CBH Board Meeting
Schedule

Wednesday 2 March 2022, 5:00 PM — 6:50 PM GMT

Venue

Colchester Castle, High Street, Colchester. CO1 1TJ

Organiser

Jo Paget

Agenda
5:00 PM

1. Welcome, Apologies and Quorum

1

5:01 PM

2. Declarations of Interest

2

5:02 PM

3. Voice your View

3

5:22 PM

4. Scrutiny Panel Report – CBH Website - Sandi Moon

4

Customer and Engagement Update - Nicola Davey

5:42 PM

5. Focus on Frontline – Financial Inclusion Team - Jigna Marzell

5:52 PM

6. Board Effectiveness Review (Presentation) - Abi Robson Central Consultancy

12

5:57 PM

7. Consent Agenda

15

i. Board Non-Confidential Minutes & Matters arising – 24
November 2021 Meeting
ii. Trading Protocol
iii. Building Safety Compliance Policy (Residential) & Building
Safety Compliance Policy (Corporate Buildings)
iv. Board and Committee meeting dates 2022/23

7

6:02 PM

8. Medium Term Delivery Plan 2022-27 - Matt Armstrong

33

6:12 PM

9. Directors Report Non-Confidential - Philip Sullivan

60

6:22 PM

10. 2022/23 Budget (including 2022/23 management fee and
delegated budgets) - Cong Gu

64

6:32 PM

11. Strategic Plan 2022-27 - Philip Sullivan

77

6:47 PM

12. Strategic KPI Report - Matt Amstrong

82

1. Welcome, Apologies and Quorum

2. Declarations of Interest

3. Voice your View

4. Scrutiny Panel Report – CBH Website
- Sandi Moon
Customer and Engagement Update Nicola Davey
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Recommendations – The Board is asked to NOTE the Customer Engagement update

Resident Voice (face to face/virtual)

Resident Voice - Colchester Borough Homes (cbhomes.org.uk)
The Panel met on 1st December 21
❖ Julie Carver, our new Customer Involvement Officer, introduced herself and explained a bit
more about her role and how she’ll be supporting tenants and encouraging you to engage
with us in the future.
❖ Also introducing himself was Philip Sullivan, our new Chief Executive who gave an overview
in CBH’s upcoming strategy and how tenants can play a big part in helping us shape our
priorities for the future.
❖ The Residents Voice terms of reference was reviewed and approved by involved customers
❖ We went through the results of our STAR survey that tenants completed in July, which
provided a snapshot of how tenants thought we were performing. 80% of respondents were
satisfied with the overall service we provide, with 85% satisfied with the quality of their home.
The full list of results will be available soon.
❖ Tenants were also reminded of our Transfer Incentive Scheme which offers cash incentives to
those who move to a smaller home. There was also a discussion on staying safe this winter
with tenants reminding each other to look after vulnerable neighbours, get flu jabs and
vaccines and to drive carefully over Christmas.

“Review days/times of meetings”
Discussed at December meeting alternative meetings to start at 17:00, Tuesday was agreed by all
panel members.
“The Contact Us section on the website is confusing and it's hard to find out who or how we
contact you for different things”
We have redesigned this section of the website and made it clearer. You will find the Contact Us tab
at the far end of the navigation bar on the homepage and now when you click on it, the page display
links, numbers and instructions on how to contact us depending on what you want to talk about. We
hope you find it easier to navigate now.
“I want to get more involved but I’m not sure how”
We have updated the information on our website. Head to the Your Neighbourhood section and click
Get Involved. This now shows all the different ways you can work with us to make your community
better.
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Training and Communications
❖ The Tenant Inspectors have completed their first inspection, focusing on the CBH Website
and presented a professional report.
❖ Involved customers were made aware of the latest round of free webinars and training from
TPAS and highlight placed on the Virtual Members Event – joined by the Regulator of Social
Housing, seeking views on its proposal for tenants’ satisfaction measures which are part of
implementing changes to consumer regulations set out in the Governments ‘The Charter for
Social Housing Residents: Social Housing White Paper’
➢
➢
➢
➢

Getting the most out of your membership Virtual Members Event – joined by Regulator of Social Housing
National Engagement Standards Scrutiny Club

➢ Tech tour

General Updates
Julie Carver has joined CBH as the newly appointed Customer Involvement Officer as from the
15th of November 2021.
Round 3 of the CBH Community Initiative Fund has taken place and 15 local groups and charities will
benefit from this round of funding: Community Funding Round 3
The CBH Box Smart project finished at the end of November 21. Please see PDF for full review, 2 of
the participants are making use of their free boxing club membership:

Box Smart Review.pdf

Forward Look
CBH Live Event – presentation from our involved customers Sandi & Ray on customer involvement
Garden Competition to be relaunched with a new format:
❖ Focus on healthy eating
❖ Wildflower seed giveaway for children to encourage butterflies and bees to gardens
encouraging biodiversity
❖ Engagement with previous Garden Award winners to become ambassadors
❖ Grow your own vegetable planter Competition in partnership with Abberton Rural Training
❖ Tutor session for sheltered communal gardens
❖ An Evening of Commemoration – Mercury Theatre – An Evening of Commemoration Mercury Theatre
Live stream to take place at Greenstead Community Centre 26 th March 2022.
❖ Platinum Jubilee – Street Party at Greenstead Community Centre – more details to follow

5. Focus on Frontline – Financial Inclusion
Team - Jigna Marzell
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FOCUS ON CBH FRONTLINE –
Jigna Marzell- Financial Inclusion Officer

1. Tell us about your job
In my role as a Financial Inclusion Officer, I work in the Financial Inclusion Team (FIT) alongside a
Welfare Rights Officer and a Housing Benefit/Universal Credit Liaison Officer.
The main focus of my role is to provide support to all tenants, especially the vulnerable who have rent
arrears or are likely to fall into arrears, to enable them to avoid homelessness and debt. I also ensure
that our tenants have access to financial and digital services, such as a bank account, debt support,
budget management and online services.
My support consists of:
Ensuring income is maximised and I do this by completing benefit checks to identify if there are benefits
that the tenant is entitled to, but not claiming them and then refer them to our Welfare Rights Officer.
Work in close partnership with the Universal Credit Team at Colchester Job Centre, to ensure that our
tenants Universal Credit claims are correct so delays and errors in payments can be avoided. I also
support tenants to understand their Universal Credit claims, so they can manage them, using their
online claim journal.
Work with our Community Housing Officers on rent arrears cases and help vulnerable tenants to apply
for funding such as Discretionary Housing Payments, so they can avoid Court and Eviction action.
Close working with Colchester Borough Council’s Customer Support team to secure Discretionary
Housing Payments for Colchester Borough Homes’ tenants.
Help tenants who are affected by the under-occupation charge and living in disabled adapted
properties, to apply for Discretionary Housing Payments, to cover the rent for the spare bedroom.
I liaise and work with Colchester Borough Council’s Housing Benefit team, to have bedroom needs
increased for tenants who are affected by the under-occupation charge, but the couple or their children
cannot share a bedroom due to their health conditions. This results in the under-occupation charge
being removed and full Housing Benefit being awarded.
For those facing financial hardship and have Council Tax debt, I refer them to Colchester Borough
Council for the Essential Hardship Fund and liaise with Colchester Borough Council’s Court Action
Team to negotiate taking debts back from bailiff’s, stop court summons’ and negotiate affordable
repayment plans. I also work closely with Colchester Citizen’s Advice and Christians Against Poverty
and make referrals for tenants who need debt solution support.
For tenants who are affected by the under-occupation charge and wish to downsize, I help them to
register on Gateway to Homechoice and support them to submit the required documents (ID and
medical letters) to ensure their application is activated to enable to bid on suitable smaller properties.
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To ensure tenants are digitally included and have access to online services, I promote and refer to
Signpost and Community 360.
I manage the Universal Credit Landlord Portal and update the housing costs for when tenants make
new claims. This is to ensure that Universal Credit pay the tenant the correct Housing Element to
enable them to pay their rent and avoid rent arrears.
Work closely with Colchester Credit Union and the banks in Colchester to ensure that all our tenants
have access to basic bank accounts, Credit Union accounts and financial services, such as the
emergency Credit Union loan.
My achievements in the current year (To Q3 21/22) include:
Secured 104 Discretionary Housing Payment awards, which resulted in vulnerable tenants avoiding
court or eviction action. Total £67,696
Contacted and supported 986 tenants who are affected by Welfare Reform and under Occupation.
Helped 2 households to have the Benefit Cap removed, by identifying that they would be entitled to
disability benefits. They secured successful awards and this resulted in them being awarded full
Housing Benefit and an increase in their income.

2. How did you get into this role?
I joined CBH in October 2013. Before this, I was a Family Support worker for Children’s Centres and
provided holistic support to families who were on Child Protection Plans. I’ve always had a real passion
for helping people to enable them to improve their lives, Welfare Benefits and the importance of secure
Housing. So when I saw this job advertised at Colchester Borough Homes, it was the perfect role for
me.

3. What is the best part of your job?
I get to work with and help people to improve their situations and outcomes and the variety! No two
days are ever the same. One day I could be helping a tenant to make an online Universal Credit claim
and verifying their Housing costs via the Universal Credit Landlord Portal, the next day I could be
applying for a Discretionary Housing payment so an eviction of a vulnerable tenant or family can be
avoided and liaising with Colchester Borough Council’s Court Action team for them, to stop bailiffs
action and arrange an affordable repayment plan for Council Tax debt.
Whilst I work in partnership with local support agencies to ensure that out tenants have access to
services, my primary responsibility is to work with tenants.
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Here’s an example of the one support case I gave to a CBH tenant.
‘Eviction Prevention’
Background: The Community Housing Officer asked me to contact a tenant as her Housing Benefit
and Local Council Tax Support had been cancelled in Feb 21, however she wasn’t aware of this until
the housing Officer notified her.
Action: I looked on the Housing Benefit system to establish why the benefit and stopped and it showed
that she had failed to respond to a request for her self-employed income. This request was sent to her
via email. I explained this to the tenant and she explained that her PC had broken and she didn’t have
access to her emails from January 21 to March 21.
I supported the tenant to compose an email asking for a reconsideration of the cancellation of the
benefit, as well as to complete the self-employed income form from January 21 to date. I also submitted
these along with a case to why I feel that the cancellation decision should be revised, highlighting that
during January 21 and April 21, tenants and CBH did not have access to correct rent balances, due to
the implementation of NPS.
Outcome: As a result of this, Housing Benefit and Local Council Tax Support was re-instated and
backdated. All rent arrears of £1617.94 were cleared and on-going full weekly Housing Benefit and
Local Council Tax Support is in payment. The tenant also avoided having to claim Universal Credit
and is no longer at threat of facing eviction action.

4. What is the worst part?
Not having enough time to complete all the tasks I need to daily.
The new housing management system NEC has very lengthy processes and recording the work I do
takes much longer than it used to. The result of this is that I can’t deal with as many cases as I used to
daily.
Having to following National Government Policy on Welfare Reform, which we cannot control, but
clearly has detrimental affects on society. Such as, Universal Credit, Under Occupation Charge,
freezing of annual benefit awards and the Benefit Cap.

5. What would you change about your role?
Simplify the recording and function processes on NEC.
Have another member in the Financial Inclusion Team to support us with administration duties, during
busy times of the year- end and start of the Financial Year and for holiday cover.
Improve the electronic link between CBH and the DWP to enable to automatic uploading of rent
increases which is currently a manual process and results in claimants not providing their correct rent
details
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Having more time to be proactive and run campaigns and promotional information regarding financial
inclusion.

6. If you could be CEO of CBH for the day, what would you do?
I would job shadow with each member of the Financial Inclusion Team to get a real insight into what
problems and issues Colchester Borough Homes Tenants face.
Consider introducing a working from home allowance, for all home working employees to recognise
the move towards agile working and reduced accommodation costs.

7. Tell us something about yourself that no one else would know.
I have a fear of deep water, and one year on holiday with my family in Cyprus, my 10-year-old daughter
said she really wanted to try Scuba Diving and wanted my husband and I to do it with her. I have always
encouraged my children to experience things. Therefore, I put on a brave face on and took the plunge!
I am so glad I did it and thoroughly enjoyed swimming amongst the sea life.
I was brought up in a North London council property and lived there with my family until I was 21 years
old.

