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

THE TRUSTED
CHOICE...
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for local housing,
property and
communi ty services

We are an award-winning organisation providing
a management and maintenance service to
around 7,000 residential, commercial and public
buildings, including the Council’s housing stock
and its corporate buildings.
We aim to be the trusted choice for local housing,
property and community services.
Our services are available to the private, public
and not-for profit sectors, including:
• Buildings maintenance, refurbishment
and repairs
• Tenancy management and lettings
• Community engagement and support

•
•
•
•
•

Housing options, homelessness and advice
Asset management
Facilities management
Health and safety
Construction projects

•

Energy efficiency

We are an ambitious organisation, focused
on delivering great value services that make
a difference in the local community. We work
closely with the Council to develop Colchester
as a better place to live, work and enjoy.
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Foreword
Looking back on the 2019/20 financial
year, I am pleased that as we tell the
story of the year, we can report that
we have met and exceeded our
performance targets.
More than that, this annual report testifies to
the important work that Colchester Borough
Homes staff have done to ensure we continue
to prioritise our communities and the residents
who live there.
In many ways, it has been a challenging year
on performance in some parts of the business
– some of the factors causing this pressure
have been outside of our control, others have
caused us to re-look at how we work.
With continued success from our antisocialbehaviour team keeping neighbourhoods safe,
and successful events across the borough to
encourage residents to participate in making
their communities a better place for everyone,
we’ve ensured that residents are at the heart
of what we do.
Having received funding for new initiatives,
our Rough Sleeper team continues to grow and
support some of the borough’s most vulnerable
residents. Further support to residents is
planned with the rebuild of the Elfreda House
sheltered housing scheme, which is in the early
stages of planning and consultation.
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I’m immensely proud of the hard work from our
staff to make our customers’ experience with
us the best it can be. Equally, I’m appreciative of
the support and partnership of residents across
the borough who have worked with us to make
a difference. It should go without saying that
none of this would have been possible without
their engagement and commitment and I would
like to take this opportunity to say a personal
thank you to them all.
Of course, as the financial year was coming
to an end, we were already beginning our
response to the Covid-19 pandemic. These
are indeed unprecedented times, however
our commitment as an organisation is to
continue putting residents at the centre
of our strategic and operational plans,
regardless of the external challenges
we face.
I look forward to working with our
residents and partners through these
testing times to make a difference in
the communities we serve.

Gareth Mitchell
- Chief Executive

This has been my first year as Chair of the
Board and what a year it has been. I have
tried to ensure that we have a strong,
skilled and diverse board with residents
at the heart of our decision making.
Since September I’ve enjoyed getting to
know residents at community events, board
meetings and more recently the garden awards.
What a great community we have.
I have asked a lot of the board and I’m grateful
for the hard work they have put in to scrutinising
the day to day running of the organisation.
As a Board we have asked a lot from staff, and
found the organisation to be both resilient and
efficient with robust structures, systems and
processes for delivery.
I’ve been particularly keen to work closely with
Colchester Borough Council; including officers,
councillors and cabinet members, to ensure we
deliver the governance they require of us.
Good governance is about providing our
residents with the best service and best value
for money possible. We have bench marked
ourselves against our competitors and I’m
delighted that we score extremely well on the
service and value for money we provide.

But this year has had its challenges. None of us
could have foreseen the way Covid-19 would
catapult CBH into new ways of working. The
board is fully aware of how hard this time has
been, and may continue to be, for both staff
and residents. We have immense pride in how
the CBH community has worked so well during
this difficult period.
However, we must not dwell in the past.
I’m excited about the future of CBH.
Residents are why we are here and
are our absolute focus. As we look
to the future, we must continue
to build and strengthen our CBH
community infrastructure. This is
what will enable us to withstand
the economic, health and physical
storms that we must inevitably
endure in the coming years.

