CBH Board Meeting
Schedule

Tuesday 23 February 2021, 5:00 PM — 8:00 PM GMT

Venue

Zoom

Notes for Participants

Members - if there are any items on the Consent Agenda that
you would like to move for discussion to the main agenda
please let the Chair and myself know by Monday 22nd
February. Otherwise the papers will be taken as read and
approved.

Organiser

Jo Paget

Agenda
5:00 PM

1. Welcome, Apologies and Quorum
To Note - Presented by Dirk Paterson

1

5:02 PM

2. Declarations of Interest
To Note - Presented by Dirk Paterson

2

5:04 PM

3. Consent Agenda:
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i. Minutes of Previous Meeting and Action Tracker
ii. Performance Pack
iii. Transformation Update
iv. Finance and Audit Chairs Report
v. Medium Term Delivery Plan
vi. Code of Governance
vii. Scheme of Delegation
For Approval - Presented by Dirk Paterson
5:09 PM

4. Notice of retirement of Board Member
To Note - Presented by Dirk Paterson

99

5:14 PM

5. Appointment of Independent and Resident Board Members
For Approval - Presented by Dirk Paterson

100

5:19 PM

6. Governance Structure & Committee Membership
For Approval - Presented by Dirk Paterson

101

5:24 PM

7. CEO Verbal Update
To Note - Presented by Gareth Mitchell

102

5:39 PM

8. Focus on Frontline - Nathan Suley - ASB Team
For Discussion

103

5:54 PM

9. Resident Voice – Engagement Report
To Note - Presented by Paula Goddard

106

6:04 PM

10. Housemark Presentation - Gerardine Murphy
To Note

116

6:24 PM

11. Community Plan Review - Karen Loweman
To Approve

132

6:34 PM

12. Fire Safety Policy - David Barthram
To Approve

160

6:44 PM

13. CBC/CBH Management Agreement actions and timings
To Note - Presented by Gareth Mitchell

182

7:04 PM

14. AOB
For Discussion - Presented by Dirk Paterson
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Colchester Borough Homes Limited
Minutes of the Hundred and Seventeenth Board meeting held on Microsoft Teams on Wednesday
9th December 2020 at 5.00pm
Present:
Dirk Paterson (DP)
Karen Smout (KS)
Gareth Mitchell (GM)
Cllr Lesley Scott-Boutell (LSB)
Paula Goddard (PG)
Cllr Tina Bourne (TB)
Julie Parker (JP)

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

In attendance:
Karen Loweman (KL)
Matt Armstrong (MA)
Geoff Beales
Jo Paget
Kate Dale
Mark Wicks
Gerardine Murphy

Director of Operations
Director of Business Improvement
Colchester Borough Council
Governance Officer
Senior Building Surveyor and Project Manager
Head of Asset Management
Head of ICT & Business Intelligence

1

Apologies and Quorum.

1.1

Apologies were received from Nigel Chapman and Lorna Preece, 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.

Consent Agenda

3.1

GM advised that questions regarding the consent agenda had been received prior to the
meeting which the Executive wished to address prior to the approval of the item
1. How concerned should we be about suspension of arrears management during
system changeover? KL advised that it was a risk that was evaluated when they
system went live, however the assurance to the Board was that at the time the old
system closed, CBH were handling collection of rent accounts and arrears very
well. KL advised that during the pandemic CBH had taken very careful arrears
action through giving advice and talking to tenants, through home visits, telephone
calls and regular communication.
2. I am concerned that use of this contractor on 100 Homes might impact Voids
management – it has been one of the KPIs needing improvement, so seems
strange to put it at risk? KL advised that ultimately this was a Council decision, but
CBH had been involved in conversations with the contractor who have provided
assurance that they will manage the project without impacting the voids work. KL
advised that CBH had weighed the risk against procuring a new contractor and
1

further costs and delays that would be involved with this and were confident with
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the decision to use the same contactor on both workstreams
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3. What is the likelihood that we will run ‘blind’ re compliance monitoring because of
move to new system? And for how long? KL advised that CBH still retained the
compliance information albeit in a different system to the Housing Management
system, which meant there was a backup.
4. What does ‘delay to internal audit on reconciliation methodology between old and
new system’ mean What was being reconciled and what is the impact of doing it
retrospectively? MA advised that CBH would use the internal auditor to check the
integrity of data across the two systems and this was scheduled to take place in
the new year.
5. Impacts and risks from the Aurora implementation are captured throughout the
MTDP and Strategic plan - are these all captured in one location re Aurora monitored by the Project Board etc? MA advised that he would answer this as part
of the CEO’s update later in the agenda
6. Lots of slippage to Aurora timelines - associated costs? (even if being picked up
by CBC) MA advised that he would answer this as part of the CEO’s update later
in the agenda
7. What is Asset Based Community Development? KL advised that this meant using
existing assets in the community such as people, properties, and organisations to
maximise their services to fulfil local needs. KL advised she would circulate a
short video to members to explain further.
JP raised a question with regards to voting through Convene and asked for the
governance process to laid out to all Members to ensure constitutional agreement and
3.2
decisions. The Chair advised that he would take this up with the Governance Officer and
CEO outside of the meeting and the process would be shared to members.
There being no objections or amendments the Board resolved to:
i.APPROVE the Consent Agenda and this was recorded on Convene. The consent agenda
included:
1. Minutes of Previous Meeting and Action Tracker
2. Performance Pack
3. Transformation Update
4. Finance and Audit Chairs Report
5. Resident Panel Chairs Report
6. Code of Governance Briefing
7. Mid-year review of Corporate KPIs
4.

CEO Verbal Update

4.1

GM highlighted the following to members:
i.

ii.

Since September CBH focus has been to keep services running where
possible which has been successful, as well as the implementation of a new IT
system, a successful management agreement review and several change
management projects within the organisation.
Housing Options team – GM advised that CBH were starting to feel pressures
on the frontline as more people were starting to present to the team, numbers
in Bed and breakfast were increasing and numbers in wider temporary
accommodation were increasing. GM reminded members that this impact was
starting before Landlords could evict tenants. GM advised that CBH had
secured additional Covid secure self-contained accommodation and were
working with the Council to release properties leased to another provider back
to try and release some of the pressures they were feeling.

2
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iv.

v.
vi.

vii.

4.2

Design and Construction Management team– GM advised the team continued
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to be busy with the Mercury Theatre Project and the Council garage
development sites. GM added that Elfreda House had secured planning
permission and the tender process for this project would start in the new year
with a plan for works to start in the spring.
Asset management – GM advised the team had been performing well albeit
the challenges with property access during the pandemic. He had advised that
the team currently sat at 47% of the programme whereas the target was 54%
at this point. He advised that a lot of procurement was taking place to make
sure that there was capacity to access buildings and deliver the works.
Repairs and Maintenance – GM advised the team continued to carry out
emergency repairs, and asked members to note the 100 compliance on gas
and actions arising from FRAs had been completed too.
Housing Management – GM advised the team were working closely with
council to highlight a priority list of customers for vaccine deployment, included
in this group would be rough sleepers, those in sheltered accommodation,
temporary housing and the frontline staff supporting these customers.
Brexit - GM advised members that key areas for CBH to focus on would be on
the increase in price of construction materials, which would affect the tender
process and Homelessness legislation changes for those that do not have
settled status.

Project Aurora Update
MA advised members the go live date for the new system was the week commencing the
26th of October
MA advised that CBH had received praise from Northgate for the amount of work
completed in the short time span of 344 days to be able to go live.
MA asked members to note that staff had been working 16-hour days and weekends to
achieve the go live, and due to concerns regarding burn out, the management team had
enforced rest between phase 1 and 2 and brought in extra consultant to support team in
phase 2.
MA advised that were still some snagging issues in phase 1, which meant the system
went live without some areas being tested. MA advised that staff had been using
workarounds whist remaining testing was completed.
MA advised that Phase 2 would incorporate asset management and planned
maintenance – with a first end date to tie in with year-end reconciliation and a final
completion date in July 2021.
Regarding the questions asked in item 3 of the agenda; MA advised that Project Aurora
had its own risk register which was presented to the Project Board at every meeting.
There were currently two red risks which were Risks on project – delays due to staff
sickness and delivery and interfaces not being fully tested prior to go live
MA advised that there had not been any real slippage on the project, certain areas had to
be re-scoped following initial consultation which changed timelines and he assured
members that the project was still within budget and monitored at board meetings.
The Chair asked for his and the Board thanks to be noted to all staff involved within the
project and for their dedication and hard work.

4.3

TB asked with regards to the Transformation Project, should a Board member be
attached for insight into its strategic and operational value? The Chair asked for anyone
interested to contact him directly or he would consider outside of the meeting.
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other agencies to support our tenants, i.e., mental health, C360, Signpost, Foodbank etc
with a feel for how these services are managing to assist in resolving complex issues and
any gaps in provision before or since COVID
KL advised that CBH had identified 2800 vulnerable tenants who required support. 2500
telephone calls were made within 2 weeks of the lockdown and most stated that they had
support and their records were updated accordingly. Contact was made with Colchester
Voluntary Services and Community 360 and they helped CBH with the delivery of 29 food
parcels, 54 prescriptions and 36 people were referred to Age Concern or the Essex
Welfare service. These organisations also received enquiries directly from our tenants
through the information we had circulated to them very quickly after lockdown.
4.5

KL advised that the main issues that CBH picked up were the sheer number of single
vulnerable tenants who had little activity outside of their home or support within their
homes as had no access to a mobile phone or wi fi. KL advised that CBH continued to
work with these tenants to gain extra support and to speak with them as to how the
pandemic has affected them. KL continued that the team have been setting tenants up on
digital access courses and referring them to Essex County Council for technology to use
within their homes.

4.6

KL advised that tenants with children at home during the lockdown had also been
affected as they did not have access to laptops or Wi-Fi, and CBH had worked with Essex
County Council and social care to get supplies of activities and laptops to where they
needed it.

The Board resolved to:
i.NOTE the CEO Verbal Update
5.

CBC/CBH Management Agreement Review

5.1

The Chair congratulated both CBH and CBC on the work on both sides for the hard work
and successful relationship which had secured the management agreement extension.

5.2

GM asked the members to note that there will be some formalities to be completed
following the approval and asked for their approval to delegate these formalities to the
Chair and the CEO to complete.

The Board resolved to:
i.APPROVE delegation to the Chair and CEO and this was recorded on Convene
6.

Focus on Frontline – Design and Construction

6.1

Kate Dale, Senior Project Manager, joined the meeting to speak to the Board about her
role within CBH and to welcomed questions from members.

6.2

PG asked if the new 2-bedroom units that were being built on the garage sites would be
big enough for those with children? KD advised that CBH had been limited with space so
the units would have one double and one single bedroom. She advised that there would
be some 3 -bedroom properties available on the Hardings Green site.

6.3

PG asked that when the team looked at the 3 bedrooms, did they factor in room for a
dining table? As this was important for family values. KD advised that this was considered
and placed on the lay outs.

6.4

PG asked whether residents could have input into the design of the kitchens? KD advised
the kitchens were designed when the sites went out to tender and were set to the CBH
standard.
4

6.5Meeting
KS asked about the relationship with CBC and how this could be improved? KD advised
CBH Board
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that she felt there should be a more joined up approach to working and working as one
company. She felt there were some concerns around communication in general as she
spent a lot of her time having to double check things or chase for answers.
6.6

JP asked if there was anything that the Board could to do to help change this? KD
advised that communication was key as she felt that CBH communicated well with CBC
but did not always get the communication back from CBC, and this was largely due to
other organisations being involved too.

6.7

DP and GM advised that this would be raised at the Board Away Day for discussion and
would be continued as a discussion at their 4-way discussion with Council and had been
highlighted in the new Management Agreement.

6.8

GB advised there were recognised communication issues and there should be one point
of contact within the client team. He advised they had interviewed for a programme client
officer who would manage the housing building projects and would have an update on
this shortly.

6.9

TB suggested that a new formal liaison protocol was put in place for CBC, CBH and other
subsidiary companies. DP advised that he, GM, and GB would take this feedback away.
DP thanked KD for her time and insight into the frontline

The Board resolved to:
i.NOTE the focus on frontline.
7.

Consumer Standard Presentation

7.1

KL presented to the Board – highlights of the presentation were to advise the Board on
Regulatory standards and the specific expectations and the outcomes that providers are
expected to achieve.
Questions from Members following the presentation were:

7.2

JP asked that as the voice of resident become even more important, how could CBH be
sure of low-level concerns (which could be measure of something bigger) that needs to
be addressed. Have CBH the eyes and ears to pick these up?
KL advised that CBH used the customer intelligence/insight information collected, mixed
with the true voice of the tenant using forums such as the residents voice panel and
Councillor feedback.

The Board resolved to:
i.NOTE the Consumer Standard Presentation
8
Resident Voice – Verbal update on changes and progress
8.1

DP introduced the item and advised this was a priority for the Board over the coming year
to promote the customer voice throughout the organisation’s activities.

8.2

PG advised that she and officers had been looking closely at the resident voice and
engagement. New members had been recruited to the panel and times of the meetings
had been adjusted to make them more accessible, with thoughts around having weekend
panels too.

8.3

PG advised that she and LP were working with officers on a contact us form for the
website where residents could make contact with them directly with any queries
5

PG also advised that she was attending marketing meetings with officers to look at
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customer insight information such as contact preference methods, and relevant
information in the Housing New and Views publication.
PG advised that the team were working with TPAS to build some bespoke training on
Tenant inspectors, and she had recently engaged in interviews with residents in
preparation for real time feedback to the Board at the upcoming away day. She advised
one of the key themes through these interviews was communication to the resident.
PG advised that she was keen to encourage Board interaction on social media and to
embrace complainants to be welcomed at Board meetings for direct feedback on how
CBH could improve.

8.7

PG advised that a new Resident Voice Board report was being worked on to assure
members on the engagement and impact.

8.8

LSB advised that she was working with officers to launch a west of Colchester Facebook
page to engage with CBH tenants through this channel.

8.9

DP advised that he like to see the customer data that was being collected to engage with
our tenants and would like to see this at the next Board meeting

The Board resolved to:
i.NOTE the update on Resident Voice
9
Complaints

9.1

GMur introduced the report and advised that The Housing Ombudsman’s Complaint
Handling Code (the Code), came into force on 1 September 2020 which required
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 highlighted a number of changes necessary for compliance with
the new Code, including an annual report for tenants and an updated complaints policy.

9.2

PG advised that she had three questions:
Was there any action being taken to make the complaints and compliments process more
visible on the website? GMur advised there was and this one of the recommendations of
the code to ensure visibility, and that the team were working on this to look at an initial
triage form, links to the complaint process through FAQ’s and clear accessibility
The policy refers to staff complaints, do we receive many staff complaints? GMur advised
that CBH did not received staff complaints but did receive resident complaints via staff.
Insurance Claims – how easy was it for a resident to access an insurance claim rather
than going through a complaints process? GMur advised that she would answer this
question offline as there had been a change to the Insurance process recently, as this
was a joint process with CBC.

9.3

JP noted that complaints related to CBC policies required ownership from CBH to
facilitate the customer enquiry to satisfactory resolution rather than being dismissed.
GMur said she would take this on board to engage with a process of feedback to the
Customer so they could understand more clearly.

9.4

DP asked a question around compliance with responding to complaints – as a 63% rate
of compliance did not sound good. GMUr advised that it was an improving picture, and
some complaints did take time to investigate due to complexity and staff absence could
6
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around this.
The Board resolved to:
i.NOTE complaint handling code
ii.APPROVE the complaints policy
iii. NOTE the Complaints Annual Assurance Report
10.
VFM Technology and investment plan
10.1

GMu introduced the report and the Chair advised he was happy for members to raise
questions by exception.

10.2

There being no questions the Board were happy to approve the VFM Technology and
investment plan.

The Board resolved to:
I. APPROVE the VFM Technology and Investment Plan
11.

Housing Enhancement and Repairs Budget

11.1

MW introduced the report and highlighted the 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
Questions by exception
11.2

11.3

JP asked how the balance was struck with regards to garage sites and there use for
housing or community need? MA advised that this an agenda discussion at every asset
management meeting and in brief where there was a housing need, development would
be considered rather than revenue from the site.
PG advised that a common query raised from residents was about kitchen cupboards and
the quality of materials. She asked do we consider quality and how long these items need
to last? And do we offer replacements if issues?
MW advised that good quality units were sourced and there was a good supply chain with
spares available for repairs

The Board resolved to:
I. APPROVE the recommendation to CBC Cabinet
12.

Update on Communications Plan

12.1

GM introduced the report and advised that since its review at Board in February 2020 CBH
response to the COVID-19 pandemic, resulted in a shift to a more reactive communications
approach.

7

12.2
GM advised that Covid had produced a busy period from a communications point ofPage
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as both external and internal communications had to provide accurate and timely
information on CBH response to the pandemic to drive change in customer behaviour while
also providing reassurance about our working arrangements as a company.

12.3

GM advised there were more developmental aspects of the Communications Plan that
had not yet been progressed due to the pandemic response, in particular in the areas of
resident satisfaction/positive image and stakeholder expectations.

12.4

TB advised that she felt that CBH did not ‘push’ themselves enough with regards to
promotion and was something that needed to be worked on. She advised the Board
should take extreme pride in the recent management agreement report that went to
cabinet, which was a glowing report and written by CBC officers.

12.5

LSB that her constituents who had regular dealings with CBH regarded CBH highly and
could differentiate from CBC.

12.6

JP advised that she felt the policy should address the website content as a whole and
address the CBH recruitment process.

12.7

12.8

DP asked regarding media coverage data performance as this was referenced in the
paper that came to Board in February. GM advised that CBH did not monitor this as was
not part of the current service level agreement.
GM advised that it had been recognised that the current Communications service
provided by CBC required review to define required resources and service provision. He
continued that it was for the Board to define their aspirations in order for the Executive to
scope the review.
GM suggested that this was looked at as part of the transformation project.

The Board resolved to:
I. NOTE the comms update
15.

Chairs Update

15.1

DP provided a verbal update to Members of his priorities for the year
1. To set in place a Governance structure which enables maximum engagement with
resident voice and understand the busines thoroughly and operations
2. Training and facilitation to ensure best governance practice
3. Board Member recruitment
4. Setting strategic direction - Where do we want to be in the next 5-10 years now
management agreement extension approved.

DP advised that members would be attending a Board Away Day the following week to
start to consider the future of CBH and its strategic aspirations following the extension of
the management agreement
The Board resolved to:
i.NOTE the Chairs Update
16.
AOB
No AOB was raised

Date of Next Meeting – 23rd February 2021
8

Via Zoom
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Action Tracker

Item

Action

3.2

Consent Agenda approval
process to be made clear to
members
Suggestion that A Board
Member should be assigned to
the Transformation Project for
oversight

4.3

8.9

12.8

DP advised that he would like to
see the customer data that was
being collected to engage with
our tenants and would like to
see this at the next Board
meeting
Communications service
provision to be scoped as part of
the Transformation project

Who

By When

Complete

DP/JP

Feb 2021

Advice sent with
Board Papers

DP

Feb 2021

Transformation
updates will be
received at
Performance and
Operations Panel
from April 2021

PG/JP

Feb 2021

Customer
Engagement
Report

GM
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COLCHESTER BOROUGH HOMES BOARD
Tuesday 23rd February 2021

Report Title

0003 Consent Agenda – 2. 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 and Safety Compliance.

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 Health and Safety Report
Executive summary
The purpose of this report is to inform the Board of the current status of activities relating to Health
and safety compliance.

CBH Board Meeting
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1. Compliance Assurance
1.1 Sheltered Schemes - CBH have 19 sheltered schemes, compliance 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/assessment

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
12
19

How many
properties
have been
assessed?
Compliant

19

19

15

15

19
19

19
19

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

Overdue visits
Non-compliant –
service/inspection overdue

12
19

2
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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
domestic dwelling, and what services are connected or installed at each location.

General Needs
Blocks/Housing
Type of
Service/inspection/assessm
ent

Number
of
propertie
s

How many properties
have been
serviced/inspected/asses
sed

Partially
compliant –
service/inspecti
on not overdue
but outstanding

Overdue visits
Non-compliant
–
service/inspecti
on overdue

5200

0

0

0

59

59

0

0

6,726

4,589

0

1,754

Hard-wired unit servicing
(annually with gas
servicing)
Fire safety inspections –
communal area inspections
completed by community
caretakers every 12 months
Blocks –

6,917

5,200

1,717

0

172

102

70

0

Stairwells -

464

264

200

0

Asbestos
surveys/inspections
2-Story blocks

365

360

5

0

3-Story blocks

136

135

5

0

Maisonette

302

302

0

0

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

Smoke detectors

3
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Electrical Installation Conditioning report (EICR)
The Councils Electrical Safety and testing policy (approved 2018) sets out guidelines to move to a
position where we ensure fixed electrical installations are inspected every 5 years/at change of
tenancy, in order to minimise risk of fire, injury or death (Electrical Safety and Testing Policy )
As of the 9th February 2021, there were 1,754 properties without an EICR within a 5-year testing
period on record.
Contractors have continued conducting the required testing works, the program is working at a
steady pace towards full compliance, current figures detail we are at 68.24%.
This programme of works is subject to tenants permitting access to their homes during a
nationwide lockdown due to Covid-19.
General needs flat blocks
The community caretakers continue to ensure that flat block communal area fire safety inspections
are completed, with 59.3% of the areas inspected in the current financial year.

1.3 Fire Risk Assessment (FRA) – Sheltered Schemes
Fire Risk Assessments

Number
of
properties

How many properties have been
serviced/inspected/assessed

Partially compliant
–
service/inspection
not overdue but
outstanding

Overdue visits

General needs blocks

433

433

0

0

Fire risk assessment

19

19

0

0

Non-compliant –
service/inspection
overdue

All CBH sheltered schemes and general needs blocks have an in-date Fire Risk Assessment in
place.

2. Accidents, Incidents and Near Misses
October 2020 incidents overview
20th October: A Tenant had a near miss fire incident involving a microwave and had to be
promptly removed from their smoke filled flat by staff to a place of safety.
After the incident the tenant moved as a temporary measure whilst their flat was ventilated due to
the extreme smell of smoke.
November 2020 incidents overview

4
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23rd November: Electrical contractors reported smelling gas from under the stairs in a tenant’s
property where the meter is located. Gas was shut off by contractors and Cadent was called out
and repaired the defect.
The gas leak was caused by deterioration of the cast iron supply pipe, Cadent are aware of this
and are in the process of rectifying this issue.
December 2020 incidents overview
6th December: Fire alarm was activated several times in quick succession at a sheltered scheme
flat, the tenant assured the Helpline operator that he was ok following cooking and that he had
opened windows before resetting the smoke alarm.
Less than an hour later the main building fire alarm panel was activated, the fire service was
alerted and attended and found the tenant has fallen asleep while cooking chips.
Helpline attended and an ambulance was called, the tenant was taken to hospital but later
released.
Both the ambulance and fire service raised safeguards on the tenant.
January 2021 incidents overview
1st January: Fire Brigade attend the same tenants flat as detailed on 6th December due to a
smoke alarm activation.
At first the tenant explained to helpline that he was cooking, and it had boiled over but there wasn't
a fire. This happened on three more occasions with the tenant confirming he was ok and that there
was no fire. On the next helpline alert the Fire Brigade was called as the tenant failed to respond.
The fire service attended and it was confirmed that there was a fire in the flat; an ambulance was
called to ensure the tenant was checked over.
21st January: Helpline received a fire alarm activation call from a sheltered scheme flat - fire
service was alerted and attended. Two fire engines were sent to the scene where it appeared a tea
towel had caught fire.
Helpline staff and VO attended the scheme to check the tenant was ok, the tenant wouldn't allow
staff to access the property but reassured all was okay.
28th January 2021: Tenant came out from their property and approached two community
caretakers whilst they were conducting an estate inspection of the communal areas. The team
raised concerns as the tenant’s flat door was displaying a note clearly stating that she had
suspected Covid 19 symptoms and all carers must stay away. This near miss has now happened
on several occasions.
Additional control measures and a change of working practices has now been implemented for the
community caretaking team.

5
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COLCHESTER BOROUGH HOMES BOARD
Tuesday 23rd February 2021

Report Title

0003 Consent Agenda - 3. 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

Four 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. Funding from reserves allocated to four projects is being utilised. Work has
started on the closure report and preparing recommendations on what projects to take forward.

