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REPORT TO COLCHESTER BOROUGH HOMES 
BOARD 

DATE: 21 February 2019 

TIME: 5.30 pm 

VENUE: Room 1, Rowan House 

AGENDA ITEM: 12 

SUBJECT: Strategic Risk Register 

REPORT BY: Brian Richardson, Interim Director of Resources 
 07957 371581  
  brian.richardson@cbhomes.org.uk 

FOR DECISION 

1. Decision required

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. 

2.2 Strategic Risk Register 

2.3 

2.4 

The Strategic Risk Register was presented at the most recent Board meeting 
on 10 December 2018 and to the Finance & Audit Committee on 5 December 
2018. 

The Register can be found at Appendix 1. 

New Risks 
No new strategic risks have been separately identified by management since 
the last Board Meeting on 10 December 2018, but there has been a change to 
an existing risk: 

Strategic risk number six which refers to economic or political changes 
causing a reduction in the Management Fee and therefore pressure on 
delivering services has been extended to include difficult to manage 
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2.5 
 
 
 
 
 
 
2.6 
 
 
 

budgetary cost pressures. This was identified by the Finance and Audit 
Committee. 
 
As discussed at the last Board Meeting, Emerging Risk number 6, which 
relates to risks arising from changes to governance arrangements, has been 
extended to include vacancies or skills gaps in the governing body. 
 
In addition, DMT identified a new Operational Risk: “Failure to comply with all 
statutory duties including E&D” and this has been added to that register with 
mitigations that staff are experienced, carry out continuing professional 
development training to remain current with statutory duties, take legal advice 
and expert advice as required and the extent of statutory duties has been 
identified and is being managed. 
 
Removed Risks 
No strategic risks have been removed from the Register since the last 
meeting. Two operational risks number 22 “ECC decision to remove housing 
related support funding from April 2017 “and number 23 “Maytree Court 
Scheme remaining unsold” have been removed as the events have completed 
and been managed.  
 
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 is 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 Possible adverse impact on residents is one of the most important factors used 

to identify and score a risk. Resident considerations then form an integral part 
in designing the action plan to mitigate or manage the risk that has been 
identified. 
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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 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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Colchester Borough Homes Strategic Risk Register
Review 24/01/19

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

Performance Management Action Plan developed for redesign of reporting 
and new structure Apr-18

Consider system options for new business. Ongoing

Properly resourced initiatives.       

Assessment for each project

Properly resourced initiatives.       

Assessment for each project

Review approach/methodology for collated information and monitoring and 
consider resourcing requirements where necessary
Develop partnership with the DWP to make most effective use of resources 

Continual Review and reforecasting of the financial position to enable efficient 
deployment of resources within CBH and the wider HRA Business Plan

Ongoing

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

In Place

Engage CBC for early discussions as to possible consequences for social 
housing provision in theBorough Ongoing

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

CBC engaged in discussions around demand and supply of affordable 
housing 
Review of approach to Temporary Accommodation

Develop communication and information plan

10

The Legislation came into effect from 1 April 2018. The Housing Options team has been 
restructured with the requirements of the new legislation taken into consideration. C.£500k 
grant funding for prevention initiatives received by CBC.  MHCLG have reviewed CBH's 
implementation plans and readiness for the 1 April and are comfortable with the progress 
made.  2 Jan 2019 - updated KL - accepted homelessness presenations decreasing, 
onoing work to develop temporary accommodation options and reduce reliance on bed and 
breakfast.  

7 Strategic Impact of Homelessness 
Reduction Act

Increase in demand for housing options and temporary 
accommodation 

Economic/  
Reputational 15

Maintaining close contact with the Ministry of Housing, Communities and Local 
Government (MHCLG) to follow and report on the implementation of the Act. 
Quarterly reports to MHCLG via H-CLIC provide detailed information on 
homelessness and advice presentations, applications, and acceptances.

15

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. 
A 5 year financial plan and organisational review to ensure financial viability. Reduce 
length of contact so tendered rates can realistically be maintained throughout the 
contract term.

10 10

Uncertainty remains in the sector as it awaits the publication of the Social Housing Green 
Paper and how/whether the findings of the Hackett review on Building Regulations and Fire 
Safety become legislation.                                                        CBH has developed its first 
iteration of a Business Plan that will be monitored by Board and DMT.   CBH supports the 
wider HRA business plan as well and is subject to regular review and stress testing. Joint 
procurement meeting with CBC has made positive changes to the procurement strategy.

6 Strategic

Changes in Economic & 
Political environment or 
contractual or difficult-to-
manage cost pressures 
may impact on financial 
viability of organisation

The Economic Environment (Inflation/Interest Rates), reduction 
in social housing due to the national house building programme, 
Brexit and changes in planning requirements, leading to 
Management Fee reductions. Contractual and difficult-to-
manage cost pressures, such as salary incremental growth, not 
matched by management fee increase leading to CBH not being 
able to maintain contracted level of services. CBH service 
delivery adversely affected due to financial constraints

Economic/  
Reputational 15

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.  

125 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 16

Maintaining the regular liaison meetings at all levels. Chief Executive keeping a 
watching brief that these are maintained and effective. 6

No surprises, no blame culture
Celebrate what is good
One organisation - where there is a joint accountability across teams and 
resolve       

Ongoing 4

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

9
Financial inclusion team supporting those in financial difficulty. Positive outcomes achieved 
from this and Grant agreement with CAB for debt advice. Ongoing partnership for delivery 
of change with the local Job Centre Plus 

4 Strategic
Relationship with CBC 
not maintained or 
effective

Detract focus of Board and senior management leading to 
damage to service delivery and new initiatives, ultimately closure 
of ALMO.

Reputational 12

The appointment of the CEO in September 2016, who worked for CBC, has further 
strengthened the relationship between the two organisations, with regular meetings 
between the Chair, both CEOs and Portfolio Holder now taking place. The CEO has also 
been appointed to the Board of Colchester Amphora Homes (CBC's development 
company)

Ongoing

Ongoing 6

Business Development is a key theme of Proposed Strategic Plan and was presented at 
the Feb'18 Board for approval. There continues to be opportunity via CBC to provide 
professional services for Corporate Projects with other potential opportunities presented to 
the Business Opportunities Panel at each meeting. All opportunities considered and those 
approved are in line with the Trading Protocol.

Ongoing 6

Business Development is a key theme of the Strategic Plan and was presented at the Feb 
'18 Board for approval. There continue 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. All opportunities considered and those approved are 
in line with the Trading Protocol.

3 Strategic

New Trading 
Opportunities achieve 
insufficent income and 
may compromise the 
viability of the CBH in the 
medium term

Increased financial pressure on CBH adversely impacting on 
service delivery.  Reduction in Council's confidence in CBH 
through failing to meet key expectations

Reputational/     Economic 12  Trading protocol created. Business Opportunities Panel in place.  
Financial Risk Management for new business agreed. 9

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

Ongoing

2 Strategic
New Trading 
Opportunities Detract 
from Core Business. 

Reduced Performance - Increase in complaints and loss of 
reputation. Reduction in Council's confidence in CBH through 
failing to meet key expectations

Reputational/  
Professional 12

Ring fence new business wherever possible.       
Trading protocol created. Business Opportunities Panel in place.  
 Financial Risk Management for new business agreed.         Use of 
timesheets to record trading and core hours work

9

Key personnel TUPEd from Capita to CBC from 1 April 2017. 6 month tranisition 
period completed where key processes/knowledge are appropriately documented and 
transferred.  New Structure now in place and established.  Review of Housing 
Management Systems on 'Application Refresh' project list

12 9
Corporate ICT and DOR are in regular dialogue to ensure there is no compromise to CBH's 
service provision. Initial scoping solution on new Housing Solution took place in June 2017. 
Timeframe for a decision on a solution has yet to be determined.

1 Strategic

Failure of our Housing 
Management Systems 
and associated 
modules/support to 
enable CBH to deliver its 
core services

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

15

Carry out a core business risk assessment before agreeing new projects.
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CBH Strategic Risk Register - Heat Map
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 
 
 
DATE:   February 2019 
 
TIME:   5.00pm 
 
VENUE:   Rowan House 
 
AGENDA ITEM: 13 
 
SUBJECT:   Community Plan 2018-22 - review 
 
REPORT BY:  Karen Loweman, Director of Housing 
    (01206) 282805   
     karen.loweman@cbhomes.org.uk 
          
 
 
FOR INFORMATION 
 
1. Decision Required 
  
1.1 The Board are required to approve the indicators which monitor progress of 

the plan.  
 

