
  
 

 
 

AGENDA – Part A 
(Open to the public) 

1. Welcome, Apologies & quorum

2. Declarations of Interest by Board Members and Officers
Members and officers to declare any interests not in the Register

3. Minutes of previous meeting (Page 3)
To approve as a true record the minutes of the meeting held on 20 July 2017,
and to deal with any matters arising

4. Voice Your View

5. Update on Board Governance changes (Verbal)
Michael Hadjimichael, Director of Resources
Anne Grahamslaw, Chair of the Board

6. Outcomes from report on Temporary Accommodation by the CBH
Scrutiny Panel (Page 7)
Tracey Brushett, Housing Options Manager

ITEMS FOR DECISION 

7. Approve appointment of Resident Board Members (Verbal)
Anne Grahamslaw, Chair of the Board

8. Approval of CBH Strategic Plan 2017-22 (Page 13)
Gareth Mitchell, Chief Executive

9. Strategic Risk Register Review (Page 35)
Michael Hadjimichael, Director of Resources

10. Information & Confidentiality Policy (Page 43)
Owen Howell, Board Assurance Officer

11. Strategic Health & Safety Policy and Policy Statement (Page 61)
Ryan Curtis, Health & Safety Manager

12. Standing Financial Instructions (Page 81)
Michael Hadjimichael, Director of Resources

Continued overleaf 

COLCHESTER BOROUGH HOMES LIMITED 
NINETY-SEVENTH BOARD MEETING  

To be held 5.30 pm, Tuesday 19 September 2017 
Room 1, CBH Offices, Rowan House 
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Colchester Borough Homes Ltd 
Company Number 4843624 
A Company Limited by Guarantee       
Registered in England 

 
DISCUSSION ITEMS 
 
13. Annual Report from F&A Committee (Page 107) 

Glenn Houchell, Chair of F&A Committee 
 
14. Working Smarter Project (Verbal update) 

Matt Armstrong, Head of Asset Management 
 
STANDING ITEMS 
 

15. Finance Assurance Report (Page 113) 
Michael Hadjimichael, Director of Resources 

 
16. Performance Assurance Report (Page 117) 

Karen Loweman, Director of Housing 
 

17. Committee Minutes (Page 129) 
Board members are invited to ask questions and comment on the minutes of: 

   

 Governance & Remuneration Committee  6 July 2017 
 Finance & Audit Committee  27 July 2017 
 Operations Committee (Q1)  31 July 2017 
    
18. Forward Look (Page 147) 

An update of future decisions required and items to be discussed at future 
Board meetings. 

 
19. Any Other Business 
 
20. Exclusion of the Public 
 
 

Forthcoming meetings: 
 

Meeting Dates 

Thursday 2 November 2017 

Wednesday 29 November 2017 

Thursday 22 February 2018 
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Minutes of the Ninety-sixth Board Meeting 

Held on 20 July 2017 at 5.30pm  
At Room 1, CBH, Rowan House, 
33 Sheepen Road, Colchester CO3 3WG 

Present: In Attendance: 

Anne Grahamslaw 
Alan Blois 
Cllr Nigel Chapman 
Julie Parker 
Glenn Houchell 
Geoff Foster 
Cllr Cyril Liddy 
Cllr Mike Hogg 
Cllr Daniel Ellis 

(Chair) 
(Vice Chair) 
(Vice Chair) 

Gareth Mitchell 
Michael Hadjimichael 
Karen Loweman 
Mark Wright 
Angelique Ryan 
Ria Eustace 
Sarah Jones 
Owen Howell  
Observing: 
Matthew Sterling 
Michael Campbell 

(Minutes) 

(CBC) 
(Scrutiny Panel) 

1. Apologies and quorum

1.1 

2. 

2.1 

Apologies were received from Michala Carey, Dionne Philp and Tina Graves for 
absence. The meeting was declared quorate. 

Declaration of interests by Board Members and Officers 

There were no new declarations of interest. 

3. Minutes of the meeting held on 14 June 2017 and Matters Arising

3.1 The minutes of the previous meeting were agreed as an accurate record and 
approved for signing by the Chair. 

3.2 Action: Karen Loweman to ask officers to email all Board Members to provide 
the number of rural QAAs and the number of blocks of flats in each Borough 
Council ward area. 

4. Voice your view

4.1 There were no speakers for ‘Voice your view.’ 

5. Fire Safety Update

5.1 Gareth Mitchell detailed the measures being taken by CBH to ensure fire safety 
across the stock being managed, including CBC corporate buildings: 

 CBH manage no high-rise buildings or any building which have been clad

in the kind of materials used on buildings such as Grenfell Tower. This

(and other information requested) has been confirmed to Government.

 A cross-Company project team has been set up to lead on any work

identified as being necessary or advisable. This meets weekly.

 All fire risk assessments are being reviewed.
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 All three-storey buildings managed by CBH have been externally 

inspected, with inspections of two-storey blocks now underway. CBH will 

work with the Fire Authority on further sample inspections of blocks to 

assure them that our stock is compliant with fire safety regulations. 

 CBC corporate assets have been reviewed. 

 Routine inspections of loft spaces etc. have been brought forward to 

ensure fire safety compliance and identify any unauthorised modifications. 

 Enforcement processes to tackle unauthorised/unsafe alterations have 

been reviewed. 

 Staff training has been reviewed to ensure all are appropriately trained 
where necessary. 

  
5.2 Members queried what fire safety measures were applied to privately-owned 

temporary accommodation. Mark Wright informed Board that all buildings are 
given a fire risk assessment by the Company’s Health & Safety Manager and are 
closely managed, receiving more visits than properties in the general stock. 
Karen Loweman further assured Board that all B&Bs and nightly rental properties 
are required to hold fire certificates which are subject to regular CBC checks. A 
CBC/CBH strategy is in place to ensure mitigation of risks, including in this area. 

  
5.3 Regarding photovoltaic panels (PVs) and fire safety, Mark Wright clarified that 

panels on CBC stock are not owned by the Council but are placed on spaces 
leased from CBC. CBC and CBH are undertaking an electrical survey of a 
sample of these PVs. The survey process was detailed and, whilst liability 
regarding PVs was a complex issue, CBH had a responsibility to ensure 
residents’ safety. In the event of any faults being detected with PV installations, 
any PVs shown to be faulty will be switched off by CBH and the cost of repair 
wold lie with the owners of the panel, rather than CBH or CBC. 

  
6. Hospitality & Gifts Policy 
  
6.1 The revised Policy was presented and Board requested the following 

amendments: 
 At 1.1 replace ‘board of directors’ with ‘Board Members.’ 

 At 2.3 capitalize ‘members.’ 

 At 3.3 change Board approval date to ’20 July 2017.’ 

  
6.2 Owen Howell confirmed that all gifts and hospitality received or given (including 

items received by staff/Board Members but then passed on to charities or used 
for CBH purposes) must be recorded on hospitality and gift forms. 

  
6.3 Decision: Subject to the above amendments, the Policy was approved. 
  
7. Strategic Risk Register 
  
7.1 No new strategic risks had been identified. Point 2.5 specifically gives assurance 

that CBH is watching for legislative change relating to fire safety and will act to 
ensure compliance. 

  
7.3 Decision: Board accepted the Strategic Risk Register. 
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8. Approval of Company Accounts

8.1 Michael Hadjimichael confirmed that an unqualified set of financial statements 
had been made ready for Board’s approval by the external auditors, Scrutton 
Bland. Subject to the approval of the statements by Board, Michael and Glenn 
Houchell (as Chair of Finance & Audit Committee) would attend a meeting of 
CBC’s Scrutiny Panel to present CBH’s Annual Governance Statement. 

8.2 Board noted that the surplus for 2016/17 correlates with the trading surplus 
recorded, and that the pension fund deficit has dramatically increased in the 
year, owing to a fall in bond yields. It was also noted that risk of CBC not 
accepting subcontractor costs was mitigated by close working between CBH and 
CBC, and by the ‘no surprises’ culture developed. 

8.3 Decision: The Board: 
1.1 Approves the 2016/17 Audited Financial Statements. 
1.2 Agrees that the Chair of the Board signs the Financial Statements. 
1.3 Agrees that the Chair of the Board signs the Directors’ Report. 
1.4 Agrees that the Chair of the Board signs the Letter of Representation. 
1.5 Agrees that the Chair of the Board and the Chair of the Finance & Audit 
Committee sign the Annual Governance Statement. 

9. Performance Assurance Report (Inc. request to amend a KPI target)

9.1 Karen Loweman detailed the CBC request to change the target relating to 
Overall time to re-let from 20 days to 25 days and answered questions relating to 
why CBC were requesting this. CBH will still be performing well compared to 
other housing providers if the new target is approved and it will help CBH to plan 
works as efficiently and economically as possible. 

9.2 Decision: Board approved the new target of 25 days for Overall days to re-let. 

10. Finance Assurance Report

10.1 Board noted the contents of the report. 

11. Committee Minutes

11.1 The Chairs of F&A and Operations Committees presented the minutes from their 
respective Committees. These were noted by Board. 

12. Forward Look

12.1 Board noted the Forward Look and requested that a Board Away Day be set for 
a date after September. Action: Owen Howell to organize this. 

16. Any other business

16.1 No other business raised 

With no further business, the open meeting concluded at 18:07. 
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Item Action Who By When Done 

14 June 2016 

10.5 

Produce a written response to the 
recommendations of the Scrutiny 
Panel and schedule this report to
come to the Board/AGM meeting on 
2 November. 

Karen Loweman 
to oversee report 

production 

Owen Howell to 
schedule this for 
2 November on 
Forward Look 

9 October 
2017 

20 July 2017 

3.2 

Ask officers to email all Board Members to 
provide the number of rural QAAs and the 
number of blocks of flats in each Borough 
Council ward area. 

Karen Loweman 
29 

September 
2017 

6.1 
Add amendments to the Hospitality & Gifts 
Policy as requested by Board. 

Owen Howell 31 July 2017 Yes 

12.1 
Organize a Board Away Day for a date after 
September 

Owen Howell 
15 

October
2017 

Yes 

6



REPORT TO COLCHESTER BOROUGH HOMES BOARD 

DATE: 19 September 2017 

TIME: 5.30 pm 

VENUE: Room 1, Rowan House 

AGENDA ITEM: 6. 

SUBJECT: Outcomes from report on Temporary Accommodation by the CBH 
Scrutiny Panel 

REPORT BY: Tracey Brushett, Housing Options Manager 
 (01206) 508097  
  tracey.brushett@cbhomes.org.uk 

FOR DISCUSSION 

1. Recommendation

1.1 The Board accepts the responses to address the issues raised by the resident 
scrutiny panel report in respect of temporary accommodation. 

2. Purpose of Report

2.1 This report provides the Board with a summary of the recommendations 
arising from the recent resident scrutiny of temporary accommodation. The 
scrutiny report findings were presented to the Board on 14 June 2017.   
This report includes feedback from the Housing Options Manager along with 
resulting actions agreed.     

3. Background

3.1 CBH’s Resident Scrutiny Panel were asked by the Board to consider the 
impact and effect of temporary accommodation, making general 
recommendations for improvement.     

The Board recognised the potential risk to CBH’s reputation of the increasing 
number of households in Bed and Breakfast accommodation and the 
increasing length of time that homeless households spend in temporary 
accommodation.     

3.2 The Resident Scrutiny Panel received information in respect of the various 
types of temporary accommodation used, costs and charges in relation to the 
accommodation and statistics relating to length of stay. The panel interviewed 
staff who allocate and manage the accommodation and visited sample 
accommodation.   
It should be noted that the Council-owned temporary accommodation visited 
forms only a small part of the overall supply and is currently under review.    
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4. Scrutiny panel findings with CBH response

4.1 Recommendation to provide mandatory pre-tenancy workshop 
We would highly recommend that CBC/CBH provide mandatory pre-tenancy 
workshops to all ages as part of their social or private tenancy agreements. 
The overall benefits will be seen in regard to ASB, DIY, finances and better 
communities as a whole.   
In addition, for private landlords a pre-tenancy attendance certificate can be a 
positive consideration if deciding to partake in the new private landlord lease 
project.   
Volunteers from Community 360 (formally CCVS) or a resident/leaseholder 
group could be set up to provide the workshops. CBHSP are willing to 
participate in devising a cost effective way to provide pre tenancy workshops 
that will include interviews with police, fire brigade, MIND and other 
professional bodies. We also feel that a peer group of tenants participating in 
the delivery of this would be more effective than a totally authoritarian one.   

Response: 
Our experience of developing pre tenancy workshops to support those who 

have not held a tenancy previously has proven successful for both applicants 

and landlords. We agree that this project should be extended in partnership 

with others. We are keen to explore peer mentoring as part of a New Tenancy 

package for those who have been homeless. 

We do not consider that it should be mandatory for all temporary 

accommodation tenants to complete pre tenancy training.  If homeless 

applicants refuse to participate there are no sanctions available. We could not 

end the temporary tenancy because they have not participated and we could 

not withhold a move on into Social Housing or the Private Sector. We are 

keen to explore peer mentoring as part of a New Tenancy package for those 

who have been homeless. 

4.2 Recommendation to improve security of hostel accommodation  
Improvements could be made to the security of CBH/CBC owned 
accommodation by having a more secure main door, automatic locking 
system and/or having the door sprung to shut correctly and alarms fitted. 
Fences should be maintained or replaced. Psychologically the better the 
premises are maintained and feel secure the more likely the tenant will 
engage in positive tenant behaviour.  

Response: 
There is an agreed strategy which we are following to dispose of, or improve 
the CBC owned temporary accommodation hostels. A recent safety inspection 
has been carried out to identify and remedy defects. We agree with the 
principle of well-maintained accommodation influencing behaviour.     
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4.3 Recommendation to provide better information  
 A good range of information could be provided and include housing rules that 

promote respect for neighbours, safety, cleanliness and recycling, training and 
education opportunities, housing options that may include employment with 
accommodation, Health clubs and self-help classes, volunteer opportunities, 
cycling and walking routes, places of interest and what’s on in Colchester.  

 Response: 

 We agree and have adopted the recommendation to provide better 

information to all homeless people who are placed in temporary 

accommodation. 

  
4.4 Improve resources in temporary accommodation     
 We recommend a number of improvements to resources available in 

temporary accommodation  

 To provide adult, child, self-help, cookery and general interest books in 
communal areas. Charities and donations can help with this provision. 

  Provide free Wi-Fi where possible to help with job search, home 
search, education, socialisation with family and friends, banking, 
housing news and views, emails, voter registration or to keep up with 
current affairs.  

  Provide communal coloured recycling bins in kitchens and outside to 
encourage recycling. Clear information on how and what to recycle can 
be displayed also. The Council’s new recycling and waste 
management scheme should be inclusive.   

  Provide advice, mentoring and educational opportunities to encourage 
growing flowers, fruit, veg and herbs where practical for healthier 
lifestyles and community spirit.  

  Support staff could advise tenants on how to apply for a community 
fund. This could enable them to get equipment for starting a communal 
allotment, a child’s play area or craft tools to restore or upcycle 
furniture for instance. The equipment belongs to the house and can be 
used by future tenants. 
 

 Response: 
 We agree that these recommendations could improve the quality of life for 

residents living in temporary accommodation, and will include as part of this 
year’s action plan.     

  
4.5 Recommend improvement to heating systems 
 Update and refurbish heating systems so energy use can be better managed 

and costs reduced.  Extra care and monitoring to ensure heating is turned off 
in voids 
 

 Response: 
 The two Council-owned hostels have communal heating systems, which are 

not individually controlled.  The building efficiency will be considered as part of 
the overall asset management strategy.           

  
4.6 Recommend internal improvements 
 Improve overall ambience of properties with brighter paint, murals or pictures, 

which can be easily and cheaply sourced from charity shops.  
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Provide advice/notices and enforce house rules to help reduce ASB and 
encourage cohesive respect.  

Response: 
Where we are able we will explore opportunities to improve the ambience of 
our properties by ensuring the communal areas are inviting and welcoming.  
Information will be included in the improved communication we aim to provide. 
Incidents of anti-social behaviour are already tackled appropriately and notices 
are served where necessary. 

4.7 Recommendation to consider alternatives to temporary accommodation  
We encourage CBH to investigate alternative ways of providing social housing 
whilst finances to build new homes are not available.  
There is a growing trend for alternative living, self builds and/or community 
housing projects, where charitable grants and government initiatives are 
available to help with costs. By forming a partnership with a community 
housing project team, for instance, it can alleviate the social housing problem 
without the full expense. Different types of housing can be offered. These can 
include self-build passive housing or House boats/barges or static caravans.   

Alternatively, CBH/CBC can consider paying current social tenants to vacate 
their homes with a viable amount to purchase alternative accommodation 
themselves or fund a deposit for a mortgage. It is understood that under the 
right to buy there is a substantial discount in some cases. A portion of this 
discount could be offered to vacate the premises instead of reducing the 
purchase cost.  

During our scrutiny we were invited to attend a meeting with Will Quince (MP) 
to ask his opinions on the Homelessness Reduction Bill, temporary housing, 
house building and government funds available that would help with 
temporary housing. Will Quince agreed with Michael, that approaching the 
owners of the many empty offices and buildings in and around Colchester with 
a view to use the facility to house homeless people temporarily and offering 
the owners a zero-rated rates bill in return would be a good idea. We hope 
that this idea will be considered further by Members of the Board as a 
possible solution to emergency temporary accommodation. 

Qualifying homeless tenants are housed by the Council in either private or 
council-owned temporary accommodation within the County.  However, until 
their claim has been assessed they can be housed in emergency bed and 
breakfast and this could be outside the County in Ipswich.  It has been noted 
by CBH Scrutiny Panel that housing solutions are developing a strategy to 
avoid putting tenants in Emergency Bed and Breakfast outside the County. 

Response: 
We are constantly looking at ways that additional Housing can be delivered in 

the Borough. Additional temporary accommodation will not alleviate the 

problems we face which are the inability to move people on from temporary 

accommodation. If we increase the supply of temporary accommodation 

people will be living in it for longer. 
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The Housing Act 1996 (as amended) and the code of guidance states that we 
can discharge(end) our homeless duty through an offer of; 

a) A Private Sector tenancy (where we have carried out suitability checks
laid out by the guidance)

b) A Council secure tenancy
c) A registered provider assured tenancy.

This does not give us the scope to use other forms of accommodation. To do 
otherwise would lead us to a legal and reputational challenge. Our priority is 
to reduce the threat of homelessness by supporting people to remain in, or 
find suitable accommodation.   

5. Risk Management

5.1 No risks resulting from the report.  A number of the recommendations and 
resulting actions will reduce the reputational risk 

6. HR Implications

6.1 None 

7. Legal Implications

7.1 The provision of temporary accommodation for those who are homeless is 
guided by legislation and guidance within the Housing Act 1996 (as amended) 

8. Financial Implications

8.1 Where recommendations and actions require resource, they will be accounted 
within existing budgets 

9. Value for Money

9.1 The cost of providing temporary accommodation is offset by the collection of 
rent and service charge income.  It is recognised that those living in temporary 
accommodation will be on a low income and make suitable provision to 
deliver amenities and services that provide value for money. 

10. Health & Safety Implications

10.1 Temporary accommodation is subject to regular inspection for compliance 
with health and safety recommendations 

11. Equality & Diversity Implications

11.1 Those who live in temporary accommodation are most likely to be young 
people with children or those with a disability who are on a low income. 
Most people who live in temporary accommodation will be in receipt of 
Welfare Benefits.     
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12. 
 
12.1 
 
 

Residents at the Heart 
 
The review of temporary accommodation by our resident scrutiny panel has 
been welcomed and has resulted in a number of recommendations that we 
expect will improve the provision and management of temporary 
accommodation. 
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 

DATE: 19 September 2017 

TIME: 5.30 pm 

VENUE: Room 1, Rowan House 

AGENDA ITEM: 8 

SUBJECT: Approval of Colchester Borough Homes Strategic Plan 2017-22 

REPORT BY: Gareth Mitchell, Chief Executive 
 (01206) 282919 
  gareth.mitchell@cbhomes.org.uk 

FOR INFORMATION 

1. Decisions required

1.1 The Board is invited to approve the Colchester Borough Homes (CBH) 
Strategic Plan 2017-22 (the Plan). This follows a period of consultation on the 
draft Plan with residents, staff and Council stakeholders. 

2. Purpose of Report

2.1 The purpose of the report is to provide the Board with feedback from 
residents, staff and Council stakeholders on the draft Plan following the 
consultation phase in order to enable them to consider approving the revised 
document at Appendix 1. 

3. Background

3.1 Under the Management Agreement with the Council there is a requirement 
for CBH to produce a Medium Term Delivery Plan (MTDP) which sets out the 
agreed performance standards for services the Company has taken on. The 
MTDP plays a central role in the Company’s corporate planning and review 
cycle. The Management Agreement specifies that the MTDP is to be aligned 
closely with the Council’s Housing Revenue Account (HRA) Business Plan.  

3.2 There is, however, currently no document that sets a longer-term strategic 
direction and purpose for the Company. This report is therefore proposing 
the approval of a Strategic Plan for the period 2017-22 which sets out an 
overarching framework within which CBH can develop and improve as a 
well-established organisation within the Council’s service delivery 
arrangements. It is anticipated that a new MTDP will be agreed with the 
Council, to commence in April 2018, that will be influenced by and align with 
the key themes in this Plan. 
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3.3 The new Plan aims to describe CBH’s overall direction over a longer time 
horizon than the MTDP in a way that enables the organisation to focus on 
those things which will drive success and to measure achievement against a 
small set of strategic objectives. The initial development of the Plan has been 
informed by customer feedback already received through mechanisms such 
as the STAR survey. Some of the key issues and challenges are outlined in 
the background document at Appendix 3. 

3.4 In April 2017 the Board reviewed a draft Plan, provided feedback for further 
consideration by the management team, and agreed to support the further 
development of that Plan through consultation. Consultation has now been 
conducted with residents, staff and Council stakeholders as follows:- 

 A resident focus group with 14 tenants and leaseholders attending.

 A presentation for the Staff Forum and four all-staff presentations with

around 100 members of staff attending overall.