Dirk Paterson
– Chair of the Board
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Our
Customers

% of lead tenant BAME

4.4%

93%

Lead tenant disabled

26%

Our overall customer
satisfaction for
the year

Lead tenant female

67%

Lead tenant 60+

We understand the wide range of customers who we deliver
services to, and the importance of delivering services that are
appropriate and meet the needs of the individual customer.
Our Board consists of three tenants who help provide us with the
views of our customers. In October 2019, two new tenant Board
members joined the Board, Paula Goddard and Lorna Preece.
The Board agreed on a new Resident Engagement Plan which
was launched during the year. The plan, available as a booklet
and on our website, demonstrates the different ways customers
can join in and share their views with us. Our Customer
Charter outlines the standards customers can expect from us.
Our Annual Good Neighbour and Garden Awards celebrate
tenants who support their neighbours and take pride in their
home and community.
This year, we launched an updated website. The new website
works well across all devices and allows customers to book
repairs and request alterations, report incidents of antisocial
behaviour (ASB) and keep up to date with the latest news
from us.
We now provide a repairs handbook to help customers
understand what repair they are entitled to request, which
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41%

has allowed us to improve our ‘Right first time’ performance.
We also upgraded Wi-Fi in all of our sheltered housing
schemes and installed some communal iPads, allowing
tenants and staff to access our online services.

(above information
is from March 2020)

A partnership approach to tackling antisocial behaviour
provides positive results, with Essex Police being a key
partner. To support the ASB team, promotional material was
produced to promote communities working together and
zero tolerance to ASB. Through increasing the visibility of our
actions, we have encouraged the community to report crime
and nuisance. Our work focused on changing behaviours and
balancing support and enforcement. This year 11 tenants lost
their tenancy as a result of their behaviour.
A new boxing initiative, Box Smart, was launched for
residents aged 12-16 years old. Working with local coaches,
the programme provided a positive and active focus for
young participants who live in areas more likely to be
affected by ASB. Box Smart was shortlisted for the Resolve
awards, a national award that acknowledges the contribution
of tenants, Housing Officers, ASB practitioners and their
partners to making communities safer for everyone.

Our Customer Charter is available
on page 15 which highlights what
customers can expect from us.

our let’s get
digital event

box smart participants
with local coaches

7

Housing Options
and Homelessness

50%

year-end reduction in
Gateway to Homechoice
calls from customer
services due to
improved team
contact

An important part of the work we do is providing housing
and homelessness services and administrating the Housing
Register. Working together with our partners, we continued
to take supportive action to prevent and reduce the
numbers of rough sleepers in Colchester. Over the year,
homelessness acceptances reduced by 37% from the
previous year, with 115 households accepted as homeless,
from 744 applications.
Following a successful bid in partnership with Colchester
Borough Council, we were pleased to be awarded funding
to provide additional resources to support and prevent
rough sleeping.
Our Housing Solutions team continue to focus on preventing
homelessness. Developing a range of solutions such as landlord
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incentives, rent deposits and rent in advance payments, has
helped clients access the private rented sector. Our Housing
Solutions Fund enables us to assist clients to prevent them
from becoming homeless.
Increasing the amount of housing is a key requirement, which
is supported by the Council’s housing and homelessness
strategies. A number of new homes are being developed and
acquired by the Council to support the ongoing high demand
for family homes.
Our HomeStep initiative, which encourages local landlords
to rent properties through us, continues to be promoted.
We are now able to offer insurance and bonds to landlords
within our HomeStep scheme since the Help2rent initiative
was launched.
9

Repairs and
Maintenance

93%

reported repairs
were completed
on time

Housing Asset
Management
During the financial year, the team have completed procurement and installation of:

heating
replacements

pitch
roofing

Bathroom
replacements

flat
roofing

432
53

Our tenants’ satisfaction with repairs completed
has increased to 98%.
We launched a new repairs handbook, which
helps customers understand what repairs they
require before making contact. The Customer
Service Centre has received training to ask more
informed questions of tenants when discussing
repairs to help order accurately and to complete
repairs at the first visit.
Changes to our online repair service has also led to
improved call handling. With an increasing number
of repairs being raised through our website, staff
have been enabled to improve call handling.
We were awarded the ‘Gold Standard’ for
co2 emissions for our fleet vehicle driving.
The award was based on tracking information
from driving behaviours.
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kitchen
replacements

34 167
6

Our programme of home improvements continues to result
in high levels of satisfaction with 92.4% of customers satisfied
with the work completed in their home.

Repair appointments
made and kept

99.8%

Average cost
of a repair

£65.21

An on-going programme of improvements ensures that homes
are safe, secure and efficient to live in.
Continuing improvements to sheltered housing helps to
ensure homes are fit for the future. Consultation was held
with tenants to redevelop the sheltered housing scheme at
Elfreda House, which is expected to be complete by 2021.

