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Colchester Borough Homes Limited
Minutes of the Hundred and Sixteenth Board meeting held on Zoom on Thursday 15 th October
2020 at 5.00pm
Present:
Dirk Paterson (DP)
Cllr Nigel Chapman (NC)
Gareth Mitchell (GM)
Cllr Lesley Scott-Boutell (LSB)
Karen Smout (KS)
Paula Goddard (PG)
Lorna Preece (LP)
In attendance:
Karen Loweman (KL)
Matt Armstrong (MA)
Cong Gu (CG)
Cllr Adam Fox
Geoff Beales
Kirk Braker
David Barthram

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

Director of Operations
Director of Business Improvement
Head of Finance
Portfolio Holder
Colchester Borough Council
Head of Repairs
Health, Safety, Environment & CDM Manager

Nikki Williams

Unit Support Manager
ICT & Business Intelligence

Mark Healey
Karen Williams
Jo Paget

Resident Engagement Officer
Head of Housing
Governance Officer

1

Apologies and Quorum.

1.1

Apologies were received from Julie Parker and Cyril Liddy, 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 23rd September 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 23 rd September 2020
4.

Matters Arising and Action Tracker

4.1

There were no actions outstanding

1
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5.

Customer Plan Review

5.1

KB introduced the report to the Board and summarised the key highlights:

5.2

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

5.3

KB advised that performance this for 19/20 had been affected by the Coronavirus
outbreak, although this had enabled CBH to look at ways we provide services to
customers and communicate regularly. KB continued that CBH had listened to the views
of customers and would 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.

5.4

KB advised members that this year’s planned STAR customer satisfaction survey had
been postponed until 2021. However, the TPAS survey undertaken in July/August 2020
as part of the Management Agreement Review had provided some helpful insight from a
smaller but representative sample of tenants.

5.5

The Board were asked to note that CBH’s current performance benchmark was
measured by the 2018 STAR survey measuring “Satisfaction that views are being
listened to and acted upon” which positioned CBH in the mid quartile
with a score of 64.4% against a median score of 64.6%.

5.6

KB advised that through the CBH Customer Champions they had developed the “CBH
Customer Charter’. The Charter aimed to deliver a more consistent approach to customer
service, and a staff group of “Customer champions” were to meet regularly to review
complaints and compliments, and make operational changes to improve the way that
services were provided.
There being no questions from the Board the Chair thanked KB for his comprehensive
report

The Board resolved to:
i.NOTE the Customer Plan Review
6.

Appointment of Vice Chair and Resident Panel Chair

6.1

DP advised that due to the retirement of Michael Campbell, he would like to invite Paula
Goddard to Chair the Residents Panel, which would be a natural succession for her, due
to her role as Vice Chair over the last few months. DP advised that he had been working
with Paula to set objectives for the panel to further improve the resident voice.
DP continued that he would also like to invite LP to become Vice Chair of the panel to
assist PG with her objectives through the coming year.

6.2

DP advised members that NC would be stepping down as Vice Chair of the Board but
was happy to report that he would remain a member and continue to chair the Business
Development Panel.

6.3

DP advised that NC had been a member and Vice Chair of the Board since 2008 and he
thanked NC for his knowledge and skill with regards to CBH, the Council and Colchester
in general which had been extremely valuable.
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6.4
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being no objections from members.

The Board resolved to:
i. APPROVE the appointment of the Chair and Vice Chair of the Residents Panel
ii. APPROVE the appointment of the Vice Chair
7.

CEO Verbal Update
GM began by expressing his thanks to NC on behalf of the Executive Team and their
deep appreciation for his term as Vice Chair and congratulated KP on her appointment.
GM advised that he wanted to focus his update in two areas;
Q2 Headlines
GM advised that CBH had continued to stabilise and move forward following the recovery
phase which finished in August, and he was pleased to report that Q2 performance
demonstrated the progress back to ‘normal.’

7.3

GM highlighted the following key 8 areas that were reported to the Council:
• Gas servicing was back to full compliance
• Corporate facilities management was rapidly moving to target improving as access
to buildings was now possible
• Voids performance continues to improve for the quarter as CBH were significantly
impacted through lockdown
• Rent collection, remarkably, was heading back to target. Challenges remain but
performance is moving in the right direction
• Capital Programme was an area where CBH were most impacted as access to
properties was limited through lockdown, but the team have mobilised superbly
and CBH were ahead in terms of where they thought they would be at the Q2
position.
• Repairs completed on time performance was good and the backlog had been
cleared.
• Homelessness acceptance was on target but CBH were unsure what the future
would hold with the courts re-opening and the eviction ban finishing.
• Customer Satisfaction remained good
GM advised members that they would formally receive the Q2 performance reports before
the next Board meeting.
GM advised members that regarding design and construction, CBH were able to continue
with works at pace as projects were at design stage, and that the Council had
commissioned further projects with CBH.
GM continued that phase 1 of the Mercury Theatre works had been handed over for
occupation and were on track for completion at the end of the year, and asked members
to note that Elfreda House was now in the planning phase and on CBH were on track with
this significant project for residents.
GM advised that CBH were nearing the go live stage for the new housing management
system and this was planned for the week of the 26 th October.
Ongoing response to Covid-19
GM advised that due to the announcement of Essex moving into Tier 2 status a live event
broadcast from Directors had been streamed to all staff on the 15 th October and this had
been followed up by email.
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CBH would continue with service delivery for as long as they could. He continued that
CBH had raised their use of face coverings due to new guidance and feedback from
tenants.
NC asked whether the new restrictions would impact on CBH sheltered accommodation
as this would mean residents would not be able to mix?
KL advised that she had received updated information an hour prior to the Board meeting
which had stipulated that residents would not be able to mix and only household groups
would be permitted. She advised that CBH would be writing to everyone in sheltered
accommodation to explain the new restrictions and would be closing the communal areas
by Monday 19th October.
KS asked if proactive comms would be going out to other residents regarding the service
as normal in these new restrictions? GM advised that we would be engaging with
residents and keeping the up to date, whether that be with government advice or general
contact.
KS asked if CBH would be taking advantage of the Kick Start programme that the
Government had launched? GM advised that this programmed did look like an interesting
opportunity and the funding would be valuable. GM continued that CBH had apprentices
in the organisation at the moment who were working towards their qualifications, and the
way that the kick start scheme works would be to take on 30 apprentices as a minimum,
which was too large for CBH.
GM advised that this could be overcome by engaging with a gateway organisation which
CBH were in the process of sourcing in the area to take advantage of the scheme.
The Board resolved to:

i.NOTE the CEO Verbal Update
8

Transformation Project Update

8.1

MA introduced the report and summarised the following highlights

8.2

CBH had now appointed project leads for the six projects who were line managers within
the organisation.

8.3

Improving the energy efficiency of the Housing stock - 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 had 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.
A list of energy efficiency projects will be presented to Cabinet on the 14 th 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.
Enhancing the use of IT - New laptops had been received and distributed to staff week
commencing the 28th September as part of the 2in1 replacement.
Delivering Gigabit Broadband - 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.
Increase in homelessness - Scenario planning has taken place to identify the trigger
points and the additional budget required as homelessness applications begin to rise.
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should the predicted rises occur
DP advised that the project work was exemplary and that he knew of peer organisations
that were months behind in terms of transformation and overall response.
The Board resolved to:
i.NOTE the Transformation Project Update
9
Health and Safety – Spotlight on Fire Risk Compliance
9.1

DB introduced the report and summarised the following highlights
Fire risk assessments – DB advised that the Health & Safety team carried out an annual
assessment of each sheltered scheme for assurance. This year the Covid-19 pandemic
has led to some delays with the inspections, as many older tenants were “shielding”,
however these assessments had now been completed.
DB advised that where actions had arisen as a result of inspection they had been added
to a planned programme of work and would be monitored through to completion.
High Priority actions – DB advised that these actions related to fire door replacement and
compartmentation works. He advised that a programme of work has been approved by
the Council to complete this within the Asset Management plan, with completion expected
in 2021.
DB highlighted that 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.
PG commented that DB had recently attended the residents’ panel to present to them the
role of the Health and Safety Team. She advised the level and depth of works being
carried out was outstanding and she as a tenant felt assured of the safety of homes within
the borough.
KS asked if there were any learning to have come out of the recent fires highlighted in the
report? DB advised that the team had been engaging with tenants in terms of education
and safety. He advised that hoarding was a highlighted issue which the team were
working with those tenants affected by this.
DP congratulated the team on 100% compliance especially through the challenging times
of Covid-19

The Board resolved to:
i.NOTE the Health and Safety Spotlight Report
10.

Finance Report

10.1

CG introduced the report and advised members there were no surprises as the overall
financial position of CBH YTD performance is largely within the expectations of quarter 1
forecast.

10.2

CG advised that the 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.

The Board resolved to:
i.NOTE the Finance Report

5
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11.

Residents Panel Chairs Report

11.1

PG summarised the report and asked all members to direct any interest they receive
regarding the panel to Mark Healey.

11.2

PG asked for Councillor members to share associated content across their social media
platforms to assist with engagement.

11.3

PG advised that the next Panel would take place om Zoom so was accessible to all those
tenants with internet.

11.4

DP asked about current attendance rates and what the future objective was to increase
this? LP advised that they were looking to increase the membership to 20 by April. She
advised that she had been promoting the panel within her organisation who shared
customers with CBC.

11.5

LSB asked who monitored social media posts to capture feedback from residents? KW
advised that CBH had a communications business partner from CBC who monitored all of
CBH’s social media feeds.

The Board resolved to:
i.NOTE the Resident Panel Chairs Report
12.
Verbal Update from the Chair
12.1

DP advised that he wished to remind members of the Leadership Plan that had been
approved the last Board meeting and to update them on developments against the plan.

12.2

He advised that work would start with the Governance Officer to review the committee
structure and further development on the board report templates to take a more visual
approach.
DP continued that Board appraisals would be taking place throughout October (delayed
due to Covid-19) and he would use this to review the current skills matrix and use this to
inform future recruitment and development of Board members.
DP reminded members that they had agreed a set of Board values at the away day in
December 2019:
1. Question & Challenge
2. Respect
3. Transparency
4. Supportive, friendly, and caring
5. Trustworthy
6. Purposeful
He encouraged members to re-visit and embrace these values to evidence strong board
culture.
DP advised members that a new Board Portal had been procured and this was a move to
paperless governance to ensure efficiency and preparedness from non-executives. He
continued that the next meeting would see the introduction of a consent agenda to further
efficiency and for members to identify priority areas for discussion.
DP advised that the Board Away day for December was planned to go ahead and asked
members which format they would prefer? It was agreed that this would take place over
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identify dates.

The Board resolved to:
i.NOTE the Chairs report
15.

Any Other Business

15.1

No items were raised
This was the end of the open meeting and members moved to Teams for the confidential
agenda items

Date of Next Meeting – 9th December 2020
Via Zoom

7
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Medium Term Delivery Plan
2018 – 2022
Performance Report

2020/21
Quarter 2

Completed

In Progress/on
target

Not started/
behind schedule/
below target

Unlikely to
achieve target

Cancelled / on
hold

Building Trust • Delivering Tenant Led Services • Commitment to our Communities
Delivering Professional Services • Providing Value for Money

Customer
Highlights
• Contractor repairs surveys restarted with high rates of satisfaction
• Satisfaction rates across services remain strong
• Residents Panel meeting held via Zoom – tenants reviewed Financial
Inclusion Team and Lettings Team performance.
• Survey with prospective Older Persons Services customers to understand
their needs and preferences, to inform Elfreda refurbishment design
• Provided support to CBC (via TPAS), to enable consultation with customers
for review of management agreement
• OPS team continuing to make welfare calls to our vulnerable elderly
tenants Sept: 1845 calls, seen over 335 tenants face to face and
responded to 38 calls for assistance from Helpline pullcords activation.
• Publication of News and Views
Risks, issues & actions required:
• Customer satisfaction collection has been impacted by Covid
• Customer satisfaction monitoring will be impacted as we transition to new
NPS Housing management system.

Forward look:
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• Annual review of
Customer Plan
• AGM annual report for
resident engagement
activity and impact
• Residents Panel
meeting – reviewing
Team H&S and
Caretaking
• Launch of Customer
Charter
• New Chair and Vice
Chair appointments for
the Resident Panel
• Review outcomes of
TPAS survey

Building Trust • Delivering Tenant Led Services • Commitment to our Communities
Delivering Professional Services • Providing Value for Money

Housing Options and Homelessness
Forward loPoakge 13
Highlights
of 224
• Information on
• 388 new housing options cases in Q2 – many with complex needs; team have
winter provision
adjusted well to working via telephone/virtual interviews
to be circulated
• £119,429k MHCLG funding confirmed from Next Steps Accommodation programme
to agencies
to prevent rough sleepers housed under the governments “Everybody in” campaign
and councillors
during the pandemic from returning to the streets, following bid by CBC in partnership
• Pending
with Rough Sleeper Team Leader
outcome of
• Negotiated new B&B accommodation in Colchester to meet emergency housing
second bid for
needs, reducing out of Borough placements
supported
• A specialist drug & alcohol worker has been seconded to work for our Rough Sleeper
accommodation
Team from Open Road
and other
• Severe weather emergency provision for rough sleepers - process in place and
initiatives to
confirmed with local support agencies
prevent rough
• Covid testing process in place supported by Public Health via Beacon House-based
sleeping
nurses
• Temporary accommodation review underway to assess future requirements and
value for money
• Local Housing Allowance rates increased to support those living in privately rented
homes
• Government suspended evictions until 30 October
Risks, issues & actions required:
• INFO: Homelessness acceptances vary considerably, affected by available
alternative rented accommodation to prevent or relieve homelessness.
• INFO: 12 in B&B at end September - average 21 days in B&B
• RISK: Covid outbreak control – requires additional accommodation for those
required to isolate

Building Trust • Delivering Tenant Led Services • Commitment to our Communities
Delivering Professional Services • Providing Value for Money

Repairs and Maintenance
Highlights
• Full recovery of repairs service completed early August
• Repairs increased to 1125 in September (up from 770 total in Q1) with 99.3%
complete on time
• Improved customer satisfaction with repairs complete 98.2%
• All staff returned from shielding
• Staff training for the new housing management system.

Forward lookP
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• Planning
continuity and
support for
emergency
cover during
winter in case of
severe weather

Risks, issues & actions required:
• ISSUE: Reviewing information on Emergency repairs complete in time
• RISK: Additional time now required to collect goods and materials on click and
collect appointments. Working with suppliers to improve service times
• RISK: Ongoing shortage of timber (for fencing)
• RISK: NPS will impact as staff learn to use new system
• ISSUE: Reports will be delayed pending information transfer between old and
new system.

Building Trust • Delivering Tenant Led Services • Commitment to our Communities
Delivering Professional Services • Providing Value for Money

Housing Asset Management
Highlights
• Capital programme restarted in July 2020 following lockdown with most residents
confirming that they are happy for works to proceed.
• Good progress made on insulation and heating replacement works - already achieved
90% of capital element targets on these workstreams.
• Preliminary works commenced on Hundred Homes project which will increase the
supply of affordable housing by investing £22 million to purchase 100 former council
homes by the end of 2021/22.
• Successfully completed procurement exercises for bathroom and kitchen packages.
• CBC successful with first-round submission for the Social Housing Decarbonisation
Technical Assistance support with the Greater South East Energy Hub (CBH has and
will continue to play a significant part in this application process).
• Continuing to work with CBC to finalise programme of supplementary projects. This
programme represents up to an additional £4M investment in the stock over the next
two financial years. In addition, all identified projects will contribute to CBC’s carbon
reduction targets.
Risks, issues & actions required:
• Completions across capital programme ahead of target but ongoing supply chain
challenges (e.g. air source heat pumps, external doors etc.)
• Negotiated extensions to existing contracts, & completed several procurement
exercises, however, need to procure several more contracts to complete the capital
programme.
• Areas where performance needs to improve being monitored regularly, and actions
are being agreed to address, e.g. procurement exercises being brought forward,
programmes of work are being reviewed with project leads & contractors.

Forward loP
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• Further work on
Social Housing
Decarbonisation
Technical
Assistance.
• Decision on
supplementary
projects works
at November
cabinet.
• Works on first
properties
included in the
100 Homes
project to
prepare for
letting plus
energy
efficiency
improvement work starts
November.
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Delivering Professional Services • Providing Value for Money

Housing Management
Highlights
• Good recovery of rent collection in Q2, supporting recovery of collection rates affected
by lockdown period in Q1.
• Rent collection close to anticipated target at 96.5% - this is better than anticipated with
rise in UC claimants and number of tenants losing employment. Adjustment with free
rent week in December and correction of direct debit accounts will have positive impact
on collection rates.
• Rent collection and arrears management remain a focus for the housing management
teams. We continue to support our tenants to maximise their income and any access
benefits they are entitled to
• Financial Inclusion team has continued to provide services whilst still managing
significant growth in the number of tenants now subject to the Universal Credit (UC)
regime (338 extra UC claims in the first 6 months of 2020/21).
• Total of 1271 Universal Credit Claims in place with 425 Alternative Arrangement
Payments (APAs).
• 87 Discretionary Housing Payment Awards (£53k) and £107k Welfare Benefit awards
within the last quarter.
• Issued 3 Closure Orders in the last period following County Line drug activity and
ongoing related ASB
• Community Housing Officers, Caretakers and Ward Councillors have delivered
Neighbourhood Tours to identify estate issues.
• Reopened sheltered scheme communal lounges following social distancing and
government safety guidance.
• Good Neighbour guide booklet launched on CBH website
• Best kept garden competition well supported
• 100 activity packs delivered to vulnerable tenants donated by CBC
• All Elfreda House residents successfully rehoused.
• Housing Management staff met with Housing Link Officer for Social Care, Family
Solutions to discuss developing stronger partnership working
• Garages sites now vacated for development by Amphora for new build Council homes

Po
age
Forward lo
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• Closing down
Elfreda House
• 2020 Good
Neighbour
Award winners
announced
• Universal
Credit Alternate
Payment
Arrangements
(direct
payments) to
start coinciding
with monthly
payment dates
to claimants
from October.
This reduced
the impact on
arrears
balances.

Risks, issues & actions required:
• RISK: Arrears management will be suspended due to system changeover – impact on
KPIs expected. Potential impact on this and other KPIs
• RISK: Restrictions remain in place for evictions and Court hearings for rent and ASB
cases, with no evictions taking place since March
• ISSUE: Review of ASB service expectation with CBC

Building Trust • Delivering Tenant Led Services • Commitment to our Communities
Delivering Professional Services • Providing Value for Money
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Letting Homes
Highlights
• 74 homes re let in Q2 (up from 49 in Q1) – 123 properties year to date against 175
anticipated which impacts average count for performance
• Performance improved to 21.4 days in Q2 taking cumulative outcome to 27.6 days
• Restrictions remain in place to sanitise properties before work and lettings, leading
to some delays with completion of works.
• Viewing can only take place with one household at a time with distancing in place by
staff
• Some lettings delayed due to Covid restrictions
• Cross border moves reinstated within the Gateway
• Testing online signature application to improve customer journey.

Forward loP
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• Monitoring
void works
times to
protect core
lettings to
ensure
balance
between core
work and 100
Homes
project.

Risks, issues & actions required:
• RISK: Time taken to repair empty properties is affected by Covid restrictions, which
is likely to impact on year end performance
• RISK: Void contractor may have contract extended to work on 100 Homes project
which may impact on their delivery times

Building Trust • Delivering Tenant Led Services • Commitment to our Communities
Delivering Professional Services • Providing Value for Money

Corporate Facilities Management
Highlights
•
•

•

Forward look:

Significant work has been undertaken to make facilities Covid Secure
and maintain safe operating environment
Performance has been affected by the closure of corporate buildings but
is improving due to relaxation of Covid restrictions and increased access
to corporate properties, enabling:
o Repairs and Maintenance works, including: Mechanical &
Electrical, General Building works.
o Planned Preventative Maintenance tasks including weekly
electrical checks/Tests, weekly Mechanical Checks; Air Handling
Units
o Maintaining Pool Plant Operations, Teaching Pool, Fitness Pool
& Leisure Pools, Pool Plant equipment, pumps and motors.
Aqua Springs brought back into use, however, due to increased
government restrictions the facility was closed again.

Risks, issues & actions required:
• ISSUE: Performance reduced due to closure of corporate buildings
• ISSUE: Increased Pool Plant Operations to maintain facilities to
operate safely
• ISSUE: Ensuring good Covid-19 protection and working practices

•
•

•
•
•
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Northern Gateway Project
Planning Meeting.
Small projects for CBC:
Upgrade security of
Shredding Shed at
Rowan House for bicycle
storage, Install additional
locks to WC external
doors.
Review of Rowan House
Boilers and ventilation.
Supporting CBC with the
procurement of Utilities &
Energy Bureau.
Working with CBC to
review the Facilities
Management process.

Building Trust • Delivering Tenant Led Services • Commitment to our Communities
Delivering Professional Services • Providing Value for Money

Compliance
Highlights

Forward look:

•
•
•
•

•

From September all gas servicing programme now 100% compliant
100% fire risk assessments for sheltered housing complete
Electrical testing programme recommenced
New Ombudsman scheme and complaints handling code launched
September - training undertaken & complaints policy amended
ready for consultation in October.
• 2 data protection breaches – (down from 3 in Q1) – both minor, not
requiring referral to Information Commissioner
• 13 Freedom of Information Requests (FOI)(up from 10 in Q1), 7
Subject Access Requests (up from 6 in Q1), 0 Police enquiries
processed.
• Data protection e-learning completion rate stood at 167 (78%) as at
20/09/2020 (up from 70% at the end of Q1).
• Annual confirmation statement and Company Accounts filed with
Companies House.
• P11Ds for staff who have salary sacrifice arrangements in place
completed
• SharePoint Permissions audit carried out.
Risks, issues & actions required:
• 25% (3 of 12) FOI responses have been in breach of statutory timelimits. Although there has been no change to statutory time limits,
the risk is mitigated by ICO statement / guidance dated 15 April
2020, which has been extended to cover the ‘recovery’ phase.).
• Potential delays to implementation of reports & dashboards in new
system may impact our ability to monitor compliance – prioritising
development of reports accordingly
• Delay to internal audit on reconciliation methodology between old
system and new – audit to be undertaken retrospectively

•

•

•
•
•
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CBH asset data to be
transferred to the new
CBC/CBH app-based
Data Asset Register
This will assist
monitoring, including
compliance with
retention schedules.
FOI management tool
developed by CBC is
being considered by
CBH. This would pass
responsibility for
responding directly to
service areas
Self-assessment
against new Housing
Ombudsman
Complaints Code
Annual complaints
report.
Improved dashboards
for reporting
compliance
Permissions audit of
SharePoint produced
to be reviewed by
asset owners.

Building Trust • Delivering Tenant Led Services • Commitment to our Communities
Delivering Professional Services • Providing Value for Money
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CBH Strategic Plan assurance report
Q2 2020/21
Customer plan
Top 25% ALMO for satisfaction by 2022
Value for money and technology plan
Lowest 25% cost per property in the East by 2022
People plan
Times top 100 not-for-profit employer by 2022
Business development plan
£420k from trading income by 2022 (subject to annual review)
Leadership plan
Leadership that inspires trust and confidence in CBH by 2022
Community plan
A community enabling leader for Colchester by 2022

Key

On target

Currently below target but
expected to achieve
target

Strategic Plan Assurance Report 2020-21 Q2 - October 2020

Unlikely to achieve target

Building Trust Delivering Tenant Led Services Commitment to our Communities
Delivering Professional Services Providing Value for Money
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Customer plan
Top 25% ALMO for satisfaction by 2022
Highlights
Forward look
• Housing News & Views – Summer edition’ included communications
• Resident Panel to
regarding electrical testing to encourage residents to agree access for
review Adaptations
critical work.
service, H&S and
Caretaking
• Survey with prospective Older Persons Services customers to understand
their needs and preferences, to inform Elfreda refurbishment design
• AGM Report to
Board progress of
• Provided support to CBC (via TPAS), to enable consultation with
customer plan
customers for review of management agreement
• Launch of Customer
• Resident Panel received presentations from Financial Inclusion and
Charter
Lettings
• Review outcomes
• Implemented personalised acknowledgements of complaints with details
from TPAS survey
of complaint
• Complaints improvements - process review and mapping
• Review of Resident
• New log for recording and monitoring improvements identified from
Panel including
complaints and dissatisfaction
appointment of new
chair
• Despite the exceptional circumstances, housing management teams
continued to provide services whilst still managing significant growth in
• Good Neighbour
the number of tenants on Universal Credit (338 new claims in the first 6
award winners to be
announced
months of 2020/21).
• Worked with tenants to launch a “how to be a good neighbour” guide
• Resident
consultation on
• Garden competition took place with Chief and Chair visiting gardens and
revised complaints
awarding prizes to the winners
and compensation
• ASB Coordinator delivered training to CBC Customer Service Centre staff
policies and annual
to improve the customer the journey when reporting ASB
complaints report for
• Reinstated Customer Service Centre liaison meetings with repairs service
residents
• Work with repair operatives to review STAR feedback. Addressing areas
•
Working group to
of right first time, quality of the repair, job expected and keeping mess to a
review customer
minimum. Working more closely with the suppliers and materials
contact as part of
provided, analysis of skill sets of the team and subsequent training
transformation
requirements and consistent messaging and setting expectation to our
project
tenants.
•
Improved complaints
Risks, issues & support required
reporting via website.
• Due to COVID pandemic we will not hit our year end target for impact
assessments.
• Aurora phase 1 launch is likely to impact customers in the short term (e.g.
rent balances unavailable)
2019/20
Current
2022
Progress measure
Latest
outturn
target
target
% overall satisfaction
92.8
96.6
91
92

% satisfaction that we listen to & act on views of
customers
% customers accessing services digitally
Completed resident engagement impact assessments

Strategic Plan assurance report 2020-21 Q2

n/a

65

n/a
73

n/a
9

66

71

No target No target
26
60
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Value for money and technology plan
Lowest 25% cost per property in the East by 2022
Highlights
Forward look
• Significant progress on project Aurora – on track to go live with Phase
• Rollout of new mobile
1 in October.
phones
• 110 Laptops procured and being rolled out to replace all 2 in 1 devices • Endpoint management
- £24.7k saved against budget through joint procurement with CBC.
on devices in November
to enhance security and
• New policies agreed on ICT security, acceptable use and data
control via remote
protection
management
• Analysis of HouseMark results and presentation of VfM data for
• Work on ICT
management agreement discussions
competency framework
• Scoping how technology can better support customer contact as part
• Procurement of new
of CBH 2.0 transformation programme
Board solution
• Further 1-1 support provided for MS Teams
•
Virtual & video training
• New ICT risk register
for Aurora
• Mobile phone replacement proposal submitted and approved pending
• Exploring new Microsoft
finance.
365 apps developed in• Modified CBH purchase order system to improve coding and reduce
house by CBC
miscoding.
•
Development
of
• Project 2020 restructures to suit business needs & direct resources
dashboards in Power BI
where needed- consultation under way.
• 2021/22 budget setting
• Review of procedure for access issues to properties, making process
• HouseMark annual
more efficient and compliant.
report presentation
Risks, issues & support required
• Further analysis
• Phase 1 & 2 of Aurora reprofiled due to tight timeframes – extra
internally and with
resource in place, Capita support extended and phase 1 launch
HouseMark, specifically
rescheduled for October (was September). Phase 2 extended to July
on Voids Management
2021 (was April)
costs, Asset
• Changeover to new system will impact on performance
Management
• Implementation of new system likely to impact on staff satisfaction in
performance and
short term.
overheads comparison,
• Delays to implementation of reports & dashboards / business
Resident Engagement
intelligence data in new system will impact our ability to monitor
and IT / Support costs
performance.
•
Review of Phase 2
• System requirements for additional functionalities to be made available
Aurora timelines.
to CBH: writing reports, chart of accounts, user manual and own
database if possible.
2019/20
Current
2022
Progress measure
Latest
outturn
target
target
1032 (top
quartile
19/20)
(provisional
- 18 peers
in group)

£ cost per unit (repairs & housing management
combined)

842

842
(2019/20)

% staff satisfied with how CBH supports them in the
technology they use

56

56

54

60

114k

n/a

n/a

n/a

£ cashable savings achieved

Strategic Plan assurance report 2020-21 Q2
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Quartile
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People plan
Times top 100 not-for-profit employer by 2022
Highlights
• New performance management framework (‘My Contribution’) to replace
current Performance Appraisal Development Scheme and 1-1’s - drawing up
launch material
• Leadership Commitment launched to managers
• Manager survey sent out in August
• First Manager Network meeting held August
• Wellbeing initiatives include Staff Forum meeting, keeping in touch via MS
Teams and Mental Health Awareness Day promotion. Staff adapted well to the
Covid-19 situation.
• Two Learning and Development Committee meetings held, terms of reference
revised and new approach to the training budget agreed
• Applications ongoing for Management Level 3 apprentices from existing staff
• 10 employees enrolled onto Level 2 Management course
• Met with IIP Assessor to discuss 2021 assessment - very good feedback on
progress since the last assessment
• HR Response to Covid-19, including the successful return to work of staff who
were previously shielding, Updated guidance and support given to staff on
Office protocol, Equipment offer, Testing Policy, Annual leave etc.
• DSE assessments in place for staff working from home
• Individual risk assessments are in place for staff identified as high risk.
• Programme 2020 in progress.
• Virtual training delivered via Zoom/ Teams- IOSH Leading Safely, Leading
Virtual Teams, Asbestos Refresher, Mental Health First Aid Refresher,
Safeguarding for Senior Managers, Board Members and Designated Officers
and Respecting Diversity and Understanding Bias
Risks, issues & support required
• Risk of Covid leading to high staff absence rates. Staff working from home
where they can, PPE provided to frontline staff, Rowan House is COVID safe,
CMT meetings taking place monthly and Covid-related sickness is being closely
monitored
• New approaches are being taken to advertise hard-to-fill posts, including paying
market supplements of up to 2 years. Opportunities for greater working from
home may allow CBH to attract staff from a wider geographical area.
• Risk of staff restructure leading to breach of employment legislation and/or
employee legal challenge. All CBH procedures and employment legislation
followed. Trained HR staff, and involvement of Unison in all restructures.
• Risk of poor level of IT skills with some staff which could adversely impact
adoption of new technology to improve performance. Seems to be reflected in
staff survey results. Office365 training has taken place across the company.
Progress measure
% of staff who feel empowered to make decisions and have
ownership of their work
% of staff who are supported by their manager to do the job
to the best of their ability
% of employees who would recommend CBH as an employer

Strategic Plan assurance report 2020-21 Q2

Forward look
• Wellbeing
survey October
• Staff Survey
November
• Total Reward
Statements
October
• Launch new
‘My
Contribution’
programme
• Discussions re
future role of
staff forum,
particularly with
regard to
People Plan
• Looking into
taking on work
placements
through the
Government’s
‘kickstart’
scheme.
Providers need
to commit to
taking on 30
work
placements.
CBH therefore
need to find a
gateway
provider in the
area to work
with (CBC are
not taking part
in the scheme)
• Formal
consultation on
Finance team
review.
Current
2022
target
target

2019/20
outturn

Latest

78

78

81

84

78

78

86

88

78

78

84

87
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Business development plan
£420k from trading income by 2022 (subject to annual review)
Highlights
• Net fee income from major projects forecast to end of March 2021 is
£541.1K resulting in a net profit of £249.3K. Minor projects profit of
£12.2K. This will mean an overall forecast profit of £36.9K after the
corporate facilities deficit of £224.6K is covered.
• Sheltered Scheme Options Appraisal commissioned and underway.
Appraisal will help inform programme for next sheltered scheme
redevelopment and should be complete in November.
• Phase 1 of Mercury Theatre project handed over.
• Asset Management provided CBC with programme of supplementary
projects which represents a £4M investment in the stock, plus additional
capital works management fee over the next two financial years.
• 100 Homes project approved at September Cabinet. This project provides
an additional workstream for Asset Management, plus additional capital
works management fee to cover costs.
• Feasibility works commissioned and commenced for Garage development
Ph 3 project.
• Elfreda House submitted to Planning August. Project currently being
developed to RIBA Stage 4 and due to go out for expressions of interest
late October.
• Hardings Close (Garage development Phase 2) project started on site
September.
• Military Road project tenders received and being analysed.
• Leisure World roof project (funded by Building Maintenance Programme)
complete.
Risks, issues & support required
• Risk of not receiving fee forecast of £280k income in March 2021,
swinging year-end position from a net profit to a net loss position. Fee is
spread over 3 projects (Elfreda House accounting for £200K). All are
staged payments - monthly monitoring in place and early invoicing where
possible.
• Building Maintenance Programme budget for 20/21 has been held,
reducing predicted DCM fee income by c£30k. Decision currently awaited
regarding budget for 2021/22. Risks of not investing appropriately in
corporate stock outlined to CBC.

