
 

  

AGENDA 

1. Welcome and apologies for absence

2. Adoption of the minutes of the 2018 AGM (Page 2)
The Council to adopt the minutes of the last AGM as an accurate record
of the meeting

3. Notice of retirement of Board Members (Verbal)
Dirk Paterson, Chair of the Board

4. Resident selection process and appointment to the Board
(Page 4)
Dirk Paterson, Chair of the Board

5. Adoption of the Financial Statements and Directors’ Report (Page 7)
The Council representative to adopt the audited Financial Statements and
Directors’ Report for 2018/19

6. Re-appointment of External Auditors (Verbal)
The Council to re-appoint Scrutton Bland

7. Guest Speaker (Verbal)
Dave Padgen, Stumbling Adventures

8. Presentation of the CBH Annual Report to tenants and clients (Page 50)
Gareth Mitchell, Chief Executive

9. Annual Resident Insight & Engagement Report (Page 59)
Mark Healy, Resident Insight & Engagement Officer

AGM Meeting closes, Board Agenda commences. 

COLCHESTER BOROUGH HOMES LIMITED 
2019 ANNUAL GENERAL MEETING 

To be held 6.00pm, Thursday 24th October 2019 
JobServe Community Stadium 
United Way, Colchester, Essex CO4 5UP 
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Colchester Borough Homes Limited 

Minutes of Annual General Meeting 
6pm, Thursday 1 November 2018 
The Studio Theatre,  
Colchester CO2 7EZ 

Present: In Attendance: 
Anne Grahamslaw (Chair) Karen Loweman Director - Housing 
Cllr Nigel Chapman (Vice Chair)  Brian Richardson Director - Resources 
Gareth Mitchell Matt Armstrong Head of Asset Management 
Michael Campbell Karen Williams Head of Housing 
Geoff Foster Kirk Braker Head of Operations 
Glenn Houchell Andrew Grimwade Early Response Rough Sleeper 
Julie Parker Co-ordinator 
Cllr Cyril Liddy Mark Healy Resident Insight & Engagement 

Officer 
Will Tomkins Community Caretaker 
Sonja Cook Visiting Officer 
Sue Hill Visiting Officer 
Jo Hill Visiting Officer 
Nikki Williams Property Services Operational  

Support Manager 
Owen Howell Board Assurance Officer 
Alan Woodhead Mazars 
Cllr Tina Bourne  Housing Portfolio Holder (CBC) 
Dan Gascoyne Assistant CEO (CBC) 
Dr. Mary Kennedy Essex University 
Heidi Mussett 
Laura Fairweather CBC Comms Business Partner 

Observing: Observing: 
Alexandra 
Szaboova (Board Candidate) 

Mrs Jan Sexton Vivienne Wiggins Beacon House 
Jane Dabbs Open Road Tony Ellis 
Juliette Malcolm Michala Carey 

AlanBlois 

1. Apologies for absence

1.1 Apologies for absence were received from Cllr Phil Coleman, Jon Cowie and 
from Mark Wright. The Attendance of Dan Gascoyne (representative of 
Colchester Borough Council (CBC) was noted, thus confirming the meeting was 
quorate. 

2. Adoption of the minutes of the 2017 AGM

2.1 Dan Gascoyne adopted the 2017 AGM minutes on behalf of CBC. 
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3. Notice of retirement of Board Members

3.1 The retirement of Michala Carey was noted. Michala Carey and Alan Blois (who 
retired earlier this year) were given the Board’s thanks and presented with 
flowers and gift vouchers. 

4. Adoption of the Financial Statements and Directors’ Report

4.1 Dan Gascoyne adopted the 2017/18 Financial Statements and Directors’ Report 
on behalf of CBC. 

5. Re-appointment of External Auditors

5.1 Dan Gascoyne approved the re-appointment of Scrutton Bland as the 
Company’s external auditors, on behalf of CBC 

6. Presentation – Essex Dementia Challenge

6.1 Dr Mary Kennedy gave a talk on current efforts being made in Essex to meet the 
challenges presented by dementia care. She detailed the work being done as 
part of the Essex Dementia Challenge and took general questions from Board 
and the audience. It was highlighted that, 148 of the 210 Members of staff at 
CBH had been trained to be Dementia Friends 

7. Presentation of the CBH Annual Report to tenants and clients

7.1 Gareth Mitchell gave an overview of the 2017/18 Annual Report and highlighted 
several major subjects, including the Strategic Plan, the completion of the 
Tenancy Audit programme, Value for Money efforts and the Mercury Rising 
Project. 

8. Annual Resident Insight & Engagement Report

8.1 Mark Healy presented this report in place of Jon Cowie (Housing Manager). This 
detailed activity within the Resident Insight & Engagement Strategy, new 
members of staff working in this field and the main objectives within the Strategy. 

There being no further business, the meeting closed at 6:53pm. 

3



REPORT TO COLCHESTER BOROUGH HOMES 2019 AGM 

DATE: 24 October 2019 

TIME: 18.00 

VENUE: JobServe Community Stadium 

AGENDA ITEM: 

SUBJECT:  

4

Resident Selection Process and Appointment to the Board 

REPORT BY  Dirk Paterson, Chair of Resident Board Member Appointment 
Panel 

FOR DECISION 

1. 

1.1 

1.2 

2. 

Decision Required 

The Board is asked to approve the recommendations from the Resident 
appointment panel as follows:  

Lorna Preece and Paula Goddard, recommended to the Board as new 
Resident Board members, date effective from 24th October 2019. 

Purpose of Report 

2.1 To outline the recruitment and selection process that the appointment panel 
followed and to advise the board of the recommendations for new resident 
board members 

3. Background & Content

3.1 A working group was established at the December 2018 Board meeting to 
agree the process and timeline for recruitment of all vacant roles onto the 
Board in 2019. The recruitment process was agreed by the Board in April 
2019 and since then the Board Member Recruitment procedure has been fully 
followed.  

