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Next Board Meeting –Wednesday 9th December 2020

CEO/Chair

Colchester Borough Homes Limited
Minutes of the Hundred and Fifteenth Board meeting held on Microsoft Teams on Wednesday 23rd
September 2020 at 5.00pm
Present:
Dirk Paterson (DP)
Cllr Nigel Chapman (NC)
Gareth Mitchell (GM)
Cllr Lesley Scott-Boutell (LSB)
Karen Smout (KS)
Cllr Cyril Liddy (CL)
Julie Parker (JP)
Paula Goddard (PG)
Lorna Preece (LP)

Chair
Vice Chair
CEO
Board Member
Board Member
Board Member
Board Member
Board Member
Board Member

In attendance:
Karen Loweman (KL)
Matt Armstrong (MA)
Cong Gu (CG)
Emma Gilpin
Geoff Beales
Andrews Harley

Director of Operations
Director of Business Improvement
Head of Finance
TPAS
Colchester Borough Council
Business Partner – Equality and Safeguarding

1

Apologies and Quorum.

1.1

Apologies for the beginning of the meeting were received from Julie Parker who had a
meeting clash, and 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
No declarations were received

3.

Minutes of Previous Meeting

3.1

The minutes were accepted as being a true and accurate record of the meeting held on
the 1st July 2020 and were approved by the Board

There being no objections or amendments the Board resolved to:
i.APPROVE the Minutes of the Board Meeting on the 1st July 2020
4.

Matters Arising and Action Tracker

4.1

Actions carried forward from the meeting in July were
i.
Councillors to share resident panel information on social media platforms.
Councillors advised they continue to speak to residents to promote the panel

The Board resolved to:
i. NOTE the Executive action tracker and update
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5.

TPAS

5.1

Emma Gilpin introduced the presentation and talked through the main headlines of the
report.

5.2

EG advised that the report would provide the Council with oversight of the views of its
tenants on the services delivered by Colchester Borough Homes and would form part of
the assessment and review of services as the Council considers the renewal of the
Management agreement.

5.3

EG advised that to understand the view of residents TPAS undertook an online survey of
1,466 tenants; held telephone interviews and facilitated discussion groups via Microsoft
Teams.

5.4

Overall Satisfaction with services from those surveyed resulted in a 73% positive score,
with Value for money and accessibility highly rated, and Consistency rated lower at 70%

5.5

Satisfaction scores for CBH as an organisation were rated as good with 76% overall score

5.6

The presentation provided details of positive themes and some areas for improvement to
support CBH strategic plans and service development.

5.7

The scores from the survey were in a similar range to the previous STAR survey, providing
assurance of our positive service development.

5.8

The presentation will be delivered by TPAS to Borough Councillor workshops on 22 and
24 September 2020.

The Board resolved to:
i.
NOTE the TPAS Stakeholder Engagement Programme Report
6.

CEO Verbal Update and Matters Arising

6.1

GM advised the Board that since they had last met CBH had finished their recovery
phase and services were now recovered. He advised that this had been a significant
achievement for the organisation.

6.2

GM advised the Board that the backlog of repairs was completed in early August and the
company had been seeing really high levels of transactional repairs satisfaction. He
advised that Elfreda House was now closed and CBH had moved-on all of the rough
sleepers, with one or two individuals in temporary accommodation awaiting a more
permanent move-on. He advised that CBH were seeing lower approaches regarding
homelessness since Q1 but reminded members that with the eviction ban ceasing, the
Housing Options team would be impacted over the coming months.

6.3
6.4

6.5

GM continued that the Council had now opened a lot of their buildings so the corporate
facilities team were a lot busier as CBH now had access to buildings.
GM advised that he was pleased to inform members that CBH were ahead of target in
terms of void performance in July and August, and on gas servicing the company had hit
99% compliance at the end of August and were anticipating 100% compliance in
September. Rent collection numbers were starting to rise although GM recognised that
the challenge was not over in this area.
GM advised that the Capital Programme was now mobilised, with really good work being
done in the kitchen and heating programme, which was ahead of plan. He added that an
electrical contractor had been procured to proceed with the electrical testing programme.
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6.6

GM advised that the organisation were getting on with the new budget setting process
and that user training had started for the new housing management system ready for the
go live date in a months’ time. He added that the first supply of laptops had been
delivered to aid the organisation with agile working and for those staff who required a
more appropriate IT set up.

6.7

GM summarised to the Board that the organisation was back up and running with some
really excellent work going on and the performance areas that had naturally dropped
were now coming back up.

6.8

GM welcomed questions from the Board:
A question was raised for information regarding a fire that took place at Elfreda House the
prior week. KL advised that although the scheme was now closed there were two
sheltered tenants remaining in the building. She advised that they responded to an alert
at 7am and the original trigger was due to burnt toast. What happened from there was
something burning was thrown into a box of paper which resulted in a significant fire to
the one flat. The resident was a wheelchair user which meant that the fire brigade had to
take him from the building and he was admitted to hospital.
She advised that staff have been visiting the resident in Hospital and they had arranged
for his new flat to be ready for him to move into when he is discharged.
KL advised the second resident had moved into alternative accommodation and the
scheme was now fully closed.
NC asked that an alert to Board Members be sent on the event of a fire so they could
enable correct communications to the public should questions arise. KL advised that she
would pick this up and ensure communication went out to board members.

The Board resolved to:
i. NOTE the CEO Verbal Update and Matters Arising
7.

Annual Reports

7.1

Company Annual Report
DP welcomed the draft report and asked members if there were any comments.
KS raised a question regarding the term ‘notional doors’ and what this meant. She
advised the report needed to be clear to readers.
LSB queried the number of Freedom of Information requests as this felt a high number.
KL advised that the number had risen over the last couple of years due to students and
journalists logging requests. She welcomed that members had noted the increase and
advised that the current responsibility for processing these requests on an interim basis
was with the Equality and Safeguarding Business Partner.
Members were asked to provide any further comments to KL via email so that they could
be incorporated into the report.

7.2

Equality and Safeguarding Annual Report
DP welcomed Andrew Harley to the meeting to present the report, and questions were
welcomed from members.
DP asked whether a designated Safeguarding lead should be identified on the Board? AH
that this was not a necessary requirement however it could be considered. DP advised
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this would be considered in the round as part of Board development within the Leadership
Plan.
NC asked how difficult it was to ensure that our contractors were at the same level of
safeguarding as we would expect them to be? AH advised that all contractors were asked
to come up to CBH standards, annual training was provided and he had not identified any
issues to date. He advised that CBH worked closely with CBC in terms of procurement
and agreements for assurance on standards.
MA advised members that a referral from one of the contractors last year had led to a
successful conviction so this was assurance for the Board that CBH contractors did take
the matter seriously.
7.3

Safeguarding Policy
AH summarised to the Board that the policy had been reduced from around 30 pages to
10 so much more user friendly and had been made more strategic as is the approach
with CBH policies generally. He advised that all procedures were now in a separate
document for ease of use.

There being no questions from the Board the policy was approved.
The Board resolved to:
i.
APPROVE the Annual Report subject to any amendments
ii.
APPROVE the Chair to have delegated authority to sign of the Annual Report
iii.
NOTE the Equality and Safeguarding Annual Report
iv.
APPROVE the Safeguarding Policy
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Finance and Audit Chairs Report
8.1

MA introduced the report in the absence of the Chair and welcomed any questions from
the Board

8.2

With regards to the 5-Year Business plan DP asked members to note that the reserves
were going to erode over a five year period, leading to discussions with CBC as part of
the Management Agreement Review to potentially “re-set” the management fee funding
to address this. He said that the Board should be aware that this would be a significant
move for the organisation.

8.3

Members agreed to note the Chairs comments and were happy to approve the 5-Year
Business plan.

The Board resolved to:
i.APPROVE the F&A Minutes of the meeting that took place on the 29th July 2020
ii. NOTE the electronic decision circulated to members on the 21st August 2020 regarding the
Revised Budget for 2020/21 was APPROVED by all members
iii.APPROVE the 5 Year Business Plan based on the Finance and Audit Committee’s
recommendation
iv.NOTE the electronic decision circulated to members on the 21st August 2020 regarding the
Data Protection Policy and the Information Security Policy for 2020/21 to be adopted in the CBH
Code of Governance was APPROVED by all members
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Transformation Project Update

9.1

MA introduced the report and questions were welcomed by exception.
DP advised he wished to congratulate the CBH team on an excellent plan and was
excited for the organisation to move forward with its transformation.

The Board resolved to:
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i.NOTE the Transformation Project Update
10.
Bribery Prevention, Gifts and Hospitality Policy
10.1

GM introduced the revised policy in the Governance Officer’s absence. He advised that
the new policy was re-written as more practical guide for staff and to allow the
organisation to be further assured on the conflicts of interest declarations amongst staff.

10.2

There being no questions from Members the Board approved the policy.

