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I’m delighted to be celebrating after one of the hardest, but 
most successful years in the history of Colchester Borough 
Homes. I can honestly say it’s been a privilege, and at times 
a moving experience, to chair CBH this year. 

This year we celebrated 100 years of Council Homes. The 
provision of secure and affordable homes in Colchester is 
vital to support residents. Good housing helps individuals 
fulfil their educational goals or personal aspirations and 
enables us to contribute to society. It’s vital that we 
continue to build more homes to support residents.

But we’re not just about great value high quality housing. 
We’re so much more than that. 

We’ve always said we’re here for the community. This year 
we’ve really lived that out. 

During the year staff made over 10,000 calls to the most 
vulnerable customers during the various lockdowns, 
ensuring they had the support required. The Older Persons 
Service Team made just under 30,000 welfare calls to 
tenants in sheltered schemes. The Financial Inclusion Team 
provided specialist financial advice to 1300 customers.

We also provided £40,000 of funding to 23 local groups 
through CBH’s Community Initiative Fund.

As a board, we stayed close to our staff and residents during 
lockdown. The board has been enormously impressed with 
the resilience shown by staff and residents.  

Our urgent and emergency repairs work was outstanding. 
The Repairs Team was available 24/7 to deliver emergency 
repairs. There was a 100% completion on reported 
emergency and urgent repairs with over 100 cases each 
month. 

One of the most important contributions we’ve made 
to the Colchester community this year has been housing 
rough sleepers during lockdown. This year an unprecedented 
97 people were accommodated and out of those 51 have 
gone into long term accommodation. I’m so proud that our 
front-line staff continue to work selflessly to support the 
most vulnerable in our society during these unprecedented 
times. We’re also very thankful to our partners for their 
continued work in helping to house homeless households 
and rough sleepers. By working collaboratively, we helped 
protect vulnerable residents, as well as the general public, 
during the outbreak of Covid-19. 

Communities of course are not just about what our staff 
do. Communities are all of us working together.  It’s been 
great to see our residents building communities across the 
borough. The Good Neighbour Awards shine a light on our 
tenants and leaseholders who have reached out to support 
others in their community, and it’s been truly inspiring 
hearing how residents have been looking after each other 
throughout Covid-19.

This year we said goodbye to Gareth Mitchel, our CEO, who 
has retired. Gareth did a superb job to build our reputation 
as an excellent provider of housing in the community.  
It’s possibly because of our reputation that we’re able to 
attract an extremely strong field of candidates to replace 

him. We have made an outstanding appointment to 
continue Gareth’s excellent work. The CBH Board, staff and 
stakeholders were impressed with the ability and leadership 
of Philip Sullivan as well as his outstanding track record in 
delivering good quality homes. We know that he will lead 
a team that will deliver for residents, inspire staff and work 
well with the board. I look forward to working closely with 
Philip to deliver an ambitious strategy to meet the long-
term need of social housing across Colchester.

In recognition of all we’ve delivered the Council agreed to 
extend our management agreement until 2028. This shows 
the trust they place in the CBH team. We’ve demonstrated 
that as an arms-length management organisation of the 
Council, we’re fully aligned with their strategic priorities. 
I’m honoured that they believe we’ve demonstrated good 
governance to ensure the organisation is well run and 
excellent value for money for our customers.

We are now well placed to tackle the challenges and 
opportunities that lie ahead for our customers and our 
organisation.

We must build on our success in Colchester. As we look to 
the future, we need to be ambitious and work towards a 
future which provides far greater numbers of sustainable, 
low carbon, high quality social housing in our communities 
over the next 10 years. I look forward to working with 
colleagues to make this a reality for our communities.

CHAIR OF THE BOARD

Dirk Paterson

Foreword from Chair of the Board
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CBH at a glance
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HOMES OWNED AND MANAGED



Responding to the 
 Covid-19 pandemic

A number of our services needed to be adapted or 
suspended to meet demand for our core services. 
Staff worked throughout the pandemic and we are 
very proud of their response. Here is a brief  
overview of how we rose to the challenge.

Tracey Brushett, 
HOUSING OPTIONS MANAGER

On 23 March 2020, the Government 
announced the ‘Everybody In’ 
campaign to protect rough sleepers 

from catching Covid-19. All Rough Sleepers as of 26 March 
were to be provided with accommodation that was self-
contained and not a shared dormitory style provision. Our 
Rough Sleeper Team liaised with a local hotel and another 
section of Colchester Borough Homes to help refurbish a 
decommissioned sheltered scheme, set for redevelopment, 
to provide further units of accommodation.