3.2 Timeline of process: 

• The Chair of the Board and the Chief Executive agreed the desired
core skills for the post. The role description and person specification
were drawn up and an advert drafted,

• In April 2019 the Board approved the Board Recruitment Policy and
Board Recruitment Procedure,

• The vacancy was advertised in the April edition of Housing News &
Views and promoted through word of mouth. Suitable candidates on
file were written to asking if they would like to be considered for this
vacancy,
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• 21st June initial training for interested residents was delivered by the 
Tenant Participatory Service to help them understand how a board, 
panel or committee works,

• 31st July a ‘getting to know you’ event was held for interested residents 
as a chance to meet the Chair of the Board, Chief Executive, Glenn 
Houchell, Independent Board Member and key Senior Managers,

• 1st August, formal application process opened,
• 28th August, formal application process closed
• Tenancy Audits carried out,
• Applicants were invited to attend 9th September 2019 Board Meeting,
• Formal interviews took place on 18th and 25th September 2019 by the 

Appointment Panel which consisted of Dirk Paterson, Glenn Houchell 
and Matt Armstrong,

• The two preferred candidates Lorna Preece and Paula Goddard have 
accepted their posts and have signed and returned the Acceptance of 
Declaration of Board Members.

• Should the Board approve this recommendation, Lorna and Paula will 
commence their positions at the 24th October 2019 Board meeting.

4. HR and Health & Safety Implications

4.1 

4.2 

4.3 

The selection process has been designed to be transparent, fair to all
participants and to ensured that there is no undue influence by candidates,
existing Board Members or members of staff.

Tenancy audits were carried out as part of the recruitment process.

Successful candidates must have the necessary skills to carry out the duties
of a Board Member, but all new Board Members will be required to complete
the induction process in order to ensure that they are fully-briefed on the
structure of CBH and the work that the Company undertakes. This process
will include briefings on subjects such as Equality and Diversity, Health and
Safety and the functioning of ALMOs such as CBH.

5.

5.1 

5.2 

Legal Implications
Should the Board approve this recommendation, Lorna and Paula will be 
listed as Directors of Colchester Borough Homes on Companies House. 

As a director, Board Members must perform a set of 7 duties under the 
Companies Act 2006;

- Follow the company’s constitution and its articles of association,
- Act in the company’s best interests to promote its success,
- Use own independent judgement to make final decisions,
- Exercise reasonable care, skill and diligence,
- Avoid conflicts of interest,
- To not accept benefits from a third party that are offered due to being a

director,
- Must disclose any personal benefit gained from a transaction the

company makes
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6. Financial Implications and Value for Money

6.1 The primary cost involved in the recruitment and selection process was the 
Tenant Participatory Service training session held for prospective candidates. 

7. Equality & Diversity Implications

7.1 

7.2 

7.3 

In order to guarantee that no-one capable of discharging the duties of a Board
Member were excluded from applying on grounds of any protected
characteristic, all reasonable efforts were taken to ensure that
candidates/potential candidates were able to participate in the recruitment and
selection processes.

CBH recognise the importance of the board being a good reflection of the
communities we serve and therefore have made every effort to attract a
diverse range of candidates.

The advert also detailed how reasonable childcare and travel expenses could
be reclaimed.

8. 

8.1 

9. 

9.1 

Residents at the Heart

The role of Resident Board Member plays a key part within the Board and is
integral to the Board makeup. This is the most significant way that CBH can
include the voice of the resident into its decision-making process and
demonstrate that its residents are at the heart of every decision that it makes.

Decision Required?

Yes
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REPORT TO THE 2019 AGM OF COLCHESTER BOROUGH HOMES 

DATE: 24th October 2019 

TIME: 18.00  

VENUE: JobServe Community Stadium 

AGENDA ITEM: 5 

SUBJECT:  Adoption of the Financial Statements and Directors Report 

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

FOR DECISION 

1. Decision Required

1.1 The Council representative is invited to formally adopt the audited Financial 
Statements and Directors Report for 2018/19. 

2. Background & Content

2.1 The Board scrutinised the Financial Statements on the 3rd July 2019 and 
agreed that they could be signed as required and submitted to the Council for 
approval. 

2.2 The audited Financial Statements are available to the public on the 
Colchester Borough Homes website. 

2.3 A copy of the signed Annual Governance Statement was sent to the Council’s 
Representative in advance of the AGM and was scrutinised by the Council’s 
Governance and Audit Committee on the 3rd September 2019. 

3. Appendix

Appendix 1 – Financial Statements year ended 31 March 2019.
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• We are an ambitious organisation focused on
delivering great value services that make a difference
in the local community.

• This year we have adapted to an ever-changing
environment, where local housing supply is limited,
and rents are high.

• The Homelessness Reduction Act has changed the
way that we work, and we are pleased to have
developed our approach to tackling rough sleeping.

• We are looking forward to the coming year, with our
continued focus to keep our residents at the heart of
what we do.

A better place to live, work and enjoy…
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Our customers
• Our resident survey (STAR) shows that 83% of tenants are satisfied with

CBH.
• All of our staff receive regular training to help them develop understanding

and trust with our customers.
• Customer satisfaction is measured over a range of services, and we

continuously make improvements as a result of customer feedback.
• We have used technology to help us improve our response to enquiries

and to get closer to our customers. This year we have also updated our
website.

• Our Resident Insight & Engagement Officer develops a range of engaging
activities and events which give us the opportunity to listen to and
understand our customers better.

• Health & wellbeing events have been held in our sheltered housing
schemes, decreasing social isolation and promoting healthy living.

• “Your Views, Our Future” gave residents the opportunity to speak to senior
staff demonstrating that we value residents' views of our services.

• Our Residents Panel ensures that our Board Members stay in touch with
issues that matter to residents.
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Housing Solutions

• There is a high demand for affordable homes
in Colchester, with more than 3,300 applicants
on the housing register.

• We support around 170 households who are
homeless and living in temporary
accommodation, with families waiting more
than 2 years for a home.

• We are pleased to have been able to
establish our outreach team to support
those sleeping rough and to work closely with
partners to deliver real results for this client
group.
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Repairing and improving homes

• We are particularly pleased to have improved
homes in the Dutch Quarter with new doors and
windows fitted.

• Our sheltered housing scheme, Harrison Court,
now has accessible accommodation with level
access showers and a modern, low cost heating
system.

