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COLCHESTER BOROUGH HOMES LIMITED

ONE- HUNDRED-AND-ELEVENTH BOARD MEETING
To be held at 5.30pm, Monday 9*" December 2019
Rowan House, 33 Sheepen Road

Colchester. CO3 3WG

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 4-10)

To approve as a true record the minutes of the meeting held on 24" October
2019 and to deal with any matters arising.

4. Voice Your View

ITEMS FOR INFORMATION

5. Report on Outcomes from Mental Health support work secondment (Page
11-13)

Karen Loweman — Director of Operations

6. 2018/2019 Housemark Data presentation (Page 14-24)
Gerardine Murphy — Head of ICT & Business Intelligence
ITEMS FOR RECOMMENDATION

7. Capital Investment Programme 2020-2025 (Page 25-31)

Matt Armstrong — Director of Business Improvement
ITEMS FOR DECISION
8. VFM, Tech & Investment Plan Review (Page 32-66)

Matt Armstrong — Director of Business Improvement
9. Medium Term Delivery Plan Target Setting (Page 67-73)
Gerardine Murphy — Head of ICT & Business Intelligence

10. Board Member Expenses Policy (Page 74-88)



Jo Paget — Governance Officer

STANDING ITEMS
11. Health and Safety Update Report (Page 89-91)

Karen Loweman, Director of Operations
12. Strategic Risk Register (Page 92-94)
Matt Armstrong, Director of Business Improvement

13. Strategic Plan Assurance Report Q2 (previously distributed) —
questions arising (Page 95-101)
Gareth Mitchell, Chief Executive

14.Medium Term Delivery Plan Q2 (previously distributed) — questions
arising (Page 102-110)
Gareth Mitchell, Chief Executive

15. Finance Assurance Report (Page 111-114)
Matt Armstrong, Director of Business Improvement
16. Chief Executive’s Report (Page 115-122)
Gareth Mitchell, Chief Executive
17. Committee Minutes (Page 123-127)
Finance and Audit Committee 4" November 2019
Forward Look (Page 128)

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

18. Any Other Business
Board Members’ activities.
Board and Committee Meeting Schedule — for approval
19. Meeting Review
Dirk Paterson, Chair of the Board
Exclusion of the Public

B. Confidential Board Meeting

20. Confidential Finance Assurance Report (Page 129-132)

Matt Armstrong — Director of Business Improvement



End of Meeting

Forthcoming Meetings

Thursday 27" February 2020
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Minutes of the Hundred and Tenth Board meeting held at JobServe Community Stadium,
United Way CO4 5UP on Thursday 24 October at 18:00

Present:

Dirk Paterson

Clir Nigel Chapman

Chair

Gareth Mitchell
Clir Lesley Scott-

Boutell

Glenn Houchell

Clir Cyril Liddy
Julie Parker
Michael Campbell

Paula Goddard

Lorna Preece

Vice Chair

In Attendance:
Karen Loweman

Matt Armstrong
Karen Williams
Kirk Braker

Karen Paton

Tina Hinson
Justine Van Winkel
Observing:

Angelique Ryan

Mark Healy

Ann Bellamy,
Charlotte Millbourne
Carole Butterfield

Andrew Grimwade
Nikki Williams

Nathan Suley
Will Purser

Mandy Jones

Director of Operations
Director of Business
Improvement

Head of Housing
Head of Repairs and
Maintenance
Colchester Borough
Council (CBC)

CBC

Minutes

Head of HR and
Governance
Resident Insight and
Engagement Officer

Visiting Officers

Early Response Rough
Sleeper Co-ordinator
Unit Support Manager
Property Services

ASB Co-ordinator
Project Officer

Council Representative
and Assistant Director for
Policy and Corporate

Clir Adam Fox (CBC)

1. Apologies and Quorum.

1.1 No apologies were received, and the meeting was confirmed as being
quorate. The Chair welcomed all those present to the meeting and
new resident Board Members Lorna Preece and Paula Goddard.
Declarations of Interest by Board Members and Officers

21 Clir Cyril Liddy declared his interest as Chair of the CBC Planning
Committee regarding the mention of the work CBH is doing with
Colchester Amphora Homes Ltd. (CAHL) on the Council’s new build
projects.

3. Minutes of previous meeting

3.1 The minutes were approved for the Chair to sign with no matters arising.




Voice Your View

4.1 None raised.
5. Approval of Appointment of Vice Chair
5.1 It was agreed that Clir Nigel Chapman would continue to be Vice Chair

of the Board. The term Vice Chair was noted as a concern and the
Board was asked to consider renaming this position to Deputy Chair,
however, it was confirmed that the terminology of Vice Chair is
stipulated in the Articles of Association.

The Board Resolved to:
Approve the continuation of Clir Nigel Chapman as Vice Chair of the Board

6.

Appointment of Committee and Panel Chairs

6.1

It was agreed that Julie Parker will chair the Finance & Audit
Committee, Clir Cyril Liddy will chair the Appointments &
Remuneration Committee, Clir Nigel Chapman will chair the Business
Development Panel and Michael Campbell will chair the Residents
Panel.

The Board resolved to:
Approve the nominations for Committee and Panel Chairs

7

Internal Audit Charter

7.1

Matt Armstrong presented the Mazars Internal Audit Charter, which had
been presented to, and scrutinised at, Finance & Audit committee in
August for recommendation to the Board.

There being no objections or amendments the Board resolved to:
Approve the Internal Audit Charter

8.

Customer Plan Review

8.1

Karen Williams and Kirk Braker presented the report highlighting
achievements over the last 12 months.

8.2

Internet access points are being installed in communal areas at
sheltered schemes and training will be provided to our customers.
Equality and Diversity e-learning training carried out for all staff. Make
a Difference days involved consulting with 700 tenants in addition to
carry out works such as painting garages etc.

8.3

The new CBH website was launched in April and 21,000 people have
looked at our website spending an average of 3 minutes per visit. We
have looked at reporting through our online service where customers
can report repairs and upload photos which supports CBH diagnosing
repairs quicker and being more efficient.

8.4

The handbook will have more interactive functions soon and will ensure
that councillors have access to works information.

8.5

All new staff members receive customer service training. During
recruitment of new staff, we have worked with our customer champions
who are representatives from all areas of the organisation. A suite of
customer questions has been developed to test the skills sets that
individuals have around customer excellence.

8.6

Development of a new resident Engagement Strategy - CBH will be working
with TPAS to ensure that CBH has the right strategy in place.

8.7

A new complaints learnings process is in place to help us focus on what
our customers are telling us and this is being scrutinised at CMT level.




8.8

The “Let’'s Get Digital” message has been relayed through Housing
News & Views and similar events will be organised in the future. It was
noted that Councillors should be notified about these events.

8.9

Contractor performance and satisfaction levels - The Board asked how
CBH will measure the value of contractors works. Procurement in the
past may not have had the correct performance measures. There
should be indicators in their contracts which they will be held
accountable for. CBH are looking at a standard suite of documentation,
to train staff to ensure they are using the right documents so when we
go out to tender staff are familiar with the correct documentation.

8.10

Gareth clarified that the STAR (Survey of Tenants and Residents)
survey is a two-year survey carried out in partnership with CBC to
ascertain customers’ overall view about the services we provide. It was
agreed that further work needs to be done to evidence that customers
are listened to and our actions in response to that are communicated.

Homeless and Rough Sleeping Strategy

Karen Loweman provided an overview of the strategy and was joined
by Tina Hinson and Karen Paton from CBC. The Homelessness
Strategy is an important strategy which is jointly delivered in
partnership with CBH and other local organisations working in this field.
The Board were asked for their comments before it is presented to
Cabinet for approval in November.

Tina outlined that one of the most fundamental changes was the
change to homelessness legislation through the implementation of the
Homelessness Reduction Act in 2018. The strategy is a Colchester
Strategy and not a CBC document and has been developed and owned
by a wide range of organisations.

9.2

The strategy sets out how organisations will do more over the next 5
years and has been developed by recognising good practice and is in
line with the government’s legal requirements.

9.3

The strategy began with a homelessness consultation event led by
Homeless Link, who are a homeless charity that support organisations
that work with homeless people. The event has helped CBC/CBH to
develop a fresh approach to preventing homelessness in Colchester.
Current challenges that organisations faced were looked at which
change over time. Some of the key priorities were identified.

9.4

The project group reviewed the feedback from the event and identified
the main gaps in homelessness service provision and agreed the main
aims of the strategy. Focus groups and drop-in sessions were set up to
engage with people who are homeless or have been homeless for their
feedback. Two days in April were spent at the Youth Enquiry Service,
Colchester Emergency Night Shelter and Beacon House. 12 people
were interviewed who were or had experienced homelessness and
their feedback was included anonymously in case studies in the
strategy.

9.5

Once the information-gathering stage was complete, an overarching
view was developed to increase early intervention and this is reflected
in Colchester’s prevention charter which was developed earlier this
year.

9.6

4 key aims were identified:
¢ Increasing access to accommodation and providing settled homes
e Helping people to sustain their accommodation




e Improving the health and wellbeing of people that experience
homelessness

e Improving communication and challenging the perception and
culture of homelessness.

9.7

A delivery plan has also been developed by the project group which
outlines the way in which CBC, CBH and partners plan to meet the aims
of the strategy. The progress is monitored and updated annually,
reviewed by the Portfolio Holder and key stakeholders. A progress
report will be provided on an annual basis and published on the CBC
website.

9.8

The question was raised whether there are any studies or evidence of
what works in terms of prevention best practice before homelessness
becomes a reality for someone. A toolkit it being developed to gain an
understanding of why people become homeless.

10.

Health and Safety Update Report

10.1

Karen Loweman presented the first Health and Safety update report
to Board which is work in progress. The report is generated from
Assure which highlights incidents captured on the system and
identifies any trends.

10.2

It was noted that it would be useful to know whether the incidents were
as a result of CBH actions or the customer’s actions.

10.3

All staff have been trained to identify incidents and to report these on
Assure. The Health & Safety Officer is training staff to get better
reports and understanding of incidents.

11

Strategic Risk Register

1.1

Matt Armstrong presented his report and asked the Board to approve
the strategic risk register and note progress on mitigating actions and
to note the comments from the Finance & Audit committee on the
operational red and amber risks.

11.2

Matt highlighted Item 4.1 “where do the risks come from”. Each of the
six Strategic Plan Delivery Plans has its own risk register attached to
it and we also are developing a risk register linked to the Medium Term
Delivery Plan.

11.3

Risks for environmental impacts including climate change — we have
been briefed on CBC low carbon management plan targets and early
discussions are taking place about the CBH contribution to that work.
The Board indicated that a report on climate change mitigation work
would be useful in due course.

The Board resolved to:
Approve the Strategic Risk Register and noted that further training
would be required.

12.

Chief Executive Report

121

Gareth Mitchell presented his report and highlighted some of the key
elements in the operational activities within the organisation.

12.2

Consumer regulation - There has been a lot of activity around the
Consumer Standards and clearer direction on a national level will be
forthcoming. The management team are looking at how to more
effectively report to Board from a broader compliance perspective.

12.3

Project Aurora — the project is progressing well, senior level meetings
have happened with Northgate. Gareth highlighted the significance of
the scale of change this will entail for the organisation, and also the
excellent collaborative working to date with CBC on this project.




12.4

Work with CAHL around garage sites and other development sites and
at the Elfreda Sheltered Housing scheme.

12.5

Following the senior management restructure in August, the Head of
Finance role is currently out for recruitment, however the current Head
of Finance and Performance is still in post and Matt Armstrong is
proactively managing the planned handover process. Mark Wicks has
been appointed as the new Head of Asset Management.

12.6

CBH are currently developing a “bond” for landlords who may be
cautious of accepting a new tenant who is homeless or on low income.
The Board asked whether CBH or CBC are providing the bond and it
was confirmed that this is a stream of bid funding with CBC. The
funding must be bid for in the Local Authority’s name and the bonds
will also be in the Local Authority’s name. Through the grant fund CBH
have been able to employ someone who has been employed in private
sector lettings and who will be working with private sector landlords to
deliver the bond.