The Board resolved to:

i.APPROVE the Bribery Prevention, Gifts and Hospitality Policy
11.
Leadership Plan Review
11.1

DP summarised the revised Leadership Plan to the Board. He advised that he felt it was
of upmost importance to inspire confidence in governance of the organisation as well as
good leadership to both our residents and the Council member.

11.2

He advised there were certain elements of governance that needed to be moved forward
such as the skill set of the Board in order to deliver against the organisation's governance
responsibilities. DP added that the organisation also needed to look at diversity and to
increase the resident voice.

11.3

There being no questions from members the Board approved the Leadership Plan.

The Board resolved to:

i.APPROVE the Leadership Plan
12.
Performance Pack
12.1 DP welcomed the new format of the performance pack and invited questions from
members.
12.2

GM asked Board members to note that at 11C of the pack there was the Strategic Health
and Safety Policy statement which required approval.

The Board resolved to:
i.NOTE the performance pack
ii.APPROVE the Strategic Health and Safety Policy statement
Julie Parker entered the meeting
13.
Strategic Risk Register Update
13.1 MA summarised the report and advised members that 3 of the 8 strategic risks were at
target score. He added that he was working with the leads of the operational registers to
transfer to the new format and that the updated registers would go to Finance and Audit
Committee in November.
13.2

MA welcomed any questions.
KS raised a question with regards to electrical compliance. MA advised that with regards
to testing, the organisation had gone from a 10- year cycle to a 5 year cycle recently and
were catching up on compliance with testing. He advised the organisation had recently
appointed an electrical contractor and the plan was to achieve all tests within a 5 year
cycle by the end of the financial year.
JP raised a question regarding Brexit. She advised that previously CBH had been of the
view there would not be any significant issues but now with the current landscape had the
organisation overlaid this with the pandemic and the new landscape we CBH were
operating in? She asked whether this should be a strategic risk consideration or whether
this would sit operationally?
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MA advised that he appreciated the feedback and that the original thoughts of Brexit had
been around supply chain issues. He advised the effect of Covid was being considered
operationally within other risks and had also been identified in the 5-year Business Plan.
He advised that he would be happy to bring further analysis of this risk to Finance and
Audit Committee for discussion in November.
KS asked that if there were “baked-in” assumptions around the productivity from Aurora
should there should be an action associated against the risk? MA advised that within the
5-Year plan an assumption had been made that in the first full year the organisation
would make a £100,000 saving a year. MA advised that this savings had been identified
through different systems being able to talk to one another which meant double entry of
data would reduce which meant a saving in terms of people. He also added that the
automation of the system would also mean savings in terms of increased productivity
through staff being able to do a lot more remotely, which was necessary in the current
environment.
MA advised that as the new system would go live in the next month he would then be
able to identify where further savings were going to be and he would target those specific
areas in the business to contribute towards savings.
The Board resolved to:
i.APPROVE the Strategic Risk register
14.
14.1

Resident Panel Chairs Report
In the absence of the Chair the Vice Chair PG presented the report.
PG advised members that two new residents had joined the last panel in the form of 1
resident and 1 leaseholder.

14.2

PG provided the members with a verbal update on actions being taken to build the
resident voice. She advised that she had attended a meeting with CBH officers to look at
how engagement currently looked and discussed matters such as branding, language of
literature and board reports, videos featuring tenants, peer reviews, training and
development for residents and how we can recapture being ‘out and about’ with our
residents.

14.3

PG advised that the AGM and Board meeting in October would be streamed live on You
Tube to encourage resident viewing and participation.
She advised that she would be meeting with officers on the 9th October to progress these
ideas.

14.4

DP welcomed the verbal update and advised he felt encouraged by the progress that was
being made.

14.5

JP raised the matter regarding resourcing the ongoing engagement and whether a budget
would need to be allocated in order to successfully support and implement the ongoing
progress of the panel.

The Board resolved to:
i.NOTE the Resident Panel Chairs Report and the verbal update
15.
Any Other Business
15.1

DP asked members to note that the interim governance delegations that were put in place
in March had now expired and there was no intention to review or extend this due to the
Board now being able to meet virtually.
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Report Title

0006 - Customer Plan including Customer Charter and Customer Champions

Author

Kirk Braker
Kirk.Braker@cbhomes.org.uk
To review progress over the last 12 months with implementation of the Customer
Plan and the associated KPIs

Report Objective:

Matters to
The Board has been asked to note the impact of coronavirus on the Plans
note/Exception
progress.
Highlights
Sensitivity
Action
Commercial
Assurance
Confidential
Noting

Open
Approval
Recommendations
The Board are asked to note progress against the Customer Plan.
This report sets out our progress of the Customer Plan 2018-22 and highlights improvements made toward the
target to achieve top quartile performance when compared to benchmark group of Local authorities and
ALMO’s
Executive Summary
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.
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
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.

Performance this year has been affected by the Coronavirus outbreak, although this has enabled CBH to look
at ways we provide services to our customers. We have listened to the views of customers and will consider
ways to improve customer service with the amalgamation of the post Covid transformation projects to support
the long-term objectives of this plan going forward.
The Board are asked to note that our current performance benchmark is measured by the 2018 STAR survey
measuring “Satisfaction that views are being listened to and acted upon” which positions us in the mid quartile
with a score of 64.4% against a median score of 64.6%.
Implications:
Strategic Plan

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.

Regulatory/Legal

Consumer Standards: Tenant Involvement & Empowerment standard.
Customer service, choice and complaints
Registered providers shall:
a. provides choices, information and communication that is appropriate to the
diverse needs of their tenants in the delivery of all standards
b. has an approach to complaints that is clear, simple and accessible that ensures
that complaints are resolved promptly, politely and fairly.
Financial/Budgetary Service area budgets in place
Service Level Agreement with Council to provide Customer Contact Centre
Transformation funding will be used to enhance and vary customer service
Health & Safety
None
Risk Assessment

The achievement of the objectives in the Customer Plan is a key component of the
Company’s Strategic Plan and as such have been reflected in the development of
the company’s revised risk management framework.

Human Resources

None

Equality and
Diversity

The Customer Plan supports our customer engagement opportunities. Through
gathering information on our customers, we are better able to provide services that
recognise their individual need and promote inclusivity.

Value for Money

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.

Review of the last 12 months (August 2019 to August 2020)
Through our Customer Champions we have developed the “CBH Customer Charter” (Appendix 3). The Charter aims
to deliver a more consistent approach to customer service. Including staff has been key in the development of this
charter. A staff group of “Customer champions” meet regularly to review complaints and compliments, making
operational changes to improve the way that services are provided.
In February 2020 we launched our new Resident Engagement Plan 2020-23, recognising that improving the ways in
which we engage with customers is a journey of continuous improvement. Utilising customer insight will help us to
make more informed decisions when designing and or improving services.
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Our in bound telephone contact centre is delivered through a Service level agreement with the Council. This is an
important part of our service to residents, particularly as currently it remains a preferred method of contact.
Performance of this service area is good, with positive feedback and performance to respond to calls.
In the past year the team have responded to 22,816 calls from CBH customers in an average of 17 seconds.
Responding to calls relating to repairs with a high first contact resolution rate of 98%.
Examples of improvement includes working with our frontline customer service team, to diagnose repairs correctly,
and empowering call centre staff to raise repairs without pre inspection, has led to an increase in customer satisfaction.
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Achievements over the past year include:
To deliver services that reflect the needs and diversity of our customers
•
•
•
•
•
•
•
•
•
•
•
•
•

Developed a customer charter
Worked with Tenant Participation Advisory Service (TPAS) to draft a new Resident Engagement Policy
and incorporate tasks into the Customer Plan
Delivered customer insight training for all middle managers
Review customer service standards with tenants
Changed our “Compensation policy” to a “Remedies policy” to support fair complaint handling across the
organisation
Review of Housing Ombudsman spotlight on repairs.
Developed Customer information which has helped us to support customers, particularly during COVID-19
pandemic
Electronic newsletter has been produced for tenants
Customer insight data has been used to make personal contact with our tenants who were shielding aged
70+ and all tenants who had health issues or disabilities to offer support throughout pandemic.
Worked in partnership to ensure food parcels and prescriptions delivered to those in need.
Community initiatives fund application round 1 encouraging applications from organisations who are
assisting with the recovery plans and supporting our communities
Successful mobilisation of reprioritised services due to COVID-19 to protect critical areas and vulnerable
customers: customer services, older persons services, emergency & urgent repairs and homelessness
Breakfast club successfully held in Heathfields House; to decrease social isolation in a scheme that has
mainly single residents

To make it easy for customers to do business with us
•
•
•
•
•
•
•
•
•

Improve online information and website accessibility following consultation with customers
Installed more devices in sheltered housing schemes to support access to digital services
Work in partnership with CBC and Community 360 to run IT training for our tenants
Supported tenants in financial difficulties during Covid with advice and to make benefit claims
Residents panel met via Zoom and reviewed service provision during lockdown with some
recommendations for improvements
Pocket Guide to Support published for those close to losing tenancies relating to ASB and behaviour
change
News and views newsletter delivered three times annually and amended to reflect COVID situation
Developing online “ask the expert” for customer interaction
Increased online access for appointments and applications