Implications:
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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. Four 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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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 well underway with 23 properties already purchased, void work
and energy efficiency work is currently underway. Further funding has been agreed to bring
the RTBB properties (approx. 35 for 2020/21) up to an average energy B rating, matching
the standard on the 100 Homes project.
2.2 The supplementary project funding of £4.4m to deliver a range of energy efficiency works is
in its planning phase. Currently the team is recruiting for project managers to procure and
manage the works from April 2021.
Project 2 - Enhancing the use of IT
2.3 Laptop and mobile phone replacements have taken place for over half the workforce and
several digital solutions have been researched and implemented. The Asset Management
team have researched and purchased tablets for mobile use. An IT competency framework
has been developed for staff.
2.4 Consultation with customers around preferred contact methods and platforms has finished
with email and phone still being the dominant preference. Digital signature software is
being researched.

3
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2.5 The ABS finance system is currently being implemented and will be ready to use by the end
of February. This will digitise the finance function and bring CBH in line with CBC.
Project 3 - Delivering Gigabit Broadband
2.6 Detailed research and a recommendation being prepared for a pilot scheme to install smart
air bricks. AirEx manufacture the product which uses sensors to optimise air flow under the
sub-floor of properties, reducing damp and providing data to CBH on how properties are
performing. There is possible government funding available which is being looked into.
2.7 The Gigabit broadband network is now in place (CBC project) and discussions continue to
develop a costed model to bring superfast broadband to our tenants whilst providing a
stable and fast connection speed for other smart home devices.
Project 4 - Sustaining and enhancing community enablement
2.8 Relationships have been established with local community groups and support agreed
through the Asset Based Community Development model. Our most vulnerable Tenants
have been contacted and support signposted where required, a number of tenants are
receiving support on becoming more digitally active with help accessing online shopping,
doctor’s appointments and communicating (Facetime, Zoom etc) and some have now
received free IT equipment. Asset mapping has started in collaboration with CBC to assist
with widening our engagement.
2.9 Following a successful bid to draw from reserves, an additional £5k of funding has been
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
2.10 A Managers Network has been established and a new appraisal system has been
introduced. The Employee Assistance Programme (EAP) has been re-procured and
additional activities for staff arranged to promote physical and mental wellbeing. A number
of HR processes have been built into user friendly apps so staff and managers can assess
these areas more quickly. The additional budget requested from reserves to create elearning packages has been used to recruit a temporary role for 6 months to complete this
work.
Project 6 – Reducing homelessness
2.11 Scenario planning has been costed for the potential increase in homelessness. RSL’s and
letting agents have been contacted throughout the Borough to provide early intervention
and prevent evictions. Drop-in kiosk made available for customers who do not have access
to email or a smart device and further work is being completed on establishing virtual
interview booths

4
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Next steps

3.1 Four business cases requesting the use of reserves were accepted by the Finance and
Audit Committee as follows:
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.
iv.£20,000 to support the ‘Workforce Resilience’ project and People Plan to recruit a 6month fixed term ‘Digital Learning Officer’.
This funding has already started to be utilised.
3.2 Work has started on the project closure report which will be presented at the April Finance &
Audit Committee.

5
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FINANCE AND AUDIT CHAIRS REPORT TO COLCHESTER BOROUGH HOMES BOARD
23rd February 2021
Recommendations
The Board is asked to:
i.
ii.
iii.
iv.

NOTE the draft minutes and matters discussed at the Finance and Audit Committee on the
23rd of February at appendix A
NOTE the Committee’s approval of the External Audit Plan
APPROVE the 2021/22 Budget based on the Committee’s recommendation.
NOTE the Committee’s discussion regarding the 5 Year Business Plan Scenarios

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. Summary and recommendations from the Finance and Audit Committee
Luke Morris from Scrutton Bland attended the meeting to set out the External Audit year end plan.
The audit will be conducted virtually, as last year, and there are no new accounting standards CBH
are required to adopt. Luke took the Committee through the audit structure, materiality, risks and
pension forecasts and took questions from members.
The 2021/22 budget was re-presented to the Finance and Audit Committee for approval as the
Budget approved in December showed a budget deficit of £70k. Due to one late salary change and
one late business case approval, the final deficit figure now stood at £95K.
The Committee approved the changes
Scenarios to stress test the 5 Year Business Plan were presented and scrutinised by the
Committee. The proposals were:
1. Brexit Effects – This scenario would mainly affect material prices with a wide range of
estimates from the sector of between 5% and 30%. It was agreed to run 3 scenarios of 5%,
15% and 30%.
2. DCM contribution does not cover the General Fund deficit – Testing the plan on current
commissions and expected commissions will highlight the reliance on projects the DCM
team deliver to support the deficit.
3. Pent Up Demands for Maintenance – Running a number of scenarios for Tenants requesting
backlog repairs once repairs is back to providing a full service.
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The period 9 accounts were presented and scrutinised.
TIAA presented the internal audit progress report highlighting three completed audits:
1. Gas Servicing, Fire Safety, Electrical Safety, Asbestos and Lift Management Compliance
(Reasonable Assurance)
2. Management of Property Expenditure (Reasonable Assurance)
3. Corporate Governance (Substantial Assurance)
The strategic risk register was presented, and a number of emerging risks were discussed. A deep
dive took place on risk 261:
Health and safety risk to customers and public including unintentional breaches of legislation / best
practice, exposure to hazardous substances, failure to maintain housing stock and public buildings
to safe standard.
The Committee were assured the risk was scored correctly and was being properly managed.
Appendices:
•

Appendix A – Minutes of the Finance & Audit Committee Meeting 23rd February 2020
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Colchester Borough Homes Limited
Finance and Audit Committee – Wednesday 3rd February – 5.00pm
Teams Meeting
Present:
Julie Parker
Chair
Karen Smout
Vice Chair
Paula Goddard
Member
Nigel Chapman
Member
In attendance:
Matthew Armstrong
Cong Gu
Fiona Dodimead
Olufolake Mustafa
Luke Morris
Kirk Braker

Director of Business Improvement
Head of Finance
TIAA
TIAA
Scrutton Bland
Head of Repairs

1.

Welcome and Apologies

1.1

The Chair welcomed everyone to the meeting and no apologies were received

2.

Declarations of Interest

2.1

No declarations were raised

3.

Minutes of Previous Meeting and Actions

3.1

The minutes were accepted as being a true and accurate record of the meeting held on
2nd December 2020 and were approved by the Committee.

3.2

The following actions were noted as still needing completion
5.5(Dec 2020) - performance metric for management response to be added to the Audit
Charter – FD advised that she would action for the next meeting
9.7(Dec 2020) -Business Continuity Plan changes to be uploaded to Convene for
approval by Committee members – MA advised that the plan had to be re-formatted and
would be shared on Convene by 12.02.21
The Committee resolved to:
i.APPROVE the minutes from the meeting on 2nd December 2020

4.

External Audit Year End Plan

4.1

Luke Morris from Scrutton Bland introduced the report and the committee noted the
following highlights:

4.2

There would be no new accounting standards for CBH to adopt and work on this year
LM advised that he was aware of a change of finance systems that would require a bit of
extra work in terms of making sure balances had been properly moved across, but that it
should be a fairly straightforward exercise.
1
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LM advised he had met with CG last month and had noted there had been no significant
changes to the nature of activities within the organisation apart from the impact of Covid.
He advised that Scrutton Bland would be sending a across a list of basic requirements to
CG in advance of the field work starting.
LM advised that the structure and format of the audit report, forming the opinion on
statements, was developing and the report would be longer but also a more bespoke and
narrative document rather than a standard template.
Members were asked to note that no instances of fraud had been highlighted to his team
Materiality – LM asked members if there were any specific items, income items,
expenditure items or balance sheet line items that they would like the team to apply?
Risk Assessments – LM adviser that the presumption was that revenues were a high-risk
area but that he did not consider this high risk due to nature of CBH income
Pension Numbers – LM advised that the pension disclosures were largely driven by
actuarial reports so Scrutton Bland would perform a 3rd party verification on those
Going concern – LM advised that was less risky for CBH but all businesses had changed
since the pandemic. He advised that he would be looking at not just the balance at the
balance sheet date, but also giving consideration to the period after the balance sheet
date.
Risk of management overrides – LM advised that the team would analyse manual
journals and use intelligent data analytics to look at any thematics arising such as posts
which have been made at an unusual time of day.
LM advised that he would be particularly interested if any Members had any insight or
thoughts where they would like to see special interest, or if there had been particular risks
identified that we have not picked up on in the report
4.3

Questions from Committee
KS asked what the team would do to identify fraud? LM advised that as set out in the ISA
700 standard he would have to set out how capable Scrutton Bland were of detecting
fraud. He advised they acted as a watchdog who reported fraud if it arose in the audit
through internal systems and controls. LM explained this would be finance statement
fraud rather than operational fraud.
NC asked if there was a good relationship with CBC? LM advised that the report was
addressed to the shareholders so there was a relationship there, and he was liaising with
them on areas such as confirming costs and balances works and the pension reporting
side.
JP advised that in terms of materiality she would like to see accurate directors and
emoluments information due to the PR Impact. LM advised that there was very
prescriptive reporting on this subject and he gave assurance that this would be exact.
JP advised that in terms of Income recognition she realised a lot of CBH income was
straightforward, but there was income on the commercial side, which could be a risk if this
were not in synchronization with the Council.
JP advised that with regards to going concern, CBH had just secured a new management
agreement which should give some assurance around CBH as a going concern. LM
agreed and advised that this was noted.

The committee resolved to
i.APPROVE the External Audit Year End Plan

2
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Finance
5.i - Final Budget 2021-22 For Recommendation to Board following Cabinet
Approval
CG presented the report and advised members that the 2021/22 budget was represented to the Finance and Audit Committee for approval as the Budget approved in
December showed a budget deficit of £70k. Due to one late salary change and one late
business case approval, the final deficit figure now stood at £95K.
CG advised that that she wanted to bring this to members attention and for them to
approve the changes to which the Committee agreed.
5.ii - 5 Year Business Plan Scenarios –
CG presented the report and asked the Committee to comment on whether the proposed
scenarios were correct or if any other considerations needed to be taken in to account.
Scenarios presented to the committee were
1. Brexit Effects
2. DCM contribution does not cover the General Fund deficit
3. Pent Up Demands for Maintenance
Scenario 1 - KS asked if there was an estimate regarding how much ‘more than RPI’ was
or would this be more than one scenario? MA advised that CBH had looked at some of
the costs already and referred to the RICS trade body to look at their forecasts. He
continued that were certain projects which followed certain indices which might rise
slightly higher than the RPI. MA gave the example of the gas contract which was under a
different index than RPI.
MA advised that he planned to run 3 scenarios through the business plan using 5% and
30% and a figure in the middle which they could present back to the committee at a future
meeting
Scenario 2 - KS asked if there was a way to monitor how CBH were doing against the
minimum income? CG advised that income and expenditure was looked at on a monthly
basis and was scrutinised at quarterly Business Development Panel Meetings.
MA advised that historically there had always been difficulty in this area as the Council
would only commit to projects a year or two in advance, however there would be a good
indication of what the Council wanted to do next year during this coming month.
MA advised that development activities had been noted in the management agreement
discussions with the importance of getting these projects correct.
Scenario 3 - NC asked how CBH were now feeling about a possible backlog of
maintenance costs and whether this was manageable? KL advised that she felt this was
difficult to estimate, as the pent-up demand was probably not what it would have been,
due to tenants resolving issues themselves. She advised that the rough estimation was
that there will be additional demand but not the full complement of repairs that were there.
CG added that CBH were forecasting an underspend on repairs of £150k but had
overspent on the voids, so there had been an agreement with CBC to use the potential
return to make up the shortfall.
ii. Finance Update (Period 9 accounts)
CG advised that there were no surprises to note. There was a small surplus, but this had
been mostly driven by the pandemic.

3
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plan? CG advised this was because they had not envisaged the project being of the
ground at beginning of the year and had come about very quickly.
The committee resolved to
i.APPROVE the Final Budget 2021-22 For Recommendation to Board following Cabinet
Approval
ii.APPROVE the 5 Year Business Plan Scenarios
iii.NOTE Finance Update (Period 9 accounts)
6.
Internal Audit
6.1

FD introduced the report and advised in terms of progress they were on plan to deliver all
audits by the end of the financial year. She advised that there was one audit left to
schedule, the Northgate System, and they were in discussions with management to
complete this.
FD advised that one new fraud notification had been issued on Phishing.

6.2

OM advised that that the committee had received three final audits and welcomed
questions from members. Final audits issued were
1. Gas Servicing, Fire Safety, Electrical Safety, Asbestos and Lift Management
Compliance
2. Management of Property Expenditure
3. Corporate Governance
Audit 1 - KS noted that the fire register action stated ongoing, and asked TIAA how they
would monitor this? FD advised this would be monitored every 3-6 months to see what
progress was being made and they would identify over time if the action been
implemented
Audit 2 - JP asked if TIAA were in discussion with CBC about them accepting their
recommendations? OM advised she was, and they had accepted the recommendation.
Audit 3 – JP advised that she was assured by the audit and that CBH were in a good
place in terms of the BCP.
KS asked MA if the phishing alert would be shared through the organisation? MA advised
that a lot of activity had already been actioned throughout the organisation, especially as
CBC were subject to an attack in December.

The committee resolved to
i. NOTE the internal audit progress
7.
Risk:
7.1

i.Strategic Risk Register Review
MA introduced the report and highlighted the following
Currently one red risk (Risk 261) under the compliance risk category, which would be the
subject of a deep dive at this meeting.
RISK 242 (CBC/CBH has no working Housing Management System as existing system
ceases to function before new housing system is fully operational.)
MA advised that a new cause had been added as there was a risk regarding who could
make changes to the system, as staff could access and change the system. MA advised
that he was having on going contractual discussions with Northgate in terms of who would
carry out day to day updates and where potential liabilities stood, and that as a mitigation,
no changes would be made until an agreement is reached.
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MA advised that the emerging risks had been identified from the Board Away Day in
December.
MA highlighted number 16 specifically as there had been a recent incident where a tenant
had attacked the Chair of the Board through social media.
MA advised the committee that a new policy would was going to be put in place to mirror
the CBC policy and that CBH did monitor social media daily and inflammatory posts were
taken down quickly.
NC advised that there was a difference between a Councillor in the public arena and a
Board member who is not in the political arena. JP added that CBH needed to inform
members regarding holding social media accounts, the risks of this, and what CBH would
do to support them.
PG asked with regards to emerging risk “Tenant base becoming increasingly vulnerable,
needing more from us” how CBH ensured that community support during Covid did not
create toxic support for tenants? KL advised that CBH tried to intervene in the giving of
supplies, so they had control on it, and to not expose vulnerable households.
She advised that recent work with Community 360 had seen the volunteers collect and
pack goods and CBH staff had distributed.
MA advised that he would look at the mitigations of risk 231 to include tenant vulnerability.
KS suggested that an index of risks was made available to the committee for quick
reference and that emerging risks could be grouped together such as;
6 and 10 could possibly become a risk that addresses our ability to comply with the social
housing white paper,
9 and 13 highlighted extending CBH remit in the community, and should be noted as a
strategic risk to ensure focus due to the aligned objective with CBC

6.3

ii.Risk Register Deep Dive –
Risk 261: Health and safety risk to customers and public including unintentional breaches
of legislation / best practice, exposure to hazardous substances, failure to maintain
housing stock and public buildings to safe standard.
KB provided an overview of the risk to the Committee and welcomed questions. JP asked
the committee to consider the following to gain assurance:
The status of any gaps in control or gaps in assurance and the actions in hand to address
them.
KB advised that the action to work with CBH customers on health and safety consultation
and education, within the customer plan, had been delayed due to Covid and task and
finish groups set up for March would change the risk target for April.
Is the committee satisfied it has received assurance relating to the risk and whether the
report has provided positive, negative, or neutral assurance? – The Committee agreed
they had received positive assurance that the risk owner had full oversight and mitigations
in place and to be actioned were controlled
Is the risk categorised correctly? If strategic, what delivery plan objective does it risk not
being achieved? This risk is categorised under the customer plan and was recently
reviewed at Board in December 2020
5
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the risk owner what outcomes would be required for it to achieve its target risk. The
committee agreed that mitigations to be put in place assured a reducing trajectory but that
changes in legislation and expertise would always play a factor in an increase tigger.
Confirm as a committee whether it has been adequately sighted on the issues described
in the risk narrative through the report and, if not, whether more frequent or more detailed
reporting is required. The committee agreed they were satisfied, and more frequent
reporting was not required.
Note whether there is anything arising from the discussion that the committee and the
Board was not previously aware of and which fundamentally changes the risk position as
articulated Anything arising which board needs to know. The Committee agreed that no
exception reporting was required to Board.
Has the Board risk appetite been applied correctly? The Committee agreed that it had.
The Committee agreed that the deep dive checklist had proved useful in gaining
assurance on the risk.
The committee resolved to
i.APPROVE the Strategic Risk Register Review
ii.NOTE the risk register deep dive
8.

Governance Update

8.1

Jpag introduced the report and welcomed any questions

NC advised that he would like the SARS and FOIs responded to out of timeframe to also
be recorded as completed/not completed to make clear if there were any issues arising
The committee resolved to
i.NOTE the Governance Update
9.

AOB

9.1

No AOB was raised
End of Meeting

F&A Committee Action List
3rd Feb 2021
Action
5.5 (Dec 2020) performance
metric for
management
response to be
added to the Audit
Charter
9.7 (Dec 2020) Business
Continuity Plan

Who
TIAA

By When
April Meeting

MA

12.02.2021
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Year Business
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scenario modelling
to be brought back
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committee
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Emerging Risks –
i. KS suggested
that an index of
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available to the
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quick reference
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MA and CG

April 2021

MA

April 2021

ii. emerging risks
could be grouped
together
iii. Tenant
Vulnerability to be
added to
mitigations of risk
231
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COLCHESTER BOROUGH HOMES BOARD
Tuesday 23rd February 2021
Report Title

0003 – Consent Agenda 05 - Medium Term Delivery Plan 2018-22

Author

Gerardine Murphy, Head of ICT & Business Intelligence

Report Objective:

Matters to
note/Exception
Highlights

The Board is invited to consider and approve the CBH Medium Term
Delivery Plan 2018-22 (MTDP), including KPI targets and budgets for
2021/22.
None
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:
i. to APPROVE the CBH Medium Term Delivery Plan 2018-22 (MTDP), including KPI targets and
budgets for 2021/22.
Executive summary
Budgets and updates to key performance indicators (KPIs) for 2021/22 have been agreed by
CBC, pending confirmation from the CBH Board. The Board is invited to review and approve the
changes.
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Implications:
Strategic Plan

Regulatory/Legal

Financial/
Budgetary

Health & Safety
Risk Assessment

The Medium Term Delivery Plan forms an integral part of the CBH Strategic
Plan, which is focused on enabling CBH to fulfil the terms of its
management agreement with CBC.
Although there are no specific legal implications to this report, the Medium
Term Delivery Plan provides a framework through which CBH delivers its
management agreement obligations, including compliance with relevant
statutory and regulatory requirements.
CBH’s budgets for 2021/22 were agreed by Cabinet on 27 January 2021
and the proposed targets have been considered in the context of the
resources available.
Figures shown in the Financial Plan section were recommended to the
Board for approval by the Finance & Audit Committee at its December 2020
meeting and updated at its February 2021 meeting.
The MTDP gives prominence to compliance, enabling key health and safety
information to be brought to the Board’s attention as appropriate.
Performance against Delivery Plan targets is reported quarterly to the
Board and CBC. The reporting format places emphasis on highlights,
forward look, risk, issues and mitigation.

Specific provision has been made in the 2021/22 budget to cover risk
mitigation to enable CBH to fulfil its commitments to achieving strategic
aims.
Human Resources There are no specific HR implications to this report.
Equality and
Diversity
Value for Money

An equality impact assessment was carried out on the Medium Term
Delivery Plan in February 2018.
KPIs and targets have been chosen to represent the best balance between
cost and quality achievable within the available resources.
Environmental and There are no specific environmental and sustainability implications to this
Sustainability
report.
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Background
Under its management agreement with CBC there is a requirement for CBH to produce a Medium
Term Delivery Plan. The MTDP plays a central role in the company’s corporate planning and
review cycle and is the main vehicle by which CBH and CBC plan, deliver and monitor the
fulfilment of CBH’s management agreement obligations. It covers:
• CBH’s key priorities
• The resources available to provide the service
• Performance indicators and targets.
The management agreement states that the following elements of the plan are to be reviewed
annually:
• Performance plan
• Finance plan
• Resource plan.
The current CBH Medium Term Delivery Plan was agreed by CBC and Board in 2018 and covers
the period 2018-22. The forthcoming year is therefore the final year of the plan.
Updates to the Medium Term Delivery Plan
Updates to the MTDP were agreed at the joint CBH-CBC Principal Liaison meeting on 3 February
2021 and have been reviewed by the Portfolio Holder for Housing. The updated MTDP can be
found at Appendix 1.
Once agreed by the Board, the MTDP will be approved formally by CBC by letter in line with the
management agreement. Performance indicators will be updated with end-of-year figures when
available and the final version will be made available on the CBH website in April 2021.
Changes to key performance indicators for 2021/22
As in previous years, key performance indicators and targets for the life of the plan remain as
previously agreed unless there is a compelling reason for change.
Performance measures remain as agreed for 2020/21 with the exception of the housing options
indicator (percentage of homelessness applications accepted), which has been replaced by a
suite of 3 measures related to the homelessness and housing options service.
Targets for all KPIs have been reviewed in the light of current performance, which has in some
areas been significantly affected by Covid-19, and in the light of continuing uncertainty in this
regard. 2021/22 targets remain as previously agreed for 3 of the 8 indicators. Other targets have
been revised and in the case of the housing options indicators targets have not been set.
Details of the proposed changes to the indicators and targets can be found at Appendix 2.
Appendicies
• Appendix 1 – CBH Medium Term Delivery Plan 2018-22
• Appendix 2 – CBH Medium Term Delivery Plan 2021-22 KPIs
3
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Medium Term Delivery Plan
2018-2022

Author: Gerardine Murphy, Head of ICT & Business Intelligence

Version 1.4
April 2021
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Foreword from the Chair and Chief Executive
Our Medium Term Delivery Plan 2018-22 sets out the framework for delivery
and monitoring of services we provide on behalf of Colchester Borough
Council. We deliver a wide range of high-quality, low cost services, including
tenancy and property management for the Council’s tenants and
leaseholders, the housing options service, management of the Borough’s
public buildings and delivery of new projects.
Our aim is to deliver great services that make a difference and be the trusted
choice for local housing, property and community services. We will achieve
this by delivering services that are valued by our customers and serving our
communities. To do this we will continue to focus on customer satisfaction,
value for money and positive outcomes in the community, and we have a
number of other plans in place alongside this plan which set out how we will
develop as an organisation to support the services we deliver for the Council.
Dirk Paterson (Chair) & Gareth Mitchell (Chief Executive)
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Delivering our services – Performance Plan
2018-22
Customers
Our Customer Plan sets out how we plan to achieve our ambition of being
among the top 25% of similar organisations for customer satisfaction by
2022. We plan to do this by:
•
•
•
•

Communicating better with customers & promoting more effectively
the value of our services
Listening to customers consistently across our business and
translating customer insight into priorities & service design
Improving access to services
Empowering staff & supporting a customer-focused culture.