We have been working with CBC’s legal team to develop the bond
which is now in place and approved.

12.7

It was asked whether or not new starters are expected to complete data
protection training during a specific period. It was noted that this
refresher training is mandatory on an annual basis and completion is
closely monitored..

13.

Update from the Chair of the Resident’s Panel

13.1

Michael Campbell confirmed that the Residents Panel met on 16
October at Myland Parish Hall where the focus was Facilities
Management and Design and Construction Management.

The Resident’'s Panel meeting was promoted via social media and
residents who were interested in the topics were contacted. The
residents were given a presentation on the role and structure of each
team, the facilities managed by CBH and the future challenges.

An update on the building maintenance programme, capital projects
and the carbon management programme was provided, however the
panel were reminded to be diligent when sharing this information with
CBH customers who may query this in relation to the rent they pay.
The panel ask for clarification for around schemes being managed by
CBH and the extent of CBH’s involvement. Archaeological finds and
the refurbishment of the Mercury Theatre were explained in more
detail.

14

Committee Minutes and Terms of Reference

141

The Board reviewed the Business Development Panel minutes and
amendments to the Terms of Reference. It was agreed that the
amendments were consistent with the agreed business plan. It
was noted that there had been good attendance at this meeting, and
new members were encouraged to attend.

The Board resolved to:
Approve the Committee minutes and Terms of Reference of the
Business Development Panel.

15

Forward Look

15.1

The forward look was noted by Board Members.




15.2 | It was noted that there is a Board Awayday on the 16" December 2019
which will focus on looking at what our liabilities are as directors and
Board members’ skills.
16. Any Other Business
16.1 | It was noted that other providers may be interested in the Resident and
Engagement Strategy and CBH may wish to consider selling this to other
organisations.
16.2 | Board Members Activities:
Dirk Paterson highlighted the following activities
e Briefing with CEO Gareth Mitchell
e Presenting awards at Beth Chatto Gardens with the opportunity
to meet residents.
e Briefing and handover with Anne Grahamslaw on 10 September
e Scrutinising Articles Association
(covered various challenges and opportunities within the
organisation).
e Briefing from Vice Chair, Clir Nigel Chapman
e Meeting with Karen Loweman to understand how the operational
side of the business runs.
e Meeting with Matt Armstrong to understand Business
Improvement and the 5 year business plan
e Scrutiny of the Schedule of Delegation and articles of association
e One to one meetings with Board Members
e Briefing on the emerging CBH Business Plan and Design and
Construction Management project work
e Impact of Universal Credit
e Meeting with Angelique Ryan, Head of HR and Governance
about how the organisation works and forms an executive point
of view.
e Four way meeting with Adam Fox, Adrian Pritchard and Gareth
Mitchell
Michael Campbell highlighted the following:
e Attendance at a Universal Credit Meeting, a community budget
meeting and a task and finish meeting at Grymes Dyke Centre in
Colchester.
17. Meeting Review
17.1 Board Members were given the opportunity to review the meeting and
the following comments were noted:
The Chair commented on the significance of encouraging participation
in the Board Meetings
The “horseshoe” seating plan at the stadium was not thought to be
ideal.
The Board welcomed the opportunity to meet with Matt Armstrong and
other officers to go through reports.
It was agreed for future meetings to run more efficiently and for the
aim to be to complete Board meetings by 8pm.
17.2 | The Chair thanked Angelique Ryan, staff, facilitators and presenters

for their contribution to a successful meeting.




| Meeting closed at 8.55pm

Action Tracker

Date of Next Meeting
Monday 9" December

for members

ltem Action Who By When Done
11. Strategic Further Training | Matt Armstrong | January 2020 Workshop to be
Risk Register to be arranged scheduled




REPORT TO COLCHESTER BOROUGH HOMES

DATE: 09 December 2019
TIME: 17.30
VENUE: Room 1, Rowan House

AGENDAITEM: 5

SUBJECT: Mental Health Support Work Secondment

REPORT BY: Karen Loweman, Director of Operations

@& (01206) 282805
‘B karen.loweman@cbhomes.org.uk

FOR INFORMATION

1.

2.1

3.1

Recommendation

For the Board to note the progress and outcomes achieved from the initiative
to develop a secondment from the Essex Partnership University NHS
Foundation Trust (EPUT)

Purpose of Report

This report provides information to Board members, monitoring the progress
of the secondment of an Advance Nurse Practitioner from the Essex
Partnership University NHS Foundation Trust (Home First team) to Colchester
Borough Homes (CBH)

Background

Our customer profile identifies an increasing number with mental health
issues, leading to more frequent interaction with Mental health practitioners.

7.5 % (488) of CBH tenants have a self-defined mental health issue or
learning disability

Frequently support is required at a time of crisis, and often our staff members
are not able to access relevant information or services for our tenants.

Accompanying this, the Mental health “Home First” team were keen to
understand routes to housing and how to best advise patients in respect of
housing.

A service level agreement has been developed and agreed by the Mental
Health Home First team and Colchester Borough Homes providing a
seconded Advance nurse practitioner to our Housing team. The agreement
commenced in March 2019 with a 2 day week secondment for one year.



4.1

4.2

4.3

Outline objective

Whilst both parties agreed that the secondment could have some flexibility in
the way that it worked and would consider service requirement of both EPUT
and CBH, the agreement sets out to achieve:

e A partnership between housing and mental health service in Colchester
e Developing defined service links to identify support, particularly to
those who are homeless or at risk of becoming homeless

Key objectives were defined:

e Enhance and develop the partnership between homelessness services
and the Home First team

¢ |dentify and support those who are homeless and require support with
mental health

e Develop a pathway between the mental health home first and housing
and homelessness services.

e Develop a “Housing First” approach with accommodation and support
to relieve or prevent homelessness.

e Provide support and training for staff in both organisations to improve
understanding of housing, homelessness and mental health services

e Provide access to a mental health assessment for those presenting as
homeless or sleeping rough as required to improve accommodation
and services for them

e Deliver outreach support for those who may be at risk of losing a
tenancy, are street homeless or have recently been housed via Home
First team

The appointed advanced nurse practitioner has settled in quickly, principally
working with the homelessness assessment and rough sleeping outreach
teams, but also making herself available to housing management support
teams to provide advice and assistance where required.

Training has been delivered to both the “Home First” team and housing teams
to improve knowledge and information regarding the services that both teams
have responsibility for, significantly improving understanding.

Navigating services for housing and mental health can be complex, and the
secondment has quickly led to improved information and support which is now
available to staff in both service areas.

The secondment has delivered a significant resource to support the rough
sleeper outreach team and has developed support for tenants where the
tenancy was at risk.



4.4

5.1

6.1

71

8.1

9.1

10.

10.1

11.

11.1

It is pleasing to report that the arrangement is delivering outcomes which can
be measured through reduced risk of homelessness and eviction and
improved working relationships between the two teams.

Commissioners have identified the benefits of the secondment and are
considering the extension of the service across North Essex

Risk Management

The introduction of the secondment has reduced the risk of vulnerable
customers becoming homeless. It has also reduced the impact of crisis
intervention when it occurs.

Human Resources

The current secondment is a fixed term contract to end of February 2020.
Terms and conditions of employment are retained by the NHS

Legal Implications

A data sharing agreed is in place

Financial Implications

The secondment has been funded through additional funding achieved
through the Ministry of Housing, Communities and Local Government

(www.MHCLG.gov.uk) with demonstratable outcomes provided to health
commissioners for consideration to extend the term of the secondment

Value for Money

This is a new service that has provided significant benefit to our organisation
through a pilot secondment, achieved through external grant funding

Health & Safety Implications

The post and associated partnership work has decreased the risks to staff of
dealing with mental health issues arising from customer behaviour.
Increasing awareness of how to deal with mental health issues. Improving
customer safety with early intervention and support.

Equality & Diversity Implications

There is a positive impact for those customers who have mental health issues
and require support with housing.


http://www.mhclg.gov.uk/

¢

HouseMark

Colchester Borough Homes
Tailored Feedback

Alex O'Callaghan




@ Peer group - all Eastern providers

Stock numbers (excluding garages)

Broadland Housing Association 5,094
Central Bedfordshire Council 5,665
CHP 9,997
Colchester Borough Homes 6,928
Colne Housing Society 2,960
Cross Keys Homes 12,322
Greenfields Community Housing 8,582
Guinness Partnership (The) 65,835
Havebury Housing Partnership 6,793
Hightown Housing Association 6,396
Mid Suffolk DC 3,317
Norwich City Council 18,134
Orwell Housing Association 3,503
Saffron Housing Trust 6,009
South Cambridgeshire DC 5,708
South Essex Homes 6,777

Suffolk Housing 2,673



@ Overhead costs as a percentage of adjusted turnover

AdJUSted tU rnover = Colchester Borough Homes
turnover — cost of sales
+ internal DLO turnover

6.93%

Eastern Region 10.23%

Overhead costs include employee
and non-pay costs associated with:

«  Office premises

 Finance
« |TC National ALMOs/LAs 8.18%
« HR
«  Central overheads (corporate
services) National HAs 11.88%

0% 2% 4% 6% 8% 10% 12% 14%



@ VFM quadrant
2018/19 2017/18

Relatively good performance Relatively good performance

High cost High cost
17 17
o o
& &
Relatively poor performance Relatively poor performance d i:'
Low cost &N cost
Performance Performance

1. Responsive repairs 5. Resident engagement

2. Voids and lettings 6. Customer services

3. Rent arrears and collection /. Neighbourhood management

4. Tenancy management 8. Community investment



@ Responsive repairs — cost drivers
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@ DCPP void works service provision

Direct CPP of void works (service provision)
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@ Average cost of a void repair

Average cost of a void repair
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Key figures Trend data
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@ Average re-let time (standard re-lets)

Average re-let time
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@ DCPP of rent arrears and collection

Direct CPP of rent arrears and collection
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@ Rent arrears as a percentage of rent due

Current and former tenant arrears %
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Key figures Trend data
2016/17: 1.90%

Colchester Borough Homes: 1.56%
Lower quartile: 4.70%

Median: 3.11%
Upper quartile: 1.95%

2017/18: 1.65%
2018/19: 1.56%



@ Summary savings table

TCPP CBH TCPP median CPP saving Aggregate
saving

Responsive £391.40 £590.28 £198.88 £1,154,896.16
repairs

Void works £168.09 £233.25 £65.16 £378,384.12
Housing £276.69 £439.91 £163.22 £947,818.54
management

Cyclical works £249.53 £264.78 £15.25 £88,556.75



REPORT TO COLCHESTER BOROUGH HOMES

DATE: 09 December 2019
TIME: 17.30
VENUE: Room 1, Rowan House

AGENDAITEM: 7

SUBJECT: Capital Investment Programme 2020-2025

REPORT BY: Matthew Armstrong, Director of Business Improvement

@& (01206) 506917
Y mathew.armstrong@cbhomes.org.uk

FOR DECISION

1.

1.1

1.2

1.3

2.1

2.2

2.3

Decision Required

That the draft five-year Housing Revenue Account (HRA) Capital Investment
Programme 2019-2024 as set out at Appendix 1 be submitted to the Council
for consideration and approval through the Council’s budget setting process.

That the draft five-year HRA Repairs and Maintenance budgets as set out at
Appendix 1 be submitted to the Council for consideration and approval
through the Council’s budget setting process.

That the Board receives a report on the outcome of the Council’s decision at
the Board meeting of the 27t February 2020 regarding the overall budget
setting decisions in respect of the draft submission.

Purpose of Report

Under the terms of the Management Agreement between the Council and
Colchester Borough Homes (CBH), CBH are required to submit to the Council
by the 15t December a request for the Management Fee for the ensuing year.

To facilitate and inform the CBH proposed Management Fee, the Council are
to notify CBH by 31 October of the estimated budget amount for capital
investment and revenue works for the following year. Officers from CBH and
the Council work closely to set these budgets.