To improve customer satisfaction levels
•
•
•
•
•
•
•

Implement new reporting templates for repairs contractor performance
Review of STAR survey with operational staff
New Resident Engagement Plan agreed by board
Monitoring impact of new procurement arrangements on contractor satisfaction levels
Develop customer service induction for all new staff
Older Persons services staff completed Professional Boundaries training
As part of the Capital works programme recovery, staff contacted residents to explain how works will be
carried out, and provide assurance around our Covid Safe procedures
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•
•
•
•
•

•
•

Published a Covid edition of Housing News and Views and monthly newsletters to keep tenants informed
of government guidelines and support networks
Housing Options customer satisfaction measurement implemented
Good Neighbour Awards event held in Town Hall to celebrate tenants who support their neighbours and
community
Repairs Customer Journey Survey complete
Improved reporting on satisfaction with Customer Service Centre calls – now able to report separately for
Housing Options, Repairs, Sheltered, Housing Management
Partnership approach to ASB promoted to highlight actions taken to improve community safety
Responsive messaging on our website and through social media to help manage customer demand during
the COVID-19 outbreak

Our Performance

% Overall customer
satisfaction
% listen to and act on
views
No of complete Resident
Engagement Impact
Assessments

Target

2018/19

2019/20

2020/21- Status/Comments
Q1

89.3%

92%

92.8%

98.3%

66%

65%

65%

65%

STAR survey measure
Last undertaken in2018

26

115

70

4

Engagement impact assessments
affected by lockdown

Note:
2019/20 outcomes for % Overall customer satisfaction reflect a broader set of transactional satisfaction data
than previous years.
Our key measure to improve within the Survey of Tenants and Residents (STAR) will be our benchmark
position with others to reflect that our tenant’s views are being listened to and acted upon. The graph
below shows our current position when compared to Local authorities and ALMOs
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This year’s planned STAR customer satisfaction survey has been postponed until 2021. However, the TPAS
survey undertaken in July/August 2020 as part of the Management Agreement Review provides some helpful
insight from a smaller but representative sample of tenants.
The full survey is available to Board members, and highlights:

Positive Themes
Focuses around our customer services with a
prompt, helpful, responsive, supportive and
adaptable, where satisfaction was highest when
asked if they were able to access our services
Our staff were polite, helpful, accommodating,
‘they do the best they can’, the way they
interacted with tenants, are helpful, polite, go out
of the way for you
Rents are fair, reasonable, affordable, and
demonstrate good value for money

Areas for improvement
Inconsistency in customer
services
Quality and timeliness of repairs, maintenance
and improvements
Lack of communication, having to chase, not
being kept informed, being kept on hold on the
phone while staff ‘check with Manager’
Contact options – online/phone/face to face are
offered – residents stated a strong preference for
an effective phone contact service

Forward look
During the coronavirus outbreak, CBH and our customers have had to change the way we work together.
Our customer facing offices at the Library have closed, our office at Greenstead is available for in-person
appointments when needed. Many staff have had to work from home, meaning less face to face contact with
our customers, both in offices and their homes.
These changes have shaped our transformation for the year ahead. Some of the projects identified which
contribute to our customer plan objectives are:
•

A new Housing Management system (project Aurora) will bring key improvements to support our
customer experience, particularly to improve access to services and customer feedback.

•

Review the face to face access and customer experience now that the Library access has closed, and
Greenstead Housing Office is offering limited appointments.

•

Review on enhancing resilience and flexibility for complaints and customer feedback, with tenant liaison
and customer experience officers supporting the resident engagement function, through the creation of
a customer experience team.

•

Through communications and training we will work with our residents to help us manage their buildings
more safely.

The following documents are appended to this report:
Appendix 1 – Customer Plan 2018-2022 (update on action plan)
Appendix 2 – Customer Plan Risk Register (new format)
Appendix 3 - Customer Charter
6
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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.
Customer Plan
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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

Customer Plan
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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
Empowering
staff &
supporting a
customerfocused culture
(Angelique
Ryan)

Lead

Actions/projects/
workstreams
Assess and identify staff
capacity to project
manage the customer
plan

DMT/SMT

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

Angelique
Ryan

End
October
2017

Deliver embedding
training to all Managers

Angelique
Ryan

End March
2018

Karen/ Kirk

October
2019

Embed “My Customer
Focus” culture across
CBH.

Incorporate "My
Customer Focus" content
HR
into company induction
process
Build evaluation of
personal contribution and
commitment to “My
HR
Customer Focus” into the
PADS process.

Customer Plan

Due by
End
January
2018

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

Progress

Complete

Complete

Embedding training
delivered to all line
managers.
Champions recruited and in
place. Embedding actions
delivered.

Complete

Complete

July 2018

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

March 2018

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

6

Complete

Complete

Notes
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Focus

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

Customer Plan

Lead

Actions/projects/
workstreams

Due by

Success measure

Ensure recruitment
process assesses and
reflects customer
excellence skills
Review Customer Plan
to incorporate "My
Customer Focus" training
and establish clear
corporate service
standards and Customer
Charter
Identify top ten service
policy challenges and
use "My Customer
Focus" tools to agree
consistent approach to
managing customer
expectations

HR

July 2018

We bring people with the
right customer skills into the
company.

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.

Kirk Braker
and SMT

December
2018

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

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
standard selection

7

Progress

Notes

Complete

Complete

Complete

Complete

Customer
Charter
completed
and ready to
be launched
Have
changed this
task to focus
on the key
areas of low
customer
satisfaction
Good
Progress with
contractors
developing
improved
customer
service
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Focus

Actions/projects/
workstreams

Lead

Due by

Success measure

Progress

Notes

questions formed from
consultation with our
customers.

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

Customer Plan

Through communications
and training we will work
with our residents to help
us manage their
buildings more safely.
Develop customer insight
data and processes to
develop corporate
customer analysis and
segmentation

Kirk Braker

Aug 2021

Greater knowledge for our
tenants about managing
safety in their homes.

Not started

Discussed at
the resident
panel on 1st
Oct 2020

Karen Williams

Dec 2020

Improved customer
satisfaction and
engagement and targeted
resources improve
efficiencies in service
delivery.

In progress

Used insight
data to
support our
customer
during Covid19 lockdown.

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

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.

8

Complete

Complete

Key areas
have been
identified and
scrutinised by
the resident’s
panel with
recommendati
ons for
improvements
Learning and
outcomes
now reported
to CMT and
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Focus

Improving access
to services
(Karen Loweman)

Customer Plan

Actions/projects/
workstreams

Lead

Due by

Success measure

Progress

Review on enhancing
resilience and flexibility
for complaints, customer
feedback, tenant liaison
and supporting the
resident engagement
function, creation of a
customer experience
team.

Kirk
Braker/Karen
Williams

Aug 2021

See project report for the
new housing management
system

In progress

Review the face to face
access to our services

Karen Williams

Aug 2021

Our customer can still do
business with us.

In progress

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

Gareth
Mitchell/CBC
Contact Centre
Coordinator

September
2018

Agreed approach and plan
for shifting customers to
preferred channels of
contact, including mediated

In progress

9

Notes
Board and
now
published in
HN&V’s in
you said we
did

Following
closure of
library access
and limited
access to
Greenstead
Housing
Office
New system
go-live on the
26th October
2020
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Focus

Actions/projects/
workstreams
Embed the new Housing
Management system

Lead

Due by
Extended to
Novemeber
2020

Success measure
access for customers who
need support.

Progress

Notes
During C-19
we have seen
an increase in
tenants
accessing
services
online
Residents
Panel have
set up virtual
meetings
using ZOOM

Customer Plan
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Appendix 2

Risk No.

211, 212, 221, 231, 241, 242, 261

Risk Number:

211

Mitigation status /
Direction of Travel

↔
Risk

Causes

Risk Rating
Justification

Operational

Delivery Plan:

Unmitigated
(inherent)
Likelihood

Unmitigated
(inherent) Impact

Unmitigated
(inherent) Risk
Rating

5

3

15

Empower staff and support a customer-

Customer Plan

Business Objective: focused culture

Current (residual) Current (residual) Current (residual)
Likelihood
Impact
Risk Rating
2

2

4

Project management function not suitably resourced, or resource not maintained through to completion of
plan.
Staff resources not identified or available.
Financial resources not identified, bid for or unsuccessfully bid for.

Consequences

2
Type

Target (residual)
Target Risk Rating
Impact
2

4
Quality of Service
Reputation

Project not effectively managed.
Outcomes not delivered.

Quality of Service: Without the mitigations listed this project will not meet its outcomes. Having staff resources and a method of measuring progress through CMT reduces the
likelihood of the project failing. The impact is at 2 (and with a target of 2) because of the strategic significance of not meeting the outcomes of this plan.