Forward look
• Elfreda House
Planning
application going
to Committee in
November.
• Buffet and Scarfe
Way (Garage
development Ph 2)
project to start on
site November
• Military Road
contract award
and start on site.
• Decision on
Building
Maintenance
Programme
2021/22 budget
expected October.
• Anticipated
approval of
funding for
supplementary
projects at
November
Cabinet.
• Cemetery wall
project (funded by
Building
Maintenance
Programme) due
to start on site in
October.
• Mercury Phase 2
due to complete
January 2021.
Current
2022
target
target

2019/20
outturn

Latest

£ additional revenue per annum (net of direct costs)

£437K

£312K

£541K

£420K

£ profit per annum (after supporting the General Fund
budget shortfall)

£(48K)

£97K

£37K

£0

Progress measure

Strategic Plan assurance report 2020-21 Q2
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Leadership plan
Leadership that inspires trust and confidence in CBH by 2022
Highlights
• Chair completed annual review of Leadership Plan
with support from Governance Officer and CEO
• Revised Leadership Plan, including a new action
plan and new key measures, approved by Board.
• Board members attended Councillor workshops
which form part of the CBC/CBH Management
Agreement review process.
• Recruitment process for the Resident Board
member in progress.
• Procurement of a board software solution, which
was paused during lockdown, has now commenced
following a survey of board members’ needs and a
review by the company’s ICT strategy group.
Risks, issues & support required
• Board leadership and engagement with potential
extension of CBC/CBH Management Agreement is
critical for the future of the company – review
process has progressed well so far, but CBC
Cabinet decision scheduled for quarter 3
• Please note progress KPIs shown below pending
available data.

Forward look
• CBC Cabinet decision on CBC/CBH
Management Agreement extension
• Implementation of new board software
solution
• Completion of recruitment process for
Resident Board member
• Recruitment of Independent Board
Member
• Board member appraisals scheduled for
quarter 3
• Creation of revised board skills matrix
• Implementation of revised approach to
board meetings, reports and decision
making
• AGM and October Board live streamed on
YouTube to increase resident participation
• Planning for Board Away Day
• NFA Board Chair and Board Member
event October
2019/20
outturn

Latest

Current
target

2022
target

Board skills required vs current board skills matrix

n/a

n/a

n/a

n/a

Board diversity

n/a

n/a

n/a

n/a

Board structure to deliver effectively

n/a

n/a

n/a

TBC

Resident voice – increase in resident participation and
representation

n/a

n/a

n/a

n/a

Progress measure

Strategic Plan assurance report 2020-21 Q2
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Community plan
A community enabling leader for Colchester by 2022
Highlights
• Asset-based community development training and partnership starts
development with Community 360 – particular emphasis to empower
communities to cope with Covid-19
• Transformation project agreed for enabling communities and a staff working
group has been pulled together to take this stream of work forward
• Third round of community fund opened for applications
• £20K in grants paid to local organisations supporting residents through Covid
• CBH contractor has made a donation to Foodbank.
Risks, issues & support required
• Covid pandemic has limited opportunity for staff to volunteer – however will
review this to support wellbeing of staff.
• Impact on residents attending events and volunteering reduces our social
impact score
• Support required to consider Community activity to coordinate Christmas
collections/support to help local communities.
Progress measure
The value of our social impact on communities
% staff who agree that CBH has a positive impact on the
wider local community

Strategic Plan assurance report 2020-21 Q2

Forward look
• Christmas activity
coordination
• Developing
transformation
through assetbased community
development plan
with C360
• First “Life skills”
workshops to be
delivered both in
person and
virtually in
partnership with
Christians Against
Poverty.
Current
2022
target
target

2019/20
outturn

Latest

£414K

£60.6K

No target

No target

79

78

85

88
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COLCHESTER BOROUGH HOMES BOARD
Wednesday 9th December

Report Title

Consent – 0003ii - Health and Safety Compliance Report

Author

David Barthram – H&S, Environmental & CDM Manager
David.Barthram@cbhomes.org.uk
(01206) 282433

Report Objective:

To inform the Board of the current status of activities relating to all aspects of
Health, Safety and Fire Compliance.

Matters to
note/Exception
Highlights
Tenant involvement and empowerment☐
Link to Consumer
Standard objective

Home☒
Tenancy☐
Neighbourhood and community☐

Sensitivity

Commercial
Confidential
Open

Action
✓

Assurance
Noting
Approval

✓
✓

Recommendations
The Board is asked to:
I. NOTE Health, Safety and Fire Report

Executive summary
The purpose of this report is to inform the Board of the current status of activities relating to Health,
safety and fire compliance.
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1. Compliance Assurance
PLEASE NOTE: Compliance figures detailed in the below tables were input on Friday 27th
November 2020.
1.1 Sheltered Schemes – Colchester Borough Homes sheltered schemes compliance data
Please note: Data for each location varies as not all sites/communal areas have the same services
installed. Some schemes are dispersed, and the compliance is picked up under the general needs
service programs.

Sheltered Schemes
Type of
Service/inspection

Gas
Legionella – Water
risk assessments
Electrical – EICR is
an Electrical
Installation
Condition Report.
Lifting Operations
and Lifting
Equipment
Regulations
(LOLER) 1998
(Passenger lifts and
lifting equipment)
Fire alarm &
emergency lighting
Asbestos

Number of
properties
that require
the detailed
service

How many
properties
have been
assessed?
Compliant

Overdue visits
Percentage
Non-compliant –
service/inspection
overdue

12
19

Outstanding visits
Partially
compliant –
service/inspection
not overdue but
outstanding
0
0

12
19

0
0

100.00%
100.00%

19

19

0

0

100.00%

15

15

0

0

100.00%

19

19

0

0

100.00%

19

19

0

0

100.00%
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1.2 General Needs Blocks/Housing - Data detailed below covers over 6000 properties, however
compliance data for each property/building will differ due to what CBH must legally service within a
General Needs
Blocks/Housing
Type of
Service/inspection

Number
How many
of
properties have
properties been
serviced/inspected

Gas
Legionella – Water risk
assessments
completed for 3 story
blocks with water
storage tanks.
Electrical – EICR
5-year compliance

5200

5200

Partially
compliant –
service/inspection
not overdue but
outstanding
0

Overdue
visits
Noncompliant

Percentage

0

100.00%

59

59

0

0

100.00%

6,297

4,075

60

2,162

64.71%

Smoke detectors
Hard-wired unit
servicing (annually
with gas servicing)

6,917

5,200

1,717

0

75.18%

PAT (Portable
Appliance Testing)
Fire safety inspections
– communal area
inspections completed
by community
caretakers every 12
months

19

19

0

0

100.00%

Blocks Stairwells -

172
464

102
264

70
200

0
0

59.30%
56.90%

Asbestos
surveys/inspections
2 story blocks
3 story blocks
Maisonette

365
136
302

357
130
302

8
6
0

0
0
0

97.81%
95.59%
100.00%

Tenanted

1,970

1,609

0

361

81.68%

Leasehold

589

27

0

552

4.58%

Fire doors

domestic dwelling, and what services are connected or installed at each location.

3
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Compliance synopsis
Please note: We are no longer reporting on the lift at Elfreda House – since the property is now
empty, and that there is a project underway to shut the building down and prepare it for demolition.
EICRs – The number of required tests has increased by 110 (due to additional becoming due
during Oct/Nov), therefore, we have completed 410 tests since this was last reported to Board.
The contractor has increased output and are now arranging up to 30 inspection per day, and we
are still working toward full compliance with a 5-year cycle by the end of March 2021.
Smoke detection - The data for smoke detectors is being reviewed. The 5,200 completed are
those where Gas checks are carried out, however, there is a reliance on resident to contact us for
access on the others. In order to address this is likely to require a change to contractual
arrangements. There is also a requirement to review this alongside the possible changes to the
regulations.
Fire doors - There are 200 fire doors within the current programme which are due for completion
by the end of March 2021. Funding for the remaining 201 is being requested from CBC through
CMG.
General needs flat blocks
The community caretakers continue to ensure flat block communal area fire safety inspections are
completed; the team are on target with over 56% of the areas inspected in the current financial
year.
1.3 Fire Risk Assessment (FRA) – Sheltered Schemes
All Colchester Borough Homes sheltered schemes and general needs blocks have a in date Fire
Risk Assessment.

Fire Risk
Number
How many
Assessments of
properties have
properties been risk
assessed

Partially compliant
– not overdue but
outstanding

Overdue visits Percentage
Non-compliant
– assessment
overdue

General
needs blocks

433

433

0

0

100.00%

Fire risk
assessment

19

19

0

0

100.00%

4
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1.4 Fire Risk Assessment Actions
FRA Actions
Documented Actions
Overdue Actions

High Priority
85
55

Medium Priority
118
51

Low Priority
8
6

The health and safety team has now completed the review for outstanding actions on the Assure
system.
Additional contractor resources have been put in place to conclude the outstanding minor
compartmentation/fire door repairs with effect from Friday 27 th November.
Continued monitoring
The H&S team will email line managers and staff once a month to remind them of the outstanding
action(s), and the correct process to address the action(s), to assure that actions are completed.
Fire compartmentation works
The team are working with asset management for a planned approach to addressing Fire Risk
Assessment compartmentation actions within our sheltered schemes.

2. Accidents, Incidents and Near Misses overview
October 2020
Removal of asbestos ceiling in tenant bathroom. Works were undertaken before the asbestos
survey was produced.
The ongoing investigation has found so far that works were completed after an administrative error
and a sub-contractors lack of training.
Preventive measures
Contractor to carry out a toolbox talk with their operatives to ensure that they are aware of their
responsibilities and procedures.
To ensure all operatives and managers are aware that no works are to be started without an
asbestos survey.
CBH H & S team will ensure Health & Safety Inductions are repeated with all contractor staff to
prevent a recurrence of this event.
This incident also prompted an internal response, asbestos toolbox talks will be completed by the
required teams’ supervisors.

5
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3. COVID-19
CBH sites in operation with COVID – 19 control measures in place:
Rowan house - Covid-secure control measures in place
Greenstead housing office – Covid-secure, limited building use
Gosbecks road – limited building use – welfare facilities only
Leisure world – Covid secure working areas
Dedham workshop - Covid secure measures in place
Sheltered schemes - communal lounge areas closed

Adverse weather conditions and Ventilation requirements
Due to the time of year and change in weather conditions, it is not idea to have all windows in the
office open without causing staff discomfort, but the requirement to have a suitable source of
ventilation is still important.
After reviewing the latest CIBSE guidance for ventilation and sharing our ventilation control
measures with the Health and Safety Executive, we now have new control measures to add to the
current risk assessment, this will ensure we can balance the risk of covid-19 against thermal
comfort (welfare regulations) during the winter months.
Control measures
• All window vents will be fixed in the open position
• While working in the office, staff must ensure windows are kept open, even if only by a
small amount.
• Open windows fully for short sharp bursts of 10 to 15 minutes regularly throughout the day,
every couple of hours if possible.
• Staff are encouraged not sit next to open windows.

4. Display Screen Equipment
Carrying out DSE assessments will not only ensure that workstations are suitable, but employees
see improvements in their overall health and well-being
Homeworking DSE was sent out to all staff to identify any areas of concern or any ergonomic
requirements needed. From the completed DSE if there had been any issues raised then a phone
call or email was sent to the staff member, from the information supplied by the staff member (and
photos) where problems had been identified suitable actions to reduce or where possible eliminate
have been taken.
55 Members of staff had a comment in relation to their ergonomic activities, this could be from poor
lighting, bad posture due to lap top (2 in 1), lack of space within their properties, feeling of isolated,
back pain, neck pain, pins and needles within their fingers/wrists, work load, fatigue etc.
Action taken
Access to Work referrals.
Staff have been referred to Occupational Health
Ergonomic equipment purchased

6
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Number Pads provided
Various chairs, monitor stands, monitors, footrests, new laptops and IT cables have also been
provided.
Communication
Regular communication is key to all staff, as during their working day every staff member may have
a different issue. This could be due to lack of space, isolation, stress, ergonomic issues or workload
etc.
Monitor/review/improve
At present DSE is the most used type of working equipment in the business, to ensure continuity
we will monitor this area closely. A new DSE review will take place, this will be rolled out again, but
instead by individually working with each team, starting December 2020, with Older persons
services.

7
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COLCHESTER BOROUGH HOMES
Board
9th December 2020

Report Title

Consent – 0003iii - Transformation Project Update

Author

Matthew Armstrong
matthew.armstrong@cbhomes.org.uk

Report Objective:

To update the Board on the progress of the CBH 2.0 Transformation
Project.

Matters to
note/Exception
Highlights

Three funding requests for the use of reserves were all accepted assisting
the implementation of projects.

Sensitivity

Commercial
Confidential
Open

Action
✓

Assurance
Noting
Approval

✓

Recommendations
The Board is asked to:
i.

NOTE the progress of the Transformation project to date.

Executive summary
Good progress has been made across all projects with teams now fully established and work
plans in place. Three funding requests for the use of reserves were all accepted by the Finance
and Audit Committee which project leads are now using to implement their initiatives.

Page 36 of 224

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. Three have been requested and
accepted to date.
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
Reducing 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 is underway with the first batch of properties being surveyed by
CBH for increased energy efficiency work. CBC plan to bid for further funding to match the
approach on the Right to Buy Back (RTBB) project which buys between 30-35 properties
each year until 2025. The aspiration is for properties that will be purchased through both
projects will be brought up to an average energy B rating.

2.2

Cabinet agreed to £4.4m of additional energy works on the 14 th October, to be delivered by
CBH by October 2021. The team is now preparing detailed work programmes and
recruitment to deliver the works.
Project 2 - Enhancing the use of IT

2.3

Work has started for the procurement of new mobile phone handsets to replace the Hawk
handsets in conjunction with CBC.

2.4

The roll out of endpoint management will follow CBC in December /January. This Microsoft
software will enhance the organisations cyber security and is in line with the Council’s ICT
strategy.

2.5

E-signature software research and costed. Further exploration of what O365 can do with 4
new power apps designed and built for the HR team.

3
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2.6

A customer survey has taken place to identify our customers preferred method of
communication of accessing our services. Social media platforms, web chat and Microsoft
bookings are being looked into.

2.7

Implementing a finance system has progressed with a scoping meeting booked with ABS
consultants and CBC. A further 6 days has been booked in January to potentially deliver
the work.
Project 3 - Delivering Gigabit Broadband

2.8

CMT held a virtual away day discussion on what smart technology would work in the
housing stock in the future. Outcomes were passed onto the project team for direction on
this area of transformation.

2.9

Further research is taking place into the technology available along with the efficiencies it
can create such as moisture sensors to prevent damp. The costs of the broadband
connection are also being collected to prepare the cost benefit analysis.
Project 4 - Sustaining and enhancing community enablement

2.10 CMT held a virtual away day discussion on how Asset Based Community Development
(ABCD) could be utilised more in the future. Ideas by service areas have been fed back to
the project team to aid direction.
2.11 Following a successful bid to draw from reserves, an additional £5k of funding will be
distributed to individuals or groups working within communities, who are responding to the
impact of the pandemic (both immediate and longer term). This has been promoted with key
leads at CBC and will be promoted via CBH social media platforms.
Project 5 - Workforce resilience
2.12 A review of the scope of this project focussed on 3 key areas which are staff wellbeing,
future workforce arrangements and developing apps for key HR services not available in
iTrent.
2.13 A wellbeing group was held which developed ideas and initiatives to assist staff through the
winter months. These will begin to be rolled out.
Project 6 – Reducing homelessness
2.14 20 RSLs have been contacted and chased for responses regarding possible evictions. 9
have responded and a possible 55 evictions are due to take place. Advise given to RSLs on
how to refer into our service and how they can get advice to assist their tenants if needed.
3.

Next steps

4
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3.1

Three business cases requesting the use of reserves were accepted by the Finance and
Audit Committee on the 4th November. The funding is for:
i. £18,400 to support the ‘Enhancing the use if IT’ project by the recruitment of a new
member of staff to lead the staff capability gap analysis and training.
ii. £6,000 to support the ‘sustain and enhance community enablement’ project which will
be used to distribute to local individuals and groups working in communities.
iii. £10,000 to support the Customer Plan and the ‘Enhancing the use of IT’ project to
develop a Mary Gober e-learning package for new starters and refresher courses.
This funding has already started to be utilised.

3.2

A CMT virtual away day on workforce resilience will take place to explore the future use of
our office accommodation and working arrangements.

3.3

A project drive is planned for January to help increase staff buy-in of the transformation
projects and celebrate the quick wins that have already been achieved.

5
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FINANCE AND AUDIT CHAIRS REPORT TO COLCHESTER BOROUGH HOMES BOARD
9th December 2020
Recommendations
The Board is asked to:
i.
ii.
iii.
iv.
v.

NOTE the draft minutes and matters discussed at the Finance and Audit Committee on the
2nd December 2020 at appendix A
APPROVE the 2021/22 Budget based on the Committee’s recommendation.
APPROVE the Finance & Audit Annual Statement 2019/20 at appendix B based on the
Committee’s recommendation.
APPROVE the Internal Audit Charter 2021/22 at appendix C based on the Committee’s
recommendation.
NOTE the Committee’s approval of the CBH Contract Procedure Rules, Standing Financial
Instructions, Fraud Policy and Business Continuity Plan (via Convene following agreed
changes).

Executive summary
This report separates the work of the Finance and Audit Committee into a stand-alone report. This
report sets out the matters discussed at the recent Finance and Audit Committee and seeks
approval of the Committee’s recommendations on matters requiring Board approval.
1. Minutes and recommendations from the Finance and Audit Committee
The 2021/22 budget was presented and discussed. The challenges faced in setting the budget
were stated along with the mitigations put in place to overcome them. A £120k saving had been
realised from the budget through Project 2020 restructures in Housing Management and the ICT
and Business Intelligence teams.
The budget was set with a £70k deficit which the Committee agreed to set as the 2021/22
savings target for the VFM and Technology Plan.
Monitoring the budget would be carried out by the Committee on a risk-based approach as it
was highlighted that the Capital budget had double in size due the start of the Elfreda House
refurbishment and further projects initiated by the Council.
The period 7 accounts were presented and scrutinised.
TIAA presented the internal audit progress report highlighting the two completed audits
receiving substantial (Housing Register) and reasonable (Responsive repairs) assurance.
There were no outstanding actions and management responses had been completed within the
Committee’s target response time. It was agreed that bulletin alerts, produced by TIAA, would
be shared on convene where relevant and any actions taken would be reported to the
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Committee.
The updated CBH contract procedure rules was reviewed by the Committee and it was agreed
that any changes following Brexit would be provided in a further update at the February 2021
Committee.
The updated Standing Financial Instructions and new Fraud Policy was reviewed by the
committee with no changes required.
The updated Business Continuity Plan was an overhaul of the previous outdated version and
aimed to separate the business continuity, recovery and management from the emergency
plans. There were a few changes agreed to be made and returned to the Committee via
convene for approval.
A £10,000 request from reserves for a digital learning officer to support the People and
Customer Plans was agreed by the Committee.
2. Finance & Audit Committee Annual Statement 2019/20
The Committee reviewed the annual statement for 2019/20 and recommended it for approval by
the Board.
3. Internal Audit Charter 2021/22
The Charter and Annual plan for 2021/22 was presented to the Committee and the Charter is
recommended for approval by the Board.

Appendices:
•
•
•

Appendix A – Minutes of the Finance & Audit Committee Meeting 2 nd December 2020
Appendix B – Finance & Audit Committee Annual Statement 2019/20
Appendix C – Internal Audit Charter 2021/22
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Colchester Borough Homes Limited
Finance and Audit Committee – Wednesday 2nd December – 5.00pm
Teams Meeting
Present:
Julie Parker
Chair
Karen Smout
Vice Chair
Paula Goddard
Member
Lorna Preece
Co-Opted Member
In attendance:
Matthew Armstrong
Cong Gu
Fiona Dodimead
Jo Paget

Director of Business Improvement
Head of Finance
TIAA
Governance Officer

1.

Welcome and Apologies
The Chair welcomed everyone to the meeting
Apologies were received from Nigel Chapman
In the interest of quoracy for the Committee, the Chair advised that Lorna Preece had
been co-opted to join for this particular meeting.
The Chair advised that she need to leave the meeting early due to a meeting clash, but
the Committee would remain quorate.

2.

Declarations of Interest
No declarations were raised

3.

Budget 2021-22

3.1

CG introduced the report and highlighted the following to the Committee,

3.2

The budget for 21/22 had been based on ‘business as usual’ and CBH were not
anticipating wide disruptions due to the pandemic to continue in 21/22, however, CBH did
have increased budgets for PPE and IT needs as working-from-home is expected to
continue.

3.3

CG advised that the challenges CBH faced in the preparation of the budget were;
▪
▪
▪
▪
▪
▪

3.4

No reduction in services provided to tenants and communities
Self-funding 50% of additional pension contributions for HRA staff and 100%
for GF funded staff
Self-funding staff costs increase for re-grading and incremental increases
Increase in PPE and IT requirements due to the pandemic
Supply chain and staffing pressure due to Brexit
The delivery of savings identified by Project 2020

CG advised that these challenges had been mitigated by;
▪
▪
▪
▪

Prioritising frontline services
Negotiating above inflation increase for Repairs/Voids materials costs – 3%
Scrutinising Project 2020 staff costs
Re-structuring and re-organising back office functions to provide support for
1

▪
▪

3.5

budget management for budget holders
Page 43 of 224
Improving processes in new staff requisition and controlling agency staff costs.
Using a combination of zero based and incremental budgeting methods to
appraise expenditure

CG advised the Committee that savings had been realised through agile working such as
staff parking costs, printing costs, and running costs for the Gosbecks office. And the
Council had agreed to fund £150k extra staff costs through new projects such as the
Hundred Homes project, which would be fixed term contracts.
CG advised that there would be a bottom line £70k deficit, meaning a better position than
stated in the Business Plan which predicted a £155k deficit.
CG advised after calculating the deficits and adjustments, reserves were expected to be
just under half a million pounds.

3.6

Questions from the Committee
JP asked where the £120k of staff savings would be realised from?
CH advised that £75k would be from the Housing Management restructure as 3 posts
would become redundant and £47k from ICT
KS asked if there would be any related redundancy costs? CG advised that these costs
have been factored in to the £120K
KS asked if the aurora training was included in the training budget or was this somewhere
else? CG advised that Aurora training was funded by CBC under the Project budget.
JP advised that that she was pleased to see the positive position of the Budget.

3.7

CG asked the Committee to note that due to the CBH currently reporting a deficit of £70k
she would be setting a savings target of the same figure to balance the budget. The
committee agreed to note this as an objective.

3.8

MA asked the Committee to note that the asset management budget was double what it
normally was and that he would be happy to bring any further scrutiny of the budget to
future meetings. JP advised that as there was a risk-based approach applied she would
expect to analyse this through the strategic risk register

The Committee resolved to:
i.APPROVE the Budget 2021-22 using delegated authority by the Board
4.

Finance Update (Period 7 accounts)

4.1

CG advised the Committee that Period 7 accounts were very similar to period 6.
CG advised that she would be monitoring responsive repairs, material costs and
subcontractors, as material costs there was an underspend of £100k and sub-contractor
costs were lower than expected. Which would mean a larger return of monies to CBC if
continued.

4.2

CG advised that period 9 accounts would include a Q3 forecast which will incorporate the
business case expenditure for transformation plan funds and additional staff costs
required for the finance team due to long term sickness.
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KS asked if the overspend on emergency accommodation would be returned? CG Page 44 of 224
advised this was a CBC delegated budget due to the Covid 19 work so did not affect the
CBH budget.
The committee resolved to
i.APPROVE the Period 7 Accounts
5.

Internal Audit

5.1

FD introduced the Progress report and advised that 2 final reports had been issued –
Housing register which had received substantial assurance and Responsive repairs which
had received reasonable assurance. She advised that a 3 rd final report had been
concluded for Gas Safety and this would come to the next meeting
FD advised that there had been one important recommendation in the responsive repairs
audit which referred to a risk-based approach to inspections.
KS advised that she did not see this addressed in the management response as this
response referred to a new system? MA advised that the previous system would only
close jobs once an invoice had been submitted, whereas the new system provided the
ability to close a job once finished, making it real time in terms of checking works.
MA advised in terms of the risk-based approach the team were looking at making sure it
wasn’t a random approach to checking works but that CBH would check different
contactors and different groups of people within that contractor.

5.2

JP asked MA what action was taken with the alerts sent through from TIAA? MA advised
he read and noted but no further action was taken. It was agreed that MA and JPag would
provide a process to assure the committee that action was being taken. FD added that
any high alerts would also be included in audit controls assurance.

5.3

KS asked, with regards to the annual plan, what the guard risk analysis meant? FD
advised this summarised the types of issues coming out and considerations that TIAA
would need to complete the strategy and audit plan, where they would fit and how high
risk they were, and if they affected CBH.

5.4

JP observed that there was not a specific audit on cyber security. FD advised that even
thought there was not a specific audit, TIAA would keep a watching brief on this during
the year so if any changes in this area this could be incorporated.
MA advised the Committee that Mazars conducted an ICT and Security audit before they
left at the end of March, and the team were working with TIAA to conclude any
outstanding actions.

5.5

JP asked for the performance metric for management response to be added to the Audit
Charter and advised that she would like to include the Charter in the Finance and Audit
Chairs Report for December Board.

The committee resolved to
i.NOTE the progress of the internal audit and the Annual Plan
6.
Minutes of the last meeting
6.1

There being no objections the minutes of the last meeting on the 4 th November were
approved. It was noted that actions were completed

The committee resolved to
I. APPROVE the Minutes of the 4th November meeting
Julie Parker left the meeting

3

7.
7.1

CBH Contract procedure rules
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MA highlighted to the Committee that the CBH contract procedure rules mirrored the
Council’s contract procedure rules which were last updated in October 2018.
MA advised that there had been a minor amendment to the rules reflecting changes of
roles, the updated EU thresholds, and the move to submitting and receiving tenders
electronically.

7.2

The committee noted the updated rules and requested that confirmation on the effect of
Brexit on the procedure rules come back to the meeting in February once confirmed with
CBC.

The committee resolved to
i.APPROVE the CBH Contract Procedure Rules
8.

Finance Policies Review

CG presented to the Committee
8.1

Standing Financial Instructions
CG advised that with regards to the Standing Financial Instructions there had been minor
amends which included updating the senior management team, deleting paragraphs that
were no longer relevant to CBH and deleting references to fraud as this was now detailed
in a stand-alone policy
KS asked if the instructions would need to be changed in line with the new management
agreement? CG advised that this would be changed in 2022/23 in accordance with the
new management agreement.
KS asked if MA was confident the Asset register was up to date? MA advised that he was
as most of CBH assets were IT and mobile phones.
KS asked regarding the general value of the write offs? MA advised it was very little, the
highest in the past 12 months being £100.
KS queried that banking and payment arrangements did not talk to online payments and
access. CG advised that CBH did not set up any bank transfers as this was done by CBC
on CBH behalf. The finance team had read only access.
The Committee approved the Policy.

8.2

Dealing with Fraud Policy
CG advised that this was a new policy following a major review and included tax evasion
awareness and a Fraud Register
KS asked if training on this policy would be rolled out to the finance team? MA and CG
advised that this would be organised.

The committee resolved to
I. APPROVE the Standing Financial Instructions
ii.APPROVE the Dealing with Fraud Policy

9.

CBH Business Continuity Plan

4
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9.1

MA advised there had been an overhaul of the plan to ensure focus on business
continuity rather than emergency planning.