Major areas of focus to improve customer satisfaction will include upskilling
and empowering staff, using customer insight and feedback to improve
services and upgrading of systems and our online offering to support better
customer service.
Customer satisfaction %
We will monitor satisfaction at the point of service to ensure customers are
satisfied with the service they have received. We will monitor aspects of our
service such as repairs and maintenance, new tenants moving in and
property upgrades.
2017/18

2018/19

2019/20

2020/21

2021/22

Target

New

New

89.3

91

92

Result

New

87.4

92.8

93.6% (Q3
YTD)
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Repairs & maintenance
The next few years will present an increasingly challenging environment for
our repairs and maintenance service. Managing the impact on demand for
responsive repairs due to reductions in the capital programme will be a key
priority, and will mean working with the Council to implement a new repairs
policy and repairs standards.
We will also need to manage the impact on customer satisfaction of difficult
decisions due to budget pressures, for example the reduced fencing
programme.
We will continue to focus on delivering an effective service for our
customers by focusing on getting repairs right first time and improving
communications around repairs; we will be working on making better use of
technology, including how customers report repairs and how repairs are
scheduled and managed.
Our challenges will also include making sure we continue to attract,
develop and retain the best staff in a competitive environment. This will
help us ensure that our repairs service delivers value for money by making
the best use of our own team and our network of suppliers.
We will be managing the framework of new repairs & maintenance
contracts in place from 2017 and our focus will be on ensuring customers
are satisfied with the service delivered by our subcontractors. The new gas
servicing & repairs contract is expected to save in the region of £100K per
year.
The introduction of new wiring regulations from April 2018 will potentially
impact on training and rewiring costs and these will need to be factored into
resourcing of the whole service.
Repairs completed on time %
We will monitor the percentage of repairs which are completed within
agreed timeframes: 21 working days for routine repairs, 24 hours for
emergency repairs, 3 working days for urgent repairs and 3 months for
programmed repairs.
2017/18

2018/19

2019/20

2020/21

2021/22

Target

96.75

97

97.25

97.5

97.75

Result

98.0

98.3

97.81

99.4 (Q2
YTD)
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Housing options and homelessness
We will continue to provide high quality housing options and
homelessness services, working with the Council and partners to deliver
the local homelessness strategy.
Our focus will remain on reducing homelessness through early
intervention. The new duties under the Homeless Reduction Act will mean
increased homelessness prevention and relief activity and are likely to
result in higher demand for the provision of accommodation, as well as a
rise in associated costs. An increase in customer demand, reviews and
partner referrals will require the development of new partnerships and
improvement of existing ones.
A new co-ordinated approach to tackling entrenched rough sleeping will
mean a renewed emphasis on improved partnership working, more work
to identify those likely to end up on the streets and new service level
agreements with partners to tie in with grant allocation.
We aim to minimise the use of temporary accommodation and in particular
bed and breakfast accommodation. Our focus will continue to be on
minimising temporary accommodation costs while increasing the supply of
good quality alternative accommodation; this will include improving the
private sector leasing scheme and Homefinder offer through better service
provision, developing an effective landlord incentive scheme and setting
up a project steering group to include private landlords.
Homelessness acceptances %
In response to the Homelessness Reduction Act, during 2019/20 and
2020/21 we monitored the proportion of households for whom a Personal
Housing Plan (PHP) was been agreed where the actions outlined in the
PHP did not result in prevention or relief of homelessness and a full
homelessness duty was owed.
2017/18

2018/19

2019/20

2020/21

2021/22

Target

New

New

20

30

N/A

Result

New

27.8

29.9

33.2% (Q3
YTD)

N/A

For 2021/22, we will monitor the number of households where full duty has
been accepted, the number of homelessness preventions and the number
of households where homelessness was relieved.

Latest result
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acceptances

Homelessness
prevention

Homelessness
relief

139 (Q3 YTD)

128 (Q3 YTD)

87 (Q3 YTD)
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Housing asset management
Our challenge over the next few years will be to continue to provide high
quality homes in an environment of limited budgets. In response to
government policies, including rent reductions of 1% per year over 4 years,
the Capital Programme budget has been reduced by £2.25m per year for
the next 4 years.
Over the next few years our focus will be on implementing the Housing
Futures programme which will mean moving from a condition-based
investment programme to a planned approach. The revised programme will
only address retaining the Decent Homes standard and ensuring the stock
and surrounding estates are safe.
The team will be focusing on essential works: kitchens, bathrooms,
heating, rewires, windows, doors, roof replacements, footpath safety
repairs, asbestos removal and garage refurbishments.
We will continue to assist the Council in identifying medium term strategic
options for the stock under the Asset Management Strategy and we will
support the Council in ensuring the long-term sustainability of its 30-year
Housing Revenue Account Business Plan.
We will provide support to the Council on its ambitions for the development
of new homes.
Capital program elements completed on time %
We will monitor progress against the capital programme delivery schedule
agreed at the start of each year.
2017/18

2018/19

2019/20

2020/21

2021/22

Target

New

95

95.5

96

85

Result

75.4

66.3

96.1

55.7% (Q3
YTD)
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Housing management
Welfare reform will continue to have an impact on our customers and the
business, in particular the transition towards Universal Credit. Our focus
will be on supporting tenants to sustain their tenancies and maintaining
collection rates.
To do this we will continue to develop staff knowledge and skills, and we
will work towards a better understanding of the support needs of our
customers to help them sustain tenancies.
To maximise income collection we will develop our rent collection
processes, and by ending tenancies more effectively we will reduce the
money owed by former tenants.
We will improve community safety by working with partners and offering a
range of interventions to support victims of antisocial behaviour throughout
the Borough. Ensuring that estates and communal areas are kept clean
and safe will continue to be a high priority.
Providing high quality, efficient services to our leaseholders and
maintaining collection rates for leasehold service charges and capital
repairs will continue to be an important focus.
We will communicate more effectively to demonstrate to tenants and
leaseholders that we listen and improve services.
Our new Community Plan will set out how we will work to ensure
vulnerable residents can access the support they need, promoting health
and wellbeing and tackling financial and digital exclusion, ensuring better
outcomes for the community by working in partnership with others.
Rent collection %
We will monitor the rent collected from current tenants as a percentage of
the rent collectable plus any arrears at the start of the year.
2017/18

2018/19

2019/20

2020/21

2021/22

Target

98.5

98

98

98.2

98

Result

99.9

99

99.1

97.0
(Q3 YTD)
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Letting homes
We will be working with CBC to review the Colchester minimum standard
for newly-let properties whilst endeavouring to maintain customer
satisfaction.
We will start, amend and end tenancies more efficiently, minimising void
times and rent lost through properties being empty. A key priority will be
maximising the use of Council homes, for example targeting underoccupation by promoting mutual exchanges and encouraging tenants to
downsize where appropriate.
As well as carrying out our own works to vacated properties we will be
managing the voids contract with Mears which commenced in 2017; the
contract now covers insurance works and will speed up turnaround times
for empty properties.
Average days to re-let general needs properties
We will monitor the number of days taken to re-let vacant general needs
homes, including any days spent in capital works.

Target

Result

D0C00C~1.DOC

2017/18

2018/19

2019/20

2020/21

2021/22

25

25

25

24.75

25

24.3

25.50
(Q3 only
due to
Covid)

24.7

26.8
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Corporate asset management
We will continue to support delivery of the Council’s Corporate Asset
Management Strategy; this includes the completion of stock condition
surveys and resulting Building Maintenance Programme works. The team
develops and manages a planned programme of maintenance works
operating on a five-year cycle.
We will be working with the Council on the re-tender of its Planned
Preventative Maintenance contract for corporate buildings.
An important area of focus over the next few years will be enhancing the
effectiveness and value for money of the Technical Services team.
Corporate facilities repairs completed on time %
We will monitor the percentage of responsive repairs which are completed
within agreed timeframes: immediately in the case of emergencies, 24
hours for urgent repairs and 30 days for non-urgent repairs.
2017/18
2018/19
2019/20
2020/21
2021/22
Target

New

75

90

90

Result

63.1

95.5

91.0

87.0
(Q3 YTD)
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Compliance
We will continue to ensure that high-quality health and safety and risk
management frameworks are in place and that risks from gas, fire hazards
and asbestos are actively managed. We will implement best practice in
governance & risk management.
We will be completing works resulting from programme of Fire Risk
Assessments carried out in 2017.
Gas safety will continue to be a high priority; we will be managing the
Council’s gas servicing & repairs contract and implementing a new “MOT”
approach to gas servicing which has been in place since 2017 and is
expected to save in the region of £100K per year.
We will seek to maintain our accreditations for ISO 9001 Quality
Management, ISO 14001 Environmental Management, OHSAS
18001/45001 Occupational Health and Safety Management.
Gas compliance %
We will monitor the percentage of tenanted homes with a gas supply which
have a valid gas service certificate.
2017/18

2018/19

2019/20

2020/21

2021/22

Target

100

100

100

100

100

Result

100

100

100

100 (Q3)
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Financial plan
The management fee is set in line with the provisions of the 30-year HRA
business plan on an annual basis. In addition, we also manage General Fund
activities relating to Housing Options and Corporate Facilities Management.
CBH is allocated, year on year, capital expenditure to refresh the council
housing stock and carry out condition surveys and safety checks.
Our Business Development Plan will support us in our aim of generating extra
income to support our priorities and our sustainability as a business. Our
Value for Money and Technology Plan sets out how we will generate savings
and improve our services through investment in technology.
2018/19
£,000s
Turnover
Management fee
Capital works
Interest
Design & construction
management income
Other income
Total turnover
Expenditure
Housing management
Sheltered housing
Business services &
overheads
Housing options
Repairs & refurbishment
management
Facilities management of
public buildings
Corporate services
Revenue works
Capital works
Design and construction
costs
Risk mitigation
Total expenditure
Surplus/(Deficit)

2019/20
£,000s

2020/21
£,000s

2021/22
£,000s

9,274
2,160
10

9,442
1,814
10

9,936
5,096
0

9,953
7,016
0

0

0

1087

527

0
11,444

0
11,266

544
16,663

828
18,324

1,445
561

1,508
550

1,402
562

1,211
590

1,472

1,554

1,750

2,662

775

777

1433

1,399

1,837

1,861

2,011

1,487

215

217

631

676

287
2,693
2,160

289
2,696
1,814

320
2,422
5,096

300
2,576
7,016

948

402

16,575
88

100
18,419
(95)

11,444
0

11,266
0

The main reason for the 2021/22 deficit position is £100k provision for risk
mitigation and delivery of strategic priority commitments.
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Delegated budgets
2018/19
£,000s

2019/20
£,000s

2020/21
£,000s

2021/22
£,000s

6,250

2,753

3,672

5,331

1,399

1,728

1,795

1,795

12,500

13,000

22,000

16,500

1,917

1,917

1,550

1,550

Total works

22,066

19,398

27,467

25,176

Revenue delegated budgets

2,045

2,457

2,560

2,560

Total delegated budgets

24,111

21,855

30,027

27,736

Budget
Housing Investment
/refurbishment programmes
Revenue works
Corporate facilities - capital
works
Corporate facilities - revenue
works

D0C00C~1.DOC

13

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

Page 48 of 189

Resources plan
The Colchester Borough Homes Strategic Plan sets out how we will develop
as a business to support and enhance delivery of our services and provide
customer satisfaction, value for money and positive outcomes in the
community.
Our staff are our greatest asset, and our People Plan will focus on how we
can continue to be an employer of choice and get the best out of our staff.
We are constantly striving for efficiency in every area of our business and will
continue to focus on achieving even more with the resources available. Our
Value for Money & Technology Plan and CBH 2.0 transformation programme
will help us to make the most of the resources we have, including developing
our use of technology, embedding a new outcome-based approach to
performance management and redesigning services to generate efficiencies.
Our Leadership Plan will ensure we continue to develop the appropriate skills
and framework to support accountability and inspire trust in CBH as an
organisation.
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Monitoring Delivery
Delivery is monitored via a performance framework agreed with the Council
which encompasses partnership working, governance and tenant scrutiny,
regular planning and reporting, benchmarking with other organisations and
external assessment:
•
•
•
•
•
•

Council liaison: Quarterly meetings, performance data discussions,
Capital Monitoring Group, Asset Management Group
Reports and key documents: Monthly and quarterly performance
reports, KPI packs, statutory returns, annual report, standardised
tenant survey report
Tenant scrutiny: Resident Board members, Resident Panel, focus
groups, satisfaction surveys, tenant and leaseholder events
Internal scrutiny: Board and committees, panels, internal audit
Benchmarking: HouseMark, informal benchmarking with other
organisations
External assessment: third party organisations/bodies, e.g. Investors
in People.

Key performance indicators are monitored using a quarterly performance
review approach. This involves targets and detailed analysis for a wide range
of indicators and is shared with the Council as well as being reviewed
internally and benchmarked externally on a regular basis.
We are committed to supporting local decision making and accountability and
we will continue to support scrutiny by Council tenants as part of the coregulatory regime. Our Customer Plan and Leadership Plan set out how we
encourage and facilitate wider and more representative participation by local
residents in shaping the delivery of housing services.

D0C00C~1.DOC

15

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

Page 50 of 189

Related documents – the strategic framework
Colchester Borough Council Strategic Plan
We are committed to working with our parent organisation Colchester
Borough Council to share in the delivery of its vision for the Borough.
The Council’s Strategic Plan 2020-23 outlines its overall objectives for the
Borough. Colchester Borough Homes can make a significant contribution,
particularly to the following aims:
•
•
•

•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

Reduce carbon emissions to help achieve a net zero Carbon footprint
for Council Services by 2030.
Minimise the environmental impact of our activities.
Take an Asset Based Community Development (ABCD) Approach and
work alongside communities to build a borough where people are more
empowered, self-sufficient, healthy, active, happy and doing what they
enjoy.
Encourage belonging, involvement and responsibility in all the
Borough’s communities
Work with our partners to make volunteering and community
involvement as easy as possible.
Support people to live in healthy homes that meet their needs.
Supporting the most vulnerable residents through our One Colchester
partnership.
Work with Essex Police, Colchester Borough Homes, Essex Youth
Service and other partners to reduce anti-social behaviour and tackle
serious crime.
Work alongside our partners to improve cleanliness and community
safety in the town centre.
Work with partners to support victims of domestic violence.
Improve existing Council homes to keep them in good repair and
improve energy efficiency.
Improve existing Council homes to keep them in good repair and
improve energy efficiency.
Ensure all new homes are designed to a high quality across all tenures
Continue to improve and modernise available housing for older people.
Work with partners to Implement the 2020-23 Homelessness and
Rough Sleeping Strategy action plan.
Intervene early to prevent homelessness and work in partnership with
other organisations to sustain people's accommodation.
Tackle rough sleeping in the borough.
Enable economic recovery from Covid-19 ensuring all residents benefit
from growth.
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The Council has also set out a number of strategies and plans where CBH
has an important contribution to make, including:
•
•
•
•
•
•
•

Housing strategy
Homelessness strategy
Housing asset management strategy
Housing development strategy
Corporate asset management strategy
Environmental sustainability strategy
Community enabling strategy.

Colchester Borough Homes Strategic Plan
The CBH Strategic Plan 2017-22 sets out how we will develop as an
organisation over the next few years to support us in delivering great services
that make a difference. We aim to be the trusted choice for local housing,
property and community services, and we achieve this by delivering services
that are valued by our customers and by serving our communities.
To do this we will need to focus on customer satisfaction, value for money and
positive outcomes in the community; we recognise that we will need:
•
•
•
•
•

Excellent customer service
A smarter approach to the way we work
Increased income
Effective governance & leadership
Partnerships that deliver for our communities.

As well as the Medium Term Delivery Plan, we have a range of plans to
support our Strategic Plan priorities and make sure that we develop as an
organisation to support the services we deliver:
•
•
•
•
•
•

Customer plan
Value for money and technology plan
People plan
Business development plan
Leadership plan
Community plan.

Our Board, customers and staff will help us monitor progress against these
goals.
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CBH Medium Term Delivery Plan 2018-22
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Medium Term Delivery Plan 2018-22.docx
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Yes
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1.0
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March 2018

New plan approved by Board & CBC.
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1.1

Minor
changes

April 2018
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Minor
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Customer satisfaction %
This is a combined, weighted measure of satisfaction with responsive repairs in-house &
contractor, newly let properties, capital works, adaptations, gas repairs and servicing, customer
service centre, complaints and antisocial behaviour. Overall volumes for satisfaction data are
low for 2020/21 due to a combination of Covid-19 disruption and changeover of ICT systems.
For gas servicing/repairs and complaints, 2019/20 data has been substituted for indicative
purposes due to no data being collected during 2020/21.
2017/18

2018/19

2019/20

2020/21

2021/22

Target

New

New

89.3

91

92

Result

New

87.4

92.8

93.6% (Q3
YTD)

Repairs completed on time %
Pending resolution of data issues we are currently unable to provide accurate Q3 results. The
repairs service has undergone significant disruption during 2020/21 due to Covid including
restrictions to an emergency and urgent only service for much of the year. Due to the nature of
the work we have continued to be able to complete a high proportion of jobs in time.
2017/18

2018/19

2019/20

2020/21

2021/22

Target

96.75

97

97.25

97.5

97.75

Result

98.0

98.3

97.81

99.4 (Q2 YTD)
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Homelessness and housing options
In response to the implementation of the Homelessness Reduction Act, during 2019/20 and
2020/21 we monitored the percentage of households for whom a Personal Housing Plan (PHP)
was issued; where the actions outlined in the PHP did not result in prevention or relief of
homelessness and a full homelessness duty was owed.
2017/18

2018/19

2019/20

2020/21

2021/22

Target

New

New

20%

30%

N/A

Result

New

27.8%

29.9%

33.2% (Q3
YTD)

For 2021/22, we will monitor the number of households where full duty has been accepted, the
number of homelessness preventions and the number of households where homelessness
was relieved. As this is a demand-led service which is largely driven by external factors such
as the economic landscape and the availability of affordable housing, these indicators will not
have targets attached. Context such as the number of applicants and number of households in
temporary accommodation will support these measures.

Latest result

Homelessness
acceptances

Homelessness
prevention

Homelessness relief

139 (Q3 YTD)

128 (Q3 YTD)

87 (Q3 YTD)

Capital program elements completed on time %
Progress against the capital programme delivery schedule has been hampered by Covid
restrictions and in particular by refusals by tenants concerned about works taking place in their
homes. As a result of current restrictions, and a growing reluctance from tenants to allow
access to their homes, we have experienced a 16% reduction in the number of
completions over the last quarter and now estimate a maximum of 80% completion is
achievable against the 2020/21 target of 96%. Given the likelihood of potential prolonged
restrictions well into 2021/22 we estimate a similar trend and feel that an achievable but
stretching target for 21/22 will be 85% of capital elements completed. It is expected that the
completion rate will be slow to start as restrictions are gradually lifted nationally.
2017/18

2018/19

2019/20

2020/21

2021/22

Target

New

95

95.5

96

85 (previously
96.5)

Result

75.4

66.3

96.1

55.7% (Q3
YTD)
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Rent collection %
Government figures show local government Housing Revenue Accounts lost a combined
£165.8m in income between April and December 2020, mostly in the form of rent arrears. As
the full effects of the pandemic have yet to be felt both in terms of tenant’s incomes and on the
limitations on evictions for rent arrears, 2021/22 is likely to present an even more challenging
and unpredictable picture. HouseMark is forecasting that by the end of March 2021, the
average landlord will have arrears 33% higher than they would have been without the
pandemic.
2017/18

2018/19

2019/20

2020/21

2021/22
98
(previously
98.5)

Target

98.5

98

98

98.2

Result

99.9

99

99.1

97.0 (Q3 YTD)

Average days to re-let general needs properties
Empty property performance has been affected by Government guidance (Covid-19) for working
in empty homes. From March to September performance figures are excluded. Restrictions
remain in place impacting on performance such as trade supplies, work force absence and
leaving properties idle to reduce spread of infection. The number of properties available to re let
has declined significantly (No) which impacts on average times. We recommend a revised
target of 25 days.

Target

Result

30451E~1.DOC

2017/18

2018/19

2019/20

2020/21

2021/22

25

25

25

24.75

25 days
(previously
24.75)

24.3

25.5
(Q3 only due
to Covid)

24.7

26.8
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Corporate facilities repairs completed on time %
Difficulties in accessing corporate facilities due to Covid restrictions significantly affected
performance in Q1 and Q2, although during Q3 performance returned to expected levels.
Given the uncertainty of Covid restrictions we recommend a revised target of 90% for 2021/22.
2017/18

2018/19

2019/20

2020/21

2021/22

Target

New

75

90

90

90
(previously 95)

Result

63.1

95.5

91.0

87.0 (Q3 YTD)

Gas compliance %
Our as contractor has experienced some difficulties in gaining access to homes, due to fear of
spread of Covid infection. The guidance clarified that Health & Safety servicing remains an
essential service. The performance of the gas contractor has been exceptional this year to
maintain high levels of compliance.
2017/18

2018/19

2019/20

2020/21

2021/22

Target

100

100

100

100

100

Result

100

100

100

100 (Q3 YTD)
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COLCHESTER BOROUGH HOMES BOARD
Tuesday 23rd February 2021

Report Title

0003 – Consent Agenda 06 - Code of Governance

Author

Jo Paget
Jo.paget@cbhomes.org.uk

Report Objective:

The Board approved the adoption of the NHF Code of Governance in December
2020,therefore approval is needed for a new policy document, and a delivery plan
for compliance to be implemented

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.APPROVE The CBH Code of Governance Policy
ii.NOTE the action plan for delivery on the NHF Code of Governance

Executive summary
The Board approved the adoption of the NHF Code of Governance in December 2020, which therefore will
replace the current CBH Code of Governance. At Appendix 1 of this report is the new Code of Governance
Policy which sets out that CBH has chosen to adopt the NHF Code and the accompanying standards of
this.
To ensure compliance with the code the following process will be followed:
•

The Compliance Checklist will be reviewed by DMT and Governance to carry out a gap analysis,
this will highlight which areas will need concentration for compliance to be achieved and identify
those individual components that are not applicable to CBH.
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•

The first draft of the compliance checklist will presented to Board in May 2021, an update in
September 2021 and final compliance in February 2022

•

CBH’s Statement of compliance will appear in the 2021-22 financial statements

Page Left Blank
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Code of
Governance

Author: Jo Paget, Governance Business Partner

Version 3.3
January 2021
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1. Introduction & purpose
Governance is about how organisations ensure that they are doing the right
things, in the right way, for the right people, in a timely, inclusive, open, honest,
and accountable manner.
Governance comprises the systems and processes, and culture and values, by
which organisations are directed and controlled and through which they account
to, engage with and, where appropriate, provide leadership to their communities.
We are mindful of our duty to promote good governance for our tenants &
leaseholders and the wider community of Colchester. We have a range of
practice, policies, and governance documents in place to achieve this, alongside
our Memorandum & Articles of Association and our Management Agreement
with Colchester Borough Council.
At Colchester Borough Homes we recognise that:
•

Good governance leads to good management, good performance,
good stewardship of an organisation’s money, good public
engagement and, ultimately, good outcomes for residents and service
users.

•

Good governance enables organisations to pursue their visions in an
effective manner, as well as underpinning their visions with appropriate
mechanisms for control and management of risk.

•

All organisations should aim to meet the highest standards, and
governance arrangements should not only be sound but also be seen to
be sound.

Therefore, Colchester Borough Homes has chosen the National Housing
Federation Code of Governance 2020 which is built around the key values that
good governance is base on – accountability, integrity, openness and equality,
diversity, and inclusion. There are four core principles:
1. Mission and Values - The board sets and actively drives the organisation’s
social purpose, mission, and values and through these embeds within the
organisation resident focus, inclusion, integrity, openness, and
accountability.
2. Strategy and delivery - The board sets ambitions, plans and strategies
which enable the organisation to fulfil its social purpose and remain viable
and sustainable, and exercises demonstrable and effective oversight of their
delivery.
3. Board effectiveness - The organisation is led by a skilled and diverse board
which regularly reviews and capably manages its own performance and
effectiveness and ensures that it complies with this code.
4. Control and assurance - The board actively manages the risks faced by the
organisation, and obtains robust assurance that controls are effective, that
plans and compliance obligations are being delivered, and that the
organisation is financially viable.
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This Code of Governance will continue to evolve as we make the transition
to adopting the Code. We will, annually, review and report publicly on our
compliance with this Code of Governance and evolving guidance to ensure
that we remain at the forefront of good governance. When appropriate we
may also commission an independent review of our governance to ensure
that it is ‘fit for purpose’.
A statement of compliance with the new code will first appear in the 2021-22
annual report (financial statements) allowing the organisation to take the
2021-22 financial year to embed compliance.
For further information on our governance arrangements, please contact:
Jo Paget, Governance Business Partner, Colchester Borough Homes Rowan
House, 33 Sheepen Road Colchester CO3 3WG
 (01206) 282752
 jo.paget@cbhomes.org.uk
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Introduction
A code of governance sets out the standards that organisations can
reasonably be expected to achieve if they are to be well governed.
Typically, standards cover the role and membership of boards, the key
tasks involved in effective strategic leadership, and the checks and
balances necessary to protect the interests of stakeholders.