1. The value of our social impact on communities – target for 2019/20: 
£7million (Housing Associations’ Charitable Trust (HACT) calculation) 

2. The percentage of staff who feel that CBH has a positive impact in the 
wider community – target for 2019/20: 75%  

  
2. Purpose of Report  
  
2.1 The report provides an update on the achievements of the Community Plan 

2018-22, including an action plan for future development.    
  
3. Background & Content 
  
3.1 In September 2017 the Board agreed the new CBH Strategic Plan 2017-22. 

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

  
3.2 The Community Plan was approved by Board on 22 February 2018. 

CBH’s overall ambition as set out in our Strategic Plan 2017-22 is to be the 
Trusted choice for local housing, property and community services 
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We plan to do this by serving our communities and delivering services 
that are valued by our customers. Focusing on our community work will 
help us develop the partnerships that deliver for our communities.  

We will develop our headline measure of developing partnerships that 
deliver for our communities by listening to our residents to identify local 
solutions. 

The aims of this plan are therefore to: 

 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  
  
3.3 Our ambition by 2022 is to become a community-enabling leader for 

Colchester.   
 
A staff team who have volunteered to lead on actions are delivering the plan 
and understand that to deliver this we will need to show that:  
 

 Others recognise the difference that we make in the Community 
 We provide opportunities for residents to help themselves 
 We contribute to better outcomes for our communities by working with 

others 
  
3.4 CBH manages more than 7,000 homes in Colchester, but we want to 

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

  
4. Achievements to date  
  
4.1 Staff members have committed time to participate in the Community Plan and 

their various roles support embedding the aims of the Plan within teams 
across CBH.     
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To have a better understanding of our Community we have used a range of 
data regarding our residents and conducted wider research with partners.  
 
We have held stakeholder meetings, a staff focus group and a resident focus 
group to provide opportunity for a wide range of people and organisations to 
express their views and experience, this information will help direct actions for 
the future.  
 

 Six key strands of work will develop actions: 
 

1. Employment & Training  
2. Digital inclusion  
3. Health & Well being 
4. Financial resilience 
5. Environmental sustainability  
6. Community Development  

 
4.2 
 
 
 
4.3 
 
 
 
 
 
 
 
4.4 
 
 
 
 
4.5 
 
 
 
4.6 
 
 
 
 
 
 
 
4.7 
 
 
 
4.8 
 

Through research and updating information in relation to our residents we are 
developing services that are more specifically targeted to impact and provide 
measureable outcomes.  
 
We have developed services with community partners of mutual benefit such 
as a smoking cessation programme with “Provide”; Dementia Friends and 
Champions; Diabetes support groups; and are developing team activities to 
encourage community participation.  Our work to reduce rough sleeping 
makes a key contribution to the Local Authority’s aim to make Colchester a 
“better place, to live work and visit” and provides an opportunity for local 
people to learn more about, and volunteer to work with homeless people. 
 
Through a closer working relationship with organisations such as “Signpost” 
and “Wilson Marriage adult education” we have been able to encourage and 
support our residents to attend events and classes, provide a wider resource 
in the local community and support residents to aspire to a “better life”.  
 
We have supported a range of opportunities to enhance IT skills, through      
“i-tea” events and broadening Wi-Fi access in our sheltered housing schemes 
and blocks of flats.   
 
During December 2018 our staff collected goods for distribution through the 
Foodbank, the C360 winter resilience project, and supported the Red Box 
Project to provide sanitary provision in a local high school.  The CBH Staff 
Forum arrange charity fundraising events, which the group are now 
monitoring. By raising awareness of local charities and monitoring the 
outcomes from staff donating and volunteering it is anticipated that more staff 
will appreciate the positive impact that they make on the wider community.       
 
Our Caretaking team have worked to support the recycling of plastics in 
Colchester, and have a developed initiatives to recycle or re-use waste items 
locally.  
 
The Community Plan has achieved grant funding from the University of Essex 
to develop a research piece relating to community empowerment, which will 
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4.9 

evidence the geographic locations where support can best be targeted to 
support communities with local issues.  These could include money and debt 
advice, resolving neighbours’ problems, early identification of abuse and 
safeguarding and better information to help residents understand what to do.  
 
Outcomes are being measured from activities arising from the plan, and social 
impact is being developed to demonstrate the value of engaging residents 
and communities.                 

  
4.10 The Community Plan meetings to date have focused on the following:  

 
 Developing the aims and objectives with an action plan 
 HACT1 – measuring social value, and the value of a satisfied 

community 
 Community 360 – (Colchester Voluntary services) visit to premises and 

development of partnership 
 Sign Post (training and support for the unemployed) – visit to premises 

and development of promotion and events 
 Food Bank – visit to premises, understanding of support provided for 

residents and how CBH can assist  
 Wilson Marriage – adult education – visit to premises, development 

and promotion of training for residents 
 Sheltered housing – its benefit for the wider community and 

development of social activity to reduce loneliness and improve access 
to services  

 Monitoring reports of nuisance, domestic abuse, safeguarding and 
complaints to help develop community resilience activity. 

  
4.11 Changes which could impact on the delivery of the plan 

 
 New Asset Management Strategy and Housing Investment Programme        

implementation commenced April 2018 
 General Data Protection Regulation (GDPR) effective from May 2018 
 Homelessness Reduction Act 2017 
 Universal Credit live service  
 MHCLG Social Housing Green Paper focus on consumer standard 
 STAR survey 2018    
 New Resident Insight and Engagement Officer in post  

 
These changes have provided a positive impact allowing us to consider how 
we can develop community engagement and impact whilst reviewing the way 
we deliver services.  

  
4.12 
 
 
 
 
 

University research  
 
To support us to develop work in communities a research piece has been 
commissioned and funded.   

                                                      
1 HACT – Social value bank  https://www.hact.org.uk/social-value-bank 
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4.13 
 
 
 
4.14 
 
 
 
 
 
4.15 
 
 
 
 
 
 
 
4.16 
 
 
4.17 

The work will be conducted by Ruth Weir, who has worked on previous 
projects to map areas which are likely to be affected by anti-social behaviour 
or domestic abuse. 
 
Ruth is a Research Fellow in the Programme and Impact Evaluation team, a 
role in which she is helping public sector and third sector organisations design 
and implement evaluations around vulnerable people.  She is also in the final 
stages of her collaborative PhD in the Department of Sociology at the 
University of Essex.  
 
Her PhD focuses on the predictors of domestic abuse at the individual, family 
and intimate relationship and neighbourhood levels.  In that project Ruth used 
statistics, GIS mapping and community asset mapping to investigate whether 
those who do report to the police are the same in profile as those who do not.  
Ruth is an expert in the use of Geographical Information Systems (GIS), 
which she both used in her MSc and PhD, and has taught to undergraduates, 
postgraduates and staff at UoE.  
 
Ruth has also co-authored a publication on police and crime analysts’ use of 
GIS. 
 
The project for CBH aims to:  

1. Identify and predict risk and need earlier; leading to improved and 
earlier intervention, improved resource allocation, better commissioning 
and planning. 

2. Reduce demand on services provided to vulnerable people and provide 
seamless support across agencies where needed. 

3. Improve community capacity and resilience with better community 
engagement 

4. Develop intelligent mapping with training for CBH staff to track and 
monitor activity via an app 

  
5. Forward Look 
  
5.1 Area of focus for the action plan for the next 12 months 

 

 Developing & promoting volunteering opportunities for residents & staff 
 Increase staff involvement in the community – re cycling, the observer 

project, green transport plan, community leisure/sport activities 
 Conduct a Stakeholder survey – which will help us to understand better 

what key organisations consider our role and impact in the Community 
 Mapping community assets (places where people can meet or provide 

a service in a community eg: Libraries, Village/Community support 
groups)  

 Monitoring resident attendance at training and developing outcomes  
 Communicate stories that demonstrate positive community impact 
 Publish Community enabling research  
 Develop Social value within procurement, so that key contractors 

support and contribute to the aims and objectives of the plan   
 Measure the social value and benchmark with others 
 Develop a communication plan, to include a brochure to demonstrate 

outcomes and achievement    
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5.2 Developing social value and qualitive outcomes 

 
A number of outcomes to determine social value measurement have been 
selected: 
 

Outcome Description of outcome Evidence 

Active in tenants group Tenant involvement in local 
services increases 
satisfaction with Community 

Record of attendance 
within formal group e.g. 
Tenants and Residents 
Associations 

Regular volunteering Volunteers at least once per 
month for at least two months 
Increases capacity within 
community. 
 