• Fire safety has been a top priority and we have
completed risk assessments in all of our blocks of
flats.
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Housing Management

• We have helped residents through the transition to
Universal Credit.

• As part of our commitment to tackle domestic abuse,
we signed the Chartered Institute of Housing “Make a
Stand” pledge.

• We held 6 Make a Difference events to engage with
residents.

• Under-occupation of our homes has improved, with
residents encouraged to move to more suitable
properties with the assistance of financial support.

• Our annual Garden awards and Good Neighbour
awards celebrate those who take pride in their home.
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Design & Construction Management

The team have worked on a number of 
significant projects:-

• Mercury Rising
• Leisure World Sports Hall
• Multi storey car parks
• Colchester Town Hall
• Lighting up Historic Colchester

We are also pleased to be working on the planning and design for new Council homes and a new
Sheltered Housing scheme.
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Safety & Compliance
• It is a vital part of our job to ensure the homes we

manage and the services we deliver comply with
relevant legislation and regulations.

• Our staff are well trained in a range of safety and
compliance areas.

• We have completed fire risk assessments in all of 
our blocks of flats and have worked hard to 
address issues arising from these assessments.

• All tenancies we manage that have a gas
supply receive an annual service and check.

• We have made good progress in compliance with
the new General Data Protection Regulation
(GDPR) legislation this year.

• We are audited to comply with international
standards in Health & Safety.
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Our Performance

We are proud to be delivering great value services that make a difference.
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 

DATE: 24 October 2019 

TIME: 18.00 

VENUE: JobServe Community Stadium 

AGENDA ITEM: 9.

SUBJECT:   Annual Resident Insight & Engagement Report  

REPORT BY: Mark Healy, Resident Insight & Engagement Officer 
 (03300) 538022
 mark.healy@cbhomes.org.uk

FOR INFORMATION 

1. Purpose of Report

1.1 To provide the Board with an annual review of resident engagement covering 
the period October 2018 to October 2019. 

2. Background & Content

2.1 

2.2 

2.3 

The Resident Insight and Engagement Strategy 2016-19 was approved by the
Board in September 2016. There was also a review and restructure of the
Resident Involvement team in the same year, which has seen further changes
during 2018. The Resident Involvement team have now been in place for 12
months.

This report provides some highlights of our engagement activities over the last
12 months, demonstrating how we are meeting the objectives contained
within the Strategy. We recognise that we are on a journey of engagement
and therefore it is also important to consider how we will continue to improve
access for residents to influence decisions and scrutinise the way services are
delivered.

The key aim of the Strategy is to ensure that we continue to place residents at
the heart of our business, the Strategy has three main objectives;

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

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

• Developing thriving communities – incorporating key community
development initiatives.
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3. Ensuring Accountability

3.1 

3.2 

3.3 

3.4 

Resident Panel

The Residents Panel is an essential element of the CBH involvement strategy
and is a standing agenda item for all Board meetings. The panel consists of
involved customers, chaired by a resident board member and represents the
voice for all CBH customers.

The Panel meets every other month at a different community facility within the
Borough of Colchester. The focus of each panel meeting is on a different
service area, panel members are able to ask questions of staff and their role
is to scrutinise and challenge. This is encouraged as CBH relies upon this
model to continually improve its services. “you said, we did” is a standing
agenda item, allowing CBH Service areas to update the panel on any actions
taken as a result of customer feedback.

The four panel meetings that have taken place covered the following areas;
- Understanding tenancy management,
- ASB and complaints,
- Rent collection, support services for those in debt,
- Understanding the Housing register and homelessness,
- Maintaining assets and delivering capital improvements,
- Facilities management and development.

The Greenstead Housing Panel has met throughout the year and have 
completed a Housing management performance review for arrears, evictions, 
ASB cases, new tenancies and gas servicing for the months April to May 
2019. A report was also given on the end of year rent arrears performance. 
Budgets reviewed for the new year 2019/20 and progress of schemes report 
presented to the group. Community Fund applications were also approved for 
the Colchester Academy and Sign Post job club. 

3.5 

3.6 

Task and finish 

The “Task and Finish Group” deliver effective tenant engagement that reacts 
to changing agendas and facilitates effective listening. It is designed to collect 
information, give a detailed picture and influence, co-design and scrutinise. 
Two Task and Finish Groups have been delivered this year, focussing on the 
Transfer Incentive Scheme and our new website. The proposals agreed upon 
for the revised Transfer incentive scheme will streamline the administration of 
the process, making it simpler to understand and provide a greater incentive 
to move. With regards to our new website, there is ongoing customer 
engagement built into the project plan and further meetings will be held (either 
face to face or digitally). 

Leasehold Focus Group 

This Focus Group has continued to be well-represented. Some highlights of 
work completed during the year have included: 

• Articles for the next leaseholder newsletter submitted by the group.
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3.7 

3.8 

3.9 

3.10 

• The Group had the opportunity to scrutinise and make amendments to
the Leasehold Management Policy.

• Communal Cleaning Contract – Three Leaseholder Focus Group
Members were able to influence the contract award as they sit on the
Tender Evaluation and Interview Panels.

Reading Panel 

The Reading Panel are a group of involved tenants and leaseholders, who 
review, comment and feedback their views as CBH reviews key customer 
policies and procedures. All comments are considered and where appropriate, 
included before the paper is passed to the Board for approval. 

This process gives the board the confidence that its Customers have been 
included in the review and that this “lived experience” is shaping services as 
we move forward.  

Reading panels that have taken place during this period include; 

- Anti-social behaviour – The letters that are used to address reports of
Anti-social Behaviour were reviewed and amendments have been
made accordingly.

- Offer Letter – Service Charge revision. Feedback included a query
regarding how we broached the subject of anti-social behaviour on
sign-up and a query about providing information on council tax.

- Complaints Policy.

Annual Tenants Meetings. 

The Annual Tenants Meetings looks back at the previous 12 months, Fire 
safety and Security is a fixed item and tenants are given the opportunity to 
raise any other issues important to them. A follow up report is presented after 
six months, charting progress on all action points. The Quarterly meetings 
provides on-going and regular contact for tenants to be kept updated with any 
organisational changes and to allow further opportunity to raise issues.  