Many such standards are more or less
generic, and might sensibly be applied across
organisations in any sector. The distinctive
social purpose and funding model of NHF
members, however, call for a code tailored to
reflect the need to protect and promote the
interests of their residents and the communities
they serve, while safeguarding public and
private investment in social housing and
maintaining public trust in the sector.
For these reasons, this new 2020 code requires
those adopting it to make sure that:
• The views and needs of their residents and
other customers are at the heart of strategic
decision-making, as also reflected in the
NHF’s Together with Tenants initiative.
• There is robust oversight of measures to keep
residents, other customers and staff safe.
• Boards exert a firm grip of risk, including
thoroughly testing the impact of potential risk
scenarios on the organisation’s future plans.
Reflecting developments in the wider
understanding of good governance, we have
placed more emphasis than in previous versions
of the code on:
• Accountability to stakeholders, including
residents and other customers
• Equality, diversity and inclusion in
governance
• Environmental sustainability
• Organisational culture.

4

The code sets out four core principles, and
stemming from each is a set of requirements
with which organisations adopting the code
must comply, or give a reasoned explanation
as to why they do not. These requirements are
set out in the four sections under the heading of
‘Compliance: from principle to practice’. They
are phrased as a description of a compliant
organisation, and are designed to be specific
and measurable, such that organisations should
be able to identify and record evidence that
they comply with each one, and thus with the
code as a whole.
In preparing this code, the NHF has aimed
to strike the right balance between the need
for clarity, as against a wish not to be overprescriptive, nor to create unnecessary
requirements for its members.
The housing association sector is made up
of a variety of types and size of organisation
undertaking a range of different activities.
The code is designed to accommodate this
diversity, and those adopting it should apply
it in a way that is proportionate to the size,
complexity and scale of their organisation,
and should be able to demonstrate that they
uphold the four core principles. The additional
documents accompanying this code include
guidance on its application by different types
and size of organisation.
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Glossary of terms

‘Annual report’
when used in this code refers to the report accompanying an organisation’s
financial statements.
‘Annually’
is used where there is a requirement in the code for an action to be undertaken
at least once every year. This does not preclude it being undertaken at shorter
intervals if the organisation determines that this is appropriate.
‘Key stakeholders’
refers to the stakeholders the organisation determines to have the greatest
interest in it and what it achieves.
‘Other customers’
refers to people who use buildings, facilities, support or services provided by the
organisation.
‘Published’
Where there is a requirement in the code for certain information or documents
to be published, this means that they should be publicly available, whether on
the organisation’s website, or in a printed annual or other report.
‘Regularly’
is used in this code to mean reviewing at intervals which the organisation
determines are appropriate in relation to each specific matter; this may mean
as often as every three months, but at least every three years.
‘Residents’
refers to tenants, leaseholders, shared owners and others living in the homes
owned or managed by the organisation.

5
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The four principles
underpinning the code

1.

2.

The board sets and actively
drives the organisation’s
social purpose, mission,
values and ambitions, and
through these embeds within
the organisation resident
focus, inclusion, integrity,
openness and accountability.

The board sets ambitions,
plans and strategies which
enable the organisation
to fulfil its social purpose
and remain viable and
sustainable, and exercises
demonstrable and effective
oversight of its delivery.

Mission and values:

3.

4.

The organisation is led by a
skilled and diverse board which
regularly reviews and capably
manages its own performance
and effectiveness, and ensures
that it complies with this code.

The board actively manages the
risks faced by the organisation,
and obtains robust assurance
that controls are effective,
that plans and compliance
obligations are being delivered,
and that the organisation is
financially viable.

Board effectiveness:

6

Strategy and delivery:

Control and assurance:
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Principle 1
Mission and values
The board sets and actively drives the
organisation’s social purpose, mission and
values and through these embeds within
the organisation resident focus, inclusion,
integrity, openness and accountability.

Compliance:
from principle to practice
1.1 Mission: the board leads the organisation
in pursuit of achieving its social purpose. The
board sets the organisation’s mission and
values, and regularly reviews and reaffirms
their relevance.
1.2 Resident focus: the needs and safety of
the organisation’s current and future residents
and other customers are placed at the heart of
the board’s decision-making.
(1) There are policies, frameworks and
opportunities which enable, encourage
and support residents and other
customers to engage with, influence and
contribute to strategic decision-making.
(2) The board has access to insight into the
views and needs of the organisation’s
residents and other customers (including
insight into their concerns and complaints)
and uses this to inform decisions where
appropriate.1
(3) There are policies in place which
reflect that the safety of residents and
other customers (as well as that of the
workforce2 and the wider public) is
an overriding priority, and the board
regularly seeks assurance on their
operation.
(4) The organisation regularly reports to
its residents on how its commitments to
resident focus have been delivered.

1.3 Equality, diversity and inclusion:
the board demonstrates a clear and
active commitment to achieve equality of
opportunity, diversity and inclusion in all
of the organisation’s activities, as well as
in its own composition. It has policies and
statements which meaningfully demonstrate
this commitment, and sets priorities and
objectives for the organisation to achieve.
(1) The board seeks regular assurance about
how these commitments and objectives
are being delivered in practice, and tracks
progress against the priorities it has set.
(2) The organisation annually publishes
information about its work to deliver these
commitments and objectives, and the
progress it has made.
1.4 Culture: the board regularly considers
and defines the culture and behaviours that
will best enable the organisation to deliver its
mission and values.
(1) The board leads by example and promotes
the culture of the organisation.
(2) The board seeks regular assurance that its
desired culture and behaviours are being
enacted in practice in alignment with its
mission and values.
1.5 Integrity: the board, its members and
the organisation maintain high standards of
probity and conduct.
(1) The board adopts a formal code of
conduct to which all its members adhere.
(2) The board has clear policies and procedures
for its members to identify, declare, record
and manage any actual, potential and
perceived conflicts of interest.

1. See also 1.6 on accountability to residents and other stakeholders
2.See also 2.5 on workforce matters

7
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(3) There is a publicly available register
for board and committee member
declarations of interest which is reported
on annually to the board.
(4) Where there is a material conflict of
interest, any individual concerned
withdraws from the board’s discussions
and decisions on relevant matters.
(5) In the case of a fundamental or ongoing
material conflict, the board determines
whether the person concerned should
cease to be a board member.
1.6 Accountability: the board operates
openly and transparently, and demonstrates
accountability to key stakeholders including
residents, other customers, and partner
statutory bodies.
(1) The board publishes information annually
about the organisation’s activities,
performance and plans for future
improvements, which is accessible to its
key stakeholders and covers the matters
referred to in this code.
(2) The organisation systematically identifies
and regularly communicates with its key
stakeholders and receives feedback about
their views. In doing so it has regard to
the communication needs of the diverse
groups and communities it serves.

8
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(3) Opportunities and information are
provided for residents and other
customers independently to scrutinise the
work of the organisation and to hold it
to account, and the board reviews these
arrangements regularly to ensure that
they remain fit for purpose.
(4) The organisation publishes clear and
up-to-date information about its board
members, committees and governance.
(5) The organisation responds in a
considered, open and transparent way to
requests for information about its work,
activities, and decisions made by the
board; where it cannot provide certain
information, it gives clear reasons as to
why this is the case.
(6) The role of shareholders in the governance
of the organisation is documented and
understood.
(7) Organisations with open shareholding
publish their policy for the admission of
shareholders.
1.7 Reputation and trust: the board takes
into account in its actions and decisions
the importance of maintaining trust in the
organisation and upholding its reputation.
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Principle 2
Strategy and delivery
The board sets ambitions, plans and strategies
which enable the organisation to fulfil its social
purpose and remain viable and sustainable,
and exercises demonstrable and effective
oversight of their delivery.

Compliance:
from principle to practice
2.1 Strategy, resources and plans:
the board sets the organisation’s overall
direction and strategy in line with its
charitable, community benefit or other
constitutional purposes.
(1) The board sets financially sustainable
plans to ensure that the organisation
has the resources it needs to deliver its
strategy.
(2) The board gives specific consideration
in setting such plans to value for money,
financial sustainability, carbon neutrality
and environmental sustainability, and
social sustainability.
2.2 Structures: organisational and
governance structures support the delivery of
the organisation’s social purpose and strategic
objectives.
(1) Structures are designed to support
effective delivery and oversight of
strategy, are clearly set out, and are
regularly reviewed to ensure they remain
fit for purpose.
(2) The board considers regularly whether the
organisation’s purpose could be better
achieved through changes to its group,
governance or staffing structures.

2.3 Working with others: Within the
organisation’s overall corporate strategy
(or associated strategies and plans) there is
consideration given to whether and how active
cooperation, collaboration, joint working or
formal partnership with other organisations
could enable it to deliver its social purpose and
strategies more effectively and economically.
2.4 The chief executive: the organisation
has a chief executive, or equivalent, with the
delegated authority to oversee and manage
operational delivery of the strategies set by
the board.
(1) The responsibilities of, and delegations to,
the chief executive are clearly set out.
(2) The chief executive has a formal contract
of employment; this and the remuneration
under it are reviewed regularly, with
independent advice as required.
(3) The chief executive’s remuneration
package is set at a level which is
proportionate to the organisation’s size,
complexity, level of risk, and resources;
it is also aligned with the organisation’s
social purpose and wider reputation.
(4) If the chief executive’s contract is to
be terminated, any extra-contractual
severance payments or benefits are
approved by the board with the reasons,
costs and any reputational risks clearly
minuted.
(5) There is a formal process for the chief
executive’s annual appraisal, overseen by
the board or an appropriate committee.

9
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2.5 Workforce: the board ensures that its
workforce policies and practices support
the success of the organisation and reflect
its values and its commitments to equality,
diversity and inclusion.

(3) The board of a parent organisation in
a group structure has the responsibility
and the reserve powers to direct, and if
necessary, intervene in the governance of
its subsidiaries.

(1) The board has access to insight into the
views of staff, such that their opinions and
needs are understood, and influence the
board’s decisions as appropriate.

(4) The constitutional relationship and
arrangements between the parent and
each subsidiary including how oversight
and control will be exercised, are formally
documented.

(2) The board determines a strategy for
remuneration of the workforce which is
aligned to the organisation’s size and
complexity, and to its purpose and values.
(3) The board has policies on the safety and
wellbeing of its workforce and reviews
their effectiveness.
2.6 Performance: the board has
demonstrable oversight of the organisation’s
performance.
(1) The board exercises active and regular
oversight of delivery of strategies and
plans. This includes scrutinising key
operational and financial performance
information, and information concerning
resident insights and satisfaction.
(2) The board has assurance that the reports
it receives provide an accurate picture of
performance.
2.7 Group structures: organisations with
subsidiaries ensure that these entities
support and enhance delivery of the group
parent’s mission.
(1) Where the group parent is not a registered
provider, formal arrangements are in
place to ensure that any registered
provider subsidiaries remain compliant
with their own charitable or community
benefit purposes, and with regulatory
requirements.
(2) Where a subsidiary is to be or has been
established, the benefits, risks, and
relationship with the parent organisation
are reviewed by the board of the parent
beforehand and thereafter regularly.

10
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(5) The board of the parent approves the
group’s plans and budgets, and holds the
board of each subsidiary accountable for
the delivery of its objectives.
(6) The board of the parent considers and
determines whether and how this code
should apply to each of its subsidiaries.
(7) Where, within a group, there are people
who serve on more than one board, there
is guidance and documentation to set
out how board members must deal with
their overlapping responsibilities and any
resulting conflicts of interest.
(8) Where there is, within a group, a single
or common board which governs more
than one organisation, the organisation
has documented how its meetings will be
conducted, serviced and minuted.
2.8 Joint ventures and partnerships:
organisations that set up joint ventures
or partnership vehicles with external
counterparties ensure that these are in
support of their mission and objectives.
(1) There are formal documented
arrangements concerning the
accountability, performance, compliance,
risk management and governance of such
entities.
(2) The benefits and risks of such entities are
reviewed annually.
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Principle 3
Board effectiveness
The organisation is led by a skilled and
diverse board which regularly reviews and
capably manages its own performance and
effectiveness, and ensures that it complies
with this code.

Compliance:
from principle to practice
3.1 Roles and responsibilities: the statutory
and governance roles and responsibilities of
the board, of its individual members, office
holders and of others who work to the board
are clearly set out.
(1) The board elects or appoints a chair
with appropriate skills to be responsible
for leading the board and ensuring its
effectiveness.
(2) The chair of the board does not chair
and is not a member of the committee
responsible for audit, nor does the chair of
the board chair the committee responsible
for remuneration.
(3) Where there are executive board
members, the board formally records and
publishes policies about the role they play
on the board and committees, and makes
clear those matters for which they must
leave the meeting, or not participate in
debate or decision making.

(6) There is a clear, documented framework
setting out delegations to staff,
committees and subsidiaries.
3.2 Functions of the board: there is a record
of the essential functions and other matters
which are reserved for board decision and
cannot be delegated. In addition to matters
set out in law, statute, regulations and in the
organisation’s constitution these include as a
minimum:
(1) Setting and ensuring compliance with
the values, vision, mission and strategic
objectives of the organisation, ensuring its
long-term success.
(2) Establishing a culture that is positive,
focused on the needs of current and
future residents, other customers and
other key stakeholders, and embeds
equality, diversity and inclusion in the
organisation.
(3) Ensuring the organisation operates
effectively, efficiently and economically.
(4) Providing oversight, support, direction
and constructive challenge to the
organisation’s chief executive and other
executives.
(5) Appointing and, if necessary, dismissing
the chief executive.

(4) The roles of chair of the board and
standing committees (and those of vicechair or senior independent director as
applicable) are not held by an executive.

(6) Satisfying itself as to the integrity of
financial information, and setting and
approving each year’s budget, business
plan and annual accounts prior to
publication.

(5) Executives are not members of the
committees responsible for nominations,
remuneration or audit.

(7) Establishing, overseeing and regularly
reviewing a framework of delegations to
committees and staff.

11
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(8) Establishing and overseeing control and
risk management frameworks in order to
safeguard the assets, compliance and
reputation of the organisation.
(9) Holding to account the organisation’s
subsidiary boards, committees and
senior staff for the exercise of any powers
delegated to them.

external body, or directly elected, the
organisation ensures that those coming
forward have the necessary attributes and
qualities, and that they are aware of the
responsibilities of the role, including those
of exercising independent judgement.

3.3 Board composition: board members
have the attributes and time needed to govern
effectively, and each member exercises
independent judgement in doing so.

(3) The membership of board and
committees comprises people with diverse
backgrounds and attributes, having
regard to the diversity of the communities
the organisation serves and in line with
the organisation’s stated commitments to
equality, diversity and inclusion.

(1) The organisation determines, documents
and regularly reviews the board
composition best suited to its needs; in the
case of a group subsidiary, this may be a
matter for the group parent.

(4) People with direct lived experience of (or
particular insight into) the communities
served by the organisation are
meaningfully engaged in governance
structures.

(2) The board has between five and 12
members, including any co-optees and
executive members.

(5) Shareholders who are not board
members are supported and informed
to play their proper constitutional role
in the organisation’s governance and
in particular in the election of board
members.

(3) Executive board members, if appointed,
are in a minority on the board and in the
quorum for a board meeting.
(4) There is a dedicated senior board
member (normally a vice-chair or
senior independent director) with duties
that include appraisal of the chair
and assisting the chair to ensure the
effectiveness of the board.
3.4 Board election, selection and
appointment: the board has a diverse
membership with the collective skills and
attributes needed to govern effectively.
(1) The board understands, states and
regularly reviews the collective skills and
attributes it requires to be effective.
(2) Prospective board and committee
members undergo an open and meritbased assessment process to establish
their suitability. Where the organisation’s
constitution provides for one or more
board members to be nominated by an

12
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(6) The organisation annually publishes
information about the appointment of new
board members, and about the diversity,
skills and attributes of all the board
members.
3.5 Committees: committees are established
where the board determines that they will
enable it to exercise more effective scrutiny,
control or oversight of particular areas of the
organisation’s activity.
(1) Each committee has formally recorded
terms of reference approved by the board,
and reports regularly to the board on its
work and the exercise of any delegated
authority.
(2) The membership of committees is
determined on the basis of the skills,
attributes and diverse characteristics
which the board determines are
appropriate.
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3.6 Board remuneration: organisations
paying non-executive board members have
an objective mechanism for setting payment
levels. This will normally be the responsibility
of a committee responsible for remuneration,
using independent advice. Such payment is:
(1) Permitted by law and by the
organisation’s own constitution.
(2) Agreed by the board as being in the best
interests of the organisation.
(3) Aligned with the organisation’s social
purpose and wider reputation.
(4) Proportionate to the organisation’s size,
complexity, level of risk and resources.
(5) Linked to the role’s responsibilities, against
which performance is reviewed.
(6) Regularly reviewed, drawing on external
advice as necessary.
(7) Disclosed in the organisation’s annual
financial statements.
3.7 Tenure and renewal: tenure for nonexecutive board members (and independent
committee members) complies with the
organisation’s constitution and is managed so
as to enable the organisation to achieve an
appropriately skilled, diverse and independent
board membership.
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(4) A member who has left the board is not
re-appointed for at least three years.
(5) These provisions concerning tenure
apply to office held across all of the
organisation’s boards and committees,
and those of predecessor organisations,
including service as a co-optee.
3.8 Conduct of business: the board and its
committees conduct their business efficiently,
and on the basis of an appropriate level and
quality of information.
(1) The board has appointed (and is
responsible for the removal of) a company
secretary who is accessible to all board
and committee members and accountable
to the board for advising on governance
matters.
(2) Board and committee meetings are
quorate.
(3) Scheduled board and committee meetings
are based on agendas and documents
circulated well in advance. Decisions and
the main reasons for them are recorded in
the minutes.
(4) Urgent decisions between board
meetings are taken in accordance with
predetermined and formally recorded
arrangements.

(1) The board has a strategy for its own
renewal which is based on an agreed
statement of the skills, qualifications,
diversity and other attributes required.

(5) Meetings are fully inclusive and
accessible, with adjustments made as
necessary so that all members are able to
attend and participate.

(2) Where a member is at the end of a term
of office and is eligible for reappointment,
this is subject to considering the member’s
performance and skills, and the needs of
the board.

(6) Where meetings are conducted remotely,
arrangements are made and support
provided so that all members can fully
participate and contribute.

(3) Maximum tenure will normally be up to six
consecutive years (typically comprising
two terms of office), but where a member
has served six years, and the board
agrees that it is in the organisation’s best
interests, their tenure may be extended up
to a maximum of nine years.

(7) There is a policy and procedure setting
out how disputes and grievances involving
members of the board can be raised, and
how they are responded to.

13
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3.9 Board performance, review and
learning: the board reviews and seeks to
improve its performance.
(1) All boards and committees consider their
effectiveness annually and assess how
they conduct their business, including
their:
(a) Composition, skills, experience and
diversity.
(b) Effectiveness in role-modelling the
desired culture, values and behaviours
of the organisation.
(c) Governing instruments, delegations,
regulations, standing orders,
structures, systems and other formal
documentation as referred to in this
code.
(d) Timing and frequency of meetings.
(e) Format of agendas, quality and
scope of papers, minutes and
communications.
(f) Effectiveness of decision-making,
including how the views and needs of
key stakeholders, including residents
and other customers, have informed
decisions.
(g) Compliance with this code and legal
duties.
(2) These matters are regularly and formally
reviewed.
(3) All new board and committee members
receive a full induction.
(4) All members have an agreed programme
of ongoing learning and development
opportunities. This includes addressing
any needs identified through the appraisal
process.

3. See also 2.7 on group structures
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3.10 Member appraisal: a full, rigorous
and documented appraisal process for the
individual members of the board and its
committees, including the chairs, is carried out
at least every two years.
(1) The appraisal of the board’s chair is led by
a senior board member, informed by the
views of all board members.
(2) There is an appropriate process for
responding to under-performance by
individual board members, and to any
conduct which may breach policies or
codes.
3.11 Compliance with this code: a
compliance statement is published with the
annual report, with an explanation given for
any non-compliance.
(1) Where the formal constitution of an
organisation conflicts with the code, the
constitution takes precedence.
(2) Where a statement of non-compliance is
needed it sets out:
(a) The reasons for non-compliance, and
an explanation of how the relevant
principle in this code is being upheld.
(b) Summary plans for the achievement
of compliance, if applicable.
(3) Where an organisation has subsidiaries
which have not adopted this code, the
reasons for this are given3.
(4) All policies, documents and statements
referred to in this code are formally
recorded as appropriate and are regularly
reviewed.
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Principle 4
Control and assurance
The board actively manages the risks faced
by the organisation, and obtains robust
assurance that controls are effective, that
plans and compliance obligations are being
delivered, and that the organisation is
financially viable.

Compliance:
from principle to practice
4.1 Audit: the board has formal and
transparent arrangements ensuring that
the organisation is financially viable and
maintains both a sound system of internal
audit and controls and an appropriate
relationship with its external auditors.
(1) The board can have confidence in the
information it receives and there are
robust internal controls and systems for
business and control assurance in place
which are reviewed annually.
(2) There is a committee primarily
responsible for audit, and there are
arrangements for effective internal
control assurance and audit functions.
(3) The organisation’s external auditors are
independent and effective, and their
appointment is reviewed at least every
six years.
4.2 Audit committee: a committee exercises
independent scrutiny and challenge to
provide the board with assurance.
(1) The committee responsible for audit
meets regularly and its minutes are
available to the board.
(2) The committee exercises oversight of the
internal and external audit functions.

(3) The committee annually meets with
the external auditors with only nonexecutives present.
(4) The chair of the committee is a member
of the board and regularly reports to it.
(5) The membership of the committee
includes at least one person with recent
and relevant financial experience,
proportionate to the size and complexity
of the organisation.
4.3 Risk: the board retains ultimate
responsibility for risk management and
ensures that appropriate risk management
arrangements are in place.
(1) The board may delegate the detailed
scrutiny and evaluation of risk to a
committee.
(2) The board has a suitable risk
management framework in place; it
understands the organisation’s risk
profile and the effectiveness of key
controls.
(3) The board establishes and documents
its appetite for the risks the organisation
faces in pursuit of its strategy.
(4) The board ensures that the organisation
is resilient to the risks it may face, with
appropriate mitigations and a suitably
comprehensive, tested and up-to-date
business continuity plan.
(5) The board includes members with skills
and experience appropriate to the
level and type of risks faced by the
organisation.
(6) The board regularly reviews the risks the
organisation faces and how they are
being managed; this includes the risks
associated with activities carried out by
subsidiaries or partnership vehicles.

15

CBH Board Meeting

(7) The board regularly participates in
stress-testing its plans, to identify the
risks (or combination of risks) that may
pose a material threat to the viability of
the business and ensure that appropriate
mitigations are in place.
(8) The organisation’s annual report includes
a statement about the risk management
work of the board, including its
understanding of principal and emerging
risks and how these are being managed or
mitigated.
4.4 Compliance: in line with its mission
and values, the board retains ultimate
responsibility for the organisation’s compliance
with all legal, statutory, regulatory and
constitutional requirements.
(1) The board has a robust internal control
framework and has regular assurance
about the effectiveness of key controls
including controls to ensure compliance.
(2) The board has regular assurance about
compliance, including those requirements
relating to the health and safety of
residents, other customers and employees,
and to safeguarding.
(3) The board publishes an annual statement
setting out its approach to compliance
and internal control.
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4.5 Whistleblowing and confidential
concerns: there are clear and well-publicised
arrangements for members of staff and others
associated with the organisation to raise
confidential concerns with a designated nonexecutive member of the board (other than
the chair), where these are serious concerns
and cannot appropriately be raised through
the usual channels, and for these to be dealt
with through proportionate and independent
investigation as necessary.
(1) The board ensures that appropriate
whistleblowing policies and procedures
are in place.
(2) The board (or an appropriate committee)
regularly receives an account of matters
raised under these policies, and actions
taken in response.
(3) If a board member has concerns about the
board or the organisation that cannot be
resolved, these concerns are shared with
the board and formally recorded.
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The National Housing Federation represents housing
associations in England. Our members provide more
than two and a half million homes for around six
million people. And each year they invest in a diverse
range of neighbourhood projects that help create
strong, vibrant communities.

www.housing.org.uk
@natfednews
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COLCHESTER BOROUGH HOMES BOARD
Tuesday 23rd February 2021

Report Title

0003 Consent Agenda – 07 Scheme of Delegation Review

Author

Jo Paget – Governance Business Partner
Jo.paget@cbhomes.org.uk

Report Objective:

To review the Scheme of Delegation

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.APPROVE the Scheme of Delegation

Executive summary
The CBH Scheme of Delegation is reviewed every 3 years. This review has been carried out by
Governance and the Director of Business Improvement and minor amends have been made, which
include post titles and the removal of reference to the Trading Protocol which is no longer valid.
Implications:
Regulatory/Legal

The Policy provides a framework to delegate powers and those derived from
legislation. By adhering to the Scheme of Delegation the Company ensures
correct procedure and regulations are followed.
Financial/Budgetary Clear and accountable functions relating to the Financial Management of
Colchester Borough Homes
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Health & Safety
Risk Assessment
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Not Applicable
The Scheme provides a framework that facilitates efficient, effective and
transparent decision making with clear audit trails and effective risk assessment
and risk management.