6. Board Effectiveness Review
(Presentation) - Abi Robson - Central
Consultancy
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Colchester Borough Homes
Board Effectiveness Review 2022- Methodology and Timescales
1.

Abi Robson of Central Consultancy and Training will be working with you to carry out
your board effectivness review for 2022. Our method of working is to get to know you
and work collaboratively. We will feed back and test out emerging findings with you as
the work progresses.

2.

We will need time and commitment from board members and executive colleagues to
deliver the best results for you. The stages, your involvement and timescales are:
Stage 1: Appraisal of the effectiveness of the Board
Initiation meeting with Board Chair, CEO and
7th January 2022
Governance Business Partner
Governance
Desktop review of key documents
Ongoing
Business Partner
Observation of Audit and Risk Committee

A&RC

7th February 2022

Observation of Board meeting

Board

2nd March 2022

Online survey

Board members
and Executive
3rd to 17th March 2022
Team

Individual interviews with board members

Board members

Group discussion with Executive Team

Week commencing 21st
March 2022
Week commencing 21st
Executive Team
March 2022

Whole Board and Executive Team discussion Board members
to test and debate findings, shape conclusions and Executive
Awayday 22nd April 2022
for our final report
Team
Stage 2: Reporting
Draft report
Final report
Board meeting receives report

3.

Chair, Chief
Executive
Board
Board

29th April 2022
9th May 2022
18th May 2022

The online survey will reflect your adopted Code of Governance, the National Housing
Federation’s 2020 Code, and elicit your views in the areas of:

CBH Board Meeting

•
•
•
•
•
•
•
4.

Board composition and committee structure
Collective skills, experience, and diversity
Board renewal
Board and committee year plans, agendas, papers, and minutes
Board decision-making, assurance and constructive challenge
Board induction, learning and development and appraisal
Board dynamics

In accordance with your brief the final report will include specific reporting on:
•
•
•

5.
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An appraisal of the Board’s alignment with the 2020 Code
Skills requirements and gap analysis for board and committees
Board paper effectivness review

We would like to thank Board members in advance for the additional time your
involvement will require, and we look forward to working with you all.

Contact:
Abigail Robson
Central Consultancy and Training
Abi.robson@centralconsultancy.co.uk
Tel 07974 667692

7. Consent Agenda
i. Board Non-Confidential Minutes &
Matters arising – 24 November 2021
Meeting
ii. Trading Protocol
iii. Building Safety Compliance Policy
(Residential) & Building Safety
Compliance Policy (Corporate Buildings)
iv. Board and Committee meeting dates
2022/23
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Colchester Borough Homes Limited
Minutes of the Hundred and Twenty-first Board meeting held at the Greenstead Community Centre
on Wednesday 24th November 2021

Present:
Dirk Paterson (DP)
Karen Smout (KS)
Philip Sullivan (PS)
Justin King (JK)
Nicola Davey (ND)
Fiona Marshall (FM)
Cllr Tina Bourne (TB)
Cllr Michelle Burrows (MB)
Cllr Nigel Chapman (NC)

Chair
Vice Chair
Board Member/Chief Executive
Board Member
Board Member
Board Member
Board Member
Board Member
Board Member

In attendance:
Matthew Armstrong (MA)
Karen Loweman (KL)
Mark Wicks (MW)
Natasha Murray (NM)
Cong Gu
Geoff Beales (GB)
Cllr Tim Young
Ray Sharpe (RS)
Sandi Moon

Director of Business Improvement
Director of Operations
Head of Assets
Finance Business Partner
Head of Finance
CBC representative
CBC
Resident
Resident

Meeting started at 5:00pm
1.

Welcome, Apologies and Quorum

1.1

DP welcomed everyone to the meeting. Board noted that apologies had been received from
Jo Paget, Governance Business Partner.

1.2

Following the sad death of CBH’s employee David Gullen, DP extended the sympathies of
the Board to David’s family, friends and work colleagues.

2.

Declarations of Interest by Board Members and Officers

2.1

There were no new declarations received

3.

Consent Agenda

3.1

There were no requests from Board members to add items to the main agenda for discussion

3.2

There being no objections or amendments the Chair resolved to APPROVE all items on the
Consent Agenda
1.

Minutes of Previous Meeting and Action Tracker
1
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Colchester Borough Homes Limited
2.
3.
4.

F&A Chairs Report
Operations & Performance Chairs Report
Code of Governance Compliance Update

4.

Appointment of Resident Board Member

4.1

DP informed members that Ray Sharp, had been identified as a new resident Board member
following Interviews held on 12th November 2021.

4.2

The chair advised that it had been a strong round of interviews and the unsuccessful
residents had been invited to provide spotlight reports at future Board meetings.

4.3

Board APPROVED the appointment of Ray Sharp and NOTED that his term would
begin on Thursday 25th November 2021

5.

Directors Update – Non-Confidential

5.1

PS introduced the report and advised there were two items for approval within the update.

5.2

Operational Scheme of delegation

5.2.1 The Operational Scheme of Delegation, which sets out which staff members have authority to
make certain operational decisions, had been reviewed by DMT and some administrative
updates were being recommended to Board. The recommended changes were not material
and a tracked change version of the Scheme had been added to the Convene Library for
review. Board APPROVED the updated Operational Scheme of Delegation
5.3

Housemark update

5.3.1 PS highlighted that a number of CBH’s Eastern Region peers had not yet submitted their
2020/21 data and Board were asked to agree, subject to this further data having been
gathered by Housemark, to receive an update on CBH’s benchmarking performance at its
February 2022 meeting. PS advised that the 2020/21 Housemark results received so far
indicated that CBH made cash savings compared to peers of £3m a year. Board were also
asked to note that an action plan for any specific issues arising from the feedback would be
prepared so that improvements for the year ahead could be identified and implemented.
Board AGREED, subject to further peer data having been gathered by Housemark, to
receive an update on CBH’s benchmarking performance at its February 2022 meeting.

DMT

5.3.2 FM asked whether there was an impact on staff welfare in providing a cost-effective but highquality service when there was a lean staff structure. Board noted that there had been a
discussion at the Governance and Remuneration Committee earlier that evening about staff
welfare and that an update on staff wellbeing would be reported at the next Committee
meeting. FM added that this was also having an impact on temporary staff costs to backfill
absent posts and that she would be interested to see analysis on what the additional
temporary staff cost equated to in percentage terms of overall staff salary.
5.3.3 DP thanked all CBH staff for their dedication that had led to exceptional results despite such
difficult circumstances.

2

DMT
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Colchester Borough Homes Limited
5.4

Star Survey

5.4.1 KL advised that responses were received from 735 general needs and sheltered tenants and
195 leaseholders. This is a significantly smaller number of respondents than the 2018
survey which was completed by 1,323 residents.
5.4.2 KL advised that, when compared to 2018 the overall level of satisfaction had dropped (from
83% to 80%) as had the satisfaction that CBH listens and acts on the views of its residents
(58% compared to 63% in 2018). Encouragingly, however, all other measures had either
remained at the same level of satisfaction or increased. Board was asked to note particularly
that the satisfaction with the overall quality of the home had increased to 84% from 77% in
2018.
5.4.3 FM asked what the feedback loop was for residents and KL advised that through newsletters
residents were informed of “you said, we did” to demonstrate that residents were being
listened to.
5.4.4 DP asked whether any resident wished to comment? ND said that it was important that the
Greenstead office be re-opened and that there was an issue with the repair service. ND
added that she felt that transparent communications with residents regarding matters that
were affecting services such as shortage of supplies was positive and would reduce
frustration. PS advised that he agreed that the Greenstead office should re-open and that it
was hoped that this would happen in December. RS commented that he felt it would be
useful to deep dive into the 19% of tenants that were not satisfied with repairs to see if there
were any systemic issues.
5.4.5 It was noted that a full report of the survey, once completed, would be made available to
Board members.

KL

5.5

Cllr Tim Young was invited to address the Board as per his request to the Chair in advance
of the meeting. Cllr Young started by passing his thanks to the financial inclusion team who
he advised were fantastic and demonstrated life changing work. Cllr Young advised he had
a couple of concerns to raise. The first was Councillor enquiries being directed to the
website and online forms as not all residents have access to smart devices. The second
issue was damp and mould in 3 storey blocks on the Greenstead estate where advice is to
open windows and turn on heating. Cllr Young added that it was important that CBH staff
are sensitive and that a strategic approach to the issue be taken. PS agreed with the need
for a strategic approach and highlighted the recent Ombudsman report for the social housing
sector on damp and mould. KL advised that cases were sometimes complex and that
surveyors will work closely with the Financial Inclusion team. MA added that part of the
solution will be the use of technology.

6.

Focus on Frontline – Finance Team

6.1

NM introduced her report highlighting that a major part of her role is to provide guidance and
advice across the organisation on finance related matters and that she had recently been
involved in the implementation of the new e-procurement purchase ordering system. NM
asked Board members if they had any questions. FM commented that she was happy to see
the progress that Natasha had made in such a short space of time and was encouraged that
staff could take such opportunities within CBH.

3
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Colchester Borough Homes Limited
6.2

KS asked what Natasha would like to see as a way of working going forward as she had
commented in her paper regarding loss of staff interaction. NM advised that following the
Rowan House renovation she would like to see a hybrid model of agile and face to face as
most of her team were new to the company since the pandemic and had not been able to
meet many people outside of the finance team in person. PS agreed advising that there had
recently been an increase in in person interaction, including at recent staff conferences, and
that the option of working from an office remained. PS added that he expected the position
of “in person” work to evolve as the pandemic evolved over the coming months.

6.3

Board NOTED the Focus on Frontline.

7.

Strategic KPI’s

7.1

MA introduced the report highlighting the top three positive areas of performance and the top
three opportunities for improved performance. FM asked whether there were still issues with
the new housing system (NPS) and rent collection and added that a recent internal audit
report hadn’t identified this as an issue. MA advised that there remained work to do on NPS
and that a high priority on the workplan for the new system was to address ongoing rent
collection actions. KL added that there are some non NPS issues impacting on rent
collection, for example, delays in being able to secure court hearings and an increase of
tenants in receipt of Universal Credit. FM asked whether other ALMOs were experiencing
similar issues? KL advised CBH benchmarked locally and nationally, and aspects of this
were area specific. KL advised that in some areas courts were back up and running more
quickly than the Chelmsford Court that CBH uses where 6-month delays were being
experienced. KL advised CBH were proactively working with those tenants in arrears.

7.2

JK questioned whether a metric for the work of the Financial Inclusion team should be
included with the Strategic KPI report and suggested that the safeguarding metric should be
to monitor the numbers rather than to have a target. MA will consider these refinements to
the report.

MA

7.3

Subject to the above comments, Board NOTED the Strategic KPI update.

8.

Housing Enhancements and Repairs Budget (Capital Budget)

8.1

MW introduced the report and highlighted that the cost per home had increased from £79k to
£110k. New projects included were:
▪
▪
▪
▪

8.2

Estimated costs for meeting the revised Decent Homes Standard.
Estimated costs for meeting the requirements of the Building Safety Act.
Net Zero Carbon works (estimated total cost = £87m).
Surveys/review of non-traditional housing stock

FM questioned whether this was realistic and MW commented that the Supplementary
Works Programme would provide a “head start” on the investment. MW indicated though
that the revised investment level would be a challenge. GB advised that CBC had recently
been unsuccessful with its bid to the Decarbonisation Fund because the energy rating of the
stock was too good. JK commented that small steps could be taken now and that this
included behavioural change, for example, in respect of the use of water. GB added that the
Net Zero Innovation Network in Essex was being picked up for CBC as part of the Asset
Management Strategy.
4
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Colchester Borough Homes Limited
8.3

Board APPROVED the proposed investment programmes for submission to the Council and
subsequent approval through the formal budget setting process.

9.