This report sets out in detail the proposed 2020-21 HRA capital investment
and revenue programmes and the overarching 2020-2025 programme for
consideration by the Board and, subject to any changes directed by the
Board, submission to the Council for consideration and subsequent approval
through the formal budget setting process.

Background & Content



3.1
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3.3

4.1

4.2

4.3

The 30-year capital investment cost tables (appendix 1) are produced in
September from data held within the Asset Management Database
(Codeman). This plan forms a long-term financial projection which is in line
with the Housing Revenue Account (HRA) Business Plan. CBC and CBH
Officers refer to this plan in order to produce a 5-year budget and highlight
any future challenges that may need to be addressed within the 5-year plan.

Over this past year the Government has been considering responses to a
consultation on its Social Housing green paper. The paper proposes a new
deal for Social Housing and is organised around five themes:

Ensuring homes are safe and decent

Effective resolution of complaints

Empowering residents and strengthening the Regulator
Tackling stigma and celebrating thriving communities
Expanding supply and supporting home ownership

Although the resulting government white paper has yet to be published, a
workshop was held on the 4" July with Officers from across Property Services
to set out the type of works to be considered in a new Colchester Standard.
These works which often fall outside of the data held in Codeman have been
included in the 30-year investment programme. A new Colchester Standard,
which will replace the Decent Homes standard we currently work to, will be
finalised in the new Asset Management Strategy (AMS) planned for
publication in January 2022.

CBC and CBH Officers have identified that there are a number of future
challenges that need to be taken into consideration around the potential
impact of Britain leaving the EU, the skill shortages in the construction
industry and the buoyancy of the construction market itself. The Board is
reminded that the Council’s HRA 30-year business plan will need to be
reviewed in light of the lifting of the HRA debt cap and the future requirements
of any Social Housing white paper. The Asset Management Group (AMG)
have started discussions on the process for updating the HRA business plan
and subsequent update of the AMS in the Autumn of 2020.

The 30-year Capital Investment Cost Tables

The 30-year cost tables shown at appendix 1 highlight an increase in the 30
year cost from £397m last year to £413m, equating to a required investment
of £70,665 per property over the 30-year period. This is expected as the
model does not take into account inflation, and elemental costs have been
increased this year to reflect what we are currently paying.

Data is modelled on a planned approach to replacement as opposed to a
condition-based approach, meaning the investment plan is expecting each
property element to last its stated life.

The cost table shows there is just over £5m of refused work which is where a
tenant has refused a replacement element for a number of different reasons.
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The majority of this work is completed after the property has become empty
and a new tenancy started, this equates to approximately £650k per year.

Board members are also asked to note the start of the Decent Homes
programme in 2003 included large scale refurbishments within a short period
of time. The resulting replacement of these elements in the investment
programme is starting to show in the next 5 years. An example of this is the
kitchen programme which increases from a relative steady investment of
£700k per year to £3.2m in year 4 (2023/24). The life span of a kitchen is 20
years.

The 5-year plan

The proposed five-year capital investment programme shown at Appendix 2
has been prepared in accordance with the approved CBC and CBH Asset
Management Strategy. It reflects decisions taken regarding the Sheltered
Accommodation portfolio of assets and the work of the Asset Management
Group (AMG) and its sub-groups

The draft programme set out is broadly in line with the budget agreed in
principle in last year’s budget. All revenue budgets have been inflated by 3%
in line with the HRA business plan, with the exception of the gas servicing
budget which has a 5% increase as per the terms of the contract. Capital
budgets reflect the current unit price of elements through current

contracts. Planned assumptions are net of leaseholder income.

Board Members are asked to note that the proposed budgets set out at
Appendix 2 show the staff costs, including overheads, as a fee to cover the
anticipated costs of professional, supervisory, administrative and managerial
staff necessary to deliver the proposed programme. This being an annually
agreed figure as set out under the terms of Schedules 3 (responsive and
cyclical repairs) and 6 (planned investment programme) of the Management
Agreement and these costs will be paid to CBH, as part of the Management
Fee paid to CBH by the Council.

Board Members are also asked to note that the Revenue Repairs and
Maintenance budgets for works will similarly be paid to CBH as part of the
Management Fee and will be ring-fenced by the Council for this purpose.

Overall, the proposed five-year programme is aligned with the 30-year capital
investment programme, amended, insofar as practicable, to reflect the
legislative changes set out above and the majority of other changes to reflect
either newly-arising need to be funded outside of the 30-year investment
programme or the timing of investment, such as bringing forward capital
investment to reduce revenue expenditure in future years of the programme.

There is an expectation of further fire safety measures required within the
housing stock following the outcomes of the Grenfell enquiry and Hackitt
review and a budget of £100,000 has been factored in for this.

The investment in our Sheltered Schemes is broken down in a separate 10-
year plan which ensures investment is split equally and cyclically between
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each of the schemes. This investment is shown on the 5-year plan as one
budget stream (line 28 ‘Sheltered Works’ in appendix 2). The Sheltered
refurbishment programme has been restarted and a budget of £8m has been
allocated for Elfreda House over a 3 year period (line 36 ‘Refurbishment’ in
appendix 2).

The spike in the kitchen programme as mentioned in 4.4 will be addressed in
next year’s plan; discussions have already started through the AMG in how to
deliver this, the options being to smooth the work over a number of years or to
complete as a one-off project.

Board members are reminded that the work in the 5 year plan is split
geographically with a 3 year rule meaning that contractors work in a specific
area each year and replacements due in that area within 3 years are brought
forward, whilst work due in that area in years 4 and 5 of the programme is
pushed backwards into year 6. We only conduct planned work in an area
once every 5 years, but emergency work is picked up as necessary.

Subject to the approval of the draft programme shown at Appendix 2 as
amended by the Board, the ‘in principle’ draft five-year programme for 2020-
2025 and the detailed 2020-21 programme will be submitted to the Council for
consideration and approval.

Officers of the Council will, as part of the budget setting process, submit the
capital investment and revenue programme and supporting funding statement
to Cabinet in January 2020 for approval.

Once this has been agreed by the Council and the necessary call-in period
expired, the Council will instruct CBH to execute the 2020-21

programme. Officers will then prepare a report for consideration at the
meeting of the Board, immediately following the Cabinet meeting, advising
Board Members of the outcome.

Risk Management

There are a number of risks associated with the capital and revenue
investment programme which could result CBH not achieving some of their
strategic objectives. The targets linked to this report are:

Customer Satisfaction

Repairs completed on time

Capital programme elements completed on time

Number of days to re-let an empty property

Number of properties with a valid landlords gas safety certificate

The associated risks relating to these targets are in the Medium Term
Delivery Plan (MTDP) Risk Register.

The two strategic risks associated to this report are both current green and
have mitigations in place:



e Customer Plan 6.1 STRATEGIC RISK: Health and safety risk to
customers and public including unintentional breaches of legislation /
best practice, exposure to hazardous substances, failure to maintain
housing stock and public buildings to safe standard.

e People Plan 5a. STRATEGIC RISK: Generic H&S risk to staff
including breach or failure to address legislation, lone worker risks,
abuse / assault risk from customers or others, accidents in offices or
work sites / homes, exposure to harmful substances or objects, unsafe
work places.

7. HR Implications

7.1  The capital and revenue overhead required to delivery these work programmes
have been agreed as part of the budget setting process based on proposed
team structures. There are no HR implications outside of recruitment required
for vacant positions.

8. Legal Implications

8.1  The report addresses the forward budget provisions for the Asset
Management and Repairs and maintenance teams which includes a number
of legislative requirements carried out on behalf of CBC.

9. Financial Implications

9.1  The proposed ‘in principle’ 5-year plan 2020-2025 and the 2020-21
programme in detail, are in line with the 30-year HRA business plan
expectations.

10. Value for Money

10.1 Pressures on investment have increased as a result of rising material and
labour costs. However, remodelling and appropriate application of best
principles through the Asset Management Strategy have identified options to
be more efficient and reduce investment without materially affecting services
to residents or the value of the housing assets. Through a programme of
continuous service review, technological investment and procurement the
service has remained efficient and competitive. There are built-in savings
targets due to the upward pressures of the wider construction industry.

11. Health & Safety Implications

11.1 The works that are delivered in the capital and revenue programme are
subject to audit through CBH’s own internal audit programme, the CBH
Internal Audit Charter carried out by Mazars and the OHSAS 18001
accreditation carried out by the British Standards Institute (BSI).

11.2 Contracts which come under the Construction, Design and Management
regulations 2015 are identified prior to tender and comply with the regulation
throughout the contractual period. Assurance is obtained through regular spot



11.3

12.

12.1

12.2

13.

13.1

13.2

14.

141

15.

15.1

checks by the Health & Safety team, an overview of our processes by
qualified members of staff and the audits mentioned in 11.1.

The CBH Health & Safety Policy is adhered to by all members of staff with
regular toolbox talks, training courses and continuous professional
development to reinforce knowledge. Risk Assessments and Method
statements are in place for all works carried out by our tradesman, sub-
contractors and main contractors.

Equality & Diversity Implications

Through the procurement strategy, agreed as part of the Asset Management
Strategy, all current and future procurement and purchasing documentation
recognises, understands and supports CBC and CBH policies concerning
Equality and Diversity.

The Equality Impact Assessment for the Asset Management Strategy is
available to view on the CBC Website.

Residents at the Heart

To ensure investment into the Housing Stock meets our Customers priorities
a consultation exercise took place in August and September reaching 494
Tenants. A survey asked Tenants to list their priorities of capital works; to
identify what type of works would increase their overall opinion of the quality
of their home; and lastly what additional works would Tenants like to see in a
new Colchester Standard. The results can be seen at appendix 3. The
results of the survey were used to form the 5-year capital investment
programme, putting increased budget into those priority areas.

Comments and recommendations from the STAR (Survey of Tenants and
Residents), the initial Grenfell report and the Hackitt Review have also been
incorporated, where appropriate, within the capital investment programme.

Decision Required?

Yes
Appendices
The following documents are appended to this report:

e Appendix 1 — HRA Capital Investment Cost Tables 2020-2050
e Appendix 2 — Capital Investment and Revenue Programme 2020-2025
e Appendix 3 — Tenant Consultation Results



1. Please rank the following in order of which is most important to you.

Rank  Options

1 Kitchen
First choice W B N La:zt choice
2 Bethroom I I
3 Heating system - ll
4 Windows and doors - ||
5 Security (property, communal doors, - ||
surrounding area) _ .l
6 Energy Saving measures (insulation, solar B ] |
panels, other devices) I _.
7 Property exterior (roofs, walls, guttering, | _-
fascias) I
3 Communal areas (internal, balconies, garden
areas)
9 Surrounding estate (footpaths, garage sites,
parking areas, green spaces)
2. Inthe last STAR (Survey of Tenants and Residents) survey our score for Quality of

Home was 78% against the Eastern region average of 84%. What could we do to
improve this score? Please pick one answer.

Higher standard of internal

elements (e.g. kitchen, bathroom). 246

Better repairs service (i.e. quicker,

higher standard). 14l

Better maintenance services
(including grounds maintenance, 107
cleaning and window cleaning).

3. Please can you rank in order of importance the following, to be included within the new
standard

Rank  Options First choice M B B Last choice

1

Showers -I

Reduce the time between kitchen and
bathroom replacements

Home decoration (Painting and
wallpaper)

Plastering

Parking



REPORT TO COLCHESTER BOROUGH HOMES BOARD

DATE: 09 December 2019
TIME: 5.30 pm
VENUE: Room 1, Rowan House

AGENDAITEM: 8

SUBJECT: Value for Money, Technology & Investment Plan Review

REPORT BY: Matt Armstrong, Director of Business Improvement

@& 07951 013364
Y matthew.armstrong@cbhomes.org.uk

FOR DECISION

1.

1.1

2.1

3.1

3.2

3.3

3.4

Decision Required

To note the progress made on the Value for Money, Technology & Investment
Plan 2018-22 to date, to agree the updated key performance indicators and
any amendments to the Plan.