The team co-ordinated furnishing the rooms, processing 
referrals and co-ordinating our partners to ensure those 
accommodated had access to food, medication and white 
goods. During the period between the 26 March 2020 
and September 2020 we provided accommodation for 51 
individuals. To ensure that at the end of this people did not 
end up back on the streets, a pathway plan was developed 
and the Rough Sleeper Team worked with individuals to 
assist them to access alternative accommodation in the 
private sector or supported housing and reconnect them 
back with family or friends. Work on the pathway plan was 
co-ordinated through the multi-agency Colchester Homeless 
Action Panel (CHAP’s). This could not have been completed 
without the assistance of the whole Housing Options team 
and our partners both internally and externally.  Thank you 
to everyone for your support.

the amount of noise they made, while also reminding 
residents that the lockdown was tough for everyone and 
an increase in noise was to be expected.

We also experienced an increase in Cuckooing and drug 
activity across the borough. By working with our partners, 
such as Essex Police, we have used the courts to enforce 
conditions of tenancy and this has resulted in a several 
closure orders which provided safety to neighbours and the 
wider community.

Nathan Suley, 

COMMUNITY SAFETY MANAGER

The Antisocial Behaviour team 
experienced an increase in service 
demand during the pandemic with 

people staying home all day. This impacted residents’ 
tolerance levels with neighbours and noise, which created 
an increase in complaints. By working with residents, we 
reminded them how to be a good neighbour and consider 

Karen Williams, 

HEAD OF HOUSING MANAGEMENT

Whilst we had to change the way we 
offered services during the pandemic 
this did not stop us from reaching out 

to our tenants. We made phone calls to every single tenant 
over the age of 65 in the first lockdown and arranged 
prescriptions and food parcels to be delivered. We also 
wrote to our tenants directly on four occasions, keeping 
them informed of how to remain safe in their homes with 
updates on the Government restrictions. 

We increased the frequency of content on social media to 
update our customers on service delivery and how they 
could access support. A major highlight was the creation of 
the Resident Voice platform, an online panel which meets 
every two months. This allowed us to receive feedback with 
a particular focus on service provision during the pandemic.

Mark Wicks, 
HEAD OF ASSET MANAGEMENT

Following the first lockdown and 
Government guidance, Asset 
Management paused all non-essential 

work in peoples’ homes. Work resumed in June with strict 
covid-secure measures to keep customers and staff safe.

Frequent communication with customers was undertaken to 
reassure them of the safety measures in place and what they 
needed to do when we visited. Digital forms were created to 
help us carry out the necessary checks of a property, without 
needing to be in the home. The service recovery proved to 
be challenging, however the team managed to complete 
a total of 1,232 projects including 172 new kitchens, 290 
heating replacements and 119 new bathrooms. This is a huge 
achievement despite the circumstances.
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Terry Rundle, 

COMMUNITY CARETAKER  
TEAM LEADER

The Community Caretaker Team 
adapted quickly to support our tenants. 

We supported the Housing Options Team with getting 
accommodation ready for residents who were homeless 
or rough sleeping. It was our role to install additional hand 
sanitising units across the sheltered and corporate buildings, 
increasing the safety of residents and staff.

We’ve helped more vulnerable residents get their 
important benefit documents quickly and securely to 
the Financial Inclusion Team and delivered food bank 
parcels to residents in need and also to those who found 
themselves needing to isolate.

Yvonne Day, 

HOUSING MANAGER –  
OLDER PERSONS SERVICE

The Older Persons Service Team was 
flexible in our service provision to keep 

older tenants safe and secure during the pandemic. We 
produced a regular newsletter with quizzes, ways to stay in 
touch, ran a decorate your window for Christmas competition 
and creative poetry during lockdown competition. The team 
maintained daily contact by phoning our tenants in sheltered 
accommodation every month and offering support.

Jigna Marzell, 

FINANCIAL INCLUSION OFFICER

Despite the exceptional circumstances 
of the past year, the Financial Inclusion 
Team has continued to provide day to 

day services whilst still managing significant growth in the 

number of tenants now subject to Universal Credit. The 
team has continued to operate as normal as possible and 
provide support to our outreach day surgery at Greenstead.