Page Left Blank
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1. Purpose
The Scheme of Delegation (‘the Scheme’) ensures the Board of
Colchester Borough Homes Ltd (‘the Company’) has in place
arrangements for the efficient and effective conduct of its business,
both as a Limited Company and as an Arm’s Length Management
Organisation providing housing management services to the
residents of Colchester Borough Council (‘the Council’).
The Scheme provides a framework that facilitates efficient,
effective and transparent decision making with clear audit trails
and effective risk assessment and risk management.
2. Introduction
The Scheme is a key governance document. It outlines the powers
and duties of the non-executive directors (Board Members) and
senior officers. It is a vital tool that ensures decisions are made by
the right body – the Board, a Committee of the Board or an
employee of the Company.
There are three levels of delegated power within the Company:
▪ Board powers – including those matters that only the Board
may decide and may not be delegated, and specific powers that
are given to the Chair and Vice Chair(s) outlined in the Strategic
Scheme of Delegation (Appendix A)
▪ Committee powers – described in their Terms of Reference,
which are approved annually by the Board
▪ Employee powers – those of the Chief Executive and other
officers, outlined in the Operational Scheme of Delegation
(Appendix B).
3. Relationship with other governance arrangements
Delegation of powers does not waive any other governance
arrangement of the Company or the Council. In case of any
conflict, the Management Agreement with the Council and the
Company’s Memorandum & Articles of Association supersede any
delegations in this document.
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Where the Company manages affairs of the Council under the
terms of the Management Agreement, the Company and its
employees will have due regard to the Scheme of Delegation of
the Council.
The exercise of powers delegated through the Scheme will be
subject to the provisions of the Standing Financial Instructions,
Contract Procedure Rules, any instructions issued by the Director
of Business Improvement under these regulations and relevant
approved Human Resources policies and procedures.
The Scheme is supported by the Terms of Reference for each
Committee.
4. General delegation of powers
Under the Scheme, the Board reserves all powers except those
specifically delegated. These are outlined in the Strategic Scheme
of Delegation (Appendix A).
Under Article 231, the Board delegates to each Committee the
power to act pursuant to their Terms of Reference.
Under Article 23, the Board delegates to the Chief Executive of the
Company all Housing Services functions of the Council delegated
to the Company through the Management Agreement. These are
outlined in the Operational Scheme of Delegation (Appendix B)
5. Further delegation
Under Article 23, the Board delegates to the Directors of
Operations and Business Improvement the authority to take all
operational decisions for the effective management of their service
areas. These are outlined in the Operational Scheme of Delegation
(Appendix B)

1 “23.

(1)The Board may delegate any of their powers to any committee consisting of such
persons the Board considers fit to exercise such powers. They may also delegate to the
Chairman/or and vice or deputy Chairman or to any executive officer such of their powers as
they consider desirable to be exercised by him. (2) Any such delegation may be made subject
to any conditions the Board may impose.”
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6. Exercise of delegated powers
It is the responsibility of each Board Member and employee to
whom powers are delegated to ensure that the exercise of these
powers is undertaken within the boundaries of Contract
Procedures, Financial Regulations and all other legal and
procedural standards. If necessary, advice should be taken from
the Director of Business Improvement, Governance Business
Partner or another appropriate senior employee or advisor to the
Board.
Board Members and employees are reminded that they must
refrain from exercising a function where they have a personal or
financial interest.
Board Members are reminded that the Board Code of Conduct
must be observed when conducting business on behalf of the
Company.
7. Companies Act: Statutory Code of Conduct
The Companies Act 2006 includes a statutory code of conduct to
which all company directors must adhere. It consists of seven
general duties:
1. Act within powers
2. Promote success of the company
3. Exercise independent judgement
4. Exercise reasonable care, skill and diligence
5. Avoid conflicts of interest
6. Not to accept benefits from third parties
7. Declare interests in any proposed transactions or arrangements
Board Members must ensure that they adhere to these duties
while discharging their powers as outlined in the Scheme.
8. References
Companies Act 2006 Statutory Code of Conduct
CBH Scheme of delegation – January 2021
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9. Related documents
• Memorandum & Articles of Association
• Management Agreement
• Board Terms of Reference
• Finance & Audit Committee Terms of Reference
• Appointments & Remuneration Committee Terms of Reference
• Business Development Panel Terms of Reference
• Colchester Borough Council Scheme of Delegation
• Standing Financial Instructions
• Contract Procedure Rules
• Board Code of Conduct
• Operational Scheme of Delegation
• Code of Governance.
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Appendix A – Strategic scheme of delegation
A.

Powers and duties of the board

It is the responsibility of the Board, in accordance with the
Company’s Memorandum and Articles of Association, to manage
the business and exercise all the powers of the organisation in
accordance with the law.
The powers and duties of the Board shall include:
1.

Reserved powers

1.1

Appointing the Company’s bankers, internal auditors and
external auditors.

1.2

Reviewing and approving all policies and strategies included
within the Code of Governance (see Appendix C).

1.3

Approving the annual Management Fee and Delegated
Budgets request to the Council.

1.4

Approving the HRA Repairs & Maintenance budgets.

1.5

Recommending the HRA Housing Investment Programme to
the Council for approval.

1.6

Creating committees, approving of their terms of reference
and appointing members, including co-optees.

1.7

Appointing one or two vice-chair(s) of the Board and
determining the terms on which they are appointed.

1.8

Considering any action leading to the removal of a Board
Member and approving the suspension of a Board Member
for more than the initial eight-week period.

1.9

Delegating powers to any committee, the chair, vice chair(s)
or executive officer as the Board considers desirable and
determining the conditions to which the delegation is subject.

2.

Strategy and management

2.1

Developing the vision, aims and objectives for Colchester
Borough Homes, including the corporate values and
behaviours.
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2.2

Providing the company’s Chief Executive with sufficient staff,
accommodation and resources to carry out his/her duties.

2.3

Overall monitoring of the performance of Colchester Borough
Homes, to ensure successful service delivery.

2.4

Overseeing operations of Colchester Borough Homes,
ensuring:
(i)

competent and prudent management;

(ii) sound planning;
(iii) an adequate system of internal control; and
(iv) compliance with statutory and regulatory obligations.
2.5

Ensuring a robust risk management framework is in place for
the identification and management of risk, including
determining the risk capacity, profile and appetite for
Colchester Borough Homes.

2.6

Deciding the terms on which the Company provides services
or assistance to persons or organisations to further the
objectives of the Company.

2.7

Overseeing strategic workforce planning for the organisation,
approve any substantial changes to organisational structures
within Colchester Borough Homes and seek matching
approval from the Council’s Representative.

2.8

Ensuring compliance with the Equality Act 2010 and
adhering to effective equality and diversity policies.

2.9

Ensuring compliance with the General Data Protection
Regulation Act 2018 and any subsequent legislation
governing the security of data.

2.10 Making decisions about any functions that by law are the
responsibility of Colchester Borough Homes and have not
been delegated to a committee or an officer.
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3.

Budget, financial controls and contracts

3.1

Agreeing and reviewing the Management Fee arrangements
with Colchester Borough Council.

3.2

Deciding the terms on which the Company provides
accommodation for any other person or organisation.

3.3

Approving the write-off of bad debts above £10,000.

4.

Governance

4.1

Ensuring compliance with Company Law.

4.2

Approving and reviewing overall governance arrangements.

4.3

Ensuring an annual review of collective Board performance
and annual appraisals of individual Board Members.

4.4

Ensuring all Board Members declare any level of interest
affecting the business of the company.

4.5

Deciding whether a Board Member should remain present
during the discussion of an item where the member
concerned has declared an interest in that item.

4.6

In the absence of the Chair of the Board from a Board
meeting, appointing one Board Member as chair for that
meeting.

4.7

Deciding whether to allow observers to attend the Board
meeting and on what terms.

4.8

Deciding whether to exclude observers from any part of a
Board meeting where the Board considers the business is
private.

4.9

Exercising the duty to exclude an observer when considering
a possible personal benefit and the duty to exclude all
observers where the company has an obligation to treat
information confidentially.

4.10 Reviewing the minutes of committees at each Board
meeting.
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4.11 Monitoring compliance with the Board’s decisions, the
decisions of any committee of the Board, the decisions of
any Board Member and of the Directors Management Team
of the company.
4.12 Ensuring the company seal is used appropriately.
5.

Board membership and other appointments

5.1

Exercising the Board’s powers to make appointments to the
Board, in accordance with the Articles of Association.

5.2

Ensuring adequate succession planning for the Board and
senior management.

5.3

Inviting the Chair Appointment Panel to appoint the Chair of
the Board and agreeing the selection process with the
Council in accordance with the Articles of Association.

5.4

Appointing the Chief Executive with the consent of Colchester
Borough Council.

5.5

If one is desired, appointing a company secretary,
determining their remuneration and conditions, and removing
them from office.

5.6

Appointing any agent of the company and determining the
purposes for which and conditions on which they are
appointed.

B.

Powers and duties of the Chair of Colchester Borough
Homes Board

1.

Presiding at every Board meeting at which he or she is
present.

2.

Ensuring the efficient and proper conduct of the Board’s
business.

3.

Ensuring that the Board complies with the approved
governance arrangements.

4.

Agreeing the agenda for Board meetings.

5.

Making the casting or second vote, in cases where voting is
tied.
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6.

In cases of conflict of interest, deciding if a Board Member is
able to vote on a particular matter.

7.

Ruling on the right of a Board Member (other than the Chair)
to vote when that right has been called into question during
the Board meeting.

8.

Approving a request from an observer to take part in
discussions at a Board meeting.

9.

Suspending a Board Member from meetings for not more
than eight weeks during an investigation into an alleged
serious breach of their obligations as a tenant or a Board
Member.

10.

Ensuring that the Board delegates sufficient authority to any
committees and officers to enable the business of the
Company to be carried out effectively and to make sure the
board monitors these delegated powers.

11.

Acting on behalf of the Board on any issue which the Board
has delegated power to the Chair.
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C.

Powers and duties of the Vice Chair(s) of Colchester
Borough Homes Board

1.

Deputising for the Chair of the Board in his or her absence.

2.

In the absence of the Chair, suspending a Board Member
from meetings for not more than eight weeks during an
investigation into an alleged serious breach of their
obligations as a tenant or a Board Member.

3.

Undertaking such other duty as may be delegated by the
board or the Chair of the Board.

D.

Powers and duties of the committees

1.

Acting pursuant to the powers and duties set out in the
committee’s terms of reference given by the full Board.

2.

Agreeing any policies or strategies not reserved for Board
approval.

3.

Considering and recommending to the Board for approval
any policies or strategies reserved for Board approval.

4.

Requesting that a committee member remain present during
the discussion of an item where the member concerned has
declared an interest in that item.

5.

Deciding whether to allow observers to attend the committee
meeting and on what terms.

6.

Deciding whether to exclude observers from any part of a
committee meeting where the committee considers the
business is private.

7.

Exercising the duty to exclude an observer when considering
a possible personal benefit and the duty to exclude all
observers where the company has an obligation to treat
information confidentially.
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E.

Additional power of the finance & audit committee

1.

Authorising the write-off of bad debts up to £10,000.

F.

Powers and duties of the chairs of committees

1.

Agreeing the agenda with the lead officer of the committee.

2.

Ensuring that the committee conducts itself in accordance
with the Board Members’ Code of Conduct and its Terms of
Reference.

3.

Ruling on the right of a committee member (other than the
chair) to vote when that right has been called into question
during the committee meeting.

4.

Providing updates on committee activity to the Board,
verbally or in writing.

G.
Additional power of the chair of finance & audit
committee
1.

Approval of a virement between services of between £50,001
and £100,000.

H.

Powers and duties of the vice chairs of committees

1.

Deputising for the chair of the committee in his or her
absence.

2.

Undertaking such other duty as may be delegated by the
committee or chair of the committee.
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Appendix B – Operational Scheme of Delegation
See Operational Scheme of Delegation- which was last reviewed
in June August 2019
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1.2

Minor Revisions
on review
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Trading Protocol
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4. Notice of retirement of Board Member
To Note
Presented by Dirk Paterson

5. Appointment of Independent and
Resident Board Members
For Approval
Presented by Dirk Paterson

6. Governance Structure & Committee
Membership
For Approval
Presented by Dirk Paterson

7. CEO Verbal Update
To Note
Presented by Gareth Mitchell

8. Focus on Frontline - Nathan Suley ASB Team
For Discussion
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FOCUS ON CBH FRONTLINE –
Nathan Suley- Community Safety Manager- Team leader for ASB and Tenancy Sustainment

1.

Tell us about your job
I am the team leader for the community safety aspect of Colchester Borough homes. I lead the ASB services
and Tenancy sustainment service for our tenants and customers and am the main point of contact for Police,
other housing providers and council staff. I also provide an advice service for private customers in aspects
relating to ASB.
My team at present consists of 3 ASB officers and 2 Tenancy Sustainment Officer. One of the TSO roles
encompasses matters relating to Domestic Abuse and the Sanctuary Scheme.
It is my responsibility to ensure the safety and peace of the tenants within the community and to make sure
tenancies are sustained wherever possible.
Its also my responsibility to ensure we maintain a high customer satisfaction rate in terms of the service received.
I ensure that we as an organisation abide by the Public Sector Equality duty when it comes to all enforcement
action.

2.

How did you get into this role?
I was fortunate enough to work for Essex Police as a Police Officer. I was the Sargeant for a team that introduced
Team 10, a team of individuals designed to tackle ASB and street drinkers within the town centre.
I have 18 years of experience in both emergency policing and community policing, including problem solving. I
was also extremely fortunate enough to work closely with the Colchester Borough Homes ASB team and learnt
a lot about housing and the benefits of Tenancy Terms and Conditions.
When I heard that a vacancy was arising, I was lucky enough to possess all the required experience needed to
fulfil the role, including having the contacts within external organisations to make the role easier to provide a
service to the customers of CBH.
My previous role enabled me to have a very good knowledge and understanding of The ASB and Crime and
Policing Act. This is one of the main tools the team uses to combat ASB within the communities.

3.

What is the best part of your job?
I am extremely proud to be part of an organisation that is very much recognised and respected by all in the
borough.
I personally enjoy and take pride in making such a positive impact on a community by encouraging the change
of behaviour, or in extreme circumstances, evicting/closing a property. I love being part of a much bigger picture
and working as part of a team, for example the close working relationships that we have with Police, Open Road,
and internal agencies such as the Outreach workers makes the role even more enjoyable.

4.

What is the worst part?
At the moment, my frustrations are systems/IT based. I embrace change but sometimes this comes with natural
frustrations-NPS at this early stage is one. I am sure that with time will come confidence and ease of use.
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My only other frustration is due to court delays on possession hearings. The current COVID situation is bringing
delays and stays on eviction proceedings. Where we have built the trust in our tenants to report incidents and
we have taken appropriate action ie closures, the courts are failing to hear the possession hearings and thus
allowing the perpetrators of extreme ASB to return to their homes.

5.

What would you change about your role?
I am actual very happy in my role and cannot think of one thing that I would change. I love to get out and about
which is one thing as a manager is reduced and the customer face to face interaction. Other than that, I am very
happy with my role.

6.

If you could be CEO of CBH for the day, what would you do?
If I was lucky enough to be the CEO of CBH I would arrange for all employees of the organisation to take part in
a ninja warrior activity course. This would reiterate to all employees that we are part of one big team and no
matter your role, your contribution is part of the excellent service we provide

7.

Tell us something about yourself that no one else would know.
I have a Class 1 HGV licence

9. Resident Voice – Engagement Report
To Note
Presented by Paula Goddard
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NOTE the update and provide any feedback on the new format
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Virtual Meetings
Resident Voice Panel
The Panel met in November and
• received reports and presentations on the Resident Panel and Community
Initiative Fund for 2020.
• reviewed the Terms of Reference for the Resident Panel.
• received and feedback on a presentation introducing the CBH Engagement
Plan.

“Could MADD events include Resident Panel members?”
Housing Managers have been asked to include members once the MADD programme re-starts after the
Pandemic.
“Request for more info on Housing Officer identity. Request to promote the role of the Community
Housing Officer in the next edition of the housing news and views”
Tenants and leaseholders e-newsletter for February includes A day in the life of a Housing Officer - Colchester
Borough Homes (cbhomes.org.uk)
“Invite Chair of Board to next Resident Panel”
The Chair of the Board has confirmed attendance for the February meeting
“The Resident Voice needs it’s membership to reflect the “difference” among the 6000 CBH Tenants
and Leaseholders.”
An Equality Profile Audit of the current Voice membership will be undertaken and then compared against the
equality data for all CBH Customers and presented at the next meeting in February
Reading Panel
A CBH Reading panel was created to review the planned annual rent arrears letters that are generated by
colleagues at CBC. Ten CBH Customers offered a range of feedback whish was gratefully received and
considered by the project lead. This intervention gives both CBC and CBH the reassurance that the resident
voice is being considered as service is continually reviewed and improved.
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Training and Communications
Older Persons Services.
Annual Tenants Meetings took place at Plum Hall & Nancy Smith Close, Ivor Brown
Court and Winstree Court. A new approach was used, including writing to and
telephoning all residents to discuss local matters including health and safety,
community, and response to the pandemic.
A competition has been launched in sheltered accommodation for tenants to tell us their experiences of
lockdown as a poem, a short story, a letter, photo or drawing. Resident Board members will form the judging
panel.
Plans are in place to provide a Tablet(device) to all those Tenants and Leaseholders who offer their time as
Involved customers. They will also receive training and an annual allowance of data if this is required.
There will be a relaunch of the SQAA/QAA newsletter, providing updates and news on a quarterly basis. This
will create another layer of communication to keep these Tenants and Leaseholders motivated.
TPAS have been commissioned to deliver Board Member(readiness) training and Tenants Inspector Training.
We will begin the process of TPAS accreditation from April and will soon confirm how our involved customers
can access the TPAS online training suite.
The Chair of the Residents Voice is working with the Head of Assets to produce ‘how to’ videos for YouTube to
highlight repairs that residents are responsible for and which areas CBH are responsible for, as well as a Fire
safety video for YouTube to support the Health and Safety team
Housing News and Views due for the spring will feature
•
•
•
•
•

Launch of the Resident Voice
Resident Voice Dates
Launch of Your Voice
Blog from resident Board member covering topics from a recent Resident Voice Panel
Leaseholder Focus Group Dates

General Updates
Community Groups seeking local storage space.
Two local groups have recently sought support with storage space from CBH. A
Colchester based gardening group and a local clothes swap charity have enlisted the
support of their local ward councilors. CBH have offered rent free storage space for the
rest of the financial year and plans to support beyond this.
CBC Community Enabling Team
Our Engagement Officer now meets the CBC Community Enabling Team on a regular basis. This joint working
approach is proving beneficial in the sharing of information and planning of development projects in the
community.
Kurdish & Somali info session
The Engagement Officer has completed Kurdish and Somali information sessions delivered by the International
Organisation for Migration. These highly regarded and comprehensive information sessions will create a finer
understanding of the unique characteristics of each community, who may already be CBH Customers.

CBH Board Meeting

Page 110 of 189

Marketing and Engagement
Resident Voice
The Chair and Vice Chair of the Residents Voice Panel are keen to attract more Tenants and Leaseholders to
add their voice
The Chair has been meeting with officers as part of a Marketing and Engagement Task group to identify ways
to extend CBH reach. Areas being discussed are:
•
•
•
•
•
•
•

New branding and launch
Making residents voice more visible on web page
Giving a more inclusive feel to all platforms
Launching email address direct to the Chair and Vice Chair of the panel for residents to connect with
the board directly
More visual on social media and more sharing from board members
Vlogs from The Chair, Vice Chair of the panel and other residents to be shared on social media/ you
tube
Identify tenant preferred method of communication and preferred publications to ensure maximum
exposure. – see Appendix 1

The Residents Voice Panel were also consulted on ideas

“Some CBH Customers do not know the Resident Panel exists”
The Marketing and Engagement Task group was formed and the resident voice will be the main feature of next
Housing News and Views
“Consider delivering Resident Panels at different times, consider a weekend.”
As from the February Resident Voice meeting, participants will be given a choice of three start times, to
determine best fit. A weekend Resident Voice is being planned in the summer.
“The Resident Panel would like to meet other CBH Customers, consider pop-up community events”
Engagement Officer will action these once restrictions allow
“Make Resident Panel less formal, coffee and conversation approach”
This will be actioned once restrictions allow.
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Customer Engagement Insight Information

To demonstrate an understanding of CBH’s customers and how is best to communicate with them,
the following processes have been used:
Mosaic Data profiling - Mosaic is a platform which uses the addresses of customers to give an
insight into their commonly preferred method of communication, and other media traits associated
with people in a similar group.
Website Data - How customers are using the website gives a clear path into what’s currently
popular, what could be improved and scope for new initiatives. By tracking the customer journey, we
can bring target which pages need more awareness, and find areas which need more attention.
CBH Engagement Data - CBH holds useful data which can help us better understand who the
customers. By understanding this data, we can cross reference with the above two processes to gain
insight into specific customer behaviour and how this impacts communications.
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Results from Mosaic Data Profiling
The data below provides an overview of the top 5 groups of customers and their preferred method of
communication, with 1 being most preferred and 6 being least.

Older
tenants
(75+)
Family with
children
(25-40)
Single
renters
(50-60)
Rural
renters
(46-50)
Younger
renters
(18-25)

No.
Households
1,678

% total CBH
Customers
28%

Call to
Landline
1

Call to
mobile
5

email

post

sms

4

2

6

No
contact
3

1,291

25%

3

2

4

5

1

6

1,000

21%

2

1

4

3

6

5

520

7%

4

6

2

3

5

1

455

6%

5

2

4

6

1

3

The results clearly demonstrate to need to carefully plan how messages are communicated to
different groups.

How are tenants accessing the news?
On average, 56% of tenants read the paper copy of newspapers &
magazines. However, on average 13% still access them on a website
using their computer and 9% access them on an app/website using
their smartphone.
This shows a strong preference for physical forms of printed media,
such as letters and Housing News and Views.

Overview of Tenant’s internet activity
81% of tenants use the web to access social networks. An average of
61% use it to access government websites and 56% use it to view
magazines and ezines. An average of 30% use it also to find local
information.
This shows the importance of using social media and using the CBH
website to promote information.
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Overview of Tenant’s social media preferences
An average of 56% of tenants Facebook and 55% to use Google. An average
of 18% use it to access Instagram and 16% Twitter. An average of only 8%
use it to access LinkedIn.
This demonstrates there should be a continued focus on pushing content on
Facebook and ensuring the website is utilising Google’s search algorithms in
the best way possible, to bring up relevant pages that correspond to
customers’ Google searches.

Newspaper preference
The daily newspapers that are more likely to be read to by tenants than the
national average are The Sun (27% vs 22%) and the Daily Mirror (15% vs
14%).
Although the averages of tenants reading the other selected papers are lower
than the national average, Metro and Daily Mail are still close to 20%. The
results suggest a style of writing as seen in the top three newspapers would be
appropriate to utilise for CBH publications.