Purpose of Report

Board Members are invited to review the progress over last 12 months against
the Plan (Appendix 1) and to scrutinise and agree the proposed changes to
the plan for the next 12 months.

Background & Content

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 Value for Money, Technology & Investment Plan.

The Board requested that each of the delivery plans should be reviewed on an
annual basis to provide an opportunity to review the progress to date and the
progress towards the achievement of the plan’s objectives.

The Value for Money, Technology & Investment Plan was approved by Board
on 24™ April 2018 and can be seen at appendix 1.

The aims of the Value for Money, Technology & Investment Plan are:
o Toinvest money in a way that helps customers and communities;

e To use technology to do things better;
e To get the most for the money we spend.
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Our ambition is that by focusing on value for money, investment and
technology we will maintain costs per property in the lowest 25% in the
Eastern region between now and 2022.

To deliver this we will need to demonstrate that:
« We achieve better outcomes for our customers through investment;
« We use technology to work better;
« We provide high quality, cost-effective services.

We plan to achieve our aim of maintaining the cost per unit at or below current
levels by:

e Investing for the benefit of customers and communities;

« Using technology to work smarter;

e Basing decisions on business intelligence;

« Directing resources to where they are needed most;

e Ensuring our processes are efficient; and

« Supporting a culture of high performance and continuous

improvement.

To remain a low cost provider whilst investing in service quality, the following
measures will be applied:
e Cost per property;
o % staff satisfied who felt that their productivity has improved due; to
improved technology;
e £ reinvested per property; and
e £ cashable savings achieved.

Progress to date against the Action Plan

The Value for Money, Technology & Investment Plan identified a number of
focus areas with corresponding actions. Below is a highlight of progress made
to date:

Investing for the Benefit of Customers and the Community

e Balanced scorecards introduced per team with a monthly exception
report for CMT to review;

e Introduction of the Housing Association Charitable Trust (HACT) social
value measure through the Community Plan. Social Value section
included and scored in all procurement.

Using technology to work smarter

e Technology Plan written and agreed by CMT in November 2018;

e Improved integration between systems through Project Aurora;
Strategic ICT group set up to make decisions on Company ICT matters
and prioritise workloads;

Creation of new Head of Service post;

Wi-Fi made available in all Sheltered Schemes;

Unlimited data on mobile phone contracts;

Wi-Fi connection upgraded at Greenstead Office;



Increased number of electronic forms introduced;

Use of Project sites to improve collaboration;

Rollout of SharePoint New Experience;

Better use of electronic documents to reduce paper use;

TV screens put in each meeting rooms for skype meetings;

GDPR compliance put in place such as data cleansing, appointment of
a Data Protection Officer (DPO), Data asset register, agreements with
suppliers and partners and privacy impact assessments;

GDPR training for all staff.

4.4 Basing decisions on business intelligence
e Review of service area underway to improve synergy between
Business intelligence, Customer insight, Service improvement and ICT
teams;
e Automated collection of Key Performance Indicators.
4.5 Directing resources to where they are needed most
e Use of HouseMark benchmarking data.
¢ New reporting format for Medium Term Delivery Plan (MTDP).
e Desk utilisation surveys completed post Working Smarter project.
4.6 The performance against targets to date is as follows:
2018/19 2019/20 | 2022
Progress measure Latest
outturn target | target
Cost per unit (repairs & housing £879 £1022 Top
management combined) (2017/18) Quartile
% staff who feel their
productivity has improved with 39% 39% 40% 75%
technology
£ reinvested £0 £0 0 TBC
Cashable savings achieved 0 - c190k | TBC
5. Review of the Plan
5.1  The Plan has been reviewed, discussed at the Corporate Management Team
Meeting on the 24" October and the following changes are proposed:
5.2 That investment is no longer a priority as the annual savings target becomes

the focus of the plan. This will include the removal of one of the aims and
ambitions:

e Aim: To invest money in a way that helps customers and communities.
e Ambition: We achieve better outcomes for our customers through
investment.

To delete the ‘£ reinvested per property’ KPI.
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8.1

To incorporate the technology plan within this plan and the associated actions
and that technology becomes a greater focus for the plan going forward.

To change the way we measure the use of technology from:

e ‘% of Staff who felt that their productivity has improved due to
improved technology’, to
o ‘% staff satisfied with how CBH supports them in the technology they

use

That the ‘Cashable savings’ KPI target becomes the annual deficit which is
calculated annually at budget setting.

Forward look

The areas of focus for the action plan for the next 12 months are:

e Project Aurora — planning and successful implementation of the new
Housing system;

¢ Implementation of a new Finance system;

e Further develop the balanced scorecards, embed them in day-to-day
management and provide real-time reporting;

e Scrutiny of the HouseMark and Staff Survey results and implementation
of the actions identified;

e Explore further integration between systems;

¢ Introduce an ICT competency framework to identify staff IT skills
expectation;

¢ Improve the mobile phone handset for the next roll out and look into

specific staff needs;

Further the use of video conferencing such as Skype and MS Teams;

Improve the use on on-line reporting;

Develop and approach to cost benefit assessments;

Review the method of capturing VFM and Return-on-investments.

Risk Management

The risk register for this plan is at appendix 2. There are two red operational
risks under this plan which remain red after mitigation, work will be progressed
to provide further mitigation in order to further reduce the risk.

2b: Staff are not able or willing to use new technology to generate
improvement in productivity and lower costs or enhance services

7a: Poor procurement or management of contracts and SLAs not delivering
VFM

HR Implications

There are on-going service reviews which have identified actions from this
plan which will form the new structure and direction of teams. HR support has
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16.

been sought from the beginning of the review to ensure staff are properly
supported.

Legal Implications
None.

Financial Implications

The cost of meeting the targets set in this plan and to reduce the risks
associated with it are being identified as part of the 5-year Business Plan and
will be incorporated within that plan.

Value for Money

A major part of this plan focuses on capturing VFM projects throughout the
organisation.

Health & Safety Implications
None.

Equality & Diversity Implications
None.

Residents at the Heart

The activities of CBH are always focused on meeting the needs of our
residents. This plan is focused on delivering VFM activities and improving
technology which provides a better, more efficient service for our Residents.

Decision Required?

Yes

Appendices

The following document/s is/are appended to this report:

e Appendix 1 — Value for Money, Technology & Investment Plan and action

plan (with track changes)
e Appendix 2 - Risk Register
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1. Introduction & purpose

Achieving value for money means finding the best possible balance between
keeping costs low and quality high for our residents. For the purposes of this
plan, value for money is the delivery and investment of cashable savings
which we will be able to invest into delivering the best outcomes for our
customers and communities. This value for money, technology & investment
plan is a key element in developing a smarter approach to the way we
work, which we have identified as an important factor in achieving our
mission to deliver great value services that make a difference.

2. Strategic aims

CBH’s overall ambition as set out in our Strategic Plan 2017-22 is to be the
trusted choice for local housing, property and community services.

We plan to do this by delivering services that are valued by our
customers and serving our communities. Value for money will be one of
three key areas which will be the measures of our success. Our other
headline measures, customer satisfaction and positive outcomes in the
community, will only be deliverable if we manage to achieve value for money
in order invest savings and new income in our services.

The aims of this plan are therefore to:

Toi | , that hel | | i

e To use technology to do things better
e To get the most for the money we spend.

3. Our ambition by 2022

We are already a low cost organisation: in 2015/16 we had the lowest housing
management costs, the lowest overheads and the third lowest repair and void
costs per property in the Eastern region. Our challenge over the next 5 years
will be to achieve savings, efficiencies and additional income that will allow us
to invest in our services for the benefit of our residents, potential new
business partners and staff. Our aim is that by focusing on value for money,
investment and technology we will maintain costs per property in the lowest
25% in the Eastern region between now and 2022.

To deliver this we will need to demonstrate that:
+—We achieve better outcomes-forourcustomers-through
investment
e We use technology to work better
e We provide high quality, cost-effective services
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4. How we will achieve our aim

We plan to achieve our aim of maintaining the cost per unit at or below current
levels by:

Investing for the benefit of customers and communities
Using technology to work smarter

Basing decisions on business intelligence

Directing resources to where they are needed most
Ensuring our processes are efficient

Supporting a culture of high performance and continuous
improvement.

5. How we will measure progress

We will monitor progress via the Value for Money, Technology and Investment
Action Plan which accompanies this document.

In addition, we will track a number of indicators which will help us to monitor
whether we are on track to remain a low cost provider whilst investing in
service quality:

e Cost per property

o % staff satisfied with how CBH supports them in the technology
they use

e £ reinvested

e £ cashable savings achieved.

6. Monitoring delivery

The Head of Finance and Head of ICT & Business Intelligence will be
responsible for the action plan and will report progress and actions to Board
on a quarterly basis via the Strategic Plan Assurance Report.

The Director of Business Improvement will present the reviewed plan to the
Board annually.

The Head of Finance will be responsible for maintaining a log to record
savings achieved and will report progress quarterly to the Corporate
Management Team.

Unlike our Registered Provider counterparts, we are not required to report on
value for money to the social housing regulator. We are, however, committed
to undertaking regular review and assessment as best practice, and will
provide a summary assessment based on HouseMark results to Colchester
Borough Council on an annual basis.
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7. References

HouseMark final report 2016-17.

8. Related documents
The CBH Strategic Plan 2017-22 gives overall direction to this plan.

The CBH Medium Term Delivery Plan 2018-22 sets out how we will deliver
services on behalf of Colchester Borough Council to fulfil our management
agreement obligations. This plan will guide us and help us to demonstrate
how we are able to continue to deliver our obligations as a low-cost, high
value provider.

The CBH Business Development Plan shapes how we will invest in income
generation and create revenue which we can reinvest in the business.

The CBH Customer Plan guide how we need to invest in improving our
services for customers.

The CBH People Plan sets out how we will invest in our staff to ensure they
are supported to deliver maximum value for money for our income.

The CBH Community Plan sets out how we will invest in delivering our
services to make a difference in the community in line with our social purpose.

The CBH Leadership Plan sets out how the Board and management of the
company will be supported to set and follow the strategic direction of the
company, including ensuring our stewardship of finances and making prudent
investment decisions.
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Value for Money Technology & Investment Plan

File location

https://colchbh.sharepoint.com/sites/fnc/corpdoc/PolDevLib/C
BH Value for Money Technology & Investment Plan 2018-
22.docx

Consultation

Summary of consultees which took place in July & August
2017:

Colchester Borough Council

Staff

Board

Finance and Audit Committee (in particular the
Technology aspect of the plan)

October 2019

e Corporate management team
e ICT & Business Intelligence management team

Approved Board 01/12/2018
Next review 01/12/2019
Circulation SharePoint, website
method
Equality Impact | Required | Yes Latest [Latest Review | [EqglA
Assessment EqlA due Review
(Full)] Due
(Full)]
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Version Type Date Notes
1.0 New April New plan agreed by Board
2018
1.1 Minor Dec Amendments by Brian Richardson, Interim
amends | 2018 Director of Business Improvement.
Cashable savings progress KPI added.
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amends | 2019 aspects to incorporate previously separate
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f33e5cbf-d84e-498b-b716-bb9848b0a347 7



Value for money, technology & investment action plan

Colchester
Borough
Homes

a4

Com pleted'a

In progress/on target

Unlikely to achieve target

Cancelled / on hold

Not started/behind schedule/below target )

v
Actions/proje o
Focus cts/ Lead Due by zl:::;: © Notes

workstreams g

Investing for Balanced scorecards introduced per team,

the Benefit of | Embed the along with Performance Exception report

Customers new Business Low cost per reviewed by CMT on a monthly basis.

and the Performance Intelligence & April property .