 Presentations to Council stakeholders, including the Portfolio Holder

for Housing and Communities, the Chief Executive, the Council’s

Representative, and the Senior Management Team.  Further

presentations are planned following approval of the Plan for a wider

group of Council Cabinet members and attendees of the quarterly

Principal Liaison meeting.

 An online survey seeking views from residents and staff on the

relative priority of key themes in the Plan was run between mid-July

and the end of August and was promoted online, in Housing News

and Views and via frontline staff.

4. Consultation feedback and changes to the Plan

4.1 A summary of the feedback received from the consultation phase can be 
found at Appendix 2. In general, feedback received from all consultees was 
very positive, with respondents saying that they thought the right themes had 
been identified in the Plan and that the level of ambition described was about 
right. There were a number of contributions from the consultation feedback 
which have resulted in amendments to the draft Plan. 

4.2 The key changes made to the Plan following Board and consultee feedback 
are as follows:- 

 Addition of a Company mission

 Additional flexibility in geographical focus

 Amendment of the term “high quality services” to “services that are

valued by our customers”

 Greater focus on the role of the Medium Term Delivery Plan agreed

with the Council

 Further development of the ambition measures – “Where we aim to be

by 2022” – informed by additional background research, feedback and

discussion
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4.3 There were a number of pieces of feedback which, although not directly 
reflected in this final version of the overall Plan, were appropriate to be fed 
into the development of the supporting delivery plans, including:- 

 Incorporating a measure for social impact into the Community Plan 

 Ensuring the Business Development Plan considers scale of business 

growth required to meet our overall objectives 

 Developing a ‘stakeholder matrix’ to identify which key partners will 

help us deliver our strategic aims. 

 
4.4 The ambition measures for the Business Development, Leadership and 
Community delivery plans are indicative of the intended measures but are 
the subject of further work as part of the delivery plan development process.  
Final ambition measures for these three areas will be approved by the Board 
as part of the approval process for the delivery plans themselves.  

 
 

 

5. Overall aims of the proposed Strategic Plan 
  
5.1 The Plan outlines a Company mission to deliver great value services that 

make a difference, and a clear aim to be the trusted choice for local 
housing, property and community services. This is to be achieved by 
delivering services that are valued by our customers and by serving our 
communities. We will measure success by delivering our commitments to the 
Council as set out in the Medium Term Delivery Plan and by focusing on 
customer satisfaction, value for money and positive outcomes in the 
community. 

  
5.2 In order to achieve these aims we will need: 

 Excellent customer service  

 A smarter approach to the way we work  

 Increased income 

 Effective governance and leadership  

 Partnerships that deliver for our communities 
  
6. Delivery plans 
  
6.1 It is proposed that the implementation of the Plan be enabled by six delivery 

plans which align with the organisational needs identified in 5.2: 

 Customer plan  

 Value for money, technology & investment plan  

 People plan  

 Business development plan  

 Leadership plan  

 Community plan 
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6.2 Each delivery plan will have a small number of clear measures and the whole 
Plan will be underpinned and enabled by cultural change initiatives. Progress 
against the delivery plans will be monitored via action plans and key 
performance indicators.  

6.3 Each delivery plan has a management team lead as follows:- 
- Customer – Chief Executive 
- Value for money, technology and investment – Director of Resources 
- People – Head of HR and Governance 
- Business development – Director of Property Services/Chief Executive 
- Leadership – Director of Resources 
- Community – Director of Housing 

6.4 Development of the delivery plans has been progressing in parallel with the 
Plan consultation phase and it is expected that final drafts of all delivery 
plans will be complete by end October. 

7. Next steps

7.1 Subject to the Board’s approval of the Plan, the development of the 
supporting delivery plans will be completed and work will commence on the 
development and agreement of a new Medium Term Delivery Plan with the 
Council. Work on aligning the Plan with operational service plans and 
ensuring consistency of performance measures will then progress in 
preparation for the new financial year.  

7.2 The supporting delivery plans will each have an action plan, and 
implementation of actions from these plans will commence immediately. 

8. Risk Management

8.1 There are a number of risks and interdependencies between the various 
strands of the Strategic Plan; for example, it is conceivable that improving 
the customer experience may require a level of financial investment which 
can only be made available by realising efficiencies and/or generating extra 
income.  

8.2 There are many external factors which will affect our ability to achieve the 
aims of the plan and it must be recognised that over a longer horizon it will 
be necessary to revisit the Strategic Plan from time to time to ensure that our 
aims remain ambitious yet achievable. Individual plans will need to be 
monitored from a risk point of view and the Board will want to consider the 
best way to achieve this. 

9. HR Implications

9.1 There are no specific HR implications to the draft Strategic Plan as it stands; 
however consideration will need to be given in due course to whether the 
current organisational structure is best placed to support delivery of our 
strategic aims.  

16



9.2 It is possible that there will be HR implications once detailed delivery 
planning is in place; for example, it may be that a strategic focus on 
generating additional income means that we will need to bolster our 
commercial and technical skillset, either by training or by recruitment. 

10. Legal Implications

10.1 There are no specific legal implications to this report. 

11. Financial Implications

11.1 Additional financial implications arising during the development and 
implementation of the Plan will be incorporated into discussions with DMT, 
Board Members and, where appropriate, the Council.  

12. Value for Money

12.1 Value for money is one of the key themes in the Plan and one of the six 
delivery plans is therefore focused on Value for Money. 

13. Health & Safety Implications

13.1 There are no specific health & safety implications to this report. 

14. Equality & Diversity Implications

14.1 Equality and Diversity will be given consideration in each of our delivery 
plans as appropriate. 

15. Residents at the Heart

15.1 Residents are at the very heart of the Plan and are of particular focus in 
striving for customer satisfaction and positive outcomes in the community. 
Customer feedback has informed the shape of the plan, and in particular the 
STAR survey 2016 results.  

15.2 We have also consulted with residents on the draft plan as detailed in 
Appendix 2. 

16. Decision Required?

16.1 Yes 

17. Appendices

Appendix 1 Colchester Borough Homes Strategic Plan 2017-22 
Appendix 2 Strategic Plan Consultation summary 
Appendix 3 Colchester Borough Homes Strategic Plan - Background 
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CBH Strategic plan 2017-22 

Our 
strategic 
plan 

Our mission 
Great value services that make a difference 

We aim to 
be 

The trusted choice for local housing, property and community services 

We will 
achieve this 
by 

Delivering services that are valued by our customers Serving our communities 

How we will 
measure 
success 

Medium term delivery plan 
Housing management  Asset management  Housing options & homelessness  Repairs & Maintenance 

 Older Persons Services  Corporate asset management  Investment & business planning 

Customer satisfaction Value for money Positive outcomes in the community 

Our 
supporting 
plans 

How we will 
get there Customer plan 

Value for money, 
technology & 

investment plan 
People plan 

Business 
development plan 

Leadership plan Community plan 

What we will 
need 

Excellent customer 
service 

A smarter approach to the way we work Increased income 
Effective governance 

& leadership 

Partnerships that 
deliver for our 
communities 

What we 
want to 
achieve 

• To deliver

services that

reflect the needs

and diversity of

our customers

• To make it easy

for customers to

do business with

us

• To improve

customer

satisfaction

• To invest money in

a way that helps

customers and

communities

• To use technology

to do things better

• To get the most for

the money we

spend

• To support our

staff to do the

best job possible

• To make CBH a

great place to

work

• To protect

services by

looking after the

future of the

business

• To bring in extra

income to invest

in our services

• To show we can be

trusted to do what

we say we will

• To be clear about

our organisational

goals and how to

achieve them

• To raise awareness

of our work in the

community

• To make a difference

in our communities

• To bring together

organisations and

residents for the

benefit of the

community

Where we 
aim to be by 
2022 

Top 25% ALMO for 
satisfaction 

Lowest 25% cost 
per property in the 

East 

Times top 100 not-
for-profit employer 

5% of revenue 
from non-

management fee 
income 

Leadership that 

inspires trust and 

confidence in CBH 

A community enabling 
leader for Colchester 

Culture & 
values Customer first 

High performance & 
continuous 

improvement 

Ownership & 
empowerment 

Commercial mindset 
Leadership & strategic 

vision 
Community leadership 
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Item 8 Appendix 2 

08b. Appendix 2 - Cbh Strategic Plan Consultation Summary - September 2017 

CBH Strategic Plan 2017-22 - Consultation Summary 

In addition to various opportunities for the Board, directors and senior managers to input 
into and shape the plan, we have conducted formal consultation exercises to give 
customers, staff and CBC the opportunity to give feedback on the plan. 

Customers 

A focus group was held in July and was attended by 13 tenants and one leaseholder. 
Gareth Mitchell presented the headlines of the plan and the attendees were given the 
opportunity to ask questions, make suggestions and complete our online survey. 
Feedback from the session was extremely positive. The customer feedback from the 
focus group is covered in the online survey response and questions and answers linked 
to below. 

Staff 

Information was provided via Yammer (internal social media network) and regular staff 
newsletters. 

Gareth Mitchell gave a presentation/Q&A to the CBH Staff Forum. A number of 
roadshows were held during July, to which all staff were invited. In all around 100 staff 
attended. Gareth covered the headlines of the plan and staff were given the opportunity to 
ask questions (relevant questions and answers from the sessions are summarised here). 

Online survey 

An online survey was made available via the CBH website and was publicised in Housing 
News and Views, social media and via staff communications. In total there were 28 
survey responses from customers, which can be found here and 36 survey responses 
from staff, which can be found here. The summaries include comments from staff and 
customers. 

Both staff and customers gave high priority to the aims related to value for money, 
investment and business development (show in bold). Both groups judged the 
community-related aims to be least important. 

Most important - customers Most important - staff 

1. Getting the most for the money we
spend

1. Supporting our staff to do the best
job possible
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Building Trust • Delivering Tenant Led Services • Commitment to our Communities 
 Delivering Professional Services • Providing Value for Money 
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2. Showing we can be trusted to do what 
we say we will  

3. Making it easy for customers to get 
what they need 

4. Bringing in extra income to invest 
in our services  

5. Investing money in a way that helps 
customers and communities 

6. Being clear about our organisational 
goals and how to achieve them 

2. Getting the most for the money 
we spend 

3. Using technology to do things better 
4. Protecting services by looking 

after the future of the business 
5. Bringing in extra income to invest 

in our services 
6. Investing money in a way that 

helps customers and 
communities 

Least important - customers Least important - staff 

 Bringing together organisations 
and residents working in the 
community 

 Supporting our staff to do the best job 
possible 

 Making Colchester Borough Homes a 
great place to work 

 Making a difference in our 
communities 

 Raising awareness of our work in 
the community 

 Making sure our customers see the 
value in what we do 

 Making a difference in our 
communities 

 Making it easy for customers to get 
what they need 

 Bringing together organisations and 
residents working in the community 

 Raising awareness of our work in the 
community 

 
 
CBC 
 
Soundings were taken from our CBC colleagues via meetings with the CBC Portfolio 
Holder for Housing and Communities, the Chief Executive and the Council's 
Representative. Gareth Mitchell also presented the draft Strategic Plan to the CBC Senior 
Management team.  Key feedback received was as follows:- 

 The general focus of the draft Plan and the ambition measures set out were 
supported positively 

 CBC see the community element of the Plan as important and would welcome the 
opportunity to work with CBH colleagues on the development of the Community 
Plan 

 CBC colleagues emphasised the importance of the development of the new 
Medium Term Delivery Plan, the key role it plays in our business relationship and 
the significance of the new Strategic Plan in supporting delivery of our objectives. 

 
 
 
 
Gerardine Murphy 
Service Development Manager 
gerardine.murphy@cbhomes.org.uk 
01206 282826 
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Item 8 Appendix 3 

08c. Appendix 3 - Cbh Strategic Plan Background - September 2017 

CBH Strategic Plan Consultation - Background 

Customers 1 
Value for money 5 
People 8 
Business development 9 
Leadership 10 
Community enabling 11 

Customers 

Where we are now 

 Although we are a low cost organisation for housing management and repairs, we

are below median satisfaction with overall service, repairs service, quality of the

home and how well we listen to and respond to our customers.
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 Overall satisfaction with our services is 85% (18th place out of 31 in the Eastern

region)

 64% of customers are satisfied we listen to & act on their views (26th place out of 31)

24
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 Customer priorities are quality of home, repairs and how we deal with enquiries 

 Tenants place more value on ASB and money advice than on other services such as 

employability services 

 Satisfaction lower for customers who have contacted us in the previous 12 months 

(81% v 94%) 

 Around 97% satisfaction on completed repairs at first time of asking. 

 The repairs service receives the most complaints (30%).  

 In almost half of complaints, behaviour or communication is the main factor (rising to 

almost 70% in Housing Management services), but communication is a factor in all 

complaints received. 

 Most common themes for complaints are lack of contact from CBH staff, breakdown 

of trust in CBH, staff behaviour misinformation/lack of information and lack of follow-

up action/outcome. 

 Customer base is changing from only tenants and leaseholders – also includes 

housing options customers, corporate facilities and other new property services 

clients. 

 No designated CBH lead on customer service; customer service centre function 

delivered by CBC. 

Challenges 
 Managing expectations with limited resources, particularly quality of home (most 

important to customers), repairs, ASB and sheltered services. 
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 Current technology, organisational structure and working arrangements with CBC

make performance management of customer services more of a challenge.

 Reduced investment in homes could have a downward effect on customer

satisfaction.

 Poor customer communication affects customer satisfaction.

 Focus on customer contact and experience.

 Working Smarter – new models of service delivery.

 Better use of customer insight.

 Changing relationship with customer base – housing options, fixed term tenancies,

channel shift.
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Value for money 

Where we are now 
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 Maintaining upper quartile on current tenant rent collection although peers are 

catching up: 
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 Number of services delivered via CBC Service Level Agreements (SLAs) – call

centre, ICT (in part), former tenant arrears, payroll etc.

 Rising number of tenants with internet access but traffic to CBH website falling

 Universal Credit claimants account for 1% of tenants but 6% of all arrears (averaging

£367 in arrears compared to the average for all tenants of £58).

 Benefit cap and under-occupying HB tenants make up 5.8% of tenants but account

for almost 10% of arrears (averaging around £170 arrears per tenant).

Challenges 
 Targeting resources, e.g. income collection

 Channel shift/better online offer to reduce avoidable contact

 Technology to meet business needs & organisational structure to mobilise

 Developing business intelligence capacity

 Decisions based on business intelligence

 New performance framework

 Working Smarter – poor customer service costs money

 Ensuring best value from SLAs & procurement

 Strategic use of benchmarking

 Partnership working, shared services and commissioning

 Reduced overheads (travel costs, accommodation costs, paperless)

 Maximising social return on investment.
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People 

 
 Investors in People (IiP) Gold gained in 2016 

 Achieved Times 100 ‘Ones to Watch’ Award as a result of our staff survey in 2014 

 Latest staff survey 2014 – 80% staff satisfied with CBH as an employer 

 Invested £286,526 in staff training between 2013 and 2016 

 Increased headcount from 170 to 212 employees from 2013-16 

 Reduction in staff turnover from 21% in 2013 to 15% in 2016 

 7.43 days average rolling sickness over the last 12 months at the end of December 

(falling) 

 5.6% salary increase from 2010 to 2016, compared to 9% increase for all UK (ONS) 

and 17.7% inflation (CPI) over the same period. Salary issue highlighted in latest 

staff survey & Investors in People report 

 Difficulties competing in marketplace for certain roles because of salary 

 High number of ill-health retirements – employer pension contribution to increase 
from 14% to 16.6% from April 2017 (additional £120Kpa) 

 Rising number of staff with mental health needs & physical disabilities 

 Apprenticeship levy from April 2017 - £15Kpa cost and £33Kpa available to spend on 
training (not pay) 

 Ad hoc approach to succession planning. 

Challenges 
 Moving towards outcome-based performance management 

 Continuing public sector pay restraint following on from successive pay freezes 

 Restrictions on pay due to public sector pay scale 

 Investment in skills & training 

 Talent management/succession planning 

 Reward & recognition 

 Communication & engagement 

 Flexible mobile workforce 

 Reduced salary sacrifice benefits from April 2017 

 Best use of apprenticeship levy 

 National living wage to rise to £9/hour by 2020 

 Ageing workforce/more complex health needs, - potential trend for more ill-health 
retirements (& therefore pension strain) and reasonable adjustments 

 Improve performance on Equality and Diversity (E&D) measures and embed E&D 
mindset, supported by information to shape service.  
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Business development 

Where we are now 
 Rent reductions, diminishing stock and welfare reform – reduced income to the 

Housing Revenue Account  

 Accumulated trading profit £131K to March 2017 including £54K during 2016/17 

 Trading turnover of around £263K forecast for 2016-17 - approximately 2% of 

overall turnover 

 Large fee-earning projects secured e.g. Creative Business Centre & Mercury 

Theatre, as well as a range of smaller income-generating initiatives 

 Trading income largely from CBC projects 

 Exploring a number of other potential opportunities, e.g. providing services to 

schools, and support services in sheltered housing.  

 Lead role in development of 34 new CBC homes 

 Around £1M in funding secured for low carbon initiatives, with potential further 

sizeable funding awards in the pipeline 

 Homeless prevention grant 2017/18  £193K, rough sleeping grant 2017/18 and 

18/19 £239K (shared with Tendring), Supporting victims of domestic abuse 2017/18 

£263K (shared with Braintree, Maldon and Tendring) 

Challenges 
 

 Recruitment of additional resources and securing appropriate skills to support the 

growth in trading activity, both technical (e.g. design team) and commercial. 

 Proposed role in delivery of CBC’s housing development strategy objectives and 
timescales. 

 Significant reduction in grant funding opportunities due to Government policy and 

Britain leaving EU. 

 Creating better grant funding opportunities by working with residents & community 

groups.  
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Leadership

Where we are now 
 Board development journey - Governance Plan 2013 complete

(recruitment/selection, training, mentoring etc.)

 Board currently reviewing governance structure, e.g., Board size and committee

functions

 Extensive leadership programme for SMT/DMT in 2015-16

 Coaching & mentoring

 CBH Scrutiny Panel rebranded from Tenant & Leaseholder Consultative Committee.

Independent chair sought – 2017 focus for development.

Challenges 
 Continuing the Board development journey

 Governance structure aligned with strategic priorities

 Moving away from operational to strategic planning

 Ownership & championing of strategic priorities

 Proactive input to strategic direction

 Maintaining effective relationship with CBC and strengthening trust

 Attracting quality Board Members

 Effective & targeted tenant scrutiny

 Increased constructive challenge from Board and Scrutiny Panel members

 Leadership skills for the new environment

32



 

08c. Appendix 3 - CBH Strategic Plan background - September 2017     11 

Community enabling 

Where we are now 
 Strong customer and community knowledge amongst staff.  

 Track record of providing support to customers who are vulnerable or less able to 

self‐support.  

 Increasingly vulnerable customer base – ageing population, over 100 households 

being supported by the Tenancy Support team and partner agencies.  

 Floating support contract will cease in 2018 and is reduced by 50% in 2017 

 Rising homelessness - around 200 approaches for housing advice per month, 

around 250 households in temporary accommodation and a further 70 or so waiting 

to access temporary accommodation. 

 From April 2015 to December 2016 the Welfare Rights Officer has achieved £651K 

in additional customer financial benefits.  

 Provided support to tenants to obtain 364 Discretionary Housing Payments to the 

value of £173K from April 2015 to December 2016. 

 PV panels installed on 2,600 properties as well as other energy saving measures to 

alleviate fuel poverty. 

 Experience of working with partners to provide joined up services 

 Unique level of access to some of the most vulnerable residents - well placed to add 

value and “fill in the gaps”. 

 Loss of Supporting People funding affecting sheltered housing and availability of 

external agencies. 

 Around 300 tenants affected by the Benefit Cap (two thirds in arrears), 300 by the 

under-occupation penalty (half in arrears) and 60 on Universal Credit (three quarters 

in arrears). Overall a quarter of tenants are in arrears. 

 

Challenges 
 Targeting resources where we need them most - increasingly vulnerable customer 

base 

 Welfare reform – Universal Credit, LHA level caps, benefit caps, Housing Benefit for 

younger people  

 Establishing multi-agency holistic support solutions. 

 Affordability in private rented sector 

 Uncertainty of funding model for sheltered housing 

 Changes and pressures in social care, NHS and other key support agencies 

 Service charge policy 

 Homelessness Reduction Bill implementation and impact 

 Fixed term tenancies

33



Item 8 Appendix 3 

08c. Appendix 3 - Cbh Strategic Plan Background - September 2017 

34



REPORT TO COLCHESTER BOROUGH HOMES 
BOARD 

DATE: 19 September 2017 

TIME: 5.30 pm 

VENUE: Room 1, Rowan House 

AGENDA ITEM: 9 

SUBJECT: Strategic Risk Register 

REPORT BY: Michael Hadjimichael, Director of Resources 
 01206 507815  
  Michael.hadjimichael@cbhomes.org.uk 

FOR DECISION 

1. Purpose

1.1 

1.2 

To approve the Strategic Risk Register and progress on mitigating actions. 

For the Board to suggest and consider any emerging risks that should be 
included on the Strategic Risk Register. 

2. Background & Content

2.1 The Board approved a revised Risk Management Strategy at its meeting on 12 
September 2016. Under this strategy the Finance and Audit Committee (F&A) 
has a remit to scrutinise the Risk Register and to report to the Board on high-
level and difficult-to-manage risks. This is now a standing item on the agenda 
for all future meetings. 

Strategic Risk Register 
2.2 

2.3 

2.4 

2.5 

The Strategic Risk Register was presented at the most recent Board meeting 
on 20 July 2017.  No new emerging risks were identified by the Board at that 
meeting. 

The register can be found at Appendix 1. 

New Risks 
No new risks have been separately identified by management since the most 
recent meeting on 20 July 2017. 

Since the last Board Meeting, CBH has continued its extensive Fire Safety 
review following the Grenfell Tower fire on 14 June 2017.   