Health and Safety Update

9.1

DB introduced the report and highlighted that the strategic health and safety policy had been
reviewed, minor changes had been made and that he was seeking approval of the policy
from Board members. DB added that compliance for electrical safety checks was improving
and that CBH was awaiting instruction from CBC in respect of the next round of Fire Risk
Assessments. JK commented that Operations and Performance Committee would be
receiving a “deep dive” on hoarders at its next meeting.

9.2

Board APPROVED the updated Strategic Health and Safety Policy and NOTED the health
and safety update.

10.

Resident Voice

10.1 DP welcomed Helen and Ann from Catch 22 who presented to Board details of their work
linked to family intervention and support for CBH tenants at a time of crisis.
10.2 ND introduced the Customer Engagement Report and highlighted the activities the Residents
Voice had been involved with which included TPAS tenant inspector training, the first scrutiny
(focusing on the CBH website) and receiving presentations on the Social Housing White
Paper and GDPR. ND added that there seemed to be an increase in fly tipping around
Greenstead and other areas and this was to be discussed at the next residents panel
meeting and that that she would like to see the Council’s bulk rubbish removal service
increased after Christmas.
10.3 ND highlighted the CBH Box Smart project that started on 2nd October and had run until the
end of November. She advised this was a fantastic initiative and had transformed the
children’s lives. ND advised she was looking into extending these sessions and to look at
more of the nutrition and diet aspects.

End of Public Meeting

5
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Colchester Borough Homes Limited
Matters Arising – Wednesday 24th November 2021 Board Meeting

Action
Housemark; Board were
asked to agree, subject to
this further data having been
gathered by HouseMark, to
receive an update on CBH’s
benchmarking performance
at its February 2022 meeting.
Staff welfare; Staff
welfare/sickness having an
impact on temporary staff
costs to backfill absent posts
- Board would like to see
analysis on what the
additional temporary staff
cost equated to in percentage
terms of overall staff salary.
STAR Survey; It was noted
that a full report of the survey,
once completed, would be
made available to Board
members.
Strategic KPI Report; A
metric for the work of the
Financial Inclusion team
should be included with the
Strategic KPI report and
suggested that the
safeguarding metric should
be to monitor the numbers
rather than to have a target.

Update
An update has been provided in the nonconfidential Directors report being
considered at this meeting.

Status
ONGOING

Owner
DMT

The YTD Agency staff (as at 31.01.22) is
£248k vs the YTD staff salaries and
oncosts of £6,298k = 4% of YTD spend.

COMPLETED

DMT

The final version of the STAR survey was
received on 18 February and has been
circulated to Board members on
Convene.

COMPLETED

KL

ONGOING

MA

The strategic KPI’s to be reported to
Board will be updated to reflect the new
Strategic Plan and Regulator’s Tenant
Satisfaction Measures. The financial
inclusion metric will be incorporated into
this review.
The safeguarding metric has been
updated so that there is no longer a
target.
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COLCHESTER BOROUGH HOMES BOARD
2nd March 2022

Report Title

0007.2 Trading Protocol

Author

Matt Armstrong – Director of Business Improvement
matthew.armstrong@cbhomes.org.uk

Report Objective:
Sensitivity

For the Board to APPROVE the Trading Protocol

Commercial
Confidential
Open

Action
✓

Assurance
Noting
Approval

✓

Recommendations
Board is asked to APPROVE the Trading Protocol set out at Appendix 1
Executive summary
The purpose of the trading protocol is to provide Colchester Borough Homes a governance framework in
which to carry out decision making with regards to commercial opportunities.
Following review of this policy, minor amendments have been made to update names of the CBH
committee with delegated decision making and to reflect the changes of the corporate structure at
Colchester Borough Council.
Track changes have been left in the document, so members are clear what changes have been made in
the protocol.
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Trading Protocol
Author: Colchester Borough Homes

September 2021
Version 1.2
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Colchester Borough Homes and Colchester Borough Council recognise that
robust and speedy decision-making is vital when operating in a commercial
environment.
The purpose of this protocol is to assist Colchester Borough Homes in responding
appropriately to commercial opportunities, within the framework of the Colchester
Borough Homes management agreement.

2. Evaluation of trading opportunities
Following preparation of a detailed business case, a trading opportunity
evaluation matrix will be completed for each commercial proposal.
The evaluation matrix will provide an estimate of:
• the financial value of the opportunity
• the overall level of risk presented by the opportunity (high, medium or low)
• any up front or contingency funds required
• any additional resources required from CBC, including the use of third party
resources such as IT suppliers.
These variables will then be used to establish the level of decision- making
authority required as set out below.

3. Decision-making process
Before calling upon the formal decision-making process CBH/CBC will proceed
based upon the following approach:
•
•
•

All opportunities to trade will be raised for discussion at an appropriate
officer liaison meeting on a ‘no-surprises’ basis.
The risk assessment framework (to be used at the evaluation stage) will
be jointly agreed by CBH/CBC.
CBH/CBC will develop a ‘joined-up’ approach to developing trading
initiatives and will avoid competing with each other for a trading
opportunity.

6C2ADE~1.DOC
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Authorisation to proceed with the opportunity will be required from the highest
level of authority indicated in the tables below, in the following order:

1.
2.
3.
4.
3.1

CBC
CBH Board
CBH Operations & Performance Committee
CBH Directors Management Team (DMT)

Annual value of trading opportunity

Turnover (£K pa)
0-50
50-150
150-250
250+
Likely to take
aggregate of
activities over
Teckal threshold

3.2

Medium risk

High risk

DMT
DMT
Ops & Perf
Board & CBC

DMT
Ops & Perf
Board
Board & CBC

Ops & Perf
Board
Board & CBC
Board & CBC

Board & CBC

Board & CBC

Board & CBC

Up front and/or contingency funding required:
Value (£K)

0-20
20-50
50-150
150-250
250+
3.3

Low risk

CBH Funds
DMT
DMT
Ops & Perf
Board
Board & CBC

HRA Funds
(non-CBH)
DMT & CBC
DMT & CBC
DMT & CBC
DMT & CBC
DMT & CBC

General Fund
DMT & CBC
DMT & CBC
DMT & CBC
DMT & CBC
DMT & CBC

Length of contractual arrangement

Not applicable
Up to 2 years
2-5 years
Over 5 years (turnover under 50kpa)
Over 5 years (where annual turnover
exceeds 50K)
Beyond remaining term of management
agreement

CBH Trading Protocol

DMT
DMT
Ops & Perf
Ops & Perf
Board & CBC
Board & CBC
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for Money third parties)
3.4
CBC resources
required for
implementation
(including

None required
DMT

Covered by existing SLA Not covered by SLA
DMT
CBC

4. Process for CBC approval
Where CBC approval is required, CBH will submit the full business case and
trading opportunity evaluation to the Council’s Assistant Director, Place and Client
Services who will respond within 5 working days, setting out the time frame within
which a decision will be provided in writing.
The Assistant Director, Place and Client Services will endeavour to provide a
response within the shortest timescale appropriate to the Council’s decisionmaking process.

5. Updating the protocol
Any changes to the protocol relating to decisions requiring CBC authority will
require the agreement of the Council’s Assistant Director, Place and Client
Services.

6. Related documents
•
•
•

CBH Management Agreement
CBH Memorandum & Articles of Association
CBH Trading opportunity evaluation matrix

6C2ADE~1.DOC
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Document control sheet

Title

CBH Trading Protocol

File location

https://colchbh.sharepoint.com/sites/fnc/corpdoc/PolDevLib/C
BH Trading Protocol.docx

Consultation

Colchester Borough Council
CBH Board
CBH DMT
[Last Agreed
(Full)]

Approved
[Approval Level]

Next review

[Review Date (Full)]

Circulation
method

SharePoint

Equality Impact
Assessment

Required [EqIA

Require
d]

Latest

[Latest
EqIA
(Full)]

Review
due

[EqIA
Review
Due
(Full)]

Document amendment history

Version

Type

Date

Notes

1.0
1.1

New
Minor
revision

Oct 2013
Sept 2018

New document
High risk opportunities from £0-50K to
be approved by BOP (previously DMT).
Updated to reflect current post titles.

1.2

Minor
revision

Sept 2021

Update role and committee changes.
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COLCHESTER BOROUGH HOMES BOARD
Wednesday 2 March 2022

Report Title

0007.3 Building Safety Compliance Policies (Residential & Corporate Buildings)

Author

Philip Sullivan, Chief Executive

Report
Objective:

For Board to approve the Residential and the Corporate Buildings Building
Safety Compliance Policies as recommended by Operations and Performance
Committee.
Tenant involvement and empowerment ☒

Link to
Consumer
Standard
objective
Sensitivity

Home ☒
Tenancy ☒
Neighbourhood and community ☒
Commercial
Action
Confidential
Open
✓

Assurance
Comment
Approval

✓

Recommendations
Board is being asked to APPROVE the Residential and the Corporate Buildings Building Safety
Compliance Policies as recommended by Operations and Performance Committee. A copy of both
these policies can be found in the Convene reference library

Executive summary
As reported at the November 2021 Board meeting, CBH has an overarching Health and Safety policy,
but does not have a comprehensive suite of policies in respect of the key health and safety risk areas
such as water management and gas safety. At its 9 February 2022 meeting Operations and
Performance Committee reviewed in detail a Building Safety Compliance Policy (Residential), as set
out at Appendix 1, that covers the core 6 areas of health and safety. Minor refinements suggested
by Operations Committee members have been incorporated and Committee is recommending the
Policy to Board for approval.
CBH is responsible for certain aspects of health and safety management for a number of the Council
(CBC’s) corporate buildings. At its 9 February 2022 meeting Operations and Performance Committee
reviewed in detail a Building Safety Compliance Policy (Corporate Buildings), as set out at Appendix
2, that covers the core 6 areas of health and safety. Committee is recommending the Policy to Board
for approval.
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Implications:
Regulatory/Legal

There is much legislation, regulation and guidance of relevance to
compliance and this is referred to in section 10 of Appendix 1 and
Appendix 2.

Financial/Budgetary

Significant resource is currently invested in both residential and
corporate building health and safety management. Ensuring, in
conjunction with CBC, that there is adequate budget provision for core
compliance activity forms part of the management fee discussions.

Health and Safety

The adoption of these two policies supports these essential aspects of
CBH’s health and safety management.

Risk Assessment

Health and safety failure is a material risk to CBH and CBC and is one
of the top risks in CBH’s Strategic Risk Register. Ongoing proactive
work, including the preparation of these policies for adoption, is
required to help ensure the risk is managed to an acceptable level.
CBH staff are responsible for health and safety management of
residential buildings owned by CBC and for aspects of CBC’s
corporate building portfolio. It is important to ensure that those staff
responsible for each aspect of health and safety are “competent” and
additional training, including specifically in respect of asbestos
management, is required.
The intention is for Equality Impact Assessments to be completed prior
to the 2 March 2022 Board meeting.

Human Resources

Equality & Diversity

1.

Background

1.1 As reported at the November 2021 Board meeting, CBH has an overarching Health and Safety
policy, but does not have a comprehensive suite of policies in respect of the key health and
safety risk areas such as water management and gas safety. It was noted at the Board meeting
that a policy that covers the core 6 areas of health and safety for both residential and corporate
buildings managed by CBH would be brought to the Operations and Performance Committee
for detailed review in February 2022 prior to it being recommended to Board.
2.

Current Position

2.1 Set out at Appendix 1 is the draft Building Safety Compliance Policy (Residential) and at
Appendix 2 the draft Building Safety Compliance Policy (Corporate Buildings). Both policies
cover the core health and safety risk areas of gas, water management, fire, asbestos, lifts and
electrical safety. These policies are an important aspect of how CBH can be assured that it is
meeting its legislative and regulatory responsibilities. Operations and Performance Committee
reviewed both policies in detail at its 9 February 2022 meeting and comments from Committee
members have been incorporated into the draft updated Policies.
2.2 Board is asked to note that the Policies set out CBH’s steps and objectives in respect of each of

2
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the 6 key health and safety risk areas. The Policies also incorporate staff accountability for each
of the 6 key health and safety risk areas and this is broken down by regulatory expectations, for
example, duty holder and appointed person, and by operational responsibility. The respective
accountabilities have been established following Directors Management Team discussions as
well as discussions with other relevant senior staff.
2.3 Certain aspects of health and safety management have been retained by CBC and this is
particularly the case in respect of corporate buildings. Work is currently taking place to agree a
schedule of corporate buildings managed by CBH. Part of this ongoing work will clarify which
aspects of health and safety CBH is responsible for in respect of each corporate building.