Results from Website Data
The following data shows data from four pages which should be encouraging engagement with
customers. These pages are:
• Home Page
• Resident engagement Page
• Support in the Community Page
• News
Data is also available for the About Us page, which features prominently on the home page. The data
shows the average number of new and returning visitors each month between Jan-Dec 2020, and the
average amount of time spent on the page.
Home Page
New Visitors
• Average number of unique page views: 836
• Average time spent on homepage: 40 seconds
Returning Visitors
• Average number of unique page views: 603
• Average time spent on homepage: 47 seconds

Residents Engagement Groups
New Visitors
•
•

Average number of unique page views: 14
Average time spent on page: 2m39s

Returning Visitors
• Average number of unique page views: 7
• Average time spent on page: 1m22s
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Support in the community (Launched in June 20)
New Visitors
Average number of unique page views: 27
Average time spent on homepage: 4m52s
Returning Visitors
Average number of unique page views: 603
Average time spent on homepage: 1m41s

News
Average number of unique page views: 17
Average time spent on page: 43s
Returning Visitors
Average number of unique page views: 37
Average time spent on page: 1m48s

About
Average number of unique page views: 50
Average time spent on page: 54s
Returning Visitors
Average number of unique page views: 27
Average time spent on page: 1m40s
Across the highlighted pages, there is potential to grow the number of unique page views, in
particular the resident engagement group page. It’s worth considering a trial of giving the resident
engagement page more exposure on the home page and see if that will generate more traffic. This
would help promote the recently launched Residents. Voice

CBH Engagement Data
The data below is from CBH’s data team and demonstrates the number of surveys sent out to
engage with customers and understand their views on different services throughout 2020.
Service area
CBH responsive repairs
Contractor responsive
repairs
Voids/Empty properties
Housing Improvement
Program
Adaptations
Gas repairs and
servicing (carried out by
Mears)
Complaints
ASB
Homechoice
Housing Solutions

Number of surveys sent in
2020
3505
857

Number of responses
received in 2020
1251
190

166
1001

80
300

75
1434

23
1212

0
Unknown
Unknown
Unknown

0
48
120
25

This data highlights how CBH is using its own resources to understand customers’ views on various
services.

10. Housemark Presentation - Gerardine
Murphy
To Note
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COLCHESTER BOROUGH HOMES BOARD
Tuesday 23 February 2021
Report Title

0010 HouseMark benchmarking 2019/20

Author

Gerardine Murphy, Head of ICT & Business Intelligence
Gerardine.murphy@cbhomes.org.uk

Report Objective:
Matters to
note/Exception
Highlights

To present highlights of HouseMark 2019/20 benchmarking results
None
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 highlights of HouseMark benchmarking results for 2019/20.
Executive summary
Highlights of HouseMark benchmarking results for 2019/20 are shown in the presentation
appended to this report.
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Implications:
Strategic Plan

Regulatory/Legal
Financial/
Budgetary
Health & Safety
Risk Assessment

Delivering value for money is one of key aims of the CBH Strategic Plan.
Remaining in the top quartile for costs of housing and property
management is the headline success measure for our Value for Money &
Technology Plan 2018-22
Although benchmarking is not currently mandatory, the Social Housing
White Paper indicates that performance benchmarking will become part of
the regulatory framework in the future.
HouseMark allows us to track costs against previous years and to
benchmark against similar organisations.
There are no specific Health & Safety implications to this report.
Performance against Delivery Plan targets is reported quarterly to the
Board and CBC. The reporting format places emphasis on highlights,
forward look, risk, issues, and mitigation.
CBH’s Value for Money & Technology Plan is reviewed by Board annually
to ensure we are on target to meet its aim of remaining in the top quartile
for housing and property management costs. We are currently on target to
achieve this.

Specific provision has been made in the 2021/22 budget to cover risk
mitigation to enable CBH to fulfil its commitments to achieving strategic
aims.
Human Resources There are no specific HR implications to this report.
Equality and
Diversity
Value for Money

There are no specific Equality & Diversity implications to this report.

Benchmarking with other organisations helps us to demonstrate value for
money and supports us in identifying areas for improvement. Good value
for money represents the best balance between cost and quality achievable
within the available budget. KPI targets are considered in the context of the
resources available.
Environmental and There are no specific Environmental and Sustainability implications to this
Sustainability
report. However, it should be borne in mind that future requirements may
impact on costs.

Background
HouseMark is a sector-wide benchmarking organisation which allows landlords to compare costs,
performance, and value for money with similar organisations and against previous results.
Each year HouseMark presents highlights of the benchmarking results to CBH officers and Board

2
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members. In December 2020 HouseMark presented the results for 2019/20. A condensed version
of HouseMark’s presentation is appended to this report and will be presented verbally at the
meeting.

3
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VFM quadrant
2019/20
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1.
2.
3.
4.

Responsive repairs
Voids and lettings
Rent arrears and collection
Tenancy management
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2018/19

5. Resident engagement
6. Customer services
7. Neighbourhood management
8. Community investment

Average number of days taken to complete a repair

CBH Board Meeting

Key figures
Colchester Borough Homes: 8.22
Lower quartile: 13.40
Median: 11.34
Upper quartile: 7.12

Trend data
2016/17: 6.41
2017/18: 6.47
2018/19: 7.01
2019/20: 8.22
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DCPP of responsive repairs service provision
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Key figures
Colchester Borough Homes: £311.90
Lower quartile: £506.96
Median: £458.52
Upper quartile: £408.19

Trend data
2016/17: £297.28
2017/18: £320.54
2018/19: £317.46
2019/20: £311.90
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Average re-let time (standard re-lets)
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Key figures
Colchester Borough Homes: 21.98 days
Lower quartile: 41.03 days
Median: 28.20 days
Upper quartile: 21.28 days
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Trend data
2016/17: 19.40 days
2017/18: 17.98 days
2018/19: 26.68 days
2019/20: 21.98 days

DCPP void works service provision
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Key figures
Colchester Borough Homes: £124.93
Lower quartile: £293.02
Median: £241.37
Upper quartile: £124.93
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Trend data
2016/17: £123.98
2017/18: £118.03
2018/19: £111.80
2019/20: £124.93

Major works and cyclical maintenance
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Key figures
Colchester Borough Homes: £1,677.36
Q3: £1,924.14
Median: £1,482.29
Q1: £1,302.04
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Trend data
2016/17: £1,839.04
2017/18: £1,444.69
2018/19: £1,647.44
2019/20: £1,677.36

Combined costs of repairs and asset management
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Rent arrears as a percentage of rent due
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Key figures
Colchester Borough Homes: 1.05%
Lower quartile: 3.50%
Median: 2.54%
Upper quartile: 1.66%
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Trend data
2016/17: 0.75%
2017/18: 0.85%
2018/19: 0.77%
2019/20: 1.05%

DCPP of rent arrears and collection
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Key figures
Colchester Borough Homes: £62.27
Lower quartile: £91.32
Median: £78.91
Upper quartile: £67.16

Page 129 of 189

Trend data
2016/17: £66.40
2017/18: £71.35
2018/19: £74.98
2019/20: £62.27

Overhead costs per property

CBH Board Meeting

Includes employee and non-pay
costs associated with:
• Office premises
• Finance
• ITC
• HR
• Central overheads
(corporate services)
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Summary savings table
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Function
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TCPP CBH

TCPP median

CPP saving

Aggregate
saving

Responsive
repairs

£393.12

£594.90

£201.78

£1,172,341.80

Void works

£180.63

£291.81

£111.18

£645,955.80

Housing
management

£268.74

£353.27

£84.53

£491,119.30

Cyclical works

£315.39

£343.53

£28.14

£163,493.40

£1,159.88

£1,583.51

£425.63

£2,472,981.30

Total

11. Community Plan Review - Karen
Loweman
To Approve
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COLCHESTER BOROUGH HOMES BOARD
Tuesday 23rd February 2021
Report Title

0011 Community Plan – Strategic Plan update

Author

Karen Loweman
Karen.loweman@cbhomes.org.uk

Report Objective:
Matters to
note/Exception
Highlights

The report provides an update on the achievements of the Community
Plan, with a focus on achievements since the last report to the Board in
February 2020; and the progress to deliver against the agreed action plan
(Appendix 1).
78% of staff believe that CBH makes a difference in the community.
Since 2018 £769,813 of Social Value delivered to improve well-being in
the community.

Link to Consumer Neighbourhood and Community Standard - local area co-operation
Standard
Registered providers shall co-operate with relevant partners to help
objective
promote social, environmental, and economic wellbeing in the areas
where they own properties.
Sensitivity
Commercial
Action Assurance
✓
Confidential
Noting
✓
✓
Open
Approval

Recommendations
The Board is asked to:
i.NOTE the progress of the Community Plan and APPROVE the updated action plan

Executive summary
The aims of the Community Plan are:
• To raise awareness of our work in the community
• To make a difference in our communities
• To bring together organisations and residents for the benefit of the community.
This year has seen services and communities disrupted because of the Covid-19 pandemic.
Whilst some of the aspirations and plans for 2020/21 for our work in the community have been
unable to proceed, the situation has provided new opportunities for CBH and its staff to develop
our position within the local community.
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Implications
Strategic Plan

Community Plan – update

Regulatory/Legal

Neighbourhood and Community Standard - 2015 - GOV.UK (www.gov.uk)
Requires evidence of Local area co-operation – expecting co-operation with
relevant
partners to help promote social, environmental, and economic
wellbeing in the areas where they own/manage properties.

Financial/Budgetary

Delegated Community budget aims to support the Community Plan. This
year the Board approved additional funding to support local organisations to
help support tenants through Covid pandemic.

Health & Safety

None

Risk Assessment

The key risk identified is the potential to breach GDPR when sharing
information with partner agencies, which may result in ICO penalties. To
mitigate the risk, information sharing protocols are in place, and staff have
received relevant GDPR training. Reputation risk is mitigated by positive
communication in relation to Community Plan outcomes.

Human Resources

HR administer the staff “pulse” survey four times annually, which captures
the views of staff of our impact on the wider community.
A volunteer induction and monitoring programme is in place and we have
supported work experience and training.

Equality and Diversity

The Community Plan demonstrates the value of use of insight data,
enhancing opportunities to ensure they are aligned to our equality duty.
The work in the plan will particularly assist those who are not in employment
or education, and those who are less able to access resources without
support.

Value for Money

The completion of impact assessments on resident engagement
opportunities across the organisation is assisting us to monitor and ensure
value for money in our engagement activities.

Environmental and
Sustainability

Action plan includes measure to “Encourage responsibility for the
environment”.

2
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1.

Background

1.1

The CBH Strategic Plan is underpinned by six delivery plans, one of which is the
Community Plan. The Board requested that each of the delivery plans should be
reviewed on an annual basis to provide an opportunity for oversight of progress
towards the achievement of the plan objectives.

1.2

The Community Plan sets out our ambition to become a community enabling leader
for Colchester. A staff team who have volunteered to lead on actions are delivering
the plan and understand that to deliver this we will need to show that:
• Others recognise the difference that we make in the community
• We provide opportunities for residents to help themselves
• We contribute to better outcomes for our communities by working with
others.

1.3

We want to make neighbourhoods happy, enjoyable and healthy places for people to
live. We do that by investing in homes, green space and leisure facilities. Supporting
local people through training, providing the opportunity to develop outcomes for
themselves and their families.
As the largest provider of sheltered housing in Colchester, we are dedicated to the
needs of older and vulnerable people. Our modern sheltered housing and extra care
facilities encourage people to live independently and keep well, with support available
if they need it.
Our support for people who are homeless, or looking for advice with housing issues,
includes help with welfare, debt, tenancy and family issues.
We want communities to thrive and develop, encouraging people to take pride in
where they live and to enhance their own lives and others.

1.4

The objectives and key outcomes are set out in the Community Plan:
CBH Community Plan 2018-22 (cbhomes.org.uk)

2.

Achievements 2020/21

2.1

Following the Covid pandemic the way that we work has changed significantly and
many of the planned actions have not been possible. However, our contribution to
the community has been important this year, and we have continued to contribute to
the overall objectives of the plan.

2.2

During 2020/21 we have provided £210,000 of grant funding to local organisations.
The funding ranges from grants to charities who support us to prevent homelessness,
to small grants from a delegated budget of £40,000 for grass roots organisations who
provide services to benefit our tenants, leaseholders and applicants.
This year we have developed our web site to include information regarding the
organisations that we have supported:

3
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Support in the Community - Community Fund - Colchester Borough Homes
(cbhomes.org.uk)
2.3

CBH is a member of the Colchester Strategic Partnership and Operational Group –
One Colchester - One Colchester - Community360.
Throughout the pandemic we have worked with the Strategic Partnership to establish
a community response to ensure that residents could access food, prescriptions, and
other essential services:
• Our staff delivered 4,000 information leaflets
• Made more than 6,000 telephone calls to older and vulnerable tenants
• Supported the Food Bank with funding and resources to help establish a
supply chain for those who were ‘shielded’ at short notice
• Delivered furniture and essential white goods to support the re-use recycle
project, helping those who required emergency accommodation.
• Delivered 150 “winter packs” for older tenants and 200 activity packs for
those who live alone and for families who are home schooling children

2.4

At the beginning of the pandemic the government requested support to bring rough
sleepers into accommodation in a campaign known as “Everybody In”1. Our staff
worked tirelessly during this high-risk period; when the majority of services had
closed, to procure and set up accommodation, a referral process and support for
rough sleepers. 59 rough sleepers were accommodated and supported, of which 46
have subsequently been housed more permanently.

2.5

A group of staff from across CBH continue to meet to develop objectives of the
Community Plan. This year, as part of the transformation, our Housing Manager, Jon
Cowie, has worked with staff to identify projects that strengthen our standing in the
local community. Some small grants have been awarded to local grass roots
organisations who have provided support and services for residents to help reduce
the impact of the Covid pandemic

2.6

Actions against the Community Plan are monitored to develop six key objectives:
1. Employment & Training
2. Digital Inclusion
3. Health & Wellbeing
4. Financial resilience
5. Environmental sustainability
6. Community development
Examples of outcomes achieved this year are attached as appendix 2

2.7

Whilst the Covid pandemic has had an adverse impact on our ability to deliver some
planned work to encourage recycling, unplanned outcomes have supported the plan

1

Coronavirus (COVID-19): letter from Minister Hall to local authorities on plans to protect rough sleepers GOV.UK (www.gov.uk)
4
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through the increased development of partnership work to provide services and the
promotion and support of volunteering.
CBH staff are encouraged to each spend a day volunteering. This year staff have
volunteered and worked in a flexible way to support C360, the local Foodbank, Age
UK befriending services and the Essential Furniture Supplier. We support C360 with
funding to support our volunteering offer and to encourage and support staff and
residents to volunteer and be active in their community. Volunteers have supported
us this year to reduce isolation through befriending calls to our tenants.
Three members of CBH staff are school governors, and our staff Chair the Colchester
Credit Union and Next Chapter (Refuge).
2.8

2.9

3.
3.1

2

Unplanned outcomes have also benefitted the plan through savings in printing
(including online Board packs); staff work travel and fuel costs. The financial savings
demonstrate the reduction in usage and the positive impact on the environment.
2019
2020 FY Forecast
Spend Forecast Savings
Printing

5,784

4,372

1,412

Mileage

50,227

47,208

3,019

Fuel

47,936

21,467

26,469

Our procurement process now includes a commitment to enhance our social value,
this has helped to ensure that contractors consider local employment,
apprenticeship, and work experience opportunities.
The visible impact that we make in the community is important. This year we have not
been able to deliver “Making a difference days”, however our Horticultural and Grounds
Officer has completed valuable work this year including new planting schemes at
Grymes Dyke Court, Heathfields House, Atlee Gardens, Hamlet Drive and the Dutch
Quarter. The new planting schemes are low growing, which in time will reduce
maintenance costs. Flowering plants are provided to provide a food source for
butterflies, bees and other pollinating insects. More variety has been included to make
borders look, feel and smell more like gardens than municipal borders. Wildflower
verges have been planted to increase pollination and absorb pollution.
Two new play areas have been completed at Alderton and Earl Havard Road.
Measuring Outcomes
We use the HACT Social Value 2 bank calculations to support outcomes from our
Resident Engagement work. The selected measures were selected in consultation with

https://www.hact.org.uk/social-value-bank
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HACT to demonstrate some of the area of value that our work to engage and involve
tenants brings.
Outcome/measure
Description

3.2

Active in tenants’ group

Tenant involvement in local services
increases satisfaction with community

Regular volunteering

Volunteers at least once per month for
at least two months increases capacity
within community

Member of social group

Reduces isolation and increases
capacity of community

Local environment survey

Asks questions before and after an
intervention. Measures the shift to
qualify a value of the intervention (has it
made a difference?)

We expected our calculated (HACT) social value to have reduced as the opportunities
for participation in tenant and social groups has reduced. However, the level of
volunteering and environmental impact surveys maintained a reasonable level of social
value to the end of December 2020, at £273,675, increasing the social value achieved
since 2018, to £769,813. As the Covid “lockdown” is eased we expect that our ability
to engage tenants will increase and be welcomed.
Our periodic staff surveys provide information on staff perception of our impact in the
community, which provide a “point in time” measure.
The most recent staff survey was complete in March 2020, resulting in 78% stating
that they believe that CBH has a positive impact in the wider community. The target
for this measure is 85% by 2022.

4.

Forward look

4.1

A stakeholder survey is planned for Spring 2021, which will provide an indication of
CBH’s reputation and value to the local community. Our ability to communicate positive
outcomes to both staff, residents and the wider community will influence the outcome
of the survey.
Whilst the current measures may not reflect as positively as we may have hoped
against the anticipated outcomes, many of the achievements make a significant
difference to our local communities.
We anticipate that once the Covid pandemic releases from lockdown, its impact will be
realised amongst our tenants and those who are already disadvantaged. Our
commitment to support our local community will be needed and valued in Colchester
and we will continue to aspire to the outcomes set out in the plan.
To become a recognised community enabling leader for Colchester.
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Appendices:
Appendix 1 – Community Plan Action Plan – Updated Feb 2021
Appendix 2 – Community Plan – Outcomes and Achievements 2021
Appendix 3 – Community Plan - Brochure
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Community Action Plan – updated February 2021
Focus
Raising
awareness of
our work in
the
community

Actions/projects/
workstreams
Draft and implement a
communications plan to
promote our work and impact
in the community to local
partners.

Measure and publicise the
value of our impact on the
community

Raise staff awareness of
CBH’s community impact so
they can be ambassadors.

Supporting
communityled groups to

Enable those working in the
community to support early
intervention for those at risk of
homelessness

Lead

Communication
Business
Partner

Performance
Team

Director of
Housing

Due by

Dec
2018

Impact on local
Community
Measured via
Stakeholder survey

March
2019

Value of Community
improvements
measured (e.g.
HACT) and publicised
as part of
communications plan.

Ongoing

Staff survey response
about CBH’s impact in
the community.

Staff Forum

Tracey
Brushett

Success measure

Progress

Notes

Social media plan in place
Brochure planned due for publication
Feb 2020

HACT presentation (May 2018)
Agreed values (Nov 2018)

Yammer and Social media updates
for staff using #Community

(baseline 70%)

In
progress

Duty to refer
outcomes

Homelessness Reduction Act in
place from 3 April 2018.
Training, advice and support
provided to those working in the
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Actions/projects/
workstreams

Lead

Due by

Success measure

promote
resilience

Notes

community to intervene early and
direct for advice where appropriate.
Communication in place and
completion of Homelessness
Prevention Charter

New offer developed with
Community360 Co-ordinator funded

Karen
Loweman
Develop our volunteering offer

Yvonne Day

Ongoing

Measured impact of
staff and resident
volunteering

Ongoing

Staff involvement in
community plans

Ongoing

Outcomes from
resident engagement
& development

HR

Support community, parish and Housing
Management
neighbourhood plans
Team
Empowering communities to
develop support services

Enabling
residents to
help
themselves

Progress

Deliver money awareness
initiatives for residents.

Resident
Insight and
Engagement

Resident
Engagement

Sept
2020

Community Money
awareness
development

Over the past year staff have
volunteered at the Colchester
Foodbank, St Helena’s Hospice,
Colchester Hospital

Housing Managers to include within
Service Plans for Community
Housing Officers
Grant funding outcomes monitored
(2019)
Small grants fund established with
Outcome measures (2019)
Events arranged in partnership with
Citizens Advice and Colchester
Credit Union.
November 2019 – Citizens Advice
service to be delivered from the
GLHO one day weekly
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Actions/projects/
workstreams

Lead

Due by

Success measure

Progress

Notes

Financial
Inclusion
Team

Support skills development to
support residents to manage
their homes.

Resident
Engagement

March
2021

Evidence of outcomes
from those attending

Older
Persons
Services

Training plan to be developed
through Resident Engagement
Officer.
Funding available for 4 x training
annually
Training via Signpost and IT at
Wilson Marriage Adult Education
2019 – First Aid training for residents
and staff complete

2019 I-tea training events held
across 6 sheltered housing schemes

Resident
Engagement
Help people access the
internet

Training courses
offered / referrals
made

March
2022

Increase in services
delivered through
online transaction

2019 – IT course for tenants held at
Wilson Marriage centre
2019 – Wi-fi in place at all sheltered
housing schemes
2019 - I-pads installed at 5 sheltered
schemes
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Actions/projects/
workstreams

Lead

Due by

Success measure

Progress

Notes

2020 – Covid-19 increased reliance
on digital access. Increased training
and equipment for tenants

Provide employment skills and
experience opportunities to
local residents.

Working more
Commission services
effectively
differently when providing
with partners
grant funding to enable
maximum measurable impact.

Improve information and
insight sharing with local
organisations to benefit
communities.

HR

Karen
Loweman
Tracey
Brushett

March
2022

CBH work
placements,
volunteering
opportunities,
apprenticeships and
traineeships.

March
2022

Revised monitoring
processes in place for
range of services

New information
sharing protocols in
place.
Performance
Team

Complete
June 2019

Community insight
developed

2019 - Link to skills development
training at Colchester Institute
2019 - Vacancies with CBH posted
to Facebook and Linked In

Grant agreements in place for 2019
New small grant application process
in place for 2019/20

University catalyst project to develop
mapped hot spots to help us to
develop measured impact of
community interventions.
Colchester Borough Council –
Community Asset brochure
published and presentation to
Catalyst conference (June 2019)
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Actions/projects/
workstreams
Improve partnership working to
reduce handoffs &
duplications.

Work with other organisations
to develop skills for
employment

Lead

KL/All

Due by

March
2022

HR
Resident
Engagement

Dec
2020

Develop and educate residents
to increase recycling and
reduce waste
Educate residents who behave
anti-socially
Encourage CBH staff and
residents to reduce carbon
emissions (transport, recycling,
thermal efficient homes etc)

New pathways &
processes in place to
reduce handoffs and
duplication.
Successful initiatives
with Job Centre Plus,
"Signpost" and adult
education centres

Progress

Notes

2019 Community Plan Group
contacting local groups to promote
and sustain partnerships

Developing programme with work
coaches and adult education centre
Work experience placement in place
with Military Correctional Centre.
Local perspective:
Unplanned outcomes as a result of
Covid pandemic include:

NEW 2020/21
Encourage
responsibility
for the
environment

Success measure

CBH
Transformation
project

Increased education and support for
those residents who perpetrate antisocial behaviour (no tenancy
sanction and limited enforcement)
March
2021

Reduced use of paper – equivalent
of 7k sheets of paper @12p a sheet
= £840 in 2020/21
Board pack now digital
Reduced staff travel – around xx
miles reduction
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Actions/projects/
workstreams

Lead

Due by

Success measure

Progress

Notes

Rough sleeper outreach team
provided with cycles through grant
Energy value of homes to be
calculated within stock condition
surveys
Acquired homes have programme to
increase energy efficiency
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Community Plan – Outcomes and achievements
February 2021

1

Training and Employment opportunities
•
•
•
•
•
•

2

Digital Inclusion
•
•
•
•

3

I-pads available inn Sheltered housing with training for residents to develop
use and improve access to services
Staff mobile phones to include App for google translate and Live transcribe
Residents living alone contacted to encourage to become more digitally
active through the provision of training, support, and access to equipment
Our Covid transformation project has laid foundation to extend the Councils
gigabit broadband network to Council homes

Health & Well being
•
•
•
•
•
•
•
•

3

TPAS training for residents. Developing scrutiny of service and new “tenant
inspectors”
Observer training for residents and staff to become “eyes and ears” in the
Community
Trainee Caretaker role in place
Apprenticeships in the Finance and Asset management teams
Held vocational days for the Army’s Personnel Recovery Centre
Social value included in procurement promotes employment opportunities
and apprenticeships for local people

Welfare checks on all tenants aged over 70 years old at beginning of Covid
lockdown (March 2020)
Continued calls where isolated and support required
Between April and December 2020 made 26,319 welfare calls to tenants
Delivered 4,000 Covid resource information leaflets
In partnership with C360 delivered 150 winter warmth support packs and
200 activity packs
Delivered shoe box appeal boxed to sheltered residents
Biweekly newsletter for Sheltered residents from April 2020
£50k Funding provided to several local organisations to enhance the wellbeing of CBH residents

Financial Resilience
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•
•
•

5

Environmental sustainability
•
•
•
•
•
•
•

6

Suspended arrears actions from April 2020. Maintained contact with
tenants in arrears to offer support and advice to maintain rent and deal with
debts
Boosted income of older residents by over £8,000 through support to make
applications for Welfare benefits
Provided funding to Christians Against poverty and Citizens Advice to
provide additional support for CBH residents

Rough sleeper outreach staff have bicycles from Greener Colchester
project
Properties acquired through the "100 Homes" project will be invested in to
achieve an average energy rating B
Contractors selected for their commitment to and accreditations for
environmental working practice (use of materials, waste disposal, travel
etc)
Reduced staff travel
Reduced printing
Procurement includes environmental and Social value
Capital programme contractors to have environmental targets (ISO14001)

Community Development
•
•
•
•
•
•

Community fund grants - Support in the Community - Community Fund Colchester Borough Homes (cbhomes.org.uk)
Staff training to improve understanding of Asset based community
development (ABCD)
Award of grants to develop partnership work (Open Road, Y.E.S, Beacon
House, Night shelter, Catch 22)
Staff secondments (Mental health social worker, drug outreach worker)
Town Centre Action panel – Managing Rough sleeping and anti-social
behaviour through partnership.
Communities of Practice events
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Colchester Borough Homes

Community Plan

CBH Board Meeting

OUR ROLE IN THE COMMUNITY
This community plan sets out our approach to developing
our relationship with residents and the local community.
We will support and take advantage of local resources to
develop existing community assets, including buildings
and local clubs/organisations, who support our objectives.
Colchester Borough Homes (CBH) manages social housing
in several wide-ranging neighbourhoods across the
borough. These range from large housing estates to small
clusters of homes in rural villages.
We know that the housing we manage makes a significant
impact on its local community. We want to support our
residents to contribute to their neighbourhoods, and to
look after themselves and their family.
Through development of our services, we will make them
simple to access and understand. Using our resources of
money, people and partnerships, we will deliver positive
outcomes to benefit local people.
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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 will focus on our work in
communities.
 e will develop these by listening to our residents and
W
identifying local solutions.
The aims of this plan are therefore:
	To raise awareness of our work in the community.
	To make a difference in our communities.
	To bring together organisations and residents for the
benefit of the community.