96%

capital Programme
elements were
completed on time
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Housing
Management
Our Housing Officers encourage prompt payments and we
have a team of specialist officers who are able to assist with
money and benefit issues. Last year the team collected an
additional £314,000 income in outstanding rent. Rent income
is essential to fund the management and maintenance service
to our homes.
Eviction remains our last resort. Eight households were
evicted for non-payment of rent.
Where we identify tenants who feel isolated or need additional
support, we work with a range of local organisations to provide
specialist support, befriending, and emergency provisions, such
as furniture and food. We are a key partner in the Colchester
Winter Warmth project to support those in need through the
winter months.
During the year, we ran four successful Make A Difference
Day events across the borough. Under a refreshed format,
these events targeted the issues and improvements that
mattered most to our tenants. Tenants who live in the
selected communities discussed with their local Community

Receiving accreditation
from essex police

Let ting
Homes

Housing Officer what improvements they felt should be
carried out on the day.

Satisfaction with
condition of newly
let properties

85.3%

We were delighted that Essex Police awarded our antisocial
behaviour service an Accreditation Award for ten years
of partnership working and commitment to the Police
Accreditation Scheme.
We encourage our staff and tenants to volunteer and support
their local community. During the year, staff volunteered a
total of 163 hours.
A Quality Assurance Advisor online reporting service was
launched to support our tenants who volunteer and help
us to maintain clean and safe communities. This makes it
easier for tenants and leaseholders to report the quality of
maintenance and cleaning contracts within the blocks and
surrounding grounds.
Improvements were made at our sheltered accommodation,
including; John Lampon Court, Heathfields, Grymes Dyke,
Fairfields Gardens & Charles Smith House.
Our lettings team work in partnership with contractors
to help improve letting times and delivery of our empty
property standard.

99%

rent was collected
from current
tenants
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336

Number of new
tenancies started

Number of mutual
exchanges

76

A new Transfer Incentive Scheme (TIS) Policy was launched,
following consultation with tenants. Tenants transferring
to other landlords now have the option to receive incentive
payments and these have been increased to further encourage
a move to a smaller home.
We are trialling the use of videos and photographs of our
homes that become available to let, in order to help applicants
for housing make a more informed choice.
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Corporate Facili ties
Management
Our team have been working on a number
of projects throughout the financial year.
This includes:
• Supporting the design & specification of
the new Northern Gateway Sports Park
• Completing the Leisure World painting,
flooring and ceiling works project

repairs to corporate
properties were
completed
on time

The team have also provided work
experience, to the Military Corrective
Training Centre by offering a six-month
placement for carpentry and general buildings
tasks. Residents have been kept up to date with
the service’s work in a presentation with the
Residents Panel.

• New boilers have been installed in
the Town Hall
• Fitting new entrance doors at
Colchester Castle
• Repairs to the boundary wall at
Colchester Cemetery

colchester town hall

colchester castle
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sports Park

91%

Customer
Charter
Treating you right; we will:

Getting it right; we will:

When using our services; 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

• 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

• 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

Dirk Paterson
Chair of the Board

Gareth Mitchell
Chief Executive
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INDIVIDUAL TRUST

CONSIDERATION

TRUST

PATIENCE
PRIVACY

CONSIDERATION

TRANSPARENCY

ACCESSIBLE

POLITE HELPFUL
CONSIDERATION

PRIVACY

It’s important that the homes we manage
comply with Government legislation and
regulations. To assist us with this, we appointed
a new Health and Safety Manager. There is now
a compliance reporting process in place which
focuses on health and safety and is reported to
the Board and Colchester Borough Council.
All gas servicing and repairs, to both domestic
and corporate buildings, were assessed as
compliant. Works resulting from fire risk
assessments were on schedule.
We carried out fire risk assessments for all
of our sheltered schemes to ensure they are
up to date. Initial advice from the Ministry of
Housing, Communities and Local Government
and the Fire Service states that the 900 older
doors we currently have are accepted as safe, as
part of the block fire risk assessment.