CBH takes fire safety seriously. CBH will never take anything for granted and 
are already going above and beyond the Government’s latest guidance and 
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2.6 

2.7 

2.8 

instruction regarding safety checks on our properties. We will also act upon any 
further safety recommendations and possible changes to fire safety legislation 
that follow the outcome of the fire investigation and Public Inquiry. Therefore, 
owing to the unknown nature of any possible changes and the related financial 
implications of these, we will ensure that this remains on our risk ‘watchlist’.  

The requirements of the General Data Protection Regulations (GDPR), due to 
come into effect in May 2018, continue to be an item on the Emerging Risk 
Register. CBH’s Data Protection Officer is due to attend training in due course, 
and will lead a CBH project team in the coming months to overcome potential 
areas of non-compliance, in readiness for the new regulations.   

Removed Risks 
No risks have been removed from the Register since the last meeting. 

Progress on Further Actions: 
All identified actions remain in progress and are reviewed monthly by the DMT. 

3. Financial Implications

3.1 Robust risk management and financial management are required to ensure that 
service delivery is not compromised and that financial exposure is mitigated.   

4. Value for Money Implications

4.1 Strong financial control will identify and drive efficiencies, enabling resources 
(both financial and people) to service provisions that may require it. 

5. HR Implications

5.1 All senior members of staff review their operational risks on a quarterly basis 
and are escalating these if deemed necessary. Risk management training will 
be provided to managers later in the year. 

6. Residents at the Heart Implications

6.1 An action plan, including a communications strategy, will be developed to 
ensure that the impact of the Housing and Planning Act 2016 is made known 
to residents and to ensure that those affected will be assisted where possible. 

7. Legal, Health & Safety and Equality & Diversity Implications

7.1 All of the above are given due consideration when determining the risk 
exposure to the organisation.  Where the position is unclear, professional third 
party advice is sought. 

8. Risk Management

8.1 The Directors Management Team and Senior Management Teams are 
currently engaging with Mazars LLP (Internal Auditors) to enhance the Risk 
Management Framework and awareness at CBH. 
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8.2 If the Company does not have a robust Risk Management Strategy and Action 
Plan, then its progress to achieving its key goals will be impaired or 
unachievable. 

  
9. Appendix 
  
9.1  Appendix 1 – Strategic Risk Register  

 Appendix 2 – Risk Heat Map 
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Stategic Risk Register - 2017/18 Item 9 Appendix 1

Risk No Area Risk Potential Consequences Risk Type Umitigated Score Assurances Current Score Risk Owner Further Actions Completion date Target Score Comments/Progress Update

Performance Management Action Plan developed for redesign of reporting 

and new structure
Dec-17

Look at alternatives to CAPITA for new business. Ongoing

Properly resourced initiatives. Ongoing

Assessment for each project Ongoing

Establish a trading subsidary On-Hold

Review approach/methodology for collated information and monitoring and 

consider resourcing requirements where necessary On-Going

Develop partnership with the DWP to make most effective use of resources 
On-Going

Continual Review and reforecasting of the financial position to enable efficient 

deployment of resources within CBH and the wider HRA Business Plan
On-Going

Implementation of Private Sector Letting Scheme (PSL) to offset escalating 

costs of Temporary Accommodation
Started

Engage CBC for early discussions as to possible consequences for the social 

housing provision in the Borough
On-Going

Develop Action Plan to manage the impact of the new regulations TBC

Engage CBC for early discussions as to possible consequences which

include the demand and supply of affordable housing
Apr-18

Review of approach to Temporary Accommodation Apr-18

Develop communication and information plan Apr-18

10

The Legislation comes into effect from 1 April 2018.  The Housing Options team

has been restructured with the requirements of the new legislation taken into 

consideration.

10

The PSL scheme is now in operation.  Inflationary pressures in the wider UK

Economy are likely to have an adverse affect on CBH's operations, with 

assumptions within the wider HRA Business Plan under constant review and 

stress testing.

6 Strategic Impact of Homelessness Reduction Act
Increase in demand for housing options 

and temporary accommodation

Economic/

Reputational
15

Maintaining close contact with DCLG to follow and comment on the 

implementation of the Act.  Board will be briefed on the Act and the likely 

consequences

15 Director of Housing

Maintaining the regular liaison meetings at all levels and work closely with

CBC colleagues to ensure impact is minimalised to continue to provide a 

social housing solution that fits the requirements of the Borough.  Annual 

management fee budget setting process.  Annually agreed Delivery Plan.

Regular liaison with Portfolio Holder.

10 DMT15

16

Increased resources to support tenants to maintain payment and claim

Discretionary Housing payments; Close work with CBC Housing Benefits. 

Revision to financial inclusion strategy. Creation of digital inclusion 

strategy. Worklessness strategy. Increased payment methods available. 

Increased financial support and assistance. Increased opportunity for DD. 

Staff trained. 

12 Director of Housing

5 Strategic
Changes in Economic & Political environment may 

impact on financial viability of organisation

The Economic Environment 

(Inflation/Interest Rates), Reduction in

social housing due to RTB extension, 

selling vacant high value properties and 

changes in planning requirements, 

leading to Management Fee reductions 

and not being able to maintain contracted

level of services.  CBH service delivery 

adversely affected due to financial 

constraints

Economic/

Reputational

4 Strategic
Impact of Welfare Reform adversely affecting the 

ability to collect rents from tenants

Increasing financial pressure on tenants 

leading to possibility of increasing rent 

arrears, possible transfers and increase in

homelessness, increase in court actions

Economic/

Reputational

Sep-17

4

Welfare Reform Strategic Action Group set up with key partners within CBC

and CBH
On-Going

9

Financial inclusion team supporting those in financial difficulty.  Postive outcomes 

achieved from this and Grant agreement with CAB for debt advice.  Ongoing 

partnership for delivery of change with the local Job Centre Plus

3 Strategic Relationship with CBC not maintained or effective

Detract focus of Board and senior 

management leading to damaging service 

delivery and new initiatives, ultimately 

closure of ALMO.

Reputational 12

6

Business Development is a key theme of Proposed Strategic Plan.  There

continues to be opportunities via CBC to provide professional services for 

Corporate Projects with other potential opportunities presented to the Business

Opportunities Panel at each meeting.

Carry out a core business risk assessment before agreeing new projects. Ongoing

Maintaining the regular liaison meetings at all levels.  Chief Executive 

keeping a watching brief that these are maintained and effective.
6 Chief Executive

No surprises, no blame culture:-  Celebrate what is good -    One organisation

- where there is a joint accountability across teams and resolve
On-Going Increasing Confidence was identified as a key component of the 'future proofing'

project.  The appointment of the new CEO, who worked for CBC, has further 

strengthened the relationship between the two organisations, with regular 

meetings between the Chair, both CEOs and Porfolio Holder now taking place.  The

CEO has also been appointed to the Board of Colchester Amphora Homes (CBC's 

development company)
CBH to have a key role in the establishment of the new Housing Development 

Company

2 Strategic
New Trading Opportunities Detract from Core 

Business and income achieved through new

ventures is insufficient

Reduced Performance - Increase in

complaints and loss of reputation.

Reduction in Council's confidence in CBH

through failing to meet key expectations.

Reputational/    Professional/       

Economical
12

Ring fence new business wherever possible.

Trading protocol created.  Business Opportunities Panel in place.

Financial Risk Management for new business agreed.

9
Chief Executive/Director of 

Resources

Key personnel TUPED from Capita to CBC from 1 April 2017.  Currently 

in a 6 month tranisition period where key processes/knowledge are 

appropriately documented and transferred.  Restructure completed and

vacancies have been filled

12 Director of Resources 9

Transition arrangements are in place with new support framework in place from 1

April 2017.  Corporate ICT and DOR are in regular dialogue to ensure there is no 

compromise to CBH's service provision.  Initial scoping solution on new Capita 

Housing Solution took place in June 2017.  Timeframe for a decision on a solution 

has yet to be determined.

151 Strategic

Transition of Support Contract from CAPITA to In-

House Deliver CBH's IT Requirements -  leads to

computer failure to meet business needs 

Service delivery impeded, restricted or 

compromised by IT systems breaking

down or not meeting new business 

requirements, resulting in poor service 

and additional cost.

Technological / Economic

and Financial / Reputational
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CBH Risk Register 2017.18 - Heat Map Item 9 Appendix 2

Current Score
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Policy impact on 
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Homelessness 
Reduction Bill
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 

DATE: 19 September 2017 

TIME: 5.30 pm 

VENUE: Room 1, Rowan House 

AGENDA ITEM: 10 

SUBJECT: Information & Confidentiality Policy Update 

REPORT BY: Owen Howell, Board Assurance Officer 
 (01206) 282518 
  owen.howell@cbhomes.org.uk 

FOR DECISION 

1. Decisions Required

1.1 Members are asked to approve the updated Information & Confidentiality 
Policy, as recommended by G&R Committee.  

2. Background

2.1 The original Information & Confidentiality Policy was approved by the Board in 
April 2013 and has been updated annually. The Policy sets out the 
Company’s commitment to meeting its obligations under the Data Protection 
Act 1998 and the Freedom of Information Act 2000. It also codifies our resolve 
to comply with all applicable legislation and regulations which govern how we 
obtain and use personal data. 

2.2 The Company works closely with Colchester Borough Council on matters of 
data security and responding to requests for information made under the Data 
Protection Act and the Freedom of Information Act. 

3. Update to the Policy

3.1 A number of minor amendments have been made. These are shown as 
tracked changes within the amended Policy at Appendix 1. 

3.2 The following substantive updates have been made: 

3.3 Glossary: Addition of the General Data Protection Regulation (GDPR) and 
the Privacy and Electronic Communications Regulation (PECR). Please see 
Appendix 1 for the description of these regulations.  

3.4 Section 1: A reference to the PECR has been added to this section to give 
the public assurance that, should CBH engage in any action to which these 
regulations apply, we will act in compliance with them. These regulations 
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primarily govern how organizations use electronic data and contact methods 
to communicate with members of the public e.g. marketing of services via 
phone or email. They also dictate how organizations use cookies online, and 
what information about this they must provide to users of their websites and 
online services. 
 
N.B. When G&R Committee examined the draft updated Policy, Committee 
Members sought assurance that CBH’s use of cookies on its website 
complied with the PECR. This was confirmed following the meeting and 
evidence for this provided to Committee Members. 

  
3.5 Section 1: A suggested new final paragraph has been inserted to notify 

members of the public (and members of staff) that CBH is mindful of the 
incoming GDPR which will come in to force as of 25 May 2018 and that the 
Company is taking action to ensure that we will be compliant. This policy will 
be further amended at its next annual review, by which time CBH will have 
carried out the work necessary to ensure compliance with this new regulation.  

  
3.6 Whilst few changes to the Policy are being recommended at this time, Board 

Members should be aware that the next annual review of this policy is likely to 
see major amendments being recommended so as to reflect the additional 
requirements that GDPR will place on the Company. Board Members will be 
briefed on the effects that these will have on CBH and on the Company’s 
policies. 

  
4. Financial Implications 
  
4.1 There are no direct financial implications to CBH arising from this report, other 

than that listed in Section 10 below. Breaches in data security may have 
serious financial implications for data subjects, should lost information be 
used for illegal purposes by third parties. The maximum fine for breaching the 
Data Protection Act is currently £500,000. Please note that, in comparison, 
the size of the maximum fine for non-compliance with the incoming GDPR will 
be the equivalent of €20million. 

  
5. HR Implications 
  
5.1 There are no direct HR implications arising from this report. 
  
6. Legal Implications 
  
6.1 The recommendations for amendments show that CBH is mindful of all 

applicable legislation and regulations governing the use of data and 
information within the Company. A comprehensive Information & 
Confidentiality Policy assists officers and Board Members to adhere to this 
legislation and these regulations, reducing the likelihood of the legal 
implications arising from non-compliance.  

  
7. Health & Safety Implications 
  
7.1 There are no direct Health & Safety implications arising from this report. 
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8. Equality & Diversity Implications

8.1 There are no direct Equality & Diversity implications arising from this report. 

9. Residents at the Heart

9.1 Breaches in data security risk causing damage and/or distress to residents 
who have entrusted us with their data. This review ensures that we stress our 
commitment to taking every possible action to ensure that data breaches do 
not happen, or are quickly dealt with and rectified should they occur. 

10. Risk Management

10.1 There is a significant financial and reputational risk to the Company of a Data 
Protection breach. The Information Commissioner currently has the authority 
to levy fines of up to £500,000. Concerning risk to the Company’s reputation, 
serious breaches are given a high profile in the media. This policy will help to 
prevent such a breach. 

11. Value for Money

11.1 The maintenance of a clear and easy-to-understand Policy will assist staff in 
efficiently dealing with queries, Subject Access Requests and FOI Requests. 
This saves staff time, and so saves CBH money. 

12. Appendices

12.1 Appendix 1 – Information & Confidentiality Policy (with tracked changes). 
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Item 10 Appendix 1 

Information & cConfidentiality 
pPolicy 

Author: Owen Howell, Board Assurance Officer 

Version 1.5 

September 20162017 
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Glossary 

 

CBH Colchester Borough Homes 

Data Subject The subject of personal data held by CBH 

Data Subject 
Access 
Request 

A request for personal information made by the Data Subject 
to which it relates. 

DMT Directors Management Team – the executive management 
team consisting of the Chief Executive and Directors of 
Housing, Property Services and Resources. 

DPA ‘98 Data Protection Act 1998 

FOI Freedom of Information 

GDPR General Data Protection Regulation. A regulation in force 
from 25 May 2018 governing the collection and processing of 
personal data and including changes to data subjects’ rights. 

ICO Information Commissioner’s Office 

NHF National Housing Federation 

PECR Privacy and Electronic Communications Regulations. These 
give data subjects specific privacy rights in relation to 
electronic communications. 

SMT Senior Management Team 

The Act In Section 2, this refers to the Data Protection Act 1998; in 
Section 3, this refers to the Freedom of Information Act 2000. 
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1. Introduction and purpose

This document ensures that we at Colchester Borough Homes comply with 
the current legislation and best practice guidance in the areas of Data 
Protection and Freedom of Information 

The following legislation governs how we maintain data privacy for individuals 
and make information available in the public interest: 

 Data Protection Act 1998

 The Privacy and Electronic Communications Regulations (PECR)

 Freedom of Information Act 2000

The above legislation has been interpreted and explained by the Information 
Commissioner’s Office (ICO) and best practice guidance can be found on the 
ICO’s website.1 Staff with queries that are not covered in the policy or 
associated procedures should request advice from the Board Assurance 
Officer who will provide guidance or refer their questions to the ICO. 

Please note that, from 25 May 2018, the General Data Protection 
Regulation (GDPR) will also apply. Colchester Borough Homes is 
working to ensure that the way in which we collect, store and process 
data complies with the GDPR. 

2. Data protection

2.1 Introduction 

In order to carry out its duties, we have to collect and use information about 
the people with whom we work: members of the public, current, past and 
prospective employees, customers, suppliers and others. In addition, we often 
have to collect and use information in order to comply with the requirements 
of Colchester Borough Council. 

We will ensure that we treat lawfully and correctly all personal information 
entrusted to us. 

2.2 Policy statement 

We fully endorse and adhere to the principles set out in the Data Protection 
Act 1998 ('the Act' in Section 2). We will therefore ensure that all employees, 
Board Members, contractors, agents, consultants, partners or anyone else 
who has access to any personal data held by us or on our behalf are fully 
aware of and abide by their duties and responsibilities under the Act. 

We will ensure that all personal data is handled properly and confidentially at 
all times, irrespective of whether it is held on paper or by electronic means.  

This includes: 

1 www.ico.gov.uk 
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 The obtaining of personal data

 The storage and security of personal data

 The use of personal data

 The disposal or destruction of personal data.

We will ensure that data subjects have appropriate access, upon written 
request, to personal information relating to them and the right to correct, 
rectify, block or erase any incorrect data. 

‘Personal data’ is defined as data relating to a living individual who can be 
identified from that data, or from that data and other information that is in the 
possession of, or is likely to come into the possession of, the data controller. 
This will include any expression of opinion about the individual and any 
indication of the intentions of the data controller or any other person in respect 
of the individual. 

2.3 Principles of data protection 

The Act sets out eight principles of data protection, which we are committed to 
upholding. Whenever collecting or handling personal and/or sensitive 
information about people, we will ensure that: 

1. Personal data is collected and used fairly and lawfully

2. The purposes for which personal data is obtained and processed are
specified and that data is not used for any other purpose

3. Personal data is collected, processed and retained only when
necessary

4. Any data used or kept is accurate and up to date

5. Data is disposed of properly as soon as it is no longer needed for the
purpose specified when it was collected

6. All personal data is processed in accordance with the rights of the
individual concerned

7. Appropriate security measures are taken to protect all personal data
against damage, loss or abuse

8. The movement of personal data is done in a lawful way, both inside
and outside the company and that suitable safeguards will be ensured
at all times. Principle eight of the DPA ’98 will be adhered to, although
it is unlikely that personal data held by CBH will need to be transferred
outside the European Economic Area.

Colchester Borough Homes will only divulge personal information to a third 
party where the Data Protection Act ’98 allows such an action. This would 
include the provision of health information to emergency services in the vital 
interests of the data subject (e.g. in cases where health details are needed in 
order to prevent death or severe harm) if the subject was incapacitated and 
unable to answer. Provision of such information will be carried out in 
accordance with the DPA ’98.  
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2.4 Data Subject Access Requests 

Under the terms of the Data Protection Act, every data subject has the right to 
view all of their personal data held by us, unless this is prohibited under a 
statutory exemption within the DPA ’98. 

We recognise that requiring an individual to make a subject access request to 
a third party and reveal the result to us (‘forced subject access requests’) is a 
criminal offence and have publicised this to staff. 

2.5 Document retention schedule 

The fifth Data Protection Principle states that personal information is not to be 
kept for longer than is necessary for the purpose for which it is processed. 
Accordingly, we have introduced a Document Retention Procedure and 
Schedule to ensure compliance.  

2.6 Responsibilities 

We will ensure that: 

 Personal data held electronically is protected by the use of secure
passwords, which are changed regularly

 A member of staff is appointed who has specific responsibility for data
protection

 Any disclosure of personal data is in compliance with the law and with
approved procedures

 Anyone managing and handling personal information understands that
they are legally bound to follow good data protection practice

 Anyone managing and handling personal information is appropriately
trained and supervised

 Appropriate advice and guidance is available to anyone wanting to make
enquiries about personal information held by us

 Enquiries and requests regarding personal information are handled
courteously and within the time limits set by the Data Protection Act ‘98

 All Board Members are made aware of this policy and of their duties and
responsibilities under the Data Protection Act ‘98

 Where it is necessary to share data with outside organisations, this is done
under a written agreement setting out what is to be shared, how it is to be
kept secure and committing the recipient to upholding the Data Protection
Act ’98 with regard to the data shared with them.. CBH will follow the
statutory guidance issued by the ICO regarding data sharing. This
guidance is available via the ICO’s website www.ico.org.uk.

Managers and team leaders will ensure that: 

 Paper files and other records or documents containing personal and/or
sensitive data are kept and disposed of securely and in line with the
Document Retention Procedure.
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 All staff are aware of their responsibilities under the Data Protection Act
’98 and undertake a full data protection training session as part of the
induction process.

 Staff working remotely from home or elsewhere are aware of the need to
keep any company-owned equipment they use secure and prevent
systems and data for which we are responsible being seen or used by any
unauthorised person.

All staff will ensure that they: 

 Complete the data protection training provided

 Understand their responsibilities under the Data Protection Act 1998 and
the practical implications for their role

 Are familiar with the Data Subject Access Request procedure in order to
advise and assist members of the public who wish to make a request.

 Immediately forward to the Information Officer any Data Subject Access
request received.

 Immediately report to the Information Officer or a member of DMT any
breach of data security of which they are aware.

Our contractors, consultants, partners or other or agents must: 

 Confirm in writing that they will abide by the requirements of the Act with
regard to information obtained from us

 When requested, allow us to audit the protection of data held on our behalf

 Ensure that they and all persons appointed by them who have access to
personal data held or processed for or on our behalf are aware of this
policy and are fully trained in their duties and responsibilities under the
Act.

 Indemnify us without limitation against any prosecutions, claims,
proceedings, actions or payments of compensation or damages arising
from the loss or misuse of data. Any breach of any provision of the Act will
be deemed as being a breach of any contract between us and that
individual, company, partner or firm.

Information Officer 

We have appointed an Information Officer (currently the Board Assurance 
Officer), who will have overall responsibility for: 

 The provision of data protection training for our staff

 Ensuring all Subject Access Requests are responded to within forty days

 Developing best practice guidelines

 Reporting breaches to the Information Commissioner
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 Informing the Chair of the Board of any breaches reported to the 
Information Commissioner. 

 Conducting an annual review of this policy and the practices and 
procedures pertaining to it to ensure continuing compliance with all 
relevant statutory provisions. 

2.7 Information Commissioner 

We are registered with the Information Commissioner as a data controller. 
The Act requires every data controller who is processing personal data to 
notify and renew their notification on an annual basis. Failure to do so is a 
criminal offence. Any changes to the type of data held or the purposes for 
which it is held must be notified to the Information Commissioner within 
twenty-eight days.  

The Information Officer will review the Data Protection Register with members 
of the Senior Management Team annually prior to notification to the 
Information Commissioner. 

2.8 Breaches of the Act 

Any breach of the Data Protection Act will be treated with the utmost 
seriousness and may result in formal disciplinary action against the member 
of staff responsible. 

It is imperative that any member of staff who is aware of a loss of data 
security reports it immediately to their line manager and the designated 
Information Officer in order that action can be taken to retrieve the information 
and minimise the damage. Prompt self-reporting will be taken into account as 
a mitigating factor in any investigation.  

The ICO must be notified of any serious breaches of the Act and will then 
decide whether to conduct a separate investigation. The ICO has the authority 
to levy fines of up to £500,000 for serious breaches of the Act that result in 
significant damage and/or distress. 