9.2

MA advised that business continuity and recovery and management had been separated
from the emergency plans (which are now at the end of the document).
MA continued that the lessons learnt from the pandemic was that the organisation had
the ability to work from any location, and that any scenario where the plan is activated
and the organisation moves to delivering critical services only, did not require emergency
teams being formed and located in a single office (with the exception of a major power
loss).

9.3

9.4

MA added that the outcome of the senior management review had been reflected in the
BCP’s roles and responsibilities, and the closure of Gosbecks Road and staff no longer
working at the library has been updated within the document.

9.5

It was agreed by the Committee that the emergency plans should be referenced as a link
in the document and not as actions within the plan, as this was governed through CBC.

9.6

KS raised queries with wording in the document with regards to battery testing in
Sheltered accommodation and general phrasing which MA made note of.

9.7

It was agreed that MA would make the changes to the plan and this would be uploaded to
a convene review room for approval.

The committee resolved to
i.APPROVE the Business Continuity Plan through Convene once changes had been made
10.
Transformation Project Resource
10.1 MA highlighted the Business Case request and advised the resource was required to fund
the salary of a Digital Learning Officer to design and build bespoke Customer Service and
Onboarding eLearning modules
10.2 The Committee noted that the business case was very comprehensive, and they had no
further questions.

The committee resolved to
i.APPROVE the Transformation Project Resource
11.
Governance Update
11.1 JPag advised the Committee there were no updates to the last governance report but did
highlight that there was a sustained rise in FOI and SARS requests. JP advised that this
was the experience of other public sector organisations during Covid pandemic and the
ICO continued to advise the public to expect delays during the pandemic and recovery
periods.
The committee resolved to
i.NOTE the Governance update
12.
Any other business
There was no any other business

End of Meeting

5
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F&A Committee Action List
th

4 November
2020
Action
5.2 – TIAA alerts to
be recorded with
any action taken
5.5 - performance
metric for
management
response to be
added to the Audit
Charter
5.5 – Audit Charter
to be included in
F&A Chairs Report
for Board
7.2 - CBH Contract
procedure rules to
come back to
Committee for
confirmation re
Brexit
8.2 – Dealing with
Fraud policy
training to be rolled
out to Finance
Team
9.7 -Business
Continuity Plan
changes to be
uploaded to
Convene for
approval by
Committee
members

Who
MA and JPag

By When
February
Committee

TIAA

December

MA

December

MA

February

CG

By February

MA

December
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FINANCE & AUDIT COMMITTEE
ANNUAL REPORT 2019/20

1.

INTRODUCTION
This is the annual report of the Finance and Audit Committee and covers the financial
year 2019/20. The report is to review the effectiveness of the committee’s activities
during the year and its oversight of the assurance and risk management frameworks
within which Colchester Borough Homes operates.

2.

ROLE OF THE COMMITTEE
The committee’s terms of reference for 2019/20 were approved in February 2019 and
will be reviewed in November 2020 in line with the Colchester Borough Homes Code of
Governance review. The purpose of the committee can be summarised as to:
•

Provide independent assurance of the adequacy of internal controls and the risk
management framework and the associated control environment.

•

Provide independent scrutiny of the Company’s financial and non-financial
performance, including trading activity, to the extent that it affects the
Company’s exposure to risk and the control environment.

•

Oversee the financial reporting process.

The Finance and Audit Committee is, therefore, the primary means by which the Board
ensures that adequate assurance and internal control systems are in place. The
committee’s responsibilities are additional and supportive to those of the Board.

3.

Has the Committee fulfilled its responsibilities listed in the terms of reference
The responsibilities and work completed by the Committee are as follows:
•

Accounting Arrangements
The committee has advised the Board on all financial matters including annual
budget setting, budget forecasting, quarterly financial reports, capital projects,
financial policies and strategies. It has also agreed the format of financial
reporting to the Board.

1
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•

External audit & Annual Financial Statements
The committee recommended the appointment of Scrutton Bland as the
external auditor and scrutinised the annual financial statement prior to Board
approval. It ensured the external audit had access to internal audits carried out
throughout the year and highlighted any concerns internal audit raised.
The assurance and integrity of the financial statements were reviewed by the
committee under ISA 260 taking into account UK law, regulation, the ethical
standard and the professional competency of the auditors.

•

Internal Audit
The committee considered and recommended the internal audit charter and
audit plan for 2019/20. They also were involved in the CBC led procurement
and appointment of the new Internal Auditors from the 1 st April 2020.
Performance and assurance was reviewed, monitored and scrutinised by the
committee through progress reports, audit recommendations and scrutiny.

•

Accounting Policies and Strategies
The committee reviewed the following policies and strategies during 2019/20:
o Risk Management Policy, Strategy and Framework (Feb 2020)
o 5 Year Business Plan (Feb 2020)
An annual report highlighting any whistleblowing, fraudulent, money-laundering
and bribery claims was presented and considered by the committee. There
were no claims in 2019/20.

•

4.

General responsibilities
The work programme was reviewed and followed throughout the year, a total of
43 reports were considered. The committee also reviewed all strategic risks
and the red and amber operational risks at every meeting. It also assisted in
rewriting the risk management policy, strategy and framework and agreed the
documents on the 4th February 2020.

Has the committee assessed its own effectiveness or been the subject of a
review?
The governance arrangements of the Company were scrutinised by the Council’s
Governance and Audit Committee in September 2019, the finding of which were that
the F&A committee had sound governance and auditing arrangements in place. The
findings of the G&A Committee were that the Company had sound governance
arrangements in place.

5.

What impact has the committee had on the improvement of governance, risk and
control?
A wide range of issues were considered by the committee during the year, providing
independent scrutiny of the Board. The committee has made an impact on the
2
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governance of the organisations as demonstrated in the following examples:
• Increased scrutiny of risk registers has enabled the committee to contribute to

developments within the risk management arrangements of Colchester Borough
Homes. The Board also set the risk appetite to allow for mature scoring of risks.
• The committee ensures that the work of internal audit continues to be directed to

those areas of greatest risk. For matters of significant weaknesses raised by
internal audit, the committee have received updates directly from the corporate
management team to gain a greater level of assurance around progress made to
address these high-risk areas.
• The committee has a played a key role in reviewing the annual accounts and

annual governance statements, providing assurance to the Board before they
formally approve these documents.
The committee monitors the performance of the internal auditors through a number of
key performance indicators including if audits were completed as per the annual plan
and the time taken to produce audit reports.
6.

Membership of the Committee and Attendance Record
The committee comprises of five members and is chaired by Julie Parker. During
2019/20 there were changes to the membership of the committee, due to newly
elected Board Members. The members during the year was as follows:
•
•
•
•
•
•

Julie Parker (Chair)
Cllr Nigel Chapman
Cllr Cyril Liddy
Karen Smout
Paula Goddard
Glenn Houchell (previous chair, stood down in October 2019)

The Committee met formally on five occasions during 2019/20,
No declarations of interest were recorded during the year in respect of an item
In addition to the members, the Chief Executive, Director of Business Improvement,
Director of Operations, representatives from internal audit (Mazars and TIAA), external
audit (Scrutton Bland) and other officers, as appropriate, attended committee
meetings.
7.

WORK SCHEDULE FOR 2021/22
The schedule of work for 2021/22 is to be approved by the committee in November
2020 and includes reviews of the internal and external annual audit plans, statements
of accounts, annual governance statements, annual audit reports, internal audit
updates, financial policies, risk management strategy (incl risk appetite), risk registers,
and anti-fraud and corruption effectiveness.
3
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Looking forward, the committee will be enhancing its effectiveness by developing in
the following areas:
•

Continuing to receive a wider range of assurance on key corporate and strategic
risks facing Colchester Borough Homes, through examination of risk registers
and the risk-based approach to internal audit

•

The committee will continue to strengthen and support accountability by
discussing governance, risk and control issues directly with responsible officers,
where considered appropriate.

•

The committee will consider any revisions required to the anti-fraud and
corruption arrangements, both of which are key to promoting a strong ethical and
counter fraud culture.

•

Considering whether a self-assessment would be beneficial considering the new
membership of the committee. This may determine whether any further training
is required, whether this be formal external training or internal awareness
sessions.

The Committee will be considerate of the response put in place by Colchester Borough
Homes in relation to Covid-19, and the Committee’s work programme during the year
will therefore remain flexible.
8.

CONCLUSION
The committee’s primary contribution to Colchester Borough Homes strategic
objectives is to ensure the governance, control, risk management and audit systems
which underpin the work of CBH are sound, reliable, robust and secure

4
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Appendix E: Internal Audit Charter
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The Need for a Charter
The Audit Charter formally defines internal audit’s purpose, authority and responsibility. It establishes internal audit’s position within Colchester Borough Homes and defines the scope of internal
audit activities. The establishment of the Audit Charter is a requirement of the Public Sector Internal Audit Standards (PSIAS) and approval of the charter is the responsibility of the Finance and
Audit Committee.

The Role of Internal Audit
The main objective of the internal audit activity carried out by TIAA is to provide, in an economical, efficient and timely manner, an objective evaluation of, and opinion on, the overall adequacy
and effectiveness of the framework of governance, risk management and control. TIAA is responsible for providing assurance to Colchester Borough Homes governing body (being the body with
overall responsibility for the organisation) on the adequacy and effectiveness of the risk management, control and governance processes.

Standards and Approach
TIAA's work will be performed with due professional care, in accordance with the requirements of the Global Institute of Internal Auditors (IIA) standards which are articulated in the International
Professional Practices Framework (IPPF).

Scope
All Colchester Borough Homes activities fall within the remit of TIAA. TIAA may consider the adequacy of controls necessary to secure propriety, economy, efficiency and effectiveness in all areas.
It will seek to confirm that Colchester Borough Homes’ management has taken the necessary steps to achieve these objectives and manage the associated risks. It is not within the remit of TIAA
to question the appropriateness of policy decisions; however, TIAA is required to examine the arrangements by which such decisions are made, monitored and reviewed.
TIAA may also conduct any special reviews requested by the Board, Finance and Audit Committee or the nominated officer (being the post responsible for the day to day liaison with the TIAA),
provided such reviews do not compromise the audit service’s objectivity or independence, or the achievement of the approved audit plan.

Access
TIAA has unrestricted access to all documents, records, assets, personnel and premises Colchester Borough Homes and is authorised to obtain such information and explanations as they consider
necessary to form their opinion. The collection of data for this purpose will be carried out in a manner prescribed by TIAA’s professional standards, Information Security and Information
Governance policies.

Independence
TIAA has no executive role, nor does it have any responsibility for the development, implementation or operation of systems; however, it may provide independent and objective advice on risk
management, control, governance processes and related matters, subject to resource constraints. For day-to- day administrative purposes only, TIAA reports to a nominated officer within
Colchester Borough Homes and the reporting arrangements must take account of the nature of audit work undertaken. TIAA has a right of direct access to the chair of the Board, the chair of the
Finance and Audit Committee and the responsible accounting officer (being the post charged with financial responsibility).
To preserve the objectivity and impartiality of TIAA’s professional judgement, responsibility for implementing audit recommendations rests with Colchester Borough Homes’ management.

Colchester Borough Homes
Internal Audit Plan 20/21
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Consultancy activities are only undertaken with distinct regard for potential conflict of interest. In this role we will act in an advisory capacity and the nature and scope of the work will be agreed
in advance and strictly adhered to.
We are not aware of any conflicts of interest and should any arise we will manage them in line with TIAA’s audit charter and internal policies, the Global IIA standards and Colchester Borough
Homes’ requirements.

Irregularities, Including Fraud and Corruption
TIAA will without delay report to the appropriate regulator, serious weaknesses, significant fraud, major accounting and other breakdowns subject to the requirements of the Proceeds of Crime
Act 2002.
TIAA will be informed when evidence of potential irregularity, including fraud, corruption or any impropriety, is discovered so that TIAA can consider the adequacy of the relevant controls,
evaluate the implication of the fraud on the risk management, control and governance processes and consider making recommendations as appropriate. The role of TIAA is not to investigate
the irregularity unless commissioned to do so.

Limitations and Responsibility
Substantive testing will only be carried out where a review assesses the internal controls to be providing ‘limited’ or ‘no’ assurance with the prior approval of Colchester Borough Homes and
additional time will be required to carry out such testing. Colchester Borough Homes is responsible for taking appropriate action to establish whether any loss or impropriety has arisen as a result
of the control weaknesses.
Internal controls can only provide reasonable and not absolute assurance against misstatement or loss. The limitations on assurance include the possibility of one or more of the following
situations, control activities being circumvented by the collusion of two or more persons, human error, or the overriding of controls by management. Additionally, no assurance can be provided
that the internal controls will continue to operate effectively in future periods or that the controls will be adequate to mitigate all significant risks that may arise in future.
The responsibility for a sound system of internal controls rests with management and work performed by internal audit should not be relied upon to identify all strengths and weaknesses that
may exist. Neither should internal audit work be relied upon to identify all circumstances of fraud or irregularity, should there be any, although the audit procedures have been designed so that
any material irregularity has a reasonable probability of discovery. Even sound systems of internal control may not be proof against collusive fraud.
Reliance will be placed on management to provide internal audit with full access to staff and to accounting records and transactions and to ensure the authenticity of these documents.
The matters raised in the audit reports will be only those that come to the attention of the auditor during the course of the internal audit reviews and are not necessarily a comprehensive
statement of all the weaknesses that exist or all the improvements that might be made. The audit reports are prepared solely for management's use and are not prepared for any other purpose.

Liaison with the External Auditor
We will liaise with Colchester Borough Homes’ External Auditor. Any matters in the areas included in the Annual Plan that are identified by the external auditor in their audit management letters
will be included in the scope of the appropriate review.

Reporting
Assignment Reports: A separate report will be prepared for each review carried out. Each report will be prepared in accordance with the arrangements contained in the Terms of Reference
agreed with TIAA and which accord with the requirements of TIAA’s audit charter and the Global IIA standards.
Progress Reports: Progress reports will be prepared for each Finance and Audit Committee meeting. Each report will detail progress achieved to date against the agreed annual plan.
Colchester Borough Homes
Internal Audit Plan 20/21
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Follow Up Reports: We will provide an independent assessment as to the extent that priority 1 and 2 recommendations have been implemented. Priority 3 recommendations are lowPage 55 of 224
level/housekeeping in nature and it is expected that management will monitor and report on implementation as considered appropriate.
Annual Report: An Annual Report will be prepared for each year in accordance with the requirements set out in TIAA’s audit charter and the Global IIA standards. The Annual Report will include
a summary opinion of the effectiveness of Colchester Borough Homes’ governance, risk management and operational control processes based on the work completed during the year.
Other Briefings: During the year Client Briefing Notes, Benchmarking and lessons learned digests will be provided. These are designed to keep the organisation abreast of in-year developments
which may impact on the governance, risk and control assurance framework.

Assurance Assessment Gradings
We use four levels of assurance assessments as set out below.
Substantial Assurance

There is a robust system of internal controls operating effectively to ensure that risks are managed and process objectives achieved.

Reasonable Assurance The system of internal controls is generally adequate and operating effectively but some improvements are required to ensure that risks are managed and process objectives achieved.
Limited Assurance

The system of internal controls is generally inadequate or not operating effectively and significant improvements are required to ensure that risks are managed and process objectives
achieved.

No Assurance

There is a fundamental breakdown or absence of core internal controls requiring immediate action.

Performance Standards
The following Performance Targets will be used to measure the performance of internal audit in delivering the Annual Plan:
Area

Performance Measure

Target

Completion of planned audits.

100%

Audits completed in time allocation.

100%

Draft report issued within 10 working days of exit meeting.

100%

Management responses received within 10 working days.

100%

Final report issued within 10 working days of receipt of responses.

100%

Compliance with TIAA’s audit charter and the Global IIA Standards.

100%

Achievement of the plan

Reports Issued

Professional Standards

Data Protection
TIAA has policies, procedures and processes in place to comply with all associated regulation and legislation on information security, which is underpinned by mandatory annual awareness
training for all staff. To carry out our role effectively, we need to obtain information that is reliable, relevant and sufficient to support our findings and recommendations. The collection of data,
particularly sensitive personal data, is minimised and is not shared with unauthorised persons unless there is a valid and legal requirement to do so. We have clear policies on the retention of
data and its appropriate, controlled disposal. TIAA has a fully robust Information Security Management System that meets all the requirements of ISO27001:2013.

Quality Assurance
Colchester Borough Homes
Internal Audit Plan 20/21
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TIAA recognises the importance of Internal Audit being controlled at each stage to ensure that we deliver a consistent and efficient Internal Audit service that is fully compliant with professional
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standards and also the conditions of contract. We operate a comprehensive internal operational quality review process to ensure that all Internal Audit work is carried out in accordance with
these standards. These quarterly reviews are part of our quality management system which has IS0 9001:2015 accreditation.

Finance and Audit Committee Responsibility
It is the responsibility of the Colchester Borough Homes to determine that the number of audit days to be provided and the planned audit coverage are sufficient to meet the Committee’s
requirements and the areas selected for review are appropriate to provide assurance against the key risks within the organisation.
By approving this document, the Finance and Audit Committee is also approving the Internal Audit Charter.

Disclaimer
The matters raised in this planning report, along with those raised in our audit and annual reports, are only those that came to the attention of the auditor during the course of our work and are
not necessarily a comprehensive statement of all the weaknesses that exist or all the improvements that might be made. This report has been prepared solely for management's use and must
not be recited or referred to in whole or in part to third parties without our prior written consent. No responsibility to any third party is accepted as the report has not been prepared, and is not
intended, for any other purpose. TIAA neither owes nor accepts any duty of care to any other party who may receive this report and specifically disclaims any liability for loss, damage or expense
of whatsoever nature, which is caused by their reliance on our report.

Colchester Borough Homes
Internal Audit Plan 20/21
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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 30th November
2020
2) NOTE the Engagement Impact Assessment 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 30th November
2020.
1. Headlines from the Residents Panel 30 th November 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

•

Mark Healey presented a summary of Resident Panel activity for 2020

•

The Resident Panel Terms of reference was reviewed

•

Mark Healey presented a review of Community Iniative Fund for 20/21.

•

Mark Healey presented the Engagement Plan 2020-2023

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

30th November 2020
2) NOTE the Engagement Impact Assessment of the meeting at appendix A
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Residents Panel Engagement Impact Assessment
An Engagement Impact Assessment measures
and evaluates the effect customer engagement has,
and the difference it makes to CBH services.
Aim, Objectives, and Impact
LEAD
OFFICER

Mark Healy

ACTIVITY
TITLE

Resident Panel 30.11.20

CBH Key Objectives (tick √ all that apply)
1. Ensuring accountability – working with customers to continue to develop our
approach to,
governance and scrutiny; ensuring that decisions are made taking into consideration
the views of the customers.
2. Improving Service – developing our customer insight information and feedback
from the STAR and transactional surveys to improve service delivery and levels of
satisfaction.
3. Developing thriving communities – incorporating key community development
initiatives and supporting engagement across our communities.

√

√

Attendance (Ensure you record with a tick √ those Customers who are attending for the first
time)
NAME
Paula Goddard
Lorna Preece
Greg Bunnard
Lisa Loganimoce
Colin Nottingham
Cathryn Bower
Nicola Davey

ADDRESS

Attended for
first time
(tick √ all that
apply)
√

Outcomes and Findings
Panel received a review and update from the Resident Panel 3.11.20 Rough Sleeper Team
and Older Person Services.
Panel received a reports and presentations on the Resident Panel and Community Initiative
Fund for 2020.
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Panel reviewed the Terms of Reference for the Resident Panel.
Panel received a presentation introducing the CBH Engagement Plan.
“You said, we did”
PG & LP will soon be attending Board Away day where they can confirm Board feedback for
direction of travel regarding Resident Panel.
Resident Panel review
1. Could MADD events include Resident Panel members? (Jon Cowie/Richard Dowling)
2. Comment “Some residents do not know the Resident Panel exists” (Refer to Marketing
group).
3. Let People know who are on the Panel? (Marketing group)
4. Consider delivering Resident Panels at different times, consider a weekend (to be
scheduled for 21 MH)
5. Alternate between Zoom and non-zoom (post covid) meetings also explore a mix faceto-face and Zoom much like PMQs (MH/CBH IT).
6. Comment “Need to be aware of Zoom Fatigue”
7. Resident Panel would like to meet other CBH Customers, consider pop-up community
events (RP/MH)
8. Request for more info on Housing Officer identity –
9. Request to promote the role of the Community Housing Officer in the next edition of the
housing news and views (RD/JC/AL) e.g. a day in the life of a CHO to highlight the work
they do to support tenants to remain in their homes
10. Request that any future changes to housing officer patches is communicated to all
tenants in a mailshot introducing the new Community Housing Officer (RD/JC) followed
by an article in the Housing News and Views
11. Resident Panel to consider inviting partners who deliver services through service level
agreements to present at the resident’s panel (MH/KW)
12. Invite Chair of Board to next Resident Panel (MH/JP)
13. Comment “Image of Resident Panel not great, assumption it is for older people”.
14. Make Resident Panel less formal, coffee and conversation approach (to be considered
post-covid).
15. Need to target those that were homeless (Everybody in) to participate in Resident Panel
(MH/AG)
16. Need to also target those CBH Customers who are protected (characteristics) under the
equality act2010 (MH/AH).
Terms of Reference
Panel were happy and did not request any changes/amends.
PG/LP to feedback to Board.
Community Initiative Fund
Panel members happy to follow up CiF awards
Engagement Plan
Panel members interested in training to become Tenant Inspectors, to be extended to CBH
QAAs and SQAAs.
AOB
Panel were made aware meeting was recorded and plan to make available on CBH You Tube
channel.
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COLCHESTER BOROUGH HOMES BOARD
Wednesday 9th December 2020

Report Title

Consent – 0003vi – Code of Governance

Author

Jo Paget, Governance Officer
Jo.paget@cbhomes.org.uk

Report Objective:

To brief the Board with regards to Colchester Borough Homes adopting
the National Housing Federation Code of Governance

Matters to
note/Exception
Highlights
Tenant involvement and empowerment 
Home 
Link to Consumer
Standard objective

Tenancy 
Neighbourhood and community 

Sensitivity

Commercial
Confidential
Open

Action
✓

Assurance
Noting
Approval

✓

Recommendations
The Board is asked to
i.NOTE the intention for Colchester Borough Homes to adopt the National Housing Federation
Code of Governance. This will be presented to Board on 23 rd February 2021 for approval
Executive summary
Adopting a code of governance establishes expectations about good governance for the housing
sector, a shared language for governance and provides a framework which gives confidence to
our residents and stakeholders.
The NHF 2020 code has drawn on the success of and learning from other sectors and other
Codes.
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The new 2020 code focuses on four principles which underpin the Code of Governance:
1. Mission and Values (Social purpose and mission - What we are here to do)
2. Strategy and delivery (The strategic, proactive Board - How we do it)
3. Board effectiveness (Leading by example - The Board doing its job well)
4. Control and Assurance (Greater emphasis on assurance - Rigorous oversight and checking)
The code also demonstrates a strong resident focus including Board access to insight, regular
reporting back and people with lived experience within the governance structure
The Board signed off the updated Leadership Plan in September 2020 which speaks to the core
principles highlighted in the new NHF Code. We are currently reviewing our Committee
structures to ensure we have the right oversight and assurance, we are recruiting to our Board to
bring wider skill sets and diversity, Board agendas are being led by members and we are
committing to Board development and Board Values. Our Leadership Plan also had a strong
focus on improving the resident voice.
The code will align Colchester Borough Homes with our core social purpose and to ensure that
we continue to deliver great services to our residents and keep them at the heart of everything
we do.
The Board is asked to
i.NOTE the intention for Colchester Borough Homes to adopt the National Housing Federation
Code of Governance. This will be presented to Board on 23 rd February 2021 for approval

Appendices
Appendix 1 – Code of Governance 2020

2
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Note to Gareth Mitchell, Chief Executive, Colchester Borough Homes
Regarding Mid-Year Review of 2020/21 Corporate Housing KPIs and Targets
This note is to confirm that following a review of 2020/21 KPI targets undertaken in the context of
the coronavirus pandemic, it is proposed that the medium term delivery plan targets for the % of
rents and service charges collected and the average number of days taken to re-let general needs
properties, remain unchanged. However, due the impact of the pandemic where only emergency
letting were permitted during April and May, the latter is to be measured against properties let from
October 2020 to March 2021.
The Homelessness KPI (homelessness applications where a full duty has been accepted, as a % of
homeless applications provided with a personal housing plan) and target are also to remain
unchanged for the remainder of 2020/21. However, for 2021/22 this KPI is to be replaced with three
key metrics - the number full duty acceptances; the number of cases where homelessness was
prevented and the number of cases where homelessness was relieved.

Martin Buddery
Client Services Manager (Interim)
17th November 2020

4. CEO Verbal Update
To Note
Presented by Gareth Mitchell

5. CBC/CBH Management Agreement
Review
To Approve
Presented by Gareth Mitchell
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COLCHESTER BOROUGH HOMES BOARD
Wednesday 9 December 2020

Report Title

CBC/CBH Management Agreement Review Update

Author

Gareth Mitchell and Dirk Paterson

Report Objective:

To update the board on the conclusion of the CBC/CBH Management
Agreement Review

Matters to note/
Exception
Highlights

On Monday 23rd November 2020 the Council’s Cabinet formally agreed a
five year extension to the CBC/CBH Management Agreement.
Tenant involvement and empowerment ☒

Home ☒
Link to Consumer
Standard
Tenancy ☒
objective
Neighbourhood and community ☒
Sensitivity

Commercial
Confidential
Open

Action
✓

Assurance
Noting
Approval

✓
✓

Recommendations
The Board is asked to:
i. NOTE formally the approval by the Council’s Cabinet on 23rd November 2020 of the
recommendation that the management agreement dated 9th August 2013 and made between
Colchester Borough Council and Colchester Borough Homes Limited be extended in
accordance with its terms for a further 5 years beyond the end of the current 10-year term. A
copy of the Cabinet report can be found at Appendix 1.
i. APPROVE delegation to the Chair and CEO to finalise contractual formalities with the Council
for the extension of the Management Agreement to August 2028.
Executive summary
In July 2020 the board provided its support for the proposed Project Plan for the Review of the
CBC/CBH Management Agreement. An update was provided at the October board meeting, and
this report now provides confirmation that the Council’s Cabinet have approved the extension of
the CBC/CBH Management Agreement to 8 th August 2028.
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Implications:
Strategic Plan

The CBC/CBH Management Agreement is the means by which
delivery of housing services is delegated by CBC to CBH. It is
therefore the foundation upon which the Company’s strategic plan
is based.

Regulatory/Legal

The Management Agreement is the foundation upon which the
Company’s legal and regulatory activity is based.

Financial/Budgetary

The Management Agreement is the foundation upon which the
Company’s financial resources and budget planning are based.

Health & Safety

The Management Agreement also sets out the Company’s
responsibility to ensure a robust health and safety compliance
system is in place.
The 2020 review of the CBC/CBH Management Agreement is
highlighted on the Company’s Strategic Risk Register.

Risk Assessment
Human Resources

Equality and Diversity

Value for Money

Environmental and
Sustainability

1.

The Management Agreement sets out the basis upon which CBC
staff were originally transferred to CBH and continue to perform the
required housing functions.
The Management Agreement also sets out the Company’s
responsibility to ensure effective equality and diversity policies and
plans are embedded in the Company’s operations.
The Management Agreement also sets out the Company’s
responsibility to ensure value for money is delivered for CBC and
residents.
Following the conclusion of the 2020 review of the CBC/CBH
Management Agreement, it is anticipated that the Company will
have an important role to play in supporting CBC to achieve its Net
Zero Carbon ambitions.

Context
In August 2013, Colchester Borough Council (CBC) and Colchester Borough Homes (CBH)
signed a 10-year Management Agreement for the delivery of housing and property services,
following the completion of the first 10 year agreement which commenced in 2003.
Under Part H, Clause 48 of that Management Agreement, CBC and CBH were required to
review the agreement “following the seventh anniversary of Commencement Date” which
was 9th August 2020. The agreement provides options at that point for CBC to extend the
arrangements “for one or more further periods of up to five years” or to decide that the current
agreement will expire on its tenth anniversary in 2023.
In February 2020, the board approved a summary self-assessment document setting out the
Company’s achievements during the first seven years of the current Management
Agreement period which was provided to the Council to inform the review process.

2
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CBC officers were subsequently asked to progress a review of the arrangements set out in
the Management Agreement and a project plan was developed by CBC officers in
consultation with the CBH Chief Executive. The project plan was presented at the July 2020
board meeting and the board provided its support.
As part of this plan, service area reviews were carried out of each of the key services
delivered by the Company and areas for change and improvement were identified.
Key elements of the review process were also to seek tenant and ward councillor views on
CBH’s performance. The Tenant Participation Advisory Service (TPAS), an independent
specialist provider of tenant and customer insight services, was engaged to deliver the tenant
engagement work via a mix of email surveys, telephone surveys and on-line focus groups
(via Zoom). Virtual workshops were arranged to capture ward councillor feedback.
2.

Key phases of the project plan

2.1

The key phases of the agreed project plan are set out below as a reminder for board
members.

Key actions
Project Plan Shared with CWAG/FALMOS for their review and
comment

Project Plan approved by CBC SMT, Housing PFH and CBH Board

CBC Client Team and CBH Conduct Service Area Reviews x 4

Councillor Workshops – focus on the achievements to date and
opportunities for further development and improvement

Tenant Engagement Event – focus on how the Council can help
improve services through its contract with CBH

Summarise review process and outcomes in Cabinet report

Cabinet Meeting and Decision on Extension of Management
Agreement

Draft any revisions to Management Agreement and issue
notification to CBH of intention to extend Management
Agreement

3
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2.2

Timescales of the Review
The key project milestones and their current status are as follows: • Sign off of project plan and input from trade bodies – July - COMPLETE
• Review meetings between CBC and CBH officers – August - COMPLETE
• Resident and Ward Councillor engagement events – September - COMPLETE
• Cabinet report written, agreed and submitted – COMPLETE
• Cabinet Decision – Cabinet meeting on 23rd November - COMPLETE
• Management Agreement formalities completed – by 18th December

3.

Next steps
Subject to the Board’s approval, any administrative formalities required to conclude the
extension to the CBC/CBH Management Agreement will be completed by the CEO and
Chair by the end of December 2020.
A schedule of change and improvement actions arising from the review has been agreed
between CBC and CBH and progress against this schedule will be monitored at the
quarterly Principal Liaison meetings and by the Board.

