DECISION F&A DoBI 

Resident insight & engagement strategy – 
FOR DECISION n/a HoH 

Report on Outcomes from Mental Health 
support work secondment – FOR 
INFORMATION 

n/a DoO 

Health & Safety Report n/a HoR&M 

Chief Executive’s Report n/a CEO 

Finance Assurance Report Confidential BOP DoBI 

27 Feb ‘20 CBH Budget 2020/21 report FOR 
DECISION F&A DoBI 

Housing Investment Programme 2020/21 
FOR DECISION n/a DoBI 

Medium Term Delivery Plan Review - FOR 
DECISION n/a SDM 

5 Year Business Plan - FOR DECISION F&A DoBI 

Medium Term Delivery Plan Q3 questions n/a DoBI 
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Date Item Committee Presenting 

Strategic Plan Assurance Report Q3 n/a CEO 

Community Plan Review - FOR DECISION n/a DoO 

Finance Assurance Report F&A DoBI 

Strategic Risk Register Review – FOR 
DECISION F&A DoBI 

Health & Safety Report n/a HoR&M 

Chief Executive’s Report n/a CEO 

Finance Assurance Report Confidential BOP DoBI 

Items to add once ready: 
• CBH 2020 Pay Award
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