3. Freedom of Information  

3.1 Introduction 

The Freedom of Information (FOI) Act 2000 (‘the Act’ in Section 3) provides 
public access to information held by public authorities. It does this in two 
ways:  

 Public authorities are obliged to publish certain information about their 
activities; and  

 Members of the public are entitled to request information from public 
authorities. 

The Act covers any recorded information that is held by a public authority. 
Recorded information includes printed documents, computer files, letters, 
emails, photographs and sound or video recordings. There is no requirement 
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to create new information or to find the answer to a question from a member 
of staff who may happen to know it. 

The Act does not give people access to their own personal data (information 
about themselves). If a member of the public wants to see information that a 
public authority holds about them, they should make a subject access request 
under the Data Protection Act 1998. 

3.2 Policy statement 

We fully endorse and adhere to the principles set out in the Act. 

We will publicise the fact that people can make FOI requests and will provide 
contact details for making a request, including a named contact and phone 
number for any enquiries about the Act. 

We will respond to requests for information within twenty working days, 
informing the applicant whether any information falling within the scope of 
their request is held and providing that information if it is held, unless exempt 
under the Act. 

We will maintain a publication scheme, approved by the ICO, and proactively 
publish on our website information covered by the scheme. 

3.3 Principles of Freedom of Information 

The main principle behind FOI legislation is that people have a right to know 
about the activities of public authorities, unless there is a good reason for 
them not to. This is sometimes described as a presumption or assumption in 
favour of disclosure. It means that information should be kept private only 
when there is a good reason and it is permitted by the Act, and any refusal to 
disclose must be justified. 

3.4 Freedom of Information requests 

Anyone has the right to request information from a public authority. The 
Company has two separate duties when responding to these requests: 

 To tell the applicant whether any information is held that falls within the
scope of their request; and

 To provide that information.

3.5 Publication scheme 

In order to meet the requirements of the Act, we will follow the ICO’s Model 
Publication Scheme. The purpose of this scheme is to make the maximum 
amount of information readily available at minimum inconvenience and cost to 
the public.  

3.6 Responsibilities 

Managers and Team Leaders will ensure that: 

 New staff complete the Freedom of Information training provided

 Members of their teams are aware of the Information & Confidentiality
Policy and the procedure for dealing with a request
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All members of staff will ensure that they: 

 Complete the FOI training provided

 Are familiar with this policy and FOI Request Procedure in order to advise
and assist members of the public who wish to make a request.

 Immediately forward any FOI request received to the Information Officer.

The Information Officer 

We have appointed an Information Officer (currently the Board Assurance 
Officer), who will have overall responsibility for: 

 Ensuring staff have access to appropriate training, making them aware of
the principles of the Act and their responsibilities

 Maintaining an ICO-approved publication scheme, ensuring that all the
information covered by the scheme is published on the website in a timely
manner

 Ensuring the public are made aware of their right to access information
from us

 Ensuring the Company meets its duties under the FOI Act in relation to
confirming or denying whether information is held and providing requested
information within twenty days.

 Conducting an annual review of this policy and the practices and
procedures pertaining to it to ensure continuing compliance with all
relevant statutory provisions.

3.7 Breaches of the policy 

Anybody who has deliberately contravened the Act or this policy may be dealt 
with under our Disciplinary Procedure. 

Members of staff should not be blamed in any way for rightly releasing 
information under the act, even if this causes embarrassment to our 
organisation, a member of staff, a Board member, a borough councillor or a 
third party. However, if there is the potential for embarrassment, staff should 
seek further advice from the Information Officer before releasing. 

4. Consultation

The following groups were consulted in the preparation of this policy: 

 Senior Management Team (March 2013)

 Finance & Audit Sub Committee (March 2013)

 Tenant & Leaseholder Consultative Committee (April 2013)

 Colchester Borough Homes Board (April 2013).

 Governance & Remuneration Committee (July 2017)
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5. References 

 Data Protection Act 1998 

 Freedom of Information Act 2000 

 NHF Guide to Document Retention for Housing Associations 2013 

 Information Commissioner’s Office website: www.ico.gov.uk 

 Information Commissioner’s Office Model Publication Scheme 

6. Related documents 

This policy should be read in conjunction with the following documents: 

 Data Subject Access Request Procedure 

 Document Retention Schedule 

 Freedom of Information Request Procedure 

 CBH Publication Scheme 

 Disciplinary procedure 

 Board member Member code of conduct 

 Staff code of conduct. 
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Document amendment history 

Version Type Date Description 

1.0 New policy April 2013 New policy 

1.1 Minor changes Dec 2013 
Moved glossary, updated 
circulation method 

1.2 Annual Review July 2014 

Added Subject Access 
Request Procedure and 
FOI Procedures as related 
documents. 

1.3 Annual Review October 
2015 

Added note about forced 
subject access requests. 

1.4 Annual Review September 
2016 

Added content to better 
explain CBH’s statutory 
obligations under DPA ’98. 
Assorted minor 
amendments to wording. 

1.5 Annual Review September 
2017 

Added information on 
relevant 
legislation/regulations. 
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 

DATE: 19 September 2017 

TIME: 5:30pm 

VENUE: Room 1, Rowan House 

AGENDA ITEM: 11 

SUBJECT: Strategic Health and Safety Policy and Policy Statement 

REPORT BY: Ryan Curtis, Health, Safety, Environmental and CDM Manager 
 (01206) 282774  
  Ryan.Curtis@cbhomes.org.uk  

FOR DECISION 

1. Decision Required

1.1  Board approval is required for the reviewed Health and Safety Policy and 
Policy Statement  

2. Purpose of Report

2.1 The purpose of this report is to assure the Board that via reviewing our Health 
and Safety Policy and Statement Colchester Borough Homes are, so-far as is 
reasonably practicable, discharging our legal and moral duties with regard to 
Health and Safety. The Policy Statement sets out our commitment to endeavour 
to maintain a continual and measurable improvement to our Health and Safety 
performance, ensuring compliance with all applicable Health and Safety 
legislation. 

3. 

3.1 

Background & Content 

Colchester Borough Homes has set a two-year timeframe on reviewing the 
Health and Safety Policy which requires Board approval. The content of the 
policy is as below.  

3.1 
3.2 
3.3  
3.4 
3.5 
3.6  
3.7 
3.8 
3.9  
3.10 

Introduction and purpose 
Policy statement   
Responsibilities  
Strategic arrangements  
Operational arrangements  
The health & safety framework within the company 
Strategic organisation & responsibilities 
Operational organisation & responsibilities  
Objectives 
Consultation 
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3.11  
3.12  

References  
Related documents 

4. Report authors

4.1 This report and its appendices (Health and Safety Policy and Policy 
Statement) should be read as prepared and submitted to the Board by the 
Company’s duly appointed Health and Safety Manager and the Director of 
Property Services. 

5. Risk Management

5.1 Health, Safety and Environment feature on the operational risk registers for all 
Directorates. Having an in-date, suitable and sufficient health and safety 
policy is a key strand for all mitigations in respect of Health, Safety and 
Employment. 

6. HR Implications

6.1 Having a robust health and safety policy in place is not only a legal 
requirement but has a positive impact on the wellbeing of all employees. 

7. Legal Implications

7.1 It is a legal requirement under the Health and Safety at Work Act (1974), if 
you have five or more employees, to have a written health and safety policy 
statement, setting out how you manage health and safety in your 
organisation. 

8. Financial Implications

8.1 No unbudgeted financial implications arise from the Policy and Statement. 
Possible prosecution arising out of not having a suitable and sufficient health 
and safety policy in place may result in negative financial implications.   

9. Value for Money

9.1 Colchester Borough Homes believes that maintaining a strong health & safety 
culture assists us in providing services in a manner compliant with the 
Company’s Value For Money Strategy. 

10. Health & Safety Implications

10.1 The whole of this policy refers to Health and Safety matters. 

11. Equality & Diversity Implications

11.1 None arising from the report. 

12. 

12.1 

Residents at the Heart 

Matters of Health and Safety include public safety and as such the whole of 
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13. 
 
13.1 
 

the Policy reflects the discharging of the Company’s obligations in respect of 
public safety. 
 
Decision Required? 
 
Yes, Board is asked to approve the Strategic Health & Safety Policy and the 
signing of the Policy Statement by the Chair of Board and the Chief Executive. 

  
14. 
 
14.1 

Appendices 
 
Appendix 1 – Strategic Health & Safety Policy 
Appendix 2 – Health & Safety Policy Statement 
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July 2017 
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1. Introduction & purpose 

At Colchester Borough Homes we recognise our responsibility to ensure the health, 
safety and welfare of all employees at work so-far as is reasonably practicable. This 
policy statement sets out our commitment to endeavour to maintain a continual and 
measurable improvement to our Health and Safety performance to ensure compliance 
with all applicable Health and Safety legislation. 

2. Policy statement 

As a corporate body and employer, we at Colchester Borough Homes recognise and 
accept our responsibility to provide a safe and healthy working environment for our 
employees and non-employees who may be affected by the Company's work activities 
and we will take the necessary steps to fulfil our statutory duties under the Health and 
Safety at Work Act (1974). 

A positive culture will be encouraged, actively supported by senior management, to 
involve employees in the decision-making processes either on an individual basis or 
through their Health and Safety representatives. 

The approach to Health and Safety is based on the identification and control of risks, 
ensuring that the appropriate levels of resources are allocated to keep risks to a 
minimum. 

To enable adequate planning, monitoring and review of the Health and Safety Policy, 
we will provide competent technical advice on Health and Safety matters to assist 
managers and supervisors with their responsibility. 

To fulfil our statutory duties, the following form our Health and Safety aims and 
objectives as a company: 

 To provide and make readily-available the necessary information, instruction, 
supervision and training to employees and others, including temporary staff that 
may be required by legislation, approved codes of practice, British Standards and 
any local agreements. 

 To ensure all visitors, contractors and suppliers of goods and services comply with 
relevant Health and Safety requirements. 

 To ensure that Health and Safety is equal to all other functions and will attach equal 
importance to achieving Health and Safety targets. 

 To devote the necessary resources in the form of finance, equipment, personnel 
and time to ensure and develop a safe and healthy culture. The assistance of 
expert help will be sought where the necessary skills are not available within the 
Company. 

 To co-operate fully in the election and appointment of Safety Representatives by 
recognised trade unions and if appointed provide them, where necessary, with 
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sufficient facilities and training to carry out their tasks. To ensure that appropriate 
systems are developed and maintained for the effective communication of Health 
and Safety matters throughout the organisation, including the training of Board 
Members in their Health and Safety responsibilities. 

 To ensure the continued presence of the Health and Safety Committee and that all
staff groups have representation.

 To ensure that Health and Safety is fully integrated into the management and
decision-making processes within the organisation and that Health and Safety
management is an integral part of the management function. We will also monitor
their Health and Safety performance along with their other duties.

 To ensure all services have relevant Health and Safety policies which clearly
specify the organisational arrangements in compliance with this Company policy.

 To maintain systems to ensure that incidents, ‘near-misses’ and work-related ill-
health are fully investigated and appropriate action taken to reduce the likelihood
of their recurrence.

 To ensure risk assessments of all workplaces and work activities are systematically
undertaken and their findings recorded, to identify and effectively act upon Health
and Safety risks to employees and non-employees, therefore ensuring that
procedures are established and safe equipment and plant are provided. Also to
review all risk assessments after significant change or time elapsed.

3. Responsibilities

The Chief Executive is responsible to the Board for all Health and Safety matters of 
the company. 

The Director of Property ServicesResources will be responsible for approving ensuring 
that strategic policies and procedures are approved. Where this involves health & 
safety, this will be in liaison with the Health & Safety Manager, Director of Property 
Services and the employee and trade union representatives. 

Strategic activities will include: 

 Advising management upon all Health and Safety matters, including safety
legislation, writing of core procedures, policies and guidance notes.

 Conducting Health and Safety audits to ensure compliance throughout the
Company’s undertaking using statutory and corporate Health and Safety
standards.

 The provision and delivery of relevant Health and Safety training.

 Advising managers and team leaders upon matters concerning the Health and
Safety of the employees under their control.
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 The supervision and control of all designated First Aid facilities. 

Service activities will include:  

Service managers, helped and assisted by the Health & Safety Manager, will be 
responsible for the implementation of the Strategic Health and Safety Policy and for 
the production and implementation of safe working practices for the service for which 
they are responsible. These include but are not exhaustive of, the arrangements for 
the provision of: 

a) Safe systems of work 

b) Safe places of work 

c) Environmental control 

d) Hazard reporting 

e) Risk assessment 

f) First aid 

g) Emergency procedures. 

The Service Managers will make all employees under their control aware of safe 
working practices and review and amend as appropriate. 

Team leaders/supervisors will be responsible to the Service Managers for the 
implementation of policies, procedures and safe working practice within the work areas 
under their control. 

Employee’s duties:  

Employees have a duty to take care of their own health and safety and that of others who may 
be affected by their actions at work. They must also co-operate with management and co-
workers to help everyone meet legal requirements. Employees must: 

 take care of their own health and safety and that of others; 
 co-operate to help Colchester Borough Homes comply with health and safety legislation; 
 follow any instructions or health and safety training you provide; 
 report any work situations that present a serious and imminent risk; and 
 Highlight any other failings they identify in our health and safety arrangements. 
 Employees also must not interfere with or obstruct anything provided in the interests of 

health and safety at work 
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4. Strategic arrangements 
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5. Operational arrangements
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6. Health & safety framework within the Company 

Colchester Borough Homes is an Arm’s Length Management Company (ALMO) set 
up by Colchester Borough Council to manage the Council’s housing. It is wholly-owned 
by the Council. 

Colchester Borough Homes can be divided into three principal areas, each with their 
own Health and Safety risks, namely: 

1. Property Services  

2. Housing Management + Sheltered Housing Services 

3. Business services. 

As a company we have our own Health & Safety Policy (this document), our own 
Health & Safety Manager responsible for advising on Health and Safety matters but 
has formally adopted Colchester Borough Council’s Health & Safety procedures (as 
from time to time adapted to CBH arrangements) recognising them as best practice. 

The Company will participate in Health & Safety training and forums for Health & 
Safety representatives, first-aiders, incident controllers and fire marshals as 
appropriate. 

We will seek to achieve (and retain) an internationally recognised standard for Health 
& Safety management systems and practice (Occupational Health and Safety 
Management Systems OHSAS 18001). 

The CBH headquarters at Rowan House is leased from Colchester Borough Council. 
As landlords, the Council has procedures to manage emergencies and fire and bomb 
threats and would therefore act as incident controllers in such a case. 
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7. Strategic organisation & responsibilities 
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8. Operational Organisation and Responsibilities
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9. Objectives 

This Strategic Health and Safety Policy commits us to carrying out our 
undertakings in such a way as to ensure that they are not harmful to the Health 
and Safety of our employees, contractors, and other persons not in the employ 
of the Company. 

The Company recognises that Health and Safety is an integral part of the 
management function and, as such, needs to be managed using the same 
managerial skills and techniques that are used in the management of other 
services. To this end, Strategic Health and Safety Goals have been set for the 
management of Health and Safety. 

Purpose of Health and Safety goals 

The purposes of the Health and Safety goals are to: 

1. Establish Health and Safety management standards 

2. Establish the Health and Safety competencies of our workforce 

3. Control the risks to all of the Company and Council's assets 

4. Ensure the control of contractors. 

To carry out our undertakings in such a way as to ensure the Health and Safety 
of all Colchester Borough Homes employees whilst at work and that of others 
who might be affected by the Company’s undertaking. 

This includes the training of staff to undertake their own responsibilities to 
identify and report Health and Safety risks and to protect others from harm on 
behalf of CBH. 

10. Consultation  

The document is guided by the Company’s Health, Safety and Environmental 
Liaison Group. 

It is their guidance that formats the Policy Statement and the supporting 
documentation, covering roles and responsibilities and implementation of this 
policy. 

11. References  

The principal references come from the requirements outlined in Health and 
Safety Legislation, specifically: 
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 Health & Safety at Work Act (1974)

 Safety Representatives and Safety Committees Regulations (1977)

 Health and Safety Information for Employees Regulations (1989)

 Management of Health & Safety at Work Regulations (1999)

 Regulatory Reform (Fire Safety) Order (2005)

12. Related Documents

This document is expanded through three supporting documents: 

 SAF 002 CBH Health & Safety organisational responsibilities

 SAF 003 CBH - H&S Procedures

 OHSAS 18001 guidance, practice, report and recommendations
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Colchester Borough Homes recognises and accepts its responsibility to provide a safe and healthy 
working environment for its employees and non-employees who may be affected by the Company's 
work activities and takes the necessary steps to fulfil its statutory duties under the Health and Safety 
at Work Act, 1974. 

A positive culture is encouraged, actively supported by senior management, to involve employees in 
the decision-making processes either individually or through their health and safety representatives. 
The approach to health and safety within Colchester Borough Homes is based on the identification 
and control of risks, ensuring that the appropriate levels of resources are allocated to reduce risks as 
far as reasonably practicable. 

To enable adequate planning, monitoring and review of this policy, the Company provides competent 
technical advice to assist Managers and Supervisors with their responsibility. 

To fulfil its statutory duties the following forms Colchester Borough Homes’ health and safety aims 
and objectives: 

 To provide and make readily available the necessary information, instruction, supervision and
training to employees and others, including temporary staff that may be required by legislation,
approved codes of practice, British Standards and any local agreements.

 To ensure all visitors, contractors and suppliers of goods and services comply with relevant
health and safety requirements.

 To ensure that health and safety is equal to all other functions and devote the necessary
resources in the form of finance, equipment, personnel and time to ensure and develop a safe
and healthy culture.

 To co-operate fully in the election/appointment of Safety Representatives and if appointed provide
them, where necessary, with sufficient facilities and training to carry out their tasks, including their
membership of the Health and Safety Committee.

 To ensure that appropriate systems are developed and maintained for the effective
communication of health and safety matters throughout the organisation, including the training of
Board Members in their Health and Safety responsibilities.

 To ensure that health and safety is fully integrated into the management and decision-making
processes within the organisation and that health and safety management is an integral part of
the management function.

 To monitor health and safety performance through both proactive and reactive means to ensure
continuing improvement in such performance as understood by the OHSAS18001 Standard.

 To maintain a system to ensure that incidents, ‘near-misses’ and work related ill health are fully
investigated and appropriate action taken to reduce the likelihood of their recurrence.

 To ensure risk assessments of all workplaces and work activities are systematically undertaken
and their findings recorded, to identify and effectively act upon health and safety risks to
employees and non-employees, therefore ensuring that procedures are established and safe
equipment and plant are provided.

Signature:      Gareth Mitchell, CEO       Date: 

Signature:  Anne Grahamslaw, Chair of Board Date: 

COLCHESTER BOROUGH HOMES 

HEALTH & SAFETY POLICY STATEMENT 
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REPORT TO COLCHESTER BOROUGH HOMES 
BOARD 

DATE: 19 September 2017 

TIME: 5.30 pm 

VENUE: Room 1, Rowan House 

AGENDA ITEM: 12 

SUBJECT: Standing Financial Instructions 

REPORT BY: Michael Hadjimichael, Director of Resources 
 01206 507815  
  Michael.hadjimichael@cbhomes.org.uk 

FOR DECISION 

1. Purpose

1.1 To approve the updated Standing Financial Instructions, as recommended by 
the Finance and Audit Committee, contained at Appendix 1. 

2. Background & Content

2.1 The Standing Financial Instructions (SFI) are fundamental to the good 
governance of the Company, and as such are contained within the Code of 
Governance. The SFI have been reviewed in line with the set three year review 
period. CBH’s SFI are closely aligned with those of Colchester Borough Council 
and as such have not needed a significant update at this time. 

2.2 Changes proposed include the following (excluding headers, grammar/spelling 
changes): 

 Paragraph 3.17 - For the Director of Resources to authorise virements
of up to £25,000 in the absence of the Chief Executive

 Section 4 - Correct referencing to the Risk Management Policy &
Strategy

 Paragraph 4.20 - Adding a section for the key features of Internal Audit

 Paragraph 4.22 - Adding “have an opportunity to meet with Committee”
rather than “will”.

 Paragraph 5.3 - Amend reference to “Treasury Management in Public
Services.”

 Paragraph 7.4 – Making appropriate reference to CBH’s Trading
Protocol.
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3. Financial Implications

3.1 There are no direct financial implications arising from this report. 

4. Value for Money Implications

4.1 There are no direct value for money implications arising from this report. 

5. HR Implications

5.1 All staff with financial and management responsibilities are continually 
reminded of their responsibilities as contained within this document. 

6. Residents at the Heart Implications

6.1 There are no direct financial implications arising from this report. 

7. Legal, Health & Safety and Equality & Diversity Implications

7.1 The legal implications are incorporated within the policy attached.  There are 
no direct implications on Health and Safety and Equality and Diversity. 

8. Risk Management

8.1 If the Company does not have robust Standing Financial Instructions that reflect 
the requirements of the Companies Act and best practice, there is a likelihood 
that the company could be exposed to serious fraud. 

9. Appendix

9.1 Appendix 1 – Standing Financial Instructions (track changed) 
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Glossary & Definitions 

Audit Official inspection of an organisation's accounts, 
typically by an independent body. 

The Board Board of Directors of Colchester Borough Homes or 
any of its properly designated committees acting 
within their delegated powers.   

Board Member Company Director/member of the Board of Directors 
of Colchester Borough Homes LimitedNon-executive 
member of the Board of Directors of Colchester 
Borough Homes Limited. 

Chief Executive tThe person holding the executive role of Chief 
Executive of the Company. 

Director of 
Resources 

Person holding the most senior executive finance 
role in the Company. 

Directors 
Management 
Team 

The most senior group of executive managers in the 
Company. Both the Chief Executive and Director of 
Resources are members of the Directors 
Management Team. 

Responsible 
Finance Officer 

hHead of Council’s finance service holding the post 
of Responsible Finance Officer under Section 151 of 
the Local Government Act 1972, or such person 
acting on his behalf. 

The Company Colchester Borough Homes Limited 

The Council Colchester Borough Council 

Virement tTransferring items from one financial account to 
another. 