4.
4.1

APPENDICES
The following document is appended to this report: •

Appendix 1 – CBC Cabinet Report – Review of Management Agreement with
Colchester Borough Homes – 23rd November 2020.

4
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Cabinet
23rd November 2020
Report of

Assistant Director of Place and Client

Author

Title

Review of Management Agreement with Colchester Borough Homes

Wards
affected

All Wards

Martin Buddery
 507433

1.

Executive Summary

1.1

The Council has an Arm’s Length Management Organisation (ALMO), Colchester
Borough Homes (CBH). The ALMOs services and performance standards are set out in
a Management Agreement that was first signed in 2003, then revised and renewed in
2013, with a 10-year term to August 2023. Under this agreement CBH manage and
maintain the Council’s housing, including letting properties and running the Housing
Needs Register. CBH also fulfil the Council’s duties under homelessness legislation and
maintain the Council’s corporate buildings.

1.2

The current Agreement contains a clause which provides that the agreement is to be
reviewed on the seventh anniversary of the commencement date. The two potential
outcomes of this review are that i) the Management Agreement either runs its course and
ends in August 2023, or ii) is extended for a further five years, which would take the term
to August 2028.

1.3

This report therefore presents the outcomes of a review of the CBH management
agreement which has taken place over the last 4 months.

1.4

The review evaluated how the agreement was operating, looking at; cost and value for
money, performance, support of/alignment to the Council’s strategic objectives, the
scheme of delegation, financial arrangements and the delivery of CBC/CBH Service
Level Agreements. These areas were explored in a series of meetings between the
Council Client Team and the CBH Executive Leadership Team.

1.5

The review process also included tenant engagement carried out independently by the
Tenant Participation Advisory Service, and Councillor input via two Councillor Workshops
and an on-line questionnaire.

1.6

The review highlighted strong performance and value for money and good working
relationships between CBC and CBH, therefore it is recommended that the management
agreement is extended for a further five years, taking the termination date to August
2028.

2.

Recommended Decision

2.1

It is recommended that the management agreement dated 9 th August 2013 and made
between Colchester Borough Council and Colchester Borough Homes Limited be
extended in accordance with its terms for a further 5 years beyond the end of the current
10-year term. If this recommendation is agreed it would then take the termination date to
8th August 2028.
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2.2

To note that as a result of 2.1 above, the next scheduled review of the Management
Agreement would be due in 2026.

3.

Reason for Recommended Decision

3.1

The Council has good governance arrangement in place to manage the relationship with
Colchester Borough Homes. CBH also has an effective Board which further strengthens
the governance arrangements. This has contributed to improvements in performance
over the last 7 years. The review of the agreement at this time has provided further
evidence of this, including feedback from tenants and Councillors, confirming that CBH
are performing well and achieving value for money. Performance is mostly in the top
quartile when compared to other social housing providers, including local authorities.
CBH’s costs of service delivery is also low compared to its peers. Therefore, the option
to extend the term is a positive response and allows CBH and CBC to plan for the
medium term based on the evidenced provision of good services at low cost.

3.2

A contract extension will enable CBC and CBH to undertake longer term planning such
as setting the Capital Investment Programme (as part of the Asset Management Strategy
which is due for review in 2021) and re-setting service delivery targets for a further five
years to 2027, with the current targets set out in the Medium Term Delivery Plan expiring
in March 2022.

4.

Alternative Options

4.1

Not to extend the Management Agreement; leaving the current agreement to expire in
August 2023 would require the Council to immediately start planning for alternative
models such as bringing the operations back “in-house”. There is no clear benefit to
drafting a new agreement within the next 12 to 18 months or conducting a full options
appraisal on alternative service delivery models.

4.2

To only agree to an extension period of less than five years; given the strong
performance of CBH, and that the current management agreement is operating well, a
shorter extension period would not provide stability and opportunity for longer term
planning. The Management Agreement also stipulates that a further review will take
place 2 years prior to the end of any extension period granted. So, an extension of, say,
3 years would mean that a further review would start after only 1 year of the extended
term having elapsed.
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5.

Background Information

5.1

ALMOs – the National Picture

5.1.1 In Colchester, the Council and CBH have managed their partnership working well and in
a manner that differs from a wider national trend. For context, there are currently 31
ALMOs operating in England. In 2009, there were 91. The national trend for a reduction
in ALMOs over the last 10 years has been driven by a number of factors. These can be
summarised as;
• Service delivery failures
• A desire for the Council to have greater control over managing its housing
• Local Authorities’ ambition to build new homes
• To reduce the costs of housing service delivery.
5.1.2 Colchester has not experienced these issues. There have been no serious service
failures, and the review has confirmed that CBH has improved both its performance and
reduced the costs of service delivery over the first 7 years of the current management
agreement (2013-2020). CBH’s record on rent collection is particularly impressive when
benchmarked regionally and nationally.
5.1.3 The close working relationship between CBH and CBC is evident, with regular and
effective liaison at Officer, Councillor and Board governance levels. The review also
highlighted how important and co-ordinated CBH’s recent role has been in the Council’s
response to the Coronavirus pandemic. Meanwhile, external auditors have also found
substantial evidence of good levels of assurance in all recent audit reports.
5.1.4 The Council’s ambition to deliver new homes is actively supported by CBH, working
alongside Colchester Amphora Homes, the Council’s wholly owned subsidiary housing
development company. CBH are involved in many of the Councils projects that combine
to deliver 350 new, Council owned, affordable homes by 2024 (and more beyond that).
5.1.5 The drivers that have led to many ALMO’s being wound up are not present with CBH.
Whilst the review has highlighted some minor areas for improvement, which any
organisation will always need to not stand still, it confirmed CBH as an effective
organisation and one that remains closely aligned to delivering the Council’s wider
strategic objectives.
5.2

How has Colchester achieved this? Establishment of CBH and the role of the
Management Agreement

5.2.1 The current Management Agreement with CBH dates from 9 th August 2013. It was the
second Agreement following CBH being established as the Council’s ALMO in 2003. The
grant of the current, second, 10-year management agreement (2013) followed an
extensive options appraisal where alternative solutions were considered for the
management of Council housing in the Borough. An ALMO was considered to be the
best arrangement.
5.2.2 The 2013 Agreement added the housing options and homelessness services to CBH’s
responsibilities. In 2014 the agreement was further amended to include corporate
facilities management to CBH’s responsibilities. There have been other operational
changes over the course of the current agreement, principally the Council’s ICT housing
systems team transferring to CBH in 2018, and part of CBH’s customer service team
transferring to CBC to become part of the Customer Service Centre. This demonstrates

that the most effective ways of working are continually reviewed and evolve withiP
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framework of the Agreement.
5.3

Service Level Agreements

5.3.1 CBH is provided with services by the Council under a number of service level
agreements. These agreements were all reviewed and updated in the last quarter of
2019/20. Services include; grounds maintenance and estate clearances, clearance of
items left in properties at the end of a tenancy, customer services including out of hours
emergency call handling, legal services, human resources, communications and public
relations services, ICT and financial services. CBH, via its funding from the Housing
Revenue Account, contributes over £700k per annum to the General Fund for these
services.
5.4

Management Agreement Review

5.4.1 The review process was drawn up by the CBC Client Team, in discussion with the
Portfolio Holder for Housing and CBH. The final review project plan was also presented
to the CBH Board. The review process was then subject to external scrutiny via feedback
from the National Federation of ALMOs and the Council’s with AMLOs Group.
5.4.2 The service review includes consideration of CBHs governance and a specific look at
cross-cutting themes that affected all service areas, including the following themes
•
Cost and Value for money
•
Performance
•
Support of/alignment to the Council’s strategic objectives
•
Scheme of delegation as set out in the management agreement
•
Financial arrangements
•
Delivery of CBC/CBH SLAs
5.4.3 The review covered the following service areas
•
Housing Management and maintenance
•
Asset management and Capital Investment
•
Housing Options and Homelessness
•
Corporate Facilities Management and Maintenance
5.4.4 Key questions were posed throughout the review process, as follows
•
How good has performance been?
•
Is value for money being achieved?
•
Does the management agreement provide clarity on what service is
expected?
•
Is there effective governance at CBH?
•
Is there effective reporting and liaison between CBH and CBC?
•
Is there flexibility to respond to changes in the operating environment?
•
Is the balance between CBC and CBH right on contracts and budget
responsibility?
•
Are delegations in the management agreement appropriate and working
well?
•
Do current arrangements allow for efficient financial management and
budgetary control?
•
Does the agreement help to deliver CBC’s wider corporate objectives?
•
What are the risks and benefits of extending the current 10-year contract
term?
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also held concerning financial arrangements and cross-cutting/over-arching themes. A
summary of the principle outcomes and actions arising from the review meetings is given
as Appendix 1.
5.4.6 Value for money has been demonstrated through independently scrutinised
benchmarking data provided by Housemark. The data shows that, over the last 7 years,
in most service areas CBH have moved to the top quartile of performance compared to
other stock holding Councils. Costs are also mostly below the national average. There is
therefore clear evidence of improvement both in performance and cost over the last
seven years. A summary of the Housemark data is given as Appendix 2.
5.5

Tenant Engagement

5.5.1 A key part of the review process has been to gain tenants’ views on CBH’s performance.
The Tenant Participation Advisory Service (TPAS), an independent specialist provider of
tenant and customer insight services, was engaged to complete this piece of work.
Tenants’ views were sought via a mix of email surveys, telephone surveys and on-line
focus groups (via Zoom). The results were presented to Councillors as part of the
workshops held on 22nd and 24th September 2020, and to CBH Board on 23rd September
2020.
5.5.2 The survey specifically targeted some “harder to reach” customers, from groups who had
used services recently. The results were generally positive, highlighting good levels of
trust in CBH and strong feedback on the quality and value for money of Council homes.
The survey also provided feedback on some areas for improvement, principally around
communication and customer service (consistency of service in particular) and on
delivery of maintenance services, particularly where this is delivered by contractors.
5.5.3 CBH’s tenant engagement activity has been highlighted through the review process as a
focus for development and improvement. Whilst CBH’s record on tenant engagement is
by no means poor, it is not one of the aspects of service delivery that has shown a
marked improvement over the last seven years but is central to CBHs success in the
management of the Council’s housing.
5.6

Councillor Engagement

5.6.1 Councillors had the opportunity to input into the review process via 2 workshop events
held on 22nd and 24th September 2020, and via an online questionnaire. A summary of
the results of the questionnaire are given as Appendix 3.
5.6.2 The workshop events provided an opportunity for Councillors to explore some of the key
areas of CBH’s work. For example, there was considerable discussion of the part CBH
can play in reducing carbon emissions as part of the response to the Council’s
declaration of a Climate Emergency.
6.

Equality, Diversity and Human Rights implications

6.1

There are no significant adverse equality, diversity and human rights implications arising
from the recommendations of the report. The services provided by CBH are specifically
aimed at helping all people enjoy the benefits of a good home and improving the lives of
more vulnerable people in our communities.

6.2

An equality impact assessment can be found at
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KkUZQ4SuY7ifmUpgA

7.

Strategic Plan References

7.1

The extension of the management agreement will enable CBH’s continued contribution
to the Council’s Strategic Plan, across each of its 5 themes.
Tackling the Climate Change Challenge and leading Sustainability – CBHs continued
contribution to improving the energy efficiency of Council homes, and in Council owned
buildings, will play a critical role in addressing this strategic aim.
Delivering homes for people who need them – CBH clearly has a central role both in
managing and maintaining the Council’s housing but also as a key partner in delivering
new affordable housing.
Growing a fair economy so everyone benefits – the CBH Management Agreement
ensures commercial contract opportunities are available, and wherever possible
contracts are awarded to local companies and provide additional social returns on
investment.
Creating safe, active and healthy communities – CBH’s resident engagement and
community support, together with its pivotal role in Colchester’s community safety
partnership, make it a key player in delivering this strategic objective.
Celebrating our heritage and culture – CBH will successfully deliver the refurbishment of
the Mercury Theatre.

8.

Consultation

8.1

Tenant and Councillor consultation has been carried out as set out in the main report
above.

9.

Publicity Considerations

9.1

A communications plan will be put in place to ensure that the extension of the CBC/CBH
management agreement is covered in the local media and in the national housing media.

10.

Financial implications

10.1

There are no significant additional financial implications in the extension of the CBH
Management Agreement. The current arrangements have been evidenced to provide
good value for money without compromising service quality, and therefore an extension
will continue to provide that good value for money over a longer period moving forwards.

10.2

Any changes to the management fee paid to CBH would be dealt with as part of the
relevant years annual budget setting cycle considered by Cabinet.

11.

Health, Wellbeing and Community Safety Implications

11.1

The extension of CBHs management agreement will enable continued contributions to
Colchester’s Community Safety Partnership and partnerships with health and social care
providers, such as Essex Partnership University NHS Foundation Trust (EPUT) Anglian
Community Enterprises (ACE) and the North East Essex Clinical Commissioning Group
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12.

Health and Safety Implications

12.1

CBH have significant responsibilities in ensuring the health and safety of Council tenants
and of the public through its management of the Council’s housing and its corporate
facilities management role. The review of the agreement will build on the strong health
and safety compliance culture already embedded in the management agreement and
monitored by the Client Team.

13.

Risk Management Implications

13.1

The CBH management agreement is well established, as are the client and scrutiny
arrangements to monitor delivery. Additional controls are also in place through the CBH
Board, who themselves have been subject to a recent governance review which has
strengthened their effectiveness. An audit on the governance of CBH recently found high
levels of reassurance. Given these factors, there is not a high level of risk associated
with extending the management agreement.

14.

Environmental and Sustainability Implications

14.1

CBH continues to have a key role to play in helping to achieve net zero carbon emissions
by 2030. The extension of the management agreement will allow for continued planning
and joint work with the Council’s Client Team and the Climate Change and Sustainability
Team to put in place the required investment and policy changes (such as an updated
Asset Management Strategy) as well as deliver the potential Climate Change Response
Works in the Housing Investment Programme also on this Cabinet Agenda.

Appendices
Appendix 1 – Summary of Outcomes of Management Agreement Review
Appendix 2 – Summary of housing sector benchmarking performance and cost data
(source – Housemark)
Appendix 3 – Results of Councillor On-Line Questionnaire
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Summary of Outcomes from Review of CBC/CBH Management Agreement
Financial arrangements
• Reviewing financial sustainability of CBH in the medium term
• Improving efficiency and effectiveness of financial transactions
• Review of budget delegations and contracting arrangements
Resident Engagement
• Improving effectiveness of resident engagement, with specific focus on communications.
Roles and Responsibilities
• Defining CBC, CBH and Colchester Amphora Homes roles for Corporate Facilities
Management and CBC development projects
• Defining CBH Contract Administrator role
• Agreeing Health and Safety Compliance reporting arrangements for Corporate Facilities
Management
Strategic Priorities
• Review of Asset Management Strategy (including Procurement Strategy)
• Ensuring CBC and CBH take forward joint annual strategic reviews in particular to
identify service development and innovation opportunities
Updating the management agreement
• Incorporating Corporate Facilities Management
• Updating of the schedule of delegations and details in maintenance services section

Appendix 2 Page 78 of 224
Performance and Cost Housemark Data

Appendix 3Page 79 of 224
Results of Councillor On-Line Survey
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6. Focus on Frontline - Kate Dale - Senior
Building Surveyor and Project Manager
For Discussion
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FOCUS ON CBH FRONTLINE –
Kate Dale - Senior Building Surveyor & Project Manager, Design and Construction Management Team

1.

Tell us about your job
I am part of the Design and Construction Management Team who are responsible for undertaking stock condition
surveys, providing a Quantity Surveying role, managing the Capital and Building Maintenance Programmes, and
project managing construction projects on behalf of CBH and CBC, including major refurbishments and new build
projects.
In my role I am responsible for the management of the Phase 2 Garage site Developments which, include the
construction of new affordable housing at Harding’s Close, Aldham, Buffett Way and Scarfe Way, Greenstead.
The Harding’s Close development consist of four semi-detached houses which, started on site in September
2020, currently the ground works have been completed and the brickwork is being constructed. Buffett and Scarfe
Way are due to start on site in January 2021 and consists of 2 apartment blocks containing 12, 2-bedroom units
in total.
It is my responsibility to perform the role of Contact Administrator, issuing instructions, preparing project
valuations in conjunction with the Quantity Surveyor and chairing meetings. I make regular inspections to the site
to monitor the build process and check for quality, time implications and value for money. I procure the contracts
documents, including tender documents and tender reports. I work in conjunction with CAHL to report and liaise
progress and discussion decisions with the CBC Client Team. I work with the Planning and Building Control
departments to gain approval before works commence on site.
Within my job I produce feasibility studies and reports for future construction projects for corporate buildings and
assets including the next stage of the HRA Phase 3 Garage sites, where I look forward to being involved from
the concept stage through to the completion of the works.
I provided line management of the Building Maintenance Surveyor and Junior Quantity Surveyor, holding regular
1to1 meetings with them.

2.

How did you get into this role?
I recently joined CBH in January 2020 from CBC Building Control Team, where I had worked for a 7-year period
as a Building Control Surveyor. In total I had been in Local Authority organisations within Building Control for
over 12 years and the construction industry for the last 17 years. Previously I worked as a Commercial Interior
Designer on projects mostly based in London. developing construction specifications, drawings, and finishes. I
have projected managed, designed, costed, and helped to physical build my own building projects. I am
passionate about construction and being a local resident of Colchester. I therefore wanted to be more involved
with improving and seeing Colchester develop to provide for the community of which I am part of. I believe I have
a professional manner and diverse range of skills that help with my new job role.

3.

What is the best part of your job?
I am proud to be part of a team that delivers new affordable housing to the local community. I enjoy being on site
watching a development being constructed and being the lead for the technical detail of the design and
construction process.
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4.

What is the worst part?
Frustrations around getting work completed efficiently and in a timely manner working with partnership
organisations. I understand that there can be ‘red tape’ when working within a Local Authority however, I feel
there must be a more efficient way we could all work together, using a ‘joined-up way of thinking’. Communication
can be poor when decisions are altered leading to misunderstandings, mistrust, and delays.

5.

What would you change about your role?
I am actual very happy in my role and found this question difficult to answer. However, after reflecting on this
question, I thought if I could change one thing, it should be to have more interaction and involvement with our
customers, as they are the heart of everything we do. Although I do appreciate this has been an unusual year
with the pandemic affecting everyone’s lives.

6.

If you could be CEO of CBH for the day, what would you do?
If I had the privilege of being CEO for the day, I would like to implement a ‘Swap Job Roles Day’. Employees from
within an area or different teams would interchange positions to learn from each other’s different roles. It would
let people exchange skills, knowledge, widen networking opportunities and incorporate collaboration within the
organisation.
I would endeavour to provide a greater provision of adaptable, accessible homes and specialist housing for
customers’ needs within the existing and new provision of housing stock. Planning and designing to promote an
inclusive design environment that can be accessed and used by everyone. Inclusive design acknowledges
diversity and difference and is more likely to be achieved when it is considered at every stage of the development
process, from inception to completion.
Promote walking 1:1 and meetings between teams to help employee’s health, wellbeing, and mental health. We
have adjusted to a new way of working during the pandemic this year but feel there are positives to be taken from
this experience.
Consider the carbon footprint CBH produce and implement ways of working to reduce carbon emissions,
producing a Carbon Management Plan to help to provide a route to a cleaner environment for Colchester and the
wider community.
I believe the Design and Construction Management Team could provide further services to partnership
organisations that are currently outsourced or take on the role directly. This would generate additional income to
CBH and provide value for money.

7.

Tell us something about yourself that no one else would know.
I have a valid shot gun certificate.

7. Consumer Standards Presentation
To Note
Presented by Karen Loweman
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COLCHESTER BOROUGH HOMES BOARD
Wednesday 9th December

Report Title

0007 – Consumer Standards Presentation Cover Report

Author

Karen Loweman – Director of Operations
Karen.loweman@cbhomes.org.uk

Report Objective:

This cover report is to inform Board of the main principles of the Regulator of
Social Housing Consumer Standards to aid the presentation that will demonstrate
how CBH meets the Consumer Standards

Matters to
note/Exception
Highlights
Tenant involvement and empowerment☒
Home☒
Link to Consumer
Standard objective

Tenancy☒
Neighbourhood and community☒

Sensitivity

Commercial
Confidential
Open

Action
✓

Assurance
Noting
Approval

✓

Executive Summary
Regulatory standards contain specific expectations and the outcomes that providers are expected to
achieve. The Consumer Standards apply to local authorities, who are responsible for meeting the
relevant standards and determining how this is done.
The Four consumer standards are:
1.
2.
3.
4.

Home Standard
Tenancy Standard
Neighbourhood and Community Standard
Tenant involvement and Empowerment Standard

Further information on the standards can be found at:
https://www.gov.uk/guidance/regulatory-standards#consumer-standards

8. Resident Voice – Verbal update on
changes and progress
To Note
Presented by Paula Goddard

9. Complaints - Gerardine Murphy - Head
of ICT and Business Intelligence
i. Complaint Handling Code - Self
Assessment
ii. Complaints Policy
iii. Complaints Annual Assurance Report
To Approve
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COLCHESTER BOROUGH HOMES
Board
9 December 2020

0009 – Complaints

Report Title
Author

Gerardine Murphy
gerardine.murphy@cbhomes.org.uk

Report Objective:

To note the complaints self-assessment and annual report, and approve
the reviewed complaints policy.

Matters to
note/Exception
Highlights
Sensitivity

Commercial

Action

Confidential
Open

✓

Assurance
Noting

✓

Approval

✓

Recommendations
i.

The Board is asked to NOTE the result of the complaints self-assessment.

ii.

The Board is asked to APPROVE the revised complaints policy.

iii.

The Board is asked to NOTE the annual complaints report 2019-20.

Executive Summary
The Housing Ombudsman’s Complaint Handling Code (the Code), which came into force on 1
September 2020, requires landlords to undertake a self-assessment of their approach to dealing with
complaints from tenants and leaseholders by 31 December 2021.
CBH’s self-assessment is appended to this report and highlights a number of changes necessary for
compliance with the new Code, including an annual report for tenants and an updated complaints
policy, both of which are covered in this paper.
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Implications:
Strategic Plan

Regulatory/Legal

Our complaints and service improvement function supports the aims of
the CBH Customer Plan:
•

to deliver services that reflect the needs and diversity of our
customers;

•

to make it easy for customers to do business with us; and

•

to improve customer satisfaction

The self-assessment, customer annual report and revised complaints
policy are in line with the requirements of the Housing Ombudsman’s
Code of Complaints.

Financial/Budgetary The recommended service review is fully funded within the 2020/21 and
2021/22 budgets.
Health & Safety

None.

Risk Assessment

An increase in complaints is a consequence of two risks in the Customer
plan risk register (Risks 221 and 242). An effective complaints process is
key to appropriately mitigate 3 risks (Risks 212, 221 and 611) which are in
the Customer and Leadership plans.

Human Resources

Recommendations from the self-assessment include a service review to
ensure resources are focused on delivering service improvements from
customer feedback.

Equality and
Diversity

In line with the requirements of the Housing Ombudsman’s Code of
Complaints, a section on reasonable adjustments to meet our obligations
under the Equality Act has been added to the draft complaints policy.

Value for Money

Learning from complaints and improving services as a result of feedback
helps us to achieve better value for money for the customer.

2
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Self-assessment
There is a requirement for landlords to complete a self-assessment by 31 December 2020 to
establish what actions need to be undertaken to ensure compliance with the new Code by 31 March
2021. The Board is asked to note the findings of the self-assessment. Recommendations can be
summarised as follows:
•

Revised complaints policy in line with the Code

•

Publication of an annual report for customers

•

Improved visibility and accessibility to the complaints service through the CBH website

•

Publicising the complaints service in Housing News and Views

•

Development of the new housing management system with workflow to support efficient
resolution of complaints

•

Strengthening the service improvement function so that it is better focused and resourced to
resolve complaints and help improve services - to be addressed by a service review for
implementation in April 2021.

The self-assessment is appended to this report and will be published on the CBH website by 31
December 2020.
Annual report
The annual Board report covering 2019/20 complaints was due to be presented in April 2020 but was
postponed due to the Covid-19 pandemic.
There is a requirement under the new Code to publish an annual complaints report to tenants and
leaseholders. A draft covering the 2019/20 period is appended for information. Customers were
consulted on the contents and format in October 2020. The final report will be published on the CBH
website and will also be included in the next edition of Housing News and Views.
Please note that the 2020/21 reports will follow once year end figures are available.
Complaints policy
A draft policy is appended to this report for approval by the Board. The main changes incorporated to
ensure compliance with the Code include:
•

Standard definition of a complaint as set out in the Code

•

Moving from a 3-stage to a 2-stage complaints process to expedite access to the Ombudsman

•

Alignment with prescribed timeframes for responses to first and second stage complaints

3
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•

New section on reasonable adjustments in line with our duties under the Equality Act 2010.

Customers were consulted on changes to the policy in October 2020.

The following documents are appended to this report:
•

Appendix 1 – Complaints self-assessment

•

Appendix 2a – Complaints annual report for Board 2019/20

•

Appendix 2b – Complaints annual report for customers 2019/20

•

Appendix 3 – Complaints policy.

4
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The Housing Ombudsman Complaint Handling
Code
Self-Assessment

Page 1 of 9
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Section
1. Summary
2. Definition of a Complaint
3. Accessibility
4. The Complaints team and processes
5. Communication
6. Co-operation with the Housing Ombudsman Service
7. Fairness in Complaint handling
8. Outcomes and remedies
9. Continuous learning and improvements

Section 1: Summary
The Housing Ombudsman’s Complaint Handling Code (“the Code”) requires a selfassessment of our complaints handling processes and policy. The results to the individual
questions are below and the following actions are required to ensure that we comply fully
with the code:

Required Actions:
•
•
•
•
•

•
•
•

Amend the Complaints Policy to ensure the definition of a complaint is in line with the code.
Amend the Complaints Policy to ensure that we have a two-stage process in line with the
Code
Amend the policy to incorporate reasonable adjustments
Amend stage two to allow extra time for investigation and to work more closely with the
customer to ensure that all their concerns can be addressed in a more collaborative way.
Publish an annual report for customers giving a snapshot of the service, focusing on the
improvements made and improving access to the service and advertising this via social
media.
Improve visibility and accessibility to the complaints service through the website.
Strengthen the service improvement function and its position in the organisation so that it is
better focused and resourced to resolve complaints and help improve services
Develop the new housing management system with workflow to support efficient resolution
of complaints.
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Section 2: Definition of a Complaint
Does our current complaints process use the following description to define a complaint?
“An expression of dissatisfaction, `however made, about the standard of service, actions or
lack of action by the organisation, its own staff, or those acting on its behalf, affecting an
individual resident or group of residents.”
Yes
No

☐
Recommendation: amend the Complaints Policy to account for the new
definition

Target date:
31/12/2020

Does our policy have exclusions where a complaint would not be considered and are these
exclusions reasonable and fair to residents?
Yes
No

☐
In line with guidance, the following areas are excluded under the new draft policy: insurance
claims, where the matter is subject to legal proceedings, where the right to a legal review
exists under homelessness legislation or policy, where the service is not provided on or
behalf of CBH and where the issue has not previously been reported (e.g. reporting a repair
for the first time) or where the appropriate timescale has not elapsed (e.g. a complaint being
made about a 21-day repair not being completed before the 21 days have elapsed).