Record of individuals 
who regularly 
volunteer/Employment 
survey 

Member of social group Reduces isolation and 
increases capacity of 
community 

Record of regular 
attendance at a group 
meet up 

Local Environment survey 
(selection of following 
questions) 

a. No problem with 
teenagers hanging 
around 

b. No problem with 
vandalism/graffiti 

c. Not worried about 
crime 

d. No problem with anti-
social behaviour 

e. Police do good job 
f. No litter problems 
g. Able to obtain advice 

locally 
h. Good neighbourhood 
i. Feel belonging to 

neighbourhood 
j. Talks to neighbours 

regularly 

a. How much of a problem 
are teenagers hanging 
around on the streets?  

b. How much of a problem is 
vandalism, graffiti and 
other deliberate damage 
to property or vehicles?  

c. How worried are you 
about being a victim of 
crime? 

d. How would you rate the 
level of anti-social 
behaviour in the local 
area? 

e. How good a job are the 
police in this area doing? 

f. How much of a problem is 
rubbish or litter lying 
around?  

g. If I needed advice about 
something I could go to 
someone in my 
neighbourhood 

h. Overall do you think your 
neighbourhood is a good 
or a bad place to live? 

i. I feel like I belong to this 
neighbourhood 

j. I regularly stop and talk 
with people in my 
neighbourhood 

Relevant survey 
question.  
 
Need to ask questions 
before and after an 
intervention. 
 
Those who move from 
an answer without an * 
before, to an answer 
with an * after, qualify 
for the value. 

 
Measuring and publishing outcomes will be a key priority to be able to 
demonstrate to others the value of CBH in Colchester.  Surveys will be 
developed with our Quality Assurance Assessors who will be trained and 
supported to participate with delivery of the research. 
 
A stakeholder survey will be developed and will provide both measurable and 
qualitive feedback to demonstrate community/social impact. 
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6. Recommendations 
  
6.1 Aims of the Plan 
  

The Board notes progress toward the aims of the Plan: 
 

  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 
  
6.2 Key performance measures – for approval 

 
Baseline information has been achieved from CBH staff survey July 2018: 
  
CBH cares about the environment   7.2 
CBH genuinely cares about its customers and communities   8.0 
CBH has a strong social conscience   7.7 
CBH is driven by more than just profit/budget concerns   7.4 
I think this organisation should put more back into the local community   4.8 
My organisation encourages charitable activities   7.9 
Giving something back Total   7.2 

 
A particular focus is developing the opinion from staff “I think this organisation 
should put more back into the local community” and reconsidering the 
question to make it understandable and relevant to staff.  The questions used 
in the staff survey are selected from a selection provided by the “Happiness 
Index”.    
 
Future measures may be developed following the stakeholder survey and as 
work is progressed with the HACT social value calculator. The initial 
assessment using the value indicator populated with outcomes from 2017/18 
show an outcome of £6.6 million contributed through resident engagement 
and volunteering.  This calculator is still being developed but will help us to 
compare outcomes with local Housing Associations.   
 
Research from the University of Essex will be available June 2019.   

  
 Performance measures for community impact will be qualitive as well as 

measured with case studies to support change.    
 
The key measures that will be tracked and reported will be:  
 

1. The value of our social impact on communities – target for 2019/20: 
£7million (HACT calculation) 

2. The % of staff who feel that CBH has a positive impact in the wider 
community – target for 2019/20: 75% 
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7. Risk Management 
  
7.1 The achievement of the objectives in the Community Plan is a key component 

of the Company’s Strategic Plan and as such will be reflected in the 
development of the company’s revised risk management framework. 
 
The key risk will be reputational  

  
8. HR Implications 
  
8.1 The annual staff survey will capture information to compare with baseline 

measure.  
  
9. Legal Implications 
  
9.1 None. 
  
10. Financial Implications 
  
10.1 Service area budgets will support the project where required, including the 

delegated Community Budget.  Marketing and Communication Plan costs are 
included in service area budget.  
 
The existing Community Budget which allocates funding provided by the 
Council to make local improvements will provide an opportunity to develop 
projects and volunteering opportunities.     
 
Funding for University of Essex research: £5,000 has been achieved through 
a grant for local research projects.     

  
11. Value for Money 
  
11.1 The completion of impact assessments on resident engagement opportunities 

across the organisation is assisting us to monitor and ensure value for money 
in our engagement activities.  

  
12. Health & Safety Implications 
  
12.1 None  
  
13. Equality & Diversity Implications 
  
13.1 The Community Plan demonstrates the value of use of insight data, 

enhancing opportunities to ensure they are aligned to our Equality Duty. 
 
The work in the plan will particularly assist those who are not in employment 
or education, and those who are less able to access resources without 
support.   
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14. Residents at the Heart 
  
14.1 
 
 
 
 
 
 
 
 
14.2 
 

The Community Plan works to identify the needs of our residents and the local 
community.   
 
Recognising that our residents have skills and abilities that can be developed 
to help themselves and others.   
 
Developing communities that are resilient, where people can help one another 
and have a voice to influence local services.  
 
Our Resident Engagement & Insight Officer will align work plans and 
outcomes to the Community plan.   

  
15. 
 
15.1 
 
 
16. 

Decision Required? 
 
Yes – approve performance monitoring, progress of work to date and action 
plan for next 12 months.  
 
Appendices 

  
16.1 The following documents are appended to this report: 

 
Appendix 1: Community Plan 2018-2022 (Accessed using this link). 
 
Appendix 2: Community Plan Key Performance Indicators (in agenda item 15) 
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CBH Strategic Plan assurance report 
Q3 2018/19 

Customer plan 

Top 25% ALMO for satisfaction by 2022 

Value for Money, Technology & Investment plan 

Lowest 25% cost per property in the East by 2022 

People plan 

Times top 100 not-for-profit employer by 2022 

Business development plan 

£1.6m from trading income by 2022 (subject to annual review) 

Leadership plan 

Leadership that inspires trust and confidence in CBH by 2022 

Community plan 

A community enabling leader for Colchester by 2022 

Key 

On target 
Currently below target but 

expected to achieve 
target 

Unlikely to achieve target 
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Customer Plan 

Top 25% ALMO for satisfaction by 2022 
Highlights 
• CBC Call Centre achieved Customer Service Excellence

accreditation. Two CBH officers involved in the on-site
assessment with the assessor.

• Reviewed satisfaction measures for key priority areas for
CBH and submitted to DMT for approval.

• Resident engagement annual report delivered to AGM &
Board.

• MGI My Customer embedding training delivered to all
Customer Champions and new managers

• Additional My Customer training delivered to all new starters.
• Tenant Garden Awards event held.
• Good Neighbour Event held & publicised in local press.
• Tenants involved in voted for the allocation of £18k

community grant funding applications
• Held and responded to the Green Paper Consultation -

TPAS Tenant consultation workshop held
• Resident Panel met twice review the new repairs handbook

and scrutinise ASB process & service standards
• Horticultural Project Officer has run several planting project

consultation events with an average of 86% engagement
from tenants getting involved in selecting and approving
projects.

• Developed and agreed role definition of the Customer
Champion team.

• Improved tenancy offer letter with tenant consultation.
• Older Persons services have run several health and

wellbeing events in the last quarter and have completed
impact assessments

• Website content asset management workshop held – action
plan in place – channel shift.

• Home step launched to help homeless customers access
housing with assistance of loan for pre-paid deposit/fees.

• Tenancy Offer letters redrafted.

Forward look 
• Discussions with external provider

to deliver quarterly customer
satisfaction surveys for all key
areas of the business.

• Launch of quarterly customer
insight report.

• Development of impact
assessments for engagement

• Tenant involvement in cleaning
contract procurement process.

• Customer Champions promoting
My Customer training outcomes.

• Piloting TV channel in older 
persons' accommodation 
promoting visiting officer rota and 
activities.

• iPad trial in sheltered communal
areas for tenants to report their
own repairs.

• Tenant involvement in empty
properties contract tender.

• Disrepair claims customer journey
process review.

• Homelessness Personal Housing
Plans - development and
improvement for digital inclusion.

• Promotional posters for communal
blocks “who is your Community
Housing Officer?”

• Self-check-in for Express Zone at
Library.

• Behavioural nudge training for call
centre staff to improve soft skills
and call quality assurance.

• Letter templates for requests for
property alterations being
reviewed to incorporate “positive
first response”.

Risks, issues views & support required 
• Still only measuring satisfaction within Property Services but

have now identified other key areas to measure in the new
financial year.

• Delays to Strategic Plan visuals due to print company issues 
outside of our control. Back on track & due end of February.