3.

Appendices

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

Appendix 1 - Building Safety Compliance Policy (Residential)
Appendix 2 – Building Safety Compliance Policy (Corporate Buildings)

3
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COLCHESTER BOROUGH HOMES BOARD
Wednesday 2nd March 2022

Report Title

0007.4 Board and Committee meeting dates 2022/23

Author

Jo Paget – Governance Business Partner

Report Objective:

For the Board to NOTE the Board and Committee dates for 2022/23
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 NOTE the Board and Committee Meeting dates for 2022/23
Executive summary
In compiling the Board and Committee dates the following process was followed
1. Cross reference against the Council’s municipal meeting calendar for 2022-23 to try and avoid any
clashes
2. Directors Management team review
3. Committee Chairs and the Chair of the Board have been consulted on, and have agreed with
proposed dates
A copy of the dates has been added to the Library on Convene for Board members to
review and following the Board meeting all dates will be sent out to members in the form of outlook
calendar invites

8. Medium Term Delivery Plan 2022-27 Matt Armstrong
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COLCHESTER BOROUGH HOMES BOARD
2nd March 2022
Report Title

0008 Medium Term Delivery Plan 2022-27

Author

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

Report Objective:

Board is invited to consider and approve the CBH Medium Term Delivery
Plan 2022-27 (MTDP), including KPI targets and budgets for 2022/23.

Matters to
note/Exception
Highlights

None
Tenant involvement and empowerment☒

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

Commercial
Confidential
Open

Action
✓

Assurance
Noting
Approval

✓

Recommendations
Board is asked to APPROVE the CBH Medium Term Delivery Plan 2022-27 (MTDP), including KPI
targets and budgets for 2022/23.
Executive summary
Budgets and updates to key performance indicators (KPIs) for 2022/23 have been agreed by CBC,
pending confirmation from the CBH Board. Board is invited to review and approve the changes.
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Implications:
Strategic Plan

The Medium Term Delivery Plan sits alongside the CBH Strategic Plan,
and is focused on enabling CBH to fulfil the terms of its Management
Agreement with CBC.

Regulatory/Legal

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.

Financial/
Budgetary

CBH’s budgets for 2022/23 were agreed by Cabinet on 26 January 2022
and the proposed targets have been considered in the context of the
resources available. Figures shown in the Financial Plan section are
recommended to the Board for approval by the Finance & Audit
Committee following its February 2022 meeting. Approval of the 2022/23
budget by the Board is covered elsewhere on the agenda.

Health & Safety

The MTDP gives prominence to compliance, enabling key health and
safety information to be brought to the Board’s attention as appropriate.

Risk Assessment

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.

Risks associated with this report are:
S05.Failure to deliver against expectations (Amber – 8)
S07.Breach of regulation, in particular the Consumer Standards (Amber–
8)
Human Resources There are no specific HR implications to this report.
Equality and
Diversity

An equality impact assessment was carried out on the Medium Term
Delivery Plan in February 2018.

Value for Money

KPIs and targets have been chosen to represent the best balance
between cost and quality achievable within the available resources.

Environmental and In line with the Net Zero Carbon agenda as reflected in the Council’s
Sustainability
Asset Management Strategy 2022-26, there is a dedicated section on
sustainable homes within the new plan.

2
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Background

1.1 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.

1.2 The current CBH Medium Term Delivery Plan (2018-22) is in its final year, and the new plan
will cover the period 2022-27. The draft MTDP follows the same format as the current plan
and can be found at Appendix 1. Further information about the key performance indicators
can be found at Appendix 2.

2.

Key Performance Indicators

2.1 As in the current MTDP, key performance indicators are kept to a minimum of highly strategic
measures. Targets are set for the life of the plan but are reviewed annually.
2.2 The management agreement states that the following elements of the plan are to be reviewed
annually:
•
•
•

Performance plan
Finance plan
Resource plan.

2.3 Performance measures remain as agreed for 2021/22 with the exception of:
•
•
•
•
•

Customer – the customer satisfaction score has been replaced by transactional
satisfaction with the repairs service
Housing options – the percentage of homelessness applications accepted has been
replaced by the number of households in temporary accommodation per thousand
households
Corporate repairs – repairs completed on time will be monitored outside the Medium
Term Delivery Plan
Sustainable homes – we will report on the percentage of properties with EPC band C
and above, in line with government Net Zero Carbon targets and the Council’s Asset
Management Strategy
Compliance – this will be measured and monitored by CBC via a suite of measures.

2.4 Targets for all KPIs have been reviewed in the light of current performance.

3
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Next steps

3.1 The draft MTDP was agreed at the joint CBH-CBC Principal Liaison meeting on 22 February
2022 and has been reviewed by the Portfolio Holder for Housing and Planning.
3.2 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 2022.
3.3 A verbal update will be provided at the meeting on progress in finalising the new management
agreement.
4.

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

Appendix 1 - Medium Term Delivery Plan 2022-2027
Appendix 2 - Medium Term Delivery Plan KPIs 2022-27

4
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Medium Term Delivery Plan
2022-2027

Author: Gerardine Murphy, Head of ICT & Business Intelligence

Version 0.1
February 2022
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Foreword from the Chair and Chief Executive
Our Medium Term Delivery Plan 2022-27 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
strategic plan 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) & Philip Sullivan (Chief Executive)

DC6DA9~1.DOC
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Delivering our services – Performance Plan
2022-27
Customers
Maintaining customer satisfaction will be challenging given the operating
environment and economic outlook. We will continue to make
improvements to how we:
•
•
•
•
•

make our services accessible
communicate with customers
listen to customers consistently across our business
support a customer-focused culture
translate customer insight and feedback into priorities & service
design.

Our focus will be on consulting on and implementing the proposals in the
Government’s Social Housing White Paper, particularly in relation to:
•
•
•
•
•

demonstrating best practice in customer engagement
dealing with complaints promptly and fairly
making improvements to our services in response to customer
feedback
ensuring customers are treated with respect
publicising satisfaction and other performance information.

Satisfaction with the responsive repairs service is a key driver for overall
customer satisfaction, so we will be placing particular emphasis on
improving our customers’ experience of the repairs service.
Satisfaction with latest repair %
We will monitor satisfaction at the point of service to ensure customers are
satisfied with the service they have received, whether the repairs are
carried out by our in-house team or by a subcontractor.
2021/22

2022/23

2023/24

2024/25

2025/26

2026/27

Target

92

90

90.5

91

91.5

92

Result

86.3 (Q3
YTD)

DC6DA9~1.DOC
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Repairs & maintenance
We understand that repairs and an efficient maintenance service are the
highest priority for residents. Our repairs service is delivered in partnership
with contractors. We will aim to deliver a good value service with high quality
customer satisfaction.
Trade supplies and labour have both been unreliable throughout the Covid
pandemic, which has affected our ability to deliver repairs in a timely
manner.
Challenges around recruitment of skilled staff throughout the sector remain.
We are developing our in-house team to upskill them in all aspects of repairs
and maintenance.
Repairs completed on time %

We will monitor the percentage of repairs which are completed within
agreed timeframes: 20 working days for routine repairs, 24 hours for
emergency repairs and 5 working days for urgent repairs.
2021/22

2022/23

2023/24

2024/25

2025/26

2026/27

Target

97.75

97.75

97.75

97.75

97.75

97.75

Result

97.5
(Q3)

DC6DA9~1.DOC
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Housing options and homelessness
We expect a period of rising demand for housing options and
homelessness services; increased interest rates, increases in energy bills
and reductions in benefits will impact on the residents of Colchester and
increase the number of people threatened with homelessness
We will explore homeless prevention initiatives to prevent people from
becoming homeless and work to encourage private sector landlords to
accommodate homeless applicants.
Our funding for the Housing Options service from the Department for
Levelling Up Housing and Communities leads to focus on the prevention
and relief of homelessness. Key priorities will be to reduce the number of
households living in temporary accommodation, and the period of time
spent in temporary accommodation by continuing to focus on improving our
access to alternative accommodation and move-on accommodation.
Housing options and homelessness
We will monitor the number of households in temporary accommodation
per 1,000 households (based on the latest available government
estimates).
2021/
22

2022/
23

2023/
24

2024/
25

2025/
26

2026/
27

Target

New

2.9

2.9

2.9

2.9

2.9

Households in
temporary
accommodation

2.55
(Q3)

DC6DA9~1.DOC
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Housing asset management
Our challenge over the next few years will be to ensure we continue to
provide high quality housing for all whilst balancing the requirements of the
new Decent Homes Standard, the Building Safety Act, and the Net Zero
Carbon agenda in order to respond to Government targets for climate
change. It is vital that we can ensure that this is achieved in an affordable
and sustainable way.
The team will continue to focus on essential works: kitchens, bathrooms,
heating, windows, doors, roof replacements, etc. whilst developing and
implementing programmes to ensure we meet the challenges we face for
the future of asset management.
We will also be working with the Council to develop an action plan for the
delivery of the targets detailed within the new 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.
2021/22

2022/23

2023/24

2024/25

2025/26

2026/27

Target

85

80

85

90

95

96

Result

45.7
(Q3)

DC6DA9~1.DOC
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Housing management
Welfare reform will continue to have an impact on our customers and the
business, in particular the increase in Universal Credit claimants. 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. Being proactive and positively
responding to rent arrears lessens both the likelihood of escalation and in
turn the severity potentially saving the tenancy and preventing
homelessness
To maximise income collection, we will develop our rent collection
processes, and support available to tenants. Through effective tenancy
management we aim to reduce the money owed by former tenants.
We will improve community safety by working with partners and offering a
range of interventions to victims and perpetrators of antisocial behaviour.
Ensuring that our estates and communal areas are clean and safe will
continue to be a high priority.
Providing a valued services to our leaseholders and maintaining collection
rates for leasehold service charges and capital repairs will continue to be
an important focus.
We will continue to communicate more effectively to demonstrate to
tenants and leaseholders that we listen and improve services.
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.
2021/22

2022/23

2023/24

2024/25

2025/26

2026/27

Target

98

98

98

98

98

98

Result

97.6
(Q3)

DC6DA9~1.DOC
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Letting homes
The reduction in the Asset Management Strategy capital expenditure
means more properties are likely to require capital elements. This, along
with the disruption to supply chain and resources, will increase empty
property repair times.
We are keen to provide new tenants with a home that meets expectations
and gains high levels of customer satisfaction. By extending the turnaround
time to 28 days in 2022/23 we anticipate that we can improve new tenants’
satisfaction with their new home.
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.
We will carry out pre-termination inspections to minimise delays and
reduce money owed by former tenants.
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. This measure excludes
properties requiring works where an existing tenant would need to move
out for the works to be carried out.
2021/22 2022/23 2023/24 2024/25 2025/26 2026/27
Target

25

Result

26.7
(Q3)

DC6DA9~1.DOC
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25

25

25
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Sustainable homes
In line with the Net Zero Carbon agenda, the Council’s Asset Management
Strategy 2022-26 sets a target of 100% of stock with an Energy
Performance Certificate (EPC) rating of C (where practical, cost-effective
and affordable) or above by 2030.
Within the early years of the plan the focus will be on properties where an
improved energy performance rating is more challenging and requires a
greater investment (average cost/property for 2022/23 is £9k), therefore, the
progress against this KPI is reflected in the targets below.
% properties with EPC rating of C or above
We will monitor the percentage of Council-owned housing stock with an
Energy Performance Certificate rating of C or above.
2021/22 2022/23 2023/24 2024/25 2025/26 2026/27
Target

New

Result

84.6

DC6DA9~1.DOC
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Compliance
We will continue to ensure that high-quality health and safety and risk
management frameworks are in place that ensure we can programme
essential Health and Safety checks in respect of all areas of property
compliance. We will put in place additional desktop and on-site checks/tests
by an assurance specialist to ensure that contractors engaged on
compliance works have completed their works correctly, and in accordance
with relevant legislation.
In addition, we will ensure there are robust processes in place to ensure
actions arising from these checks are addressed in an appropriate and
timely manner.
We will continue to monitor the impact of the Building Safety and Fire Safety
Acts as they apply to the stock we manage and are planning to introduce
additional work streams (e.g. planned maintenance of Fire Doors) to ensure
our buildings remain safe.
Our Board oversees a robust risk management framework, and we will
continue to ensure we meet all regulatory and legislative obligations,
including the new ones arising from the Social Housing White Paper.