Section 2: Accessibility
Do we have multiple accessible routes available for customers to be able to make a
complaint to us?
Yes
No


☐

Customers can complain to us via website submission, phone call, via letter or email, in
person to any CBH officer, via social media or through an elected member.
Is our current complaints policy available online?
Yes

No



☐
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Do we have a reasonable adjustments policy?
Yes

No

☐



Recommendation: amend the policy to incorporate reasonable
adjustments section
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Target date:
31/12/2021

Do we regularly advise our customers about our complaints process?
Yes

No

☐



Recommendations:
• Review the complaints area of the website to ensure it is as clear
and accessible as possible.
• Publish and advertise an annual report for customers in a friendly
and accessible format which advertises what we have done, how
this has improved services and how to access the service.
• Include information on complaints and feedback in “Housing
News and Views”

Target date:
31/3/2021
Target date:
31/3/2021
Target date:
31/12/2020

Section 3: The Complaints team and processes
Is there a complaint officer or equivalent in post?
Yes


No
☐

Does our complaints officer have autonomy to resolve complaints?
Yes
No

☐
Currently ownership for resolving complaints resides with the service areas about which the
complaints originate, with the relevant Head of Service ultimately responsible for resolution
of complaints. Complaints are managed by the Business Intelligence & Service
Improvement Manager, who also has the authority to resolve complaints.
Recommendation: Review the service improvement /
complaints function to increase focus within the organisation,
Target date 31/03/2021
incorporating a review of where ownership of complaints best
sits to ensure effective resolution and continuous improvement.
Does our complaints officer have authority to compel engagement from other departments
to resolve disputes?
Yes
No

☐
The Service Improvement Officer can escalate issues to ensure that actions are taken.
Recommendation: Review the service improvement /
complaints function to increase focus within the organisation,
Target date 31/03/2021
incorporating a review of where ownership of complaints best
sits to ensure effective resolution and continuous improvement.
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If there is a third stage to our complaints procedure and are residents involved in the
decision making?
Page 96 of 224
Yes
No

☐
In the current policy there are 3 stages and historically the Stage 3 panel has included at
least one resident Board Member. However, in line with the recommendations in the Code
of Complaints, the proposal is for the complaints process to become a 2-stage process for
swifter resolution and access to the Ombudsman for the customer.
Is any third stage optional for residents?
Yes
No

☐
Currently if residents are unhappy with the outcome of Stages 1 and 2 they can choose to
go to Stage 3. The customer does not have the option to bypass Stage 3 and go directly to
the Ombudsman. In this situation the Ombudsman would not accept the complaint as the
customer would not have exhausted our complaints process.
Recommendation: amend Complaints Policy to have a 2Target date 31/03/2021
stage process as recommended in the Code.
Do our responses to our final stage (currently stage three) set out the customer’s right to
refer the matter to the Housing Ombudsman?
Yes
No

☐
Do we keep a record of our complaint correspondences, including correspondence from our
customers?
Yes


No
☐

At what stage are most of our complaints resolved?
Stage 1. In 2019/20 96% of complaints were resolved at Stage 1.
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Section 4: Communication
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Are customers kept informed or updated during the complaints process?
Yes
No

☐
We have introduced personalised acknowledgements from the complaints team to let the
customer know who will be investigating initially, what they will be investigating and
encouraging further information. Investigating officers are encouraged to contact the
customer directly. If extensions are required to allow full investigation, this is agreed with the
customer.
Recommendations:
• Service review to ensure adequate resources and processes
are in place to allow closer monitoring of communication with
Target date
the customer.
31/03/2021
• Build workflow and task management functionality in the new
housing management system to allow closer tracking of
communications.
Are customers informed of our position and given a chance to respond or challenge any
area of dispute before the final decision?
Yes
No

☐
The current process allows for the customer to escalate the complaint following the outcome
of Stage 1 and 2 and attend a Stage 3 panel hearing to challenge the outcome, but the
customer is not able to challenge before the decision of each stage is made.
Recommendations:
• Extend the period for Stage 2 investigation in the complaints
Target date
Policy
31/12/2020
• Make Stage 2 of the complaints process more collaborative to
Target date
ensure that both CBH and the customer understand and have
31/03/2021
taken account of each other’s views. The new housing
management system should assist with this.
Are all our complaints acknowledged and logged within five days?
Yes
No

☐
We currently acknowledge complaints within 1 day
Are residents advised of how to escalate at the end of each stage?
Yes
No

☐
What percentage of complaints are resolved at stage one?
96% (April 2019 – March 2020)
What percentage of complaints are resolved at stage two?
3% (April 2019 – March 2020)
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What percentage of our stage one responses are sent:
- within 10 days? 69%
- within 20 days (with an extension) – no data available
April 2019 – March 2020
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The implementation of a new Housing System will help improve and automate the process
so that extensions of time can be recorded and monitored.
What percentage of our stage two responses are sent:
- within 20 days? 67%
- within 30 days (with an extension) – no data available
April 2019 – March 2020
The implementation of a new Housing System will help improve and automate the process
so that extensions of time can be recorded and monitored.
Where timescales have been extended, did we have a good reason?
Yes
No

☐
Where extensions are agreed with the customer, this is normally to allow further time
necessary for a full investigation or to accommodate periods of absence. Extensions agreed
with the customer can be on the new housing management system in place from October
2020, along with the reasons for the extension.
Where timescales have been extended, did we keep the customer informed?
Yes
No

☐
Informal extensions are agreed in advance with the customer. Our new housing
management system can be set up to allow extensions to deadlines, generate reminders
and send communications directly from the system.
What proportion of complaints did we resolve to the customer’s satisfaction?
25% - Data taken from April 2019 – March 2020 records (based on 8 customers who
completed the satisfaction survey – of 88 complaints in total)
75% of customers who responded, were dissatisfied with the outcome where their complaint
was not upheld (80% of complaints). Surveys were completed online via a link to the form in
the complaint response
Recommendation: To review the resource and processes to
allow more regular detailed insight into satisfaction with how
Target date 31/03/2021
we deal with complaints.

Section 5: Co-operation with The Housing Ombudsman Service
Were all requests for evidence responded to within 15 days?
Yes
No

☐
Where the timescale was extended did we keep the Ombudsman informed?
Yes
No
Page 7 of 9


No cases were extended

☐
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Section 6: Fairness in Complaint handling
Are our customers able to complain via a representative throughout?
Yes
No

☐
Customers frequently contact their local Councillors or MP to complain or enquire to CBH on
their behalf. CBH has a dedicated e-mail address for member enquiries.
If advice was given, was this accurate and easy to understand?
Yes
No

☐
We endeavour to use a customer-centred approach. Company-wide training has taken place
to ensure that team members are equipped to offer advice and solutions which enable the
customer to help themselves where appropriate. There are many examples of good practice
in our responses. The forthcoming service review should allow further focus on the quality of
responses to the customer.
How many cases did we refuse to escalate?
None
If yes, what was the reason for the refusal?
If yes, did we explain our decision to the resident?
Yes
No
☐
☐

Section 7: Outcomes and remedies
Where something has gone wrong are we taking appropriate steps to put things right?
Yes
No

☐
We have a log of actions resulting from complaints. We have a specific remedies policy to
cover how we put things right, including remedying the original issue and other remedies
such as financial compensation.
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Section 8: Continuous learning and improvements
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What improvements have we made as a result of learning from complaints?

We have a log of actions resulting from complaints which includes process improvements to
avoid the same problems reoccurring. For example, improvements have been made to subcontractor management which have led to better communication, visibility, accountability
and performance. As a result, no complaints about sub-contractors have been made since
April 2020 and we have seen an improvement in satisfaction levels for repairs carried out by
sub-contractors.
Communication with prospective leaseholders has been improved to ensure that people
enquiring about the Right to Buy have all the information they may need to make an
informed decision before entering the process, thus saving them time and money.
How do we share these lessons:
On an individual level, any learning and changes identified via customer feedback are noted
in our responses to the customer. Our corporate management team receives regular
reports on complaints and enquiries and these are discussed at monthly management
meetings. The reports highlight trends, case studies and improvements and make
recommendations for service improvements.
Recommendation: To produce an annual complaints report in
an accessible format for customers and to advertise through
Target date 31/12/2022
suitable media.
Has the Housing Ombudsman Code made a difference to how we respond to complaints?
Yes
No

☐
What changes have we made?

Initial complaints acknowledgements are now personalised and specific reference is made
to the nature of the complaint. Responses to complaints now include more information on
our Complaints Policy, the Ombudsman Service and other forms of escalation.
See above recommendations to changes to Complaints Policy. Other changes are
happening within the organisation such as the new system and service review which are
aimed at improving the service and helping deliver the requirements of the code.
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Complaints policy

Author: Neil Appleton, Business Intelligence & Service Improvement Manager

Version 4.0
December 2020
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Page 103 of 224

Contents
1.
2.

Introduction & purpose
What is a complaint?
2.1
Time limits
3. How to make a complaint
4. How complaints are managed
4.1
Stage 1 – Investigation
4.2
Stage 2 – Review
5. Outcomes for formal complaints
5.1
Complaint upheld
5.2
Complaint not upheld
6. Local resolution and the Ombudsman services
7. Vexatious or unreasonable complainants
8. Complaint monitoring
9. Reasonable adjustments
10. References
11. Related documents

4
4
5
5
6
6
6
7
7
7
7
8
8
8
9
10

Document control sheet

11

CBH Complaints policy – December 2020

3

Building Trust • Delivering Tenant Led Services • Commitment to our Communities
Delivering Professional Services • Providing Value for Money

Page 104 of 224

1. Introduction & purpose
We are committed to delivering a-quality service to our customers, and we strive
for continuous improvement. We positively welcome comments, compliments and
complaints from customers and aim to learn from their feedback.
This policy complies with the Housing Ombudsman’s Complaint Handling Code. In
line with the Code, our aim is to:
•

Be fair, treat people fairly and follow fair processes

•

Put things right

•

Learn from outcomes.

2. What is a complaint?
The Housing Ombudsman defines a complaint as “an expression of dissatisfaction,
however made, about the standard of service, actions or lack of action by the
organisation, its own staff, or those acting on its behalf, affecting an individual
resident or group of residents”.
We encourage our customers, staff and anyone affected by our actions to firstly
approach the relevant service to express their dissatisfaction and give them the
opportunity to put things right.
If a customer remains dissatisfied, they can make a formal complaint.
A complaint can relate to, but is not limited to:
•

Failure to follow the agreed policy or procedure.

•

The behaviour of a member of staff, board member or contractor.

•

Harassment, bias or unfair discrimination.

•

Unsatisfactory resolution of a claim for compensation (see separate Remedies
Policy for more details).

•

Services not provided, or not provided within an acceptable timescale or of an
acceptable standard.

•

Failure to properly take into account relevant matters when reaching a decision,
apart from decisions made under homelessness legislation.

The following are NOT considered complaints and are not covered by this policy:
•

Cases where appropriate timescales or policy guidance have not yet elapsed

•

Insurance claims. These must be submitted in writing or emailed to
insurance@cbhomes.org.uk.

•

Matters where legal proceedings have been commenced or indicated.

CBH Complaints policy – December 2020
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•

Cases where there is a legal right to a review of a decision made such as
homeless decisions and accommodation offers made under homelessness
duties.

•

Banding awards made under the Gateway to Homechoice Allocations Policy
where there is a right to a review.

•

Cases regarding services not provided by or on behalf of Colchester Borough
Homes

•

When approaching CBH for a service for the first time, (e.g. reporting a repair,
neighbour nuisance, anti-social behaviour). In these cases the matter should be
raised via CBH Customer Services in the first instance.

2.1

Time limits

There is normally a twelve-month time limit from the date of the event giving rise to
the complaint to the date the complaint is registered. This is not intended to affect
the customer’s statutory rights but recognises that a significant lapse of time
makes vigorous and meaningful investigation difficult.
3. How to make a complaint
Any contact with CBH can be considered a complaint whether or not it is made in
the form of a request for an official complaint. A complaint can be made by anyone
accessing, using or benefiting from our services.
The following are ways to make a formal complaint:
Online using our customer feedback form https://cbhomes.org.uk/contact-us/complaints-and-compliments/
Calling our Customer Services team on 01206 282514
E-mailing us at complaints@cbhomes.org.uk

Writing to us Freepost RSST-TJJX-EGAB, Colchester Borough Homes,
Sheepen Road, CO3 3WG
Contacting us on Facebook or Twitter using @ColBoroughHomes.
Complaints can be made on behalf of a customer with their permission (for
example via an MP or local councillor), in line with data protection policies and
legislation.
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Where possible, we will respond to complaints via the route preferred by the
customer. We will use our discretion to choose the most appropriate route if
confidentiality issues arise (for example for complaints raised via social media).
4. How complaints are managed
The Housing Ombudsman Service encourages the early and local resolution of
disputes between landlords and residents. We recognise that many residents may
not wish to follow a formal process and just want an issue resolved. These issues
will be dealt with as an “informal” complaint. If this does not resolve the issue, then
it may lead to a formal complaint and it does not affect a customer’s right to raise a
formal complaint. We will agree with the customer if the complaint is to be dealt
with informally.
There are two stages to the formal complaints procedure listed below.
Consideration will be given at all stages to the individual needs of the complainant
and the best way to facilitate them making their complaint.
Stage 1 – Investigation

4.1

We aim to acknowledge complaints within one working day of receipt with details
of the complaint, what will be investigated and by whom. We will also ask for any
more information that may be required.
Stage 1 complaints will be investigated by an officer or manager who deals with
the service the complaint is about.
Customers can normally expect a decision within ten working days from receipt of
the complaint. If this is not possible, we will give an explanation and a date by
when the stage one response should be received. This should not exceed a further
ten working days without good reason. Reasons for delays may include for
example:
•

a delay by a third party, over which we have no control, in providing
information

•

requiring further time to undertake interviews

•

needing longer to gather all the information required to enable us to properly
investigate a long-standing or complex case

Whether an extension is required will be assessed on a case-by-case basis and
customers will be kept informed.
4.2

Stage 2 – Review

If the customer feels that their complaint has not been resolved satisfactorily at
Stage 1, they are able to appeal the outcome.
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Stage 2 complaints will be investigated by a member of our corporate management
team. They will review the stage 1 investigation and any additional information or
challenge provided by the customer.
Customers can expect a response to stage two complaints within 20 working days
from the request to escalate. If this is not possible, we will provide an explanation
and a date when the stage two response will be received. This should not exceed
a further 10 working days without good reason.
5. Outcomes for formal complaints
5.1

Complaint upheld

A complaint will be considered to have been upheld when there is acceptance that
there has been a reasonable cause for dissatisfaction with the organisation.
A complaint may be considered partially upheld in circumstances where there is
cause for dissatisfaction in some aspects of the case but not all.
5.2

Complaint not upheld

A complaint will be considered not to have been not upheld if it is factually
incorrect, is considered vexatious or where there is no acceptance that there has
been reasonable cause for dissatisfaction with the organisation.
6. Local resolution and the Ombudsman services
If a complainant remains dissatisfied when the CBH Complaints Policy has been
exhausted, then the following options are available:
•

The customer may refer the complaint to their local councillor or MP who can
advocate on their behalf to help resolve the complaint locally or refer straight
to the relevant Ombudsman service.

•

The customer can refer the complaint directly to the relevant Ombudsman
service.

Customers can contact the Housing Ombudsman Service if they are unhappy with
the services we have provided as a landlord once eight weeks have elapsed from
when the complaint was closed:
•
Online at https://www.housing-ombudsman.org.uk/residents/make-acomplaint/online-form
•

By email: info@housing-ombudsman.org.uk

•

By telephone: 0300 111 3000

•

In writing:
Housing Ombudsman Service

CBH Complaints policy – December 2020
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PO Box 152
Liverpool L33 7WQ
Complaints relating to housing or homelessness applications or suitability of
accommodation should be referred to the Local Government and Social Care
Ombudsman (LGSCO). There is no eight-week wait for this service.
Customers can contact the Local Government and Social Care Ombudsman:
•

Online: https://www.lgo.org.uk/make-a-complaint

•

By telephone: 0300 061 0614

7. Vexatious or unreasonable complainants
In some cases, there may be excessive or unreasonable contact from specific
customers that stops us properly considering their, or others’, complaints.
If CBH considers someone’s behaviour to be unreasonable we will explain why
and ask them to change it. In exceptional circumstances we may also limit the
amount of contact the customer has with us. If this decision is considered, we will
tell the customer in writing of the reasons. Such action will only be taken with the
approval of a senior manager and will be reviewed by the Board.
A review process will be set up for six months later and the customer notified of the
outcome.
8. Complaint monitoring
Reports and analysis of complaints received are shared with our Corporate
Management Team and Board on a regular basis. This information is used to
review our performance and ensure we learn from complaints and improve our
services.
A report will be published each year showing a summary of complaints made
during the year. The report will highlight what we have learnt from the complaints
and what we have done and plan to do to improve our services as a result.
9. Reasonable adjustments
We are committed to providing ‘reasonable adjustments’ for customers with a
disability. This helps to ensure equal access to our services. In addition, we ensure
that we have “due regard” to the three aims of the general duty of the Equality Act
2010. This includes ‘eliminating discrimination, harassment and victimisation’ and
‘advancing equality of opportunity between people who share a protected
characteristic and those who do not’. The protected characteristics are: age;
disability; gender reassignment; marriage and civil partnership (though not for all
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aspects of the duty); pregnancy and maternity; race; religion and belief; sex; and
sexual orientation.
The following are examples of reasonable adjustments we make for our customers
on the basis of disability within our complaints process (and more generally):
•

•
•

•
•

•
•
•
•

Providing documents or correspondence in larger print, or with a specific
colour contrast (which may help people with conditions such as dyslexia)
Giving someone more time than would usually be provided to provide
information
Using the telephone rather than written communication (e.g. for someone with
a visual disability)
Facilitating the use of ‘Text Talk’ (e.g. for people with a hearing disability)
Providing documents or correspondence in Braille
Communicating with a person through their representative or advocate
Arranging for a single point of contact at CBH
Providing access to an ‘easy read’ version of a decision (or other document)
for those with a learning disability
Providing a person who uses British Sign Language (BSL) with an interpreter.

In addition, we seek to ensure that we comply with the ‘general duty’ of the Equality
Act 2010 in the following ways:
•

•

•

Our Adaptations Service ensures that ‘reasonable adjustments’ are made for
tenants with disabilities
New or updated policies, services and strategies are subject to an Equality
Impact Assessment. This helps to ensure that identified disproportionate
negative impacts on the basis of any of the protected characteristics
(including disability, and different types of disability) are effectively mitigated.
An annual report is drafted for Board each year which details how we are
meeting the ‘general duty’, and key ‘equality information’ is published on our
website.

10. References
In formulating and implementing this policy, statutory requirements, performance
standards, best practice and guidance from the Housing Regulator, Housing
Ombudsman Service have been considered, including the Housing Ombudsman’s
Complaint Handling Code.
The following legislation is also relevant:
•

General Data Protection Regulation 2016

•

Data Protection Act 2018

•

Freedom of information Act 2000

•

Localism Act 2011

•

Equality Act 2010.
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11. Related documents
•

Terms and Conditions of Tenancy

•

Repairs policy

•

Gateway to Homechoice Allocations policy

•

Antisocial behaviour policy

•

Remedies policy

•

Data protection policy

•

Equality Objectives.
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Complaints Report 2019/20
Summary
From April 2019 to March 2020, we dealt with 88 formal complaints at Stage 1 of our
complaints process. This is up slightly from 76 in 2018/19. Of these, 69 were about
our landlord services and 19 related to our Housing Options service. To put this into
context, we manage around 6000 homes, carried out over 17,000 repairs and
received more than 4,000 Housing Options enquiries during the year. We have over
200 members of staff and use a network of contractors.
25% of the 88 complaints were upheld. Three of the complaints escalated to Stage 2
and two to Stage 3. None of these overturned the original decision.
Two cases were taken to the relevant Ombudsman. The outcomes of these
investigations came to the same conclusions as our internal complaints process.
Due to the formal homelessness case progression set out in the Homelessness
Reduction Act, many of the contacts relating to homelessness are treated as a
request for a review or an appeal and are therefore not treated as complaints as per
our complaints policy.

How have we handled complaints?
63% of formal complaints were responded to within 10 working days. This improved
during the year, reaching 73% in Q4. The average time to respond was 10 working
days. Due to changes in the way complaints are recorded, it is not possible to make
a direct comparison to previous years.
During Q3 of 2019/20, we improved our use of our housing management system to
record and report on cases in real-time with weekly status update reports and
individual managers being responsible for their teams’ performance.
During the year we introduced monthly reporting to the Corporate Management
Team to highlight and discuss issues. The service improvement team now meets
daily to monitor cases.
The implementation of the new housing management system during 2020/21 will
eventually offer the opportunity to implement workflow management of cases,
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supporting timely responses and freeing up resources to focus on the service
improvement aspect of complaints management.

Formal complaints - What are our customers saying?
Complaints by service area in 2019/20:
Complaints
28

Upheld
9

% Upheld
32%

Housing Options

20

2

10%

Housing Management

15

2

13%

Damp

7

3

43%

Asset Management

5

3

60%

ASB

3

0

0%

Right to Buy / Leasehold

3

1

33%

Older Persons' Services

3

0

0%

Lettings

2

1

50%

Voids

2

1

50%

Total

88

22

25%

Responsive Repairs

Repairs saw the highest number of formal complaints, both made and upheld. This is
not unexpected as we carry out around 17,000 repairs per year. Around half of the
upheld complaints related to plumbing. The most common themes for upheld
complaints about repairs were the standard of work, communication, behaviour and
time taken to complete repairs. It is worth noting that 8 of the 9 repairs complaints
upheld were made in the first half of the year, and no repairs complaints were upheld
in the first half of 2020/21, so this seems to be an improving picture.
Complaints by theme:
Complaints
24

Upheld
4

% Upheld
17%

Inappropriate behaviour

18

3

17%

Time taken repairs

12

4

33%

Lack of communication

12

6

50%

Miscommunication

10

3

30%

Standard of service

9

1

11%

Time Taken Asset
Management
Total

1

1

100%

88

22

25%

Policy disagreement
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Please note the Capita system only allowed one theme to be recorded against a
complaint, so the above refers to the most salient theme within each complaint. The
new system should eventually allow for multiple themes to be recorded where
appropriate.
The lack or quality of communication remains a significant reason for customers to
complain (27%). Of these 24 complaints, 9 were upheld. 3 related to damp
investigations. This is slightly down on previous years where damp has been our
largest source of complaints, and we have also seen a reduction during the first half
of 2020/21.
We are also learning when our customers are unhappy with the policies we work to.
There have been 24 complaints about policies, which we cannot directly resolve on a
case by case basis as they are not CBH policies. Customers were most unhappy
about the Gateway to Homechoice Allocations Policy (8 of 24 complaints), the CBC
Voids Standard (4 of 24 complaints) and the CBC Housing Asset Management
Strategy (3 of 24 complaints). Other complaints were received about Housing
policies relating to various housing management issues such a as pets, recharges
for repairs and mutual exchanges.
A quarter of the complaints about behaviour were related to contractors.

Informal complaints & surveys - What else are we learning?
We dealt with 141 informal complaints as per our complaints policy and also learnt
from customer satisfaction surveys.
Our informal complaints showed that customers were not happy with the amount of
time it was taking to carry out fencing works (current policy is to inspect within 21
calendar days and carry out any replacement within 180 calendar days). The number
of queries escalated after high winds. The quality of the replacement is also an
issue, due to changes to the CBC Boundaries policy. Many people see fencing as a
form of security and privacy while the policy states “The guiding principle of the
Policy is that whilst all boundaries of CBC land will be marked out, a new fence will
only be provided, or an existing fence replaced where it meets the criteria detailed in
this policy. There is no legal requirement for CBC to provide fencing”.
From monitoring transactional customer satisfaction, we noted that contractor repairs
performance was a cause of dissatisfaction. Customers were telling us that they
were not being offered appointments by contractors as expected, that
communication was particularly poor, and that work was not being followed up.

Service improvements - What are we doing about it?
The three upheld complaints around damp all related to communication, and it is
promising to see that the work we have carried out in previous years on improving
customers’ expectations and behaviour seems to be working. During 2019/20 efforts
were made to improve our service delivery in this area. The repairs team now
2019/20 Complaints Annual Report
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arranges for an external contractor to carry out a damp survey in the first instance
due to the relatively low number of cases. This is seen as more independent and
CBH carries out the recommendations of the report. Where we have received
complaints about damp, the dispute remains over the cause of the damp, whether it
is caused by excess moisture, not using heating or not ventilating, drying clothes etc.
or lack of insulation or water ingress. The area we can further improve this
communication is in dealing with the works identified during the damp survey, though
we have seen that the complaints we have received about damp tend to include
some reference to the wish to move properties and often involve overcrowding.
The Repairs team has made great efforts to improve sub-contractor communication.
Improved liaison, processes and information sharing mean that the CBH Works
Planners now have access to details of individual jobs and contractor availability.
The first half of 2020/21 has seen a marked improvement, with no complaints about
contractor performance and satisfaction improving to 91% from 66% for 2019/20.
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Complaints
Our Performance
2019–20

Welcome to the Colchester Borough Homes complaints report. The information below relates to the period from April 2019 to March
2020, when we received a total of 88 formal complaints. Of these, 69 were about our landlord services and 19 were about our Housing
Options service. To put this into context, we manage around 6000 homes, carried out over 17,000 repairs and received more than 4,000
Housing Options enquiries during the year. We have over 200 members of staff and use a network of contractors.
Outcomes

You said…
One of the commonly reported issues is how we and contractors communicate with each
other and with you. Customers told us that they were not being offered appointments by
contractors as expected, that communication was poor, and that work was not being
followed up.

…we did

We have improved our communication with contractors and now share more information
with them. The number of complaints about contractors has gone down, and other feedback
from customers suggests that both CBH and our contractors are doing much better on this.
22 out of 88 formal complaints were upheld.

Top things reported
Policy disagreements – where customers felt that a policy was
wrong.
Inappropriate behaviour – where customers told us they had been
treated poorly or unprofessionally by CBH employees or contractors.
Time taken for repairs – where customers thought that their repairs
should have been done more quickly.
Lack of communication – where customers felt that they should
have received information, better information or more information.
Miscommunication - where customers told us that they were
provided with incorrect information.
Standard of service – where customers felt that the service they
received was below the expected standard.

Policy disagreement
Inappropriate behaviour
Time taken for repairs
Lack of communication
Miscommunication
Standard of service

How to make a complaint

It is important that we understand how you feel about our services, as this gives us the opportunity
to improve. If you have a complaint, a comment, or a compliment there are a few ways you can get in touch:
Contact us through our website - cbhomes.org.uk/contact-us/complaints-and-compliments
Call our Customer Services team on 01206 282514
0

E-mail us at complaints@cbhomes.org.uk
Write to us at Freepost Colchester Borough Homes
Contact us on Social Media: Facebook or Twitter using @ColBoroughHomes

10. VFM, Technology and Investment
Plan review
Gerardine Murphy - Head of ICT and
Business Intelligence
To Approve
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COLCHESTER BOROUGH HOMES
Board
9 December 2020

0010 – Value for Money and Technology Plan 2018-22 Annual Review

Report Title
Author

Matthew Armstrong & Gerardine Murphy
matthew.armstrong@cbhomes.org.uk &
gerardine.murphy@cbhomes.org.uk

Report Objective:

To review progress against the Value for Money & Technology Plan 201822

Matters to
note/Exception
Highlights
Sensitivity

Commercial
Confidential
Open

Action
✓

Assurance
Noting
Approval

✓
✓

Recommendations
The Board is asked:
i.

to NOTE progress against the VFM & Technology Plan 2018-22 (the Plan) since the last
annual review in December 2019.

ii.

to APPROVE the proposed targets on the progress KPIs within the Plan for the next 12
months.

Executive Summary
The report confirms that CBH is comfortably on target to achieve the headline target of the Plan,
which is to maintain top quartile performance by 2022 in the cost of housing and property
management services.
This report sets out highlights of progress towards the aims of the Plan, which are:
•
•

To use technology to do things better.
To get the most for the money we spend.

The Board is also asked to consider the key performance indicators which have been approved to
monitor progress towards overall ambition of the plan and agree targets for the next 12 months.
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Implications:
Strategic Plan

The Plan supports us in our mission to deliver great value services that
make a difference and aims to ensure we remain a low-cost organisation
whilst delivering on the overall aims of our Strategic Plan.

Regulatory/Legal

The increased use of technology requires compliance under the General
Data Protection Regulations. This is monitored through the CBH GDPR
Officer.

Financial/Budgetary The plan is fully funded within the 2020/21 and 2021/22 budgets.
Health & Safety

None

Risk Assessment

There is one strategic risk associated with this plan, Risk 542:
•

Poor budget management or unavoidable/difficult to manage cost
pressures require resources to be diverted from areas of need.

The risk is currently an amber financial risk which will be fully mitigated
once the implementation of a finance system is in place.
Human Resources

None

Equality and
Diversity

As we transform into a more digital-based workforce, we recognise staff’s
individual needs and will accommodate technical equipment where
required.

Value for Money

Identified within the plan.
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Review of the last 12 months (December 2019 to November 2020)
Value for money and technology highlights over the past year include:
•

Estimated £2.1M savings against the Eastern region median for housing and property
management costs in 2019/20

•

Lowest cost per property of responsive repairs and void works in the Eastern region

•

Third lowest for costs of rent collection in the region, with one of the top rent collection
rates

•

Successful implementation of Phase 1 of Aurora, with potential for significant efficiencies

•

Significant investment in hardware (all 2-in-1 devices replaced with laptops, programme of
mobile phone replacements)

•

Successful move to remote working, including Board & resident meetings

•

Strategic ICT group established to evaluate and prioritise proposals

•

Development of a number of processes in Microsoft 365 (e.g. purchase orders, asset
management handovers, new staff performance management framework)

•

£40K vacancy savings in 2019/20

•

Anticipated £6K reductions in running costs for 2020/21 (parking, stationery and printing)
due to agile working, plus £900 saved in mileage payments between April and October
2020.

•

Significant savings on postage through better use of text messaging and email alerts.

Areas of focus for the next 12 months
•

Phase 2 of Aurora, focusing on asset management, automated processes, online access
for contractors and customers, and mobile technology to support online/offline working

•

Further investment in mobile hardware (tablets) to support NPS mobile solutions

•

Investment in transformation programme from reserves (£18K earmarked to fund ICTrelated projects, £6K for grants and £10K for Customer Plan priorities)

•

Starting to realise efficiencies from Aurora (5–year business plan envisages that the new
housing management system will realise a saving of £100k per annum from 2022/23)

•

ICT competency framework to support upskilling of staff

3
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•

Endpoint management to enable remote device management and enhance security

•

Service review to ensure resources are directed where they are needed, focusing in
particular on technology, business intelligence and service improvements based on
operational data and customer feedback.

•

Increased online access for appointments and applications linked to Customer Plan

•

Further development of M365 capabilities and closer collaboration with CBC

•

Incorporation of training resources into CBH/CBC ICT Service Level Agreement

•

Better use of HouseMark benchmarking information

•

New finance system (ABS consultant scoping Dec 2020, implementation (tbc) Jan/Feb
2021)

•

Lease on library – expected to save £50Kpa in rent and £8Kpa on security

•

Review of repairs supply chain framework – streamline to achieve value for money

•

Service reviews expected to save £120K in 2021/22 against 2020/21 budgets

•

Potential significant insurance savings due to joint procurement with CBC.

Progress against targets
Our 2019/20 HouseMark returns show that the cost of housing management and repairs
combined averaged £842 per unit. This sits well below the latest top quartile benchmark of £1048
per unit within our peer group of landlords in the Eastern region and puts us on target to achieve
the headline target for the Plan, which is to maintain top quartile performance.
Progress measures
The Board is invited to consider performance against the key performance indicators chosen to
monitor progress towards overall ambition of the plan, and to agree the proposed targets for the
next 12 months:
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Progress measure

Current
target

£ cost per unit (repairs &
housing management
combined)

% staff satisfied with how
CBH supports them in the
technology they use

£ cashable savings achieved

Latest

842
(2019/20)

Proposed 12month target

2022 target

1048 (top
quartile
19/20) (17
peers in
group)

Top quartile

54

56

59

60

£190k
(2019/20
target)

£114K
(19/20)

£70k

£175k

At the 2019 annual review the Board agreed that the cashable savings KPI target would become
the annual deficit which is calculated during the budget setting process. Budget deficits which will
be met through service area savings plans such as the Project 2020 restructures and staff
vacancies. The 5 year plan identifies the budget deficits in future years, mainly due to the
pension determination shortfall.
The following documents are appended to this report:
•

Appendix 1 – VfM & Technology Plan 2018-2022 (update on action plan)

•

Appendix 2 – VfM & Technology Plan Risk Register (new format)
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1. Introduction & purpose
Achieving value for money means finding the best possible balance between
keeping costs low and quality high for our residents. For the purposes of this
plan, value for money is striving to achieve overall low costs in comparison to
peers. This value for money, technology & investment plan is a key element in
developing a smarter approach to the way we work, which we have
identified as an important factor in achieving our mission to deliver 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. Value for money will be one of
three key areas which will be the measures of our success. Our other
headline measures, customer satisfaction and positive outcomes in the
community, will only be deliverable if we manage to achieve value for money
in order to invest in our services.
The aims of this plan are therefore to:
•
•

To use technology to do things better
To get the most for the money we spend.