These meetings take place regularly at the twenty-four schemes that make up 
the CBH Older Person’s Services. 

3.11 Board Recruitment 

A recruitment process was designed to attract and support suitable applicants 
for the two Resident board member posts. An early stage of this process was 
a Board member training session, delivered by the Tenant Participation and 
Advisory Service (TPAS). Involved Customers attended the session to find out 
more about the expectations and limitations of becoming a board member. It 
was hoped those attending would gain a greater confidence in making an 
application to these posts. 

Later, in the year, a small group of Customers who were interested in the two 
vacancies came along to a session called “Getting to know you”. Senior CBH 
staff and board members, joined the Customers for lunch and a chance for 
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the prospective candidates to understand a little more about the role and for 
CBH staff and Board members to get to know them. 

Another group of involved CBH Customers played an important role in the 
recruitment of the new Chair of the CBH Board. The panel of Customers met 
each candidate and gave their feedback on the certain qualities that were 
sought after. These views were fed back to the interview panel as part of the 
decision-making process. 

4 

4.1 

4.2 

Improving Services 

Make a Difference Day 

The trusted CBH Make A Difference Day (MADD) has now been “super-
charged” to include real customer engagement and this new model is having 
a significant impact. Co-ordinated by the CBH Housing Officers, the four 
MADD events took place in Newtown, Tiptree, Greenstead and the Dutch 
Quarter. An additional four smaller events also took place in other locations. 

CBH Customers are consulted in the planning stage to determine which minor 
improvements are a priority for the neighbourhood. The Housing Officer uses 
this feedback to plan with the Community Caretaker and wider CBH team, a 
suite of minor environmental improvements. Local CBH Customers are 
welcome and encouraged to participate. 

Alongside these activities, a team of CBH staff are knocking on customers 
doors and asking them to complete a short survey on what is important to the 
local area. This has presented another opportunity for a “conversation” to take 
between CBH and the Customer which has proved invaluable.  

Insight 

By using a range of business intelligence and customer insight data we can 
improve services and make influenced business decisions. During the 
summer we were able to deliver a Let’s Get Digital course in partnership with 
the Adult Community Learning centre. Our insight tells us that 48% of our 
customers do not have an email address, this figure increases to 65% for 
those customers of retirement age. In response to this the Let’s Get Digital 
project was created. 

A free seven-week course for any CBH Customer to take part was delivered, 
with the aim to improve skills and increasing confidence whilst on-line. Interest 
in this opportunity was such that it was oversubscribed, with nine customers 
successfully completing the course. CBH Director, Karen Loweman awarded 
each of the students their very own tablet so they can continue to develop 
skills and utilise all the opportunities on-line. CBH are planning a further 
course at the next level and repeating this beginner course in 2020.  

We are preparing a series of workshops to help implement the culture of 
utilising business intelligence and customer insight more, which will be rolled 
out to managers at various levels. 
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4.3 

4.4 

Your Views Our Future 

This annual event is a further opportunity for CBH Customers to get to know 
and spend time with the leader of our organisation, CEO Gareth Mitchell. 

Taking place at the Town Hall and with transport provided, it is an opportunity 
for Customers to hear about our plans for future services and community 
initiatives. 

Karen Loweman talked about our Community Plan and what has been 
achieved to date and what the opportunities are moving forward. Our 
Resident Insight and Engagement Officer Mark Healy gave an update on 
engagement and received feedback on several topics and services we 
provide. There were also opportunities to ask any housing related questions 
Customers might have had with the Colchester Borough Homes Chief 
Executive, Gareth Mitchell. 

Engagement E-learning package 

A training need was identified for CBH staff to establish whether there are 
skills gaps with regards to engaging with customers. An E-Learning package 
was regarded as the best fit. Despite exhaustive efforts to research a 
comparable tool, it seems there is nothing available. Colleagues from the 
Tenant Participation Advisory Service confirmed they did not have such 
facility, but is an aspiration to develop.  

5. Developing Thriving Communities
5.1 Community Fund

The Community Fund supports the values of Colchester Borough Homes in 
particular, showing our commitment to connecting local Colchester 
communities. Throughout each calendar year the Community Fund helps 
distribute £40,000 of funding to local projects and organisations. 
The CBH Community Fund supports the local community by making small 
grants and awards to local charities and community groups throughout 
Colchester.  

The award panel consists entirely of involved CBH Customers, who are 
briefed and guided through the process. The panel consider each application 
that meets the criteria and will then give a score and rank. The highest scores 
will then be offered the award. This revised approach has proven to be a real 
success. 

Charities and groups that have benefited in this period include Berechurch 
Youth Café, Colchester First Responders, Precious Bundles, Colchester 
Gateway Club and the Colchester Foodbank. 

5.2 Consultations 

CBH has completed several targeted consultations, specific to local 
neighbourhoods seeking customers views and opinions on a range of matters. 
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5.3 

5.4 

6. 

A variety of service areas have carried out these interventions, either face-to-
face and/or telephone. The seven consultations that have been completed in 
this 12-month period are; 

- Stephen Cranfield Close- Responsive Repairs,
- Magnolia Gardens – Communal Garden,
- Ray House – Landscape Improvements,
- Windsor House – Landscape Improvements,
- Pyefleet House – Landscape Improvements,
- Affleck Road – Landscape Improvements
- Montgomery Close – Landscape Improvements.

(Sheltered) Quality Assurance Advisers (QAA’s) 

QAAs monitor the quality of maintenance and cleaning contracts within the 
blocks and surrounding grounds. This is achieved by completing a simple 
monitoring form to record and report any issues such as: communal repairs, 
the cleaning standards within blocks, grounds maintenance, graffiti and fly 
tipping. QAAs will also work closely with our Community Caretakers in 
ensuring the communal areas within blocks are to the highest standards. 

The following actions have been raised during these meetings; 
- QAAs to use the revised contact sheet and new estate inspection form

which can be reviewed at future meetings,
- QAAs to use the revised estate inspection form on their phone or tablet

making the process much simpler for them to complete and for CBH to
monitor,

- QAAS to be aware of action that can be taken for persistent offenders
leaving items in the communal areas

- Involvement of QAAS in appointment of the new cleaning company.