Write-off aA cancellation from an account of a bad debt or 
worthless asset. 
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1. Introduction

1.1 The Companies Act 2006 places a responsibility on all companies and 
their directors to properly account for their activities and to safeguard 
their assets. Colchester Borough Homes (the Company), as a registered 
limited liability company, must adhere to this Act. 

1.2 Additionally, as a wholly- owned subsidiary of Colchester Borough 
Council, the Company must operate to the standards expected and 
demanded of a local authority in control of public money. This 
requirement is made explicit in the Management Agreement between 
Colchester Borough Council and the Company. 

1.3 These Standing Financial Instructions form part of the process of 
ensuring that the obligations described above are met, by providing the 
framework for managing the Company’s financial affairs. They also form 
an important part of the Company’s overall Corporate Governance 
Framework. 

1.4 The Standing Financial Instructions provide clarity about the 
accountabilities of Board Members, the Chief Executive, the Directors 
Management Team and officers of the Company.   

1.5 The Standing Financial Instructions apply to every Board Member, 
Committee of the Board and staff member of the Company and to any 
contractor, consultant or agency staff working for or on behalf of the 
Company. 

1.6 All Board Members, the Directors Management Team and staff have a 
duty to take reasonable action to provide for the security of the assets 
under their control, and to ensure that the use of resources of the 
Company is legal, properly authorised, in the best interests of the 
Company and delivers value for money for the Company and its clients. 

1.7 The Company’s Director of Resources has a duty to maintain a 
continuous review of the Standing Financial Instructions, submitting any 
additions or amendments to the Board for approval.  

1.8 The Directors Management Team have a duty to ensure that all staff 
under their management are aware of the existence and content of the 
Standing Financial Instructions of the Company and other regulatory 
documents and that they comply with them. 

1.9 The Director of Resources has a duty to issue advice and guidance 
pursuant to the Standing Financial Instructions, which Board Members, 
staff members and others acting on behalf of the Company are required 
to follow. Any disagreement arising over the meaning, intention or 
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application of the Standing Financial Instructions shall be decided by the 
Director of Resources.  

 
1.10 It is a disciplinary offence to breach these Standing Financial Instructions 

or financial instructions issued by the Director of Resources on the 
authority of the Standing Financial Instructions. Any such breach must 
be reported immediately to the Chief Executive, who will decide what 
further action, if any, should be taken in line with the cCompany’s 
disciplinary policies.  

 
1.11 The Standing Financial Instructions link with other documents which 

form part of the Company’s governance process, including the 
Memorandum and Articles of Association, Contract Procedure Rules, 
Schemes of Delegation, the terms of reference of Board Committees, 
and the Company’s Risk Management Strategy and Policy. 
Consideration should also be given to the Company’s policies relating to 
Anti-Fraud and Corruption, Anti-Money Laundering, Whistle-blowing, 
Procurement and Employment. 

 

2. Roles and responsibilities 

 

Importance of this regulation 
Having clearly defined and understood roles and responsibilities for all 
parties involved in the Company’s operation is an essential element of 
effective corporate governance. 

 
2.1 These Standing Financial Instructions set out the roles and 

responsibilities of the Board, the Directors Management Team and staff 
in relation to the financial management of the Company.   

 
The Board 
 
2.2 The Board is responsible for: 
 

(a) The adoption and revision of these Standing Financial 
Instructions, and for approving the framework of policy, control 
and accountability within which the Company operates. The 
Board is responsible for monitoring compliance with this 
framework; 

 
(b) The determination of the priorities and policy framework within 

which the Medium Term Delivery Plan operates; 
 
(c) Approving the Company’s Medium Term Delivery Plan, annual 

revenue budget, delegated revenue budgets, capital programme 
and Management Fee Request;  

 
(d) Providing the Company’s Chief Executive with sufficient staff, 

accommodation and other resources to carry out his/her duties;  

87



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

12a. CBH Standing Financial Instructions - July 2017 POST F&A 6 

(e) Controlling the Company’s financial resources through reviewing the 
financial administration of the services provided by the cCompany, 
including the administration of revenue and capital budgets, risk 
management and the system of financial controls; monitoring the 
financial performance of services; 

(f) Monitoring compliance with its decisions, decisions of any Committee 
of the Board, decisions of any Board Member and of the Directors 
Management Team of the Company. 

2.3 The Board may delegate some of its functions to a committee 
comprising of the number of Board Members as the Board sees fit. The 
responsibility and powers of the committee will be as set out in its terms 
of reference given as set by the full Board. 

2.4 The Board will create a Finance and Audit Committee, whose with 
Terms of Reference will to include: 

(a) The right of access to all the information it considers necessary, 
and authority to consult directly with the internal audit service 
provider and with external auditors; 

(b) To ensure the integrity of the Company’s financial statements and 
to act as those charged with governance for the purposes of 
receiving the Annual External Auditor’s Report (ISA 260); 

Chief Executive 

2.5  The Chief Executive of Colchester Borough Homes is responsible for 
the: 

(a) Financial administration of the Company in accordance with the 
provisions of these Standing Financial Instructions and may adopt 
other instructions and guidance as may from time to time be issued 
by the Council’s Responsible Finance Officer in so far as they apply 
to the cCompany; 

(b) Timely provision of such information on the financial affairs of the 
Company as the Council’s Responsible Finance Officer may 
request in accordance to the Management Agreement. 

(c) Detailed Financial Procedures in line with these regulations, which 
Officers throughout the Company must adhere to. 

2.6 The Chief Executive, the Director of Resources and the Directors 
Management Team are required to carry out tasks in accordance with 
the Standing Financial Instructions. These officers may authorise other 
officers to carry out tasks for which they have responsibility under the 
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Standing Financial Instructions. A record of all such authorities must be 
prepared and submitted to the Chief Executive.  

3. Financial planning and control of expenditure

Importance of this regulation 
Sound planning is the essential first stage to achieve best use of 
resources in line with the Board and Council’s strategic objectives, and 
the delivery of value for money.  

This planning needs to be supported by effective monitoring and control, 
including systems of budget and performance monitoring, to ensure 
good decision making and that the Company achieves its objectives. 

Financial Planning 

3.1 The Chief Executive supported by the Directors Management Team and 
in conjunction with the cCouncil, will prepare a Medium Term Delivery 
Plan in accordance with the requirements of the Management 
Agreement, for the Board’s approval. This plan will be updated annually. 

3.2 In preparing the Medium Term Delivery Plan, due consideration will be 
taken of the current and forecast state of the Council’s finances and in 
particular the balance in the Housing Revenue Account. 

3.3 The Chief Executive shall provide information to the Council’s 
Responsible Finance Officer when requested to enable him/her to 
produce and submit to the Cabinet at the appropriate time, a Medium 
Term Financial Strategy and a Medium Term Capital Strategy, both 
covering an agreed period. They will take into account all known or 
anticipated factors that may influence the Council’s financial position. 

3.4 The Chief Executive and the Directors Management Team will develop a 
planning system to cascade the outcomes of the Medium Term Delivery 
Plan into a series of plans and objectives for each service area of the 
Company and for each staff member.  

3.5 The Chief Executive and the Directors Management Team will establish 
a performance management system to monitor each service area 
against its plan and take appropriate corrective action if any area is 
shown to require it. 

3.6 The performance management system will be process overseen by the 
Board’s Operations Committee. 

Revenue Budget preparation 

3.7 The Chief Executive of Colchester Borough Homes will: 
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(a) Prepare detailed draft budgets of the Company’s Annual income 
and expenditure for consideration by the Board (or delegated to 
the Finance and Audit Committee) prior to submission to the 
Council, in accordance with the requirements of the 
Management Agreement; 

(b) wWhen drawing up draft budgets,, have regard to such matters 
as spending patterns and pressures revealed through the 
budget monitoring process, legal requirements, the Medium 
Term Delivery Plan, and other policies or objectives of the Board 
or the Council;  

(c) Ensure that budget submissions are consistent with the 
Company’s and the Council’s Corporate Objectives; 

(d) Consult with the Council’s representatives as appropriate to 
determine the likely financial implications of cross-cutting 
initiatives and other associated activities and ensure that any 
such implications are reflected in the draft revenue budgets and 
capital programme for the services provided by the Company; 

(e) Ensure that there are adequate explanations for changes to the 
budgets to inform the Board and to meet the requirements of 
Schedule 3 of the Management Agreement; and that the budget 
clearly segregates monies from the General Fund and Housing 
Revenue Account. 

Monitoring and Control of Revenue Budgets 

3.8 The Director of Resources is responsible for providing appropriate 
financial information to allow for budgets to be monitored effectively. 

3.9 The Chief Executive has overall responsibility for containing net 
expenditure within each element of the Management Fee and for 
monitoring performance against budget, taking account of financial 
information provided by the Director of Resources.  

3.10 The Chief Executive should delegate responsibility for budget 
management to the Directors Management Team and Senior 
Management Team to ensure that there is a clear allocation of 
responsibility for the revenue budget at cost centre level. Budget 
responsibility should be aligned as closely as possible to the decision 
making that commits expenditure. Service Managers should report on 
variances within their own areas. They must also take any action 
necessary to avoid exceeding their budget allocation and alert the 
Director of Resources to any problems. The notification must also 
include an explanation of how the Service Manager intends to ensure 
that the variance is minimised. 

90



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

12a. CBH Standing Financial Instructions - July 2017 POST F&A 9 

3.11 All budgets, unless otherwise specifically identified, will be set on a cash 
limited basis and may be changed only by means of a virement, as 
provided for in these Standing Financial Instructions, additional earned 
income, or an agreed increase in the Management Fee.  

3.12 Officers shall not incur a liability that would cause expenditure to exceed 
an approved budget head unless this can be met by way of a virement, 
additional earned income, or an agreed increase in the Management 
Fee. The necessary approval must be obtained in advance of the 
relevant commitment being made.  

3.13 Any proposal which, if adopted, is likely to involve expenditure or future 
commitments not provided for in the existing revenue budget shall be the 
subject of a special report to the Board. This report shall detail all the 
financial consequences and state whether sufficient financial provision is 
available in the budget for the proposal in current and future years and 
what action is proposed if such provision is not available. 

3.14 If it is anticipated that the Maintenance Service budget will overspend, 
the Chief Executive must prepare a plan to remedy this position. In the 
event that it is not possible to produce a suitable plan to address the 
overspend, the Chief Executive must submit a report on the situation to 
the Council in accordance with Schedule 3 of the Management 
Agreement. 

Revenue Virement 

3.15 Certain elements of the Management Fee are “ring fenced”, for example 
revenue maintenance works and some General Fund budgets. 
Virements are not permitted from or to “ring fenced” budgets without the 
prior written consent of the Council. 

3.16 Virements for non “ring fenced” budgets shall be allowed only where 
they are within the overall policy framework and do not involve an 
increasing commitment in future years which cannot be contained within 
existing approved budget allocations, save as determined by the Board. 

3.17 The Chief Executive (or Director of Resources in their absence) may 
authorise a virement of up to £25,000 within services. 

3.18 The Chief Executive after consultation with the Director of Resources, 
may make a virement of up to £50,000 between services and up to a 
limit of £100,000 with the further approval of the Chair of the Finance 
and Audit Committee. 

3.19 The Board, after consultation with the Chief Executive, may authorise a 
virement greater than £100,000. 
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3.20 The Chief Executive will notify the Council’s representative of all revenue 
virement decisions over £100,000 before expenditure is committed. 
Limits set out in 4.17-4.20 are in line with the Management Agreement. 

Year End Balances 

3.21 Any unspent General Fund element of the Management Fee must be 
offered back to the Council, and can only be considered for carry forward 
to the New Year if the Council agree. The Company may retain other 
amounts of unspent Management Fee subject to the Company’s total 
reserves not exceeding the amount permitted by the Council. Any carry 
forwards of revenue budgets require the approval of the Finance and 
Audit Committee. 

Capital Programme 

3.22 Where management of the Council’s capital programme has been 
delegated to the Company it must be administered in accordance with 
Schedule 6 of the Management Agreement.  

3.23 Company officers may only commit to capital works expenditure to be 
paid for either by the Council directly or by the Company, where they 
hold an approved Works Instruction from the Council for type and value 
of work being committed to. 

Capital Virement 

3.24 Virements shall be allowed only where they are within the overall policy 
framework and do not involve an increasing commitment in future years, 
which cannot be contained within existing approved budget allocations, 
save as determined by the Council.  They must be approved by the 
Council’s representative. 

Maintenance of Reserves 
3.25 The Chief Executive will advise the Board on the prudent levels of 

reserves for the Company. In so doing, the Chief Executive shall take 
account of the advice of both the Council and the Company’s external 
auditors. 

4. Risk management and internal control

Importance of this regulation 
The Company faces a wide range of financial, administrative and 
commercial risks, from both internal and external factors, which need to 
be managed if the Company is to achieve its objectives. 
It is essential that robust, integrated systems of internal control are 
developed and maintained to identify, evaluate and manage these risks. 

92



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

12a. CBH Standing Financial Instructions - July 2017 POST F&A 11 

Responsibilities 

4.1 The Chief Executive and the Directors Management Team are 
responsible for promoting the Company’s Risk Management Policy & 
Strategy. 

4.2 The Director of Resources is responsible for keeping the Risk 
Management Policy & Strategy under review and recommending 
additions or changes as necessary to the Policy to the Finance and Audit 
Committee and Board.  

4.3 The Risk Management Policy & Strategy sets out the responsibilities for 
the Board, Finance and Audit Committee, Chief Executive, Directors 
Management Team and the managers and staff of the Company. All 
parties must ensure they are fully conversant with and meet the 
responsibilities assigned to them by this Policy & Strategy.  

Risk Management 

4.4 All organisations face risks to their people, property, finances, services, 
reputation and continued operations. Risk management is about 
systematically identifying and actively managing these risks. It is an 
integral part of good business practice and is essential to securing the 
Company’s assets and to ensuring continued financial and 
organisational wellbeing. 

4.5 Risk can be mitigated by: 

 Transferring the risk to a third party, e.g. through insurance;

 Implementing additional controls to minimise the likelihood of the
risk occurring and/or minimising its potential impact (e.g. through
regular inspection and continuous monitoring of identified key
risk areas);

 Establishing and regularly testing business continuity and
disaster recovery procedures to deal with the consequences of
events and minimise potential disruption.

4.6 The Company has adopted a Risk Management Policy and Strategy, 
which takes a structured approach to identifying, assessing and 
managing both risks and opportunities affecting the Company. The key 
stages of the risk management process are: 

 Risk identification;

 Risk assessment;

 Risk treatment and mitigating methods;
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 Continual review, monitoring and escalation of risks;

 Monitoring of risk in accordance with the identified roles and
responsibilities set out in the Risk Management Policy. 

4.7 All staff have a duty to be aware of and consider risks involved in their 
day-to-day activities and report any changes in their risks to their 
management. All staff will contribute to an annual review of operational 
risks. 

4.8 The Chief Executive will ensure that all risks are assessed, recorded in 
the Company Risk Register and mitigating actions to limit those risks are 
implemented where possible. The Chief Executive will ensure that the 
Risk Register is regularly reported to the Finance and Audit Committee 
and the Board. 

4.9 The Finance and Audit Committee will monitor and approve the risk 
management and corporate governance arrangements on a quarterly 
basis. It will review the Risk Register annually and will report to the 
Board on high level and difficult to manage risks. 

4.10 The Board will approve and adopt the Risk Management Strategy and 
receive reports from the Finance and Audit Committee on the control of 
risks that remain red after mitigation. 

4.11 Internal Audit will be requested to provide an independent review of the 
corporate approach to risk management and compliance therewith; and 
to contribute to the accuracy and integrity of the risk register. 

4.12 External Audit will provide an opinion on the Company’s financial 
statements and in their audit letter comment on their findings. 

Insurance 
4.13 The Chief Executive will ensure that the Company maintains appropriate 

insurance cover at all times, including meeting the minimum level of 
public and occupiers liability insurance required under Clause 23 of the 
Management Agreement.  

4.14 The Chief Executive will ensure that the level of insurance cover is 
reviewed on a regular basis and that any records, documents or 
explanations required from any company employee, agents or 
contractors as may be necessary during the conduct of any insurance 
claim are provided promptly. 

Internal Control 

4.15 Internal control refers to the systems devised by management to guard 
against risk and promote achievement of objectives. More specifically, 
internal controls promote: 
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 Achievement of business objectives and performance standards;

 Compliance with plans, policies, procedures, codes of conduct,
laws and regulations;

 The reliability, integrity, timeliness and usefulness of information;

 The legality of transactions and compliance with approved budgets
and procedures;

 The safeguarding of people, property, finances, services, continued
operations and reputation.

4.16 Internal controls are an essential part of the Company’s risk 
management arrangements and should be reviewed on a regular basis. 
Control systems should provide for clarity of policies, objectives, targets, 
responsibilities and accountabilities, and appropriate authorisations and 
approvals, separation of duties, level of internal check, management 
information and physical safeguards. 

4.17 The Director of Resources is responsible for assisting the Board in 
putting in place an appropriate control environment and effective internal 
controls which provide reasonable assurance of effective and efficient 
operations, financial stewardship, probity and compliance with all 
applicable statutes, regulations and codes of practice. 

4.18 The Company will prepare an Annual Governance Statement. The 
statement represents the outcome of a review of internal control and risk 
management, and includes a description and evaluation of the internal 
control environment, the review process, and any significant issues. The 
Finance and Audit Committee will review the Annual Governance 
Statement and should seek to satisfy itself that it has obtained sufficient, 
relevant and reliable evidence to support the disclosures made. 

Internal Audit 

4.19 Internal audit is an independent appraisal function that advises 
management on the effectiveness of their systems of internal control. 

4.20 The Key features of internal audit are: 

 It is independent of service operations in its planning and operation

 It has sufficient organisational status to facilitate effective discussion
and negotiation of the results of its work 

 It utilises risk- based methodologies in planning and delivering its work
and does not have undue limitations placed on its scope. 

 It has direct access to senior managers, Board mMembers and
external auditors as appropriate 

 Internal auditors comply with guidance issued by professional bodies.
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4.21  Internal auditors have the authority to access premises at reasonable 
times, to access all records, documents, correspondenceand 
correspondence and to receive any information and explanation 
considered necessary concerning any matter under consideration. They 
may require any employee of the Company to account for cash, stores 
or any other Company asset under his or her control. 

4.22 A plan for each year’s internal audit programme will be approved by the 
Finance and Audit Committee annually. The Internal Auditors have the 
opportunity to meet with the Finance and Audit Committee at least 
annually without Company officers present to allow for either party to 
freely express any concerns they may have. 

4.23 The Chief Executive will maintain arrangements for an adequate and 
effective internal audit of the financial transactions of the Company. 

External Audit 

4.24 The Chief Executive will ensure that both the Council’s and the 
Company’s external auditors are given access at all reasonable times to 
premises, personnel, documents and assets as they consider necessary 
for the purpose of their audit and that all records and systems are up-to-
date and available for inspection.   

4.25 The Finance and Audit Committee will receive from the External Auditor 
a plan for the year’s audit, which they will consider and approve. 

4.26 The Board will annually agree to the appointment of auditors for the 
following financial year. 

Preventing Fraud and Corruption 

4.27 The Company is responsible for substantial public funds and other 
assets and has a duty to demonstrate the highest standards of probity 
and stewardship in the day-to-day management of its affairs. It is 
therefore essential to develop and maintain an anti-fraud culture and to 
create a working climate in which all staff and Board Members remain 
alert to the potential for fraudulent or corrupt behaviour against the 
Company from outside or inside the organisation and are aware of the 
mechanisms available for the confidential reporting and investigation of 
any reported instances. 

4.28 Responsibility for the prevention and detection of fraud and corruption 
rests with all Board Members and employees of the Company. 

4.29 The Director of Resources will maintain a register of Board mMembers’ 
and employees’ interests and oversee the operation of the Company’s 
Whistleblowing Policy. 

96



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

12a. CBH Standing Financial Instructions - July 2017 POST F&A 15 

 Officers will be made aware of the neccesitynecessity of declaring
any likely conflict of interest.

 Key officers, who have influence over policy or procurement, will be
required to complete a register of interests form.

 The register of interest forms for mMembers and key officers will be
reviewed on an annual basis.

4.30 The Chief Executive of Colchester Borough Homes will: 

(a) Maintain an Anti-Fraud and Corruption Policy, Strategy and Plan; 

(b) Make arrangements to maintain adequate and effective internal 
control arrangements; 

(c) Ensure that all suspected irregularities are promptly investigated or 
reported to the Police in line with the criteria detailed in the Anti-
Fraud and Corruption Policy, and reported to Council’s representative 
and the Board. 

Money Laundering 

4.31 Money laundering involves the ‘cleaning’ of illegal proceeds in order to 
disguise their criminal origin. The proceeds of criminal activity, usually 
cash, are introduced into the financial system where they are laundered 
enabling them to leave the system appearing to come from a legitimate 
source. 

4.32 The Company could be subject to money laundering attempts when 
accepting payments by cash in relation to the payment of substantial 
bills. 

4.33 The Director of Resources is required to have a robust process in place 
and a programme of awareness raising and training for the detection of 
money laundering and the reporting of any suspicious related activity.  

4.34 All staff have a duty to report any suspicions to the Council’s Money 
Laundering Reporting Officer (Monitoring Officer). 

5. Company assets and resources

Importance of this regulation 
To prevent financial loss and reputational damage it is essential that the 
Company has in place robust processes to ensure that it protects the 
assets and resources under its control. 
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Security and Control of Assets 

5.1 The Chief Executive shall make adequate arrangements to maintain an 
asset register of all assets with a value in excess of  £10,000 (Limit 5) 
and ensure that all assets are valued in accordance with the UK 
Generally Accepted Accounting Practice or such standards as may 
supersede it. 

5.2 The Chief Executive shall make: 

(a) Adequate arrangements to maintain a property database for all 
properties, plant and machinery and moveable assets under the 
Company’s control; 

(b) Ensure the security of all buildings and other assets, including cash, 
under their control; 

(c) Maintain inventories; 

(d) Make arrangements for the care and custody of stocks and stores; 

(e) Make arrangements to ensure that all items are appropriately insured 
against loss; 

(f) Issue guidelines for the disposal of assets. 