Community Management | Service 2018 | Increasing % | Launched April 2019 but under ongoing
Framework Improvement customer continuous improvement / development.
(Corporate Manager satisfaction Further embedding needed needs to be used
Scorecard) ' on a regular basis by managers, e.g. in 1-1s..

f33e5cbf-d84e-498b-b716-bb9848b0a347



.’
Actions/proje ]
Focus cts/ Lead Due by Success Q Notes
measure o
workstreams @
Prioritise & All CMT to have a wish list of service
£ Invested enhancements (both internal and external)
earmark . .
e Sept with a business case template to be
specific . .
. 2018 | Resident completed. Panel to be set up to consist of
investment Head of \ .
. : feedback / | key Service Heads.
projects and Finance Oct i t
how they will « | compliments o .
2020 Need to formalise this area, especially around
be funded from ) ) :
o ICT investment. Review template and confirm
efficiencies o
authorisation levels.
Investigate the
emergence of £x of social HACT social value measure developed for
social value value Community Plan — working group to
reporting and compared to developed.
consider cost of
options for Head of March | service & Measures to be refined and reported to CMT.
reporting to Finance 2019 | provision
Corporate (e.g. £4 of Investigating social value for contract
Management social value procurement.
Team, the for every £1
Board, and of overhead) Social value included in Aurora contract.
publicly
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Actions/proje

Success

ssaiboud

Focus cts/ Lead Due by Notes
measure
workstreams
Using Produce a
:Sg:‘kngrlr?gr{;? -Igleac:ggi?egrli/n Plan produced & agreed by Corporate
the 9 Management Team November 2018. Actions
investment Service March | Plan incorporated into VfM, Technology &
[ESOUTCES ’ Development 2018 | aporoved (2 | Investment Plan in 2019 Annual Review. VfM
trainin ar;d Manager PP plan refocused on technology so separate
g a plan no longer required.
organisational
structure
required
Improve Head of ICT SPrgigrcr’][ Aurora on track to deliver integrated
integration & Business Reduction in y '
between Inte_ll|gence/H April n_umber of Automation & integration of O365 to be
systems and ousing discrete [
2021 : explored.
keep number Systems systems in
of.s.ystems toa | Business place Review of other systems (e.g. Assure) to be
minimum Partner

planned.

f33e5cbf-d84e-498b-b716-bb9848b0a347
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Actions/proje

Success

ssaiboud

Focus cts/ Lead Due by Notes
measure
workstreams
Cross-team work plan in place aligned with
strategic priorities.
Ensure Work plan & Decision-making strategic ICT group in place
processes are ;
: work request to ensure requests are appropriately
in place to I
Head of ICT . /approval prioritised.
support ) April
: & Business process [
strategic ; 2020 .
. Intelligence reflects Mechanism to be developed to ensure best
alignment of . o )
strategic solution is used for each scenario.
ICT requests & o
rojects priorities
P Work request forms to be developed to
incorporate strategic priorities and business
cases where required.
New post of Head of ICT & Business
Intelligence created in senior management
% satisfied review 2019. Organisational structure to be
° reviewed starting 2019/20.
Ensure with
support is Head of ICT CBH/CBC
adequately 8 Business Sept ICT support [} HouseMark shows spend_ on ICT very low
; 2020 compared to peers — decisions to be made re
resourced & Intelligence (we have . )
. investment in ICT resources.
structured baseline
figures)

Resource & budget planning in progress to
support project Aurora — budgets agreed for
2019/20

f33e5cbf-d84e-498b-b716-bb9848b0a347
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Actions/proje

Success

ssaiboud

ical effect on
their

Focus cts/ Lead Due by Notes
measure
workstreams
WiFi access made available in all sheltered
Provide Number of schemes from Q3 2019/20.
Older . .
support to . residents with
Persons April : .
vulnerable . access to = Helpline, Telecare, alarm services, smart
. Services 2021 . . . , .
customers via M supporting home devices etc. to be considered in future if
anager . i
technology technology appropriate budget available.
Agree an
approach to
minimum I Corporate Dec Agreed . | Capacity for ICT competency framework to be
skill Management approach in k"
. 2020 explored as part of Aurora/Programme 2020.
expectations Team place
for new and
existing staff
% staff who Nevglllhousir;(g manfgtgmentdsysterg will include
IT & Support say access to mobile working solution and provide
Improve . online/offline access to data.
Manager/Hou , data while
access todata | _. April q '
; . sing Systems mobile is Y . - .
whilst mobile : 2021 . Issues remain re connectivity of mobile
workin Business having a network via EE across the borough — high
g Partner significant/crit 9 g

number of blackspots.

f33e5cbf-d84e-498b-b716-bb9848b0a347
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Actions/proje

Success

ssaiboud

Focus cts/ Lead Due by Notes
measure
workstreams
productivity Improved handsets for next roll-out — a
(currently number of problematic EE Hawks have now
58%) been replaced.
External Review Joint review of Gosbecks connectivity
review of IT & Suoport complete and completed with CBC.
WiFi/connectio |\, °~ eprp recommendat | &2
n speed and 9 ions Upgraded connection rolled out at Greenstead
how we use it implemented office and sheltered scheme
Electronic signatures adopted for lettings team
Internal processes use electronic signatures
Put in place IT & Support Number of New Northgate system will facilitate more
. paperless , . ;
electronic form | Manager/Hou , mobile working from tenants’ homes as well
- . April processes : , ; .
filling, e.g. sing Systems . B | as enabling online transactions via tenant
. : 2021 available
from tenants Business ' portal.
from tenants
homes Partner
homes

Further reductions in need for electronic
signatures in progress, e.g. moving annual
leave authorisation process on to iTrent HR
system.

f33e5cbf-d84e-498b-b716-bb9848b0a347
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Actions/proje

Success

ssaiboud

Focus cts/ Lead Due by Notes
measure

workstreams
Use Number (.Df A number of project and meetings sites now in
technology for | IT & Support Sept S_harePomt B | use e.g. CBH/CBC Liaison meetings, Project
better Manager 2021 sites, project Aurc’)ra Programme 2020. More to co’me
collaboration sites in place ’ ' '
Use Consistent Skype training provided to staff.

messaging/
tseucphpnoorltogy to telephony MITEL App being trialled

ot solution
Zﬂ??rggﬁatlon IT & Support April . | Awaiting clarity from CBC on future direction,
Manager 2021 | % staff using = | e.g. Mitel vs Skype, Microsoft Teams.
company Yammer,
VSvr?;krgllgo(ii;[g. Instant 225 staff signed up to Yammer (as of October
Messadin ) Messaging 2019), but usage has dropped off. Options for
ging etc. reinvigorating to be reviewed.
External Review
review of how Head of ICT Sept complete &
& Business P recommendat | [» | Mazars audit planned for late 2019
we use ; 2020 |.
, Intelligence ions

SharePoint .

implemented

f33e5cbf-d84e-498b-b716-bb9848b0a347
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Actions/proje

T
Focus cts/ Lead Due by S ‘.8. Notes
measure ®
workstreams @
Number of improvements planned/in progress
to how we work in SharePoint
Harmonise ¢ Rollout of SharePoint New Experience
SharePoint e Review of site structure
working i Add e Document intelligence — improved use of
practices (file question data for tagging, search, storage etc.
saving, file :\'/Il'aiasgueprport zsgzp(g to ICT [ 29N ?
access, how survey? Support provided to staff via:
staff work on
documents, o All staff training via external provider
Apps, Forms) e Team presentations
e Drop-ins
e 1-1 training
To be aligned with Project Aurora as it will
Review to enable more mobile working and different
o devices may be needed to current.
ensure all %o staff happy
technology/ IT&S t Sept Vég:_lhow Leasing equipment rather than purchase
hardware Managueprpo zgzpo SUPPOrts = being considered — CBC currently assessing
provided is them with options.
23?2§?;?e?r technology Hardware provided should be linked to job

role requirements, and any access to work
needs - process to be agreed

f33e5cbf-d84e-498b-b716-bb9848b0a347
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Actions/proje

Success

ssaiboud

Focus cts/ Lead Due by measure Notes

workstreams

EE Hawk being replaced as needed
Use
technology to
improve the :\'/Il'acgr(]aSueprp/ort April % Board Paperless processes in place — new Board
Board/Committ 9 S satisfaction [ | Assurance Officer to assess

: Head of HR & | 2020 : . . .

ee experience Governance with process issues/satisfaction.
for Board
Members.

Workflow and mobile working via project

Aurora will reduce the need for travel.

% of staff
Use who spend 2 Meeting rooms equipped with screens.
technology to hours or
negate travel, more a week Review if to equip all meeting rooms with
such as Skype :\'/Il'aifueprport 2852‘): in face to D‘-‘* phones where network points available — use
and 9 face of mobiles, TV and speaker system instead
teleconferenci meetings
ng (currently
43%) Exploring boosters for improved phone signal

within Rowan House

f33e5cbf-d84e-498b-b716-bb9848b0a347
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Actions/proje

Success

ssaiboud

Focus cts/ Lead Due by Notes
measure
workstreams
iy
technology to sglution for Improved online reporting
ensure the Head of ICT Sept | management functionality\dashboards in new housing
right level of & Business 202pO informgation 4 | system. Need to consider best options to link
performance Intelligence down to up different data sets using additional
information at individual reporting tools.
each level dashboards
Facilitate real- Head of
: Finance/Hous % KPls with . : : :
time access to inq Svstems Sept real time B Northgate Housing system will provide quasi-
performance BSsinyess 2020 ACCEeSsS real time information.
data
Partner
Direct access
gzg;z\ﬁo data g;;g;}% Sept Eoﬂzﬁegfor Business Intelligence team to have access to
and forms Business 2020 | Management Y | reporting tool in new housing management
through IT Partner systems system.
reporting

f33e5cbf-d84e-498b-b716-bb9848b0a347
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Actions/proje

Success

ssaiboud

FAQ/online

Focus cts/ Lead Due by measure Notes
workstreams
Ensure offices All office - -
are enabled for | IT & Support March | SPaces Wi-Fi All spaces WiFi enabled. Further rollout of
smarter Mana eﬁp 2020 enabled & b= hotdesking equipment planned for Greenstead
workin 9 with hot desk Local Housing Office.
9 capability
Increase Senior Sept Number of A number of processes using Microsoft Flow,
automated Management 202p1 processes [ e.g. electronic purchase orders, asset
processing Team automated management raising orders/authorising
Improve IT & Support Number of New website launched April 2019. Improved
website Manager/Hou Jul [OCESSES tenant alterations & repairs functionality.
functionality for | sing Systems 2023; gvailable [
residents and | Business online Customer & contractor portals will be available
staff Partner via new HMS
Promote staff Number of , ,
. Sept Password resets, tips & tricks on Yammer
self-service helpdesk D .
using CMT tickets raised Regular SharePoint updates
technology 2020 where Drop-in & 1-1 sessions for SharePoint

f33e5cbf-d84e-498b-b716-bb9848b0a347
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Actions/proje

Success

ssaiboud

Focus cts/ Lead Due by Notes
measure
workstreams
guide
available. ITrent for HR processes, e.g. sickness,
expenses. Annual leave to be managed via
system from 2020
GDPR action plan in progress. Highlights
include:
e Data cleansing in housing management
Data file system
Compliance management e Awareness & training
with GDPR Head of HR & Sept processes in N Appointment of joint Data Protection
requirements Governance 2020 | placeto Officer for CBC and CBH
manage e Data asset register on Flowz system —
compliance further work to be done
e Agreements in place with suppliers &
partners
e Privacy Impact Assessments
SharePoint IT & Support March | Audit sign — =
Implementatio | Manager 2020 | off Audit planned with Mazars for December 2019
n - focus on

f33e5cbf-d84e-498b-b716-bb9848b0a347
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Actions/proje

