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Colchester Borough Homes is a company set up
by Colchester Borough Council in 2003.

We are an award-winning organisation providing
management and maintenance services to around
7,000 residential, commercial and public buildings,
including the Council’s housing stock and its
corporate buildings.

We aim to be the trusted choice for local housing,
property and community services.

We provide the following services:

• Buildings maintenance, refurbishment
and repairs

• Tenancy management and lettings

• Community engagement and support

• Housing options, homelessness and
advice service

• Asset management

• Facilities management

• Health and Safety

• Construction projects

• Energy efficiency.

We are an ambitious organisation focused on
delivering great value services that make a difference
in the local community. We work closely with the
Council developing Colchester as a better place to
live, work and enjoy.

We support a number of local organisations who
help us to deliver a range of services. These include:
Citizens’ Advice, Colchester Night Shelter, Beacon
House, Open Road and Colchester Credit Union.

About us
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A better
place to
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Gareth Mitchell - Chief Executive
As we look back on the 2018/19 financial
year, it is extremely encouraging to reflect
on the organisation’s achievements and the
significant contribution we have made to our
local community over the past twelve months.
At the same time 2018/19 has not been without
its challenges for both the company and our
customers, and we remain committed to learning
and improving the way we do things.

What has been particularly impressive is the way
the organisation has adjusted and adapted to an
ever-changing landscape. On the first anniversary
of the introduction of the Homelessness Reduction
Act legislation, we can already see the success of
the significant changes made to the way we work
with customers in this part of the organisation. The
development of Personal Housing Plans and the
additional support to help homeless households
access accommodation has made a real difference
to people’s lives.

The creation of our Rough Sleeper Outreach Team
and the work they do to reduce rough sleeping, fire
safety improvements across all our properties and
our financial inclusion work are further testament to
our teams’ positive impact in the local community
despite a challenging climate.

This progress, along with many other examples
across the company, is only made possible by the
hard work and dedication of our staff. I would like
to take this opportunity to express my sincere
appreciation to our people for their passion and
commitment to delivering great value services
that make a difference.
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We look forward to the
coming year with a sense of
optimism, working towards
our strategic goals with a
continued focus on keeping
residents at the heart of
everything we do.
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Anne Grahamslaw
- Chair of the Board
Over the past year the organisation has done
some great work to build on its performance and
provide an efficient service for all.

Our Resident Panel has really helped customers have
a voice in directly shaping our services. Their input
with projects such as the new Repairs Handbook
and the way we deal with Anti-Social Behaviour has
proved invaluable.

New performance management arrangements and
the Board Effectiveness Review have also helped us
to build on our strengths while also challenging us
to improve in key areas as we continually assess the
effectiveness of our work.

As my time as Chair
of the Board comes
to an end, I’d like to
extend my thanks
to my fellow Board
Members for their
support over the
past six years and to
Colchester Borough
Council for their
partnership and
commitment to the
important services we deliver. I am pleased that I
will be handing the baton to the new Chair with the
organisation in a positive position to continue making
a difference in the local community.

Foreword
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I’d like to extend my
thanks to my fellow Board
Members for their support
over the past six years
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Our Customers

Fun at a sheltered
scheme tea party

We understand the wide range of customers
who we deliver services to, and the
importance of delivering services that are
appropriate and meet the needs of the
individual customer.

All our staff are regularly trained and given the
skills to develop to develop understanding and
trust with our customers.

We measure customer satisfaction across a
range of services, and are continuously making
improvements as a result of the feedback.

We have used technology to help us improve
our response to enquiries, developing our call
handling service and have updated our website.

Our resident survey (STAR)
completed in 2018 shows
83% of tenants are satisfied
with CBH as a landlord
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To better understand how our services impact on
customers, we reviewed our enquiries procedure. It
is now much more accessible and this helps us
to listen and act on the views of our customers
more effectively.

Our Resident Insight and Engagement Officer
develops a range of exciting activities and events
for tenants and leaseholders. These events give us
the opportunity to listen to and understand our
customers and communities.

Several health & wellbeing events have also
been held in our sheltered housing schemes. These
events aim to decrease social isolation and promote
healthy living.

Our Chief Executive hosted an event called “Your
Views, Our Future” which gave residents a direct
opportunity to give feedback in relation to CBH
services at the highest level. It showed that their
concerns were valued and taken seriously.

Resident Board Member Michael
Campbell with Former Housing

Minister Kit Malthouse MP

Our overall satisfaction at the
end of the year was 92%
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Our Board have developed a Residents Panel,
chaired by Resident Board member Michael
Campbell. The aim was to bring residents and Board
members together to discuss service delivery and
help develop policies.

We were pleased to be shortlisted for the National
Federation of ALMOs photography competition,
which explored the concept of local pride, and
that social housing can be a life-enhancing choice;
enabling ALMO tenants to speak and be heard.