Mitigations / Controls Currently in Place

Additional Planned Mitigating Actions

Dates for Actions

Staff capacity identified to manage project

Head of Repairs &
Maintenance Head
of Housing
Management

Project team established from representative across the
organisation.

Financial resource (use of reserves) applied for via
business case to F&A.

Director of Operations

Owner
Head of Repairs &
Maintenance Head
of Housing
Management

CMT monitor progress monthly and Board annually to
ensure project activity continues and stays on target.

Responsibility:

Target (residual)
Likelihood

Input From:

Head of Repairs & Maintenance
Head of Housing Management

Date Risk
Recognised

Target Outcome (ie effect of actions on
risk rating)

Reduces Likelihood .

Reduces Likelihood and Impact.

Head of Repairs &
Maintenance Head
of Housing
Management

Reduces Likelihood.

Head of Repairs &
Maintenance Head
of Housing
Management

Reduces Likelihood and Impact.

01.09.18

Date Risk Last
Reviewed

02.10.20

Risk Number:
Mitigation status /
Direction of Travel

↓
Risk

Causes

Risk Rating
Justification

212

Operational

Unmitigated
(inherent)
Likelihood
5

Unmitigated
(inherent) Impact
3

Delivery Plan:
Unmitigated
(inherent) Risk
Rating
15

Customer Plan

Business Objective:

Current (residual) Current (residual) Current (residual)
Likelihood
Impact
Risk Rating
4

3

12

Consequences

4

Target (residual)
Target Risk Rating
Impact
2

Type

Staff do not follow or consistently apply the Mary Gober principles when delivering services.
Lack of training (both refresher and for new starters).
Lack of monitoring staff behaviour and actions.
Mary Gober principles not embedded correctly in day-to-day working.

Target (residual)
Likelihood

Empower staff and support a customerfocused culture

8
Quality of Service

Staff do not act in customer-focused manner.
Customer satisfaction does not meet set targets.
Services are not delivered in the most efficient way.

Quality of Service: Currently there is little to no opportunity for managers and champions to listen in on staff communicating with customers (no IT solution available and
majority of staff working from home). This is the justification that the likelihood is unlikely to get below a score of 4 (occurs once a year). The impact can be reduced through
close monitoring and objective setting by line managers.

Mitigations / Controls Currently in Place

Additional Planned Mitigating Actions (and owner)

Dates for Actions

Additional training for groups of new starters through
Mary Gober (under review due to cost).

Owner
L&D Committee
Head of Repairs &
Maintenance Head
of Housing
Management
Head of Repairs &
Maintenance Head
of Housing
Management

Embedding training sessions provided to all line
managers.

Project Team representatives (champions) in each
teams.

Target Outcome (ie effect of actions on
risk rating)

Reduces Likelihood.

Reduces Likelihood.

Reduces Likelihood & Impact.

Principles explained during the induction and probation
phase.

Line Managers

Lessons learnt and trends from complaints presented
monthly to CMT. Case studies presented monthly to
highlight areas for improvement.

Business Intelligence
and Service
Reduces Likelihood & Impact.
Improvement
Manager
121 and objective setting for staff to include actions on
providing great customer service. Increased manager
contact due to working from home arrangements and
the ability to monitor staff behaviour.

01.01.2021

Line Managers

Reduces Likelihood & Impact.

E-Learning package developed for refreshers and new
starters.

31.03.2021

HR Business Partner

Reduces Likelihood.

tbc

tbc

IT solution developed to enable line managers to review
telephone conversations.
Responsibility:

Director of Operations

Reduces Likelihood.

Input From:

Head of Repairs & Maintenance
Head of Housing Management

Date Risk
Recognised

01.09.18

Reduces Likelihood & Impact.
Date Risk Last
Reviewed

02.10.20

Risk Number:

221

Operational

Delivery Plan:

M itigation status /
Direction of Travel

Unmitigated
(inherent)
Likelihood

Unmitigated
(inherent) Impact

Unmitigated
(inherent) Risk
Rating

←

5

3

15

Risk

Causes

Risk Rating
Justification

Customer Plan

Business Objective:

Current (residual) Current (residual) Current (residual)
Likelihood
Impact
Risk Rating
5

2

10

Services not delivered in consistent manner across the organisation, including when delivered by contractors.
Lack of training.
Mary Gober principles not embedded in ways of working.
Management not addressing poor customer service.

Consequences

Target (residual)
Likelihood
4
Type

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

Target (residual)
Target Risk Rating
Impact
2

8
Reputation
Quality of Service

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.

Reputation: Risk appetite is cautious so target score is limited to the likelihood happening once a year with an impact of adverse local press and negative social media.
Although many mitigations already in place reduce the likelihood, until electronic work flows and regular training are in place, its difficult to reduce the likelihood occurring once
every 3 months across the organisation.

Mitigations / Controls Currently in Place

Additional Planned Mitigating Actions (and owner)

Dates for Actions

Owner

Target Outcome (ie effect of actions on
risk rating)

Clear corporate service standards. “My Customer Focus”
tools used to agree consistent approach to top ten
service policy challenges identified by service teams.

Reduces Likelihood.

CBH Tenant Liaison Officers to provide customer support
on major projects delivered by contractors.

Reduces Likelihood & Impact.

System to update on contractor repairs completions
being developed.

26.10.2020

Head of Repairs &
Maintenance

Reduces Likelihood.

Trend analysis and lessons learnt from complaints
(including CSC feedback).

Reduces Likelihood.

Customer given direct access to housing officer for ongoing cases.

Reduces Impact.

Clear guidelines and procedures for staff and contractors
for COVID-19 safe working practices.

Reduces Likelihood.
E-Learning training package for Mary Gober principles
and tools developed for refresher and new starter
training.

31.03.2021

Training coordinator Reduces Likelihood.

Work flows in the new housing system (NPS) to ensure
procedures are followed consistently.

31.12.2020

Project Aurora

Clear communications for our Customers (event specific,
policies and website). Identified point of contact to
allow for early warning of service failure.
Responsibility:

Director of Operations

Reduces Likelihood.
Reduces Impact.

Input From:

Head of Repairs & Maintenance
Head of Housing Management

Date Risk
Recognised

01.09.18

Date Risk Last
Reviewed

02.10.20

Risk Number:
Mitigation status /
Direction of Travel

Risk

Causes

Risk Rating
Justification

231

Operational

Unmitigated
(inherent)
Likelihood
5

Unmitigated
(inherent) Impact
3

Delivery Plan:
Unmitigated
(inherent) Risk
Rating
15

Creating insight into our customers
Business Objective: and using it to improve service
delivery

Customer Plan
Current (residual) Current (residual) Current (residual)
Likelihood
Impact
Risk Rating
3

3

9

Lack of a plan, or failure to implement a plan that would use customer insight data to improve service delivery.
Poor customer insight data.
Lack of project management skills when carrying out service improvements.
New improvements are not implemented, insight data ignored.
Customer expectations higher than service standards.

Consequences

2
Type

Target (residual)
Target Risk Rating
Impact
2

4
Quality of Service

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.

Quality of Service: Current organisational structure has staff working on customer engagement across all departments therefore the likelihood of failing to use customer insight
is almost certain, this can be reduced heavily with a centralised team. Risk appetite is open so reducing target impact to 2 (some impact but resolvable within existing resources)
is deemed sufficient.

Mitigations / Controls Currently in Place

Additional Planned Mitigating Actions (and owner)

Dates for Actions

Insight data to be planned, collected and used prior to
service improvements.

31.03.2022

Staff to have difficult conversation training (including
refreshers) so not to falsely or inadvertently raise
customer expectation.

Director of Operations

Owner

Target Outcome (ie effect of actions on
risk rating)

Resident Insight and
Reduces Likelihood & Impact.
Engagement Officer
Customer expectations agreed upon at time of setting
service standards. All staff to be aware of service
standards and to communicate these with customers to
avoid disappointment.

Responsibility:

Target (residual)
Likelihood

Head of Service

Reduces Impact.

Training Coordinator Reduces Impact.
Form a customer excellence team from across the
organisation to provide a single approach to customer
insight, customer care and officer support.

31.03.21

Head of ICT and
Reduces Likelihood & Impact.
Business Intelligence

Service improvement guidance and procedures to be
produced to ensure customer insight and engagement is
part of continuous improvement.

31.03.21

Project 2020

Input From:

Head of Repairs & Maintenance
Head of Housing Management

Date Risk
Recognised

01.09.18

Reduces Likelihood.