.’
o
Focus cts/ Lead Due by SIS = Notes
measure o
workstreams @
Security No breaches
(Internal Audit reported to
Advisory ICO
Audit?)
Basing Creating
decisions on | synergies
business between . .
. . . . New posts of Director of Business
intelligence Business Service Plan :
. Head of ICT . Improvement and Head of ICT & Business
Intelligence, ) April developed ) o
& Business o = Intelligence created. Organisational structure
Customer ; 2020 | with % . . S
) Intelligence : to be reviewed starting 2019/20 to maximise
Insight, Completion )
Service synergies.
Improvement
& ICT teams
HouseMark 18/19 results to be used to
Use best Number of identify high performing organisations.
practice from processes
housing sector March | reviewed . | Consider participation in HouseMark voids
CMT : N
and beyond to 2020 | using group.
improve evidence of
services best practice Best practice guides (e.g. HQN) to be

considered.

f33e5cbf-d84e-498b-b716-bb9848b0a347
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Actions/proje

Success

ssaiboud

Focus cts/ Lead Due by Notes
measure
workstreams
Service reviews to support evidence-based
process reviews.
Develop and
Implement Number of
approach tc_) Head of Sept cost/benefit . | Needs to be developed for all non-budgeted
Cost/benefit . assessments | .} o : :
Finance 2018 . activities (especially Service Improvement
assessments, & business o
. initiatives)
business cases
cases
Intelligence Balanced scorecards in place — further
basec? development and embedding needed.
Developing business
productivity Head of ICT L ICT & Business Intelligence review will have
) March | decisions, .
measures, & Business [35 structure to support better generation & use of
; 2021 performance . . ! .
KPls / Intelligence f business intelligence to drive process
ocused :
scorecards improvement.

organisationa
| culture

Link to People and Leadership plans

f33e5cbf-d84e-498b-b716-bb9848b0a347
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Actions/proje

Success

.’
o
Focus cts/ Lead Due by measure Q Notes
workstreams §
Directing Areas of
resources to focus Actions to be identified from HouseMark 18/19
where they Use Head of ICT |d_ent|f|ed & results.
are needed . . March | aligned with '
benchmarking | & Business . kY ,
most : ; 2019 | strategic How we report Corporate Scorecard, rolling
strategically Intelligence e )
priorities & year targets, using model for annual
investment £/Property target
plan
Clear direction
from CBQ and | Corporate March | MTDP ) Target-driven I_\/Iedmm Term.Dellvery Plan in
target driven Management 2020 | Targets & | place, along with new reporting format.
Medium Term | Team 9 Positive feedback on streamlined approach.
Delivery Plan
Futurg Desk . Utilisation surveys completed pre and post the
Proofing the occupation . ) )
. | Corporate working smarter project which shows Rowan
accommodatio rate/accomm | . ) .
Management 2020 . @ House has enough hotdesks available if
n needs of odation
Team . GLHO or Gosbecks were closed. More space
CBH (and costs/alternati o ) :
) required if all satellite offices were closed.
CBC) ve solutions

f33e5cbf-d84e-498b-b716-bb9848b0a347
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Actions/proje

Success

ssaiboud

Focus cts/ Lead Due by Notes
measure
workstreams
Review of Most cost
drop-in areas effective use
in Library Head of ICT of office . .
’ ) March F Hotdesk areas are just as quick to connect,
GLHO, & Bu_smess 2020 | resource 'a charge and work. No further review required.
Gosbecks and | Intelligence which meets
Sheltered staff
offices requirements
Ensuring our | How to
processes are capture, report £ target for Reviewed VfM activities at 2018 Away Day
efficient and . H.ead of Sept each D and implemented quarterly progress reviews
communicate | Finance 2018 | service/comp with HoS
VFM & Return any wide '
on Investment
Supporting a | Training and Director of Part of
culture of development Business Induction and
high to promote a March | recruitment . | Staff think in a VFM way.
Improvement A
performance | Value for 2022 | process,
& Head of
and Money culture Finance PADS,
within CBH reporting etc.

f33e5cbf-d84e-498b-b716-bb9848b0a347
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Building Trust « Delivering Tenant Led Services « Commitment to our Communities
Delivering Professional Services ¢ Providing Value for Money

£ cashable
savings
achieved pa
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Strategic Plan Risk Register

Plan: Value for Money and Technology Plan

AIM: maintain cost per property in lowest 25% in Eastern Region

By:

Investing for the benefit of customers and communities
Using technology to work smarter

Basing decisions on business intelligence
Directing resources to where they are needed most
Ensuring our processes are efficient
Supporting a culture of high performance and continuous improvement.

Measured by:

Cost per property
% staff whose productivity has improved with technology
£ reinvested per property.

£ cashable saving achieved

Ref | Risk and Current Consequence Mitigation Owner
Risk Impact Descriptor
L] c
1. Investing for the benefit of customers and the community — note this aim is not planned to be realised until the later
years of the plan and will be risked assessed at that time
la | RISK: Project management Project not effectively managed, Staff capacity identified to DMT

function not suitably
resourced, or resource not
maintained through to
completion of plan

effort not focused or maintained to
ensure outcomes successfully
delivered

manage project. DMT, SMT and
Board progress reviews to ensure
project activity continues

Business objective / strategic

17 |6 | 102

| = IMPACT SCORE, L= LIKELIHOOD SCORE, C = COMBINED SCORE




Ref | Risk and Current Consequence Mitigation Owner

Risk Impact Descriptor
I L C

1b | RISK: The performance High performance culture not SMT review scorecard and add DMT / Head
management framework is developed; their comments on performance | of ICT and
not effectively embedded and Failure to meet KPlIs; monthly, ahead of DMT review; Business
not used to drive Poor VFM Review of scorecard via an Intelligence
performance improvements exception report a standing item

for DMT;
Business objective / strategic | 17 | 6 | 102

2 Using technology to work smarter

2a | STRATEGIC RISK: New No gains from technology in terms | Technology plan; Director of
technology does not have the of cost saving or improved Replacement of housing Business
necessary capabilities to services; management system; Improvement
enable improved productivity, Failure to meet Plan’s KPI of % of IT Strategy group to prioritise
lower costs or enhanced staff who feel productivity and approve IT investment and
services improved through technology developments

Business objective / strategic | 17 | 4 | 68

2b | RISK: Staff are not able or No gains from technology in terms | Link to People Plan Head of HR
willing to use new technology of cost saving or improved Staff training both formal and Gov
to generate improvement in services; classroom/online sessions and Director of
productivity and lower costs Failure to meet Plan’s KPI of % of informally “at desk”; Business
or enhance services staff who feel productivity Guides on optimum way to work; | Improvement

Business objective / strategic

improved through technology

Team leader / manager support
to ensure technology is adopted;

| = IMPACT SCORE, L= LIKELIHOOD SCORE, C = COMBINED SCORE




Ref | Risk and Current Consequence Mitigation Owner
Risk Impact Descriptor
L] c
3 Basing decisions on business intelligence
3a | RISK: The business No relevant intelligence available Collaboration and consultation Head of ICT
intelligence being collected to assist with decision taking. with service areas when and Business
and published is not the right Effort and resources spent in developing the suite of Intelligence
information to assist with the collecting data is wasted. scorecards;
business decisions being Data eg Housemark not fully Process for managers to request
taken, or is not fully utilised interpreted to assist with decisions | additions or changes to
performance indicators being
collected;
Business objective / strategy | 6 | 4 | 24
3b | RISK: silo working by Business Failure to maximise potential Combining IT Support and Director of
Intelligence, Customer Insight, benefit from these teams. Housing System Team’s work Business
Service Improvement, ICT Duplicated or wasted effort plans. Improvement
Support and Housing Systems Management restructure to bring
teams so no synergy created all services under one manager
financial | 6 |4 | 24
Business objective / strategy | 6 | 6 | 36
3c | RISK: Business decisions not Poor business decisions. Business case template Head of ICT
supported by business case Failure to maximise benefits from developed and SMT trained inits | and Business
including a cost benefit resources utilised. use; Intelligence
analysis (including using social DMT review of significant
value measures for non- business decisions
financial benefits)
Business objective / strategy | 17 | 4 | 68
4 Directing resources to where they are needed most

| = IMPACT SCORE, L= LIKELIHOOD SCORE, C = COMBINED SCORE




Ref | Risk and Current Consequence Mitigation Owner
Risk Impact Descriptor
L] c
4a | RISK: resources not aligned to Poor use of resources. Clients requirements set out in DMT
need VFM not maximised MTDP targets and resources
aligned accordingly;
Budget setting process;
Business objective / strategy | 17 | 4 | 68
4b | STRATEGIC RISK: Poor budget Resources cannot be focused on DMT and F&A review of financial | Director of
management or areas of need as they have been monitoring reports and forecast Business
unavoidable/difficult to consumed elsewhere; outturn; Improvement
manage cost pressures CBH makes a deficit; Control process for pay costs;
require resources to be Risk monitoring process;
diverted from areas of need Finance meetings with Budget
Holders;
Business objective / strategy | 17 | 10 | 170
Reputation | 6 [ 6 | 36
5 Ensuring processes are efficient
5a | RISK: inefficient processes are Poor VFM; Programme of service reviews; DMT

not identified or improved

savings targets not achieved;
cashable savings not achieved

CBH in-house internal audits;
Learning from complaints,
customer insight and operational
data;

Review of balanced scorecards;
Savings targets set for
departments;

Project Aurora comprehensive
review of working processes and
control mechanisms

| = IMPACT SCORE, L= LIKELIHOOD SCORE, C = COMBINED SCORE




Ref | Risk and Current Consequence Mitigation Owner
Risk Impact Descriptor
| L C
Business objective / strategy | 17 | 10 | 170
7b RISK: Support functions may loss of focus on core work; Project Aurora providing a more | DMT
lack capacity to manage increased cost pressure; flexible system;
additional non-core projects inefficient work arounds as Improved planning and
systems cannot handle additional communication around delivery
projects of additional projects;
Ensure formal notification
process followed
Business objective / strategy | 6 | 10 | 60
Staff welfare | 1 | 10 | 10
6 Supporting a culture of high performance and continuous improvement
6a | RISK: VFM culture not Poor VFM; Induction process. DMT
developed No significant progress in PADs process
improving performance; Reporting progress against VFM
and Technology plan to DMT and
Board;
DMT / SMT review of balanced
scorecards
Business objective / strategy | 17 | 10 | 170
7 Cost per property for housing management and repairs KPI
7a | RISK: Poor procurement or Poor VFM Contract and SLA monitoring
management of contracts and Poor performance, meetings;
SLAs not delivering VFM missed KPls

Increased management time

| = IMPACT SCORE, L= LIKELIHOOD SCORE, C = COMBINED SCORE




Ref

Risk and

Risk Impact Descriptor

Current

I L

Consequence

Mitigation

Owner

Business objective / strategy

Reputational

Using CBC Procurement Team
and Legal advice when letting
contracts

96

| = IMPACT SCORE, L= LIKELIHOOD SCORE, C = COMBINED SCORE




REPORT TO COLCHESTER BOROUGH HOMES BOARD

DATE: 9 December 2019

TIME: 5.30 pm

VENUE: Room 1, Rowan House

AGENDA ITEM: 9

SUBJECT: Medium Term Delivery Plan 2018-22

REPORT BY: Gerardine Murphy, Service Development Manager

= (01206) 282826
“B gerardine.murphy@cbhomes.org.uk

FOR INFORMATION

1. Decisions required

1.1 The Board is invited to consider and agree the proposed KPI targets for the
CBH Medium Term Delivery Plan 2018-22 (MTDP).

2. Purpose of report

2.1 The Board is invited to review the proposed targets, pending further discussion
and agreement with CBC. The Board will have the opportunity to finalise their
agreement to these at the February 2020 meeting, when the MTDP will be
formally agreed.

3. Background

3.1 Under the management agreement there is a requirement for CBH to produce a
Medium Term Delivery Plan. The MTDP plays a central role in our corporate
planning and review cycle and is the main vehicle by which CBH and CBC plan,
deliver and monitor the fulfilment of CBH’s management agreement obligations.

3.2 The CBH Medium Term Delivery Plan covers the period 2018-22, including
indicative KPI targets for the life of the plan. Performance indicators and targets
are to be reviewed annually.

3.3 By default, future targets remain as previously agreed unless there is a
compelling reason for change. Proposed targets for all KPIs remain as agreed in
2018 with the exception of the Homelessness prevention and relief KPI.