Good Neighbour Awards 

The winners of Colchester Borough Homes' (CBH) Good Neighbour Awards, 
which celebrate those who go the ‘extra mile’ for their community, were 
announced on Friday 2 November 2018. 

There were three categories; 
- ‘Home Care Hero Award’ is for carers who are committed to helping

others. They show patience, empathy and sensitivity while enabling
people to be comfortable, confident and as independent as possible.
The winner of this was Mr Frank Faulkner.

- ‘Community Champion Award’ is a category for people who support
local community projects, making positive changes and working with
others for the benefit of all- this was won by Mr Neil Dickson.

- ‘Friend in Need Award’ is a category is for those who make their
neighbours feel welcome, including welcoming new tenants and
helping them feel comfortable. This was won by Mrs Phyliss Wood.

Legal implications 

Regulatory standards contain specific expectations and the outcomes that 
housing providers are expected to achieve. Boards and local authority 
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7. 

8. 

9. 

10. 

11. 

councillors who govern service delivery are responsible for meeting the 
relevant standards and determining how this is done.  The Consumer 
standards apply to all registered providers including local authorities, and 
ALMO’s.   The Regulator of Social Housing’s role is to set the consumer 
standards and to intervene where failure to meet the standards has caused, 
or could have caused, serious harm to tenants.  The Tenant Involvement and 
Empowerment standard sets out requirements 
https://www.gov.uk/guidance/regulatory-standards  

Financial Implications 

None.  

Value for Money 

The completion of impact assessments on resident engagement opportunities 
across the Organisation ensures value for money. 

Equality & Diversity 

We continue to ensure that all our customer engagement opportunities are 
aligned to our Equality Duty. Our Equality Ambassadors have a specific 
Equality and Diversity role, ensuring equality of access to opportunities to 
influence. We are completing equality and diversity data as part of the 
evaluation of all resident activities and projects. The Scrutiny Panel is 
considering the equality and diversity implications of all the strategies and 
policies that they are requested to review. 

Forward Look 2019-20 

This annual report marks the end of the current Resident Insight and 
Engagement Strategy 2016 – 2019. Whilst there have been some significant 
achievements which we are proud of, we are aware that Resident Insight and 
Engagement is a journey and that we still have further work to do. To begin 
planning for our new Strategy we have met with colleagues from the Tenant 
Participation Advisory Service (TPAS) to consider national best practise. We 
will also be involving customers over the coming months to ensure that we are 
listening and acting on their views to create an exciting new strategy as we 
move forward. 

Decision required. 
None 
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A U G U S T  2 0 1 8  –  A U G U S T  2 0 1 9       3

Introduction
Welcome to the Colchester Borough Homes 
(CBH) Customer Annual Engagement Impact 
Assessments (EIA). This report reflects on the 
impact that working with our customers has 
made to improve our services and the ways we 
engage with our customers over the past year 
(Aug 2018 – Aug 2019).

An EIA measures and evaluates the effect 
customer engagement has, and the difference 
it makes to CBH services. This report identifies 
what has changed as a result of customers 
getting involved.

The EIAs are for customers, CBH, partners 
and stakeholders to illustrate the benefits of 
customer engagement. 

Customer Engagement is an organisation wide 
approach with the following priorities…

  To empower customers to get involved and 
have a voice.

  For the customers to gain confidence, to 
share their ‘lived experience’ as CBH looks to 
continuously improve its services.

How can customers make a real difference  
by getting involved with CBH:

  They can help improve our services for the 
benefit of all customers.

  Gaining confidence in sharing their ‘lived 
experience’ through a variety of platforms.

  Can hold the organisation to account.

Overall Level of Impact for 2018/19 
Moderate Impact.
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OUR STRATEGIC PRIORITIES

The aim of our strategy is to 
ensure that we at Colchester 
Borough Homes continue to  
place customers at the heart  
of our business.

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

There are 3 key objectives that inform this strategy:

1.  Ensuring accountability – working with customers to continue to 
develop our approach to, governance and scrutiny; ensuring that 
decision are made taking into consideration the views of customers.

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

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

2018 – 2019 Engagement Headlines

915 CBH Customers  
reached
(Average of 9.5 customers per event). 96Engagement  

activities delivered.

Resident involvement  
activity costs 327(Average spend per activity £161).

£15,478.13

33 CBH Board member 
hours spent supporting 
these activities.

CBH Staff Hours  
committed to these activities.
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LEVEL OF IMPACT

Each area of engagement 
has been rated in terms of 
impact made as a result of 
its activities. It also considers 
inputs (costs and time).

The key below explains the 
impact ratings.

Significant impact
A direct change has been made to how 
services are planned or delivered as a 
result of the involvement method.

Significant to  
moderate impact

Moderate impact
Some influence or minor changes to 
services have been made as a result of 
an avenue of involvement.

Moderate to low impact

Low impact
No change has been made as a direct 
result of the type of involvement, but 
outcomes contribute towards ongoing 
reviews of services. 
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THE RESIDENTS PANEL
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Impact Rating

Costs: £1518
Staff Time: 52 Hrs
Customer Time: 70 Hrs
CBH objectives reached: 1 & 3

The Residents Panel is an essential element of the CBH 
involvement strategy and is a standing item for all Board 
meetings. The panel meet every other month and consists 
of involved customers, chaired by a resident board 
member and represents the voice for all CBH Customers.

CBH service areas are rotated and deliver up to date 
presentations on their service area, fielding questions from 
the panel whose role is to scrutinise and challenge. This is 
encouraged as CBH relies upon this model to continually 
improve its services. “You Said, we did” is a fixed agenda 
item, allowing CBH Service areas to update all progress or 
regress at the following panel meeting.

The five panel meetings that have taken place are…

  Understanding tenancy management, ASB and 
complaints.

  Rent collection, support services for those in debt.
  Understanding the Housing register and homelessness.
  Maintaining assets and delivering capital 

improvements.
  Facilities management and development.

Recommendations & Improvements include…

  Training and culture to be considered regarding stigma 
& unconscious bias felt by customers.