Date Risk Last
Reviewed

02.10.20

Risk Number:
Mitigation status /
Direction of Travel

↔
Risk

Causes

Risk Rating
Justification

241

Operational

Unmitigated
(inherent)
Likelihood
4

Delivery Plan:

Business Objective: Improve access to services

Customer Plan

Unmitigated
Unmitigated
Current (residual) Current (residual) Current (residual)
(inherent) Risk
Impact
(inherent) Impact
Likelihood
Risk Rating
Rating
2
8
4
2
8

Existing systems, particularly the Housing Management System, limit opportunity for channel shift.
Too many different channels on the market.
Different systems interface better with certain channels.
Customers ICT capability

Consequences

Target (residual)
Likelihood
2
Type

2

4
Quality of Service

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

Quality of Service: This risk becomes more difficult as technology and communication platforms change. Security and how a communication device interfaces with our systems
are key criteria when deciding what channel to use / allow. This is why the likelihood is difficult to reduce without the new housing management system in place. Impact
remains at a 2 and is unlikely to change without increasing the establishment to maintain multiple channels which is not advisable.

Mitigations / Controls Currently in Place

Additional Planned Mitigating Actions (and owner)
New Housing Management System, with improved
interfacing will enable channel shifting.

Dates for Actions
31.07.2021

Owner
Project Aurora

Customer's preferred contact method listed in housing
management system and updated as part of call handling
script.
31.03.2021

Reduces Likelihood & Impact.

Head of ICT and
Reduces Impact.
Business Intelligence

ICT Strategy group meet monthly to discuss proposals
from departments and provide research and information
on acceptable channels.

Reduces Impact.
Increased customer insight into capabilities and
preferred methods of communication to improve service
delivery.

Director of Operations

Target Outcome (ie effect of actions on
risk rating)

Reduces Likelihood.
Cyber security checks / research on proposed new
channels such as WhatsApp.

Responsibility:

Target (residual)
Target Risk Rating
Impact

Input From:

Head of Repairs & Maintenance
Head of Housing Management

31.03.2021

Date Risk
Recognised

Transformation
Project

01.09.18

Reduces Likelihood.

Date Risk Last
Reviewed

02.10.20

Risk Number:
Mitigation status /
Direction of Travel

←
Risk

Causes

Risk Rating
Justification

242
Unmitigated
(inherent)
Likelihood
4

Strategic
Unmitigated
(inherent) Impact
3

Delivery Plan:
Unmitigated
(inherent) Risk
Rating
12

Customer Plan

Business Objective:

Current (residual) Current (residual) Current (residual)
Likelihood
Impact
Risk Rating
2

2

4

CBC/CBH has no working Housing Management System as existing system ceases to function before new
housing system is fully operational.
Software failure;
User error - deletion of key tables or coding;
Project Aurora delayed / failed to implement new system;
Hacking.

Consequences

Target (residual)
Likelihood
2
Type

4. Improve access to services
Target (residual)
Target Risk Rating
Impact
2

4
Quality of Service

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.

Quality of Service: Likelihood is reduced greatly through the experience of the Housing System Team, the impact of Capita failing is reduced as the implementation of the
Northgate system is brought on-line.

Mitigations / Controls Currently in Place

Additional Planned Mitigating Actions (and owner)

Dates for Actions

Owner

Target Outcome (ie effect of actions on
risk rating)

Project to replace the Housing Management System
underway (project Aurora).

Reduces Likelihood and Impact.

Current supplier has confirmed that housing system can
be used after the De-Support date, but without any
support.

Reduces Impact.

De-support notice extended from 1st Sept to 1st Nov
2020.

Reduces Likelihood and Impact.

Housing Systems team have experience in resolving
issues within the system and have seldom required
Capita assist them.

Reduces Impact.

Access limited to capita look-up tables. Trained team
members only given access (min 6 months).

Reduces Likelihood.

Access to Capita through CBC firewalls to prevent hacks,
viruses, corruption etc.

Reduces Likelihood.

Capita data backed up daily on CBC server.

Reduces Impact.

Extension to Project Aurora which will allow more time
to build and test the system.
Purchase of consultant days from Northgate to increase
team capacity.
Responsibility:

Head of ICT and Business Intelligence Input From:

Programme & Project Manager Aurora Date Risk
Housing Systems Business Partner
Recognised

01.04.19

Date Risk Last
Reviewed

14.09.20

Risk Number:
Mitigation status /
Direction of Travel

←
Risk

Causes

Risk Rating
Justification

261
Unmitigated
(inherent)
Likelihood
5

Strategic
Unmitigated
(inherent) Impact
4

Delivery Plan:
Unmitigated
(inherent) Risk
Rating
20

Customer Plan

Business Objective:

Current (residual) Current (residual) Current (residual)
Likelihood
Impact
Risk Rating
2

3

6

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.
Compliance breach;
Unqualified staff / contractors working on housing stock or corporate
buildings;
Lack of H&S training;
No safe system of work in place (reporting, monitoring, inspections, audit).

Consequences

Target (residual)
Likelihood

6. Trusted choice for local housing, property
and community services.

Target (residual)
Target Risk Rating
Impact

2

2

Type

4
People

Death or injury to customers or public;
Facilities being closed as unsafe;
HSE investigation / notice / fine
Legal challenge and financial claim;
Judgement issued by the Housing Regulator.

People: Unmitigated, this risk will certainly occur. The likelihood is reduced significantly by having a fully integrated H&S system within every work stream and department.
Impact is harder to mitigate but through safety products (by design) and correct signage / information / education the seriousness of injury can be reduced, but not totally.

Mitigations / Controls Currently in Place

Additional Planned Mitigating Actions (and owner)

Dates for Actions

Owner

Target Outcome (ie effect of actions on
risk rating)

Staff structure
* Qualified H&S Manager
* Qualified staff managing projects and properties

Reduces Likelihood.

Use of H&S software - Assure. Allows electronic
reporting and monitoring, task manager system,
production of management data

Reduces Likelihood.

Integrated safe system of work - comply to (but not
accredited) to BSI 18001 and 9001. Management
structure in place with named duty holders.

Reduces Likelihood.

Insurance - public liability up to £10m

Reduces Impact.

Internal Audit - independent auditors and independent
trade body inspections. Trained CBH BSI auditors with
an internal programme in place.

Reduces Likelihood.

Comprehensive H&S training programme including
toolbox talks, in-house training, external training and
qualified NEBOSH staff.

Reduces Likelihood and Impact.

Responsibility:

Head of Repairs & Maintenance

Communicate safety message to customers and general
public ie. Signage, information, education, warnings.

31.03.21

Design and install 'safety by design' products.

31.03.21

Input From:

Health, Safety, Environment & CDM
Manager

Date Risk
Recognised

Health, Safety,
Environment & CDM Reduces Impact.
Manager
Head of Repairs &
Reduces Likelihood and Impact.
Maintenance
Date Risk Last
01.04.2019
14.09.20
Reviewed

Customer
Charter

INDIVIDUAL TRUST

CONSIDERATION

SUPPORTIVE

TRUST

POLITE

HONESTY

PATIENCE
PRIVACY

RESPECT

CONSIDERATION

TRANSPARENCY

ACCESSIBLE

HELPFUL
POLITE
CONSIDERATION FRIENDLY

HONESTY

TRANSPARENCY

ACCESSIBLE

HELPFUL

LOYALTY

HONESTY
FRIENDLY

HONESTY

SUPPORTIVE
CONSIDERATION
ACCESSIBLE

POLITE

RESPECT

PRIVACY PRIVACY

PATIENCE

POLITE

HONESTY

To help us, please:
•	ensure we have up to date contact details
•	treat us with respect
•	tell us if you cannot make an appointment
•	share your feedback to help improve services

PRIVACY

Getting it right; we will:
•	endeavour to deal with your request the
first time you contact us
•	continue to invest in staff training
•	be respectful in your home and will wear
correct identification
•	say sorry if we make a mistake and put
things right
•	learn from our mistakes

When using our services; we will:
•	provide details of all our services online at
cbhomes.org.uk
•	continue to improve our online services,
allowing you to access them at anytime
•	offer a variety of ways for you to contact us
•	meet with you in person if you prefer
•	promote our service standards so that you
know what to expect from us

HONESTY

Treating you right; we will:
•	be polite, treat you with respect and value
you as a customer
•	be honest and do what we say we will do
•	explain things clearly
•	protect your personal information
•	work with you to build trust in our services

PRIVACY

PATIENCE RESPECT

LOYALTY
INDIVIDUAL TRANSPARENCY

COLCHESTER BOROUGH HOMES
Board
15th October 2020 – Via Zoom
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To update the Board on the progress of the CBH 2.0 Transformation
Project.

Matters to
note/Exception
Highlights

Progress is going well with some examples stated in this report. The Board
is asked to note that any financial support required for each project will be
requested from company reserves and presented to the Finance and Audit
Committee via a business case for approval.
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Recommendations
The Board is asked to:
i. NOTE the progress of the Transformation project to date.
Executive summary
The six transformation project scopes have been agreed by CMT and project leads from line
manager level have been identified and received project briefs. Planning is currently taking
place with some quick win activities already being implemented.

Implications:
Strategic Plan

The transformation phase links directly to the delivery of
the organisation’s strategic objectives and progress of the phase will be
monitored monthly through the plans.

Regulatory/Legal

No implications.