3. Our ambition by 2022
We are already a low cost organisation: in 2015/16 we had the lowest housing
management costs, the lowest overheads and the third lowest repair and void
costs per property in the Eastern region. Our challenge over the following 5
years was to achieve savings, efficiencies and additional income that will
allow us to invest in our services for the benefit of our residents, potential
new business partners and staff. Our aim is that by focusing on value for
money, investment and technology we will maintain costs per property in
the lowest 25% in the Eastern region between now and 2022.
To deliver this we will need to demonstrate that:
•
•

We use technology to work better
We provide high quality, cost-effective services

941F40~1
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4. How we will achieve our aim
We plan to achieve our aim of maintaining the cost per unit at or below current
levels by:
•
•
•
•
•
•

Investing for the benefit of customers and communities
Using technology to work smarter
Basing decisions on business intelligence
Directing resources to where they are needed most
Ensuring our processes are efficient
Supporting a culture of high performance and continuous
improvement.

5. How we will measure progress
We will monitor progress via the Value for Money and Technology Action Plan
which accompanies this document.
In addition, we will track a number of indicators which will help us to monitor
whether we are on track to remain a low cost provider whilst investing in
service quality:
•
•
•

Cost per property
% staff satisfied with how CBH supports them in the technology
they use
£ cashable savings achieved (meeting the budget deficit)

6. Monitoring delivery
The Head of Finance and Head of ICT & Business Intelligence will be
responsible for the action plan and will report progress and actions to Board
on a quarterly basis via the Strategic Plan Assurance Report.
The Director of Business Improvement will present the reviewed plan to the
Board annually.
The Head of Finance will be responsible for maintaining a log to record
savings achieved and will report progress quarterly to the Corporate
Management Team.
Unlike our Registered Provider counterparts, we are not required to report on
value for money to the social housing regulator. We are, however, committed
to undertaking regular review and assessment as best practice, and will
provide a summary assessment based on HouseMark results to Colchester
Borough Council on an annual basis.
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7. References
HouseMark final reports: 2016-17- 2018-19.

8. Related documents
The CBH Strategic Plan 2017-22 gives overall direction to this plan.
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. This plan will guide us and help us to demonstrate
how we are able to continue to deliver our obligations as a low-cost, high
value provider.
The CBH Business Development Plan shapes how we will invest in income
generation and create revenue which we can reinvest in the business.
The CBH Customer Plan guide how we need to invest in improving our
services for customers.
The CBH People Plan sets out how we will invest in our staff to ensure they
are supported to deliver maximum value for money for our income.
The CBH Community Plan sets out how we will invest in delivering our
services to make a difference in the community in line with our social purpose.
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 our stewardship of finances and making prudent
investment decisions.

941F40~1
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Document control sheet
Title

Value for Money & Technology plan

File location

https://colchbh.sharepoint.com/sites/fnc/corpdoc/PolDevLib/C
BH Value for Money & Technology plan 2018-22.docx

Consultation

Summary of consultees which took place in July & August
2017:
•
•
•
•

Colchester Borough Council
Staff
Board
Finance and Audit Committee (in particular the
Technology aspect of the plan)

October 2019
•
•

Corporate management team
ICT & Business Intelligence management team

November 2020
•

Corporate management team

Approved

Board

09/12/2020

Next review

09/12/2021

Circulation
method

SharePoint, website

Equality Impact
Assessment

Required

Yes

Latest

01/02/20
18

Review
due

[EqIA
Review
Due
(Full)]

Document amendment history
Version
1.0

1.1

941F40~1

Type
New

Minor
amends

Date
April
2018
Dec
2018

Notes
New plan agreed by Board

Amendments by Brian Richardson, Interim
Director of Business Improvement.
Cashable savings progress KPI added.
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Version

Type

Date

Major
amends
Dec
2019

1.2

1.3

941F40~1

Minor
amends

Dec
2020

Notes
Refocused action plan on technology to
incorporate previously separate
Technology Plan. Plan renamed to Value
for Money & Technology Plan (previously
Value for Money, Technology &
Investment Plan). Changes to progress
KPI for staff satisfaction with technology
and £ reinvested KPI removed
Annual review.
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Value for money & technology action plan
Completed
In progress/on target
Cancelled / on hold
Unlikely to achieve target
Not started/behind schedule/below target

Investing for
the benefit of
customers
and the
community

941F40~1

Actions/project
s/
workstreams

Embed the
Performance
Management
Framework
(Balanced
Scorecard)

Lead

Business
Intelligence
& Service
Improvemen
t Manager

Due by

Success
measure

Low cost per
property
April
2021

Increasing
customer
satisfaction.

Progress

Focus

Notes

Balanced scorecards introduced per team.
Monthly performance exception report and
complaints/enquiries reports reviewed by
CMT.
Balanced scorecards launched April 2019 but
under ongoing continuous improvement /
development, particularly with the
implementation of dashboards & interactive
reporting in NPS Housing. Further work to be
done to develop and embed - needs to be
used on a regular basis by managers, e.g. in
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Lead

Due by

Success
measure

Progress

Focus

Actions/project
s/
workstreams

Notes
My Contribution (replacement for current 11s/performance reviews).

Prioritise &
earmark specific
investment
Head of
projects and
Finance
how they will be
funded from
efficiencies
Investigate the
emergence of
social value
reporting and
consider options
Head of
for reporting to
Finance
Corporate
Management
Team, the
Board, and
publicly

941F40~1

£ Invested
Sept
2018
Oct
2020

March
2019

Resident
feedback /
compliments

£x of social
value
compared to
cost of
service
provision
(e.g. £4 of
social value
for every £1
of overhead)

Funds requested and agreed from reserves to
fund transformation projects.

Social value measure developed for
Community Plan – incorporated into
procurement processes and reported as part
of Community Plan.
Social value included in Northgate contract.
Social Value portal in place for contract
procurement. We have started publicising
tender opportunities which include social
value as part of the quality evaluation.
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Using
technology to
work smarter

Lead

Produce a
Technology
Plan covering
the investment,
resources,
training and
organisational
structure
required

Service
Developme
nt Manager

Due by

March
2018

Success
measure

Plan
approved

Progress

Focus

Actions/project
s/
workstreams

Notes

Plan produced & agreed by Corporate
Management Team November 2018 and
subsequently incorporated into Value for
Money & Technology Plan.

Project Aurora on track to deliver integrated
system.
Improve
integration
between
systems and
keep number of
systems to a
minimum

Head of ICT
& Business
Intelligence/
Housing
Systems
Business
Partner

April
2021

Reduction in
number of
discrete
systems in
place

Further use & development of Microsoft 365
suite e.g. PowerApps, Teams, Bookings,
SharePoint, Forms. in progress to reduce
reliance on third party software. Exploring
options for collaboration with CBC.
Review of other systems (e.g. Assure H&S
system) planned.

941F40~1
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Lead

Ensure
processes are in
place to support Head of ICT
strategic
& Business
alignment of ICT Intelligence
requests &
projects

Ensure support
is adequately
resourced &
structured

Provide support
to vulnerable
customers via
technology

941F40~1

Head of ICT
& Business
Intelligence

Older
Persons
Services
Manager

Progress

Focus

Actions/project
s/
workstreams

Due by

Success
measure

Cross-team work plan in place aligned with
strategic priorities.

April
2020

Work plan &
work request
/approval
process
reflects
strategic
priorities

July
2021

% satisfied
with
CBH/CBC
ICT support
(we have
baseline
figures)

New post of Head of ICT & Business
Intelligence created in senior management
review 2019.

April
2021

Number of
residents with
access to
supporting
technology

Notes

Decision-making strategic ICT group in place
to ensure requests are appropriately
prioritised. Process of triage, business cases,
pilots, post-completion review etc. in place.

Organisational structure to be reviewed
starting 2020/21 – new structure will support
transformation programme.
WiFi access available in all sheltered
schemes from Q3 2019/20.
Sheltered schemes being used as hubs for
Gigabit broadband network, meaning
residents will benefit from high speed
connections.
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Agree an
approach to
minimum IT skill
expectations for
new and
existing staff

Lead

Due by

Success
measure

Progress

Focus

Actions/project
s/
workstreams

Notes

Helpline, Telecare, alarm services, smart
home devices etc. to be considered in future if
appropriate budget available. Early
conversations taking place re potential to
harness funding by tying pilots to 5G rollout.
Working towards role-based ICT competency
framework based on. Once established this
will be incorporated into the 1-1/appraisal
process so it can be effectively monitored and
driven by staff and managers.
Corporate
Dec
Managemen
2021
t Team

Agreed
approach in
place

Capacity for ICT training to be explored as
part of Programme 2020.
Discussions underway with CBC on potential
for buying into corporate training resources
Aurora training in progress – role-based
requirements to be finalised and incorporated
into competency framework.

941F40~1
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Improve access
to data whilst
mobile working

941F40~1

Lead

IT &
Support
Manager/Ho
using
Systems
Business
Partner

Due by

Success
measure

April
2021

% staff who
say access to
data while
mobile is
having a
significant/crit
ical effect on
their
productivity
(currently
58%)

External review
of
WiFi/connection
speed and how
we use it

IT &
Support
Manager

Review
complete and
recommendat
ions
implemented

Put in place
electronic form

IT &
Support
Manager/Ho
using

Number of
paperless
processes
available

April
2021

Progress

Focus

Actions/project
s/
workstreams

Notes
New housing management system will include
mobile working solution and provide
online/offline access to data, reducing reliance
on good connection and tethering.
Issues remain re connectivity of mobile
network via EE across the borough – high
number of blackspots. In discussions with
CBC re renewal of mobile contract.
Rollout of new handsets to replace
problematic EE Hawks in progress. This
should improve connectivity.

Upgraded connection rolled out at Greenstead
office and sheltered schemes.

New Northgate system will facilitate more
mobile working from tenants’ homes as well
as enabling online transactions via tenant
portal (phase 2, July 2021).

13

Page 137 of 224

Building Trust • Delivering Tenant Led Services • Commitment to our Communities
Delivering Professional Services • Providing Value for Money

filling, e.g. from
tenants' homes

Lead

Due by

Systems
Business
Partner

Success
measure
from tenants'
homes

Progress

Focus

Actions/project
s/
workstreams

Notes
Electronic signatures trialled for lettings team.
Many market providers are costly; cost benefit
analysis in progress.
Many internal processes have moved to
electronic signatures, e.g. finance processes.
Further reductions in requirements for
electronic signatures in place, e.g. annual
leave authorisation process now on iTrent HR
system.
Excellent accelerated progress on remote
collaboration via Teams due to Covid.

Use technology
for better
collaboration

IT &
Support
Manager

Sept
2021

Number of
SharePoint
sites, project
sites in place

More development to take place regarding
further uses of Teams and other Microsoft 365
products, e.g. MS Bookings for shared
booking calendars.
A number of SharePoint project and meetings
sites now in use, e.g. CBH/CBC Liaison
meetings, Project Aurora, Project 2020.

941F40~1
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Lead

Due by

Success
measure

Progress

Focus

Actions/project
s/
workstreams

Notes
MITEL App trial not a success but Microsoft
Teams now widely in use throughout the
organisation for videoconferencing/calling and
messaging. Further development of Teams to
be reviewed – in conversations with CBC.

941F40~1

Use technology
to support
communication
and crosscompany
working (e.g.
SharePoint,
messaging)

IT &
Support
Manager

External review
of how we use
SharePoint

Head of ICT
& Business
Intelligence

Consistent
messaging/
telephony
solution
April
2021

Sept
2020

% staff using
Yammer,
Instant
Messaging
etc.

Review
complete &
recommendat

Better mobile handsets being rolled out.
245 staff signed up to Yammer as of
September 2020 (up from 225 in October
2019). Used successfully for wellbeing
initiatives during initial lockdown period.
MS Teams used for all staff broadcasts and
video messages by directors and Board
members.
Looking into a number of strands for
improving customer communication (e.g. web
chat, telephony, bookings) – see Customer
Plan
Mazars audit completed March 2020. A
number of recommendations implemented; on
track to implement recommendations.
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Lead

Due by

Success
measure

Progress

Focus

Actions/project
s/
workstreams

Notes

ions
implemented
Number of improvements planned/in progress
to how we work in SharePoint
SharePoint New Experience rolled out.
Support provided to staff via:
Harmonise
SharePoint
working
practices (file
saving, file
access, how
staff work on
documents,
Apps, Forms)

IT &
Support
Manager

April
2021

Add question
to ICT
survey?

•
•
•
•

All staff training with external provider
Team presentations
Drop-ins
1-1 training

Depending on resources, more improvements
may be possible, e.g. document intelligence –
improved use of data for tagging, search,
storage etc. Optimising of site structure may
be possible as part of potential move on to
shared CBC/CBH Microsoft tenancy.
Data classification/categorisation of
SharePoint content planned to fit in with
Aurora document migration/security

941F40~1
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Lead

Due by

Success
measure

Progress

Focus

Actions/project
s/
workstreams

Notes
access/data retention initiatives within CBH
and CBC.
Hardware provided should be linked to job
role requirements, and any access to work
needs.

Review to
ensure all
technology/
hardware
provided is
adequate for all
job roles

IT &
Support
Manager

Sept
2020

% staff happy
with how
CBH
supports
them with
technology

All 2-in-1s replaced with laptops - completed
October 2020
Replacement programme for mobile handsets
agreed – estimated completion December
2020
NPS mobile apps due to launch April-July
2021. Tablets will be required in addition to
phones and laptops – estimated completion
March 2021

Use technology
to improve the
Board/Committe
e experience for

941F40~1

IT &
Support
Manager /
Head of HR

April
2020

% Board
satisfaction
with process

Board meetings now taking place on MS
Teams & Zoom.
Purchase of Convene software agreed.
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Board
Members.

Lead

941F40~1

Success
measure

Notes

&
Governance

Use technology
to negate travel, IT &
such as Skype
Support
and
Manager
teleconferencing

Use technology
to ensure the
right level of
performance
information at
each level

Due by

Progress

Focus

Actions/project
s/
workstreams

Head of ICT
& Business
Intelligence

Sept
2021

April
2021

% of staff
who spend 2
hours or
more a week
in face to
face
meetings
(currently
43%)

Progress
against
solution for
management
information
down to
individual
dashboards

COVID-19 has precipitated the need for this
and face-to-face meetings are not currently
taking place. MS Teams has facilitated the
move to remote working. Significant savings in
mileage.
Workflow and mobile working via project
Aurora will further reduce the need for travel.
Meeting rooms now equipped technology for
hybrid remote/face-to-face meetings.
Improved online reporting
functionality/dashboards will be available in
new housing system, including interactive
(self-serve) reporting.
Need to consider best options to link up
different data sets using additional reporting
tools. Business Intelligence team exploring
Power BI (in use by CBC)

18

Page 142 of 224

Building Trust • Delivering Tenant Led Services • Commitment to our Communities
Delivering Professional Services • Providing Value for Money

Facilitate realtime access to
performance
data

Lead

Head of ICT
& Business
Intelligence

Housing
Improve access
Systems
to data and
Business
forms through IT
Partner

941F40~1

Due by

Success
measure

Progress

Focus

Actions/project
s/
workstreams

Notes

Much of the performance data has now been
automated.

April
2021

% KPIs with
real time
access

April
2021

Direct access
in place for
Housing
Management
systems
reporting

Business Intelligence team to have access to
reporting tool in new housing management
system.

All spaces WiFi enabled. Gosbecks and
Rowan set up for hotdesking.

A number of processes have been developed
using Microsoft PowerApps, e.g. electronic
purchase orders, asset management raising

Ensure offices
are enabled for
smarter working

IT &
Support
Manager

March
2020

All office
spaces Wi-Fi
enabled &
with hot desk
capability

Increase
automated
processing

Corporate
Managemen
t Team

Sept
2021

Number of
processes
automated

Northgate Housing system will provide quasireal time information.
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Lead

Due by

Success
measure

Progress

Focus

Actions/project
s/
workstreams

Notes
orders/authorising, Right to Buy tracking,
asset management handovers.
In conversations with CBC around closer
collaboration on in-house developed MS apps.
Workflows/task manager will feature heavily in
Phase 2 of Aurora project and beyond.

IT &
Support
Improve website
Manager/Ho
functionality for
using
residents and
Systems
staff
Business
Partner

New website launched April 2019. Improved
tenant alterations & repairs functionality and
review of Housing Options web pages carried
out.

July
2021

Number of
processes
available
online

Reviewing reporting of complaints and
enquiries via website
Customer & contractor portals will be available
via NPS Housing Online (scheduled to go live
July 2021).
Proposal to trial web chat – in discussions
with CBC Customer Service Centre.

941F40~1
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Promote staff
self-service
using
technology

Lead

CMT

Compliance with Head of HR
&
GDPR
requirements
Governance

941F40~1

Due by

Sept
2020

Sept
2020

Success
measure

Number of
helpdesk
tickets raised
where
FAQ/online
guide
available.

Data file
management
processes in
place to
manage
compliance

Progress

Focus

Actions/project
s/
workstreams

Notes
Password resets, tips & tricks on Yammer
Regular SharePoint updates
Drop-in & 1-1 sessions for SharePoint
ITrent now available for self-serve HR
processes, e.g. sickness, expenses. Annual
leave managed via system since January
2020.
Interactive reporting available in Northgate
Housing.
GDPR action plan in progress. Highlights
include:
• Data cleansing in housing management
system
• Awareness & training
• Appointment of joint Data Protection
Officer for CBC and CBH
• Data asset register on Flowz system –
further work to be done (Flowz to be
replaced with M365 app)
• Data breach app in place
• Agreements in place with suppliers &
partners
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Lead

Due by

Success
measure

Progress

Focus

Actions/project
s/
workstreams

Notes
•
•

SharePoint
Implementation
- focus on
Security

Basing
decisions on
business
intelligence

941F40~1

Creating
synergies
between
Business
Intelligence,
Customer
Insight, Service
Improvement &
ICT teams

IT &
Support
Manager

Head of ICT
& Business
Intelligence

Audit sign –
off
March
2020

April
2020

No breaches
reported to
ICO

Service Plan
developed
with %
Completion

Privacy Impact Assessments
Reviewed data protection policy to align
with CBC policy.
Audit carried out by Mazars March 2020. A
number of recommendations in place, e.g.
new Information & Security policy, acceptable
use policy, ICT risk register.
Other recommendations in progress, e.g. data
classification, regular reviews of access &
sharing.
New posts of Director of Business
Improvement and Head of ICT & Business
Intelligence created.
Organisational structure to be reviewed
starting 2019/20 to maximise synergies and
focus on customer insight.
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Use best
practice from
housing sector
and beyond to
improve
services

Develop and
Implement
approach to
Cost/benefit
assessments,
business cases

Developing
productivity
measures, KPIs
/ scorecards

941F40~1

Lead

CMT

Head of
Finance

Head of ICT
& Business
Intelligence

Due by

Success
measure

March
2020

Number of
processes
reviewed
using
evidence of
best practice

Sept
2018

March
2021

Number of
cost/benefit
assessments
& business
cases

Intelligence
based
business
decisions,
performance
focused

Progress

Focus

Actions/project
s/
workstreams

Notes
HouseMark results to be used to identify high
performing organisations.
Members of HouseMark voids group and HQN
Asset Management group.
Recommendations on best practice in
complaints handling implemented.
New approach in place for ICT-related
proposals.
Needs to be developed for all non-budgeted
activities (especially Service Improvement
initiatives)
Scope of Cost/benefit assessments and
business case template to be agreed with
CMT
Balanced scorecards in place – further
development and embedding needed.
Balanced scorecards to be reviewed post
Aurora.
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Lead

Due by

Success
measure
organisationa
l culture

Progress

Focus

Actions/project
s/
workstreams

Notes
ICT & Business Intelligence review will
consider generation & use of business
intelligence to drive process improvement.
(See also People and Leadership plans)

Directing
resources to
where they
are needed
most

941F40~1

Use
benchmarking
strategically

Head of ICT
& Business
Intelligence

March
2019

Areas of
focus
identified &
aligned with
strategic
priorities &
investment
plan

Clear direction
from CBC and
target-driven
Medium Term
Delivery Plan

Corporate
Managemen
t Team

March
2020

MTDP
Targets

Areas of focus and actions to be identified
from HouseMark results. Less progress than
had been hoped on this but Programme 2020
review should allow a refocus of resources.

Target-driven Medium Term Delivery Plan in
place, along with new reporting format.
Positive feedback on streamlined approach
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Future Proofing
the
accommodation
needs of CBH
(and CBC)

Review of dropin areas in
Library, GLHO,
Gosbecks and
Sheltered
offices

Lead

Corporate
Managemen
t Team

Head of ICT
& Business
Intelligence

Due by

March
2021

March
2020

Success
measure

Desk
occupation
rate/accomm
odation
costs/alternati
ve solutions

Most cost
effective use
of office
resource
which meets
staff
requirements

Progress

Focus

Actions/project
s/
workstreams

Notes
Reviewed in 2019 - utilisation surveys
completed pre and post the working smarter
project which shows Rowan House has
enough hotdesks available if GLHO or
Gosbecks were closed. More space required if
all satellite offices were closed.
Short and long-term office accommodation
requirements under review again as a result of
COVID-19 pandemic.
Hotdesk areas are just as quick to connect,
charge and work. No further review required.
Rowan House office accommodation
reconfigured to facilitate social distancing
(max 33 desks).
Virtual appointment booths being considered
for Greenstead Office.
Housing Options team will no longer be based
in the Library.

941F40~1
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Ensuring our How to capture,
processes are report and
efficient
communicate
VFM & Return
on Investment
Supporting a
culture of
high
performance
and
continuous
improvement

941F40~1

Training and
development to
promote a Value
for Money
culture within
CBH

Lead

Head of
Finance

Director of
Business
Improvemen
t & Head of
Finance

Due by

Sept
2018

March
2022

Success
measure

£ target for
each
service/comp
any wide

Part of
Induction and
recruitment
process,
PADS,
reporting etc.

Progress

Focus

Actions/project
s/
workstreams

Notes
Reviewed VfM activities at 2018 Away Day
and implemented quarterly progress reviews
took place with Heads of Service.
To be reviewed with new Head of Service in
post. Need to develop VfM measurements
and benchmarks and discuss at CMT

To be reviewed with new Head of Service.

£ cashable
savings
achieved pa
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VFM and Technology Plan Risk Register
Risk No.

511, 512, 521, 522, 542, 551, 571

Risk Number:

511

Operational

Delivery Plan:

Mitigation status /
Direction of Travel

Unmitigated
(inherent)
Likelihood

Unmitigated
(inherent) Impact

Unmitigated
(inherent) Risk
Rating

↔

5

3

15

Risk

Causes

Risk Rating
Justification

Appendix B

Investing for the benefit of customers and

Business Objective: the community

VFM and Technology Plan
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

Target (residual)
Likelihood
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 pr ogress 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

Owner

Head of ICT and BI
Head of Finance

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

Target Outcome (ie effect of actions on
risk rating)

Reduces Likelihood .

Head of ICT and BI
Head of Finance

Reduces Likelihood and Impact.

Project team established from representative across the
organisation.

Head of ICT and BI
Head of Finance

Reduces Likelihood.

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

Head of ICT and BI
Head of Finance

Reduces Likelihood and Impact.

Responsibility:

Director of Business Intelligence

Input From:

Head of ICT and BI
Head of Finance

Date Risk
Recognised

01.09.2018

Date Risk Last
Reviewed

27.11.2020

Page 151 of 224

Risk Number:
Mitigation status /
Direction of Travel

↔
Risk

Causes

Risk Rating
Justification

512
Unmitigated
(inherent)
Likelihood
5

Operational
Unmitigated
(inherent) Impact
4

Delivery Plan:
Unmitigated
(inherent) Risk
Rating
20

Business Objective:

VFM and Technology Plan
Current (residual) Current (residual) Current (residual)
Likelihood
Impact
Risk Rating
2

2

4

The performance management framework is not effectively embedded and not used to drive performance
improvements
Lack of resource to update scorecard KPI's
Unbalanced scorecard KPI's
Scorecard not updated to reflect suitable measures of the service

Consequences

Investing for the benefit of customers and
the community

Target (residual)
Likelihood
2

2

Type

4
Quality of Service

High performance culture not developed;
Failure to meet KPIs;
Poor VFM

Quality of Service: Failure to measure correctly service delivery will result in the failure of the service to meet expectation. By identifying and reporting to CMT, the likelihood is
reduced significantly. The impact is reduced by having a balanced scorecard and constantly reviewing the target measures.

Mitigations / Controls Currently in Place

Additional Planned Mitigating Actions

Dates for Actions

Heads of Service (HoS) review scorecards annually to
ensure they are useable for performance management
and balanced.

Owner

Head of ICT and BI

Review of scorecard via an exception report a standing
item for DMT;

Business Intelligence
& Service
Improvement Officer

Head of ICT and Business Intelligence Input From:

Target Outcome (ie effect of actions on
risk rating)

Head of ICT and BI

HoS to add commentry monthly to their scorecards on
service performance , ahead of presenting at the CMT
meeting.

Responsibility:

Target (residual)
Target Risk Rating
Impact

Business Intelligence & Service
Improvement Officer

Date Risk
Recognised

01.09.2018

Date Risk Last
Reviewed

27.11.2020
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Risk Number:
Mitigation status /
Direction of Travel
←
Risk

Causes

Risk Rating
Justification

521
Unmitigated
(inherent)
Likelihood
4

Strategic
Unmitigated
(inherent) Impact
3

Delivery Plan:
Unmitigated
(inherent) Risk
Rating
12

VFM and Technology Plan

Business Objective: 2. Using Technology to work smarter.

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

3

6

New technology does not have the necessary capabilities to enable improved productivity, lower costs or
enhanced services.
Incorrect specification;
Lack of training;
Procuring sub-standard devices due to budget or poor procurement.

Consequences

Target (residual)
Likelihood
2
Type

Target (residual)
Target Risk Rating
Impact
2

4
Quality of Service

No gains from technology in terms of cost saving or improved services;
Failure to meet Plan's KPI of % of staff who feel productivity improved through
technology.

Quality of Service: The likelihood has been greatly reduced by working closely with CBC who purchase the majority of our software systems. The impact is difficult to reduce if
the equipment is sub-standard to begin with, however training to get the best from devices will help reduce the score from serious (3) to significant (2).

Mitigations / Controls Currently in Place

Additional Planned Mitigating Actions (and owner)

Dates for Actions

Owner

Target Outcome (ie effect of actions on
risk rating)

CBH Strategic delivery plan in line with CBC strategic ICT
priorities.

Reduces Likelihood.

Project Aurora being monitored by its own project board.
Replacement housing system is identified as the major IT
contributer to performance improvement and efficiency.
Training and device specification within project scope.

Reduces Likelihood and Impact.

IT Strategy group meet monthly to prioritise and approve
IT investment and developments. CBC/CBH ICT Liaison
meeting monthly to review and discuss current and new
systems.

Reduces Likelihood and Impact.

Dedicated SharePoint Officer to build site and ensure
efficient ways of working.

Reduces Likelihood.

IT Helpdesk to provide quick resolution to individual IT
issues.

Reduces Impact.

Establish costed device renewal plan based on user
requirements.

Reduces Likelihood.

Establish a costed mobile renewal plan based on user
requirements.

Reduces Likelihood.
Systems and device training targeted at every level of
user capability.

31.03.2021

Head of ICT and
Business Intelligence

Establish an annual budget for the renewal of devices
and mobiles to ensure cyclical, modern upgrades with
the necessary specifications.
Responsibility:

Head of ICT and Business Intelligence Input From:

Reduces Impact.

Reduces Impact.
Head of Finance
IT and Support Manager

Date Risk
Recognised

01.04.2019

Date Risk Last
Reviewed

27.11.2020
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Risk Number:
Mitigation status /
Direction of Travel

↓
Risk

Causes

Risk Rating
Justification

522
Unmitigated
(inherent)
Likelihood
5

Operational
Unmitigated
(inherent) Impact
2

Delivery Plan:
Unmitigated
(inherent) Risk
Rating
10

VFM and Technology Plan

Business Objective: Using technology to work smarter

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

2

8

Staff are not able or willing to use new technology to generate improvement in productivity and lower costs or
enhance services
Lack of training or inadequate training delivery.
Projects not implemented with staff buy-in.
Technology introduced which is not user friendly.

Consequences

Target (residual)
Likelihood
3
Type

Target (residual)
Target Risk Rating
Impact
1

3
Financial
Quality of Service

No gains from technology in terms of cost saving or improved services.
Failure to meet Plan’s KPI of % of staff who feel productivity improved through
technology.

Financial: Although this risk will effect the quality of service delivery, its measured under the financial risk type as the impact is bigger. Due to a large range of IT capability within
CBH, unmitigated it is almost certain the benefit of new technology will not be realised, the impact isn't th ought to exceed £20,000 (impact score of 2) however many costs are
hidden and difficult to measure when the benefits of new technology and new systems aren't realised.

Mitigations / Controls Currently in Place

Additional Planned Mitigating Actions

Dates for Actions

Owner

Staff training both formal classroom/online sessions and
informally “at desk”

Target Outcome (ie effect of actions on
risk rating)

Reduces Likelihood.
Guides on optimum way to work;
31.08.2021

Head of ICT and
Business Intelligence

Reduces Likelihood and Impact.

Reduces Likelihood.

Team leader / manager support ( as part of project
implentations) to ensure technology is adopted
Develop a culture of self-help, utlising guidence on the
internet, freshdesk or within systems help functions.

31.03.2021

IT and Support
Manager

Reduces Likelihood and Impact.

Provide step-by-step video tutorials to teach and refresh
31.08.2021
staff knowledge of hardware and software systems.

IT and Support
Manager

Reduces Likelihood.

Ensure technology is trialled before purchasing.

Reduces Likelihood and Impact.

Service area's to complete business cases for the use of
new technology, which is researched by the ICT team to
ensure only suitable technolcogy / systems are
purchased.

Reduces Likelihood and Impact.