During the year, thanks to technology, we’ve stayed in touch 
with regular catch ups and team meetings, made the most 
of specialist online training courses and continued to provide 
highly successful communication with tenants. We’re proud 
to have offered special financial support and advice to 1300 
customers, which has hopefully made a big difference.

Kirk Braker,  
HEAD OF REPAIRS AND MAINTENANCE

Our response to the initial lockdown 
had us focus on the critical services 
we provide and delivering these in 

an efficient and safe way. We reverted to essential and 
emergency repairs while in full lockdown, working with our 
customers to manage repairs in a covid-secure way. Work 
in empty properties to help our customers move into their 
new home during the pandemic also continued.

All gas servicing and repairs continued, as we knew these 
services would be more important than ever. By putting in 
various control measures for employees and customers, we 
were able to continue with work in empty properties.

David Barthram,  
HEALTH, SAFETY AND FIRE 
MANAGER

Keeping our employees and customers 
safe was our main priority. Initially we 

made sure that all employees had the necessary personal 
protective equipment to protect themselves and advised 
them on how to follow the correct risk assessments and 
safe systems of work. 

We had to balance employee/customers safety and 
building inspections to maintain compliance for some 
of our higher risk buildings. All of our buildings were 
considered covid-secure, including 19 sheltered schemes.

Mark Healy,  
RESIDENT ENGAGEMENT OFFICER 
AND VOLUNTEER

At CBH, staff are encouraged to 
volunteer in the community and 

support others where possible. To support with the 
vaccination rollout, I volunteered at the East Suffolk & 
North Essex NHS Foundation Trust. The advert explained 
they were looking for support in wards at the hospital with 
bed making, spending time with the patients who didn’t 
have covid and any other ward-based tasks. 

Volunteering is such a rewarding experience, and I would 
encourage everyone to take up an opportunity to support 
their community and really make a difference.

Karen Loweman,   
DIRECTOR OF OPERATIONS – ONE 
COLCHESTER AND PARTNERSHIP WORK

The pandemic has demonstrated how 
important working with local partners 

is to make sure residents receive the support they need. 
One Colchester, the local strategic partnership which 
we’re part of, supported the community response to 
Covid-19 by helping local communities and supporting 
the borough’s recovery in a covid-secure way.

Our Community Fund provided £40,000 funding to 23 
local groups who provide a range of support to residents 
across the borough. I’m so proud of our approach to 
partnership work and this year has highlighted the 
importance of how working together can offer residents 
the best opportunities available.
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Our Performance Our Performance from April 2020 to March 2021

*  This result is calculated from our MTDP result which is 
made up of results from responsive repairs (in-house 
and contractor), new tenancies (voids), HIP, adaptations, 
customer service centre, complaints and ASB. % has 
been calculated from 1,401 responses.

**  Result is from our most recent voids survey and is 
made up of responses to the following question,  
“How would you rate the standard of your new  
home overall?”
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It’s important that tenants and leaseholders live in a home that meets the standards they deserve. 
With limitations in place for how we worked over the past year, the Asset Management team still 
managed to complete the following when improving the homes of our tenants and leaseholders:
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Keeping Residents Safe
Throughout the pandemic, we remained 
committed to providing housing and 

homelessness services and administrating 
the Housing Register. We continued to 
support applications for residents who 
needed a new home and our Outreach 
Team provided essential support and 

advice to those who were rough sleeping 
or homeless. Even under immense pressure, 
THE team provided the service Colchester 

expects and made a difference to so 
many lives. Outreach team
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Listening to your views
The views of our tenants are so important to us, as they shape the services we deliver. Our Engagement Plan 
seeks to ensure that we continue to place residents at the heart of what we do and outlines how we will 
achieve this. Over the year, the way we connect and listen to you has drastically changed but with the help 
of digital technology, Residents have still managed to engage with us. 

The Resident Voice 
We were proud to have launched  
our Resident Voice meetings  
in February 2021. 
Open to all tenants and leaseholders, the  
panel works together to make positive  
changes in the way we operate. By holding 
regular and informal discussions, these involved 
tenants and leaseholders have lead the way for 
positive changes in Colchester Borough Homes 
and the service provided. Visit cbhomes.org.uk/
resident-voice to find out more.

 Resident Voice meeting

We’ve highlighted some of our key 
achievements from the last year to 
ensure we’re engaging with our customers 
and understand your views.
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WE made the  
commitment to begin 
the TPAS Accreditation  
process in November 2020.