Understanding
our customers
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The service provided
support and advice to 7,992
households online and 1,345

households in person.
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An important part of the work we do is
providing housing and homelessness services
and administrating the housing register.

Following changes to homelessness legislation in
April 2018 as a result of the Homelessness Reduction
Act, significant changes were made to our ways
of working. We developed Personal Housing Plans
and supported homeless households to
find accommodation.

Over the course of the year 7,992 people accessed
our improved housing options online service to
complete an assessment and 1,345 went on to have
a face to face appointment for an initial assessment.
There is high demand for affordable rented homes in
Colchester. At the end of the year there were 3,298
active applicants on the housing register.

Our partnerships to support those who are rough
sleeping are well developed and we have secured
additional funding from the government to support
this vulnerable group. This year we have extended
our outreach team and provided emergency
accommodation from October 2018 through to
March 2019.

We are also utilising more dynamic ways to increase
the amount of accommodation
available for people on
the housing register. One
aspect of this is to encourage
more local landlords to rent
properties to those who need
affordable rented homes,
through an incentive scheme
called ‘HomeStep’. This has
been the subject of a marketing
campaign launched to boost its
profile with local landlords.

Housing Solutions
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Harrison Court sheltered housing scheme has been
improved to help make the accommodation there
more accessible. A ground source heat pump has
also been installed to reduce carbon emissions and
deliver a low-cost heating solution for residents.

Following consultation with residents, including valuable
input from the Residents’ Panel, our new repairs
handbook helps residents to identify and order repairs.

Fire risk assessments were completed across all blocks.
A programme of resident engagement and education
was undertaken, where residents were informed
of fire risks and steps were taken to further improve
fire safety.

We were proud recipients of a Masternaut Silver
Award for the sustainability of our fleet management.

We were also pleased to be nominated at the National
Energy Awards 2018.

Repairing and
Improving Homes
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166 kitchens, 52 bathrooms,
103wet rooms, 152 heating
systems and 170 new boilers
were installed in our properties.

Properties in the Dutch
Quarter underwent a scheme
of regeneration with new
doors and windows fitted.

Over the past year:
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Recognising people who
go the extra mile to help
their communities.
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Housing
Management
We have worked closely with the Department
of Work and Pensions to help tenants through
the transition to Universal Credit.

As part of our commitment to tackling domestic
abuse, the organisation signed the Chartered
Institute of Housing ‘Make a Stand’ Domestic
Abuse pledge.

We held a series of six ‘Make a Difference’ (M.A.D)
day events to engage with residents in their local
communities alongside partnership agencies. This
enabled us to directly offer information, support
and promote our services.

The occupation of our homes has improved, with
more people moving to smaller homes and sheltered
housing. This has freed up a significant number of
much needed family homes.

The team have successfully dealt with nuisance and
Anti-Social Behaviour in the neighbourhoods that
we manage.
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We are a key partner of the Town Centre
Multi-Agency Team (TCAP).

Our staff have attended training to help them deal
with complex issues such as Anti-Social Behaviour
and Domestic Abuse.

It is important for us to recognise the people who go
the extra mile to help their communities. Whether
it’s through helping others, encouraging wildlife or
creating a beautiful display in their garden, CBH has
two awards ceremonies for Best Gardens and Good
Neighbours, which celebrate these special tenants
and leaseholders.

Our team has been bolstered by several new
apprentices and a graduate trainee who have joined
the team, working hard whilst on their way to
completing relevant professional qualifications.

410
homes were let over the
year, including 68 sheltered
housing re-lets.

Homes were
made ready for
reletting in an
average of

27
days
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Design and Construction
management
Our Design and Construction Management
team have been busy working on a number of
improvement projects. This includes work on the
ground and feasibility work for projects that will
take place in the 2018/19 financial year.

These include:

The Mercury Rising project – currently on site and
on track to hit its delivery date.

Leisure World Sports Hall – including re-covering
the existing roof.

St. John’s and St. Mary’s multi-storey car parks –
resurfacing and structural repairs

Refurbishment of Colchester Town Hall –
redevelopment and decoration of the Group Rooms,

which involved relocating the Members’ Room,
and the former Law Library. The works include new
lighting, electrical alterations, carpets, furniture
and redecoration.

Heritage Highlighted phase two – carrying out
a feasibility study for lighting up further historic
town assets.

The team are also working on the concept
designs for the following projects:

• The development of sites around Colchester to
provide new affordable homes.

• The redevelopment of our sheltered scheme,
Elfreda House. Extending our commitment to
modern homes to support independent living.