Responsibility:

Head of ICT and Business Intelligence Input From:

IT and Support Manager

Date Risk
Recognised

01.04.2019

Date Risk Last
Reviewed

27.11.2020
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Risk Number:
Mitigation status /
Direction of Travel

↙←
Risk

Causes

Risk Rating
Justification

542
Unmitigated
(inherent)
Likelihood
4

Strategic
Unmitigated
(inherent) Impact
3

Delivery Plan:
Unmitigated
(inherent) Risk
Rating
12

Business Objective:

VFM and Technology Plan
Current (residual) Current (residual) Current (residual)
Likelihood
Impact
Risk Rating
3

3

9

Poor budget management or unavoidable/difficult to manage cost pressures require resources to be diverted from
areas of need.
Lack of budget management training for budget holders;
Additional spend actioned prior to correct sign-off / authorisation;
External event / decision increases demand on service.

Consequences

Directing resources to where they are
needed most.

Target (residual)
Likelihood

Target (residual)
Impact

Target Risk Rating

3

1

3

Type

Financial

Resources cannot be focused on areas of need as they have been consumed
elsewhere;
CBH makes a deficit.

Financial: The finance team are going through significant changes and we are awaiting a electronic finance system to be implemented. As lots of processes and monitoring is
manual the probability (score of 3) cannot be reduced. The impact (score 3 - Serious - £20-£50k) cannot be reduced without electronic authorisations / barriers.

Mitigations / Controls Currently in Place

Additional Planned Mitigating Actions (and owner)

Dates for Actions

Owner

CMT and F&A review of financial monitoring reports and
forecast outturn monthly.

Target Outcome (ie effect of actions on
risk rating)

Reduce Likelihood.
Electronic monitoring (implementation of ABS MyBudget) of budgets allowing budget holders to be
notified immediately of status.

31.03.2021

Head of Finance

Reduce Likelihood.

Control process for pay costs.

All additional pay costs require a
form authorised by DMT, CEO and
input from finance.
Reduces Likelihood and impact.

Update Risk Management Policy and Strategy,
introduce a risk management framework. Board to set
risk appetite;

Reduces impact.

Risk Management training for CMT and Board Members.

31.12.2020

Director of Business
Improvement

Introduction of finance business partners.

31.03.2021

Head of Finance

CMT training completed, Board
training arranged for 14th Dec.
Reduces impact.
Finance Review completed, one
business partner in place, second
being recruited.
Reduces Likelihood.

Finance meeting with budget holders.

Reduces Likelihood.

Level of reserves allows CBH to absorb in year deficit
without requiring emergency funding from CBC.

Reduces Likelihood.

Use of government grant for C-19 additional costs;
Move to critical services in order to meet demand.

Reduces Likelihood and impact.

Responsibility:

Director of Business Improvement

Input From:

Head of Finance

Date Risk
Recognised

01.08.2019

Date Risk Last
Reviewed

01.11.2020
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Risk Number:
Mitigation status /
Direction of Travel

↓
Risk

Causes

Risk Rating
Justification

551
Unmitigated
(inherent)
Likelihood
5

Operational
Unmitigated
(inherent) Impact
3

Delivery Plan:
Unmitigated
(inherent) Risk
Rating
15

VFM and Technology Plan

Business Objective: Ensuring processes are efficient

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

2

6

Target (residual)
Likelihood
2
Type

Inefficient processes are not identified or improved
Business process reviews not taking place.
Barriers and root cause analysis not identified or actioned.
Changes or new processes not implemented correctly.

Consequences

Target (residual)
Target Risk Rating
Impact
2

4
Quality of Service

Poor VFM.
Savings targets not achieved.
Cashable savings not achieved.

Quality of Service: Unmitigated this risk will certainly happen, however the mitigations in place are unlikely to reduce the likihood altogether. The impact of this risk also
includes a financial and reputational risk. Difficult to reduce the impact below a 2, instead working on reducing the likelihood will provide a strong and consistent service
delivery.

Mitigations / Controls Currently in Place

Additional Planned Mitigating Actions

Dates for Actions

Owner

Programme of service reviews.

Target Outcome (ie effect of actions on
risk rating)

All service reviews programmed in.
Reduces Likelihood and impact.
To re-establish the CBH in-house internal audit
programme.

31.03.2021

Director of Business
improvement

Reduces Likelihood.

Learning from complaints, customer insight and
operational data.

Reduces Likelihood.

Savings targets set for departments.

Incorporated within the new budget
setting process.
Reduces impact.

Review of balanced scorecards.

Reduces Likelihood.
Project Aurora comprehensive review of working
processes and control mechanisms

31.08.2021

Head of ICT and
Reduces Likelihood and impact.
Business Intelligence

Correct use of Internal Audit and carrying out the
recommendations.
Responsibility:

Director of Business improvement

Reduces Likelihood and impact.
Input From:

Head of ICT and Business Intelligence

Date Risk
Recognised

01.09.2019

Date Risk Last
Reviewed

27.11.2020
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Risk Number:
Mitigation status /
Direction of Travel

↓
Risk

Causes

Risk Rating
Justification

571
Unmitigated
(inherent)
Likelihood
5

Operational
Unmitigated
(inherent) Impact
3

Delivery Plan:
Unmitigated
(inherent) Risk
Rating
15

Business Objective:

VFM and Technology Plan
Current (residual) Current (residual) Current (residual)
Likelihood
Impact
Risk Rating
3

2

6

2
Type

Poor procurement or management of contracts and SLAs not delivering VFM

Procurement process not followed correctly
SLA's not reviewed or updated.
Lack of training

Target (residual)
Likelihood

Consequences

Target (residual)
Target Risk Rating
Impact
1

2
Financial
Quality of Service

Poor VFM
Poor performance.
Missed KPIs.
Increased management time.

Financial: The impact of poor contract management is both a financial loss and will result in poor service delivery. The value of CBH contracts are not high enough to warrant a
unmitigated loss of greater than £50,000. Regulary meetings and monitoring of works, along with contract clauses which prevent high committments will reduce the impact and
further training will reduce the likelihood of contracts getting to the loss making stage.

Mitigations / Controls Currently in Place

Additional Planned Mitigating Actions

Dates for Actions

Owner

Contract and SLA monitoring meetings.

Target Outcome (ie effect of actions on
risk rating)

Reduces Likelihood.
Reduces Likelihood and impact.

Using CBC Procurement Team and Legal advice when
tendering contracts.
Update of the CBH contract procedure rules.
Procurement training for Managers.

31.12.2020
31.03.2021

Director of Business Reduces Likelihood and impact.
improvement
Director of Business
Reduces Likelihood.
improvement

Benchmarking of service / contract costs (HouseMark,
BCIS, NHF)

Reduces impact.
Review the effect of Brexit on contracts currently in
place.

Responsibility:

Cost per property for housing management
and repairs KPI

Director of Business improvement Input From:

Head of Finance

31.01.2021
Date Risk
Recognised

Director of Business
Reduces impact.
improvement
01.09.2019

Date Risk Last
Reviewed

27.11.2020

11. Housing enhancements and repair
budgets 2021-2026
Mark Wicks - Head of Asset Management
To Recommend to CBC
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COLCHESTER BOROUGH HOMES BOARD

9 December 2020

Report Title

0011 Housing enhancements and repair budgets 2021-2026

Author

Mark Wicks, Head of Asset Management
mark.wicks@cbhomes.org.uk

Report Objective:

Details the proposed 2021-22 HRA capital investment and revenue programmes
and the overarching 2021-2026 programme for consideration by the Board.
There is a significant increase in the size and value of the capital programme for
21/22.

Matters to
note/Exception
Highlights

Tenant involvement and empowerment☐
Link to Consumer
Standard objective
Sensitivity

Home☒
Tenancy☐

Neighbourhood and community☐
Action
Commercial
Assurance
Confidential
Open

✓

Noting

✓

Approval

✓

Recommendations
The Board is asked:
i. to RECOMMEND the submission of the proposed investment programmes to the Council
(CBC) for consideration and subsequent approval through the formal budget setting
process.
Executive summary
The report provides a description of the need, key changes to the capital programme, and the process
followed for establishing the capital investment programme.
This report also sets out to demonstrate how the 30-year and 5-year plans are linked, and how the data
is used to produce a detailed budget plan for 21/22, and outline plans for the 5-year and 30-year periods.
The production of the plans in this manner allow CBH to achieve the following:
➢ Production of budgets which support a targeted approach toward capital investment on the Housing
stock.
➢ A long-term view of investment which enables CBH to suggest amendments to the plan and ensure
a more measured approach to investment in the longer term.
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Implications:
Strategic Plan

The capital investment programme assists us in delivering great value services
that make a difference and aims to ensure we remain a low-cost organisation
through allowing a targeted approach towards the works.
The sheltered housing review also supports our business development plan by
providing opportunities for the DCM Team to become involved in the options
appraisals, plus the design and management of the works.

Regulatory/Legal

The report addresses the forward budget provisions for the organisation to deliver
compliance works and other legislative requirements carried out on behalf of CBC.

Financial/Budgetary The proposed ‘in principle’ 5-year plan 2021-2026 and the 2021-22 programme in
detail, are in line with the 30-year HRA business plan expectations.
Health & Safety

The CBH Health & Safety Policy is adhered to by all members of staff with regular
toolbox talks, training courses and continuous professional development to
reinforce knowledge.
Works are subject to general, and specific construction related (e.g. Construction,
Design and Management regulations 2015) health and safety regulations.
Risk Assessments and Method statements are in place for all works carried out by
our tradesman, sub-contractors and main contractors.
CBH Project leads identify risks, assess contractor’s control mechanisms, and
monitor works on site through regular site visits.
The Health & Safety team carry out spot checks on site to provide further
assurance.

Risk Assessment

CBH not achieving some of their strategic objectives. The targets linked to this
report are:
•
•
•
•
•

Customer Satisfaction
Repairs completed on time
Capital programme elements completed on time
Number of days to re-let an empty property
Achieving compliance across the Housing Stock (big 6 – Gas, Electrical,
Fire, Legionella, Lifts & Asbestos).

In addition, there are potential risks within the construction industry due to BREXIT
and the COVID-19 pandemic.
The associated risks relating to these targets are in the Strategic Risk Register.
The two strategic risks associated with this report both refer to Health and Safety
(261 and 451) and have current RAG ratings of Amber (261) and Green (451)
Both have mitigations in place.

2
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Human Resources

The Supplementary projects will require recruitment of additional team members
(on a fixed-term basis to match the duration of the projects). The Asset
Management HR Business Partner has been informed of this and a programme for
recruitment will be agreed following the CBC Cabinet decision, and instruction to
CBH.

Equality and
Diversity

Through the procurement strategy, agreed as part of the Asset Management
Strategy, all current and future procurement and purchasing documentation
recognises, understands and supports CBC and CBH policies concerning Equality
and Diversity.

Value for Money

Value for Money is a key component to the delivery of the capital investment
programme.
A procurement programme, and regular review of the specifications /services
provided along with regular financial checks on claims will enable Asset
Management to monitor and demonstrate value for money.

Environmental and
Sustainability

The capital investment programme for 21/22 and 22/23 includes several
‘Supplementary projects’ (referred to by CBC as ‘HIP Climate Emergency
Response Works’) which are the subject of a report for the 23 rd November CBC
Cabinet. The CBC Cabinet report seeks initial approval of the additional budget
estimate of £4.4m for a series of projects with the specific aim of improving energy
efficiency within CBC’s Housing Stock and contributing to the target of being
carbon neutral by 2030.

1. Introduction
Under the terms of the Management Agreement between CBC and Colchester Borough Homes
(CBH), CBH are required to submit to the Council by the 1st December a request for the
Management Fee for the ensuing year.
To facilitate and inform the CBH proposed Management Fee, the Council are to notify CBH by 31
October of the estimated budget amount for capital investment and revenue works for the following
year.
This report sets out detailed proposals for the 2021-22 HRA capital investment and revenue
programmes and the overarching 2021-2026 programme for consideration by the Board and,
subject to any changes directed by the Board, submission to CBC for consideration and
subsequent approval through the formal budget setting process.
2. 30-Year Plan
The 30-year capital investment cost tables (appendix 1) are produced in September from data held
within the Asset Management Database (Codeman). This plan forms a long-term financial
projection which is in line with the Housing Revenue Account (HRA) Business Plan and informs the
5-year capital investment programme (appendix 2).
Data is modelled on a planned approach to replacement as opposed to a condition-based

3
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approach, meaning the investment plan expects each property element to last its stated life.
2.1 Key changes to the plan for 21/22:
•
•
•
•

The required investment per property has increased from £70,665 to £79,175 over the
30-year period.
The overall cost for the 30-year plan has increased from £413.4m to £465.1m.
Included in the sum above is an additional (estimated) £25m for works associated with
the planned Sheltered Housing Review.
Also included in the above there are some new projects:
➢
➢
➢
➢

•

Compliance assurance works
HRA Housing Acquisitions (also known as Right to Buy Back - RTBB)
100 Homes
Supplementary projects

The remaining difference is due to normal changes caused by the data generated by
Codeman where the programme time frame adds an additional year, and where tenants
have refused replacement elements.

CBH and CBC officers have worked together closely and have agreed the amendments to the 30year plan. The compliance assurance works involve an independent check on key areas of health
and safety checks (e.g. Electrical, Asbestos etc.), the HRA Housing Acquisitions and the 100
Homes both involve the purchase of properties to increase CBC’s Housing Stock and have
received CBC cabinet approval, and the Supplementary projects will be considered during the CBC
Cabinet meeting on the 23rd November 2020.
The changes which occur within the data generated by Codeman are reviewed regularly through
the production of the 5-year plan.
Board members are also asked to note the start of the Decent Homes programme in 2003 included
large scale refurbishments within a short period of time. An example of the impact of this last year
was the kitchen programme which increased from a relative steady investment of £700k per year to
£3.2m in year 4. In order to help address this, the overall required investment has been smoothed
out through the 5-year plan.
3. The 5 – year plan
The proposed five-year capital investment programme shown at Appendix 2 has been prepared in
accordance with the approved CBC and CBH Asset Management Strategy. It reflects decisions
taken regarding the Sheltered Accommodation portfolio of assets and the work of the Asset
Management Group (AMG) and its sub-groups.
The charts below show the split between Revenue (repairs, servicing etc.) works, and capital
(replacement Kitchens, Bathrooms etc.) for the next year, and over the five-year period.

4
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The capital works are also split between Home Improvement Works (HIP)/General Capital works
(which forms part of the normal programme), Sheltered Block Refurbishment/Rebuild, and New
projects (as described in 2.1 above), the split for 2021/2022 is illustrated below.

3.1 Process followed:
•
•

•
•
•
•
•

The plan provided is based on the budget agreed in principle in last year’s budget, with
amendments to include the additional projects listed in 2.1 above.
Revenue budgets have been inflated by 1% in line with the HRA business plan,
exceptions to this are the gas servicing budget which has a 5% increase, the revenue
voids are 3% - both as per the terms of the contracts, and the general repairs includes
£106k direct costs for contractor’s labour and materials.
Capital budgets reflect the current unit price of elements through current contracts.
Planned assumptions are net of leaseholder income.
Proposed budgets set out at Appendix 2 show the staff costs (Inc. overheads), as a fee
to cover the anticipated costs of professional services required to deliver the proposed
programme.
Professional fees are in accordance with Schedules 3 (responsive and cyclical repairs)
and 6 (planned investment programme of the Management Agreement) and form part of
the Management Fee paid to CBH by the CBC.
Revenue Repairs and Maintenance budgets for works will similarly be paid to CBH as
part of the Management Fee and will be ring-fenced by CBC for this purpose.
The 5-year plan is aligned with the 30-year capital investment programme, to reflect the
additional planned projects.

5
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•
•
•
•
•

The 5-year plan is arranged geographically, therefore, replacements within specific
areas at 3 years are brought forward, and those at 4 or 5 years are pushed back to year
6. This ensures that CBH carry out works more efficiently.
Where possible, capital investment is brought forward to reduce revenue expenditure in
future years.
Spikes identified in the 30-year plan have been smoothed out (e.g. max expenditure on
Kitchens in a single year is £1.8m, previously, this was 3.2m for 23/24).
Investment in our Sheltered Schemes is split equally and cyclically between each of the
schemes. This investment is shown on the 5-year plan as one budget stream (line 29
‘Sheltered Works’ in appendix 2).
The Sheltered refurbishment scheme (line 37, appendix 2) includes the budget of £11m
for Elfreda House. Further funds have been allocated in the following years; however,
this will be reviewed through an on-going options appraisal.

3.2 Next Steps
Officers of CBC will, as part of the budget setting process, submit the capital investment and
revenue programme and supporting funding statement to Cabinet in January 2021 for approval.
Once this has been agreed by CBC and the necessary call-in period expired, CBC will instruct CBH
to execute the 2021-22 programme. Officers will then prepare a report for consideration at the
meeting of the Board in February 2021, advising Board Members of the outcome.
The Board are asked to note that the Supplementary projects do not form the part of general capital
investment programme. At the time of writing it has been assumed that CBC Cabinet will approve
the additional investment, however, the remainder of the capital investment programme can
continue without this.
4. References
•
•

Appendix 1 – HRA Capital Investment Cost Tables 2021-2051
Appendix 2 – Capital Investment and Revenue Programme 2021-2026

5. Related Documents
•
•
•

Strategic Risk Register
Strategic Plan
Asset Management Strategy
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30 Year Cost Summary for 2021-2051 using codeman data from Oct 2020
Table 1 - Cost Summary 2020-50 - (General Needs and Sheltered) from SAM - Planned
Note: Figures exclude VAT, inflation, fees and management costs

Sub-Total

Year 1
2021/22
£618,535.20
£7,525,288
£6,592,644
£300,000
£890,000
£75,000
£403,000
£1,200,000
£3,200,000
£150,000
£20,954,467

Year 2
2022/23
£618,535.20
£4,435,784
£5,437,136
£100,000
£840,000
£76,000
£400,000
£0
£1,200,000
£120,000
£13,227,455

Year 3
2023/24
£618,535.20
£5,082,903
£2,034,000
£100,000
£650,000
£77,000
£420,000
£0
£0
£120,000
£9,102,438

Year 4
2024/25
£618,535.20
£3,950,208
£3,000,000
£100,000
£600,000
£78,000
£450,000
£0
£0
£120,000
£8,916,743

Year 5
2025/26
£618,535.20
£5,528,832
£3,002,000
£100,000
£600,000
£79,000
£470,000
£0
£0
£120,000
£10,518,367

Years 1-5
2021-26
£3,092,676
£26,523,015
£20,065,780
£700,000
£3,580,000
£385,000
£2,143,000
£1,200,000
£4,400,000
£630,000
£62,719,471

Year 6-10
2027-31
£4,013,605
£28,010,582
£14,390,000
£500,000
£2,450,000
£385,000
£2,143,000
£0
£0
£0
£51,892,187

Year 11-15
2032-37
£4,013,605
£23,209,422
£14,340,000
£500,000
£2,450,000
£385,000
£2,143,000
£0
£0
£0
£47,041,027

Year 16-20
2038-2041
£4,013,605
£26,780,104
£4,340,000
£500,000
£2,450,000
£385,000
£2,143,000
£0
£0
£350,000
£40,961,709

Year 21-25
2042 - 2045
£4,013,605
£29,827,762
£4,340,000
£500,000
£2,450,000
£385,000
£2,143,000
£0
£0
£100,000
£43,759,367

Year 26-30
2046-51
£4,013,605
£34,142,165
£9,090,000
£500,000
£2,450,000
£385,000
£2,143,000
£0
£0
£660,000
£53,383,770

Sub-Total
Total

£1,530,000
£600,000
£3,469,000
£5,599,000
£26,553,467

£1,530,000
£600,000
£3,469,000
£5,599,000
£18,826,455

£1,530,000
£600,000
£3,469,000
£5,599,000
£14,701,438

£1,530,000
£600,000
£3,469,000
£5,599,000
£14,515,743

£1,530,000
£600,000
£3,469,000
£5,599,000
£16,117,367

£7,650,000
£3,000,000
£17,345,000
£27,995,000
£90,714,471

£7,650,000
£3,000,000
£16,815,000
£27,465,000
£79,357,187

£7,650,000
£3,000,000
£16,815,000
£27,465,000
£74,506,027

£7,650,000
£3,000,000
£16,815,000
£27,465,000
£68,426,709

£7,650,000
£3,000,000
£16,815,000
£27,465,000
£71,224,367

£7,650,000
£3,000,000
£16,815,000
£27,465,000
£80,848,770

Catch up Repairs
Future Major Works
Improvements
Estate Works
Contingent Major Repairs
NEW: Compliance Assurance
NEW: RTBB Works and Fee
NEW: 100 Homes Works (Void, Energy, Fee)
NEW: Supplementary Projects
Exceptional Extensive Works

Cyclical Maintenance
Disabled Adaptations
Responsive Repairs and Void Works

Total

Last years figures

Diff

£23,160,701 Applied a 50% reduction years 1-30.
£168,493,050
£66,565,780
£3,200,000
£15,830,000
£2,310,000
£12,858,000
£1,200,000
£4,400,000
£1,740,000
£299,757,531 Difference between 5 year total (£72.5m) and 5 year plan (£62.7m) is geographic

£20,898,011.50
£178,123,155.00
£39,807,560.00
£3,200,000.00
£7,500,000.00

£2,262,689.50
-9630105
£26,758,220.00
£0.00
£8,330,000.00

£1,740,000.00
£251,268,726.50

£45,900,000
£18,000,000
£101,420,000
£165,320,000
£465,077,531

£44,580,000.00
£18,000,000.00
£99,540,000.00
£162,120,000.00
£413,388,726.50

£0.00
£48,488,804.50
£0.00
£1,320,000.00
£0.00
£1,880,000.00
£3,200,000.00
£51,688,804.50

£18,595,691.82
£157,719,732.40
£32,658,560.00
£3,200,000.00
£6,000,000.00
£1,540,000.00
£219,713,984.22

£1,754,342.18
-9879380
£27,768,920.00
£0.00
£8,330,000.00
£0.00
£27,973,882.18

£2,810,667.00
£26,840,452.60
£11,120,800.00
£0.00
£1,750,000.00
£300,000.00
£42,821,919.60

£0.00
-£6,187,755.00
-£4,982,500.00
£0.00
-£250,000.00
-£100,000.00
-£11,520,255.00

From 5 year plan - Gas Servicing, SLA, Painting
From 5 year plan
From 5 year plan - Repairs and void work
Cost per property over 30 years =

£67,774.00 19/20
£70,665.00 20/21
£79,175.61 21/22

Sheltered increased
by £25m over 30 years

Table 2 - Cost Summary 2020-50 - (General Needs ONLY) from SAM - Planned
Note: Figures exclude VAT, inflation, fees and management costs

Catch up Repairs
Future Major Works
Improvements
Estate Works
Contingent Major Repairs
Exceptional Extensive Works
Total

Year 1
2021/22
£56,401.80
£7,369,389
£6,543,844
£300,000
£840,000
£150,000
£15,259,635

Year 2
2022/23
£56,401.80
£4,299,151
£5,393,136
£100,000
£790,000
£120,000
£10,758,689

Year 3
2023/24
£56,401.80
£4,439,939
£1,990,000
£100,000
£600,000
£120,000
£7,306,341

Year 4
2024/25
£56,401.80
£3,689,038
£2,957,500
£100,000
£550,000
£120,000
£7,472,940

Year 5
2025/26
£56,401.80
£5,178,574
£2,955,500
£100,000
£550,000
£120,000
£8,960,476

Years 1-5
2021-26
£282,009
£24,976,091
£19,839,980
£700,000
£3,330,000
£630,000
£49,758,080

Year 6-10
2027-31
£4,013,605.00
£25,705,434
£14,157,500
£500,000
£2,200,000
£0
£46,576,539

Year 11-15
2032-37
£4,013,605.00
£20,667,020
£14,107,500
£500,000
£2,200,000
£0
£41,488,125

Year 16-20
2038-2041
£4,013,605.00
£24,253,035
£4,107,500
£500,000
£2,200,000
£350,000
£35,424,140

Year 21-25
2042 - 2045
£4,013,605.00
£24,284,362
£4,107,500
£500,000
£2,200,000
£0
£35,105,467

Year 26-30
2046-51
£4,013,605.00
£27,954,410
£4,107,500
£500,000
£2,200,000
£560,000
£39,335,515

Year 6-10
2027-31

Year 11-15
2032-37

Year 16-20
2038-2041

Year 21-25
2042 - 2045

Year 26-30
2046-51

Total
£20,350,034
£147,840,352
£60,427,480
£3,200,000
£14,330,000
£1,540,000
£247,687,866

Table 3 - Cost Summary 2020-50 - (Sheltered ONLY) from SAM - Planned
Note: Figures exclude VAT, inflation, fees and management costs

Catch up Repairs
Future Major Works
Improvements
Estate Works
Contingent Major Repairs
Exceptional Extensive Works
Total

Year 1
2021/22
£562,133.40
£155,899
£48,800
£0
£50,000
£0
£816,832

Year 2
2022/23
£562,133.40
£136,633
£44,000
£0
£50,000
£0
£792,766

Year 3
2023/24
£562,133.40
£642,964
£44,000
£0
£50,000
£0
£1,299,097

Year 4
2024/25
£562,133.40
£261,170
£42,500
£0
£50,000
£0
£915,803

Year 5
2025/26
£562,133.40
£350,258
£46,500
£0
£50,000
£0
£1,008,891

Notes:
1. Figures are taken from Codeman Oct 2020 using 'Planned' data
2. No inflation applied
3. Catch-up repairs in years 1-30 is assumed at 50%. The remaining 50% has not been accounted for.
4. The 9 principles remain in force (previously applied for the Housing Futures Project)
5. The data hasn't been smoothed over the 30 years
6. Cost per property over 30 years = £79,175 (based on stock of 5,874 including SH refurbishment). Figure for last year was £70, 665 (based on stock of 5,850).

Years 1-5
2021-26
£2,810,667
£1,546,924
£225,800
£0
£250,000
£0
£4,833,391

£2,305,148
£232,500
£0
£250,000
£0
£2,787,648

£2,542,402
£232,500
£0
£250,000
£0
£3,024,902

£2,527,069
£232,500
£0
£250,000
£0
£3,009,569

£5,543,400
£232,500
£0
£250,000
£100,000
£6,125,900

£6,187,755
£4,982,500
£0
£250,000
£100,000
£11,520,255

Total
£2,810,667
£20,652,698
£6,138,300
£0
£1,500,000
£200,000
£31,301,665
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Asset Management Strategy Cost Tables 2021- 2026 - FINAL
v2. 11.11.20
Capital Programme 2021- 2026
W ork Programme

2020/21
000,000's
0.650
0.100
0.050
0.000
0.050
0.050
0.050
0.200
0.100
0.783
0.000
0.797
0.838
1.344
0.660
0.150
0.050
0.100

Capital Voids
Emergency Capital
W ater main replacement
Compliance Assurance
HHSRS
Insulation W orks (Loft and Cavity)
Roof - Flat
Roof - Pitched
Structural
W indows & Doors
W indows & Doors (LH)
Kitchens
Heating
Bathrooms
Re-wires
Asbestos
Legionella
Fire Safety

Year 1
2021/22
000,000's
0.650
0.250
0.050
0.075
0.035
0.050
0.200
0.250
0.090
0.700
0.000
1.000
0.513
0.883
0.500
0.500
0.050

Year 2
2022/23
000,000's
0.650
0.250
0.050
0.076
0.035
0.050
0.050
0.400
0.090
1.000
0.000
1.600
0.856
0.929
0.450
0.450
0.050

Year 3
2023/24
000,000's
0.650
0.250
0.050
0.077
0.035
0.050
0.050
0.200
0.090
1.000
0.000
1.950
1.396
0.856
0.420
0.300
0.050

Year 4
2024/25
000,000's
0.650
0.250
0.050
0.078
0.035
0.050
0.050
0.200
0.090
1.000
0.000
1.800
1.051
0.342
0.420
0.300
0.050

Year 5
2025/26
000,000's
0.650
0.250
0.050
0.079
0.035
0.050
0.050
0.200
0.090
2.350
0.000
1.800
0.320
0.300
0.420
0.300
0.050

Total
2021/26
000,000's
3.250
1.250
0.250
0.385
0.175
0.250
0.400
1.250
0.450
6.050
0.000
8.150
4.136
3.310
2.210
1.850
0.250

0.020

0.020

0.020

0.020

0.020

0.100

External Replacements

0.350

0.000

0.000

0.000

0.000

0.000

0.000

Estates & Boundaries
Highways
Block Communal Improvements
Sheltered W orks
Stock Condition Surveys
Green Fund
Contingency
TOTAL
HIP W orks

0.050
0.200
0.050
0.400
0.100
0.041
0.100
7.263
3.639

0.100

0.100

0.100

0.100

0.100

0.500

0.300
0.430
0.351
0.107
0.054
0.100
7.258
3.596

0.300
0.060
0.326
0.107
0.055
0.100
8.054
4.835

0.300
0.074
0.180
0.107
0.056
0.100
8.361
5.622

0.250
0.690
0.118
0.107
0.057
0.100
7.858
4.613

0.250
0.041
0.118
0.107
0.058
0.100
7.788
5.190

1.400
1.295
1.093
0.535
0.280
0.500
39.319
23.856

Sheltered Review
Scheme

0.638

5.600

4.440

1.000

2.000

2.000

15.040

Garage Review
Refurbishment

0.200

0.200

0.200

0.200

0.200

0.200

1.000

Other HRA Projects
RTBB W orks and Fee
100 Homes W orks (Void, Energy, Fee)
Supplementary Projects
Sub Total

0.000
0.000
0.000
0.000

0.403
1.200
3.200
4.803

0.400
0.000
1.200
1.600

0.420
0.000
0.000
0.420

0.450
0.000
0.000
0.450

0.470
0.000
0.000
0.470

2.143
1.200
4.400
7.743

Sub Total

8.101

17.861

14.294

9.981

10.508

10.458

63.102

0.200
0.400
1.372

0.200
0.400
1.271

0.200
0.400
1.271

0.200
0.400
1.271

0.200
0.400
1.271

0.200
0.400
1.271

1.000
2.000
6.355

10.073

19.732

16.165

11.852

12.379

12.329

72.457

Year 1

Year 2

Year 3

Year 4

Year 5

Total

2020/21
000,000's
2.372
0.368
0.578
0.728
0.062
0.233
0.464
0.158
0.042
0.011
0.068
5.083

2021/22
000,000's
2.502
0.371
0.595
0.765
0.062
0.235
0.468
0.159
0.042
0.011
0.069
5.279

2022/23
000,000's
2.502
0.371
0.595
0.765
0.062
0.235
0.468
0.159
0.042
0.011
0.069
5.279

2023/24
000,000's
2.502
0.371
0.595
0.765
0.062
0.235
0.468
0.159
0.042
0.011
0.069
5.279

2024/25
000,000's
2.502
0.371
0.595
0.765
0.062
0.235
0.468
0.159
0.042
0.011
0.069
5.279

2025/26
000,000's
2.502
0.371
0.595
0.765
0.062
0.235
0.468
0.159
0.042
0.011
0.069
5.279

2021/26
000,000's
12.510
1.855
2.975
3.825
0.310
1.175
2.340
0.795
0.210
0.055
0.345
26.395

15.155

25.011

21.444

17.131

17.658

17.608

98.852

Adaptations (CBH)
Adaptations (CBC)
Capital Overhead

TOTAL

Notes

Underspend projected 20/21
Focus on flat roofs for Decency.
Underspend 20/21.
Smoothed out for five year plan.