Progress measure Latest 2018/19 
target 

2022 
target 

% overall satisfaction 92 95.0 98 
% satisfaction that we listen to & act on views of customers 65 66 71 
% customers accessing services digitally 
Completed resident engagement impact assessments 35 26 60 
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Value for Money, Technology & Investment Plan 

Lowest 25% cost per property in the East by 2022 
Highlights 
• Saving of £200K on heating tender for 2018/19 and 2019/20 (compared

to anticipated value).
• Project Surveyors maintaining 100% checks on the capital programme 

contractors’ quotation, errors corrected in Q3 on one contract alone 
total £54K.

• Overhead powerlines wayleave claim – successful claim resulting in a
£600K payment to the General Fund.

• Procured a free 1-day ASB training event for 30 officers including 
partners with a top housing solicitor, saving approximately £1.5K

• Procured a free 1-day Domestic Abuse training workshop for 30 officers
including partners with the Domestic Abuse Housing Alliance, saving
approx. £1.5K.

• Garage offer letters being sent by email saving approximately £500 a
year postage.

• SharePoint migration on target for completion by March 2019
• New technology plan has been agreed.
• Progress on housing management system replacement project -

procurement options appraisal completed and CBC budget capacity
identified.

• VFM awareness session held with SMT to devise a new delivery
method in place of VFM Champions approach. Further sessions being
arranged for each SMT member with Director of Resources and Head
of Finance and Performance to identify efficiencies in their service area.

Forward look 
• Exploring the

use of Opti-time
and locator for
the Community
Caretakers.

• Phase 1 of new
website build
due to be
completed by
31/3/19 making a
saving on
hosting and
maintenance
fees of £15K pa.

• Improved faster
Wi-Fi for
Sheltered
Schemes
common rooms
and offices being
ordered. 6-week
lead time for first
installations.

• Office 365
training.

• Detailed analysis
of the
HouseMark data
for 2017/18 to
identify learning
outcomes.

• Promote
SharePoint to
staff to embed it
as the primary
file repository
and work tool.

Risks, issues & support required 
• Decision to replace the Capita Housing System means that large scale 

technology-based savings will not be achieved until the new system is 
implemented in around two years' time. Until then technology 
developments will be limited to other systems like SharePoint/ 
Office365.

• Increased budget pressure adding urgency to the need to find efficiency
savings.

• CBC ICT has re-opened discussions with supplier over best solution to
bring Greenstead Housing Office Wi-Fi to a suitable standard. This is
delaying implementation but necessary as there were concerns that the
proposed solution was suboptimal.

Progress measure Latest 2018/19 
target 

2022 
target 

Cost per unit (repairs & housing management combined) £879 Under 
£1022 

Under 
£1022 

% staff who feel their productivity has improved with 
technology 

38.56% 40% 75% 

£ reinvested £000 0 0 TBC 
CBH cashable efficiency savings achieved £000 0 £64.9k TBC 
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People Plan

Times top 100 not-for-profit employer by 2022 
Highlights 
• IIP Gold achieved
• New Leadership Commitment drafted by Staff Forum. Launch & feedback

mechanisms being considered.
• Total reward statements sent to all staff.
• E-Learning platform launched in November, with Personal Safety & Stress

Awareness modules
• Local Government Association appointed to carry out working smarter 

review of organisational decision-making and structure.
• Number of key HR policies updated and approved, included Disciplinary,

Bullying and Harassment, new Learning and Development Policy and
Wellbeing Policies.

• Two new apprenticeships, totalling four within the organisation.
• Housing Graduate trainee recruited through the Graduate Employment

Mentoring programme.
• 13 members of staff within Housing Options have chosen to take up

supervisions with an external counsellor in the last quarter.
• 11 new starters & 2 leavers - induction day held in December.
• Joined Colchester Travel plan – discounted bus & rail fares, use of secure

bike parking for staff
• Training held: My Care Choices, My Customer Focus Workshop, My

Customer Focus Managers/ Champions Embedding Session, Conflict &
Resolution Training, Staff Stress Awareness, Building Resilience in Front
Line Staff, Safeguarding Level 2, PAT Testing, Dementia Awareness, Pool
Plant Operator training, Locksmith course, Manual Handling training &
Personal Safety.

• Good progress against the Social Housing Equality Framework action plan.
New equality objectives to be presented to Board for adoption in April 2019,
to be achieved through CBH’s Strategic Plan and Delivery Plans.

• Two Chartered Institute of Housing future members supported to attend
CIH Eastern region conference.

• Joint working across teams to build skills & resilience (e.g. Housing
Systems Team and ICT on new website build, Housing Systems team and
Business Intelligence team on report reviews)

Forward look 
• Staff survey

Q4.
• Annual

review of
People Plan.

• Consultation
with Staff
Forum &
Managers on
appraisals.

• Working
Smarter
review of our
senior
management
arrangement
s.

• E-Learning
launch of
next
modules
including
GDPR,
Equality and
Diversity

• Recruitment
of some key
roles
including
Health,
Safety,
Environment
al and CDM
Manager and
Board
Assurance
Officer.

Risks, issues & support required 
• Issue: Difficulty recruiting to a number of posts across the organisation –

looking at options, e.g. using head hunters and new recruitment agencies

Progress measure Latest 2018/19 
target 

2022 
target 

% of staff who feel empowered to make decisions and have 
ownership of their work 74% 75% 78% 

% of staff who are supported by their manager to do the job to 
the best of their ability 75% 76% 79% 

% of employees who would recommend CBH as an employer 75% 76% 79% 
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• CBH commissioned in conjunction with Amphora Homes to deliver
HRA Phase 2 project. CBH fee valued at £340k (6% of estimated build
cost) spread across 2019/20 and 2020/21.

• Mercury Rising enabling and demolition works completed on time and
within budget. Phase 1 of archaeological works also complete.

• Mercury Rising Phase 1 main contract works commenced on site
January.

• Tenders received for Castle Park WC project and Council has
instructed CBH to proceed with works.

• Corporate Facilities Management team commissioned to deliver
Heritage Highlighted project and Town Centre water fountains project
for the Council. Both projects form part of the Council’s current
Spending Priorities raft of projects.

• Corporate Facilities Management team commissioned to undertake
Roman Wall condition survey in conjunction with the Council’s newly
adopted Town Walls Management Plan.

• Corporate Facilities Management team commissioned to deliver
classroom remodelling project for Roach Vale school.

• Corporate Facilities Management team commissioned by Council to
deliver entrance remodelling project at Highwoods Visitors Centre.

• Third party properties added to Housing Management system to
enable electronic capture of repairs and costings for external repairs.

Business Development Plan 
£1.6m from trading income by 2022 (subject to annual review) 
Highlights Forward look 

• Discussions with
Council &
Amphora Homes
to discuss HRA
Phase 3 project.

• Sheltered housing
refurbishment
review to restart.

• Castle Park WC
project
commences on
site February.

• Heritage
Highlighted and
Town Centre
drinking fountains
projects will go out
to tender by end
of January 2019.

• Operational
Services has
provided price for
roofing repairs for
third party.Risks, issues & support required 

• Risk: Cessation of Project Colchester leaves shortfall in potential
income forecast.

• Risk: Current income forecast shows net loss for 2018/19.

 Progress measure Latest 2018/19 
target 

2022 
target 

£ net additional revenue per annum (net of direct costs) £258k £376k £440k 
£ net profit contribution per annum £(67k) £39.7k £180k 
% of total company income that is non-Council management 
fee 

1.9% 3.07% 2.95% 
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• Board Effectiveness Away Day held October.
• Central Consultancy completed Board Effectiveness Review and

provided a report with a recommended 12-month action plan.
• Board accepted the findings of the Board Effectiveness Review at

the December Board meeting and agreed to implement the
proposed action plan.

• Working group established to prioritise action plan and begin Chair
recruitment process. First meeting January.

• New Tenant Board Member retired – vacant position.
• Report presented to Board on rent and service charges to

increase knowledge of process and charges.

Leadership Plan 
Leadership that inspires trust and confidence in CBH by 2022 
Highlights Forward look 

• Review Chair job
specification.

• Advertise position of
Chair.

• Implement the quick
wins identified from
the review, mainly
around the Board
agenda,
documentation
formats and new
items.

• Establish plan for
medium term action
with Board and CBH
Officer leads.

• Work with Chair to
link skills gap
analysis from the
review with Board
member appraisals.
Establish KPI.

Risks, issues & support required 
• Risk: Recruitment of new Chair. Mitigated through starting the 

process nine months in advance.
• Issue: Recently recruited Tenant Board Member has retired.

Lessons learned but difficulty remains in attracting tenants to the
role.

• Risk: Inconsistency and loss of knowledge of the Board due to a
number of Board Members terms finishing in 2019 (Chair,
independent & leaseholder). Mitigated through planning of each
recruitment ensuring skill gaps are filled through targeted
advertisements.