  An additional Rough Sleeper count was undertaken 
and fed back to panel.

  To update information regarding Anti-social Behaviour 
on our website, as well as improving information 
available on communal notice boards.

  The Anti-social Behaviour Noise App implemented to 
assist customers reporting noise nuisance.

  We are keen to extend our pre-tenancy workshops 
over 25s and single – this will be a joint project with 
other CBH teams and outside agencies who work with 
this group of people. 

  A review of all rent arrears letters to ensure that they 
are easy to understand and do not contain jargon.

  To create additional space within the newsletter to 
publish the positive performance of the Financial 
Inclusion Team. 
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The CBH Make A Difference Days (MADD) have now been 
“super-charged” to include real customer engagement and 
this new model is having a significant impact.  
Co-ordinated by the CBH Housing Officers, four MADD 
events took place in Newtown, Tiptree, Greenstead and 
the Dutch Quarter.

CBH Customers are consulted in the planning stage to 
determine which minor improvements are a priority for the 
neighbourhood. The Housing Officer uses this feedback to 
plan with the Community Caretaker and wider CBH team, 
a suite of minor environmental improvements. Local CBH 
Customers are welcome and encouraged to participate, to 
allow some valuable CBH & Customer time to take place.

Alongside these activities, a team of CBH staff are 
knocking on customers doors and asking them to 
complete a short survey on what is important to the 
local area. This has presented another opportunity for a 
“conversation” to take between CBH and the Customer 
which has proved invaluable. 

Improvements include:

  A skip was made available on the day to help with the 
disposal of larger bulky items.

  Our repairs team visited local tenants and adjusted 
light settings, cleaned light fittings and carried out 
minor repairs.

  The Tiptree community event promoted a healthy 
lifestyle and included stall holders offering services 
such as massage, exercise groups, kids drama group, 
cycling groups, fruit kebabs, fruit smoothies and a 
treasure hunt in which over 40 children took part!

  Issues relating to drug use reported to the ASB team 
and Essex Police.

  Advise given in relation to issues of noise nuisance.
  Information given to residents regarding the various 

opportunities to become more involved with CBH.

Impact Rating

Costs: £4212
Staff Time: 81 Hrs
Customer Time: 140 Hrs
CBH objectives reached: 1,2 & 3
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TENANT MEETINGS
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The CBH Older Persons Services provides more 
opportunities to engage (over this reporting period) than 
any other CBH service area.

The Annual Tenants Meetings looks back at the previous 
12 months. Fire safety and security is a fixed item and 
tenants are given the opportunity to raise any other issues 
important to them. A follow up report is presented after 
six months, charting progress on all action points. The 
Quarterly meetings provide on-going and regular contact 
for tenants to be kept updated with any organisational 
changes and to allow further opportunity to raise issues. 

These meetings take place regularly at the twenty-four 
schemes that make up the CBH Older Person’s Services.

Recommendations and improvements include:

  Computer cupboard in lounge, Visiting Officer (VO) to 
liaise with CBH IT & Community Caretakers to remove.

  Issues with security doors raised and referred to the 
Visiting Officer to follow up repairs.

  Smoking on & around the scheme. Cigarette bins 
provided, for use away from building.

  No smoking signs placed at doorways.
  The relocation of trellis in communal gardens.
  Issues raised regarding blocked bin chutes. Advice given 

on using smaller bags and arrangements made for 
blockages to be cleared. 

  Recycling bins too large for new sheds and sourcing 
alternatives. 

  Outside areas and other bins dirty, arranged for jet 
washing.

Impact Rating.

Cost: £ 1,113
Staff Time: 58 Hrs
Customer TimE: 205 Hrs
CBH objectives reached: 1,2 & 3
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CBH has completed several targeted consultations, 
specific to local neighbourhoods. This ensures that we are 
listening and acting on the views of customers on a range 
of matters. A variety of service areas have carried out 
these interventions, either face-to-face and/or telephone.

The consultations that have been completed in this 
12-month period include:

  Responsive Repairs – A customers Journey.
  Magnolia Gardens – Communal Garden.
  Ray House – Landscape Improvements.
  Windsor House – Landscape Improvements.
  Pyefleet House – Landscape Improvements.
  Affleck Road – Landscape Improvements.
  Montgomery Close – Landscape Improvements. 

Outcomes following consultation:

Responsive Repairs – 

  We are continuing to work with the customer service 
team to better diagnose any repairs that are reported 
to us.

  The scripting for our automated phone service has 
been reviewed. 

  The Repairs handbook is available but not fully 
functionating at present. Once resolved we will 
promote the handbook to assist tenants.

  Finding ways to reduce the number of missed 
appointments, which will include working with our 
Comms team.

Ray House – 

  Based on feedback from consultation we made 
changes which included creating a pathway across a 
grassed area to the car park.

Impact Rating.

Cost: £ 499
Staff Time: 21 Hrs
Customer Time: 102
CBH objectives reached: 1 & 3
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Impact Rating

Cost: £ 378
Staff time: 44 hrs
Customer time: 10 hrs
CBH Objectives reached: 1 & 3

The Colchester Borough Homes Community Fund  
makes grants and awards to local charities and  
community groups throughout the Borough of Colchester. 
We use our local knowledge and contacts to draw in 
applications for the fund and all monies awarded are 
considered by a panel of residents.

The Community Fund supports the values of Colchester 
Borough Homes in particular, showing our commitment 
to connecting local Colchester communities. Throughout 
each calendar year the Community Fund helps distribute 
£40,000 of funding to local projects and organisations.

The CBH Community Fund supports the local community 
by making small grants and awards to local charities and 
community groups throughout Colchester. 

The award panel consists entirely of involved CBH 
Customers, who are briefed and guided through the 
process. The panel considers each application that meets 
the criteria and will then give a score and rank. The highest 
scores will then be offered the award.