Financial/Budgetary The transformation phase will be managed within current resources and

budget. Any project implementation requiring additional will be reviewed on
a case-by-case basis and presented to the Finance & Audit Committee as a
business case for use of reserves.

Health & Safety

No implications.

Risk Assessment

Risks will be identified as part of the management of each project and
escalated as per the organisations risk framework as strategic or
operational risks.

Human Resources

Any implications for staff will be addressed through HR as part
of Programme 2020.

Equality and
Diversity

Any changes to service delivery will be accompanied by an EqIA to
ensure none of our staff or customers are disproportionately affected.

Value for Money

It is expected the at many outcomes from each project will have cost
benefits both as efficiencies for our customers and budget savings from
within the organisation. These will be monitored through the project and
included in the closure report.

Page Left Blank
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1.

Background

1.1 The Transformation phase commenced on the 1st September and will complete on the 31st
March 2021. The aim of this phase is to maximise the opportunities identified during the
Recovery phase and accelerate transformation actions from the organisation’s strategic
plans.
1.2 The six projects identified and being reported on through this phase are:
1.
2.
3.
4.
5.
6.

Improving the energy efficiency of the Housing stock
Enhancing the use of IT (Staff and Customers)
Delivering Gigabit Broadband
Sustaining and enhancing community enablement
Workforce resilience
Increase in homelessness

Two other large transformation projects already in progress will feed into above projects:
i.
ii.
2.

Programme 2020
Project Aurora

Progress
Project 1 - Improving the energy efficiency of the Housing stock

2.1 The 100 Homes project had an additional budget of £1m allocated to bring the properties
purchased through this project to an average energy rating of B. The project team has been
established and the procedures for surveying the properties and identifying the void and
energy efficiency work. Existing contractors will be used and currently discussions are
being had on the type of energy measures each contractor can deliver along with
specifications and timeframes.
2.2 A list of energy efficiency projects will be presented to Cabinet on the 14th October to
request the use of £4m of HRA budget to deliver the works over the next 18 months. The
works have been identified and costed and include measures such as heating replacements
and insulation works.
Project 2 - Enhancing the use of IT
2.3 New laptops have been received and distributed to staff week commencing the 28th
September as part of the 2in1 replacement. Positive feedback was almost instantaneous
on the speed and ease of navigating SharePoint with a more powerful processor. A further
batch is expected in October.
2.4 A report for the planned purchase of new mobile phone handsets has had the budget
agreed which will see the replacement of the Hawk handsets the majority of staff currently
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have. The new Samsung handset is more user friendly, faster and more stable. Roll out is
expected to be complete by the end of the calendar year.
2.5 A trial of mobile handsets has identified that mobile workers will require 3 devices, a laptop
for home and office use, a tablet for agile use in the community and a mobile phone for calls
and mobile data. The trial was aimed at finding one device that could be used for agile
working and phone calls but screen size proved too small in testing the larger sized mobile
phones. The tablets will be required once project Aurora phase 2 completes in July 2021
when the mobile module becomes active, correct device specifications are being sought in
preparation.
2.6 Endpoint management is planned to be installed on all devices from November 2020. This
Microsoft software will enhance the organisations cyber security and is in line with the
Council’s ICT strategy.
2.7 An ICT competency framework is being developed for the organisation to identify the ICT
skill level required for each job role within the organisation. Once completed the framework
will be used to drive training and assist in recruitment.
Project 3 - Delivering Gigabit Broadband
2.8 Links have been established with the project manager of the Gigabit Broadband project
from Colchester Amphora Trading and the 5G specialist working with the project.
2.9 Infrastructure has been consulted on and included in the Mechanical & Electrical
specification for Elfreda House, paving the way for this new scheme to be able to deliver
high speed broadband allowing for smart tech to assist with the care of sheltered residents
and of the buildings facilities.
2.10 More challenging work is starting on working out a financial solution for providing gigabit
broadband to both Sheltered and General Needs Tenants.
Project 4 - Sustaining and enhancing community enablement
2.11 Older Persons Services are currently undertaking an exercise looking into the services
required by sheltered tenants, a review and gap analysis will follow.
2.12 A workshop on ‘Asset Based Community Development (ABCD) Leadership’ was attended
by the Director of Operations and Director of Business Improvement. The ABCD approach
is designed to sustain community-driven development, the workshop was facilitated by
Cormac Russell and arranged by CBC. A Tedx Talk from Cormac on sustaining community
development can be seen via YouTube on https://youtu.be/a5xR4QB1ADw
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Project 5 - Workforce resilience
2.13 A new appraisal system, MyContribution, was presented and agreed by CMT which will
move from an annual review and objective setting method to a quarterly review and a more
frequent check-in 121. The new system will be rolled out to the organisation immediately.
2.14 The first managers network session has been held with the next one planned for November.
The sessions allow for sharing of management practices designed to improve management
and leadership across the organisation.
2.15 The wellbeing group has identified some further activities and communications to implement
over the next few months. It is expected the over the winter months and the longer the
pandemic goes on, the wellbeing of staff will suffer. Activities, advice and tips on staying
motivated and mentally well will be required to combat this.
Project 6 - Increase in homelessness
2.16 Scenario planning has taken place to identify the trigger points and the additional budget
required as homelessness applications begin to rise. These exercises have been shared
with CBC to ensure swift decisions can be made should the predicted rises occur.
2.17 Communications with local landlords has been planned in order to prevent any evictions
which can be resolved by the housing options team. A backlog with the courts is likely to
mean a delay in any evictions previously held up due to the government’s moratorium.
3.

Next steps

3.1 The first strategic update, held at the monthly corporate management team meeting, has
taken place and the first operational meeting with the project leads took place on the 7th
October. Fortnightly 121 meetings between the programme team and project leads have
been scheduled in order to provide support and to monitor progress.
3.2 Project leads have started to form their project teams from around the business.
3.3 Any financial support in order to achieve the outcomes of the projects will be taken to the
Finance & Audit Committee with a business case and a request from reserves.
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0008A Health & Safety update with
Spotlight on Fire Compliance Report
David Barthram – Health & Safety, Environmental & CDM Manager
David.Barthram@cbhomes.org.uk
(01206) 282433
To brief the Board on the current status of activities relating to fire safety
compliance.
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Recommendations
The Board is asked to:
I.NOTE Fire safety compliance report
Executive summary
The purpose of this report is to provide the Board with an overview of activities and monitoring in
respect of Fire safety.

Fire safety and compliance
As a landlord it's important that we reduce risk of fire, to comply with our legal duty to do so,
and to protect residents 1.
A fire risk assessment (FRA) includes measures to reduce or eliminate the risk of potential
fire whilst identifying persons at risk. The process of a fire risk assessment is to identify and
evaluate the factors determining the hazards of a fire as well as the likelihood and potential
consequences if the worst was to happen.
It’s also required to identify who could be at risk as well as prepare an emergency plan,
which might include the emergency routes and exits, the evacuation plan, fire detection
systems, firefighting equipment that is likely to be needed and also training that can be
provided for members of staff so that they can protect themselves if a fire does break out.
The Health & Safety manager sets a schedule of inspections for buildings to ensure that we
comply with legal requirements and that residents are safe.
The schedule includes inspections by his team to complete and provide guidance to support other
staff who routinely inspect the buildings. At least once a year visits or desk reviews are made
jointly with the Essex Fire service.
Our buildings fall into two categories (1) Sheltered housing and (2) General needs blocks of flats.
Sheltered schemes
Our Sheltered housing schemes provide independent living for older residents, with flexible
support provided through monitored alarms and a visiting officer service.
The 19 schemes vary in size and building layout but will share some common features such as
communal lounge and kitchen areas for socialisation, and laundry facilities.
Fire alarms systems are linked through to the offsite 24/7 alarm center (Helpline), and are tested
weekly by visiting officers who carry out visual checks for fire safety, and are responsible for
updating fire logbooks, including any individual tenant emergency assistance information details
(Personal Emergency Evacuation Plans)
Generally, the schemes have a “stay put” policy in place and is confirmed to be the most suitable
evacuation strategy once a fire risk assessment has been completed.
The Health & Safety team carries out an annual assessment of each sheltered scheme for
assurance. This year the Covid-19 pandemic has led to some delays with these inspections,
whilst many older tenants were “shielding” although we are now back on schedule.
Where actions arise as a result of inspection these are added to a planned programme of work
and monitored through to completion.
General needs blocks
Our housing stock includes 433 blocks of flats, which are fire risk assessed every 5 years.
Whilst the flat blocks do not have lifts and none are above three stories high, we have an annual
fire safety inspection program delivered by the Caretaking team in place to inspect blocks.
The Caretakers inspections reduce the fire risk and focus on areas such as defective lighting, and
doors. Frequent hazards are identified which are created by those living in the accommodation
such as storage of waste or items left in communal stairwells and landings.
The table monitors progress of Caretaker inspections of blocks of flats requiring inspection for the
period April 2020 to April 2021; demonstrating good progress by mid-year. – note not all blocks
have communal stairwells, and some have more than one stairwell.
1

https://Building_safety_advice_for_building_owners_including_fire_doors_January_2020.pdf
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General Needs
Blocks/Housing

Type of
Service/inspection/assessment

Number
of
properties

Blocks Stairwells –

How many properties have
been
serviced/inspected/assessed

172
464

82
227

Partially compliant
service/inspection
not overdue but
outstanding

Overdue visits
Non-compliant –
service/inspection
overdue

90
237

None

The next fire risk assessment programme for general needs blocks will begin in 2021, with the
first block fire risk assessment due 2022.
Fire Risk Assessment (FRA) – progress to date 2020
Fire Risk Assessments

Number of
properties

How many properties have been
serviced/inspected/assessed?