Progress measure Latest 2018/19 
target 

2022 
target 

% staff confident in the Directors Management Team 
leadership 

Feb 19 75% 80% 

Stakeholder confidence in CBH’s leadership TBC TBC TBC 
Board skills required vs current Board Skills Matrix TBC TBC TBC 
% completion of Board Effectiveness Review Action Plan 0% 25% 100% 
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Community Plan 

A community enabling leader for Colchester by 2022 
Highlights 
• Supporting Homelessness and Rough sleeping: Outreach 

Workers and trained volunteers working in the Community to 
reduce Rough Sleeping. Severe Weather Emergency 
Protocol Co-ordinator in post and preparing for the provision. 
Funding for Street mentors received from Anglian Care 
Enterprise. Housing First inspired homes have 
accommodated five Rough sleepers.

• Discussions re how the Social Value Act can be incorporated
into CBC and CBH contracts.

• Visits to Foodbank, Wilson Marriage (adult learning centre)
Signpost (unemployed adults) and Community 360
(voluntary agencies) to promote partnership work.

• Charitable giving developing from group to help staff
understand and support local charities.

• Community Grants awarded to local organisations and will
be promoted.

• Domestic abuse training event for those working in the local
community held.

Forward look 
• Additional beds at the

Night Shelter activated.
• Street Mentors recruited.
• Advice surgeries being

held at Community 360
shop.

• Staff survey will
incorporate staff opinion
on CBH’s impact in the
community.

• Staff Forum looking at
staff volunteering options.

• University project on
Community resilience due
for completion June 2019.

• Plan Making a Difference
events for 2019 to impact
on Communities.

• Developing surveys for
Quality Assurance
Assessors and
Community Stakeholders.

Risks, issues & support required 
• Support: Developing social impact commitment within

procurement.
• Support: Promoting community/social impact achievements

in local media.

Progress measure Latest 2018/19 
target 

2022 
target 

Value of our social impact on communities £6.6m 
Staff survey question on CBH’s impact in the community 72% 81% 85% 
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Medium Term Delivery Plan 
2018 – 2022 

Performance Report 
 
 
 
 
 

2018/19 
Quarter 3 

 
 
 
 
 

Completed In Progress/on 
target 

Not started/ 
behind schedule/ 

below target 

Unlikely to 
achieve target 

Cancelled / on 
hold 
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Customer 
Highlights 
• Resident Panel reviewed and approved the new repairs handbook
• Resident Panel reviewed antisocial behaviour service standards 

with recommendation to improve customer feedback
• Housing register calls have decreased by 100 calls monthly in the

last period as a result of more efficient processing of applications.
• Customer services and repair resolution achieved 86% within

target.
• Analysis by Customer Service Centre to identify top enquiry types

where customer contact can be minimised.
• Several health and wellbeing events held with our older tenants in

sheltered schemes. These events aim to decrease social isolation
and promote healthy living.

Forward look: 
• Review how we can

improve self-serve for
repairs, rent and
tenancy.
management via in
phase 2 of new
website build.

• Staff Customer
Champions reviewing
complaints process.

• Developing tenant
insight report.

• Tenant consultation
on Transfer Incentive
Scheme process and
policy.

• Review of customer
questions on all new
tenders.

Risks, issues & actions required: 
• Issues – sub-contractor contracts are being reviewed to consider

key performance indicators and their contract performance. This
may result in some repairs packages being re-tendered.

% customer satisfaction
Cumulative

Result 92.0% Target 95.0% Adjusted 
Status

Breakdown of satisfaction: internal repairs, contractor repairs, Housing Investment Programme, Empty properties, adaptations
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89%

90%

91%
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2017/18 Yr-end Q1 Q2 Q3 Q4

Quarter only Cumulative Target
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Housing Options and Homelessness 
Highlights 
• Rough sleeper outreach workers and Severe Weather Emergency

Protocol worker in place to support the reduction of rough sleeping.
• Numbers in bed and breakfast accommodation zero during

Christmas period.
• Number of households assisted through actions to prevent or relieve

homelessness has increased.
• Reduced pressure on temporary accommodation and improved

outcomes for homeless families due to Council buying back and
acquiring family homes.

• Increase in discharge of homeless duty to private rented homes via
Home Step advance payments to landlords.

Forward look: 
• Mental health

Community
Psychiatric
Nurse
secondment in
to team early
February.

• Developing
volunteering
and training to
support rough
sleeping.

• Reviewing
temporary
accommodation
and furniture
storage
arrangements.

Risks, issues & actions required: 
• Risk: as interim accommodation is used to prevent or relieve

homelessness as a short term measure the requirement for short
term accommodation is increasing.

• Issue: Discharge of duty to private accommodation provides a short 
term relief, but many families require support to retain an assured 
shorthold tenancy.  Private rent levels in Colchester remain above 
the eligible housing costs for those in receipt of benefit.

311 314
289

3
25

39

Q 1 Q 2 Q 3 Q 4

New cases

Homeless duty accepted

1

5

0

Q1 Q2 Q3 Q4

Households in B&B
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Repairs and Maintenance 
Highlights 
• Training underway for Helpline to raise orders

directly onto trade operatives’ handheld devices out
of hours.

• Started vehicle stock audits.
• Extension to lease agreed for Dedham depot.
• Recruitment to electrical, plumber, and multiskilled

roles.
• Electrical supervisor appointed (agency).

Forward look: 
• Review of contractor

performance on revenue
works.

• Creation of online post-
inspection form.

• Completion of FRA works
• Repair handbook launch April.
• Completion of Gas Interface

between contractor system and
Capita Housing.

• Develop coding for garage
structure works.

• Social Value Act to form part of
all new contracts going
forward.

• Re-Tender for door entry
systems.

• Sign-off of disrepair claims
process.

Risks, issues & actions required: 
• Issue – Materials and disposal cost increasing.
• Risk: Brexit – potential risk of availability of labour

affecting supply chain and rising costs/shortages of
materials.

• Issue – Increased number of disrepair claims.
Process being agreed with CBC legal team to
manage these cases.

• Issue - Noise control at machine shop in Dedham –
external company to complete acoustic monitoring.

% repairs completed on time
Cumulative

Result 98.6% Target 97.0% Adjusted 
Status

97%

97%

98%

98%

99%

99%

100%

2017/18 Yr-end Q1 Q2 Q3 Q4

% on time by priority
21 day

priority

3 day

priority

24 hour

priority

96%

97%

98%

99%

2017/18 Yr-end Q1 Q2 Q3 Q4

Quarter only Cumulative Target
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Housing Asset Management 
Highlights 
• Heating contract tendered successfully, expected start date March.

Procurement saving of £200K.
• Senior Project Surveyor, appointed (agency)
• Project Manager accredited to Membership of Chartered Institute

of Building (MCIOB)

Forward look: 
• Roofing contract

being tendered in
Jan/Feb.

• Bathroom
contract to be re-
tendered in Feb.

• Kitchen contract
to be re-tendered
for 2019/20.

• Planning for
2019/20 capital
programme
underway.

• HRA headroom
projects to
progress following
cabinet approval.

Risks, issues & actions required: 
• Issue: External works contract not performing - programme will not 

be complete by 31 March. CBC is aware of this.
• Issue: Bathroom programme will not be completed due to 

unsuccessful tender (CBC decision not to award due to pricing 
inconsistencies across all tenders). CBC decision to carry forward 
works (200 2nd WCs). Information to tenants being managed 
through Resident Liaison Officer support.

• Risk: Carry forward request of £1.1m forecast. Discussion at
Capital Monitoring Group in January. Expected to be spent during
Q1 2019/20.