Task and Finish groups  
reviewed Complaints &  
Compensation policies, as  
well as a new Antisocial  
behaviour publication.

we introduced  
the “Support in the 
Community” page  
to our website. 

We provided all involved customers 
with a device (along with data) to 
enable them to carry out activities and 
incentivise more involvement across the 
wider CBH Customer audience. 

We provided our final Resident 
Panel meetings via Zoom, until the 
Resident Voice launched. 
We were able to increase the frequency of meetings 
when we began the recovery phase. The panel was 
able to review seven service areas and played a key 
part in the CBC/CBH management review.

More than ninety tenants 
and leaseholders 
have been actively involved during the year, sharing  
their lived experience as CBH looks to continually  
improve its services.

Following feedback from our 
previous STAR survey, Housing News 
and Views now highlights tenant 
feedback and the actions taken  
to resolve them.

we awarded Twenty-three 
different groups and charities  
WITH funding awards to  
support our communities.



  A N N U A L  R E P O R T  2 0 2 0 / 2 0 2 1       13    



14       A N N U A L  R E P O R T  2 0 2 0 / 2 0 2 1

If you have something to share with us, you can contact us by 
calling 01206 282514, emailing complaints@cbhomes.org.uk or 
visit cbhomes.org.uk/complaints-compliments-and-comments. 
Use your phone or tablet’s camera to scan here and visit our 
website to share any feedback you may have.

Getting things right
We always want to ensure that our customers 
are receiving the best service possible. That’s why 
it’s important customers share their feedback with 
us. Last year, we received a total of 87 formal 
complaints, with 37 of these upheld. On average, it 
took 9 working days to respond to a complaint.

We received an increase in complaints about the  
repairs service, in particular the delays which were 
caused by the pandemic. Covid-19 restrictions lead  
to changes in service provision, with repairs being  
limited to urgent and emergency at certain times.  
From all the complaints we received, we will review  
our service delivery to improve customer satisfaction.

We are committed to learning from all contacts and 
complaints and to put in place positive changes.

Upheld complaints

Formal Compliments:

We are delighted to have logged 
109 compliments from customers. This 
includes feedback on how staff from 
various teams performed and supported 
you throughout the pandemic.
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Delivering the 
   Mercury Theatre

Working with Colchester Borough Council, the construction of the revamped theatre was 
completed at the end of March and will open to the public in summer 2021.  Along with 
enhancing the surrounding area, the new building will become a community hub for all 
residents of Colchester to enjoy.

During the year, we focused on two phases which were:

Phase 1 
Development of the new production block which was completed on  
11 September 2020.

Phase 2 

Enhancing the existing theatre, box office and creative learning suite which was 
completed on 29 March 2021.

The theatre opens to the public in June 2021 and will be a key venue in  
Colchester to bring residents and communities together.

we have continued working with partners to support the delivery of 
the Mercury Rising Project, which was the only arts council  

ENGLAND project to continue during the pandemic. Mercury Rising is 
the Mercury Theatre’s redevelopment project which includes a  
£9.8 million extension and refurbishment of the theatre. This  
exciting project aims to safeguard the future of performing  

arts in Colchester and the surrounding area.
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Looking at why it’s important to mark the centenary, Paula Goddard, 
tenant and board member, said 

“I’m proud to have been a tenant since July 2014. There are many 
stories across the borough of residents who require secure and 
affordable housing and it’s because of the council and CBH that this 
has been achievable.

“Not only does my family have a secure home and tenancy, but we 
have access to valuable services such as financial advice and support 
from organisations who work in partnership with CBH. Tenants and 
leaseholders also get to take part in the annual Your Garden and Good 
Neighbour awards, as well as Resident Voice panel meetings to share  
their views on CBH. The services provided and opportunities available  
are so valuable and really highlight the benefits council housing  
brings to the borough and its communities.”

Dirk Paterson, Chair of the CBH Board, echoed Paula’s comments  
“It is great to celebrate all we have achieved with council housing  
across Colchester and I’m very proud of the value for money and  
high-quality housing we offer to communities. 

“It’s vital that we continue to build more homes to support residents.  
The history of good quality housing shows that it vastly improves the  
life chances of people, helping individuals fulfil their educational goals, 
their personal aspirations and enabling them to contribute to society.  