OUR AMBITION BY 2022
Our aim is become a community enabling leader for Colchester. To deliver this we will need to show that:
	
We are recognised for the difference we make in our communities
	
We provide opportunities for residents to help themselves
	
We contribute to better outcomes for our communities by working with others

2

COMMUNITY PLAN
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FOREWORD:

We manage more than 7,000 homes in Colchester, which is around 10%
of all housing in Colchester.

But we’re more than just a landlord.
We want to make neighbourhoods happy, enjoyable and healthy places
for people to live. We do that by investing in homes, green spaces and
leisure facilities, and by supporting local people through education and
employment.
We’re also dedicated to the needs of older and vulnerable people –
being the largest provider of sheltered housing in Colchester. Through
our modern sheltered housing and our extra-care facilities at The
Cannons on Layer Road, we encourage people to live independently and
keep well, with support available if they need it.

Gareth MITCHELL
Chief Executive

Our support for people who are homeless or looking for advice with
housing issues includes; help with welfare, debt, tenancy and family
issues.
We want communities to thrive and develop, encourage people to take
pride in where they live and to enhance their lives, and others, through
volunteering.

DIRK PATERSON

ChAIR OF THE BOARD
FEBRUARY 2020

3
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OUR APPROACH
We plan to achieve our aim of strengthening communities in Colchester by:

Raising awareness of our
work in the community

Enabling residents
to help themselves

To have a better understanding of our community, we
have used a range of data regarding our residents and
have conducted wider research with partners.
We have also held stakeholder meetings and resident
focus groups to provide the opportunity for people and
organisations to express their views and experiences to
help shape our future.
Our Board provides good governance of our organisation
and we are proud to have a wide membership including
tenants, councillors and independent members.

4

COMMUNITY PLAN

Supporting communityled groups to promote
resilience
Working more
effectively with
partners
Resident engagement is key to ensure that we listen and
understand the needs of residents. This helps to develop
services with high levels of customer satisfaction. With
three residents on our Board, the views of residents are
truly incorporated into governance and decision making.
We encourage our staff to be community minded.
A number of staff hold positions on school governing
bodies and are trustees of local organisations.
All our staff have one day each year to use for
volunteering in the community. This puts an estimated
£37,000 of value back into Colchester.
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THE VIEWS OF OUR STAFF

Monitoring our impact in the community can be difficult. We have developed some indicators that help us and others
to see the benefit that CBH brings to Colchester.
Our staff survey, which is carried out twice a year, helps us monitor the views of staff. We have measured the feedback
through a range of questions:
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*Do our staff believe that we make a difference in the community?
*From CBH staff survey 2018/19

FEBRUARY 2020
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OUR PRIORITIES

To support the community plan, we have developed six key strands of work that we believe deliver our ambition to be
the trusted choice for local housing, property and community services:

6

1. Employment & Training

2. Digital Inclusion

3. Health & Wellbeing

4. Financial resilience

5. Environmental
sustainability

6. Community development

COMMUNITY PLAN
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EMPLOYMENT & TRAINING
Around 54% of our working age tenants are in receipt of
Housing Benefit/Universal Credit
To help address the impact of worklessness we have
undertaken a range of activities and support:
	Completed IT Training for residents in partnership with
Wilson Marriage Centre.
	Developed closer partnership with Signpost, including
community grant funding to support residents access
work.
	Promoted training opportunities and adult education
for residents.
	Delivered first aid in the community training with
Colchester First responders.
	Worked with the Department of Work and Pensions
(DWP) work coaches to assist residents’ transition to
Universal Credit.
	Increased volunteering opportunities for residents
e.g. Memory afternoons, Community 360 (C360)
shop.
	Digital training for residents in partnership with
Colchester Borough Council (CBC) and C360 e.g. i-Tea.
	Wi-fi provision extended to flats and sheltered housing.

We have provided IT training to tenants

DIGITAL INCLUSION
By supporting residents to use online transactions we
hope to improve the service that they receive. Email helps
us to respond quickly and keep residents informed.
4080 residents have provided us with an email address
We have monitored the change in the way that residents
contact us over time. The main reason for contact is to
order a repair.
In 2017/18, only 63 repairs were reported online, by
2018/19 this had increased to 470. This is expected to
increase significantly as we continue to develop our
online services.
Residents were involved in developing a handbook which
is available online and in print, to help identify and order
repairs correctly which helps us to get the work ordered
complete at first visit.
www.cbhomes.org.uk/housing-repairs.org.uk

FEBRUARY 2020
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HEALTH & WELLBEING
	52% of our tenants are aged over 60-80.
	23% of our tenants state that they have a disability.
	The average age of a CBH tenant is 55. This compares
with the average age of Colchester borough residents
of 39.
	32% of CBH tenants are aged over 65, which
compares with 16% for the Borough.
We work to ensure that our tenants are able to access
homes with adaptations where required. This service is
vital to keep people safe, improve their quality of life and
help to sustain independent living.

Through development of partnerships, we have delivered
a range of services and activities in local communities
leading to benefits in health and wellbeing:
	Volunteering and staff donations with the Food Bank.
	Quitting smoking programmes.
	Diabetes support groups and awareness.
	Dementia Friends and Champions.
	Making our buildings easy to navigate and adapt.
Developing walking routes and accompanied walks.
	Work in partnership with Sport England to engage
residents to be more active.
	First aid training attended by more than 200 people.
	Secondment of Mental Health Senior Nurse Mental
health senior nurse to work directly with CBH clients.

8
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FINANCIAL RESILIENCE
52% of our tenants are in receipt of benefits.
164 of our tenants owe more than seven-weeks rent.
Through times of austerity, managing money has become
important. By helping people spend money wisely, and
ensuring that they have benefits that they are entitled to,
the local economy as a whole benefits.
We have developed support, training and access to
services in Colchester such as:
	Worked in partnership with Citizens Advice to provide
“Be Money savvy” training.
	Support the Colchester Credit Union, encouraging local
people to save and borrow in their community, helping
to reduce use of loan sharks and high interest loans.

ENVIRONMENTAL
SUSTAINABILITY

	We have delivered promotions to help people claim
benefits that they are entitled to.

We are supporting the Council’s ambition to sustain the
environment.

	Our Financial Inclusion Team have delivered training
to local agencies to help people better understand and
make claims for Universal Credit.

To make our homes more sustainable, we have:
Introduced recycling areas for blocks of flats.

	We encourage our staff to become members of the
Credit Union, with a direct deduction from their salary
– this funds loans for local people to access.

	Encouraged reuse and recycle areas in sheltered
housing.

	Sponsor the training of a Debt Advisor for Christians
Against Poverty.

	Improved insulation and heating systems to help make
them affordable to live in and sustainable.

Made better use of sustainable building materials.

	Become a member of the Colchester Transport Plan,
providing discounted travel to encourage staff to not
travel to work by car.
	Reduced our use of single use plastic and encouraged
recycling at all of our offices.

FEBRUARY 2020
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Page 157 of 189

We recognise that we can support more people by
developing their skills to help each other.
We have commissioned work with the University of
Essex to help us better understand the areas in our
communities where support is most required. Through
mapping our data, we are able to deliver support to those
who need it the most.
The work helps to identify key locations that most
require our services. Our work in partnership with C360
has increased volunteering. By encouraging our residents
and staff to volunteer we have created friendships which
develop wider engagement in the community.
The data mapping has also supported our work to reduce
anti-social behaviour. By supporting local residents
to report issues that cause a nuisance, we can gather
evidence by location and have taken increased actions
to ensure we support those who are victims, and take
enforcement against those who perpetrate nuisance.
Our Estate Improvement work helps to create designs
that discourage crime and improve how safe residents feel
in their home.

Above: ASB officer supporting
a scheme to help tackle
Cuckooing and improve
community safety

Left: Map demonstrating
key locations in the borough
where most support is
needed

10
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OUR IMPACT
We have measured progress and qualitive outcomes
during the term of the plan.

Outcome/
Measure

Description:

It can be difficult to demonstrate the difference that we
make in the local community. This is why we’ve worked
with the Housing Association Charitable Trust (HACT)
who have developed a measure for social impact to
estimate the value to communities.

Active in
tenants’ group
Regular
volunteering
Member of
social group

Tenant involvement in local services increases
satisfaction with Community
Volunteers at least once per month for at least two
months Increases capacity within community
Reduces isolation and increases capacity of community
Record
Asks questions before and after an intervention.
Measures the shift to qualify a value of the
intervention
(e.g. question may ask “How much of a problem is
anti-social behaviour in this area)

By monitoring standard measures, we can compare and
demonstrate value in the community.

Local
Environment
survey

£496,138

in social value
generated 2018-2020
Number
of
People

Value
Associated
with
x activity
or
outcome

=

Social
Impact

www.hact.org.uk
FEBRUARY 2020
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Contact us
Email: info@cbhomes.org.uk
Colchester Borough Homes
PO Box 7888
Colchester CO3 3YB
www.cbhomes.org.uk
Tel: 01206 282514

Visit us
Our office in Hawthorn Avenue, Greenstead,
Colchester has free car parking and is open
weekdays from 9am to 5pm.
At the Colchester Community Hub
The Library, Trinity Street, Colchester.
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Find us on
Colchester Borough Homes
@ColBoroughHomes
Colchester Borough Homes

12. Fire Safety Policy - David Barthram
To Approve
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COLCHESTER BOROUGH HOMES BOARD
Tuesday 23rd February 2021

Report Title

0012 Fire Policy review

Author

David Barthram – H&S, Environmental & CDM Manager
David.Barthram@cbhomes.org.uk

Report Objective:
Matters to
note/Exception
Highlights

To inform and seek the Board’s approval for amendments to the Fire Safety Policy
https://www.gov.uk/government/publications/draft-building-safety-bill

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.APPROVE the Fire Safety Policy (policy amendments have been highlighted in yellow)
Executive summary
CBH Fire safety Policy - Revised – January 2021
The aim of this policy is to reduce the risk and impact of fire in the CBH community, safeguarding tenants,
employees, and reducing the loss of life, injuries, and property damage.
These policy amendments will enable the delivery of a robust risk-based fire policy, aligned to current
fire guidance and Regulatory Reform Fire Safety Order (RRFSO) 2005 legal requirements.
This policy will evolve as over the next 12 months it will be adjusted to reflect pending statutory fire

CBH Board Meeting

Page 162 of 189

legislation changes, building safety and Colchester Borough Council’s policy requirements.
Several changes were identified during the review of the fire safety policy:
Emergency response procedures
Detailed guidance to explain the building evacuation strategy and how the decision is made for each
building.
Personal emergency evacuation plans (PEEPs)
PEEP guidance updated to reflect the requirements for when a PEEP is needed for employees, tenants,
and visitors.
Fire precautions and testing
The RRFSO places duties to ensure Fire door inspections are completed, this process has now been
detailed in the policy for each building type, and team responsible for the inspections.
Emergency lighting
Monthly emergency lighting checks (flick test) put back in place at sheltered schemes.
Controlled access to restricted areas
New access control programme implemented to allow CBH more control in specific areas.
Compartmentation
This section has been added to the policy detailing the requirements of compartmentation within our
buildings, and the process of completing and signing off the works.
Fire risk assessments
The fire risk assessment process for sheltered schemes and general needs blocks sets out FRA
requirements and assessment frequencies.
Fire safety awareness communication
To provide easy to understand fire safety information to CBH tenants.
Incident reporting
To ensure all fire incidents are documented and reported to senior management, the Board and Colchester
Borough Council.
Forward look: Building Safety Bill and Fire Safety Bill
The review will allow significant and fundamental changes to be made to building safety and fire safety
legislation for the first time in decades.
The new requirements would currently apply to high-risk buildings (HRB), however what is classed as an
HRB will be defined. At present, HRB is defined in the draft bill as, all multi-occupied residential buildings
with a height of 18m or more, or more than six storeys (whichever is reached first). Colchester Borough
Council has no housing stock that falls within these parameters.
This new Bill also provides a platform to create further legislation. Based on the recommendations, duty
holders of multi-occupied residential buildings will have to manage and reduce the risk of fire for the
external structure, entrance doors, and common parts of the building.

2
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These new responsibilities include:
•
•
•
•
•
•

Regular inspections of lifts
Reporting to the local fire and rescue services
Ensuring evacuation plans are reviewed and regularly updated and personal evacuation plans are
in place for tenants whose ability to evacuate may be limited
Ensuring fire safety instructions are provided to tenants in a form that is easy to understand
Ensuring individual flat entrance doors are checked on a regular basis
Where the external walls of the building have unsafe cladding, steps must be taken to ensure it
complies with current standards

Further Legislation
Amending the Smoke and Carbon Monoxide Alarm (England) Regulations 2015
Another piece of legislation that will affect CBH, if passed, is the proposal to amend the statutory smoke
and carbon monoxide guidance. The changes will mean that carbon monoxide alarms must be fitted
alongside the installation of fixed combustion appliances of any fuel type, excluding gas cookers.

3
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Fire safety policy

Author: David Barthram Health, Safety,Environmental & CDM Manager

Version 1.1
January 2021

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

Page 165 of 189

Glossary
CBC

Colchester Borough Council

CBH

Colchester Borough Homes

COSHH

Control of Substances Hazardous to Health

RRFSO

Regulatory Reform (Fire Safety) Order 2005

CBH Fire safety policy – January 2021
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1. Introduction
As landlord of the premises covered by this policy, Colchester Borough
Council has legal and moral obligations in relation to fire safety as outlined by
the Regulatory Reform (Fire Safety) Order 2005 and the Health and Safety at
Work Act 1974.
CBC has appointed Colchester Borough Homes as agents to discharge their
duties. Therefore, this policy describes the practices and procedures
implemented by CBH to undertake this.
This document identifies the structure, procedures, and responsibilities of
managing fire safety in accordance with legal requirements as delegated to
CBH and covers the fire safety approach to all the dwellings and workplace
facilities such as offices and workshops. This fire safety policy also forms part
of the CBH overarching risk management strategy.

2. Purpose
The consequences of a fire at any of the dwellings occupied by CBC
tenants/or leaseholder can be especially serious due to the difficulties and
dangers associated with the emergency evacuation of residents, some of
whom may be highly dependent and lack physical or mental capacity. The aim
therefore must be to ensure that, if possible, outbreaks of fire do not occur
and that, when outbreaks do occur, they are rapidly detected, effectively
contained, and quickly extinguished. This means that overall fire safety will
depend on physical factors such as building construction, design, and
maintenance, together with equipment and furnishings and proper use and
maintenance of detection and alarm systems, and on local policies and staff
training for handling emergencies.
Although evacuation from any of the non-dwelling buildings such as offices
and workshops should be much simpler, poorly managed fire precautions
could be just as catastrophic. Therefore, this policy equally describes
procedures required in non-residential areas under the control of CBH.

3. Emergency response procedures
3.1

Evacuation strategy

The fire evacuation strategy for each building will be determined by fire risk
assessment findings. The assessment process will consider the people at risk,
where they are in the building, the fire risks that cannot be removed or reduced
any further and the size, layout, and condition of the building.
The three evacuation processes that could be used:
1. Simultaneous evacuation

CBH Fire safety policy – January 2021

4

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

Page 168 of 189

2. Progressive horizontal evacuation
3. Stay put
Simultaneous Evacuation
This process involves everyone exiting the building, in response to a fire
alarm activation, by walking through the escape routes in a calm and orderly
fashion to the designated fire assembly point(s). For example, office spaces
and buildings that do not have suitable fire control measures in place.
Progressive horizontal evacuation
The process involves evacuating people into an adjoining fire compartment, at
least 2 fire doors away from the fire on the same level, from which they can
later evacuate to a place of ultimate safety. For example, extra care, a site
that provides care 24/7, staff would be in place to assist with tenant
evacuation.
Stay put
Stay Put can be used for buildings that have a good standard of fire safety i.e.
good compartmentation, fire doors and housekeeping etc. Staying put allows
tenants to remain in their own flat in a relative place of safety in the event of
a fire in another flat/area of the building. For example, general needs flat
block, which meet a good standard of fire safety.

3.2

Evacuation of office buildings

On hearing a fire alarm activation, employees and visitors must immediately
evacuate the building without delay via the nearest fire exit. Once out of the
building employees and visitors are to muster at the designated emergency
assembly point. If safe to do so, trained fire marshals will check the fire alarm
panel to confirm the location that the alarm was activated and conduct a
sweep of all areas, including storerooms and toilets and report to the
emergency co-ordinator/ fire services their findings. Under no circumstances
is any person to re-enter a building until given express permission from the
emergency coordinator.
3.3

Fires in external areas

If you see a fire in an external area e.g. car parks, the alarm must be raised,
either by breaking the nearest wall mounted “break glass” call point, or if none
are present in the vicinity, or in isolated open car parks / grounds use a mobile
phone to call emergency services on 999 and if appropriate shout “fire, fire”.
3.4

Personal Emergency Evacuation Plans (PEEP)
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Employees and Visitors
A PEEP must be produced for any member of staff or visitor who has a
disability that could affect their ability to evacuate a CBH location. The plan
will outline what additional measures or assistance is likely to be needed by
the individual for them to evacuate safely. A “buddy system” might be required
to ensure they are given assistance to evacuate in a fire situation. If a PEEP
is not appropriate other measures will be put in place. PEEPs will be
undertaken by the health and safety team, with consultation with the person
requiring assisted escape and their line manager.
Tenants
CBH will ensure that all sheltered scheme tenants and any tenant within
independent linked properties who are unable to self-evacuate, will have a
Personal Emergency Evacuation Plan (PEEP).
The PEEP will set out arrangements for an individual with physical, mental or
other specific needs which may prevent them from safely evacuating the
premises in the event of a fire. This information with be vital to the Fire
Service in the event of an emergency situation.

4.

Fire precautions and system testing

4.1

Fire alarm testing

On each site under the control of CBH, where a fire alarm system is in place
there will be a weekly test of the system. Tests will be carried out at a
specified time on the same day each week with records being kept locally.
The alarms will be sounded for approximately four or five rings each test and
the date/time will be advertised at the premises.
It is important to note that local individual fire alarm tests are undertaken on a
rotational cycle at these times. Therefore, both staff and residents should not
expect to hear their local alarm each week. This is to ensure that all call points
are tested in rotation.
Please be aware that in agreement with Essex Fire and Rescue there are no
fire detection units or call points in common areas of general needs flats.
Smoke detection units inside the general need’s flats are tested annually.
On hearing the alarm at any time other that advertised or the continuation of
these alarms, employees/tenants are to respond in accordance with the fire
procedure for their area, unless they have been specifically forewarned that
there is to be an additional test.
Smoke detection units will be serviced at a minimum of an annual frequency
by a competent person. If the fire risk assessment requires it, this may be a
shorter frequency.
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Fire door inspections

The Regulatory Reform (Fire Safety) Order 2005 (Article 17) makes it a legal
requirement to ensure that fire resisting doors and escape doors are adequately
maintained.
Sheltered schemes
All fire doors in sheltered schemes will be checked and inspected every 6
months.
General needs flats
All communal fire doors in general needs flat blocks will be visually inspected by
the CBH Community Caretaking team annually.
The inspection should include:
(a) Are escape routes, including stairwells, corridors, doorways etc. Free from
obstructions
(b) Ensure that the hot and cold smoke seals are present and in good condition
(c) The fire door closure where fitted is operating correctly
(d) The fire door closes fully into the door frame
(e) The gap around the fire door and door frame or where a set of double doors
meet does not exceed 3-4mm
(f) There are no punctures/holes or excessive damage to the door/door frame
Any fire door defects, or escape route obstructions identified will be logged in
the site fire logbook and must reported to the appropriate person/team.
4.3

Fire extinguishers and sprinklers

Fire extinguishers will be tested and maintained in accordance with British
Standard BS5306. Each extinguisher will be inspected annually via a
nominated competent contractor and will bear a label displaying the date of
the most recent inspection.
The adequacy of fire extinguisher coverage is reviewed annually as part of the
fire risk assessment process and additional reviews made as necessary if
there is a change of use, increased risk or new equipment or processes.
P50 fire extinguisher units are in place in many of the staff-based locations.
These units are exempt from testing as they have a 10-year warrantee. All
P50 units in our premises will be either refurbished or disposed of after a 10year period.
A limited number of sprinkler systems are in place at relevant properties.
These will be serviced annually by a competent person.
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Emergency lighting

Emergency light testing (flick test) will be completed monthly by CBH
employees to briefly check that all luminaries are in place, working and clean
with findings recorded in the site fire logbook.
Quarterly testing and annual servicing will be undertaken by an appointed
competent contractor.
4.4 Controlled access to restricted areas
Where it has been determined that access to a restricted area of a CBH
building is required by contractors/external workers, additional control
measures to manage this have now been implemented.
Loft access hatches will now be padlocked shut with signage displayed on
each hatch. The signage will detail that the area is restricted and who to
contact for access.
Keys to access restricted loft areas will be master keys and held on each site
and by responsible persons.
This will allow CBH to have a controlled access process to prevent
unauthorised entry and building damage.