% capital program elements completed on time
Cumulative

Result
49.4% Target 76.5% Adjusted 

Status
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Performance -
Current 2018/19

• Arrears 4/2/19 £359,031
• End of Year Target £299,000
• Evictions during 2018/19 – 10
• DD Payers 24%
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Universal Credit – The Impact
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Arrears 
Process • Pre Tenancy and Sign Up

• New Tenant Visits
• Automated letters and 

prompts
• Statements
• Process 
• Letters/contact
• NSP or NPP
• Letters/contact
• Court Action
• Letters/contact
• Possession (eviction)
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Arrears Process 
Community 

Housing Officers
• 8 CHOs
• Patch based
• Average Round Size 

(tenancies 725)
• Weekly Reports and 

Monitoring
• Annual Targets
• Monthly management 

review
• Performance Point
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Arrears Process
Additional 
Support

• Role of Housing Assistant
• Financial Inclusion Team 

(FIT)
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Information 
and Rent and 

Charges 
Changes

• Yearly Rent Change 
Letter

• Service Charge 
Information

• Website
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The Main Ways to 
Pay

Value &
No. of Transactions

2017/18

• Direct Debit £4.56m 26K
• Standing Order &
• Bank Transfer £2.1m 23K
• Post Office £1.9m 22K
• Internet £2m 13K
• Telephone £2.1m 15K
• Staff – PAYE-net 0.05m 

0.2K

• Total £13m 104,129 
transactions
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• Digital Roll out of UC
• Individual support
• Focus on 

Professionalism and 
delivering good services

• Focus on Prevention

• Questions
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Minutes of the Finance & Audit Committee Meeting 
 
Held at 5pm on Wednesday 5 December 2018 
In Room 1, Rowan House 
 
Present:  In Attendance:  

Glenn Houchell (Chair) Gareth Mitchell (GMi) CEO 
Julie Parker  Brian Richardson (BR) Director of Resources 
Cllr Nigel Chapman  Sharon Stephens (SS) Head of Finance & Performance 
Geoff Foster  Sarah J Johnson (SJ) Finance Manager 
Cllr Cyril Liddy (From Item 4) Alan Woodhead (AW) (Mazars) 
  Owen Howell (OH) Board Assurance Officer (Minutes) 

 
1. Apologies for absence 
  
1.1 It was confirmed that the meeting was quorate, with apologies from Michael 

Campbell. Cllr Cyril Liddy was expected but absent at the start of the meeting. 
Gareth Mitchell was welcomed to the meeting. 

  
2. Minutes of the meeting held on 4 October 2018 and Matters Arising 
  
2.1 The minutes were accepted as being a true and accurate record of the meeting 

held on 26 July 2018 and approved for the Chair to sign. 
  
 Matters arising 
2.2 3.4 from 4 October: BR explained that the two contracts in question were for 

drain clearance and electrical work. The signing of the drain clearance contract 
had been delayed, and a challenge had been made to the awarding of the 
electrical contract by a rival bidder. All work undertaken through these contracts 
had works orders produced, including terms & conditions and rate codes for work 
done. All work generated is covered by such individual works orders. 

  
2.3 6.2 from 4 October: SJJ confirmed that CBH insurance provides for death in 

service payments of three-times officer salary. There is no content covering such 
payments within staff contracts (either at CBH or at CBC); the local government 
pension scheme is where this is covered, with payments of this type coming from 
the pension scheme rather than from CBH.  

  
 Cllr Cyril Liddy joins the meeting. 
  
2.4 2.2 from 7 June: OH updated Committee on work being done to carry out this 

action. CBC’s policies to be adopted or noted by the Board are now identified in 
the policy list received by Committee (highlighted in yellow) but work is still 
ongoing to find a way to allow CBH to identify any additional or future CBC 
policies which may need or merit adoption or noting by CBH. Staff turnover at 
CBC has hampered this. Action: OH to raise this with the Council’s Monitoring 
Officer, Andrew Weavers. Committee emphasised the value to CBC of finding an 
effective way of carrying out this item, as it would likely be of use for the 
subsidiary companies that have been set up by the Council and which would 
likely face a similar issue. 
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3. Election of Committee Vice Chair 
  
3.1 Julie Parker re-elected as Committee Vice Chair, nem. con. 
  
4. Internal Audit Progress & Follow-up Reports 
  
 Progress Report 
4.1 AW summarised the main points in the report. IT audit is expected to run into Q4. 

There is a focus on timing audit days to make most efficient use of CBH and 
audit resources. 

  
4.2 The Fire Safety audit has been completed and all recommendations have been 

accepted and completed. In response to questions regarding administrative 
errors noted in the management response, BR confirmed that a concerted 
programme of training on fire safety has been carried out, with content now being 
added to Assure as appropriate. Appropriate procedures were in place, with the 
source of errors noted as being the incomplete transfer of records/data to Assure 
and training given to mitigate the risk of future errors. Procedures will be further 
reviewed as part of the Company’s work to achieve ISO 45001 accreditation. 

  
 Follow-up Report 
4.3 AW gave assurance that the outstanding recommendation from the most recent 

payroll audit would be picked up within the upcoming audit in this area. Any 
previous recommendation that is renewed is flagged up as a new 
recommendation, with a note that this has been previously made. Committee 
questioned whether this would mask the length of time elapsed since the 
recommendation was first raised. AW explained this was to avoid repeating the 
same recommendation on the same report. Action: AW to ensure that, where 
this happens, the new recommendation includes a note to say that this 
recommendation had already been made in a previous audit. 

  
4.4 Committee expressed concern at the payroll recommendation having not been 

completed, and that there was currently no automatic flagging up on the system 
of the expiry or lack of necessary work visas for staff members. AW and BR 
confirmed that Mazars has now been assured that this has now been automated 
and that they will verify this. BR explained that payroll systems were run by CBC 
and were not under CBH’s control. He also informed Committee that, over the 
last two years, there had only been one member of CBH staff (on a temporary 
contract) who has needed a work visa, so this has not been a sizeable issue.  

  
4.5 Regarding the Recommendation for Responsive Repairs, BR confirmed that the 

Repairs Policy was a CBC Policy, and that the procedure for post-inspections is 
covered in an amendment being added to the Policy’s appendices. 

  
5. Internal Audit: Process for carrying out audits and summary of 

value added by internal audit work 
  
5.1 AW introduced the documents provided within the pack (external assessment of 

Mazars’ work, and sector survey document on GDPR compliance). AW informed 
Committee that the external assessor who scrutinized Mazars was previously 
head of internal audit at a London Borough and had appropriate qualifications 
and experience to carry out his work. 
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5.2 Committee asked how Mazars’ approach to audits was kept fresh and identified 

the key areas to examine and methods to use. AW explained that updates and 
information from across the sector are used to inform the approach taken to 
testing methods, areas on which to focus and recommendation setting. Effective 
practices and important themes from other Mazars audit teams are spread 
through the Company for use. Scoping of each individual audit involves seeking 
CBH management feedback as part of the process of setting areas and methods 
for the exercise. 

  
5.3 Committee discussed the sector survey on GDPR compliance. OH and GMi gave 

a brief update regarding CBH’s compliance project: 
 Ensuring correct retention and deletion of documents is a priority. Options to make 

introduce scheduled automatic deletion dates for documents and records are being 
sourced. 

 CEO and Data Protection Officer meet monthly to go over the action plan, 
progress/achievement of targets and any areas of concern. All areas of action are 
now green, with exception of retention. 

 Recruitment of the Data Protection Co-ordinator has been vital in making the 
necessary progress. The Data Protection Officer is happy that CBH is on track to 
achieve compliance.  

  
5.4 Committee requested consideration of providing Board Members with refresher 

training on data protection. OH briefed Committee on the annual refresher 
training being put in place for staff to take via two e-learning modules and offered 
to roll this out to Board Members. Action: OH to provide Board with access to 
the e-learning modules on data protection (HR will need to set up Members with 
MyLearning accounts).  

  
 Briefing on the Internal Audit (IA) Process 
5.5 AW presented on Mazars’ approach to risk management and audit strategy. This 

covered:  
 Examination of risks, which leads to a strategy being developed and a plan drawn up 
 The annual planning process for the overall audit plan, and the process for planning 

the individual audits themselves 
 Completion process and steps for each audit, using a ‘no surprises’ approach 
  Detailed review process over each audit, including peer review of the process 
 Discussions with management over draft reports and recommendations 
 The issuing of reports and discussion of recommendations made 
 Reporting back to F&A Committee 

Action:OH to send copies of presentation slides to Committee Members. 
  
5.6 Auditors are assigned to audits based on the type and complexity of the audit 

area and scope. Specialist auditors may be required for complex or specialist 
audits. Auditors are supported with access to previous reports and to audit plans 
from similar areas. Simpler audits are usually carried out by more junior (but 
fully-supported) members of staff, some being partly-qualified and others being 
trainees. 
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6. Strategic Risk Register 
  
6.1 No new strategic risks had been added since Board last considered the Strategic 

Risk Register [on 1 November 2018]. Operational Risks have been re-scored 
comprehensively. There are no remaining red-rated Operational Risks. 

  
6.2 Committee requested detail on when the score on Strategic Risk 7 

(Homelessness Reduction Act impact) would be reviewed, in line with the 
comments against this item on the Register. BR committed to a review of this 
score which, due to mitigating actions, would likely be lowered. This remains on 
the Register due to the importance of the Act (and its consequences) but the 
severity of the risk had lessened since its addition to the Register. 

  
6.3 Questions regarding trending of financial risks were answered. BR informed 

Members that several were trending downwards in regard to their scores, and 
none were currently increasing in severity. 