Charities and groups that have benefited…

 Berechurch Youth Café £1000
 Kingswode Hoe School £1500
 Carers First £2348
 Kingsland Church £4500
 Colchester First Responders £6750
 Precious Bundles £600
 Children’s Safety Education Programme £ 2000
 St Annes Community Greenhouse £450
 Greenstead Play Scheme £980
 Hazelmere Infant School Cultural Week £ 1225
 Colchester Gateway Club £900
 Headway £4000
 Colchester Foodbank £3000
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Impact Rating

Cost: £922
Staff time: 14hrs
Customer time: 12hrs
CBH Objectives reached: 1

CBH have a Board that is responsible for setting the 
Company’s strategic direction. The Board is a mixture of 
tenants and leaseholders, councillors and independent 
members lead by the Chairperson.

During this reporting period, two Resident board member 
vacancies and a new Chair of the board role have become 
available.

A recruitment ladder was designed to attract and support 
suitable applicants for the two Resident board member 
posts. An early stage of this process was a Board member 
training session, delivered by the Tenant Participation and 
Advisory service. Involved Customers attended the session 
to find out more about the expectations and limitations 
of becoming a board member. It was hoped those 
attending would gain a greater confidence in making an 
application to these posts.

Later, in the year, a small group of Customers who were 
interested in the two vacancies came along to a session 
called “Getting to know you”. Senior CBH staff and board 
members, joined the Customers for lunch and a chance 
for the customers to understand a little more about the 
role and for CBH staff and Board members to get to know 
the Customers.

At time of writing, shortlisting is taking place to interview 
those customers that have completed the recruitment 
ladder.

Another group of involved CBH Customers played an 
important role in the recruitment of the new Chair of the 
CBH Board. The panel of Customers met each candidate 
and gave their feedback on the certain qualities that were 
sought after. These views were fed back to the interview 
panel as part of the decision-making process.

Could you be  
our new TENANT 
Board Member?
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Colchester Borough Homes is committed to the continued 
improvement of its services, so it can best support the 
changing needs of its Customers. The organisations 
policies and procedures are continually reviewed to ensure 
they are fit for purpose and current.

The Reading Panel are a group of involved tenants and 
leaseholders, who review, comment and feedback their 
views as CBH reviews its policies and procedures. The 
panel will be provided (both electronically and hard 
copies) of the current and the proposed changes to each 
document under review. All comments are considered and 
where appropriate, included before the paper is passed to 
the Board for approval.

This process gives the board the confidence that its 
Customers have been included in the review and that this 
“lived experience” is shaping services as we move forward.

Reading panels that have taken place during this period 
include:

Anti-social behaviour – The various letters that are used 
to address reports of Anti-social Behaviour were reviewed. 
Some of the recommendations have been considered and 
amendments have been made accordingly.

Offer Letter – Service Charge revision – All 5 customers 
shared their views/feedback to the proposed Offer Letter 
– Service Charge revision. Feedback included a query
regarding how we broached the subject of
anti-social behaviour on sign-up and a query about
providing information on council tax.

Complaints Policy – As each piece of feedback has 
been received an acknowledgement from CBH has been 
delivered, advising the feedback will be forwarded to 
Business intelligence who will consider before presenting 
to the CBH Board on 21/2/19.

Rent Arrears Letters – The Panel were asked to compare 
the existing and proposed changes to the rent arrears 
letters. Feedback from the panel included “plain speaking” 
and use of colours to indicate level of concern/importance.

Impact Rating

Cost: £90
Staff time: 3hrs
Customer time: 19 hrs
CBH Objectives reached: 1 & 2.
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The role of the Greenstead Housing Panel (GHP)is to help 
monitor:

  The performance of the local housing management 
services for Greenstead

  The quality of maintenance and other contracts within 
the estate 

 Raise and discuss local housing related issues 
  Agree budget proposals for estate improvements, 

landscaping schemes and community funding.

Membership of the GHP is a current tenant or leaseholder 
of Colchester Borough Council (CBC) living in the 
Greenstead Housing Estate (Housing Officer rounds 1 and 
2) or be an adult living in the same household as a current 
CBC tenant or leaseholder, living in the Greenstead 
Housing Estate.

Here is a selection of the decisions the panel has made 
during this reporting period…

Housing management performance reviewed for arrears, 
evictions, ASB cases, new tenancies and gas servicing for 
the months April to May 2019. A report was also given on 
the end of year rent arrear performance.

Budgets reviewed for the new year 2019/20 and progress 
of schemes report presented to the group. Community 
Fund schemes approved for the Colchester Academy £500 
contribution and Sign Post.

Job Club £1250 contribution. No award recommended 
for the warm and toasty application as it was not specific 
to Greenstead and the group had already been awarded 
substantial lottery funding. Community Fund schemes 
approved for the Greenstead Play Scheme (Summer 2019) 
this will come from the 2019/20 CIF budget.

The Group were also updated on various issues relating 
to the community caretakers, the passing of the estates 
oldest tenant and the MADD event on 29th August.

Impact Rating

Cost: £130
Staff Time: 6 hrs
Customer time: 10 hrs
CBH Objectives reached: 1 & 3. 
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The “Task and Finish Group” deliver effective tenant 
engagement that reacts to changing agendas, facilitates 
effective listening, influencing and scrutiny and takes 
less time to set up and deliver. It is designed to collect 
information, give a detailed picture and influence, co-
design or scrutinise.

CBH has delivered two groups, looking at the Transfer 
Incentive Scheme and the design for the new CBH 
website. Summaries for the two groups can be found 
below.

Transfer Incentive Scheme

The proposals agreed upon were because of constructive 
debate conducted in the right spirit. Similarly, the 
conclusions outlined above should streamline the 
administration of process, make it simpler to understand 
and provide a greater incentive to move.

Website

This was a self-contained meeting, so no feedback needed. 
However, ongoing customer engagement is built into 
the project plan so further meetings will be held (either 
physically or digitally). Affirmation of the project approach 
was received.

Impact Rating 

Cost: £ 95
Staff time: 5 hrs.
Customer time: 9 hrs.
CBH Objectives reached: 1.
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ADVISORS
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Impact Rating

Cost: £ 846
Staff time: 11 hrs
Customer time: 22 hrs
CBH Objectives reached: 1 & 3.

Quality Assurance Advisors (QAA) are tenant or 
leaseholder volunteers who monitor the communal 
areas of 2 and 3 storey blocks of flats and our sheltered 
schemes.