“We must build on this legacy in Colchester. As we look to the future, we 
need to be ambitious and work towards a different picture, one which 
provides far greater numbers of sustainable, low carbon, high quality  
social housing in our communities over the next 10 years. I look 
 forward to working with colleagues to make this a reality.”

Years of 
Council Housing

In February, CBH and  
Colchester Borough  
Council celebrated 
the centenary of the 
borough’s first council 
homes. Some of the 
earliest council homes 
in Colchester were built 
more than 100 years ago in 
Defoe Crescent. Today, the 
council provides around 
6000 affordable homes 
to tenants which are 
managed by us.
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Transforming our future
Following our immediate response to Covid-19, we 
looked at how we could develop certain practices going 
forward. This lead to the creation of The Transformation 
Project, which has been a huge success with many 
projects and initiatives being established and completed. 
The project focused on the following projects:

 Sustaining and enhancing  
community enablement
Reviewing how we work with local charities and 
organisations to best support communities across the 
borough.

Preparing for an increase in 
homelessness
Ensuring the best practices and resources are available to 
cope with the predicted rise of homelessness.

Delivering gigabit broadband
Utilising the new technology which is available to our 
tenants so they have a fast and reliable connection to our 
online services, those provided by the Council and other 
partners.

Funding of energy efficiency projects
We’re committed to supporting the Council achieve 
carbon neutrality by 2030 and will be improving energy 
efficiency in our homes and also helping tenants reduce 
their fuel costs.

Improving workforce resilience 
Looking at workforce resilience, health and wellbeing, 
induction and the development of a suite of updated  
HR forms.

Enhancing the use of IT
Assessing how technology can assist CBH to work more 
effectively and better communicate with our customers.

In order for us to continue providing excellent services 
for our customers, we must continue to transform as an 
organisation. The completion of this project should be the 
catalyst for teams to carry on pushing the boundaries in 
finding alternative and innovative ways of overcoming 
external challenges and improving our service provision 
and ensuring residents and communities are at the heart of 
everything we do.

Creating an accessible platform

To provide customers and staff with a better digital 
experience, the Council procured and supported the 
implementation of a new IT system from Northgate 
Public Services (NPS), on behalf of Colchester Borough 
Homes. The new system will provide tenants with access 
to more digital services and will provide time saving 
benefits to staff.

Managing the project remotely due to Covid-19, NEC 
(previously NPS) worked in partnership with Colchester 
Borough Council and Colchester Borough Homes to ensure 
the system went live in just over 11 months. Typically, 
similar transformations would take at least 18 months 
to implement and sometimes longer. The new IT system 
will provide a huge range of benefits, including allowing 
customers to view online rental statements, manage 
payments and report repairs from home.

Housing staff working remotely will be able to update 
tenancy records from any device and analyse data such 
as the geographical location and condition of properties 
at the touch of a button, which will help them to make 
informed decisions on when and where to target resources.

Looking forward

 An involved tenant receiving their tablet device 

as part of our community enablement project
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Providing quality
accommodation

We are proud of what we’ve achieved this year when 
making improvements to people’s homes. We’re excited to 
see a major project come to life in 2021/22. Elfreda House, 
in Shrubend, is to be replaced by a larger, three-storey 
complex, increasing the number of homes from 32 to 36.

The new building will offer tenants their own bathrooms, 
kitchens, living rooms and bedrooms. Each apartment will 
also have its own outside space, either in the form of a 
balcony or a courtyard for those on the ground floor. There 
will also be shared communal spaces where residents can 
socialise, and lifts will provide access to the upper floors.

We’re working towards
becoming accredited with TPAS,
the tenant engagement experts. 

TPAS are dedicated to improving tenant engagement 
standards across the country. They bring tenants, landlords 
and contractors together through a wide range of services, 
independent and impartial advice, support, consultancy, 
and training. Supporting over 200 housing associations, 
local authorities, resident groups and contractors covering 
over 2.5 million homes, the accreditation will demonstrate 
our commitment to tenant engagement and ensuring we 
have the skills to develop this.

Resident Voice
Our Resident Voice meetings will still be held every other 
month. We encourage all tenants and leaseholders who 
want to have their say on our services and the homes they 
live in to attend. It’s a great way to have an informal chat 
with other tenants and leaseholders and have your views 
shared with the board, which could lead to positive steps in 
the service we provide.

Elfreda House design

Scan the QR code 
to learn more 
about the Resident 
Voice and how YOU 
can get involved!