Treasury Management 

5.3 The Council’s Responsible Finance Officer in conjunction with the Chief 
Executive of Colchester Borough Homes shall: 

(a) Arrange the borrowing and investments of the cCompany in such a 
manner as to comply with the CIPFA Code of Practice for Treasury 
Management in Public Services or such document as may supersede 
it, and the Council’s Treasury Management Policies and Practices. 

(b) Report to the Board at least annually on the interest earned on 
balances. 

Bank Accounts 
5.4 The Council’s Responsible Finance Officer shall maintain and operate 

such bank accounts as reasonably requested by the Chief Executive of 
Colchester Borough Homes. No bank account may be opened or closed 
except with the prior approval of the Council’s Responsible Finance 
Officer. 

Staffing 
5.5 The Chief Executive will ensure the sufficiency of employee budgets and 

shall exercise adequate control over staffing costs including overtime, 
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training and temporary staff, within the constraints of the Company’s 
finances. 

5.6 Appointments will be made only in accordance with establishments, 
grades and rates of pay agreed by the Governance and Remuneration 
Committee within approved budgets approved by the Board. The 
Director of rResources will implement such processes as he or she 
believes necessary to ensure that this Financial Regulation is enforced 
and all staff will abide by these processes. 

5.7 Costs associated with early retirements, redundancy payments and 
other similar events must be met from within the employee budget of the 
service involved unless the Director of Resources advises that there 
exists a specific Company budget provision for this purpose. 

6. Financial systems and procedures

Importance of this regulation 
This area forms much of the routine financial business of the Company 
and involves large numbers of transactions and staff. This area will be of 
interest to most staff and it is important that such a significant area of 
activity is clearly regulated.  

General Responsibilities 

6.1.  The Chief Executive is responsible for: 

(a) Ensuring that accounting records are properly maintained and are 
held securely; 

(b) Maintaining a complete management trail for financial transactions; 

(c) The preparation, audit and filing of the Company’s Financial 
Statements in accordance with the requirements of the Companies 
Act 2006; 

(d) Ensuring that there is sufficient separation of duties to provide 
adequate internal control and minimise the risk of fraud; 

(e) Maintaining documented and tested disaster recovery plans; 

(f) Documenting systems and procedures and ensuring staff are trained 
in operations; 

(g) Ensuring that systems and records are registered in accordance with 
the Data Protection Act 1998; 
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(h) Ensuring that staff are aware of and comply with the Freedom of 
Information Legislation. 

Income 

6.2 The Chief Executive of Colchester Borough Homes may authorise the 
write-off of individual bad debts up to £5,000. The Finance & Audit 
Committee of the Board may authorise the write-off of individual bad 
debts between £5,001 and £10,000. Board is authorised to write-off 
individual bad debts exceeding £10,000. A proper record of debts 
written-off is to be maintained in accordance with the requirements of the 
Accounts and Audit Regulations 1996 and proper accounting entries are 
to be made after write-off. 

6.3 The Chief Executive of Colchester Borough Homes shall: 

(a) Agree the arrangements for the collection and prompt banking of all 
income due to the Company and approve the procedures, systems 
and documentation for its collection; 

(b) Ensure that where income cannot be banked immediately it is stored 
securely and is insured against loss or theft; 

(c) Determine the arrangements for the ordering and supply of all receipt 
forms, books or tickets and satisfy him/herself regarding the 
arrangements for their control; 

(d) Establish charging strategies for the provision of goods and services, 
including the charging of the appropriate VAT rate; 

(e) Establish and initiate appropriate systems for the identification, 
collection and recovery of sums due to the Company which separate, 
as far as possible, the responsibility for identifying amounts due and 
the responsibility for collection. 

Ordering and Paying for Goods and Services 

6.4 The Chief Executive shall: 

(a) Ensure that all systems for the ordering and payment of goods and 
services are sound and incorporate, as far as possible, separation of 
duties between the ordering, receiving and payment process; 

(b) Provide guidance on their administration; 

(c) Determine the form of official orders and associated terms and 
conditions; 

100



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

12a. CBH Standing Financial Instructions - July 2017 POST F&A 19 

(d) Ensure that value for money is obtained from purchases by taking 
appropriate steps to obtain competitive prices for goods and services 
of the appropriate quality and by utilising consortium purchasing 
arrangements where they exist; 

(e) Maintain an up-to- date list of those officers authorised to sign official 
orders and/or authorise payment. The list is to clearly show the 
financial limits of authority which apply to each officer together with 
specimen signatures and initials. 

Payments to Board Members and Employees 

6.5 The Chief Executive shall: 

(a) Arrange and control the secure and reliable payment of salaries, 
wages, compensation, other emoluments, expenses and allowances 
to Board Members and staff of the Company; 

(b) Record and make arrangements for the accurate and timely payment 
of tax, superannuation and other deductions from such payments to 
the collecting authority; 

(c) Ensure appointments are made in accordance with the regulations of 
the Company and approved establishments, grades and scales of 
pay and that budget provision is available; 

(d) Ensure that all payments to employees and Board Members, 
including all casual and temporary staff, are processed only through 
the payroll system. 

(e) Authorise all limits of signatories with the exception of the Chief 
Executive, which shall be authorised by Chair of the Finance and 
Audit Committee.  

6.6 Gifts and Hospitality 

6.61 As a public sector organisation, Colchester Borough Homes has a duty 
to ensure that its resources are utilised effectively. It must be impartial 
and honest in the conduct of its business, and employees and Board 
mMembers must be above suspicion. 

6.62 All decisions by Colchester Borough Homes' staff or Board mMembers 
on the provision or acceptance of gifts and hospitality must be able to 
withstand both internal and external scrutiny. They must be defensible 
as being in the direct interest of the organisation, as being 
proportionate to that interest and within limits that are acceptable to the 
company’s  Board. 

6.63 The Company has a Gifts and Hospitality and Gifts Policy, which must 
be adhered to by both staff and Members of the Board. 
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Taxation 
 
6.7 The Chief Executive of Colchester Borough Homes shall ensure that 

adequate and efficient arrangements are in place for the management 
and administration of the taxation affairs of the Company in 
consultation with the Company’s external auditor or such other advisor 
as the Chief Executive may see fit. 

 

7. Projects, partnerships, external funding and new business 

 

Importance of this regulation 
Partnerships and new business are likely to play a key role in the 
development of the Company and in delivering services. 
New business provides an opportunity to generate income for the benefit 
of the Housing Revenue Account and tenants, but also brings additional 
risks that need proper management. 

 
Projects and Partnerships 
 
7.1 The Council provides a distinctive leadership role for the community and 

brings together the contributions of the various stakeholders. It must also 
act to achieve the promotion or improvement of the economic, social or 
environmental well-being of the Borough. The Company has a role in 
supporting the Council in this endeavour. 

 
7.2 The Director of Resources must ensure that the accounting 

arrangements to be adopted relating to partnerships and joint ventures 
are proper. He or she must also consider the overall corporate 
governance arrangements and legal issues when arranging contracts 
with external bodies. He or she must ensure that the risks have been 
fully appraised before agreements are entered into with external bodies. 
In particular: 

 
(a) Arrangements are in place to ensure that all funding notified by 

external bodies is received and properly recorded in the Company’s 
accounts; 

 
(b) Audit requirements are met; 

 
(c) Appropriate procedures are in place to account for any taxation or 

VAT implications of the partnership; 
 

(d) Match-funding requirements are considered and that future revenue 
budgets reflect these requirements, prior to entering into any 
commitments; 

102



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

 

12a. CBH Standing Financial Instructions - July 2017 POST F&A   21 

 
(e) Current and future responsibilities are defined clearly; 

 
(f) All claims for funds are made by the due date; 

 
(g) All expenditure is properly incurred and recorded; 

 
(h) Suitable insurance arrangements are put in place. 

 
New Business - work for third parties 

 
7.3 The Chief Executive of Colchester Borough Homes will comply with 

Council guidance with regard to the financial aspects of third party 
contracts and the maintenance of the contracts register.  

 
7.4 The Chief Executive of Colchester Borough Homes shall ensure that: 
 

(a) The Board approvalThe correct level of authorization is obtained 
within Colchester Borough Homes pursuant to the Company’s 
Trading Protocol and, if required, Council approval is obtained prior 
to entering into any arrangement to work for third parties; 

 
(b) A register of all contracts entered into with third parties is maintained; 

 
(c) Appropriate insurance arrangements are made; 

 
(d) The Council and Company is not put at unnecessary risk from bad 

debts. 
 

8. Consultation  

 
Finance & Audit Committee – July 2017 

103



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

12a. CBH Standing Financial Instructions - July 2017 POST F&A 22 

9. References

 CIPFA Code of Practice on Treasury Management in Public Services

 Accounts and Audit Regulations 1996

 Companies Act 2006

 Local Government Act 1972

 Data Protection Act 1998

10. Related Documents

 Memorandum & Articles of Association

 Management Agreement

 Strategic Scheme of Delegation

 Operational Scheme of Delegation

 Anti-Fraud & Corruption Policy

 Risk Management Policy & Strategy

 Contract Procedure Rules

 Code of Governance

 Board Terms of Reference

 Finance & Audit Committee Terms of Reference

 Governance & Remuneration Committee Terms of Reference

 Operations Committee Terms of Reference

 Business Opportunities Panel Terms of Reference

 Hospitality & Gifts Policy

 Register of Members’ interests

 Board Code of Conduct

 Staff Code of Conduct

 Whistleblowing Policy

 Register of contracts

 Annual Governance Statement

 Colchester Borough Council Financial Regulations

 Colchester Borough Council Contract Procedure Rules

 Colchester Borough Council Scheme of Delegation

 Colchester Borough Council Treasury Management Policy Statement

 Medium Term Delivery Plan
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 

DATE: 19 September 2017 

TIME: 5.30 pm 

VENUE: Room 1, Rowan House 

AGENDA ITEM: 13 

SUBJECT: Annual Report from Finance & Audit Committee 

REPORT BY: Glenn Houchell, Chair of Finance & Audit Committee 

FOR DISCUSSION/INFORMATION 

1. Introduction & Purpose

1.1 Board Members are invited to note and discuss the Annual Report from the 
Finance & Audit Committee. 

2. Background

2.1 This report outlines the activities of the Committee during 2016/17 and is 
presented to the Board as part of the governance assurance process. 

2.2 The purpose of the Committee, as set out in the Terms of Reference, is to: 

(a) Provide independent assurance of the adequacy of the risk management 
framework and the associated control environment 

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

(c) Oversee the financial reporting process. 

2.3 The minutes of each Committee meeting have been reported to the Board 
and the Chair of the Committee has made the Board aware of any concerns 
at these meetings. Furthermore, the Chair of Committee is invited to report on 
any items which have been recommended by F&A for Board approval and to 
detail the Committee’s deliberations on these items. 

2.4 During the year, the Committee has received reports at each meeting, setting 
out financial and risk management performance, as well as a report which 
covers key governance issues, actions and timetables. 
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3. Audit Activity – 2016-17

Risk Management 

3.1 The Committee has taken a robust approach to managing risk and this was 
accepted as a standing item on all Committee agendas following approval of 
the revised (and now current) Risk Management Strategy prior to 2016/17.  

3.2 An Emerging Risk Register has been developed to help Board and DMT 
identify risks that may compromise its key objectives. This first came to 
Committee on 6 June 2017 and is now presented to F&A Committee at each 
meeting, alongside the Strategic Risk Register. This is the first iteration of this 
register, and at this stage the focus has been on the identification of possible 
risks. It has been agreed that it would not be appropriate to ‘score’ emerging 
risks, as the point at which they are able to be scored would be the point at 
which it is decided whether they migrate to the Strategic Risk Register or one 
of the operational risk registers. DMT welcome the Committee’s comments on 
these and whether they should be placed on the Strategic Risk Register 
and/or flagged to Board. 

N.B. Although the emerging risk register has only come to F&A Committee 
since the end of the 2016/17 year, it stems from discussions by Committee 
Members in 2016/17 and details have been included in this report for 
reference and to provide assurance to Board that emerging risks are being 
monitored by the Committee. 

3.3 Committee receives a high-level summary of how the risks contained within 
CBH’s operational risk registers are scored. Committee is working with the 
Director of Resources to ensure that this is reported in such a way that they 
receive appropriate information on this, so that any risks in areas such as 
Health & Safety are picked up and examined by F&A, should they be given a 
high/red risk score (a score of 10-15). This is especially important in areas for 
which Board has a direct liability. 

3.4 The Risk Management Action Plan was reviewed on 21 July 2016, 5 October 
2016 and 9 March 2017. 

Non-Financial Performance 

3.6 The Committee reviewed and approved the annual internal and external audit 
plans. 

3.7 The Committee received regular reports from the internal auditor on progress 
against audits and compliance with follow-up actions. The Head of Internal 
Audit Annual Report, received in June 2016, provided an overall opinion of 
‘significant’ assurance. During the 2015/16 year, all internal audit projects 
were rated either as ‘full assurance’ (18%) or ‘substantial assurance’ (82%). 

Members were given assurance that staff had co-operated with the auditors 
and that the auditor’s activities had not been impaired. 

3.8 On 6 June 2016, the Committee scrutinised and approved the Annual 
Governance Statement. 

3.9 On 9 March 2017, Committee recommended that Board approve the revised 
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Whistleblowing Policy. 
  
3.10 At its meeting on 6 June 2016, the Committee received reports from the 

Chairs of the Operations Committee and the Governance & Remuneration 
Committee, providing assurance that these Committees had fulfilled the duties 
delegated to them by the Board during the previous financial year. The 
Committee also carried out its annual self-assessment. This allowed Members 
to identify and request several changes to the way Committee received 
information, allowing for further improvement on its oversight function. 

  
 Business carried out in confidential Committee sessions 
  

3.11 During 2016/17, Committee has held confidential discussions on possible 
ways to expand the work of internal audit.  

  
 Finance Functions - 2016-17 
  
 Financial Performance and Reporting 
  

3.3 Each quarter, the Committee received a detailed update on the current 
financial position of the Company, focusing on the CBH management fee 
budgets, CBC delegated budgets and outstanding debts. Committee also 
receives a report at each meeting detailing ongoing trading activities of CBH.  

  
3.4 At its meeting of 21 July 2016, the Committee scrutinised the Audited 

Financial Statements for 2015/16 before they were brought to Board for 
approval. No concerns were raised by the auditor or Members, but minor 
amendments to the format and company directors’ listings were requested 
and agreed. The Financial Statements were then approved by Board and a 
copy sent to Companies House as our Annual Return. 

  
3.5 At its meeting on 15 December 2016, the Committee scrutinised the proposed 

budgets for 2016/17, noted the projected expenditure and project details 
relating to the Working Smarter project and recommended the 2016/17 
Budget for Board approval.  

  
 Business carried out in confidential Committee sessions 
  

 During 2016/17, Committee has held confidential discussions on topics which 
include the Private Letting Scheme and Reserves Strategy, and it has also 
approved the use of reserves for the Working Smarter project.  

  
4. Financial Implications and Value for Money 
  
4.1 The Committee monitors the financial performance of the Company, as 

described in the main body of the report. Strong oversight and monitoring of 
the Company's finances helps ensure that unnecessary spending is identified 
and minimized and that value for money is maximised, noting the Company's 
social aims. 

  
5. HR Implications 
  
5.1 The audit work conducted by F&A Committee has numerous general HR 

implications. The work of Internal Audit provides assurance regarding the 
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effectiveness of the governance, policies and procedures in place to support 
and direct officers, identifying perceived shortcomings. Where causes for 
concern arise, Committee is appraised and informed of actions taken to 
address such concerns. External Audit and thorough financial audit work 
ensure that accurate financial statements can be produced and approved. 
This is a key part of how CBH provides data on employment costs and 
pension liabilities to both Board and the public. 

  
5.2 As part of Committee’s self-assessment (carried out on 6 June 2017), 

Committee members confirmed that their Committee’s work had been fully 
and adequately supported by officers in 2016/17  

  
6. Legal Implications 
  
6.1 The Committee assures the Board that it has complied with its legal 

responsibilities in respect of the audited financial statements. The Committee 
self-assessment has shown that it is functioning well when judged on the best 
practice laid down by the CIPFA (Chartered Institute of Public Finance & 
Accounting) Audit Committee self-assessment format. 

  
7. Health & Safety Implications 
  
7.1 No direct implications, however Committee’s audit work and oversight is a key 

part of ensuring that CBH adheres to its duties relating to Health & Safety. 
  
8. Equality & Diversity Implications 
  
8.1 None. 
  
9. Residents at the Heart 
  
9.1 This report is intended to provide residents with public assurance that the 

Committee is conducting its role of scrutiny and audit effectively. 
  
10. Risk Management 
  
10.1 The Committee has complied with its duty to regularly review the risk 

management process controls. Over the course of 2016/17, the Strategic Risk 
Register has been developed, enabling Members to discuss individual risks in 
more detail. This has led to better input from the Committee into how risks are 
understood and mitigated against. 

  
11. Appendix 
  
11.1 Appendix 1 - Work Plan 2016/17. 
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Item 13 Appendix 1 

F & A Committee – Work Plan 2016/17 

Date Item Committee 

Tue 2 Jun 
2016 

CBH Financial Outturn 2015/16 Finance Managers 

Head of Internal Audit Opinion Head of Internal Audit 

Internal Audit Progress & Follow Up Internal Auditor 

Strategic Risk Register Review & Risk 
Management Action Plan 

Director of Resources 

Assurance Report from Gov & Rem Committee G&R Chair 

Assurance Report from Operations Committee Ops Chair 

Annual Review of Finance & Audit Committee Director of Resources 

Annual Governance Statement Director of Resources 

Standing Item: Governance Actions Board Assurance Officer 

Thu 21 Jul 
2016 

Meeting with External Auditor without officers (if 
requested by the Chair) 

External Auditor 

Audit of Company Accounts 2015/16 and 
approval of accounting policies 

External Auditor 

CBH Financial Update Finance Managers 

Internal Audit Progress & Follow Up Internal Auditor 

F&A Committee Annual Report to Board F&A Chair 

Strategic Risk Register Review & Risk 
Management Action Plan 

Director of Resources 

Standing Item: Governance Actions Board Assurance Officer 
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Item 13 Appendix 1 

Date Item Committee 

Thu 15 Dec 
2016 

Election of Committee Vice Chair BAO 

 CBH Budget 2017/18 Finance Managers 

 CBH Financial Update Finance Managers 

 Internal Audit Progress & Follow Up Internal Auditor 

 
Strategic Risk Register Review & Risk 
Management Action Plan 

Director of Resources 

 
Confidential: Education Trading business 
model 

Director of Property 
Services 

 
Confidential: Working Smarter Project: 
Approval of use of reserves to fund phase 1. 

 

 Standing Item: Governance Actions Board Assurance Officer 

 

Thu 9 Mar 
2017 

CBH Financial Update Finance Managers 

 Internal Audit Progress & Follow Up Internal Auditor 

 Internal Audit Plan 2017/18 
Director of Resources & 
Internal Auditor 

 External Audit Plan 2017 External Auditor 

 Strategic Risk Register Review  Director of Resources 

 Confidential: Trading Update Director of Resources 

 Standing Item: Governance Actions Board Assurance Officer 

 Whistleblowing Policy Director of Resources 
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 

DATE: 19 September 2017 

TIME: 5.30 pm 

VENUE: Rowan House 

AGENDA ITEM: 15. 

SUBJECT: Finance Assurance Report 

REPORT BY: Michael Hadjimichael, Director of Resources 
 (01206) 507815 
  michael.hadjimichael@cbhomes.org.uk 

FOR INFORMATION – STANDING ITEM 

1. Purpose of Report

1.1 To provide the Board with a high-level statement of the financial position as at 31 
July 2017.  

2. Recommendations

2.1 That the Board: 

 Note the financial position as at 31 July 2017.
.

3. Background

3.1 The Management Fee Budgets are managed on a risk-based approach with a high 
level of monitoring on the key risk budgets. These include salaries, premises, SLAs 
and new services taken on from the Council. The salaries budget represents over 
70% of the controllable budgets and a detailed model is used to monitor this. 

3.2 The Finance & Audit (F&A) Committee monitors the progress against the budgets 
in detail at their meetings during the year to ensure these are effectively monitored. 

4. Review of Financial Position as at 31 July 2017

4.1 Set out below is the actual outturn on the operating budget as at 31 July 2017. 
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Budget 
2017-18 

(£000) 

Profiled 
budget to 

31 July 17  

(£000) 

Actuals to 
31 July 17 

(£000) 

Variance to 
31 July 17 

(£000) 

Management Fee 

Management Fee - Income 9,351 3,117 3,117 0 

Management Fee - Expenditure 9,351 3,053 2,774 279 

Management Fee – net position  64 343 279 

Other Budgets Other Budgets

Capital (CBC and CBH) 8,911 2,683 2,684 1 

Revenue (CBC)  1,446 525 560 (35) 

Delegated Budgets 2,477 519 250 269 

The key reasons for variances are as follows: 

Management Fee 

4.2  Vacancy factor on a number of budgets throughout the Company.

 Lower volume of repairs requested at this moment in time.

Within the management fee expenditure there is an expected overspend at year end 
of £85k for the General fund for the Corporate Facilities and Technical team. This is a 
known deficit and is to be supported through trading activity surpluses. 

Capital – all capital works 

4.3 The committed expenditure on the overall capital budget is in line with profile. 

Revenue CBC Contracts 

4.4 The revenue CBC contract for voids is over profile by £35k due to demand at this 
moment in time. This is being managed closely to ensure volume and cost are 
maintained within budget capacity, if volume continues to increase, a request for 
additional funding will be made. 

Delegated Budgets 

4.5 This significant variance is due to a number of outstanding invoices and recharges 
at this moment in time.  
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Approved Reserve Drawdowns 

4.6 

4.7 

The Working Smarter Project is an approved drawdown from reserves. The planning 
of this project has been on-going for some time now and the purchase of IT 
equipment is imminent and works are due to commence the last weekend of 
September.  