5. Fire precautions & high risks
This section highlights high fire risk issues and how CBH takes its approach to
minimise the risk.
5.1

Arson

The risk of arson is ever-present and is still the biggest cause of fires in nondomestic premises in the UK. The most effective tactic to employ against the
arsonist is to deny the opportunity. Careless disposal of combustible materials
outside a building or in a common area is an encouragement to the arsonist
and should be avoided. When safe to do so unfamiliar faces or persons
without relevant identification should be challenged to identify themselves and
any failure to do so satisfactorily reported immediately to the person in charge
and/or the health and safety team.
Service managers and others having responsibility for buildings or parts of
buildings must ensure that the potential for arson is recognised and taken fully
into account and where necessary improvements made. Advice is available
from the CBH health and safety team as required.
Following a fire started under suspicious circumstances, or where arson is
suspected, managers are to ensure that the scene and material evidence in
any form is left undisturbed pending investigation by the relevant authority.
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Any personnel with involvement in the fire incident should be released from
duty and made available for immediate interview by the authorities.
5.2

Smoking materials

The use of smoking materials including e-cigarettes is not permitted within
any of the common area of residential buildings that CBH have responsibility
or areas such as doorways and windows that are adjacent. The use of
smoking materials including e-cigarettes is not permitted in any area that
employees work, this includes all staff-based buildings, outside areas and
company vehicles. The charging of e-cigarettes is also not permitted in any of
the aforementioned areas. Illicit smoking has the potential to pose a
significant fire risk and is to be treated seriously with appropriate actions taken
to enforce the no smoking policy.
Under no circumstance must a resident or tenant be allowed to smoke or use/
charge an e-cigarette whilst using or being near medical gases.
5.3

Medical gases

Signage must be placed on the main door to any resident or tenant abode that
uses medical gases such as oxygen as well as the main entrance door to the
building.
Tenants/leaseholders must inform CBH if they are using or going to use
medical gases.
5.4

Hot works

All hot works in areas under the control of CBH must be completed by
competent person(s) from an approved contractor. A safe system of work
must be in place, along with a hot work permit to open and close the task.
5.5

Hazardous substances

The amount of flammable substances being stored should be kept to a
minimum and stored in a cool, well ventilated secure area, preferably one
reserved for the storage of flammable substances and having adequate lowlevel ventilation.
Aerosol cans or gas bottles must not be exposed to excessive heat, for
example direct sunlight or radiators
Flammable substances must be handled and stored carefully and in
accordance with the manufactures instructions to avoid damage and never
used near naked flames or other sources of ignition. An aerosol canister must
not be operated when it is damaged. Manufacturers’ warnings printed on the
container must always be observed. Containers are to be sealed or capped
immediately after use and not be left standing in direct sunlight or where they
may be knocked over.
CBH Fire safety policy – January 2021
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The health and safety team must be made aware of any new substances
being used by CBH employees, so a Control of Substances Hazardous to
Health (COSHH) risk assessment can be undertaken. It is employees’
responsibility to read and comply with COSHH risk assessments with a view
to fire safety. CBH COSHH risk assessments will be shared with each team to
ensure control measures are followed; master copies can also be viewed
Sharepoint.
COSHH risk assessments undertaken by contracted cleaning companies are
stored locally at each site. Contractors working on voids or sites must have
COSHH risk assessments in place and available in site safety folders.
5.6

Electrics – Portable appliance testing (PAT)

All electrical items used in common areas must have a PAT via a competent
person or company before use. Unauthorised electrical appliances must not
be used in common areas of any of the premises. Further PAT are
undertaken at intervals set via risk assessment but no greater than a threeyear cycle.
On discovering any faulty/ damaged electrical equipment, employees must
stop using the office or trade equipment, remove/mark out of use and report
the issue to their line manager.
The use of block electrical plugs is not allowed in any areas under the control
of CBH. Strip plugs can be used if they are not adjoined (daisy chained) and
have a current PAT in place.
5.7

Cooking appliances

Microwaves, kettles, and toasters are to be used only in authorised areas with
appropriate fire detection i.e. kitchens or rest rooms.
Cooking appliances in commercial kitchens are included as part of the fire risk
assessment process. Procedures in the management of kitchen equipment
must ensure they are under a robust system of test and maintenance.
Care is to be taken with toasters and microwaves to prevent food stuffs being
burnt that may activate a smoke detection and cause unwanted fire alarms. It
is recommended the toaster crumb trays are emptied/cleaned regularly to
guard against unwanted fire alarms.
The areas where cooking takes place, such as a kitchen must be fitted with
heat sensor detection and the door kept closed to prevent any smoke from
cooking activating smoke detection outside of the area.
The location of toasters and microwaves is to be away from combustible
materials and not placed next to notice boards with paper attachments and
care taken when used under wall mounted cabinets.
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6. Compartmentation
All walls, floors and ceilings to compartments should be sealed to form
protection against the spread of fire and smoke. Where there are penetrations
to such compartments (e.g. to run cables or piping), these should be fire
sealed after the work is completed.
Each project must have works checked and signed off to ensure identified
compartment breaches have been correctly fire stopped where penetrations
have occurred.
All compartment fire stopping works must be completed by trained CBH
employees or authorised accredited contractors.
6.1

Means of escape

It is in the interest of all interest that buildings have good efficient fire
precautions, everyone can help by taking the following action:
•
•
•
•
•

Do not allow items that will obstruct or slow down evacuation, or
combustible materials to be placed on escape routes
Do not wedge/prop open fire doors
Do not secure or obstruct doors on escape routes so they cannot be
opened easily by those making an escape
Do not obstruct signs that show escape routes, fire alarm call points or
extinguishers
Do not allow holes or gaps in walls and floors to develop. This would
allow the spread of smoke and heat. Defects must be reported to the
Property Services.

7. Fire risk assessments (FRA)
To control fire safety risks Colchester Borough Homes will practice a stringent
programme of fire risk assessments for Sheltered housing, General needs
flats and office spaces.
Fire risk assessments are undertaken by the Health and Safety team or a by
an external fire risk assessment company/individual. All external fire risk
assessors must be reviewed first to ensure they are competent and have the
experience of undertaking fire risk assessments for CBH business and
premises.
All fire risk assessments will be an intrusive assessment, meaning a fire door
audit including 100% of all communal doors and a 25% sample of the tenant’s
front doors (if access is permitted). The building assessment will also include
external areas, compartmentation, roof voids, service risers and high-risk
rooms/areas.
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Each assessment will be treated as a living document and must be reviewed
after any change to fire legislation, fire incident internally or externally that
could affect a CBH premises, corrective works are completed, or new
processes equipment/electrical goods/machinery is introduced to the location.
Sheltered housing
Fire Risk Assessments to be carried out every 3 years and reviewed annually,
this programme will be completed by the in house CBH Health and Safety
team or an appointed Fire risk Assessor.
The frequency of review considers the management controls for fire safety at
each location, including routine fire safety inspections and planned preventive
maintenance programmes.
If there is a fire incident/emergency, external visit where concerns have been
raised (fire officer) any building alteration or significate changes to the use of
the building, a review of the assessment will be undertaken immediately. If no
change triggers a review, the assessment will be reviewed annually.
Fire risk assessment documentation will be kept in the grey lockable fire
boxes located at each scheme, electronic copies of the document are held by
the Health and Safety team.
General needs flats
Fire Risk Assessments will be completed on a rolling schedule over a 5-year
period, this programme will be managed by the CBH Health and Safety team.
The Fire Risk Assessment schedule works in conjunction with the ongoing fire
safety inspections of the common parts and planned preventive maintenance
programmes.
Visual inspections of common parts of the blocks are undertaken by the CBH
Community Caretaking team annually, with additional ad hoc inspections in
place if fire safety concerns are reported to CBH or noted by the team.
CBH Offices
Fire Risk Assessments in CBH office environments will be carried out every 3
years and reviewed annually, this programme will be completed by the in
house CBH Health and Safety team or an appointed Fire risk Assessor.
Policy statement
Colchester Borough Homes agrees to:
•

Bring the fire safety policy and any revisions to the notice of all staff,
relevant contractors, the board, tenants/leaseholders, and anyone
other relevant person having business on premises under our control
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Make the policy available to any person who may wish to consult it and
place copies for reference on the CBH website.
Pledge its commitment to adopt the requirements of The Regulatory
Reform (Fire Safety) Order, and to comply with all relevant statutory
requirements in respect of fire safety for the areas under our control
and make CBC aware if any breaches in areas that they have
responsibility for.
Involve and enlist the support of employees and tenants in achieving
fire safety objectives
Monitor the effects of this policy and present the results in a published
annual health and safety report.

8. Scope
The scope of this policy includes all employees carrying out their duties,
tenants, leaseholders, contractors, visitors, and any persons that may be on
premises under the control of CBH. This fire safety policy covers all premises,
fixtures and fittings or items that are fire safety related.

9. Roles and responsibilities
The Chief Executive has overall responsibility for CBH performance in
respect of fire safety.
The Director of Operations has direct responsibility for fire safety including but
not exhaustively:
•
•
•
•
•

Fire safety issues and activity in conjunction with the Health and Safety
Manager
Ensuring that at least annually, a report is presented to the Board of
CBH
Ensuring that agreed programmes of investment in fire precautions and
training are properly accounted for.
Ensuring that future developments & project works comply with this
policy
Ensuring the appropriate inspection, testing and maintenance of
firefighting equipment and associated fire precautions infrastructure are
carried out.

The Health, Safety, Environmental & CDM Manager is responsible for
including but not exhaustively:
•
•
•

Updating the board and senior management of the current state of fire
safety in all premises for which CBH is responsible
Ensuring the effective upkeep of the fire safety policy established for all
the premises Colchester Borough Homes have responsibility for.
Preparing regular fire safety updates to the board as part of the health
and safety report.
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Facilitating all staff to participate in fire safety training and fire
drills/instruction in accordance with this policy. With enhanced training
being given to nominated fire marshals and others on request of
management
Review reports and investigate all fire incidents.
For advising on all matters concerning fire precautions and situations in
premises which do not conform to recognised fire standards or
requirements, and for preparing and delivering reports containing
recommendations for improvements.
For advising on fire precautions arrangements for new or altered
existing premises.
For liaising, with the Fire Authority and other relevant statutory bodies
having advisory or mandatory consequences over fire precautions in
premises.
For ensuring that periodic visual inspections of premises under the
control of CBH are carried out.
For ensuring that a suitable and sufficient fire risk assessments are
undertaken as outlined in this policy

In conjunction with senior management for ensuring the appropriate
inspection, testing and maintenance of firefighting equipment, fire alarm
systems, emergency lighting and associated fire precautions infrastructure are
carried out.
Senior Managers are responsible for including but not exhaustively:
•

•
•
•

Bringing the existence and contents of the fire policy to the attention of
those employees for whom they are responsible and to ensure that
individual members of staff understand their duties and responsibilities
in the event of fire.
Support and promote the nomination and training of fire marshals in
their workplace working with the Health and Safety Manager.
Monitor and manage compliance of staff to attend mandatory fire
training as recorded by the human resources department.
To ensure that any contractors working in areas covered by this policy
have relevant risk assessments in place for their tasks, are suitably
trained and have been made aware of localise fire safety and
evacuation procedures.

All employees of CBH have a responsibility to:
•
•
•
•

Attend fire safety training as set out in this policy
Take time to understand fire hazards of their working environment
Practice and promote fire prevention and report any items left on
evacuation routes that breach the “sterile area” policy or create a fire
hazard
Report any fire related incidents, hazards and near misses via the health
and safety reporting system and in the case of a serious situation
immediately to management / the health and safety team
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Co-operate with management to ensure that rules and regulations
regarding fire safety are effective
Not interfere with anything provided for fire safety
Co-operate with practice fire evacuation “drills”.

•
•

10.

Tenant and leaseholder responsibilities

Tenants and leaseholders must comply to the relevant sections of this policy
that include but not exhaustively
•
•
•
•
•
•
•
•
•
•
•

11.

Not interfering with or replacing without express permission any door,
window, or part of the structure of the premises they are living in that
directly protects an emergency escape route
Not holding/wedging open any fire doors, either to their own premises
or in common areas
Report any fire related incidents, hazards and near misses to CBH. This
includes items stored in common areas i.e corridors and landings.
Not storing or leaving any items in common areas of the building they
reside in
Not storing or charging a mobility scooter in any area without the
express permission of CBH, this includes common areas, the
premises they live in and outside areas adjacent to the building.
Not storing large quantities of flammable materials in their place of
residence
Although smoking and using/charging e-cigarettes is permitted in
tenants’/leaseholders’ individual homes, this is not allowed in common
areas inside the buildings or any undesignated areas outside
Making CBH aware if they are using/ storing medical gases such as
oxygen, by having an appropriate sign displayed on their front door.
Co-operate with the local evacuation policy for the building they reside
in.
To report any building defect repairs to CBH.
Leaseholders are to provide an annual gas safety inspection
certificate.

Training

It is a mandatory requirement that all staff, without exception, undergo training
in fire precautions. Training required will be appropriate to the employee’s role
but at minimum fire procedures training will be given on local and safety
inductions.
The health and safety team and E-Learning system will provide fire safety
training as required/requested to meet the induction and mandatory fire safety
training requirements.
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All appointed fire marshals, visiting officers and community caretakers must
attend fire marshal training. Refresher training will be delivered every two
years.
As part of the ongoing employee fire safety training, all employee-based
buildings will have 6 monthly unadvertised practice evacuations “drills”.
Results of the drill will be recorded and a full debrief with the health and safety
team and fire marshals undertaken. Failure to co-operate with the drill could
lead to disciplinary action.
Fire safety awareness communication
The health and safety team will aim to increase the awareness of its tenants
towards general fire safety by providing information through Housing News
and Views, leaflets, posters, social media, welcome packs, and other
resources seen as appropriate.

12.

Incident reporting

All fire incidents and events that have the potential to cause a fire are to be
reported using the health and safety reporting system. It is the responsibility of
all staff to report incidents or near misses using the system. Serious incidents
must be reported immediately via phone or in person to senior management
and the health and safety team.
The investigation by the health and safety team will allocate the appropriate
risk score for the event and if required actions will be set to reduce the
likelihood of a reoccurrence.
All major fire incidents will be reported to senior management, the board and
Colchester Borough Council.

13.

Monitoring & review

This policy will be monitored by incident data and training compliance figures
produced by the HR department. These will feature in reports going to senior
management, the board and both the Health and Safety Liaison Committee
and Fire Safety groups.
The policy will be reviewed at 3-year intervals or if there is a significant
change to legislation or CBH practice and procedures.

14.

Equality and diversity

Colchester Borough Homes are committed to the provision of a service that is
fair, accessible and meets the needs of all individuals.
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Regulatory Reform (Fire Safety) Order 2005
The Health and Safety at Work Act 1974
HM Guide for sleeping accommodation
LG fire safety guide for purpose-built blocks of flats.

Related documents
Health & Safety Policy Statement
Strategic Health & Safety Policy.
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COLCHESTER BOROUGH HOMES BOARD
Tuesday 23 February 2021

Report Title

0013 CBC/CBH Management Agreement Review – Schedule of Actions

Author

Gareth Mitchell
Gareth.mitchell@cbhomes.org.uk

Report Objective:

To give the board visibility of the schedule of actions agreed with the
Council client team following the successful 2020 Management
Agreement Review.

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

✓

The Board is asked to:
i. NOTE the CBC/CBH Management Agreement Schedule of Actions (Appendix 1)
Executive summary
At December’s Board meeting, the board formally noted the approval by the Council’s Cabinet 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. Administrative
formalities to conclude the extension of the CBC/CBH Management Agreement have been
completed by the CEO and Chair.
In September 2020 the board considered the Overarching Outcomes from the review and this has
now been developed into a Schedule of Actions and has been agreed between CBC and CBH
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officers. Progress against this schedule will be monitored at the quarterly Principal Liaison officer
meetings and by the Board. This Schedule of Actions can be found at Appendix 1.

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

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.
The extension to the Management Agreement will enable the
Company to play an important role in the Council’s Climate
Emergency Action Plan.

1.
APPENDIX
1.1 The following document is appended to this report: •

Appendix 1 – CBC/CBH Management Agreement Schedule of Actions.

2
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Action

1. Resident Engagement – cost and outcomes (satisfaction Operations Director - CBH
with opportunities for involvement) are both average
compared to peer group. Need to review the effectiveness
of communications alongside the implementation of the
new resident Engagement Plan. The Communication
Business Partner role (purchased via a CBC/CBH SLA) is key
to this
Operations Director –
CBH / CBC client team

Medium

Nov-21

Client Asset Manager CBC

High

Apr-21

Client Services Manager –
CBC

High

Mar-21

Client Services Manager -

High

Feb-21

Client Services Manager -

Medium

May-21

Client Services Manager 7. Cost of operational service delivery to be explicitly
considered when the current HRA business plan is updated
8. ASB service - scope and service requirements to be fully Client Services Manager –
explored and set out in more detail in the management
CBC and Operations
agreement – particularly in relation to wider Community
Director
Safety aspects of the service.
9. Update the management agreement to better define
Client Services Manager expected outcomes from the older persons housing
CBC and Operations
service. In light of this, develop the older persons service
Director alongside the Helpline team (Amphora), with C360 and
others in the voluntary sector such as Age UK.

Medium

Apr-21

Medium

Apr-21

Low

Jun-21

Housing Operational Services
3. Contract administrator roles and responsibilities to be
defined and included in Schedule 6 (including
authorisations and decision making)

Housing Operational Services

Housing Operational Services

Housing Operational Services

Housing Operational Services

Target
completion RAG Status Completed
date
Mar-21

2. Review of value for money between in-house and
contractor performance for delivery of the responsive
repairs and void property repairs service

Housing Operational Services

Priority High
Medium Low
High

Housing Operational Services

Housing Operational Services

Responsibility

4. Review and update Schedule 2 of the management
agreements (which sets out the details of functional
delegations to CBH) to ensure it is complete and accurate
5. Review process for Rent and Service Charge setting –
ensure there is space for tenant consultation and
operational feedback on the details of service charges
prior to Council appro
6. Review process for considering and awarding access
licences and grant of land, together with the monitoring
arrangements

Asset Management

1. Clarification needed on responsibilities of Amphora
(Estates team) and CBH on the management of housing
stock leased to third parties such as NACRO

Client Asset Manager CBC

High

Mar-21

Asset Management

2. Amend Management Agreement to state that financial
limit for CBH to directly hold/procure contracts is £150k or
as stated in Asset Management Strategy

Client Asset Manager CBC

Low

Jun-21

Client Asset Manager CBC

Medium

Mar-21

Asset Management
3. CMG to be re-focussed to address exception reporting,
health and safety compliance, potential or actual
overspends and forward look on procurement needs.

Notes

Draft written by MB to be shared with CBH

Completed Process in place to include consultation
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Asset Management

Asset Management

4. Review operation of current procurement processes
jointly with CBC Procurement Team. Establish any
immediate opportunities for improvement in processes.
5. Ensure revised Asset Management Strategy
i) includes a comprehensive review of procurement
strategy that is robust enough to successfully and cost
effectively deliver the levels of investment required and
which reviews contract value limits for CBH to enter into
directly ii) considers DLO delivery and procurement
consortia arrangements as part of procurement options
iii) reviews specifications for asset component renewals
iv) reviews standards for communal areas covering
building safety, security, amenity spaces, lighting, design
etc
v) addresses achieving or contributing to achieving 2030
zero carbon target

Responsibility

Priority High
Medium Low

Target
completion RAG Status Completed
date
Feb-21

Client Asset Manager CBC

Medium

Client Asset Manager CBC

High

Sep-21

Housing Options

1. CBH to provide direct cost of staff employed to
maintain the housing register and provide the housing
options and homelessness service. Cost to be compared
with neighbouring authorities and/or authorities in the
sub-region responding to similar numbers of applications
for assistance – for example, Basildon, Chelmsford and
Harlow

Operations Director - CBH

Medium

Mar-21

Housing Options

2. Update the management agreement service description Client Services Manager to accurately reflect current legislative requirements.
CBC

Medium

May-21

Housing Options

3. Consider inclusion of additional service outcomes as
part of review of delivery homelessness strategy

Client Services Manager
Housing Strategy
Manager - CBC

Low

Sep-21

Housing Options

4. Consider the risks and benefits of transferring MHCLG
grant income to CBH budgets (benefits include ability to
put in place fast track payment for private sector landlord
schemes)

Client Services Manager CBC

Medium

Apr-21

Housing Options

5. Include data on homelessness decisions and quarterly
Client Services Manager reporting against homelessness budget spend in reporting
CBC
on delivery of the homelessness
Housing Strategy
6. Review temporary accommodation strategy
Manager - CBC
1. Updated and expanded SLA (including Leisure World
Client Services Manager and Engineering Services/Car Parking sub SLAs) to be
CBC
agreed, and to be incorporated into the management
agreement.
Client Services Manager 2. Process for handover and inclusion of new corporate
CBC
buildings to be agreed and added to the management
agreement

Medium

Jan-21

Medium

Apr-21

Medium

Mar-21

Medium

Mar-21

Housing Options
Corporate Facilities Management

Corporate Facilities Management

Notes

To be considered but unlikely to be agreed at this time.

Completed Carried out at monthly CBH Operational meetings that the Client attend.

Position statement - but no strategy as such.
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Responsibility

Corporate Facilities Management

3. Reference to benchmarking service contracts (2.2.6 in
SLA) to be replaced with a requirement to carry out
management quality checks of services

Corporate Facilities Management

4. CBC Client, CBH and CBC Corporate Health and Safety
Client Services Manager Officer to agree and document the Health and Safety
CBC
monitoring procedures and compliance reporting required
of CBH, and for this requirement to be added to the
management agreement.
5. Review targets for responsive maintenance, with
Operations Director – CBC
response category definitions also agreed and
communicated with CBC building managers
6. Energy consumption KPI to be deleted, subject to
Client Services Manager confirmation that this is being recorded and reported
CBC
elsewhere in CBC

Corporate Facilities Management

Corporate Facilities Management

Client Services Manager CBC

Priority High
Medium Low
Medium

Target
completion RAG Status Completed
date
Mar-21

High

Mar-21

High

Mar-21

Medium

Jan-21

Corporate Facilities Management

7. CBH to recommend an appropriate uplift to the KPI
threshold cost per m2 for backlog repairs

Director of Business
Improvement

Medium

Jan-21

Corporate Facilities Management

8. Produce a corporate asset management strategy,
providing 5-year investment programme and 30 year
investment projection.

Amphora Commercial
Holdings subject to 10
below

Low

Oct-21

Corporate Facilities Management

9. CBH to produce an annual report on corporate property Operations Director – CBC
management and maintenance

Medium

May-21

Corporate Facilities Management

10. Complete a review of the client role for CBHs facilities
management function – specifically asset management
strategy, leasehold management, performance targets and
Setting KPIs and Health` and Safety Compliance

Client Asset Manager CBC

High

Mar-21

Financial Arrangements and
Management Fee

1. Add more detail to the management agreement to
define the type of expenditure that the revenue
maintenance reserve should cover in the event of a
projected overspend

Client Asset Manager CBC

Low

Oct-21

Financial Arrangements and
Management Fee

2. Review the financial limit of £300k on CBH retained
ringfenced funds derived from underspends against the
revenue repairs element of the management fee. (as
detailed in Schedule 6 of the management agreement)

Client Asset Manager CBC

Low

Oct-21

Client Service Manager CBC

Low

Oct-21

Client Service Manager CBC

Medium

Apr-21

Financial Arrangements and
Management Fee

Financial Arrangements and
Management Fee

3. Revise schedule 3 of the management agreement to
better define and describe the process for setting the
management fee and the delegated budgets.
4. The fee for corporate facilities management to be
incorporated into schedule 3 of the management
agreement

Completed

Notes

The figure that we have been working to at present as detailed in the current SLA
is £40/m2 which I believe was a benchmark figure for good practice provided by
RICS back in 2015/2016 when the SLA was written. I have spoken to Lee and
according to BCIS data, maintenance costs have risen by 22% since 2016 so I
would suggest that the KPI is increased by this amount to £49/m2.
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Priority High
Medium Low

Target
completion RAG Status Completed
date
Sep-21

Financial Arrangements and
Management Fee

5. The annual CBC/CBH strategic meeting (which forms
part of the liaison protocol) needs to take place and be
used to discuss openly any upcoming financial pressures
or a desire from either party to provide additional services
which may have a financial implications. Also, to include
consideration of service development issues such as,
tenancy audits, options for staff led local area
improvement iniatives if CBH exceed targets, older
persons services

Client Service Manager CBC

Low

Financial Arrangements and
Management Fee

6. CBC and CBH to jointly review CBHs 5 year financial
Client Service Manager plan, and (in the context of the review of the HRA business
CBC
plan) consider the principles for setting the management
fee for core housing services (HRA funded) prior to the
expiry of the current agreement in August 2023. The aim
is to ensure the service is both financially sustainable and
is meeting the Council’s expectations in terms of service
delivery. To include principles for accumulating reserves.

High

Sep-21

Financial Arrangements and
Management Fee

7. CBC and CBH to explore the options around the
Operations Director - CBH
flexibility to deliver additional localised improvements in
response to CBH exceeding performance targets, with CBH
staff making suggestions on what and where.

Low

Sep-21

Notes

14. AOB
For Discussion
Presented by Dirk Paterson