Discussions are also taking place with CBC regarding the performance and future
target for the delivery of the capital works programme. More information will be
available for Board members within the February Board pack.

4 Homelessness acceptances



4.1

4.2

4.3

4.4

5.1

Data recording and reporting for homelessness prevention and relief has changed
significantly since implementation of the Homelessness Reduction Act in April
2018. The key aim of the act is to prevent and relieve homelessness.

A new methodology for reporting CBH’s performance has been in place from April
2019.

The current methodology measures households who have accessed our services
and had a Personal Housing Plan drawn up; who have not been prevented from
becoming homeless or had their homelessness situation relieved; and for whom a
full homelessness duty has been accepted. This is measured as a percentage of
the total number of cases closed during the period providing an indication of
households where a full ongoing duty for housing is required.

It was recognised at the time that the targets were set for 2019/20 onwards that
baseline data held at that early stage should be treated with caution; the
government has acknowledged that there would be a significant time lag between
implementation of the Act and meaningful performance figures being available.
Targets were therefore set on an indicative basis only.

The table below shows homelessness acceptances as a percentage of cases
closed during the first two quarters of 2019/20 and the proposed new targets:

30 30
Target New New 20 (previously | (previously
19) 18)

Result New 27.8 31.4

Please note that due to reporting error, the figures reported so far in 2019/20
have been measured against the total number of new cases in the period rather
than closed cases; the previously reported figure of 28.6% therefore relates to
cases opened rather than closed. CBC has agreed that we will continue to use
this methodology for the remainder of 2019/20 but that we will revert to the
agreed methodology from 2020/21.

Capital program elements completed on time %

This indicator measures progress against the capital programme delivery
schedule agreed at the start of each year. As performance at the end of Q2
(shown below) is currently well below target, more detailed discussions will be
taking place over the next few weeks around target setting for next year.

2017/18

TBC TBC (previously
(previously 96) 96.5)

Target New 95 95.5




6.1

6.2

6.3

7.1

8.1

9.1

10.

10.1

11.

11.1

12.

121

13.

13.1

47.4 (Q2
Result 75.4 66.3 target
73.1%)

Risk Management

There are many external factors which will affect our ability to achieve the aims of
the Medium Term Delivery Plan. It is reviewed regularly to ensure that our aims
remain ambitious yet achievable.

The horizons for KPI target setting cover the period to the end of the plan in 2022.
This approach is designed to facilitate discussions both internally and with CBC
about forthcoming changes and available resources over the medium term, which
will clarify expectations, support better planning and reduce risk.

Performance against Delivery Plan targets is reported quarterly to the Board and
CBC. The reporting format places emphasis on highlights, forward look, risk,
issues and mitigation.

HR Implications

There are no specific HR implications to this report.

Legal Implications

There are no specific legal implications to this report.

Financial Implications

CBH'’s budgets for 2019/20 will be agreed by Cabinet in early 2020 and the
proposed targets have been considered in the context of the resources available.

Value for Money

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

Health & Safety Implications

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

Equality & Diversity Implications

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

Residents at the Heart

Customer satisfaction is a key focus in the MTDP and customer feedback will
continue to be monitored closely as one of the headline KPIs.



14. Decision Required?

14.1 To recommend the proposed targets, pending further discussions with CBC.
15. Appendices

e Appendix 1: Medium Term Delivery Plan KPIs 2018-22



Medium Term Delivery Plan KPIs & targets

Note: 2019/20 figures are cumulative to the end of Q2

Customer satisfaction %

Colchester
Borough
Homes

We will monitor satisfaction at the point of service to ensure customers are satisfied with the
service they have received. We will monitor aspects of our service such as repairs and

maintenance, new tenants moving in and property upgrades.

2017t | 2oterte [ zotez0 [ zozo21 [ 202tz |

Target

New

New

89.3

91

92

Result

New

87.4

92.4

Repairs completed on time %

Percentage of repairs which are completed within agreed timeframes: 21 working days for
routine repairs, 24 hours for emergency repairs, 3 working days for urgent repairs and 3
months for programmed repairs.

Target 96.75 97 97.25 97.5 97.75
Result 98.0 98.3 97.7

Homelessness acceptances %

Proportion of households for whom a Personal Housing Plan (PHP) has been agreed where
the actions outlined in the PHP have not resulted in prevention or relief of homelessness and a
full homelessness duty is owed.

2017718 | 2018119 [ 2019/20 | 202021 202122 ]
Target New ey 20 30 (previously | 30 (previously
19) 18)
Result New 27.8 31.4"

" This figure relates to homelessness acceptances as a percentage of cases closed during the period. The previously
reported figure of 28.6% relates to cases opened rather than closed.

c279e672-8cf9-4afa-9a49-d8603b56b8d4 1




Medium Term Delivery Plan KPIs & targets

Capital program elements completed on time %

<

Colchester
Borough
Homes

Progress against the capital programme delivery schedule agreed at the start of each year.

73.1%)

2017718 | 201819 [ 201920 202021 2021/22 |
TBC TBC (previously
Target New 9 99.5 (previously 96) 96.5)
Result 75.4 66.3 47 .4 (Q2 target

Rent collection %

Rent collected from current tenants as a percentage of the rent collectable plus any arrears at
the start of the year.

Target 98.5 98 98 98.2 98.5
Result 99.9 99 96.2 (Q2 target 96.5)

Average days to re-let general needs properties

Number of days taken to re-let vacant general needs homes, including any days spent in

capital works.

2017118 T 2018119 [ 201920 | 202021 [ 2021722 ]
Target 25 25 25 24.75 24.75
Result 24.7 26.8 28.6

Corporate facilities repairs completed on time %

Percentage of responsive repairs which are completed within agreed timeframes: immediately
in the case of emergencies, 24 hours for urgent repairs and 30 days for non-urgent repairs.

Target New 75 90 90 95
Result 63.1 95.5 91.4

c279e672-8cf9-4afa-9a49-d8603b56b8d4 2




Colchester
% Borough
Medium Term Delivery Plan KPIs & targets St

Gas compliance %

Percentage of tenanted homes with a gas supply which have a valid gas service certificate.

201718 [ 201819 | 2019220 | 202021 = 202122 |

Target 100 100 100 100 100
Result 100 100 100
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REPORT TO COLCHESTER BOROUGH HOMES

DATE: 9 December 2019
TIME: 5.30pm
VENUE: Room 1, Rowan House

AGENDAITEM: 10

SUBJECT: Board Member Expenses Scheme Policy

REPORT BY: Jo Paget, Governance Officer

& (01206) 282752
YD Jo.paget@cbhomes.org.uk

FOR DECISION

1.

2.1

3.1

3.2

3.3

5.1

Decision Required

Board is asked to approve the amendments to the Board Member Expenses
Scheme Policy as at Appendix 1.

Purpose of Report

To review the Board Member Expenses Policy and present it to the Board for
approval. This new policy has been reviewed by the Governance Officer and
the Head of HR & Governance who recommends it to the board for approval.

Background & Content

In 2016 a review of this document was undertaken. This document is on a 3-
year review cycle. At present it is not proposed to alter it substantially.

This Policy sets out information on the scheme for Board Members’ expenses.

Minor amendments have been recommended. These amendments reflect rate
changes for travel expenses and subsistence changes in accordance with the
Colchester Borough Council Members Expenses Scheme. The policy now
also mirrors the Colchester Borough Councils childcare/carer allowance
calculations. The Board is also asked to note the named post amendment
from Board Assurance Officer to Governance Officer. The amendments have
been highlighted accordingly in appendix 1

Risk Management
The production of, and adherence to the expenses scheme is an important

way to ensure that Board Members have an agreed set of standards of
behaviour to ensure that business is conducted in an open and accountable



way. By adhering to this Expenses Scheme, Board Members will positively
contribute to the Company’s reputation.

6. HR and Health & Safety Implications

6.1  The Expenses Scheme has no direct HR implications relating to staffing
levels. However, the importance of Board conduct in public life and in
relationships with staff are essential to maintaining professionalism throughout
the company and for leading by example.

7. Legal Implications

7.1 Adherence to the Members Scheme can help ensure that Board Members are
open and accountable for claims undertaken and take heed of their
accountability as directors.

8. Financial Implications

8.1  Adherence to the Board Member Expenses Scheme assists the Company in
avoiding fraudulent activity and financial losses

9. Value for Money

9.1  The Board Member Expenses Scheme promotes good practice and ensures
that the business is efficient, effective, and economical.

10. Equality & Diversity Implications

11.1  The scheme emphasises the commitment by Colchester Borough Homes to
ensuring fair access to services and an awareness of the importance of
equality & diversity considerations in availability to carry out duties.

121. Residents at the Heart

12.1 The Board Members Expenses Scheme shows our commitment, as a
Company, to good governance and shows our service users and the general
public what they can expect from us as an organisation. The scheme shows
how we are committed to providing the best possible services by ensuring
CBH is an effectively- and ethically-run company.

13. Decision Required?
Yes

Appendix
14.1 The following document/s is/are appended to this report:

e Appendix 1 — Board Members Expenses Scheme
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Glossary

Communities &
Local
Government

Articles of A document that specifies how the Board of Colchester

Association Borough Homes must operate

BACS A scheme for the electronic processing of financial
transactions

Company Colchester Borough Homes

The Council Colchester Borough Council

Department for | The central government department responsible for

(among other things): building regulations, housing, local
government and planning

Elected
member

Borough or County Councillor

Appointments
&
Remuneration
Committee

A group of Board members that meets at least once every
three months to look at performance and policies in the
areas of human resources and corporate governance

Information
Commissioner’s
Office

The UK'’s independent authority set up to promote
openness by public bodies and data privacy for
individuals

In lieu of

‘Instead of’ or ‘in place of’

National Fraud

An exercise that matches electronic data within and

Initiative between public and private sector bodies to prevent and
detect fraud
Petty cash A small amount of readily available money used for

paying low-value expenditures

Section 19 of
the Articles of
Association

Specifies that Board members may be removed from
office after an investigation into their conduct with the
agreement of two thirds of the Board members

Section 25 of
the Articles of
Association

Specifies the power of the Board to agree an expenses
scheme for Board members
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1.

1.1

1.2

1.3

1.4

1.5

Introduction & purpose

This guidance sets out information on the scheme for Board Members’
expenses for Colchester Borough Homes.

Subsequent changes will be considered by the Appointments &
Remuneration Committee, which will make recommendations to the
Board.

The Board has the power to determine the range and the level of
expenses for which Board Members may be reimbursed, in accordance
with Article 25 of the Articles of Association. This article places three
restrictions on the Board’s power: (a) guidance from the Department of
Communities & Local Government or other government department, (b)
not to exceed any maximum sum set by the Council, and (c) not to pay
Councillor Board Members more for Company business than they
would be paid for Council business.

The following meetings qualify for travel, subsistence, childcare and/or
support worker expenses:

e All Board Meetings
e Meetings of Board Committees, panels or working groups

e Board Member training, where approved in advance by the
Governance Officer or the Chair of the Board

e Conferences and other one-off meetings, where approved in
advance by the Governance Officer or the Chair of the Board

The Governance Officer or the Chair of the Board can authorise the
reimbursement of travel & subsistence costs incurred by any Board
Member in connection with events that are not classified above. Any
such decision must be made in advance of the date of the event and
the Governance Officer or Chair of the Board must be satisfied that
attendance is in connection with their duties as a Board Member.

2. Travel expenses

2.1

2.2

Board Members are entitled to claim travel expenses in respect of the
duties set out above and where expenditure is necessarily incurred.

Board Members are encouraged to use public transport wherever
possible. Wherever possible train tickets should be booked in
advance, this may be done through the Governance Officer or by
Members themselves who may then claim their ticket price back.
Transport must be by standard class fare.