We also have some smaller amounts which are carry forwards from 2016-17 that are 
progressing in line with the project plan and forecast.  

5. 

5.1 

6. 

Risk Management 

A strong financial control framework is essential for the successful delivery of the 
annual budget.  Monthly review of all expenditure items takes place and income 
invoiced and collected in a timely manner.  Any material items that may result in a 
significant deviation away from target will be reported to Finance and Audit 
Committee accordingly.  

Financial Implications 

6.1 

7. 

7.1 

These are incorporated in the body of the report. 

Value for Money Implications 

Successful delivery on performance targets for the year within these financial 
constraints will meet the requirements of the Value for Money Strategy. 

8. HR, Health & Safety and Equality & Diversity Implications

8.1 None. 

9. Residents at the Heart

9.1 Residents are indirectly involved in budgetary control as they review our 
performance on a regular basis. Our performance on standards is underpinned by 
our expenditure. 
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 

DATE: 19 September 2017 

TIME: 5.30 pm 

VENUE: Room 1, Rowan House 

AGENDA ITEM: 16 

SUBJECT: Performance Assurance Report Q1 

REPORT BY: Karen Loweman, Director of Housing 
 (01206) 282805 
 karen.loweman@cbhomes.org.uk 

FOR DECISION 

1. Purpose of Report

1.1 To provide the Board with a high-level statement on the Company’s performance 
against the agreed Key Performance Indicators (KPIs). 

2. Recommendations & Decision required

2.1 That the Board notes the KPIs that are red or amber and considers the adequacy of 
measures in place to improve performance or mitigate impact.  

3. Background

3.1 The Medium Term Delivery Plan contains a selection of KPIs that reflects the 
Company’s vision & objectives for the coming year as well as the targets by which 
these are to be measured. These are discussed and agreed by the Operations 
Committee and approved by the Board at the start of each year.  

3.2 

3.3 

The Operations Committee held on 31 July 2017 included a more detailed review of 
the quarter one performance; progress of the Medium Term Delivery Plan and 
strategic risks affecting operations. Reports also considered Resident involvement 
outcomes and complaints received.     

The Committee received a report from the Head of Housing Management, in 
respect of Tenancy Audits. This has been a successful project, which has 
increased our knowledge of our tenants and the condition of the homes in which 
they live.  The Committee approved further discussion regarding Tenancy Audits 
(which were funded by the Council as part of the 2015 Medium term delivery plan 
objectives) at the next Principle Liaison meeting.      
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3.4 The Operations Committee reviews the suite of KPIs at each meeting, and requests 
more detail where performance is below target. KPIs are shown as ‘green’, ‘amber’ or 
‘red’ against the performance target:  

 ‘Red’ - the indicator is not meeting performance expectation to date and/or is
unlikely to improve by year end.  Forecast is that it is unlikely that the target
set will be achieved.

 ‘Amber’ - the indicator is not meeting expectation.  There may be mitigating
circumstances and improvement likely, but risks are raised.

 ‘Green’ - the indicator is meeting performance expectation, or as forecast
top the next reporting period.

3.5 This report gives assurance to the Board that any areas of concern are being 
monitored and addressed.  

4. Performance Monitoring –  to end July 2017

4.1 The suite of Key Performance Indicators demonstrate some excellent outcomes 
with 14 of the 18 indicators achieving and exceeding performance expectation. 

There are no red indicators at the end of July.  The following Key Performance 
Indicators have an amber status: 

4.2 Percentage of Non Decent homes – Target 5.46% - AMBER 
Of the 5,917 housing stock, 867 (14.72%) are recorded as not achieving the decent 
homes standard. Works scheduled throughout the year are expected to reduce this 
number to 372 at year end.    

4.6 Average waiting time for calls -  Target 25 seconds - AMBER 
Call volumes increased during June (44 seconds), reducing slightly in July (40 
seconds) with a high volume of enquiries regarding waste collection in Colchester 
coinciding with the holiday period.  This has resulted in a year-to-date performance 
of 33 seconds. The Customer contact team are confident that the volume of calls is 
reducing and that performance will improve to achieve target.     

4.7 % of Stage One complaints upheld – Target 35% -  AMBER 
Current performance is 46% of complaints upheld to end of July.  The outcome is 
erratic due to low numbers of complaints.  In July, four complaints were received 
with one upheld.  

4.9 Current tenant rent collection (including arrears brought forward) – Target 
98.5% -  AMBER  
The profile of Direct Debit and Bank standing orders leads to a number of accounts 
showing account arrears through to the end of December (when a rent free week is 
applied). Collection levels to date are at an improved position when compared with 
the same period last year. The target to reach 98.5% by the end of the year 
remains achievable.   
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5. Financial Implications 
  
5.1 Annual budgets assume target level of performance for income and expenditure. 
  
6 HR Implications 
  
6.1 Staffing levels are currently considered sufficient to deliver the required service 

level. 
  
7. Equality and Diversity Implications 
  
7.1 Performance monitoring supports CBH to ensure that services are delivered in a 

fair and accessible way.  
  
8 Residents at the Heart 
  
8.1 None 
  
9. Appendix 
  
9.1 Appendix 1: Amber KPI Dashboard slides  

Appendix 2: Performance Dashboard 
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Performance Summary Information
Q1 - July 2017

Benchmark performance comparisons are with 33 housing providers 

in the HouseMark East of England group (as at December 2016)

2016/17

1121



RAG status Key

2016/17 2

Colour Key Performance rating Local

R
The indicator is not meeting performance expectations to 
date and/or is unlikely to improve by year end.  Forecast is 
that it is very unlikely that the targets set will be achieved.

A
The indicator is not meeting performance expectations to 
date.  There are mitigating circumstances in most cases 
and improvement is likely but risks are being flagged in 
regard to this indicator.

G The indicator is meeting performance expectations to date, 
or as forecast to the next reporting period.
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0.00% 0.00%
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Current Target

2016/17

3

Housemark 
Comparisons

(Upper Quartiles)

National
0%

Eastern
0%

Percentage of Non Decent homes

Comment: Of the 5889 stock, there are 867 (14.72%)  Non 
Decent Homes. Total stock number has been updated since last 
month, to account for RTB properties, and this has increased the 
percentage of non decent homes.

17/18 Target

5.46%
327 properties

YTD Result

14.72%
867 non decent 

properties

July Result

14.72%

16/17
YTD July 

comparison
14.87%

887 properties
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National

14.1
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7.8

Average waiting time for calls 
(seconds)

Comment: The average wait time remains higher than usual. This 
is still due to the extremely high amount of extra contact to the 
CSC surrounding the recent waste changes.

17/18 Target

25 seconds

16/17
YTD July 

comparison
20 seconds

YTD Result

33 
seconds

July Result

40
seconds
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2016/17

5
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% of stage 1 complaints upheld

Comment: In July one complaint out of four was upheld.

17/18 Target

35%

16/17
YTD Q1 

comparison
30%

YTD Result

46%

July Result

25%
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Current tenant rent collection 
(including arrears brought forward)

Comment:

17/18 Target

98.5%

16/17
YTD Q1 

comparison
96.79%

YTD Result

97.48%

July Result

97.2%
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P I

no.
Description

2016/17

Result

Apr

2017

May 

2017

Cum to

May 2017

Jun

2017

Cum to

Jun 2017
QTR 1

Jul

2017

Cum to

Jul 2017
YTD Supporting reports

2017/18

 Target

Perf 

rating

Local

H'mark Perf 

rating 15/16 

UQ National

H'mark Perf 

rating 15/16 UQ

East of England

Author Additional Supporting Comments re Performance.

Work with Partners and residents to create mixed and sustainable communities

1 ASB - % of cases closed and not re-

opened within 90 days.

97% 100% 100% 100% 80% 94%  100% 96% 96% ASB11 and ASB7 96.0% 96% 99.63% 99.51% Sue Nice

Prevent homelessness and rough sleeping

2 % of housing options cases where

homelessness was prevented

51% 36% 71% 60% 49% 56% 56% 43% 52% 52% 48.0% 52% n/a n/a Tracey 

Brushett

Work with customers to enable them to make informed housing choices

3 Number of households in bed and

breakfast accommodation

23 24 23  14  14 8  8 P1E 30.0 800% n/a n/a Tracey 

Brushett

Make the best use of homes in Colchester

4 Voids - Overall time to Relet - General

Needs All including Capital

21.22 25.38 25.20 25.29 20.09 23.63 23.63 18.86 22.04 22.04 PS KPI Pack - R220 25.0 2204% 19.32 16.11 Tony Dale

5 Rent loss due to empty properties

(voids) as a % of rent due (general)

0.25 0.20% 0.28% 0.25% 0.23% 0.26% 0.26% 0.43% 0.30% 0.30% PS KPI Pack - R240 0.45% 0% 0.59% 0.50% Tony Dale

6 Percentage of under occupied Council

homes

22% 22.1% 22.1%  22.0%   21.8%  21.8% Under occupation 

summary month by 

month

22.0% 22% n/a n/a Karen

Williams

Currently meeting target but still reliant on the supply of smaller

homes for transfer

Provide healthy, safe and energy efficient homes

7 Repairs satisfaction (%)(including

Gas)

99.21% 95.98% 95.79% 95.89% 99.33% 97.39% 97.39% 99% 97.91% 97.91% PS KPI Pack - R010 95.5% 98% 86% 86.45% Kirk Braker

8 Average days taken to complete a

(responsive) repair

6.41 6.87 6.47 6.66 6.89 6.75 6.75 6.49 6.68 6.68 PS KPI Pack - R060. 

Based on all B to E

priorities, contractor &

in-house repairs

7.0 668% 6.64 7.61 Kirk Braker

9 Properties with valid gas certificate 100% 100.00% 100.00%  100.00%   100.00%  100.00% PS KPI Pack - R120 100% 100% 100% 100% Kirk Braker

10 Percentage of Non Decent homes 7.86% 16.15% 15.94%  13.77%   14.72%  14.72% PS KPI Pack - C310 5.46% 14.72% 0% 0% Matt

Armstrong

Of the 5889 stock, there are 867 (14.72%)  Non Decent Homes.

Make the most of resources and opportunities

11 Repairs and voids cost per property 

(£)

£493      £481    £531 £697.42 £660.29 Sharon

Stephens

Next figure will be available on Q2/Sept dashboard.

12 First Call Resolution (%)

repairs calls only

85% 96% 94% 95% 95%   95%  95% 85.0% 95% n/a n/a Daniel

Featley

13 Average waiting time for calls

(seconds)

20 23 23 23 44 30  40 33 33 25

seconds

3300% 14.1 7.8 Daniel

Featley

The average wait time remains higher than usual. This is still due 

to the extremely high amount of extra contact to the CSC

surrounding the recent waste changes.

14 % of stage 1 complaints upheld 35.7% 75% 25% 50% 100% 55% 55% 25% 46% 46% Capita reports 35.0% 46% 42.11% 35.19% Ria

Eustace

In July one complaint out of four was upheld.

15 Former tenant arrears (£) £329,202 £323,500 £318,391  £321,960   £249,446  £249,446 CH1 report £285,900 £249,446 n/a n/a Fiona

Cass

Process is currently under review with CBC

16 Current tenant rent collection

(including arrears brought forward)

98.85% 94.68% 101.06% 98.21% 96.13% 97.57% 97.57% 97.16% 97.48% 97.48% Rentround Report 98.5% £1 97.80% 98.20% Karen

Williams

In line with expectations for current period

17 Leasehold --Service charge collection 98.82% 18.64% 31.37%  42.02%   51.76%  51.76% 98.7% n/a n/a Karen

Williams

Currently exceeding target

18 % of Corporate Buildings assets with

condition surveys.

100% 100% 100%  100%   100%  100% 100% n/a n/a Lee

Spalding

PERFORMANCE SUMMARY

2017/18

The indicator is not meeting performance expectations to date and/or is

unlikely to improve by year end.  Forecast is that it is very unlikely that the

targets set will be achieved.

The indicator is not meeting performance expectations to date.  There are

mitigating circumstances in most cases and improvement is likely but risks are

being flagged in regard to this indicator.

The indicator is meeting performance expectations to date, or as forecast to

the next reporting period.

Performance rating based on CBH YTD result and CBH Target
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Minutes of the Governance and Remuneration Committee 

Held at 4.30 pm on 6th July 2017 
Room 1, Rowan House  
Sheepen Road, Colchester 

Present: In Attendance: 
Tina Graves TG (Chair) Gareth Mitchell GM 

Anne Grahamslaw AG Michael Hadjimichael MH 
Michala Carey MC Owen Howell OH 
Geoff Foster GF Angelique Ryan AR 

Ryan Curtis (Item 3) RC 
Mark Wright (Item 3) MW 
Nikki Bedford (Minutes) NB 

1. Apologies for absence

1.1 Apologies were received from Cllr Cyril Liddy. 

2. Minutes of previous meeting and matters arising

2.1 The minutes of the meeting held on 6 April 2017 were confirmed as an 
accurate record of the meeting and accepted for signing by the Chair. 

3. Strategic Health & Safety Policy

3.1 RC presented the report for decision. 

3.2 

3.3 

3.4 

The following amendments were highlighted: 

 Minor changes were made to language used within the Policy to
demonstrate that CBH are firm with their action e.g. we should/we could
amended to we do/we are where appropriate.

 References to Codes of Practices have been amended to Safe Working
Practices. This is to ensure that not only official code of practices are
included, but also guidance or any practices which are written by CBH
are included also.

 The Policy previously stated that there will be union representation for
H&S however due to the lack of uptake by union members there is no
one appointed. To ensure the Policy reflects what happens, the wording
has been amended so we are saying that union representation will be
supported “where necessary”.

Committee raised the point that on page 10 it was noted that employees 
have a responsibility with regard to Health and Safety however it was 
omitted from page 5. Action: RC to amend page 5 in order for 
responsibilities to be consistent throughout the policy. Decision: The Policy 
was approved with the above amendments and is to be presented to Board 
in September. 

Committee would like it to be noted that they were impressed by the clarity of 
the Policy. 
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4. Information & Confidentiality Policy Update 
  
4.1 OH presented the report for decision. 
  
4.2 
 
 
 
 
 
 
 
 
5. 
 
5.1 

Committee sought assurance that the cookies used on the CBH website 
were being used in line with the Privacy and Electronic Communications 
Regulations (detailing issues such as consent and adequate explanations of 
what the cookies do and why). Action: OH to investigate and report back to 
G&R with his findings and action will be taken if necessary to ensure we are 
compliant with The Privacy and Electronics Communications Regulations 
(PECR) rules regarding consent. Decision: It was agreed that the updated 
policy will be recommended to Board for approval. 
 
CBH Board size and Committee Restructure Proposal 
 
It was agreed that, prior to MH presenting the Committee Restructure 
Proposal, the size of the Board must be discussed and a recommendation 
agreed upon. 

 
5.2 
 
 
 
 
 
 
 
 
 
 
 
 
 
5.3 
 
 
 
 
5.4 
 
 
5.5 
 
 
 
 
 
 
 
 
 

 
A debate was held regarding the pros and cons for reducing the size of the 
Board from 12 members to 9. GF objected to the comment in 2.2 of the 
report that by reducing the Board size it would keep us consistent with our 
peers. He highlighted that the table in Appendix 2 on ALMOs showed that 
the majority of ALMOs had the same or a higher number of board members 
than CBH currently has. He also felt that there was not a compelling reason 
given for why a reduction in board numbers was necessary. A counter-
argument was given that by reducing the numbers it would allow for quicker, 
more focussed decision making which would become a necessity in the 
future due to the changes being made to the housing sector. GF did not 
agree with this statement. MC stated that she did have not a strong 
argument for or against the reduction in numbers but said it was important 
that there was an equal representation and that tenants should not be in the 
minority. 
 
An open vote was held to decide if a reduction in Board size is to be 
recommended to Board, from 12 members to 9. Decision: 3 for 
recommendation. 1 against recommendation. GF stated that he would like it 
noted in the minutes that he voted against. 
 
MH presented the proposal for the Committee restructure and assured 
Members that at this stage it was a concept rather than a fait accompli. 
 
It was noted that it was an opportunity to increase resident engagement. 
However, the need for the residents to be able to engage via different 
channels to ensure that they are not discouraged was highlighted. Concern 
was raised that the proposed new structure would create a ‘two tier’ Board, 
marginalizing resident Board Members, with only a limited number of 
members able to serve on remaining committee/s. Members were given 
assurance (and Committee agreed) that this would not be the case and that 
membership of committees would be decided on ability/interest and not by 
constituency of Members or any other factor. Members were reminded that 
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5.6 
 
 
 
5.7 
 
 
 
 
5.8 
 
 
5.9 
 
 
 
 
 
 
5.10 
 
 
 
 
 
 
 
 
 
5.11 
 
 
 
 
 
6. 

there was no upper size set for committees such as F&A, so theoretically all 
Members of the Board (with the exception of the Board Chair) could be 
members of F&A Committee. 
 
Under the proposed new scheme, all Board Members would discuss and 
vote on key governance and strategic matters. 
 
The Committee debated the expanded role envisioned for what is currently 
the CBH Scrutiny Panel, and the need to ensure that effective new members 
are found to replace those who leave or who become Board Members. 
 
An open vote was held to decide if the proposed committee restructure was 
to be recommended to Board. Decision: 3 for recommendation. 1 against 
recommendation. GF stated that he would like it noted in the minutes that he 
voted against. 
 
MH presented the proposed changes to the Memorandum and Articles of 
Association (Mem & Arts) 
 
MH explained that, should Board approve the change in size from 12 to 9, 
this would necessitate a change in the Mem & Arts. It would also be a good 
point at which to discuss further possible changes which Board may wish to 
pursue with CBC (such as make-up of Board and possible additions of 
flexibility to allow the Board to tailor its composition to meet future 
challenges. 
 
Concern was raised at the prospect of changing the weightings of the three 
constituencies currently on Board. It was explained that it would be 
impossible to maintain representation of 1/3 Board Members for the three 
constituencies (resident, Council and Independent) if the CEO were to be 
made an executive member. The CEO would not be counted as belonging to 
any of the existing constituencies. However, Committee agreed that the ratio 
of Council and resident Board Member numbers compared to the size of the 
full Board should be maintained as equal to each other. 
 
Committee noted that any defined proposal to change the Mem & Arts would 
require a full Board approval and must ensure that residents maintain their 
share of places on the Board, compared to the other constituencies. Action: 
CEO and Chair of the Board to commence negotiations with CBC to produce 
draft amendments for CBC and the CBH Board to approve (or decline). 
 
Governance Action Plan Update 

 
6.1 
 
6.2 
 
 
 
 
 
 

 
OH presented the Action Plan for discussion. 
 
3.3 - new item: 19 of the action plan, OH will be undertaking training to 
ensure compliance with the requirements set by the General Data Protection 
Regulation. It was highlighted that MH and AR will also attend training to 
provide OH with the support he needs for this due to potential financial and 
reputational ramifications if CBH are not compliant. A working group will then 
be formed to ensure compliance across CBH. Progress will be reported to 
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7. 

7.1 

7.2 

7.3 

7.4 

F&A Committee and Board will be notified of any significant issues which 
arise. 

Human Resources Update Report 

AR present the report for information. 

2016-17 Sickness Figures - It was highlighted that the end of year figure of 
8.76 days per employee was a vast improvement on 2016 year end figure of 
10.21 days. 

It has been identified that there is a growing trend of employees being 
absent from work due to stress which is often accompanied by anxiety 
and/or depression.  This has been noted as an area of concern and HR are 
taking a proactive stance and looking into a number of mental health training 
initiatives as shown in the report. Committee asked for clarification as to 
whether the stress was work related and AR confirmed that not all cases are 
work related but it was difficult to disclose precise information due to 
identifying information. 

It has been confirmed that there will be three apprenticeships commencing 
September 2017 – Electrical Improver, Painter and Decorator and finally 
either I.T or Business Administration.  

7.5 

8. 

8.1 

9. 

9.1 

9.2 

Further information was given around the Working Smarter Project and 
reassurance was given that there was no correlation between those on the 
project and those absent from work due to stress. 

Work Plan 

A discussion was held regarding the potential changes to CBH’s committee 
system and the implications this would have on the Work Plan.  It was 
confirmed that the time scale for these changes are long term and are not 
immediate, but that if G&R Committee were to be dissolved by the end of the 
current work plan, no further work plan would be needed. 

Any Other Business 

Action: Prior to it being put forward for approval by Board, OH to further 
amend the newly-amended Hospitality & Gifts Policy 1.3 to say "If Board 
Members or employees have concerns about whether or not to accept of 
give a gift or hospitality, they should ask the advice of the Board Assurance 
Officer of Head of HR & Governance.  If doubt remains, then the hospitality 
or gift should not be accepted/given. Decision: Committee agreed to 
amendment. 

MH took this opportunity to express the Committee's thanks to the Chair for 
her work and the support and assistance that has been given to members 
and officers. 

Meeting closed at 5.45pm 
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Item Action Who By When Done 

6 July 2017 

3.3 

Amend page 5 of H&S Policy to state that 
employees have H&S responsibilities in 
order for responsibilities to be consistent 
throughout the policy. 

Ryan Curtis 4 Sept ‘17 Yes 

4.2 

Investigate and report back to G&R with 
findings and action taken if necessary to 
ensure we are compliant with The Privacy 
and Electronics Communications 
Regulations (PECR) rules regarding 
consent. 

Owen Howell 24 Oct ‘17 Yes 

9.1 
Amend Hospitality & Gifts Policy (1.3) to 
add the words ‘and employees.’ 

Owen Howell 7 Jul ‘17 Yes 
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Minutes of the Finance & Audit Committee Meeting 
 
Held at 5pm on Thursday 27 July 2017 
In Room 1, Rowan House 
 
Present:  In Attendance:  

Glenn Houchell (Chair) Michael Hadjimichael (MH)  
Julie Parker  Sharon Stephens (SS)  
Cllr Nigel Chapman  Alan Woodhead (AW) (Mazars) 
    
  Owen Howell (OH) (Minutes) 
    
    
    
    

 
1. Apologies for absence 
  
1.1 Apologies from Geoff Foster and Cllr Cyril Liddy recorded and meeting declared 

quorate. It was noted that Geoff Foster had forwarded a number of questions in 
writing and these were read out and discussed during the meeting. 