Compliance monitoring
We will monitor a range of measures relating to compliance including:
•
•
•
•
•
•
•
•

Gas safety
Legionella
Asbestos
Lifts
Electrical safety
Fire risk
Safeguarding
Data protection.

DC6DA9~1.DOC
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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.
Trading activity will support us in our aim of generating extra income to
support our priorities and our sustainability as a business. Our Strategic Plan
action plan sets out how we will generate savings and improve our services
through investment in technology.
Turnover
Management fee
Capital works
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
Capital works & Fee
Design and
construction costs
Total expenditure
Use of Reserves
Surplus/(Deficit)

2022/23
£,000s
10560
8284

2023/24
£,000s
10885
4721

2024/25
£,000s
10947
7174

2025/26
£,000s
11016
5137

2026/27
£,000s
11236
5240

828

848

862

884

902

1062
20734

768
17222

784
19767

807
17844

823
18201

1483
575

1498
581

1528
592

1573
610

1604
634

3032

2680

2735

2820

2876

1405

1419

1448

1491

1521

3783

3745

3820

3935

4014

694

701

715

736

751

9377

5825

8300

6297

6423

743

738

753

774

789

21092
358
0

17187
-35
0

19891
124
0

18236
392
0

18612
411
0

Figures from 2023/24 onwards assume a 2% per annum uplift (except for the
capital and revenue work figures taken from the agreed Asset Management
Strategy) and can only be considered estimates at this stage; all figures will
be agreed on an annual basis over the lifetime of the plan.
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Delegated budgets

Budget
Housing Management
Older Persons Services
Corporate Facilities
Housing Options
Total delegated
budgets

2022/23
£,000s

2023/24
£,000s

2024/25
£,000s

2025/26
£,000s

2026/27
£,000s

1,156
1,098
24
507

1,179
1,120
24
517

1,203
1,142
25
528

1,227
1,165
25
538

1,252
1,188
26
549

2,785

2,841

2,898

2,956

3,015

Figures from 2023/24 onwards assume a 2% per annum uplift and can only
be considered estimates at this stage, all budgets will be agreed on an annual
basis over the lifetime of the plan.
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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 strategic 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 with
the pressures facing the Housing Revenue Account, we will continue to focus
on achieving even more with the resources available. Each action to be
delivered as part of CBH’s 2022-27 Strategic Plan will include Value for
Money as a theme. This will help us to make the most of the resources we
have, including developing our use of technology, embedding an outcomebased approach to performance management and redesigning services to
generate efficiencies.
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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 reports, standardised
tenant survey report
Tenant scrutiny: Scrutiny panel, resident Board members, Resident
Voice, focus groups & panels, 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, TPAS

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.
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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 revenue account business plan
Housing development strategy
Corporate asset management strategy
Environmental sustainability strategy
Community enabling strategy.

Colchester Borough Homes Strategic Plan
The CBH Strategic Plan 2022-27 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
Our plan will focus on our customers, colleagues and communities.
The annual Strategic Plan action plan will bring to life our strategic objectives
each year demonstrating projects and work being undertaken to deliver the
objectives. Our Board will have oversight of the action plan and will receive an
outcome report each year to show progress against delivery of its Strategic
Plan.
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The set of headline indicators specified in the Medium Term Delivery Plan has been kept
to a minimum of highly strategic measures. As with the current plan (2018-22), the
approach is to have a small set of headline indicators that remain largely unchanged for
the life of the plan as long as they continue to reflect the Council’s overall priorities.
Provisional targets are agreed for the lifetime of the plan, with targets being revised on an
annual basis as stipulated in the management agreement to reflect any changes in the
landscape. These longer term horizons for targets are used to support discussions about
priorities, planning and resources.
These KPIs will be supported by a more comprehensive suite of measures that are
monitored by CBH and CBC as well as being benchmarked nationally where appropriate.
Comparison of current and proposed measures:
MTDP 2018-22 KPIs
•
•
•
•
•
•
•
•

Customer satisfaction %
Repairs completed on time %
Homeless acceptances,
Homelessness prevention,
homelessness relief
Capital program elements
completed on time %
Rent collection %
Average days to re-let general
needs properties
Corporate facilities repairs
completed on time %
Gas compliance %

Proposed KPIs for 2022-27
•
•
•
•
•
•
•
•

Repairs satisfaction %
Repairs completed on time %
Households in temporary
accommodation
Capital program elements
completed on time %
Rent collection %
Average days to re-let general
needs properties
% properties with EPC rating C or
above
Compliance – suite of KPIs

The proposal is for no specific corporate property repairs or compliance KPIs to be
reported as part of the MTDP but for these to be monitored as a suite of KPIs to be
developed.

654d3f~1.Doc - February 2022
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KPI
Satisfaction with latest
repair%
Satisfaction at the point of
service to ensure customers
are satisfied with the service
they have received, whether
the repairs are carried out by
our in-house team or by a
subcontractor.
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Notes
Customer feedback collected via the Survey of Tenants and Residents (STAR) and
complaints tells us that satisfaction with repairs is a key driver for overall satisfaction with
services, both for our tenants and across the sector in general.
As the sector moves towards a mandatory, benchmarked approach it is worth considering
replacing transactional satisfaction with a perception measure of overall satisfaction with the
landlord, which is a well-established metric in the sector and appears in the draft measures in
the Social Housing White Paper. Consideration will be given to this as the regulatory
requirements are confirmed.
2021/22
2022/23
2023/24
2024/25
2025/26
2026/27
Target

92

Result

86.3 (Q3 YTD)

90

90.5

91

91.5

92

Repairs completed on time % We continue to operate in a challenging environment due to supply issues with materials and
labour both in-house and contractor. These issues are sector-wide and are expected to last
Percentage of repairs which
well into 2022.
are completed within agreed
2021/22
2022/23
2023/24
2024/25
2025/26
2026/27
timeframes: 20 working days
Target
97.75
97.75
97.75
97.75
97.75
97.75
for routine repairs, 24 hours for
emergency repairs and 5
Result
97.5 (Q3)
working days for urgent repairs.
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Households in temporary
accommodation
Number of households in
temporary accommodation at a
point in time per 1,000
households (based on the
latest available government
estimates).

This measure gives good contextual information on current pressures as well as costs within
the homelessness service. Demand continues to be high as rises in the cost of living put
pressure on households to pay their rent. There is a shortage of suitable family
accommodation available for temporary accommodation and private rented accommodation at
an affordable rent for people to move into from temporary accommodation continues to be in
short supply.
2021/
2022/
2023/
2024/
2025/
2026/
22
23
24
25
26
27
Target

New

Households in
temporary
accommodation
Capital program elements
completed on time %
Progress against the capital
programme delivery schedule
agreed at the start of each
year.
Rent collection %
Rent collected from current
tenants as a percentage of the
rent collectable plus any
arrears at the start of the year.
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2.9

2.9

2.9

2.9

2.9

2.55 (Q3)

Continuing difficulty due to rising prices within the construction industry and failed
procurement exercises (which are linked to rising prices). CBC and CBH are exploring
opportunities to extend existing contractual arrangements.
2021/22
2022/23
2023/24
2024/25
2025/26
2026/27
Target

85

Result

45.7 (Q3)

80

85

90

95

96

The outlook remains challenging, with cost of living pressures contributing to difficulties in
paying rent. Court delays continue to impact on arrears management.
2021/22

2022/23

2023/24

2024/25

2025/26

2026/27

Target

98

98

98

98

98

98

Result

97.6 (Q3)
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Average days to re-let
general needs properties
Number of days taken to re-let
vacant general needs homes,
including any days spent in
capital works.
% properties with EPC rating
of C or above
Percentage of Council-owned
housing stock with an Energy
Performance Certificate rating
of C or above.

Compliance
Suite of measures.

We continue to operate in a challenging environment due to supply issues with materials and
labour both in-house and contractor. These issues are sector-wide and are expected to last
well into 2022.
2021/22

2022/23

2023/24

2024/25

2025/26

2026/27

Target

25

28

25

25

25

25

Result

26.7 (Q3)

To reflect the Council’s focus on the zero carbon agenda, we will monitor the percentage of
properties with an EPC of C or above. The ultimate target is to have all properties at an EPC
or above by 2030, but in the earlier years of the plan the focus will be on a smaller number of
properties. Progress towards the 100% target is expected to be slower in the initial years and
to accelerate as 2030 approaches, due to the way the programmes of work will be profiled.
2021/22
2022/23
2023/24
2024/25
2025/26
2026/27
Target

New

Result

84.6

85.5

86.5

87.5

89

90.5

Given the high profile and focus on all aspects of legal and regulatory compliance across the
sector, consideration could be given on developing a suite of compliance measures will be
developed and monitored.

Gerardine Murphy
Head of ICT & Business Intelligence
gerardine.murphy@cbhomes.org.uk
01206 282826
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COLCHESTER BOROUGH HOMES BOARD
Wednesday 2 March 2022
Report Title

0009 Directors Update – Non Confidential

Author

Philip Sullivan, Chief Executive

Report Objective:

The Directors Report covers matters that are of relevance to the Board, but
do not need a standalone agenda item.
Recommendations are incorporated within each item covered in the report.

Sensitivity

Commercial
Confidential
Open

Action
✓

Assurance
Noting
Approval

✓

Executive summary
The Directors Report covers matters that are of relevance to the Board, but do not need a standalone
agenda item.
Recommendations are incorporated within each item covered in the report.
1.

Regulator of Social Housing (RSH) Tenant Satisfaction Measures

1.1

The RSH is currently consulting on a new set of Tenant Satisfaction Measures (TSMs), as
proposed in the Government’s Social Housing White Paper. The consultation is open until 3
March 2022 and is seeking views on 22 measures across five themes from the white paper.

1.2

The TSMs are intended to provide a set of clear, comparable metrics on issues that matter to
residents, and would be applied to housing associations, local authorities and other registered
housing providers. The measures would enable residents to hold their landlords to account
and allow the regulator to ensure social housing providers are delivering on consumer
regulation. They would be used alongside other tools to gain assurance from social housing
providers on compliance.

1.3

The proposed 22 tenant satisfaction measures are across the following five themes from the
white paper:
•
•
•
•
•

Keeping properties in good repair.
Maintaining building safety.
Effective complaints handling.
Respectful and helpful tenant management.
Responsible neighbourhood management.
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1.4

A copy of the RSH’s TSM consultation summary has been added to the Library on Convene
for any Board member wishing to review the metrics and consultation in detail. The TSMs
are one element of an updated approach by the RSH to consumer regulation that, once
implemented, will also include an inspection regime and new consumer standards.
Consultation on updated consumer standards is expected in the coming months.

1.5

CMT is tracking the consultation on TSMs and Board is asked to NOTE that an update will
be provided once the metrics have been finalised. The update will include details of how and
when we will be reporting on the full suite of metrics, most of which are already measured by
CBH, to ensure adherence to the regulatory requirements.

2.

Governance Update

2.1

Local elections will be held in Colchester on 5 May 2022. Two CBH Council nominated Board
members, Nigel Chapman and Tina Bourne have indicated that they will not be standing for
re-election which means that the 2 March Board will be their last Board meeting. Michelle
Burrows is not due for re-election and will hence remain a CBH Board member. Whilst Nigel
and Tina will remain involved with CBH until the election, when the time comes, they will be
sorely missed and I know that we will all want to thank them for their huge contribution to
CBH.

2.2

Following the elections, the party in administration will propose their nominated Board
members to CBH and it is anticipated that this will happen after the June Cabinet meeting.
An update will be provided to Board at its May meeting.