To ensure that we comply with the General
Data protection regulation (GDPR), our housing
systems were cleansed of old data and data
awareness training is now mandatory for all
staff to protect customers’ personal data. New
data-breach reporting procedures were shared
with staff, along with a new data-breach app to
make it easier to report potential data breaches.
We also launched an e-learning, data awareness
refresher course.
The safety of our tenants is important, our
Board members monitor compliance with
health and safety requirements through a report
which is available on our website.

PATIENCE
RESPECT

TRANSPARENCY

HONESTY

HONESTY

TRUST

PATIENCE RESPECT

LOYALTY
INDIVIDUAL
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HONESTY

RESPECT

HONESTY

TRANSPARENCY

ACCESSIBLE
SUPPORTIVE

LOYALTY

HONESTY
FRIENDLY

HONESTY

ACCESSIBLE

POLITE

POLITE

POLITE

PATIENCE

PRIVACY PRIVACY

HONESTY

CONSIDERATION

PRIVACY

SUPPORTIVE

HONESTY

FRIENDLY

Compliance

SUPPORTIVE
LOYALTY

POLITE
HELPFUL

100%

of properties with a
gas supply have a valid
Landlord Gas Safety
Certificate

86

The number of Freedom
Of Information
requests we
responded to
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Complaints Report

Company Accounts

Customer Feedback

2019/20 – OPERATING COSTS
BEFORE PENSION ADJUSTMENT

We always want to ensure that our customers are receiving the best service possible. By listening to their views, we’ve been
able to make changes where necessary to how we deliver our services.

Customer Complaints 2019/20
COMMUNICATION

42%

CAPITAL IMPROVEMENTS,
REPAIRS AND MAINTENANCE

£11,815,000

SERVICE STANDARD

23%

HOUSING MANAGEMENT

£2,674,000

TIME TAKEN

10%

BUSINESS SUPPORT AND OVERHEADS

£1,146,000

POLICY DISAGREEMENT

9%

SERVICES FOR OLDER PEOPLE

£520,000

BEHAVIOUR OF STAFF

7%

£318,000

POLICY NON-COMPLIANCE

7%

SUPPORT SERVICES FROM
COLCHESTER BOROUGH COUNCIL

BEHAVIOUR OF CONTRACTOR

2%

PREMISES

£275,000

In total we received 88 complaints for the
year, which is an increase of 12 compared
to the previous year.
Ensuring our customers voices are heard is
really important to us. Complaints give us the
chance to reflect on how we deliver services.
This year, 42% of complaints received were
regarding communication. We have worked with
our staff to educate and train them to improve
our positive relationships with our residents.
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TOTAL OPERATING COSTS
Number of formal
complaints received

88

Number of
compliments received

84

£16,748,000
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Our Performance

Satisfaction with the
service provided

93%

Average call wait time

17 SECONDS

Satisfaction with
quality of home

78%

Average time to
complete a repair

8 Days

% of rent
collected

Average number of
days taken to re-let
empty homes

24
days
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99%
Satisfaction
with our
letting service

98.5%

% Leasehold
service charges
collected

98%

Average rent per
week for general
needs properties

£93.15

People satisfied
with service
received from
ASB team

86%

No of people on
housing register

2,798
(Mar 2020)
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Board and Directors
as of 31 March 2020
Board:

Dirk Paterson
Chair, Independent

also served:

Nigel Chapman
Vice Chair, Council

Gareth Mitchell
Executive

Lesley Scott-Boutell
Council

Anne Grahamslaw
Chair, Independent
(term ended
October 2019)

Glenn Houchell
Independent
(term ended
October 2019)

Geoff Foster
Leaseholder
(term ended
October 2019)

Karen Loweman
Director of Operations

Matt Armstrong
Director of Business
Improvement

Directors:

Cyril Liddy
Council

Julie Parker
Independent

Karen Smout
Independent

Michael Campbell
Tenant
Gareth Mitchell
Chief Executive

Lorna Preece
Tenant
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Paula Goddard
Tenant
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Contact us
Email: info@cbhomes.org.uk
Colchester Borough Homes
First Floor Rowan House
Sheepen Road
Colchester
CO3 3WG
www.cbhomes.org.uk
Phone: 01206 282514

Visit us
At our office in Hawthorn Avenue,
Greenstead, Colchester.

Find us on
Colchester Borough Homes
@ColBoroughHomes
Colchester Borough Homes