QAAs monitor the quality of maintenance and cleaning 
contracts within the blocks and surrounding grounds. 
This is achieved by completing a simple monitoring 
form to record and report any issues such as: communal 
repairs, the cleaning standards within the blocks, grounds 
maintenance, graffiti and fly tipping. QAAs will also work 
closely with our Community Caretakers in ensuring the 
communal areas within your block are to the highest 
standards.

Meetings are planned throughout the year and the cost 
and hrs committed in the Impact Rating “only” relates to 
these meetings.

The following actions have been raised during these 
meetings…

  QAAs now using a revised contact sheet and new 
estate inspection form which is reviewed at future 
meetings.

  The use of notice boards is to be discussed at next 
meeting so that the QAAs can offer suggestions on 
future use.

  The QAA meeting for June 2019 was held in the 
evening at Rowan House to encourage QAAs with 
daytime commitments to get involved.

  QAAs can now use the revised estate inspection form 
on their phone or tablet making the process much 
simpler for them to complete and for CBH to monitor.

  QAAs updated on the action that can be taken for 
persistent offenders of leaving items in the communal 
areas.

  Involvement of QAAs in the appointment of a new 
cleaning Contractor.
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Impact Rating

Cost: £ 1130
Staff time: 8hrs
Customer time: 189 hrs
CBH Objectives reached: 2 & 3

Less than half of all CBH Customers have an email 
address and this number increases in those customers of 
retirement age. It is becoming more apparent of the global 
push to make all services to be available on-line.

To address this and to support CBH Customers, working 
in partnership with the Adult Community Learning centre 
the Let’s Get Digital project was created. A FREE seven-
week course was made available for any CBH Customer 
to take part, with the aim to improve skills and increase 
confidence in all matters on-line.

Interest in this opportunity was such that it was 
oversubscribed, and nine customers successfully 
completed the course. CBH Director, Karen Loweman 
awarded each of the students their very own tablet, so 
they can continue to develop skills and utilise all the 
opportunities on-line.

CBH are planning a further course at the next level and 
considering repeating this beginner course in 2020 due to 
its success.
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Impact Rating

Cost: £825
Staff time: 8
Customer time: 29
CBH Objectives reached: 1 & 2

Our Customers are at the heart of everything we do – 
that’s why is important we listen to their views to help 
shape our future services. This annual event is a further 
opportunity for CBH Customers to get to know and spend 
time with the leader of our organisation, CEO Gareth 
Mitchell.

Taking place at a Town Hall and with transport provided, 
it is planned to be easily accessible for all and is an 
opportunity for Customers to hear about our plans for 
future services and community initiatives.

Our Director of Housing Karen Loweman talked about 
our Community Plan and what has been achieved to 
date, along with opportunities moving forward. Our 
Resident Insight and Engagement Officer Mark Healy 
gave an update on engagement and gathered views on 
several topics and services we provide. There was also 
be an opportunity to ask any housing related questions 
our customers might have with the Colchester Borough 
Homes Chief Executive, Gareth Mitchell.
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Impact Rating

Cost: £1369
Staff time: 8 hrs
Customer time: 18 hrs
CBH Objectives achieved: 3

The winners of Colchester Borough Homes’ (CBH) Good 
Neighbour Awards, which celebrate those who go the 
extra mile for their community, were announced on Friday 
2 November 2018.

The competition forms part of CBH’s Resident 
Engagement Strategy and all tenants and leaseholders 
were invited to enter and nominate others to be in with a 
chance of winning vouchers worth £25 up to £100.

The Good Neighbour Awards celebrate those who go 
above and beyond to improve their communities by 
working hard to create strong, inclusive communities 
throughout the borough. There were three categories; 
the ‘Home Care Hero Award’, the ‘Community Champion 
Award’ and the ‘Friend in Need Award’. 

The Community Champion category is for people who 
support local community projects, making positive 
changes and working with others for the benefit of  
all- this was won by Mr Neil Dickson.

The ‘Friend in Need’ category is for those who make 
their neighbours feel welcome, including welcoming new 
tenants and helping them feel comfortable. This was won 
by Mrs Phyliss Wood. 

The Home Care Hero Award is for carers who are 
committed to helping others. They show patience, 
empathy and sensitivity while enabling people to be 
comfortable, confident and as independent as possible. 
The winner of this was Mr Frank Faulkner.

The results of the competitions were announced at an 
event held in the Mayor’s Parlour at the Town Hall.

Gareth Mitchell, Chief Executive of Colchester 
Borough Homes, said: “Our tenants and leaseholders 
have some really inspirational stories to tell. Many do 
a great deal for their local communities, which makes 
a significant difference to those around them. These 
awards give us the opportunity to recognise and show 
our appreciation for their hard work. Congratulations to 
everyone who was nominated.”
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EVALUATION

A moderate impact rating for the CBH Engagement Activities 
for 2018/2019 is most welcome and has laid some solid 
foundations as we move forward. Colleagues from across the 
organisation have planned and delivered some fine examples 
and this approach is now beginning to permeate to other 
service areas.

The examples included in this review, demonstrate 
that activities have been planned to align to the CBH 
key objectives, a wide and varied range of engagement 
opportunities have been delivered, allowing our Customers 
to engage, influence and where necessary, scrutinise.

Continuous change has been a given over the last 12 months, 
as service areas have looked to review and adapt to the 
needs of its Customers and indeed regulatory change.

The involvement from our Customers through all these 
interventions have been both essential and invaluable as CBH 
looks for continuous improvement. We would like to thank 
every Customer who has given up time to attend panels 
and meetings, to take part in surveys and consultations. This 
feedback really has helped us understand how our services 
should be shaped.

MORE INFORMATION

If you would like to know more of the different opportunities 
for Customers to feedback and offer ways to help us improve 
our services, please contact Mark Healy on 03300 538022 
or 07773 050341 or visit https://cbhomes.org.uk/.
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Find us on 
Colchester Borough Homes

@ColBoroughHomes

Colchester Borough Homes

Contact us
Email: info@cbhomes.org.uk

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

Tel: 01206 282514

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

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