  
6.4 Committee considered whether succession planning should be added as an 

emerging risk. It was suggested that it would be appropriate to consider this as 
part of the wider leadership review process which would be going ahead in 2019. 
A general risk relating to ensuring appropriate Board skills and training are 
present at CBH. BR noted that this issue was of integral importance to the 
Leadership Plan and would need to be considered within that Plan. 

  
7. Redesign of the Risk Management Process 
  
7.1 Committee agreed that the Working Group to develop the Risk Management 

Likelihood and Impact Tables would consist of Glenn Houchell, Geoff Foster, 
Cyril Liddy, and any volunteers from the wider Board who might volunteer at or 
before the Board meeting on 10 December. There would be executive 
representation who would support and work with the Group to give guidance and 
ensure management buy-in to the process. It is envisioned that two or three 
meetings would be held, of 3hrs - half a day in length. The aim would be to 
produce a draft impact table and suggested risk areas over the course of one or 
two meetings, to then be brought to the wider Board for approval.  

  
7.2 The first meeting would be scheduled in first few weeks of January (availability 

permitting) with a second meeting to be scheduled to be used if necessary. A 
Board ‘working meeting’ (early afternoon) will be scheduled to follow these for 
Members to then approve the impact table, risk appetite areas and levels. 

  
7.6 Action: OH to schedule dates for two Working Group meetings and the following 

Board session. 
  
8. Finance & Audit Committee Terms of Reference Review 
  
8.1 The Chair highlighted that the Terms of Reference specifically give delegated 

responsibility to review the Company’s Business Continuity and Disaster 
Recovery Plans. Committee directed that they receive an update to cover results 
and recommendations from disaster recovery exercises/reviews which have 
been carried out, with future updates included on the Committee’s work plans. 
Action: BR to arrange for this to occur. OH to add these to the work plan. 
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8.2 Committee discussed and requested the following minor changes. Action: OH to 
make the following amendments: 
 Delete sentence 2 of Section 3.1 (Appointments will normally be made at the Annual 

General Meeting.) 
 Capitalise all instances of ‘Secretary to the Committee’ (as written here) 
Decision: Subject to the above, Committee approved the Terms of Reference. 

  
9. 2018/19 Financial Update – to 30 September 2018 
  
9.1 SS and SJ elaborated on points to note within their report, including:  

 Additional capital income had been received and budgets would be updated 
accordingly. 

 Expenditure on repairs has been reviewed and is being closely-monitored as CBH 
would be expected to absorb overspend in this area. 

 Correction: the underlying deficit figure of £27,600 given at 2.4 is incorrect and 
should be noted at being £57,200. 

 Key risk areas have been identified (at 2.4) where these may affect our future 
performance compared to forecasts. 

 Two income items that had appeared in past 2018/19 trading analyses have been 
removed as they are expected to now take place next year and will be added to the 
2019/20 analysis. These are Colchester Amphora Homes (£120k) and Stanway 
Community Centre (£28k). 

 Appendix E is a first-draft attempt to show profit margins, using projects completed in 
2017/18. Committee was asked to give steer as to whether they were happy with this 
approach, after which the Finance Team would produce a document to show profit 
margins on trading projects carried out in 2018/19. 

  
9.2 Committee sought assurance about the measures for reducing the deficit. BR 

assured Committee that managers understood the need to find efficiency savings 
and that the current position was close to target, before absorbing several 
additional areas of spending (SharePoint Officer, Data-Protection Co-ordinator, 
additional spending on IT training and electronic learning). BR noted that there 
would be an additional spend on LGA consultancy services in 2019, but this was 
expected to produce efficiency savings to be seen in following years. 

  
9.3 BR noted that some secured projects accounted for in this year may have their 

income for CBH generated in the next financial year, but there was no concern 
that this income would not be received. 

  
9.4 The two deficits noted in Appendix E involved the completion of a backlog of 

work at Lion Walk Activity Centre and a redesign being needed on the plans for 
the Heckworth Close Extension. These are low-level income streams and 
lessons are being taken from these to improve our approach to larger trading 
projects. Work is being done to improve the recording of timesheets (e.g. for 
billable hours) and the value of costs vs. the value of the project. This will give 
greater clarity on likely profit margins. 

  
9.5 Further work is being carried out to improve monitoring and reporting on trading 

projects. This would allow us to calculate the cost of failed/aborted bids, 
percentage of the design team’s hours spent on projects, the number of hours 
which are billable and those which aren’t. Committee stressed the need to 
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identify and avoid clients or sectors which do not provide project work with 
acceptable profit margins (unless there are non-pecuniary positive externalities 
to be gained through such contracts).  

  
9.6 Committee were asked if it was possible to measure the profit vs. cost of our 

repairs work to CBC stock. BR explained that benchmarking data collected by 
HouseMark shows average costs of responsive repairs and void works. Capital 
spend cannot be effectively benchmarked through HouseMark [which compares 
size of capital budgets, not how they are spent]. It may be possible to compare 
unit costs (e.g. of baths, new kitchens etc.) with other housing providers. 

  
9.7 SJ gave an update on the Wimpole Road flats. There had been issues involving 

high arrears, although one former tenant has almost paid off their high arrears, 
having kept up payments over the last four years. A small profit is being made 
each year, and a sinking fund is being built up to go towards any capital costs. 

  
9.8 Committee stressed the importance of finding a way to give a forecast of overall 

trading income and performance in comparison to our targets held within the 
CBH Business Plan agreed by the Board. BR explained that Appendix A now 
showed only the CBH position, including the income and costs of trading. Earlier 
iterations of this appendix that had come to Committee had included some CBC 
delegated budgets and capital spending and so hadn’t given the actual CBH 
position. The Business Plan will be updated following the setting of the 2019/20 
budget. Committee directed that in future financial updates it should receive a 
simple ‘bottom’ line comparing projected overall figures to the targets set in the 
Business Plan. Committee expressed their wish to see the overall financial 
position, in comparison to projections and targets. Should these diverge 
significantly, the areas of concern can then be identified and examined.  

  
9.9 In response to questions, SJ explained why Salary Sacrifice was noted in 

Appendix C with both asset and liability figures. This was due to the nature of the 
scheme, where CBH buys items and then recharges the cost of these to the staff 
taking part in the scheme, who then pay for them over time. 

  
10. CBH Budget 2019/20 
  
10.1 The only increase in the Management Fee would be to cover the expected 2% 

salary increase from April 2019. 
  
10.2 BR summarised the trading budget figures of 2018/19 and projections for the 

2019/20 budget. Committee noted the savings target for 2019/20 and sought 
assurance regarding how it was proposed to achieve it. GMi explained that there 
were concerns as to whether the £162k savings target was achievable, and there 
is work and planning being undertaken to mitigate the risk of not meeting this 
target. Current fluctuations in establishment and control budgets are being 
analysed and areas for savings are being assessed. The Business Development 
Plan and its contribution to the Business Plan will be re-examined, and the 
management team will need to develop a plan to close in on the savings target. 

  
10.3 Concern was expressed by Members that no specifics were attached to the 

2019/20 savings target. GMi explained that significant elements of this would be 
covered in confidential session, due to their commercially sensitive nature. 
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10.4 BR detailed some of the causes for increased salary costs (excluding the 2% pay 

award). These include increases in salary spine points within pay grades, and job 
re-grading as additional responsibilities are added to existing posts. 

  
10.5 Committee sought assurance that the Asset Management Strategy was 

deliverable over the coming five years, and specifically that CBH could deliver 
the scale of work planned for 2023/24 in respect of kitchens, which increased 
significantly in years 4 and 5. SS stressed the importance of timely procurement 
of contractors in order for this to be carried out. GMi explained that the large 
scale of planned works for that year was due to it being 20 years since the start 
of the Decent Homes programme, when widespread works were carried out. 
There will be considerable work to be done with Colchester Borough Council to 
meet the challenge of the work planned for that year. 

  
10.6 BR confirmed that the staffing element of the Management Fee was influenced 

by planned headcount as at 1 April 2019. Staff on temporary contracts will not 
form part of the establishment. BR then answered questions regarding what 
would happen if staffing levels change following April 2019. 

  
10.7 Committee requested detail as to why the table at 3.2 listed a change in funding 

of Housing Options of £210k, compared to the bullet point beneath giving an 
increase in funding of £195k. BR clarified that this was due to additional 
increases, such as the cost-of-living increase to salaries, and noted that grant 
money is spent solely on activities for which it was provided. 

  
10.8 The reduction in the delegated budget for ‘Services for older people’ (in Appendix 

1) from £694,600 to £534,300 was queried. SJ explained that this was a result of 
putting in place a five-year plan for communal areas in sheltered schemes. 
Budgets for this type of work had been previously split across different areas 
(including an Asset Management capital fund, and different funding pots within 
the delegated budgets). The funding pots within the delegated budgets have now 
been folded into the larger capital programme, so the change in figures shown in 
Appendix 1 does not represent a reduction in spending for this area. 