Leisure
World

mercury
theatre
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Heritage Highlighted
project

Refurbishment of
the Town Hall
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Every single tenancy with
a gas supply has an annual
gas service and this year
we maintained our 100%
completion record.
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Ensuring safety
and compliance
It’s vital that the homes that we manage
and the services we deliver comply with
relevant legislation and regulations. We work
hard to ensure that the organisation meets
these standards.

Part of this work is to ensure that our staff are well
trained and that contractors who deliver services
on our behalf hold the relevant certification.

Every single tenancy with a gas supply has an
annual gas service and this year we maintained
our 100% completion record.

During 2018/19 we appointed a dedicated
Data Protection Co-ordinator to ensure that our
organisational procedures and staff comply with
the new General Data Protection Regulation
(GDPR) Legislation.

We are audited regularly to comply with National
standard OHSAS 18001 which provides a framework
to identify, control and decrease the risks associated
with health and safety within the workplace.

The blocks of flats, sheltered housing schemes
and corporate buildings we manage are regularly
inspected to ensure they meet fire safety standards.

All of our front-line housing staff have attended
safeguarding training, supporting them to make
relevant referrals to social care if they identify a
concern for the welfare of an adult or child.
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Our Performance
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2017/18 2018/19
%ASB cases not re-opened within 90 days 98 98

Homelessness acceptances % (new) – 15.5

Number of households in B&B 7 9

Average days to re-let general needs properties 25 27

% underoccupied council homes 21 21

Average days to complete a repair 6 7

% tenancies with valid gas certificate 100 100

% of customers satisfied with repairs (CBH repairs) 99 98

Average cost of repairing homes (include empty properties) 526 530

% phone calls which resolve the query on first contact 94 94

The average wait time to respond to calls 21 21

% stage one complaints upheld 40 36

% rent collected 99 99

% leasehold service charge collected 99 99

% of corporate buildings with a completed condition survey 100 100
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Company Accounts
INCOME and EXPENDITURE
ACCOUNT 2018/19

(£) Before
pension
adjustment

(£) After
pension
adjustment

Turnover 14,300,000 14,300,000

Staff cost 6,748,000 8,147,000

Other cost 7,786,000 7,786,000

Operating cost 14,534,000 15,933,000

Operating surplus (deficit) (234,000) (1,633,000)

Tax and interest adjustments 10,000 (200,000)

Surplus (deficit) for the year (224,000) (1,833,000)

BALANCE SHEET

Assets 1,538,000 1,538,000

Debtors 1,363,000 1,363,000

Cash 2,901,000 2,901,000

LIABILITIES

Creditors 1,696,000 1,696,000

Net current assets 1,205,000 1,205,000

Provisions 193,000 193,000

FRS102 pension adjustments 0 8,665,000

Net assets (liabilities) 1,012,000 (7,653,000)

Reserves 1,012,000

Operating costs before
pension adjustment

Capital investment, repairs and maintenance 9,117,000

Housing management 2,377,000

Services for older people 539,000

Business support and overheads 1,331,000

Premises 258,000

Support services from Colchester Borough Council 324,000

TOTAL OPERATING COSTS 13,946,000
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2018/19 - OPERATING COSTS
BEFORE PENSION ADJUSTMENT

CAPITAL INVESTMENT, £9,117,000
REPAIRS AND MAINTENANCE

HOUSING MANAGEMENT £2,377,000

SERVICES FOR OLDER PEOPLE £539,000

BUSINESS SUPPORT ANDOVERHEADS £1,331,000

PREMISES £258,000

SUPPORT SERVICES FROM £324,000
COLCHESTER BOROUGH COUNCIL

TOTAL OPERATING COSTS

£13,946,000
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Board and Directors
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Anne Grahamslaw
Chair, Independent

Nigel Chapman
Vice Chair, Council

Glenn Houchell
Independent

Phil Coleman
Council

Geoff Foster
Leaseholder

Cyril Liddy
Council

Michael Campbell
Tenant

Julie Parker
Independent

Gareth Mitchell
Executive

Board (As of 31 March 2019)
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Michala Carey
Tenant (term ended
November 2018)

Alan Blois
Tenant (term ended
June 2018)

Mike Hogg
Council (term ended
June 2018)

Also served:

Gareth Mitchell
Chief Executive

Karen Loweman
Director of Housing

Matt Armstrong
Interim Director of
Property services

Directors:
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Contact us
Email: info@cbhomes.org.uk

Colchester Borough Homes

First Floor Rowan House

Sheepen Road

Colchester

CO3 3WG

www.cbhomes.org.uk

Phone: 01206 282514

Visit us
Our office in Hawthorn Avenue, Greenstead,

Colchester is open weekdays from 9am to 5pm.

Or Colchester Community Hub

The Library, Trinity Street, Colchester.

Find us on
Colchester Borough Homes

@ColBoroughHomes

Colchester Borough Homes
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