Includes salary of £34k
Assumes additional funding will be available 20/21.

Includes salary £75k

Salary of £51k, Training £3k

Salary of £17k, assume these will continue.
Salary of £30k, Void work £620k, Energy £550k. Assume this is one-off.

Difference between 30 year costs (5 year total £62.7m) and 5 year plan (£72.4m)
is geographic planning e.g. 3 year rule is bringing kitchens forward from years 6-10

Revenue Programme 2019 - 2024
W ork Programme
Repairs
Revenue Voids CBH
Revenue Voids CBC
Gas Servicing
Servicing Contracts CBH
Servicing Contracts CBC
Internal / External Painting
Fencing
Garages (Revenue)
Sewage Plant Repairs
External Servicing
Total

Total Capital & Revenue Budget

1% inflation added over 20/21 base figure (+ £106k contractors & materials).
1% inflation added over 20/21 base figure
3% inflation added over 20/21 base figure
5% inflation added - BCIS figure required
1% inflation added over 20/21 base figure
1% inflation added over 20/21 base figure
1% inflation added over 20/21 base figure
1% inflation added over 20/21 base figure
1% inflation added over 20/21 base figure
1% inflation added over 20/21 base figure
1% inflation added over 20/21 base figure
1% inflation added over 20/21 base figure
30 year plan (5 year total = £90.2m) doesn't include fees
(N52) or work brought forward for geographical planning (N54)

12. Update on Communications Plan
2020-22
To Note
Presented by Gareth Mitchell
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COLCHESTER BOROUGH HOMES BOARD
Wednesday 9 December 2020
Report Title

0012 Update on Communications Plan 2020-22

Author

Gareth Mitchell

Report Objective:
Matters to
note/Exception
Highlights

Link to Consumer
Standard
objective

To update the Board on company communications activity since the
review of the Communications Plan in February 2020.
The Communications Plan 2020-22 was reviewed by the board at its
meeting on 27th February 2020. On 18th March the company triggered its
Business Continuity Plan in response to the COVID-19 pandemic.
Tenant involvement and empowerment ☒
Home ☒
Tenancy ☒
Neighbourhood and community ☒

Sensitivity

Commercial
Confidential
Open

Action
✓

Assurance
Noting
Approval

✓
✓

Recommendations
The Board is asked to note the communications activity undertaken by the company since the last
review of the Communications Plan 2020-22 in February.
Executive summary
The Communications Plan 2020-22 was reviewed by the board at its meeting on 27th February
2020. On 18th March the company triggered its Business Continuity Plan in response to the COVID19 pandemic, resulting in a shift to a more reactive communications approach.
This has been a busy period from a communications point of view as we have sought to ensure
both our external and internal communications provide accurate and timely information on our
response to the pandemic and drive changes in customer behaviour while also providing
reassurance about our working arrangements as a company.
There are more developmental aspects of the Communications Plan that have not yet been
progressed due to our pandemic response, in particular in the areas of resident
satisfaction/positive image and stakeholder expectations.
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Implications:
Strategic Plan

Regulatory/Legal
Financial/Budgetary
Health & Safety

The Communications Plan takes its overall direction from the
Company Strategic Plan and is an enabler to achievement of that
plan.
Communication about our compliance performance as a company is
a priority activity in the Communications Plan.
None

Risk Assessment

Communication about our compliance performance as a company is
a priority activity in the Communications Plan.
None

Human Resources

None

Equality and Diversity None
Value for Money

None

Environmental and
Sustainability

Communication about our contribution to the Council’s climate
emergency response will become more important as the nature of
this response becomes clearer.

Page Left Blank
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1.
1.1

Background
The Communication Plan (Appendix 1) was reviewed by the Board in February 2020.
The Board are asked to note the communications activity undertaken by the company
since that review.

2.
2.1

Communications Objectives
The objective of the plan is to listen and respond to customers and promote a positive
image for CBH by promoting the work being done to benefit tenants, leaseholders and
communities.

3.
3.1

Activity
Communications Activity by Month
Key communications have been delivered by CBH since the new Communications Plan
was launched in February 2020. Attached as Appendix 2 to this report is a summary of
the communications activity implemented each month since February, including:•
•
•
•

•

•
3.2

Content produced: e.g. printed work, artwork, reports
Press releases: Sent to local media and trade publications where appropriate.
Also uploaded to website and shared on social media
CBH News: Uploaded to website and shared on social media
Twitter, Facebook and Linkedin: The monthly impressions (number of times
posts are seen on user’s feeds) and number of posts sent. Key posts from each
month which received high amount of engagement e.g. link clicks, image clicks,
shares etc.
E-newsletters: Tenants and leaseholder news, councillor e-brief and the internal
#WeAreCBH all staff newsletter. Due to COVID-19, there was a pause in the
frequency of the councillor e-brief and #WeAreCBH newsletter. The reason for
this is because from April, councillors were receiving frequent updates from CBC
which included updates from CBH regarding the impact of COVID-19, and staff
received frequent contact from the communications email address.
Internal: All staff emails sent from CBH Communications

Audiences
Engagement work has recently been carried out to better understand how CBH
customers would prefer their communications. Using Mosaic Data, we now have a better
understanding of the communications preferences for customers, and how we can target
these groups better going forward.
The below table shows how the top five demographic groups would rather receive
communications, with 1 being their most preferred and 6 being their least.
The data demonstrates that going forward, communications need to be much more
targeted, as different age ranges have very different preferences. Further work is being
carried out to understand what tenants would like to see in future editions of Housing
News and Views. This is being achieved by working more closely with the Resident
Board members and conducting a survey in the most recent edition.

3
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There is also a survey being planned to better understand customers’ social media use
and preferences, which will help ensure the correct content is being posted.
No.
Households

landline

mobile

email

post

sms

No
contact

1

5

4

2

6

3

Older tenants
(75+)
Family with
children
(25-40)
Single renters
(50-60)
Rural renters
(46-50)

1,678

% total
CBH
Customers
28.2%

1,291

21.7%

3

2

4

5

1

6

1,000

16.8%

2

1

4

3

6

5

520

8.7%

4

6

2

3

5

1

Short term
renters (18-25)

455

7.6%

5

2

4

6

1

3

3.3

Additional Data
Appendix 3 provides an overview of key statistics from digital platforms, including
website traffic generated by emails to customers, press release coverage and views and
social media growth.

4.
4.1

APPENDICES
The following documents are appended to this report:
•
•
•

Appendix 1 – CBH Communications Plan 2020-22
Appendix 2 – Communications Activity by Month
Appendix 3 – Additional Data

4
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Colchester Borough Homes
Communications Plan
2020-22

Page 2 of 224

Story:
Colchester Borough Homes (CBH) is a company set up in 2003 by Colchester
Borough Council (CBC) to provide housing and property services to the local
community.
We deliver services to the Council’s 6,000 tenants and 1,000 leaseholders, including
taking responsibility for the management and maintenance of the homes they live in.
We provide property maintenance services for the Council’s operational property
portfolio, and design and construction management services to assist the Council in
delivering regeneration and construction projects. We also deliver the housing advice
and homelessness service for the Borough.
We employ over 200 staff who are committed to delivering great value services that
make a difference in the communities we serve.
We seek to always place our residents at the heart of what we do and aim to be the
trusted choice for local housing, property and community services.

Communications Plan Outline:
The Communications Plan demonstrates how we will share and promote our strategic
ambitions and our achievements with tenants, leaseholders, other customers, and key
stakeholders. It is imperative that all communications can be linked back to our plan
and key messages.
Our overall aim is to demonstrate how we’re delivering great value services that make
a difference by being the trusted choice for local housing, property and community
services in the borough of Colchester.
We will measure success through a focus on customer satisfaction, value for money
and positive outcomes in the community. To achieve this aim we have the following
supporting plans:
•
•
•
•
•
•

Customer Plan
Value for money and Technology Plan
People Plan
Business Development Plan
Leadership Plan
Community Plan

We will also seek to ensure that our own strategic direction always aligns closely with
the Council’s Strategic Plan and emerging priorities. The Council’s current strategic
plan focuses on Growth, Responsibility, Opportunity and Wellbeing:
•
•
•

Growth – Ensuring all residents benefit from the growth of the borough.
Responsibility – Encouraging everyone to do their bit to make our borough
even better.
Opportunity – Promoting and improving Colchester and its environment.

2
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•

Wellbeing – Making Colchester an even better place to live and supporting
those who need the most help.

We also need to consider the wider national context when delivering communications,
which within the timespan of this strategy means the following government policy
areas:
•
•
•
•

The forthcoming Social Housing White Paper.
The Grenfell Public Inquiry findings.
Developments in regulation against the Regulator of Social Housing’s
Consumer Standards.
Other policy developments.

Communications objectives:
Our communications objectives fall into two categories. To ensure we’re achieving our
objectives, we will:
Listen and respond to customers:
a) Regularly consult the results from the STAR survey (Survey of Tenants
and Residents) to understand the key issues tenants and residents want
addressing.
b) Encourage feedback and enquiries to be submitted to the Resident
Engagement Team. By listening to residents, we will ensure their views
are considered in all communication and marketing plans.
c) Communicate with stakeholders and members of Colchester Borough
Council in a more robust way and in the way that works best for them.
Promote a positive image:
a) Always create a positive image for CBH by promoting the work being
done to benefit tenants, leaseholders and communities.
b) Work in partnership with CBC to achieve CBH’s strategic goals and
maintain a positive reputation of both CBC and CBH.

3
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Key messages:
To assist CBH in achieving its strategic ambitions, we will ensure that all our
communications support one or more of the following key messages:
1. We provide great value services that make a difference
We deliver critical public services for the Council and we perform well, despite our
benchmarked costs versus other housing providers being low. We are a visible
presence and force for good in the communities we work in.
2. We demonstrate good governance that gives assurance to the Council
Our company governance arrangements provide a critical level of scrutiny and
monitoring of the services we deliver, something that the Council and residents can
be reassured by.
3. We’re arms-length but fully aligned with CBC strategic priorities
We represent the very best of public service delivery, with clear accountability to
our parent council, and with the flexibility and focus that comes from being a
specialist provider of housing, property and community services.
4. We seek to be the trusted choice for local housing, property and community
services
Housing, property and community is what we do, and you can trust us to do what
we say we will, and to be there when needed.
5. We seek to place residents at the heart of what we do and be rooted in
communities
The voice of the resident permeates our company – from the boardroom to the
frontline – our customers and communities are why we exist.
Audiences:
Our key audiences are those who we work closest with. These include:
•
•
•

•
•
•
•

Tenants and Leaseholders
Other customers
Colchester Borough Council
o Portfolio Holder for Housing
o Ward councillors
o Cabinet members
o Group leaders
o Lead officers
Members of Parliament
Local media
Partner organisations
Parish/Town Councils

4
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We will primarily leverage our membership of the National Federation of ALMO’s
(NFA) and the work of their policy team to ensure our voice is heard at a government
and national level.
Methods of communication we will use:
Listed below are the methods we will use to implement this plan:
External media:
a)
b)
c)
d)

Maintain a high level of proactive and reactive communication with local and
regional media.
Proactively promote CBH’s projects that have an impact on residents and
communities.
Work with CBC to support their initiatives, when appropriate.
Monitor all media enquiries, responses and coverage to achieve balanced
media coverage and protect CBH’s and CBC’s reputation.

Website:
a)
b)
c)

Ensure service pages are correct and up-to-date.
Promote self-service for tenants and leaseholders so they can have a
positive experience of CBH’s services.
Publish stories on the news section that demonstrate CBH’s commitment to
putting customers, leaseholders and communities first.

Print Marketing:
a)

b)
c)
d)

Continue producing Housing News and Views magazine for tenants and
leaseholders. Use it as a platform to promote community news and the
support from stakeholders.
Produce reports e.g. Annual Report to highlight achievements and key
statistics from the previous year.
Produce supportive material for customer and engagement projects.
Where possibly, use recycled paper to support Colchester Borough Council’s
environmental policies.

Social Media:
a)
b)

c)
d)
e)

Have two-way communication with customers, stakeholders and staff.
Post proactive content demonstrating how tenants, leaseholders and
communities are benefitting from CBH’s services and projects that support
the strategic plans.
Share content from stakeholders and staff that support and promote a
positive culture in CBH.
Continue promoting partnerships with agreed organisations by sharing
content which involves CBH residents, staff and stakeholders.
Review successful content and work on having a focused social media plan
throughout the year.
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Internal Communications:
a)

b)

c)

Deliver a quarterly staff e-newsletter that shows we’re listening to staff
feedback, promoting a positive culture and working towards achieving CBH’s
strategic goals.
Send quarterly e-brief to councillors and stakeholders so they’re aware of
stories regarding resident and stakeholder engagement, and stories that
external media pushed. Focus on stories that promote supporting community
and value for money goals.
Ensure Board members receive communications and marketing so they’re
aware of methods being used.

Activity:
The following table demonstrates how the key messages can support CBH’s key priorities
over the next three years. The priorities support one or more of the key messages, and all
activities undertaken must benefit one of these.
Priorities

Future activities to support

•
Performance
and cost

•

Promotion of our performance against the HouseMark
benchmark which demonstrates good performance and
low cost versus other East of England housing providers.
Delivery of provisions in the Homelessness Reduction
Act through the Housing Options service
Communication on our compliance arrangements to
tenants and leaseholders through Housing News and
Views and our Annual Report and to councillors through
the quarterly eBrief
New compliance reporting arrangements for Board and
CBC Client team
Delivering a proactive Rough Sleeper Outreach service

•

Promote Peer Mentoring scheme

•

Continue supporting Streetlink

•

Playing a central role in supporting the Council to deliver
new council homes
Re-development of the Mercury Theatre
Delivering the Lighting of the Walls project

•
•

Compliance

•
Homelessness
and rough
sleeping
Role in new
build

•

CBC projects

Community
safety,
including ASB
& Partnership
work

•
•
•
•

Continue maintenance of the council’s operational
buildings, Town Hall and Colchester Castle.
Working with Essex Police to tackle Cuckooing and
County Lines.
Promoting ASB team and how they can help fight hate
crimes in communities

Key
Messages
supported*

1 and 4
3 and 5

All

2 and 3

1, 3 and 5

3 and 4

1, 3 and 4

3, 4 and 5
1, 3, 4 and
5

6
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•
Resident
Insight and
Engagement

•

Support community projects such as Box Smart, a boxing
initiative that engages with young, vulnerable residents to
take up boxing and have a positive focus.

1 and 5

Continue holding resident engagement events such as
Make A Difference Days and Resident Panel.

*Numbers reflect Key messages from page 4

How we will measure success:
By looking at the strategic communications aims and objectives, we can determine
successful communications with the following:
a) Reviewing the STAR survey and see how the delivery of the communication
strategy is working with CBH’s strategic goals to ensure tenant and leaseholder
satisfaction remains high and provides CBH and CBC with a positive image.
b) Work with the Resident Involvement Team to acknowledge residents’ views
throughout the year and see how communications can best support resident
engagement events going forward.
c) Monitor media coverage, review relationship and continue to work closely with
local media outlets to find the best ways of gaining positive coverage.
d) Analyse statistics of digital platforms to see what engagement there is across
the website, social media and e-newsletters.
e) Work with stakeholders and councillors to see if communications is meeting
their expectations.

7
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Appendix 2 –Communications Activity by Month
February
Content produced
• Transfer Incentive Scheme Leaflet
Press releases
• Colchester Borough Homes and Essex Police celebrate ten-year partnership
• Funding available to benefit local organisations and community projects
CBH News
• Fire Kills campaign
• COVID-19 (Coronavirus) update
Twitter
• 35 tweets published, 386 profile visits, 21.9k impressions
• Tweets which got the most engagement were promoting partnership work with
Essex police
Internal
• #WeAreCBH e-newsletter
Sent to all staff, received 56 unique opens
• Comms inbox to All Staff
 Staff Shoutout
 Staff Conference announcement
March
Content produced
• Covid Social Media Artwork – encouraging customers to stay safe.
Press releases
• Free Boxing Sessions Return for Colchester Young People (Before lockdown
announced)
• Colchester Borough Homes Shortlisted in National Awards (Before lockdown
announced)
• Colchester Borough Homes to offer support for rough sleepers and homeless
households during the COVID-19 (Coronavirus) outbreak
• COVID-19: Colchester Borough Homes continues to provide temporary
accommodation for rough sleepers
Twitter
• 29 Tweets published, 714 profile visits and 19.9k impressions
• Tweets which got the most engagement were International Woman Day and
actions taken to support rough sleepers during start of lockdown
Facebook
Most engaged posts included:
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•
•
•

This Sunday is International Women's Day - we're sharing why it's important to
celebrate this #IWD2020 #EachforEqual #WeAreCBH (6 March)
From tomorrow (18 March), the Greenstead Local Housing Office will be closed
to the public until further notice. If you require any advice or assistance, please
call 01206 282514 or email info@cbhomes.org.uk
We're aware those rough sleeping or living in shared spaces, like hostels &
supported accommodation, are at particular risk from the effects of #coronavirus.
Working with partners we are supporting them through this period – for more
information on how see http://ow.ly/pL2V50yThoz

Internal email communications
• Coronavirus (COVID-19): Updated Guidance, 10 March
• COVID-19 (Coronavirus) Update, 16 March
• Information and tips - COVID-19 response, 18 March
• Message from Dirk Paterson, Chair of the CBH Board, 20 March
• Working from home advice and arrangements, 23 March
• Message from CBH Chair and CBC Cabinet Member, 27 March
• Coronavirus and cyber security/data protection, 31 March
• Message from CEO, Coronavirus (COVID-19) update: 31 March
April
Content Produced
• Housing News and Views April
• HomeStep leaflets – Leaseholders and Tenants
Radio
• Dirk interview on Colne Radio – supporting vulnerable customers during
pandemic 14 April
CBH News
• Support for those suffering domestic abuse during the COVID-19 outbreak
• Colchester Borough Homes reminds tenants to only report emergency repairs
during COVID-19
• Housing News & Views – Spring 2020
Twitter
• 63 tweets published, 1,254 profile visits and 35.8K impressions
• Top tweets were promoting Essex Fire ‘Top Tips’ for fire safe home and
promoting volunteer groups who supported people that needed extra help during
the pandemic.
Facebook
Most engaged posts included:
• ASDA has launched a dedicated volunteer shopping card to help vulnerable
customers and those who are self-isolating and unable to go into store.
Customers can buy these shopping cards online, top up & give to family
members, friends or NHS volunteers to pay for shopping without using cash or
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•

•

bankcards, essential for reducing risk to our self-isolating customers. Shopping
cards can be bought at www.asda.com/volunteercard.
Women’s Aid know that COVID-19 will have serious impacts on the lives of
women and children in abusive households. They want to reassure survivors
they are here for you & are doing everything possible to support you during this
challenging time. http://ow.ly/E27450z8CGi
We’ve recently made some changes to our Community Housing Officer areas.
Community Housing Officers look after the area where you live. If you have
questions or comments about your tenancy, or where you live, contact this
person. For more info: http://ow.ly/lwUv50zpgOD

E-Newsletters
• Announcement that Garden Awards now open sent to tenants
Sent to 884 email addresses, 376 (44%) unique opens
• Tenant E-Newsletter April
Sent to 884 email address, 437 (49%) unique Opens
Internal email communications
• Message from Chair of the Board, Dirk Paterson – 6 April & 16 April
• Message from CEO, Coronavirus (COVID-19) update: 8, 17 & 28 April
• In other news… (Positive story about Medium term KPI’s) 24 April
• National One Minute Silence (For Keyworkers who had lost their lives to Covid –
28 April
May
Content Produced
• Covid services leaflet for officers to distribute
Press Releases
• Colchester Borough Homes partnership work continues to help make
communities safe for residents
• Colchester Borough Homes announces Community Fund winners
Twitter
• 34 tweets published, 555 profile visits, 23.8K impressions
• Top tweets were a thank you video from CBH staff to key workers and CBH
advertising properties on Gateway to Homechoice from Thursday 4 June
E-Newsletters
• Your Garden award entry reminder sent to tenants
Delivered to 873 tenants, open by 351 (40%) subscribers
Internal email communications
• VE Day – 4 May
• Message from CEO, Coronavirus (COVID-19) update: 7 May
• Coronavirus Update following PM announcement – 11 May
• Mental Health Awareness Week – 14 May
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•
•

Covid-19 update for Staff – 15 May
Message from Dirk Paterson, Chair of the Board – 22 May

June
Content Produced
• Your Garden Awards certificates and social media artwork
• Housing Management Services 19/20 Report
Press Releases
• Funding available for organisations and groups supporting communities during
Covid-19
CBH News
• Enter our Housing News and Views cover competition!
• Colchester Borough Homes housing and homelessness contact details for
resident enquiries
Twitter
• 34 Tweets, 560 profile views and 18.6K impressions
• Top tweets were promoting page which showed how services were impacted by
Covid (normal, disrupted or closed) and announcement of Community fund
E-Newsletters
• Colchester Borough Homes: Covid-19 (Coronavirus) update – emailed version of
letter sent. Delivered to 2,743 tenants, opened by 1,590 (58%). Reason this was
delivered to higher number of customers is because these email addresses
haven’t been provided for marketing purposes
• Developing new sheltered housing schemes survey
Delivered to a targeted list of 144 customers, received 100 (76%) unique opens
Internal
• 5 x Weekly Recovery Update. Sent every Monday afternoon.
• First Directors Live Event briefing to all staff – 3 June
• Black Lives Matter – a message from the Corporate Management Team – 19 June
• Directors Roadshow – 18 June
• Directors Live Event briefing to all staff – 30 June
July
Press Releases
• Colchester Borough Homes celebrate tenants’ commitment to their outdoor
spaces
CBH News
• Covid-19: How we’ll ensure your safety when staff visit
• Good Neighbour Awards 2020
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Twitter
• 30 Tweets, 558 profile views, 15.4K Impressions
• Top tweets were announcing the Your Garden award winners and covid security
measures in place
E-Newsletters
• Tenants E-news Delivered to 863 and opened by 376 (44%) tenants
• Councillor E-Brief Opened by 22 Councillors
Internal email communications
• 4 x Weekly Recovery Update. Sent every Monday afternoon
• Directors Live Event briefing to all staff – 14 July & 27 July
• Travelling Abroad update, 30 July
August
Content produced
• Housing News and Views August
Press Releases
• Colchester Borough Homes announces recipients of its Community Fund
• Colchester Borough Homes continues to protect Colchester communities
CBH News
• Could YOU be our new Tenant Board member?
• Tenant and Board member, Paula Goddard, shares how being tenant has made
a huge, positive impact on her and her family’s lives
• Housing News & Views – Summer 2020
• Colchester Borough Homes’ repairs service returns to a full service
• Share your thoughts on our services
Twitter
• 37 tweets. 744 profile views, 17.1K impressions
• Top tweets were supporting national housing campaign #HomesAtTheHearty
and a post promoting CBH’s ASB services
E-Newsletters
• Tenants E-news Delivered to 866 and opened by 324 (37%) tenants
Internal
• 4 x Weekly Recovery Update. Sent every Monday afternoon
• Together We Can - Community Recognition Award *NOW OPEN* - 5 August
• Directors Live Event briefing to all staff – 12 August
• Management courses at Colchester Borough Homes - 19 August

September
Content produced
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•
•
•

Annual report 19/20
AGM artwork
Management Agreement engagement artwork

Press Releases
• Colchester Borough Homes partners with Solo Housing to provide housing
needs for single residents
CBH News
• How our Rough Sleeper Outreach team has provided crucial support to
vulnerable residents
Twitter
• 35 tweets, 448 profile views, 14.3K Impressions
• Top tweets were Paula’s blog which supporting #HomesAtTheHeart campaign,
reminder of Streetlink and recent positive feedback for kitchen instalment
E-Newsletters
• Have Your Say on the Council's In-Person Customer Service (supported CBC
customer service review) Delivered to 880 subscribers and received 274 (31%)
unique opens.
• Could you be our new Tenant Board Member? Delivered to 881 subscribers and
received 321 (36%) unique opens
Internal
• Directors Live Event briefing to all staff – 10 & 28 September
• Covid-19 update – 21 September
• Important update following Government announcements – 23 September
• COVID - Important safety information for working at Rowan house – 30
September
October
Content produced
• Living in your community/Good neighbour leaflet
Press releases
• Funding available for local organisations and groups that support communities
• Colchester Borough Homes celebrates year of high customer satisfaction
CBH News
• We are installing a new computer system. Here’s what this means for you
Twitter
• 36 tweets, 625 profile views, 14.4K impressions
• Top tweets were winners of Good neighbour Awards, updated service status page
E-Newsletters
• We're installing a new computer system. Here’s what this means for you
Delivered to 3476 subscribers and received 1,755 (50%) unique opens.
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Internal
• HR and Wellbeing update – 5 Oct
• Transformation [Phase] - We need your help! – 9 Oct
• Important Update: Covid-19 restrictions – 13 Oct
• Directors Live Event briefing to all staff – 15 October
• Project Aurora daily countdown – 16 Oct
• Aurora daily comms – 19 Oct
• Project Aurora daily countdown – 21 - 23 Oct, 26 – 27 oct
• Project Aurora – Go Live – 29 Oct
• Joint update by CBH and Unison – 30 Oct
November
Press releases
• The winners of our annual Good Neighbour Awards are revealed!
• Colchester Borough Council announces five more years managing homes and
homeless services for Colchester Borough Homes
Twitter
• 36 Tweets, 675 profile views, 15.3K impressions
• Top tweets were winners of Good neighbour Awards, updated service status
page and the management agreement extension with CBC
E-newsletters
• COVID-19 (Coronavirus) update from Colchester Borough Homes Delivered to
2814 subscribers and opened by 1511 (54%)
• Councillor E-Brief Opened by 17 Councillors
Internal
• Update following Government's Covid-19 Announcement on Saturday – 2 Nov
• Project Aurora update – 12 Nov and 26 Nov
• Directors Live Event briefing to all staff – 19 November
• Important Update on Covid-19 Restrictions – 26 Nov
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Appendix 3 – Additional Data
News coverage
The below demonstrates the press coverage and unique views of releases on the
website. Unique views are the number of different visitors loading the page since being
uploaded to the website.
Story
Colchester Borough Homes and
Essex Police celebrate ten-year
partnership

Press Coverage
Colchester Borough Homes
award for decade of battling
anti-social behaviour | Gazette
(gazette-news.co.uk)

Unique views
on website
24 unique
views

Funding available to benefit local
organisations and community
projects

425 unique
views

Colchester Borough Homes to
offer support for rough sleepers
and homeless households during
the COVID-19 (Coronavirus)
outbreak

454 unique
views

COVID-19: Colchester Borough
Homes continues to provide
temporary accommodation for
rough sleepers

Colchester Council say they
will house rough sleepers amid
coronavirus outbreak | Gazette
(gazette-news.co.uk)

58 unique
views

Colchester Borough Homes
partnership work continues to help
make communities safe for
residents

Antisocial behaviour sees 5
properties in Colchester closed
| Gazette (gazette-news.co.uk)

40 unique
views

Funding available for organisations
and groups supporting
communities during Covid-19
Colchester Borough Homes
celebrate tenants’ commitment to
their outdoor spaces
Colchester Borough Homes
announces recipients of its
Community Fund
Colchester Borough Homes
continues to protect Colchester
communities

109 unique
views

Residents have been
46 unique
honoured Your Garden Awards views
| Gazette (gazette-news.co.uk)
34 unique
views
29 unique
views
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Colchester Borough Homes
partners with Solo Housing to
provide housing needs for single
residents

122 unique
views

Funding available for local
organisations and groups that
support communities

100 unique
views

Colchester Borough Homes
celebrates year of high customer
satisfaction

44 unique
views

The winners of our annual Good
Neighbour Awards are revealed!

24 unique
views

Colchester Borough Council
announces five more years
managing homes and homeless
services for Colchester Borough
Homes

Available on NFA website

87 unique
views

E-Newsletter traffic to website
Below are a list of e-newsletters which featured links back to the website.
•
•

April:
Announcement that Garden Awards now open sent to tenants
14 clicks to website
Tenant E-Newsletter April
125 clicks to website
May
•

Your Garden award entry reminder sent to tenants
9 clicks to website

June:
• Colchester Borough Homes: Covid-19 (Coronavirus) update
762 clicks to website
July:
• Tenants E-news
28 Clicks to website
August
• Tenants E-news
34 Clicks to website
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Traffic to website generated by social media
Between 1st February and 30th November:
Facebook generated 1,208 visits to website
Twitter generated 354 visits to website
Linkedin generated 32 visits to website

Social media overview
The below shows an overview of Facebook between 1 st February and 30th November.
Total page followers: In February, this was 831 and today the total number of followers
is 1,058 – an increase of 127 people.
The below graph shows the demographics of these followers.

The below demonstrates the total number of reach that Facebook posts achieved
since 1st February.
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Twitter
Twitter only shows audience growth over the past month. The current number of
followers is 2,481

13. Chairs Verbal Update
To Note

14. AOB
For Discussion
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