2.3

Paula Goddard, who has been on a sabbatical from the Board since September 2021, is due
to be returning to the Board from the May 2022 meeting.

2.4

Board is asked to NOTE the Board member update.

3.

HouseMark Update

3.1

Board members and staff received the 2020/21 HouseMark benchmarking outcome
presentation on 10 November 2021 with the highlights subsequently presented at the
November Board meeting. At its November meeting Board agreed, because a number of our
Eastern Region peers had not yet submitted their 2020/21 data, to receive an update on
CBH’s HouseMark benchmarking performance at its March 2022 meeting. In response to
this, HouseMark have been contacted and have advised that 7 more Eastern datasets are
expected, but are either currently being validated or are awaiting data entry.

3.2

HouseMark have indicated that they expect data submissions prior to 1 April and Board is
asked to NOTE that following this we will obtain an updated report and share the outcomes
at the May Board meeting. Board is also asked to NOTE that an action plan for any specific
issues arising from the feedback will be prepared so that improvements for the year ahead
can be identified and implemented.
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4.

Civic Events Update

4.1

A Covid19 Memorial - Remembering and Celebrating the Loves, Lives and Losses of the Last
Two Years is being held at the Mercury theatre on 26 March. The event is being live streamed
on CBC’s YouTube Channel and CBH is nominating staff and residents who have gone above
and beyond in response to the pandemic to attend and receive recognition for their
contribution. A special ‘watch along’ event is being staged in tandem at the Greenstead
Community Centre so that local residents can come together to watch the live stream.

4.2

We are also developing a number of events to help CBH tenants celebrate the Queen’s
Platinum Jubilee in June this year. These include supporting a range of events and initiatives
to ensure those living in our sheltered accommodation schemes can get involved in the
celebrations and supporting the development of the Greenstead Community Centre Street
Party. The events will support those being planned by CBC and national events being staged
to mark the Queen’s 70 years reign. The national events include a gun salute in Castle Park
on Thursday 2 June and the lighting of the Castle Park beacon on the same day. We will
keep Board members informed of planned events as they are developed, so that any Board
member wishing to be involved can do so.

4.3

Board is asked to NOTE the civic events update.

5.

Quarter 3 Communications Report

5.1

CBC’s quarterly Communications and Marketing report for the period October to December
2021 has been uploaded to the Convene Library. The report provides details of key projects
and press releases that CBC’s Communications Team has supported CBH with as well as
social media activity and press articles that mention CBH.

5.2

Subject to any questions, Board is asked to NOTE the quarter 3 Communications and
Marketing report.

6.

Government Reshuffle

6.1

Stuart Andrew was appointed as the new housing minister on 8 February as part of a cabinet
reshuffle. He becomes the 11th housing minister in 12 years and replaces Christopher
Pincher who, with two years’ service, is the longest serving housing minister for more than a
decade.

6.2

Mr Andrew is the MP for Pudsey in West Yorkshire and he will now be working with Michael
Gove, the secretary of state for the Government’s levelling up agenda. He will be in charge
of meeting the Government’s target of building 300,000 homes a year.

6.3

Board is asked to NOTE the Government reshuffle update.
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COLCHESTER BOROUGH HOMES BOARD
Wednesday 2nd February 2022

Report Title

0010 22/23 Revenue Budget Report

Author

Cong Gu – Head of Finance
cong.gu@cbhomes.org.uk

Report Objective:

To present the 2022/23 budget to Board for approval

Matters to
note/Exception
Highlights

The budget has been presented and scrutinised by the Finance and
Audit Committee at their meeting on the 2 nd February 2022.
Tenant involvement and empowerment ✓

Link to Consumer
Standard objective

Home ✓
Tenancy ✓
Neighbourhood and community ✓

Sensitivity

Commercial
Confidential
Open

Action
✓

Assurance
Noting
Approval

✓

Recommendations
i. To recommend that the Board APPROVE the overall 2022/23 CBH budget.

Executive summary
The application of sound financial management principles for the compilation of CBH’s 2022/23
budget is essential to ensure the company remains financially viable and services are
continuously provided economically to all communities in Colchester.
The budget for 2022/23 is based on ‘business as usual’, incorporating a number of known
changes such as employer NI contribution increase, increase in data protection requirements and
additional provisions for the closure period of Rowan House.
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The challenges CBH faces in the preparation of this budget:






No reduction in services provided to tenants and communities
Increased demand on compliance with data protection and building safety regulations
Self-funding 100% of employer pension contributions for HRA and GF funded staff
Self-funding staff costs increase for re-grading and incremental increases
Supply chain and staffing pressure due to inflation and the pandemic

We have mitigated these challenges by:
 Prioritising frontline services
 Achieving an additional one-off increase in the Management Fee to mitigate above inflation
material costs
 Uplifting pay for front line repairs staff
 Terminating lease on one of the offices which has not been open since March 2019 to save
on running costs
 Improving processes in the agency staff approval process to control costs
 Using a combination of zero based and incremental budgeting methods to appraise
expenditure

Appendix 1 is the budgeted Income & Expenditure by department. The total budgeted income
for 22/23 is £12.4m and the budgeted expenditure is £12.8m (including the provision for risk
mitigation and delivery of MTDP), which makes a deficit of £359k.
Budgeted Balance sheet and budgeted cashflow for 2022/23 are also included.

2
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Implications:
Strategic Plan

The Income and Expenditure in line with the strategic plan.

Regulatory/Legal

N/A

Financial/Budgetary

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

Health & Safety
Risk Assessment

Human Resources

N/A
The strategic risks which relate to this report are:
Risk S1: Lack of long term financial stability (currently red)
Risk S6: Inability to attract and retain good quality people and
contractors leading to service or governance failures (currently
red)
The operational risks are:
Risk O1: Material shortages/increasing costs in the construction
industry. (Amber)
Risk O13: Insufficient work from Council Client to cover Team
costs and Corporate Facilities funding shortfall. (Red)
Risk O26: Poor budget management skills lead to diverting
resources from front line services. (Green)
N/A

Equality and Diversity N/A
Value for Money

A consolidated position ensures expenditure is reported across
the whole of the business. Robust budget setting process ensures
that resources are planned to ensure strategic plan objectives are
delivered and costs are under control.

22/23 Budgeted Income
Assumptions:
Income:
- Grant funding for Homelessness projects continues until 31st March 2023
- Capital Fee and Capital expenditure figures are excluded from this revenue budget (22/23
capital budget presented to the Board in November 2021)
- No interest receivable budgeted due to current ultra-low Bank of England interest rate
- Design and construction income based on current confirmed projects
In view of the aforementioned, the following table is a breakdown of budgeted income by income
streams:
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21/22
Q3 Forecast
£9,936k

22/23
Proposed
Budget
£10,560k

£992k

£1,062k

Notes

2.5% increase from 21/22 MF with the
following changes:
1). £17k reduction on ASB SLA;
2). Additional one-off income to fund
materials above inflation costs
3). Additional income for 1.25% NI
contribution increase
4). One- off increase of revenue voids
budget
The budget is largely made up of
grants for Housing Options (£433k)
and capitalisation of Asset
Management staff (£530k) as follows:
2 x tenancy compliance posts:
Asbestos Officer:
Energy Officer:
2 x new AM posts:
EICR AAM:
Compliance officer:
Supplementary projects:

Design and
Construction Income
Total

£563k

£828k

£11,491k

£12,450k

£57k
£34k
£54k
£92k
£32k
£17k
£244k

Based on projects agreed at the time
of budgeting

22/23 Budgeted Expenditure:
Assumptions
-

Pay award 2% (subject to confirmation)
Gosbecks office lease ceases on 1st April 2022
Staff parking, stationery and general office expenses budgets have been reduced to reflect
the temporary closure of Rowan House for the refurbishment period
Repairs materials costs has a one-off uplift to reflect above inflation increase
No increase for CBC SLAs, corporate insurance and all leases
Training: 2 pots
HR controls corporate training budget for organising company-wide training
Each department holds a discretionary training budget

The below table details a list of proposed additional expenditure in 22/23:
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Department
All
All
All
Housing Management
Housing Options
RSAP

Amount
£170k
£52k
£50k
£10k
£10k
£35k

DLOs
Asset Management
Housing Management

£11k
£92k
£74k

HR

£30k

All
Repairs
Housing Systems
Company Overheads
Total New Additional
Expenditure

£90k
£35k
£40k
£150k
£849k

Notes
2% pay award
NI additional 1.25% employer contribution
SSP/SMP cover provision
Customer Hub
Customer Hub
New homelessness project with corresponding
income to cover
12 posts uplifted 1 SCP
2 x new posts, rechargeable to capital projects
2 x Tenancy Audit Officers, rechargeable to capital
projects
0.5 x E&D Business Partner to back fill for a 0.8
FTE GDPR Officer
Apprenticeship and targeted pay uplifts
One-off business support to deal with backlog
10-months NPS Transformation Officer post
Contribution to Rowan House Refurbishment

Other material expenditure increases (positive)/decreases (negative) included in 22/23
budget:

Department
DCM
ICT

Responsive Repairs
Revenue Voids
H&S
Gosbecks
All
Total

Amount
£310k
£40k

£80k
£205k
£(35)k
£(100)k
£(30k)
£470k

Notes
2 x new posts approved plus increase in sub
contractor costs
£20k overbudget for 1 x IT Officer (0.5 FTE in the
budget at a lower grade)
20k due to role re-evaluation following restructure
Materials & subcontractor increase due to inflation
Moved a proportion of voids budget from CBC
PPE & IT spend
Savings on lease and running costs
Reduction in PPE provision

Reconciliation to 20/21 budget:

5
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£000
11,387
849
470
50
50
3
12,809

21/22 Original Budgeted Expenditure
New Requests
Net Increase on existing expenditure
Mitigation of risks (see next table)
SDP (see next table)
Rounding
22/23 Proposed Budgeted Expenditure

We have also included the following costs to reflect additional resources required to mitigate risks
and ensure the Strategic Delivery Plan is delivered:
£000
Risks:
Covid-19 related
Brexit Related
Other strategic
Total Mitigation of Risks

20
20
10
50

Strategic Delivery Plan:
People Plan
Customer Plan
Community Plan
Total Strategic Delivery Plan

20
20
10
50

22/23 Budget on the impact of Reserves:
The below table illustrates movements in reserves based on the Q3 forecast and 22/23 budget:
£000
st
Reserves as at 31 March 2021
1,830
Forecast deficit as at 31st March 2022
(467)
st
Forecast Reserves as at 31 March 2022
1,363
Budgeted deficit as at 31st March 2023
Budgeted reserves as at 31st March
2023

(358)
1,005

Comprised of:
Revenue Repairs overspend provision
Dilapidation provision
Van Fleet provision
Free Reserve
Total Reserve

300
91
52
562
1,005

22/23 Budget and the 5-Year Business Plan

6
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The 5-Year Business Plan presented to the Board in July 2021 and was not approved due to not
being financially viable over the 5 years.. The plan is re-run based on Q3 forecast and the
proposed 22/23 budget. All other assumptions remain the same as the original plan.
The revised plan shows a deficit for from 21/22 to 25/26, largely due to Rowan House
refurbishment costs and an assumed increase in employer’s pension contributions in the
forthcoming triannual review.
The reserves positions are as follows based on the revised business plan:

Reserve balance brought forward
Outturn for current year
Forecast Reserve balance c/forward
Analysis of reserves
Repairs and other provisions
Pension deficit
Design and Construction provision
Free Reserve
Total

2021/22
2022/23 2023/24 2024/25 2025/26
1,819.00 1,352.15
993.23 1,028.45
904.13
(466.85)
(358.92)
35.22 (124.32) (393.88)
1,352.15
993.23 1,028.45
904.13
510.25