  
2. Minutes of the meeting held 6 June 2017 and Matters Arising 
  
2.1 The minutes were accepted as correct and ready to be signed by the Chair. The 

action at 9.3 was not urgent and therefore Committee requested the due date be 
revised to a later one. Action: OH to revise this date back (to end of September). 

  
2.2 In response to a question, MH reminded that, in accordance with 13.5, the 

replacement of Capita Housing Management was discussed by Board in 
confidential session on 20 July 2017. 

  
3. Assurance Report from F&A Committee 
  
3.1 Committee noted the draft report and requested that the content be re-ordered to 

group all reporting of Committee’s audit functions together, with finance work 
items likewise grouped together. Action: OH to re-order the content to put items 
relating to audit work in a separate section from items relating to finance 
functions carried out by Committee.  

  
3.2 Committee discussed a suggestion that discussions on pay increments and 

reserves be included, but ruled that this was already covered by existing 
reporting of Committee’s work scrutinizing CBH’s financial position and annual 
financial statements. 

  
3.3 Decision: Committee voted to approve the report, subject to the reordering 

requested at 3.1. 
  
4. Internal Audit Progress and Follow-up reports 
  
4.1 AW presented and gave Committee an update on the Audit Plan’s progress. The 

Health & Safety audit report was expected to be released in the next few days, 
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and the Service Charges audit report was issued on 26 July. Management 
responses will come to Committee at its next meeting. It was too early to 
comment on these reports, but AW agreed to contact the Chair in the event of 
any Priority 1 issues being identified within the Health & Safety Audit. Action: 
AW to bring any Priority 1 issues in the Health & Safety audit to the Chair of F&A. 

4.2 Regarding payroll, Committee were given assurance that Mazars and CBH were 
meeting with CBC regularly to ensure that CBC were successfully addressing 
their internal audit recommendations in this area (and therefore enabling CBH to 
address our own internal audit recommendations). Committee agreed that 
resolving payroll issues was of paramount importance and MH assured Members 
that action at CBC was ongoing, with their restructure seeing the management 
review of their payroll now reside with the Strategic HR Manager. The day-to-day 
service is much improved now that it has been brought in-house from the Bureau 
(coupled with a change of staff). MH further informed Committee that CBC will 
hold a formal post-project evaluation (which CBH will be invited to) to identify and 
address learning points. 

4.3 Committee noted that the work being done towards replacing the housing system 
will be a major project. MH confirmed that CBH were focussed on encouraging 
and ensuring that CBC do all appropriate due diligence regarding this project. 
Regarding a question on historical payroll data, this is currently stored by 
Northgate (as our previous provider of data storage). CBC have paid for this so 
that this can be stored securely and accessed for the appropriate periods of data 
retention. 

5. Strategic Risk Register & Risk Management Action Plan

5.1 MH informed Committee that, with regard to emerging risk 3, CBH was awaiting 
imminent confirmation from CBC’s Portfolio Holder as to the funding 
arrangements to cover the increasing pension deficit. CBC have indicated they 
will be willing to fully support CBH this year (covering the £130k deficit) and to 
then incrementally reduce their support over the triennial period. CBH DMT are 
now putting thought into funding arrangements post-2020. Committee stressed 
the importance of ensuring that commercially-sensitive information is not 
included on the (non-confidential) Strategic and Emerging Risk Registers  

5.2 The overview of the operational risk registers shows a number of low-level, 
mitigated operational risks. Further development of the reporting has been 
requested by the Chair of F&A, noting that the risk scores in the table at 2.1 are 
not weighted (according to how serious a risk they pose). Noting that currently a 
large area of the risk matrix was red, he suggested that CBH move towards a 
system whereby a Red rating indicated more clearly where we should be 
focusing resources. As the Company got more commercial, this was likely to 
become more important. It was recognised that any change in the risk matrix 
system would require considerable effort to implement. The need to focus on 
‘Red’ rated risks was stressed. Committee also asked MH to examine ways in 
which Committee could be shown how unmitigated risk scores compare with the 
scores projected after mitigations have been put in place. 

5.3 MH explained that he was working to provide Committee with the requested 
context of the Strategic Risk Register regarding its position/content in relation to 
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the Operational Risk Registers. Action: MH to work with the Chair of Committee 
before production of the next Risk Register report to further develop risk 
reporting to Committee, incorporating points raised at this meeting. 

5.4 MH informed Committee that all levels of management have been working with 
Internal Audit (Mazars) to increase awareness of how we operate risk 
management. Vanessa Bateman of Mazars attended the most recent DMT/SMT 
(Operational) meeting to examine how DMT/SMT approach risk management. 
She is due to follow-up with DMT in early August, after which CBH’s approach to 
risk management may well evolve further. DMT is moving to increase awareness 
of staff that responsibilities in risk management sit with officers across CBH and 
not just with the Director of Resources. Committee emphasised the value of 
weighting risks reported to them. 

5.5 MH confirmed that CBH has prepared as fully as possible for risks relating to 
recent legislation and is ready to act once government provides details. 

6. Standing Financial Instructions

6.1 MH informed Committee that the minor amendments proposed had been 
produced with consultation of the Committee Chair, Cllr Nigel Chapman and had 
been reviewed by CBC’s 151 Officer, who had drafted CBC’s Standing Financial 
Instructions (SFIs). Committee decided to proceed with the review and 
recommend a general policy review of all corporate documents and policies in 
the wake of any changes to Board governance arrangements. 

6.2  MH clarified that power to authorise virements up to a set limit had been
delegated to the CEO and Director of Resources, with larger virements
requiring sign off by Chair of F&A Committee.

 It was appropriate for the Standing Financial Instructions to state that the
CEO has ultimate responsibility for Company insurance.

 The Board and staff registers of interests is reviewed and updated every year
(including an email to all Board and staff requesting details of any updates)
and this is then examined by Internal Audit as part of their annual audit of
corporate governance.

 The CEO to be listed as responsible for all duties listed at 6.1 of the
instructions. The registering of CBH with the Information Commissioner’s
Office and the duties of Company Secretary lie within the Job Accountability
Statement of the Board Assurance Officer, but overall responsibility for
production and filing of Financial Statements is delegated from the CEO to
the Director of Resources (in the Operational Scheme of Delegation).

6.3 N.B. Please see 9.5 and 9.6 below for details of an additional amendment to the 
SFIs as recommended by Committee, stemming from a consideration of the 
current content and the need to reword paragraph 7.4 to align it with the 
delegations of authorisation powers detailed in Section 3 of the Trading Protocol. 

6.4 Decision: Committee recommended the Standing Financial Instruments be 
approved by Board, subject to the amendment/rewording of paragraph 7.4 
detailed at 6.3 and 9.6. 
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6.5 Decision: Committee recommended to Board that a full and general policy 
review be held in the event of changes being made to the system and structure 
of Board governance, timed to allow all changes to be identified and 
amendments approved to come into effect on the same date as the changes to 
Board governance and structure. Action: OH to add this as an item to Board 
Forward Look in the event that such changes are made. 

7. Technology Plan presentation

7.1 MH introduced the technology plan in its context as one strand of the Value for 
Money, Technology and Investment Plan within the overall Strategic Plan. 
Committee were assured that appropriate data security was in place and 
compliance with the incoming General Data Protection Regulation is ensured. 

7.2 Details were given of the predicted benefits from the roll-out of new technology, 
the provision of training, savings and value for money identified, concentration on 
self-serve and also on the work to identify a suitable successor to the Capita 
Housing Management software. Board IT requirements were also summarised 
and MH confirmed that CBH is working with CBC on certain self-service 
elements for residents of Colchester, with solutions to cover all user groups. 

7.3 Whilst individual devices (tablets, two-in-ones etc.) were only expected to last for 
a few years before replacement, the main areas of spending are within setting up 
a wider IT infrastructure which will be capable of lasting for 10-15 years. 

7.4 CBC ICT is working directly with Microsoft to address their (and our) IT needs. 
CBH are developing bespoke solutions to our IT needs, utilising Office 365. 

7.5 Committee discussed the importance of successful communications via social 
media. Members were told that questions and messages were captured from 
contacts with CBH via social media and then forwarded to the relevant staff.  

7.6 F&A will have oversight of the Value for Money, Technology and Investment Plan 
once the governance arrangements are put in place. 

7.7 Committee requested that the expected lifetime usage of IT hardware was set 
out in the IT Plan to help ensure that staff expectations regarding replacements 
were properly managed, and to assist with budget planning. 

8. CBH Financial Update

8.1 SS presented the updates to give details of the financial position of CBH as at 30 
June (end of Q1): 
 In CBH’s delegated and capital accounts, the 2016/17 accruals have not all

been expended. Finance will work to address this as it can effect cash flow

positions. Tighter controls will be put in place to avoid this occurring again.

 Most items on the capital side are subject to CBC approval. All items are

expected to be expended before the date of the next Committee meeting.

 The Dutch Quarter windows and doors contract has been awarded to Rose.

 The external overview contract has been awarded to Novus.

 The garage refurbishment contract has not yet been awarded.
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 Debts owed to CBH has reduced and at end of Q1 is now £1.9k.

 Regarding the Trading Position, some recharges have been carried out, but

these are minimal (owing to the work put in prior to recharges being made)

and a concerted push will now ensure an increase in recharges in Q2.

8.2 Committee requested that the terminology of 2.1 be clarified to specify that the 
‘actual surplus’ specifically refers to a cash flow surplus. 

8.3 Committee were briefed on the situation regarding the details of the Grounds 
Maintenance programme. A cap had been put on the potential recovery of 
charges for this service. CBH and CBC officers are working together on the 
current year’s work programme to ensure costs will be recoverable. 

8.4 It was confirmed that service charges were being increased to include more 
services which had not previously been charged for. External advice is being 
sought from ‘Solutions for Housing’ who will advise on how to recover more 
service charges whilst being mindful of affordability and residents’ requirements. 

8.5 Committee sought, and was given, assurance that CBH was engaging with CBC 
colleagues drafting the Council’s charging paper, ensuring they are aware of how 
charges are paid, that we are not forgoing charges which could be paid from 
housing benefit and that CBC is mindful of the overall effects of their charging. 
The Director of Housing is directly contributing to this process and is having input 
into the reports going to the Portfolio Holder. 

9. Governance Report

9.1 OH confirmed that: 
 There were no fraud issues to report.

 The annual confirmation statement had been submitted to, and approved by,

Companies House.

 There remained a significant task in sorting through documentation on

microfiche (inherited from CBC) which would need to be examined, with

destruction of files which have passed beyond their retention dates or transfer

to our electronic data storage or to CBC’s electronic archive as appropriate

for those records which we or CBC are required to keep. Solutions to

supersede IDOX and Capita Housing will also be needed to ensure

appropriate automatic destruction of documents (unless this is manually

cancelled due to retention being necessary).

 The above point is related to CBH’s work to prepare for GDPR compliance,

which will entail staff training over the summer and the setting-up of a project

group of members from across the Company. OH will be taking part in a

voluntary audit of CBC to identify what actions CBH need to consider taking

in the coming months. Non-compliance with the GDPR would leave CBH

open to being fined (maximum fine is €10million) [It should be noted that

the most egregious breaches can be subject to a second tier of fines,

with the maximum fine being €20million].
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9.2 SS informed Committee that finance had followed the internal audit 
recommendation to commence the insurance renewal process at an earlier date 
than in previous years. All policies have been agreed and invoices are now being 
paid. Finance engaged with the broker and colleagues regarding insurance 
policies in their areas. The premiums have come in within budget, albeit costing 
slightly more than last year. Negotiations had been held regarding insurance 
relating to asbestos, and fleet insurance had reduced in price. 

  
9.3 Committee discussed a suggestion that had been made as to holding exit 

interviews for Board Members but, noting the annual appraisal process, were of 
the view that this would be of limited value and not something they would 
recommend for CBH as a policy. 

  
9.4 Committee agreed that contract authorization limits had been addressed by 

Board at June and could be removed from the work plan and reviewed as part of 
the Contract Procedure Rules in the future. Action: OH to remove. 

  
9.5 Committee observed that the Trading Strategy and Protocol were both four years 

old and in need of review, recommending that their review takes place this year. 
Action: OH to discuss with the CEO and Chair of the Board as to when this 
should occur. 

  
9.6 Committee pointed out that, at 7.4 of the Standing Financial Instructions, it is 

stated that ‘The Chief Executive of Colchester Borough Homes shall ensure that: 
Board approval… is obtained prior to entering into any arrangement to work for 
third parties.’ This is not consistent with the Trading Protocol, which gives 
authorization powers to DMT and Business Opportunities Panel (for contracts 
underneath set limits of value). Decision: Committee recommended that 7.4 of 
the Standing Financial Instructions be reworded to reflect the powers of contract 
authorisation contained within the Trading Protocol, and that this be put to Board 
within the updated Instructions for approval. Action: OH and MH to produce 
revised wording for 7.4 to reflect this point. 

  
10. Any other business 
  
10.1 Members confirmed their availability for the two following changes to future 

Committee meetings: 
 9 October (instead of 12 October) 

 12 December (instead of 11 December) 
  
 There being no further business, the meeting closed at 18:48 
  
 N.B. The confidential minutes from 6 June were approved, but there was no 

confidential session for this meeting (27 July) as no substantive items were 
included on the confidential agenda. 
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Action List 

Item Action Who By When Done 

27 July 2017 

2.1 
Carry forward 9.3 from 6 June with revised 
deadline (JP to send alternative Audit 
Committee assessment details to OH) 

Julie Parker & 
Owen Howell 

04/09/17 Yes 

3.1 

Re-order the content to put items relating 
to audit work in a separate section from 
items relating to finance functions carried 
out by Committee. 

Owen Howell 04/09/17 Yes 

4.1 
Bring any Priority 1 issues in the Health & 
Safety audit to the Chair of F&A. 

Owen Howell 07/08/17 Yes 

5.3 
Further develop risk reporting to 
Committee, incorporating points raised at 
this meeting. 

Michael 
Hadjimichael & 
Glenn Houchell 

Ongoing 
action 

n/a 

6.4 
Add a general/full policy review to Board 
Forward Look in the event that changes 
are made Board/Committee structures. 

Owen Howell n/a 

Yes – 
will go 
live if 

needed. 

9.6 

Produce revised wording for 7.4 of 
Standing Financial Instructions to reflect 
Committee’s wishes to address the 
omission regarding the Trading Protocol 
authorisations. 

Owen Howell 04/09/17 Yes 
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Minutes of the Operations Committee Meeting 

Held at 5.00 pm on Thursday 31 July 2017 
In Room 1, Rowan House 

Present: In Attendance: 

Alan Blois 
Cllr Mike Hogg 
Michala Carey 

(Chair) Mark Wright (MW) 
Karen Loweman (KL) 
Karen Williams (KW) 

Cllr Daniel Ellis Kathy Fitzgerald (KF) 
Ria Eustace (RE) 
Owen Howell (OH) (Minutes) 

1. Apologies for absence

1.1 No apologies received. Chair then confirmed that the meeting was quorate. 

2. Minutes of the meeting held 29 June 2017 and Matters Arising

2.1 The minutes were examined and approved for the Chair to sign as being 
accurate.  

 KW informed Committee that the Scrutiny Panel had picked Make a
Difference (MAD) Days as their next scrutiny topic.

 KL confirmed that HouseMark could give a presentation to Committee on
16 October Action: OH to invite ALL Board Members to this presentation.

3. Service Area Review: Tenancy Audits

3.1 KW emphasised the highlights of the programme such as the insight data 
collected, issues identified, benefits to income collection and prevention of 
unsafe unauthorised alterations, housing benefit fraud, illegal subletting and 
stock lying unused after abandonment. In some cases the audit programme had 
reached tenants with who we had not had contact for years. 

3.2 Committee asked for details of how the programme identified and dealt with 
potential safeguarding issues (e.g. where there is evidence of hoarding or poor 
maintenance of property). KW explained that suspected issues were followed up. 

3.3 The different approaches used to access and have contact with tenants were 
described, along with the procedure in place to ensure access can be gained via 
a court injunction served following the issuing of a Notice of Seeking Possession. 
This procedure has not yet been needed but is available if necessary. 

3.4 Unauthorised alterations were a major issue identified, although many identified 
appeared to have been made without the tenants realising that this contravened 
their tenancy terms and conditions. Where these left the property in a dangerous 
condition, they were remedied by CBH, with the tenant then being charged (not 
all will pay). Some will exercise their right to buy when CBH is unable to grant 
retrospective permission for unauthorised alterations. 
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3.5 If the programme ends in March 2018 (when CBC funding is due to end), 
responsibility for tenancy audits will revert to Housing Officers and audits will 
then only be carried out where risks, safeguarding issues or benefit fraud are 
suspected. 

3.6 Officers present were fully in favour of continuing the audit programme and 
stressed the benefits it produced for raising income collection, signposting 
people to the correct benefits and most effectively maintaining the housing stock. 
Decision: Committee directed that CBH pursue with CBC potential ways for the 
programme to receive the required funding to proceed past March 2018. 

4. Q1 2016/17 Performance, KPIs and Medium Term Delivery Plan Progress
Report

4.1 The KPIs and targets were discussed, including: 

 Noting the change in void re-let time target to 25 days (and that there had
been no significant change in void costs)

 Problems relating to Mears being short-staffed had been addressed, with
Mears drafting in more gas engineers from Cambridge

 Average waiting time for calls would be around 40s for July, but this would
drop as the number of calls relating to CBC waste collection diminishes

 Only six households were now in B&B (three singles, three families). Of these
only two singles are in Ipswich and these are scheduled to move on.

4.2 The Committee was given the highlights of progress on the Medium Term 
Delivery Plan. This included the re housing of residents and sale of Maytree 
Court being accomplished within one year (18 months had been the expected 
timescale), enabling sale at a high market value. It also included the benefits of 
changing Housing Officer patch changes, the increase in staff and resident 
volunteering, voluntary work with and by the Army, refurbishment of Harrison 
Court and the rollout of customer service training to all staff. 

5. Strategic Risks affecting operations (Q1).

5.1 KL highlighted the likelihood of changes to legislation and regulations following 
the inquiry into the Grenfell Tower fire. 

5.2 Committee questioned how the Private Sector Leasing Scheme was progressing. 
KL explained that eight properties had been taken on and that, once certain 
administrative issues were rectified, more properties would be sought. 

5.3 Cllr Daniel Ellis informed Committee that the consultation on the guidance 
relating to the Homelessness Reduction Act was due in October, and that 
Universal Credit in Colchester for majority of claimants is expected in April ’18. 

6. Complaints & Compliments Performance (Q1)

6.1 The low number of formal complaints was highlighted, and it was noted that this 
meant that any which were upheld had a significant effect on the KPI relating to 
percentage upheld. 

6.2 RE explained that the complaint submitted to the Ombudsman related to 
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dissatisfaction with a banding decision. CBH reviewed this and then referred the 
case to Ipswich Council for further review. Both reviews upheld the initial 
decision as being correct and carried out in line with CBH policy. Requested 
documents have been sent to the Ombudsman and CBH awaits the outcome of 
the Ombudsman’s investigation. 

  
6.3 RE informed Committee that the development of strong working links with 

Property Services has helped CBH to promptly address informal complaints and 
reduced the number which progress to become formal complaints. Details were 
given of one upheld Stage One complaint and how action by CBH had produced 
a positive outcome for the individual in question. 

  
7. Resident Insight & Engagement Performance (Q1) 
  
7.1 KF informed Committee that Tracey Brushett has now reported back to the 

Scrutiny Panel to detail how CBH will address the recommendations within their 
most recent scrutiny report on temporary accommodation. 

  
7.2 Committee was given assurance that the expansion of online communication 

with residents did not mean this was to the detriment of traditional 
communications. Telephone and postal communications are still being used, 
especially for residents who made known their preference for this and for those 
with no online presence. 

  
7.3 QAAs have been given guidance on how to apply for Community Fund grants 

and informed of the specific requirements which bids must meet. 
  
7.4 The latest MAD Day had enabled the recruitment of two new QAAs. 
  
7.5 Committee asked for assurance that any data sharing with REED Employment 

(as part of the CBH/REED partnership to help JSA claimants into work) complied 
with the Data Protection Act 1998. KW confirmed that no personal data was 
shared with REED, but we shared the opportunity of the REED project with 
relevant tenants.  

  
7.6 Committee was briefed on preparations and publicity for this year’s AGM. An 

article had been included in Housing News & Views and online promotion was 
being used to promote the event and attract attendance from residents. 

  
8. Work Plan 2017 
  
8.1 Action: OH to remove ‘Resident Insight & Engagement Review’ from the 21 Nov 

meeting agenda item list. 
  
9. Any other business 
  
9.1 No further business. Chair thanked everyone for attending. 
  
 With no further business, the meeting finished at 6:30pm. 
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 List of Actions from Operations Committee 

Item Action Who By When Done 

31 July 2017 

2.1 
Invite ALL Board Members to HouseMark 
presentation on 16 October. 

OH 04/09/17 Yes 

8.1 
Remove ‘Resident Insight & Engagement 
Review’ from the 21 Nov meeting agenda 
item list. 

OH 01/08/17 Yes 
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2017 Board Forward Plan 

Date Item Committee Presenting 

2 Nov 17 
(Plus AGM) 

Noting of Resident Board Member 
election results  

n/a 
Chair 

Approval of Company Annual Report n/a CE/Chair 

Annual Resident Involvement Report n/a DoH 

Annual Equality & Diversity Report n/a DoR 

Review of response to Scrutiny Panel 
Recommendation on Temporary 
Accommodation 

Board 
DoH 

Approval of new governance 
structure 

n/a 
DoR 

Strategic Risk Register Review F&A DoR 

29 Nov 17 Staff Code of Conduct G&R Nov ‘17 HoHR 

Housing Investment Programme and 
Asset Management Programme 
2018/19 (Housing Futures 
Programme) 

n/a 

DoPS 

Strategic Risk Register Review F&A DoR 
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