General needs blocks

433

433

Sheltered housing

19

17

Partially compliant –
service/inspection
not overdue but
outstanding

Overdue visits
Non-compliant –
service/inspection
overdue
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Fire Risk Assessment Actions
All fire risk assessment actions are monitored within our computer software system “Assure”. The
Assure system compiles all details for fire risk assessments, any actions raised against a building
will be allocated to the most competent person for the task.
The system currently details that CBH have the following fire risk assessment actions pending:
High priority – 429 actions relate to fire door replacement and compartmentation works. A
programme of work has been approved by the Council to complete this work within the Asset
Management plan, with completion expected in 2021. This work has been identified following
inspection following the Grenfell Tower inquiry, although installation has been delayed pending
government confirmation of fire door specification and availability of supply.
Medium priority – 55 actions relate to fire door repairs and minor compartmentation breaches,
such as sealing around a small hole. These works are scheduled for completion within existing
planned programme of works.
Low priority – 10 actions are related to fire evacuation signage updates or requirements; fire
zone plans and compliance documentation requests. This is routine work that will be complete
within 28 days through repairs or as part of planned maintenance.
Outstanding actions are reviewed and discussed at the monthly Health & Safety briefing and
included within a plan of action to ensure the fire action(s) can be addressed.
Accidents, Incidents and Near Misses
September 2020 incidents overview
Incident A - 18/09/2020
Firefighters were called to a fire at Elfreda house sheltered accommodation in Colchester on
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18/09/20. On arrival, crews reported that a second-floor flat was heavily smoke logged.
Firefighters extinguished the fire by 7:43am and rescued a man from the flat. The man was left in
the care of the Ambulance Service.
The flat suffered extensive smoke and fire damage. The fire is believed to have been caused
accidentally and a fire investigation will take place.
The tenant has left hospital and is recovering well.
Incident B - 22/09/20
Near miss fire incident at Harrison court - Smoke detector was activated, and fire brigade
attended the scheme due to smoldering ashtray. The tenant, who has support in place, is well,
and no property damage was noted.
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Recommendations
i. That the Board NOTE the YTD September financial position of CBH and CBC delegated
budgets.
Executive summary
Overall financial position of CBH YTD performance is largely within the expectations of quarter 1
forecast. Quarter 2 forecast is in line with quarter 1’s; adjusted quarter 2 forecast on Repairs
(payments to subcontractors) and net contribution of Design and Construction function.
Furthermore, capital projects spend is expected to catch up with budget.
CBC delegated budgets’ significant variances as a result of COVID-19 disruptions and services
starting to recover.
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Implications:
Strategic Plan

The Income, Expenditure in line with the strategic plan.

Regulatory/Legal

N/A

Financial/Budgetary

It is important to continue to identify and reinvest savings to
support good quality services to our residents

Health & Safety

N/A

Risk Assessment

YTD surplus was better than expected, therefore, no risk posed.

Human Resources

N/A

Equality and Diversity N/A
Value for Money

A consolidated position ensures expenditure is reported across
the whole of the business. Robust forecasting ensures that any
potential efficiencies can be utilised in the area of greatest need
throughout the business.

Page Left Blank
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1. CBH Income and Expenditure
Overall financial position as at end of September is a positive variance of £167k compared to YTD budget.
Overall YTD income is down by £1.6m, this is largely due to delays in capital projects and offset by increased
income from Design and Construction Income (with corresponding increased expenditure in the same
period).
Overall expenditure is down by £1.8m, the below table demonstrates the main over and underspend areas:
(positive – underspend, negative overspend)
Directorate
Operations
Operations
Operations

Items
Housing Management
Housing Options
Responsive Repairs
Materials

Amount
113k
21k
107k

Operations

Responsive Repairs
Subcontractors costs

134k

Operations

Voids Subcontractors
costs

(86)k

Operations

(26)k

Operations

Repairs Management
Agency Staff
Void Agency Staff

Operations
Operations

External Services
Fencing

Overheads
Overheads
Overheads

Project Aurora
PPE
Internal Audit

(95)k
(12)k
(19)k

Capital

Capital Works

1,737k

Design and
Construction

Major Projects

(262)k

(31)k
35k
85k

Comment
Vacancy savings
Vacancy savings
Q1 forecast FY £100k
underspend due to C-19. From
Q2 onwards, operational level is
expected to recover to normal.
Subcontractor
payments
is
catching up with the forecast
operational level although not as
much as expected.
Forecast to overspend by 120k for
the year; likely will be covered by
CBC voids underspend.
The cover’s contract has ceased.
No further costs.
Partly due to C-19 shielding and
to increase capacity.
Timing difference
Budget profiled incorrectly, costs
to be incurred in the latter part of
the year; timing difference
Costs to be recovered from CBC
Expected overspend
Timing difference as budget
phased to match previous year’s
payment patterns.
Operational level reduced due to
C-19
Expenditure incurred in line with
increased income

Based on the approved quarter 1 forecast, we have completed a quarter 2 forecast compared to the original
budget (positive – forecast underspend/increase Income and negative – forecast overspend/reduce income):
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Directorate

Items

Income

Interest Receivable

Quarter 2
Forecast
(10)k

Income

From CBC

44k

Operations

Repairs Subcontractor
Payments

(135)k

Business
Improvement

Employee costs

24k

Business
Improvement

Agency Staff

20k

All Departments

Conferences

(11)k

Design and
Construction

Income

637k

Expenditure

(519)k

Comment
CBC has confirmed that due to
interest reduction by the Bank
of England at the beginning of
the year, no interest on the daily
sweep.
Additional income from CBC to
cover EICR posts and PSL
surveys.
Q1 forecast an underspend of
£80k, however, Q2’s actuals
were not as high as expected.
Q3 and Q4 are expected to be
back to normal level.
CBC has agreed to pay for 2 x
posts
relating
to
EICR
commencing September 2020
for a period of 12 month.
Asset Management took over
PSL property survey. This
expenditure to be recovered
from CBC
Conference
expenditure
expected to be reduced
including CBH staff conference
Both forecasts based on
current fee forecast which
makes net contribution of
£118k.

Unchanged forecast from Quarter 1:
Directorate

Items

Income

Pension Deficit

All Departments
Operations

Additional Staff Costs
Fuel

Operations
All Department
Operations
Business
Improvement

Gosbecks Consultancy
Staff Car Park
PPE
IT equipment

Forecast
Comment
unchanged
from Q1
200k
CBC has agreed to fund HRA
staff
pension
contribution
increase in 20/21.
(15)k
Relating to additional needs
10k
YTD underspend £8k, no
expectations to save in the
latter part of the year
50k
20k
(20)k
£12k YTD spend.
(10)k
The uplift of budget was
expected to spend on staff
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Operations

Agency Staff

(94)k

Operations
HR

Comms – Postages
(10)k
Unconscious
Bias (10)k
Training

WFH OH needs. This
expenditure is not as high as
forecast, therefore, it is
decided to be re-purpose to
upgrade staff mobiles.
To cover for sickness and
shielded staff. £56k YTD
spend.
YTD overspend by £8k.

As a result, CBH is forecast to repay CBC in the region of £166k with regards to Repairs underspend and
would have a surplus of £119k, largely due to reforecast Design and Construction net contribution.