446.00
200.00
100.00
606.15
1,352.15

346.00
450.00
100.00
97.23
993.23

246.00
450.00
100.00
232.45
1,028.45

196.00
300.00
100.00
308.13
904.13

0.00
450.00
100.00
(39.75)
510.25

Due to the fact that CBH has to fund 50% of pension contributions every 3 years following the
triannual review, the interim solution is to reduce the Repairs and Other provisions for the next 4
years, which still leaves a small deficit in the free reserve in year 5.
Mitigations for the deficits:
The forecast £467k deficit in 21/22 forecast could be mitigated by reimbursement from CBC:
Voids overspend of £135k is to be covered by Breyer’s underspend and £350k overspend on
Repairs and Fencing could be covered by underspend on External Painting contract.
These reimbursements are to be discussed with CBC Client Manager.
Revised reserves positions after the mitigations:
Reserve balance brought forward
Outturn for current year
Forecast Reserve balance c/forward
Analysis of reserves
Repairs and other provisions
Pension deficit
Design and Construction provision
Free Reserve
Total

2021/22
2022/23 2023/24 2024/25 2025/26
1,819.00 1,832.15 1,473.23 1,417.55 1,200.51
13.15
(358.92)
(55.68) (217.04) (489.38)
1,832.15 1,473.23 1,417.55 1,200.51
711.13

446.00
200.00
100.00
1,086.15
1,832.15

446.00
450.00
100.00
477.23
1,473.23

7

446.00
450.00
100.00
421.55
1,417.55

446.00
300.00
100.00
354.51
1,200.51

146.00
450.00
100.00
15.13
711.13
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Appendices:
Appendix 1: 22/23 CBH Proposed Revenue Budget
Appendix 2: 22/23 CBH Budgeted Balance Sheet
Appendix 3: 22/23 CBH Budgeted Cashflow
Appendix 4: Revised Pre Mitigation 5 - Year Business Plan
Mitigated Business Plan – Agenda Item 16 for this meeting.
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Appendix 1: 22/23 CBH Proposed Revenue Budget
COLCHESTER BOROUGH HOMES
INCOME AND EXPENDITURE ACCOUNT BY DEPARTMENT

Income
Management Fee
Other CBC Income
DCM Income
Other Income
Total Income

FY Forecast
2021/22
(Q3)

2022/23
Budget
Requests

£000

£000

Variance
Fav Positive
Adv Negative
£000

Business
Plan
22/23

2021/22
Original
Budget

£000

£000

9,936.33
992.30
563.45
0.00
11,492.08

10,560.30
1,061.82
827.80
0.00
12,449.92

623.97
69.52
264.35
0.00
957.84

9,987.86
712.25
497.28
71.81
11,269.20

9,953.33
740.72
526.99
71.21
11,292.25

1,231.51
597.64
1,228.43
3,899.92
511.20
169.99
490.84
295.57
854.78
370.43
877.36
483.53
947.68
11,958.88

1,512.72
575.13
1,331.53
3,753.44
515.12
178.96
689.46
295.51
867.63
350.04
803.35
742.95
1,093.00
12,708.84

(281.21)
22.51
(103.10)
146.48
(3.92)
(8.97)
(198.62)
0.06
(12.85)
20.39
74.01
(259.42)
(145.32)
(749.96)

1,386.03
601.57
1,293.69
3,452.46
516.26
171.11
505.03
301.89
708.65
356.50
742.54
407.19
859.84
11,302.76

1,347.43
597.64
1,280.51
3,519.14
511.25
169.99
510.84
298.97
779.78
353.63
762.80
403.53
851.68
11,387.19

Expenses by Department
Housing Management
Older Person Services
Housing Options
Repairs, Voids & H&S
Corporate Facilities
Engineering Team
DMT & PA
Finance
Company Overheads
HR & Governace
ICT, BI and Customer Exp
DCM & Minor Projects
Asset Management
Total Expenditure
NPS Savings
Mitigation of risks
Delivery of MTDP
Total Expenditure
Gross Surplus / (Deficit)

(100.00)
50.00
50.00

50.00
50.00
11,958.88

12,808.84

(749.96)

11,302.76

11,387.19

(466.80)

(358.93)

207.87

(33.56)

(94.94)

9
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Appendix 2: 22/23 CBH Budgeted Balance Sheet

CBH Balance Sheet

ROU Assets

Actual
Forecast
Budget
as at 31.03.21 as at 31.03.22 as at 31.03.23
£
£
£
579,653
579,653
258,130

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

2,062,920
5,334
1,596,444
113,290
3,777,988

1,436,397
1,227
1,481,792
161,380
3,080,797

1,431,121
5,334
1,350,456
113,290
2,900,201

Current Liabilities:
Trade Creditors
Other Creditors
Accruals
VAT
Social Security
Provisions
Staff Holiday Entitlement
Total Current Liabilities

295,160
119,992
363,460
318,871
463,853
113,142
151,618
1,826,096

46,968
115,701
611,714
296,528
260,034
113,142
151,618
1,595,704

46,968
115,701
800,000
350,000
260,034
113,142
100,000
1,785,845

Net Assets

2,531,545

2,064,745

1,372,486

ROU Liabilities

(701,453)

(701,453)

(368,123)

Total Assets

1,830,092

1,363,292

1,004,363

Funded by:
Reserve carried forward
Surplus
Total Reserves

1,027,439
802,653
1,830,092

1,830,092
(466,800)
1,363,292

1,363,292
(358,929)
1,004,363

10
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Appendix 3: 22/23 CBH Budgeted Cashflow

balance b/fwd
Income
From CBC
Other Income
VAT repayment
Total Income
Expenditure
Salaries
NIC
Pension
CIS Payments
VAT payments
Lloydscards
Payment Runs
Other Payments
Total Expenditure
as at 31.03.22

Apr-22

May-22

Jun-22

Jul-22

Aug-22

Sep-22

1,917,468

1,790,559

1,790,559

1,790,559

1,790,559

1,790,559

0
1,917,468

0
1,790,559

0
1,790,559

0
1,790,559

0
1,790,559

548,729
56,151
109,933
16,416
0
0
900,000
13,174
1,644,403

548,729
56,151
109,933
0
318,870
26,015
900,000
25,399
1,985,098

548,729
56,151
109,933
10,034
0
8,248
900,000
9,416
1,642,512

548,729
56,151
109,933
5,635
0
0
900,000
21,665
1,642,113

273,065

(194,539)

148,047

1,754,857

1,560,318

1,708,365

Oct-22

Nov-22

Dec-22

1,790,559

1,790,559

1,790,559

0
1,790,559

0
1,790,559

0
1,790,559

548,729
56,151
109,933
5,666
645,845
5,153
900,000
9,207
2,280,684

548,729
56,151
109,933
7,233
0
5,814
900,000
11,729
1,639,590

548,729
56,151
109,933
0
0
4,724
900,000
12,680
1,632,218

148,446

(490,125)

150,969

1,856,811

1,366,686

1,517,656

Jan-23

Feb-23

Mar-23

1,790,559

1,790,559

1,790,559

0
1,790,559

0
1,790,559

0
1,790,559

0
1,790,559

548,729
56,151
109,933
7,013
447,042
8,097
900,000
27,057
2,104,023

548,729
56,151
109,933
17,424
0
16,971
950,000
111,288
1,810,496

548,729
56,151
109,933
6,596
0
0
900,000
17,896
1,639,306

548,729
56,151
109,933
13,443
350,000
12,000
900,000
33,174
2,023,430

548,729
56,151
109,933
14,058
0
12,009
1,000,000
11,111
1,751,991

158,341

(313,464)

(19,938)

151,253

(232,871)

38,568

1,675,996

1,362,532

1,342,595

1,493,848

1,260,977

1,299,545

1,481,792

cash in/(out)flow
Cummulative Cash in/(out)flow

10
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Appendix 4: Revised 5 - Year Business Plan Pre Mitigation
CBH 5- Year Business Plan
2021/22
Q3
Forecast
Income
Management Fee
Capital Fee
Other CBC Income
Design and Construction Income
Interest & sundry income
Total Income

2022/23

2023/24

2024/25

2025/26

Budget

Plan

Plan

Plan

9,936.33

10,560.30

10,885.10 10,946.81 11,016.21

992.30
563.45
0.00
11,492.08

1,061.82
827.80
0.00
12,449.92

768.42
783.79
807.31
848.00
862.23
883.54
0.00
0.00
0.00
12,501.53 12,592.83 12,707.05

Operations Departments
Housing management
Tenancy management
ASB
Community caretakers
Older people services
Housing Options
Leasehold management
Other Housing Services
Revenue works
PS Professional fees & Ohd
Health and safety
Corp facilities
Engineering team
Total Operations

78.72
717.44
220.80
174.32
597.64
790.77
40.23
437.66
2,806.31
931.40
162.21
511.25
169.99
7,638.74

105.75
853.84
273.85
180.55
575.13
957.51
68.78
447.69
2,789.87
869.79
123.74
515.12
178.96
7,940.58

106.81
862.38
276.59
182.36
580.88
967.09
69.47
452.16
2,742.02
878.49
124.98
520.27
180.75
7,944.23

108.95
879.62
282.12
186.00
592.49
986.43
70.86
461.21
2,796.86
896.06
127.48
530.67
184.36
8,103.12

112.22
906.01
290.58
191.58
610.27
1,016.02
72.99
475.04
2,880.77
922.94
131.30
546.59
189.89
8,346.21

Overheads
Chief Executive & PA support
Finance
Company overhead
ICT and Business Intelligence
HR & Governance
Total Overheads

490.84
292.57
854.78
877.36
370.43
2,885.98

689.47
295.51
867.63
832.07
347.63
3,032.30

605.46
298.47
724.80
799.99
351.11
2,779.83

617.57
304.44
739.30
815.99
358.13
2,835.42

636.10
313.57
761.48
840.47
368.87
2,920.49

947.68

1,093.00

1,103.93

1,126.01

1,159.79

947.68

1,093.00

1,103.93

1,126.01

1,159.79

462.23
24.30

700.55
42.40

714.02
24.30

728.30
24.30

750.14
24.30

486.53

742.95

738.32

752.60

774.44

(100.00)

(100.00)

(100.00)

Expenses by Department

Capital Works
Asset Management
Capital Expenditure
Total Capital Works
Design and Construction Management
Major Projects
Minor Projects
Total Design and Construction
Management
NPS savings
Mitigation of risks
Delivery of MTDP
Total Expenditure
Gross Surplus / (Deficit)

11,958.93

12,808.83

(466.85)

(358.92)
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35.22

(124.32)

(393.88)
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COLCHESTER BOROUGH HOMES BOARD
Wednesday 2 March 2022
Report Title

0011 Draft Strategic Plan 2022-27

Author

Philip Sullivan, Chief Executive

Report Objective:

To seek CBH Board approval to adopt the Plan.
Tenant involvement and empowerment ☒

Link to Consumer
Standard
objective

Home ☒
Tenancy ☒
Neighbourhood and community ☒

Sensitivity

Commercial
Confidential
Open

Action
✓

Assurance
Comment
Approval

✓

Recommendation:
Subject to any comments or questions Board is asked to:
•
•
•

APPROVE the Strategic Plan Objectives and themes as recommended by the Strategic
Plan Working Group
COMMENT on the draft Strategic Plan metrics and draft new CBH Vision either at the
Board meeting or via email to the Chief Executive by 6 March
NOTE the next steps regarding the Strategic Plan metrics, action plan and the new CBH
Vision.

Executive summary
At the 11 February 2022 Away Day Board members commented on draft updated Strategic
Objectives and themes and commenced a review of CBH’s Vision and Mission.
The Strategic Plan Working Group met on 23 February 2022 and agreed new updated draft
Strategic Plan Objectives and themes to recommend to Board. The Working Group also agreed
next steps in the development of Strategic Plan metrics and an updated CBH Vision.
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Implications:
Strategic Plan

This report is presenting an initial draft Strategic Plan 2022-27 for
comment as part of the current consultation exercise.

Regulatory/Legal

The draft Plan has regard to the external environment, including the
legal and regulatory framework that CBH operates in.

Financial/Budgetary

The annual action plan will include details of the budget/resources
required to deliver the desired outcomes.

Health and Safety

The draft Plan has regard to health and safety, for example in the
theme of “We’re maintaining safe, healthy, and affordable homes”.
In addition the annual action plan will incorporate key health and
safety actions to help ensure legal and regulatory expectations are
met.
Managing and mitigating risks will be picked up through the annual
Strategic Plan action plan.