  
10.9 Decisions: Committee agreed the decisions listed at 1.2, 1.3 and 1.4: 

 Noted the CBC delegated budgets for 2019/20 (subject to confirmation from CBC) 
 Noted the 2019/20 capital works budget (paid for by CBH) 
 Noted the updated position on reserves set out in section 4.3. 
The approval required for 1.1 (approve the overall 2019/20 Management Fee 
(MF) budgets using the authority delegated by the Board) was delayed to allow 
for Committee to enter into further discussion of this in confidential session.  

  
11. Governance Report 
  
11.1 Actions:  

 Directors Management Team to consider an appropriate frequency of reviews of the 
new Repairs Handbook. 

 OH to add the Business Continuity Plan Review to the work plan before Committee’s 
next meeting, once BR has confirmed a date for this with the Chair. 

 OH to add an annual review of all Red- and Amber-rated risks, setting the next of 
these for the Committee’s August meeting. 
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 There being no further business, the meeting closed at 19:05 
 

F&A Committee Action List 

Item Action Who By When Done 

7 June 2018 

2.2 
Investigate options for reporting and ensuring that 
Board adoption of CBC policies was sought when 
necessary 

BR/OH 19 Sep ‘18 
See 2.4 

from 5 Dec 
(below) 

4 October 2018 

6.2 

Check the staff contractual death benefits salary 
multiple to see if this was aligned with the 
insurance cover multiple of three times salary, as 
provided under the Chubb personal accident 
policy. Also check whether life cover is provided by 
the pension scheme. 

SJ 20 Nov ‘18 Yes 

5 December 2018 

2.4 Raise 2.2 from 7 June (above) with CBC’s 
Monitoring Officer, Andrew Weavers. OH 20 Feb 2019 Yes 

4.3 

Ensure that, where internal audit recommendations 
are repeated in a subsequent audit, the new 
recommendation includes a note to say that this 
had already been made in a previous audit. 

AW Ongoing Yes 

5.4 
Provide Board with access to the e-learning 
modules on data protection (HR will need to set up 
Members with MyLearning accounts). 

OH 20 Feb 2019 

Awaiting 
final 

module 
approval 

5.5 Send copies of Internal Audit presentation slides to 
Committee Members. OH 14 Dec 2018  

7.6 Schedule dates for two Risk Working Group 
meetings and the following Board session. OH 20 Dec 2018 Yes 

8.1 & 
11.1 

BR to arrange for Committee consideration of 
Business Continuity & Disaster Recovery Plans. 
OH to add these to the work plan. 

BR&OH 22 Jan 2018  

8.2 Make amendments to Terms of Reference, as 
requested by Committee OH 20 Dec 2018 Yes 

11.1 DMT to consider an appropriate frequency of 
reviews of the Repairs Handbook. 

BR 20 Feb 2019  

11.1 See 8.1. OH 22 Jan 2019  

11.1 
Add an annual review of all Red- and Amber-rated 
risks, setting the next of these for the Committee’s 
August meeting. 

OH 22 Jan 2019 Yes 
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2018-19 Board Forward Plan 
 
Items highlighted in yellow will be for information only, but Board Members are invited 
to raise any questions that they might have on these items at the meeting under 
which they are listed. 
Items highlighted in green are the reviews of specific Strategic Plan Delivery Plans. 
 
Items highlighted in blue are for the Appointments & Remuneration Committee. 
 
Date Item Committee Presenting 

24 Apr ‘19 Board Member Recruitment Policy – FOR 
DECISION n/a BAO 

 
Invite Chair Appointment Panel to carry out 
process to appoint a new Chair. FOR 
DECISION 

n/a 
Chair 

 Information & Confidentiality Policy FOR 
DECISION n/a BAO 

 Anti-Fraud & Corruption Policy & 
Procedure FOR DECISION F&A DoR 

 Whistleblowing Policy FOR DECISION F&A DoR 

 People Plan Review - FOR DECISION n/a HoHR&G 

 Finance Assurance Report F&A DoR 

 Strategic Risk Register Review – FOR 
DECISION F&A DoR 

 
Setting new approach to risk management, 
including appetite areas and impact tables 
FOR DECISION Confidential 

F&A 
DoR 

 Chief Executive’s Report Confidential n/a CEO 

 Trading Review Confidential BOP DoR 

  

3 July ‘19 Code of Governance FOR DECISION n/a BAO 

Scheme of Delegation FOR DECISION  BAO 

Strategic Plan Assurance Report Q4 n/a CEO 

Medium Term Delivery Plan – Q4 
questions n/a DoR 

 Approval of Company Accounts FOR 
DECISION F&A Jun ‘18 DoR 

 Business Development Plan Review - FOR 
DECISION BOP DoR 
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Date Item Committee Presenting 

 Annual Health & Safety Report n/a DoPS 

 Finance Assurance Report F&A DoR 

 Strategic Risk Register Review – FOR 
DECISION F&A DoR 

 Chief Executive’s Report Confidential n/a CEO 

 Trading Review Confidential BOP DoR 

  

9 Sep ‘19 Approval of new Tenant Board Member & 
new Independent Member – FOR 
DECISION 

n/a 
Chair 

Health & Safety Policy – FOR DECISION n/a H&SM 

Strategic Health & Safety Policy Statement 
– FOR DECISION n/a CEO & H&SM 

Board Member Code of Conduct – FOR 
DECISION n/a BAO 

Resident insight & engagement strategy – 
FOR DECISION n/a HoH 

Risk Management Policy & Strategy – FOR 
DECISION F&A DoR 

Safeguarding Policy – FOR DECISION n/a HoH 

Approval of Company Annual Report – 
FOR DECISION n/a CEO 

Annual Report from F&A F&A Jun ‘18 DoR 

Strategic Plan Assurance Report Q1 n/a CEO 

Medium Term Delivery Plan – Q1 
questions n/a DoR 

Leadership Plan Review - FOR DECISION  HoAM 

Annual HR Report n/a HoHR 

Annual Equality & Diversity Report n/a HoHR&G 

Annual Safeguarding Report n/a HoH & E&DO 

Finance Assurance Report F&A DoR 
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Date Item Committee Presenting 

Strategic Risk Register Review – FOR 
DECISION F&A DoR 

Chief Executive’s Report Confidential n/a CEO 

Trading Review Confidential BOP DoR 

 
 
 

24 Oct ’19 Internal Audit Charter FOR DECISION F&A DoR 

Appointment of Vice Chair FOR DECISION n/a Chair 

Notice of Appointment of new Chair n/a Chair 

Appointment of Committee and Panel 
Chairs (if necessary) - FOR DECISION n/a Chair 

Customer Plan Review - FOR DECISION  HoH & HoO 

Finance Assurance Report F&A DoR 

Strategic Risk Register Review – FOR 
DECISION F&A DoR 

Chief Executive’s Report Confidential n/a CEO 

Trading Review Confidential BOP DoR 

24 Oct ’19 
AGM 

Standard Items on AGM agenda: 

 Adoption of Financial Statements 
 Appointment of External Auditors 
 Annual Resident Insight & 

Engagement report 
 Noting of Resident and Independent 

Board Member selection results 
 

 

 

 

9 Dec ‘19 

 

Capital Investment Programme 2020-2025 n/a DoPS 

Medium Term Delivery Plan Q2 questions n/a DoR 

Strategic Plan Assurance Report Q2 n/a CEO 

VFM, Tech & Investment Plan Review – 
FOR DECISION n/a DoR 

Finance Assurance Report - FOR 
DECISION F&A DoR 
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Date Item Committee Presenting 

Strategic Risk Register Review – FOR 
DECISION F&A DoR 

Chief Executive’s Report Confidential n/a CEO 

Trading Review Confidential BOP DoR 

 

27 Feb ‘20 CBH Budget 2020/21 report FOR 
DECISION F&A DoR 

Housing Investment Programme 2020/21 
FOR DECISION 

n/a DoPS 

Medium Term Delivery Plan Review - FOR 
DECISION n/a SDM 

Medium Term Delivery Plan Q3 questions n/a DoR 

Strategic Plan Assurance Report Q3 n/a CEO 

Community Plan Review - FOR DECISION n/a DoH 

Finance Assurance Report F&A DoR 

Strategic Risk Register Review – FOR 
DECISION F&A DoR 

Chief Executive’s Report Confidential n/a CEO 

Trading Review Confidential BOP CEO 

 

 
Items to add once ready: 

 CBH 2019 Pay Award 
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