2. CBH Balance Sheet
The full balance sheet is shown in Appendix C, this represents YTD the Assets and Liabilities.
3. CBH Capital Report
This represents the YTD progress of each capital project, spend v budget and forecast for full year
outturns.
4. CBC Delegated Budgets
As CBC have an integrated purchasing system, the YTD actuals include commitments (a PO
raised), accruals (a matching invoice received, yet to be paid) and actuals (paid invoices).
Significant variances:
1). Minor Works
YTD actuals behind budget due to low activities in quarter 1 and 2. There are 10 jobs raised so
far.
2). HRA ICT
YTD spend ahead of budget due to project staff costs (not budgeted for), IT Maintenance and
equipment (timing difference) spend.
3). Grants to Organisations
The YTD costs lower than the TYD budget is due to incorrect budget phasing. The payments go
out in October while the budget was phased equally monthly.
5). Grounds Maintenance
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TYD costs lower than budget is largely due to lack of activity in programmed works/cark
parks/elderly people services. Hopefully, these resume soon.
6). Leasehold Charges
Adverse variance due to LH service charge income to be released
7). Older People Services
Significant YTD underspend due to C-19 disruption on all sites. Water and internet bills are now
received up to date.
8). Corporate Facilities
It looks overspend due to incorrect budget phasing for internal income from other departments.
These income scheduled to be transferred to reduce the total FY expenditure. As they won’t be
received until year end and the budget phased to receive equally monthly, which caused this
significant variance
9). Homelessness Initiatives
Looks underspend due to full year grants released early.
5. Appendices
The following documents are appended to this report:
Appendix A - CBH Income & Expenditure by Department
Appendix B - CBH Income & Expenditure by Expenditure Type
Appendix C – CBH Balance Sheet as at 31.08.2020
Appendix D – CBH Capital Report
Appendix E – CBC Delegated Budgets
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Appendix A: P6 I&E by Department
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Appendix B: P6 I&E by Expenditure Type
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Appendix C: CBH Balance Sheet as at 30.09.2020
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ROU Assets

£
823,070

Current Assets:
Trade Debtors
Other Debtors
Cash in hand
Prepayments
Total Current Assets

563,825
1,603
4,054,627
69,270
4,689,324

Current Liabilities:
Trade Creditors
Other Creditors
Accruals
VAT
Receipts in Advance
Social Security
Staff Holiday Entitlement
Total Current Liabilities

204,995
485,561*
1,020,554
352,648
36,492
253,675*
122,850
2,476,775

Net Assets

3,035,619

ROU Liabilities

(955,510)

Total Assets

2,080,109

Funded by:
Reserve carried forward
20/21 surplus

1,027,446
1,052,663
2,080,109

* Other creditors and Social Security liabilities higher than usual due to payroll data not posted by CBC in
time for period 6 closure.

Appendix D: P6 Capital Report
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Appendix E: P6 September CBC Delegated Budget

(YTD Actual includes Commitments, Accruals and Actuals)
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RESIDENT PANEL CHAIRS REPORT TO COLCHESTER BOROUGH HOMES BOARD
Recommendations
The Board is asked to:
1) NOTE the highlights of matters discussed at the Residents Panel on the 1st October 2020
2) NOTE the minutes of the meeting at appendix A
Executive summary
This report separates the work of the Residents Panel into a stand-alone report. This
report highlights the matters discussed at the Residents Panel on the 1st October
2020.
1. Headlines from the Residents Panel 1st October 2020
•

The meeting was attended by Paula Goddard, Lorna Preece and an invited panel of 5 other
CBH residents.

•

The panel meeting was promoted through Social media and contact with residents who
expressed an interest in the topics and took place via Zoom

•

This was a beneficial meeting as it provided the panel with an overview of the Adaptions
Team, Health and Safety and the Community Caretakers

•

Various questions were raised by the panel to which CBH staff attending the meeting were
able to answer and assist further if required

Recommendations
The Board is asked to:
1) NOTE the highlights of matters discussed at the Residents Panel on the 1st

October 2020
2) NOTE the minutes of the meeting at appendix A

Minutes of the Residents Panel
Held at 6pm on Monday 1st October 2020
Via Zoom
Paula Goddard – Chair
Lorna Preece – Board Member
Mark Healey - CBH
Karen Williams - CBH
Richard Dowling - CBH
David Barthram - CBH
Terry Rundle - CBH
Kirk Braker – Head of Repairs &
Maintenance

Mark Wicks - CBH
Alison Milgate - Resident
Ray Sharp - Resident
Colin Nottingham– Resident
Nicola Davey – Resident
Lisa Loganmoice – Resident
Jo Paget - CBH

1.

Welcome and Apologies

1.1

The Chair welcomed everyone to the meeting and apologies were received from
Michael Campbell

2.

Minutes of the last meeting

2.1

A summary of the minutes from the last meeting were provided by Mark Healey and
there were no actions outstanding

3.

Adaptions Presentation
MW introduced a presentation to the Panel which detailed an overview of the
service.
Headlines of the presentation were:
1.
2.
3.
4.
5.

What is an adaptation?
Minor adaptations
Planned Works
Recent Success Stories
Future Challenges

Questions and comments from the panel:
ND asked how long the process took from applying for an adaptation to finishing
the work? And if the process was hard?
MW explained that the process was not hard. He advised that around 2 years
ago there was a waiting list that was 14 months and now this was down to 3
months for minor works. Although Covid 19 had had an impact.
MW advised that if it was major adaptation, they did have to wait on the
occupational therapists who were under huge demand. He advised that each
adaption case varied and dependant on works needed and those involved would
dictate the time taken.

MW explained that regarding the process, some residents could be nervous with
regards to contacting the occupational therapists if of a personal nature so the
team were happy and willing to assist where they could.
PG asked for advice with regards to a disabled resident living in the area with
restricted parking. She asked if they would be able to turn their garden into a
driveway as they did not have one but did have a dropped curb.
MW said that this could be considered. They would need to look at the location of
the property and assist with the process of the application with Highways. PG
thanked Mark and advised that she would pick this up with him out of the
meeting.
KW asked how many adaptations the team got through in a year as she was
aware there was not a limitless budget or funding for the process. MW advised
that this was a good question, as along with new applications there were renewal
works that had to be carried out, such as level access showers replacements. He
advised that currently he was anticipating works for 36 level access showers but
could not quote an exact figure for adaptations.
KW advised that she was raising the point that there were sometimes when
budgets had been committed and therefore people would have to wait longer for
their adaptation. MW answered that he did have to turn some people away and
that there would always be a waiting list.
RS asked what happened at the other end of the process, in that following the
adaptation and a resident moved or passed away, what happened with the
property? Did this need to be put back to how it was? MW advised that properties
were not reversed and CBH did their upmost to work with the lettings team to find
a resident that needs those adaptations.
4.

Health and Safety
DB introduced a presentation to the Panel which detailed an overview of the
service.
Headlines of the presentation were:
1. Health and Safety Inspections
2. Incidents and Accidents
3. Fire Risk and Contractor Management
4. Covid 19
Questions and comments from the panel:
CN raised that he did not trust his fire door. He advised that it had been fitted
around 4 years ago and he felt that the door would not protect him from fire if
there was an outbreak in the communal hallway of his flat.
DB advised that he would be happy to come out and inspect the door to provide
CN with some peace of mind and would action this.
ND asked if CBH would be able to come out and give some free advice to the
Greenstead Community Centre on areas that they were not too sure of? She
advised that they had received a health and safety check from CBH years ago
but due to times changing she would feel comfortable knowing that the venue
was still safe. KW advised that she and Karen Loweman had met with the

manager at the community centre to offer this service, but it had not been taken
up. KW advised that she would take this up with ND out of the meeting.
LL asked if there were any Health and safety awareness days planned for
tenants? DB advised that there were plans for Health and Safety campaigns and
training with residents next year and he would be happy to explore this further
with the panel. ND advised that she would be happy to hold an event at the
Community Centre. JP added that workshops could also be held virtually using
zoom and would be happy to get involved.
LL asked if hoarding was a challenge for CBH? DB advised that CBH did get
involved with hoarding cases and used services such as the fire service and
social services to assist.
5.

Community Caretakers
TR introduced a presentation to the Panel which detailed an overview of the
service.
Headlines of the presentation were:
1.
2.
3.
4.

Make-up of the Caretaker Team
Roles and responsibilities
Performance stats
Resident Engagement

Questions and comments from the panel:
AM asked if it would be possible to have a zoom meeting with QAA’s? TR
advised that this had been tried a few months ago but he was happy to re-visit
this and arrange. AM advised that it would be good to get the community together
to discuss issues.
RS raised that he wished to provide good feedback to the caretakers as the team
were well thought of where he lived, and they always solved problems quickly.
ND advised that she felt the caretaker team should be highlighted in comms that
went out to tenants and to feature what they do and how they could be contacted.
She advised they did a fantastic job in Greenstead helping the community.
KW advised that an article had been run in the last Housing News and Views and
website content had been updated. JP advised that the team were featured in the
Annual report, but she was happy to explore further comms and advised that the
team had done amazing work during Covid and they should be celebrated for
that.
PG advised that it always looked lovely around the boroughs and appreciated the
teams work.
KW advised that as a Head of Service she wanted to single DB and TR out as
throughout Covid they rolled up their sleeves and went out into the community,
whilst others worked from home, and made sure residents were safe.

KB echoed KW’s thoughts and advised that DB and TR had risen to a massive
challenge and residents’ safety was at the forefront of their minds. He added to
DB’s presentation that as well as the ongoing Health and Safety, the compliance
elements of gas servicing, electrical testing and list inspections were still carried out
and kept up to date throughout Covid.
6.

AOB
ND expressed her thanks to all CBH staff for their work over Covid
JP advised that the CBH AGM would be taking place on the 15th October and to
contact herself or Mark if anyone wished to attend
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