Risk Assessment
Value for Money

VFM is a thread that will be incorporated into every action within the
annual action plan.

Environmental and
Sustainability

Taking positive steps to tackle the climate challenge is one of the
themes within the draft Strategic Plan Objectives and steps to
achieve this will be incorporated into the annual action plan.

1.

Background

1.1

The October 2021 Working Group meeting outcomes were reported to Board at its
November 2021 meeting. Board noted that consultation with key stakeholders including
staff, CBC Officers and members, residents and other local stakeholders had commenced
and that feedback from the consultation would be considered by the Working Group.

1.2

At its 1 February meeting, the Strategic Plan Working Group reviewed the consultation
outcomes and at its 8 February meeting the Group considered a further updated set of
draft Strategic Objectives, themes and metrics.

1.3 At the 11 February Away Day Board members:
• were updated on the outcome of the Strategic Plan consultation and how the
consultation outcomes had been taken into account in developing updated draft
Strategic Plan Objectives, themes and metrics
• commented on the draft updated Objectives and themes
• were introduced to the work of Aphra, a communications consultancy that had been
appointed to support the next stages of the development and launch of the new
Strategic Plan
• commenced a review of CBH’s Vision and Mission.

2
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1.4 The Strategic Plan Working Group met on 23 February 2022. Outcomes of the meeting
were:
• agreement on the new Strategic Objectives and themes and that these should be
recommended to Board
• agreement on draft wording for a new CBH Vision
• a decision to consider the draft metrics and provide comments to the Chief Executive
by 27 February
2.

Current Position

2.1 At its 23 February meeting the Strategic Plan Working Group considered the outcomes of
the 11 February Board member away day along with additional comments that had been
received from CBC in respect of the updated draft Strategic Objectives and themes.
2.2 The Working Group decided to recommend the following Strategic Plan Objectives and
themes for approval by the Board:
Objectives
OUR CUSTOMERS;
Delivering a positive
customer experience

Themes
• We’re listening to and treating our customers with respect
• We’re maintaining safe, healthy, and affordable homes
• We’re creative and innovative
• We’re delivering a great maintenance service
• We’re providing homes that our customers can be proud of

OUR COLLEAGUES;
Valuing our people

•
•
•

Our colleagues say that we are a great employer
Our investment in colleagues enables them to thrive
Our teams are developed to be dynamic and resilient

OUR COMMUNITIES;
Creating a better
Colchester

•
•

We are Increasing the number, quality and type of homes
We’re working in partnership with others to celebrate and
support diverse, safe and inclusive communities
We’re preventing homelessness, tackling rough sleeping
and supporting the most vulnerable
We’re looking after some of Colchester's most loved
buildings for the future
We’re considering the environmental impact of everything
we do
We’re creating accessible services, reducing inequalities
and enabling healthy communities

•
•
•
•

2.3

The Working Group also reviewed options for an updated CBH Vision that took account of
the discussion from the Board Away Day. The outcome is that the Working Group is
seeking comments from Board members on the following suggested new CBH Vision;
Enabling customers, colleagues and communities to thrive

3
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2.4

Board members are asked to note that the draft new Vision reflects the running theme of
the draft updated Strategic Plan as set out in the Objectives of Customer, Colleagues and
Communities.

2.5

Comments on draft Strategic Plan metrics are being provided by Working Group members
to the Chief Executive by 27 February. These will be circulated to Board members in
advance of the 2 March meeting for consideration.

2.6

Board is being asked to:
• Agree the new Strategic Plan Objectives and themes as recommended by the Working
Group
• Comment on the draft Vision and metrics either at the Board meeting or via email to
the Chief Executive by 6 March.

3.

Next Steps

3.1 The following next steps are planned:
1 - The Working Group plans to meet again during the week of 7 March to consider final
draft metrics and an updated draft Vision that take account of comments received.
2 - Following the Working Group meeting a final draft set of Strategic Plan metrics and an
updated draft new CBH Vision will be circulated to Board for consideration.
3 - The annual action plan for 2022/23 that will “bring to life” the Strategic Objectives and
that sets out projects and work being undertaken to deliver the Objectives will be
presented at the May Board meeting.
4 - Further work on the design on the Strategic Plan document is being completed by Aphra
with input from Working Group members.

4
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COLCHESTER BOROUGH HOMES BOARD
Wednesday 2nd March 2022

Report Title

0012 Strategic KPIs

Author

Matt Armstrong
matthew.armstrong@cbhomes.org.uk

Report Objective:

To provide a high level strategic overview of performance.

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 NOTE the set of strategic KPIs set out at appendix 1.
Executive summary
The purpose of reporting these metrics is to provide Board members with a high level strategic
overview of CBH’s financial, service and compliance performance in one report.
This cover report provides highlights and lowlights of performance since the previous Board
meeting with only key points for Board consideration being included.
More detailed KPI reporting (for example the previously reported Performance Pack) will continue
to be available for Board members wishing to review it in the Library on Convene. KPI’s linked to
the current Strategic Plan will continue to be available as part of the Performance Pack with an
outcome report being presented to Board following year end. Operations and Performance
Committee will also review more metrics at its meeting escalating any matters to Board as it
considers appropriate.
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Implications:
Strategic Plan

Metrics of relevance to the new Strategic Plan currently being
developed will be established and, subject to Board’s agreement,
incorporated into the Performance Report going forward.

Regulatory/Legal

The strategic KPIs include key areas of compliance. In addition, the
metrics incorporate the medium term delivery plan KPI’s.
Once agreed by Government and the Regulator of Social Housing it is
anticipated that some metrics arising from the Social Housing White
Paper will be included in the report.

Financial/Budgetary

It is being recommended that key financial metrics be included in
performance reporting going forward.

Health & Safety

The strategic KPIs include key areas of compliance.

Risk Assessment

Risks will be picked up in the cover report presented to Board with the
metrics performance.

Value for Money

Strategic KPIs linked to VFM are incorporated into the suite of metrics
for consideration by Board.

Environmental and
Sustainability

It is possible over time that metrics such as the average Energy
Performance Certificate rating of CBH’s properties could be included as
strategic KPI’s.

Strategic Plan

Metrics of relevance to the new Strategic Plan currently being
developed will be established and, subject to Board’s agreement,
incorporated into the Performance Report going forward.
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1.

Background

1.1

Board agreed at its September 2021 meeting to receive a set of strategic KPIs at each of its
meetings to enable the Board to have effective oversight of CBH’s strategic performance.

1.2

This report will cover those KPI’s which are either below target or have undergone a
significant change since the September Board meeting.

2.

Current Position

2.1

Customer Satisfaction – Remains red for the 2nd consecutive month, dropping 3% since
December. The largest negative contributors are the Housing Investment Programme (HIP)
(-3.65%) and Repairs (-3.02%). HouseMark found a 0.6% drop in satisfaction across our
peer group in December, compared to November, suggesting Landlords are experiencing
service pressures due to shortages of labour and materials in both capital and revenue
works.

2.2

Average void relet time incl. time spent on capital works (general needs) - The main
issues were the delays from December when our contractor lost its sub-contractors and the
Covid Omicron virus left both the in-house team and contractors with few staff and
continued delays with some critical resources such as fire doors, plasterboard and kitchen
units. A lack of decorators is having an affect on turning around the sheltered and
temporary accommodation voids, creating a backlog for the contractor. January has been
a better month, with 2 new sub contractors in place who are completing voids efficiently
and staff resources are beginning to return to normal.

2.3

Satisfaction with handling a complaint – The two reasons behind this low score of
72.5% is satisfaction with the outcome of the complaint and the time it takes to investigate
and respond. The first is not possible to change as teams are operating within policy but
the 2nd reason is possible to change. Work is being done to assist those areas with high
numbers of complaints and to identify the root cause of the complaints.

2.4

% rent collected incl. brought forward arrears – December’s performance always peaks
because of the rent-free week, however rent statements were also sent out in January
which resulted in an increase in collection. Additional resources have been put in place
which is most definitely supporting the rent collection and rent arrears performance
recovery. The Financial Inclusion Team (FIT) continue to have a positive impact
preventing homelessness and supporting some of our more vulnerable tenants with
Discretionary Housing Payment applications, of which £30k was awarded in January.
It is important to highlight to the board that nobody has been evicted for rent arrears this
year, therefore no former tenant arrears are being created and performance is based on
purely on the hard work of the teams.
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2.5

% leaseholder service charge collection - Performance data for this metric was only
available from December and the team has improved collection by 7.52% since December.
The teams continue to work hard to meet the year end target of 98% (currently at 95%).

2.6

% MP and Councillor enquiries responded to on time - A great response from both the
customer experience team and the whole organisation who respond to these enquiries.
This metric is currently 8.4% above target.

3.

Appendix

3.1

The following document is appended to this report: •

Appendix 1 – Strategic KPI Report
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KPI
(192)
% rent collected incl. brought forward
arrears*
% variance to approved agreed annual
budget
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12 month rolling
trend

2020/21
Result

97.92

Nov 2021 Dec 2021

Jan 2022

YTD

2021/22
Target

2021/22
Unacceptable
performance

99.03

105

101.41

98.03

98

93

-29

-56

-25

-25

-97

-92

13

15.9

18

18

-100

-90

-65

-60

-63

-63

#N/A

#N/A

0.12

0.47

0.34

0.28

0.5

1

2.70

2.44

2.35

2.35

2

3

80.12

87.48

95.00

95.00

98

93

18.12

17.79

17.65

17.65

#N/A

#N/A

88.7

85.13

82.12

87.4

92.0

87.0

74.61

83.9

89.18

86.7

92.0

87.0

509

48

38

29

370

#N/A

#N/A

% Design and construction management
income variance against budget
% Asset management fee income variance
against budget
% void loss (general needs)
Arrears as a % of annual rent debit
2.02
% leaseholder service charge collection
Overhead costs as a % turnover
% customer satisfaction (whole company)
93.3
% customer satisfaction (in-house &
contractor responsive repairs)
Households where homelessness has been
prevented, relieved or main duty accepted*
% repairs completed on time*

99.4

96.5

99.0

99.0

97.8

97.75

92.75

Average void relet time incl. time spent on
capital works (general needs) *

27.13

24.11

37.33

45.27

28.28

25

28

% capital programme elements completed
YTD*

82.5

40.7

45.7

50.5

50.5

85

70

90.9

100

100

100

98.8

90

85

74.1

69.7

72.5

72.5

80

75

79.5

82.37

95.34

84.9

80.0

75

6.7

9.0

9.8

10.0

10.0

11.5

12

100

100

100

0

100

99.99

100

100

100

100

100

99.99

100

99.5

99.07

99.1

100

99.99

0

0

0

0

0

1

100

100

100

100

100

99.99

36

51

5

5

0

1

92

96.0

96.0

96.0

96.0

100

99.99

81.6

94.8

95.0

95.3

95.3

97

95

99.3

100

100

100

100

100

99.99

97.5

98.4

98.5

98.5

98.5

98

97

100

100

100

100

100

100

99.99

100

100

100

100

100

100

99.99

0

0

2

25

#N/A

#N/A

2.55

2.61

2.55

2.70

2.70

#N/A

#N/A

12

2

2

3

29

12

13

% corporate property repairs completed on
time*
% satisfaction with handling of a
complaint (rolling 12 months)
% MP and Councillor enquiries responded to
on time
Average FTE days lost per FTE (rolling 12
months)
% domestic boilers with a valid LGSR*
% communal boilers with current CP16
(sheltered)
% blocks with current Fire Risk Assessment
(general needs)
Number of high risk Fire Risk Assessment
actions overdue (general needs)
% sheltered schemes with current Fire Risk
Assessment

100

Number of high risk Fire Risk Assessment
actions overdue (sheltered)
% blocks with a current (within 5 years)
Electrical Installation Condition Report (EICR)
% domestic properties with a current (within
5 years) Electrical Installation Condition
Report
%
blocks(EICR)
with a current asbestos survey
% domestic properties with a current
asbestos survey
% blocks with current water risk assessment
(general needs)
% blocks with current water risk assessment
(sheltered)
Number of safeguarding alerts raised
Number of households in temporary
accommodation per 1,000 households
Number of personal data breaches