CBH Board member expenses scheme — Nov 2019 4



2.3

24

2.5

2.6

2.7

2.8

Board Members should note that some vehicle insurance companies
might consider journeys related to official duties as being for ‘business
purposes’. It is strongly recommended that you seek guidance from
your motor vehicle insurer as to whether such use needs to be formally
registered.

The Company will not reimburse the costs of any parking or speeding
fines incurred while on Company business.

Taxis may be used where no public transport is reasonably available,
or where a Board Member cannot use public transport due to mobility
issues. For journeys within the Borough of Colchester, taxis can be
booked through the Customer Services Team (01206 282514) or the
Governance Officer._If not booked through -CBH , Board Members
will be reimbursed the cost of their fare.

The allowances payable for all eligible journeys are as follows:

Board Member’s own private vehicle
Mileage is paid at 45p per mile.

Motorcycle
Mileage is paid at 24p 24-6—per mile

Bicycle
Mileage is paid at 20p per mile.

Mileage is reimbursed at the same rates as the Council’s Members’
Allowances Scheme, and will be changed when this scheme is
updated.

Taxi

Travel claims should be made via Claim Form. Claims for travel
between home and a place of work are subject to National Insurance
and tax. Claims for journeys between places of work are exempt from
National Insurance and tax. The preferred method for payment is a
BACS transfer, but payment can be requested by petty cash.

Members should provide a ticket, receipt or other proof of booking to
accompany any claim for travel by public transport or taxi. This may be
in the form of an email confirmation of booking.

CBH Board member expenses scheme — Nov 2019 5



3. Subsistence expenses

3.1

3.2

3.3

Subsistence expenses are payable where directly related to duties for
which travel expenses are payable and where actual expenditure is
necessarily incurred.

Claimants can claim a maximum of £5.00 for breakfast, £7.00 £6-75-for lunch,
£3.00 £2.59-for tea/coffee and £10.00 26-00-for evening meal whilst
attending training or a meeting where food is not provided.

Consideration will be given to board members who have no alternative

but to pay more than the above limits where a receipt is readily

available.

Subsistence is reimbursed at the same rates as the Council’s
Members’ Allowances Scheme, and will be changed when this scheme
is updated.

Subsistence claims should be made on a Claim Form, and are not
subject to National Insurance and tax. The preferred method for
payment is a BACS transfer, but payment can be requested by petty
cash.

4. Childcare / support worker expenses

4.1

The scheme makes provision for the payment of Carer’s expenses
for childcare and/or support worker costs necessarily incurred.

¢ the allowance is only payable where it enables a Board Member to
undertake a duty directly related to their role

e the allowance is only payable where a Board Member actually
incurs costs related to the care of their children under the age of 16
or other direct dependants requiring the continuous presence of a
carer or if a support worker is needed in order to enable a Board
Member to attend a meeting

e the child’s carer must not be a close relative (i.e. any partner,
parent, brother, sister, son, daughter, aunt, uncle or cousin), and
must be a registered childminder

The period for which a claim can be made may include
travelling time to and from the Board Member's home

¢ the allowance is intended to cover the costs involved up to a maximum of: ¢
£7.00 per hour for the first child; « £5.25 per hour for a second child; « £3.50 per
hour for a third child; and * £1.75 per hour for a fourth child.

» If a Board Member is required to pay a reasonable booking and/or registration

fee to a registered child care agency then the Board Member may claim for the
amount incurred
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e Any payment made under the scheme will be made on the basis of actual
expenditure incurred up to the maximum amount referred to at 3.1 and 3.2
above.

e Payment of the allowance will be in arrears on completion of a signed claim
form.

4.2 Payments will only be made where actual cost is incurred and must be
supported by a receipt, where available, and a signed claim form. The-
; Nati Living W/ I L ;

() ()

) )
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4.3 Board Members are advised that all payments made will be subject to
the deduction of National Insurance and tax.

44  Board Members are advised to declare any carer’s expenditure to
designated authorities on any claims for statutory benefits.

4.5 Carer’s expenditure claims should be made via Claim Form and are
subject to National Insurance and tax. Claims should be submitted to
the Governance Officer by the second of the month. Payment will
then be made through payroll into your bank account.

4.6  Childcare/ Support Worker expenses are reimbursed at the same rates as the
Council’s Members’ Allowances Scheme, and will be changed when this scheme is
updated.
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1. Payment in lieu of wages

1.1 There are occasions when important meetings take place during the
working day (e.g. annual Board Away Day), and Board Members who
are in employment may need to take time off work to attend. Should
this be the case, Board Members are entitled to claim for the actual
amount of earnings lost for the day or part day. However, payment will
only be made where the Board Member has the prior agreement of the
Governance Officer or the Chair of the Board.

1.2  Claims for payment in lieu of wages should be made via Claim Form 3
(see appendix), and are subject to National Insurance and tax. Claims
should be submitted to the Governance Officer by the second of the
month. The preferred method for payment is a BACS transfer.

1.3  Appropriate evidence (e.g. a wage slip or a letter from employer) will be
sought when claims are received.

2. Professional subscriptions and fees

2.1 Where membership of a professional institute is considered by the Chair
of the Board (or, in the case of the Chair, the Chief Executive) to be of
benefit to the Company, fees will be paid in full by CBH. This is limited
to one institute per Board Member.

3. IT equipment

3.1 All Board Members are entitled to the provision of a laptop or tablet and
broadband internet in order to assist them in carrying out their duties as
Company directors.

3.2 Board Members who are Borough councillors have a laptop and
broadband access provided by the Council. Other Board Members may
choose to use their own IT equipment and broadband connection or
may request a laptop or tablet from the Governance Officer, who will
organise for broadband access to be given.
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3.3

Board Members in receipt of a Company laptop will be asked to sign a
declaration stating that they have received this equipment and will
return it to Colchester Borough Homes in full working order when they
leave the Board.

4. Telephone bills, postage, paper and other sundry items

4.1

4.2

The expenditure is only payable where a Board Member actually incurs
costs related to their duties as a Board Member. Actual money spent
on postage, telephone calls, paper and other sundry items may be
claimed where a receipt / itemised bill is available.

These claims should be made via Claim Form 1 (see appendix), and
are not subject to National Insurance and tax. The preferred method for
payment is a BACS transfer, but payment can be requested by petty
cash.

5. Duplicate claims

5.1

Council-appointed Board Members may not claim allowances from the
Council and the Company in respect of the same duty. Failure to
adhere to this guideline will be considered a serious breach of the
obligations of a Board Member and will result in disciplinary action
under Section 18 of the Articles of Association.

6. Register

11.1

11.2

The Company is required to keep a record of the payments made in
accordance with this scheme. The Governance Officer will keep this
register, which will specify the name of the recipient and the amount
and nature of all such payments.

As part of the Information Commissioner’s Office (ICO) approved
publication scheme and in line with the Council’s practice, Board
Members’ expenses for the year will be published on the Company
website under the following categories: ‘Expenses’, ‘Car Mileage’ and
‘Total'.

7. Payments procedure

11.3

Travel, subsistence and other sundry allowances must be claimed on
the standard Claim Form 1 available from the Governance Officer. All
claims for travel, subsistence and other sundry items allowances
under this scheme should be made within three months of the
date of the duty or event.
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11.4 The primary responsibility to ensure the accuracy and integrity of
claims for allowances rests with the individual Board Member. Officers
are available to give advice and guidance on claims but Board
Members must not rely on officers to identify claims made for ineligible
duties or events.

11.5 It is important that the Board Member personally specifies the amount
of his/her claim, and signs accordingly. Officers are pleased to offer
assistance in the completion of claim forms, but this does not extend to
exercising discretion as to the amount due. Therefore, please do not
leave blank any sections on the claim forms.

8. Relationship between Board Member allowances and benefits

8.1 Board members who are incapable of work, unemployed or retired may
find that being paid expenses will affect their entitlement to welfare
benefits, Council Tax Support and Housing Benefit.

8.2  In addition, where Board Members or their partners are claiming
benefits or Tax Credits, eligibility may be affected by either partner
holding the office of elected Member. Accordingly, there is a need for
both partners to advise the appropriate authority at the time a claim is
made of the amounts payable under the expenses scheme.

8.3  The rules on statutory entittements are complicated. For this reason, it
is important that all expenses payable by the Company be declared to
the designated authority.

If you have any doubts, please seek the specialist guidance of the
agency paying the benefit or the Inland Revenue for Working or
Child Tax Credits.

It is the Board Member's personal responsibility to make all
declarations even where benefits administered by Colchester
Borough Council are concerned. It is important if you are
claiming more than one benefit or allowance to notify all the
offices you have dealings with. It is not safe to assume that
because you have informed one benefit office that they will inform
any of the others.

8.4  Board Members should also be aware that under the Social Security
legislation, the Company is required to furnish details of such payments
to the appropriate body if so requested.

8.5  When making declarations, Board Members are advised to identify all
expenses actually and necessarily incurred in order to maximise benefit
entitlement. This may include telephone costs, stationery, childcare and
carer's costs, etc.
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8.6  Under the National Fraud Initiative, the Company may be required to
supply personal information as part of the periodical data matching
exercise. Such information may be provided to bodies such as the
Department for Work and Pensions, the Inland Revenue, the Benefits
Agency, the Council’s Benefits Section and the Audit Commission.

9. References

Best practice from other ALMOs.

10.Related documents

The Council’'s Members’ Allowances Scheme

Board Member Code of Conduct

Code of Governance

Memorandum & Articles of Association

Governance & Remuneration Committee Terms of Reference
Scheme of Delegation.
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http://www.cbhomes.org.uk/CHttpHandler.ashx?id=12579&amp;p=0
http://www.cbhomes.org.uk/CHttpHandler.ashx?id=11135&amp;p=0
http://www.cbhomes.org.uk/CHttpHandler.ashx?id=12010&amp;p=0
http://www.cbhomes.org.uk/CHttpHandler.ashx?id=12577&amp;p=0
http://www.cbhomes.org.uk/CHttpHandler.ashx?id=16172&amp;p=0
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REPORT TO COLCHESTER BOROUGH HOMES

DATE: 09 December 2019

TIME: 17.30

VENUE: Room1, Rowan House

AGENDA ITEM: 11

SUBJECT: Health & Safety Update Report
REPORT BY: Karen Loweman, Director of Operations

@& (01206) 282805
‘B karen.loweman@cbhomes.org.uk

FOR INFORMATION

1.

1.1

2.1

3.1

Purpose of Report

This report sets out information to inform Board members of incidents,
accidents or highlights risks that have occurred.

Background

Ensuring the Health & Safety of staff, contractors and residents is one of our
principle objectives. This report provides an oversight of operational health &
safety incidents that have occurred for information. Further details of
incidents are available upon request.

Assure — Health & Safety Monitoring

Our organisation uses the Assure system to monitor and review Health &
Safety. The report attached as Appendix 1 is provided from the system.

The report is for October 2019 a period with 8 incidents occurring; 2 of which
were reportable to the Health and Safety Executive (HSE).

e 6 of the incidents relate to the behaviour of customers resulting in
unreasonable behaviour toward staff members

e 2 maijor incidents occurred — copper pipework for gas supply was
stolen from the external walls of two blocks of flats. These incidents
were reported to the HSE and the Police.

Information relating to workplace accidents and incidents is displayed on
screens in offices where appropriate and shared widely with staff.



4, Risk Management

4.1  The report provides information to identify and improve the occurrence of
incidents and accidents, highlighting areas which may require improvement.

5. HR and Health & Safety Implications

5.1  The report is compiled monthly by our Health and Safety Officer and
circulated to Corporate Management Team.

6. Legal Implications
6.1  Compliance with relevant Health & Safety legislation.
7. Financial Implications

7.1 Budgets are in place to manage services in accordance with Health & Safety
legislation and best practice

8. Residents at the Heart

8.1  The safety of residents is considered in the way in which we manage homes

and services
9. Decision Required
9.1 No

10 Appendix
10.1 The following document is appended to this report:

Appendix 1 — Monthly Assure Incidents October 2019



Appendix 1 — Health & Safety summary report of incidents and accidents

October 2019

Health & Safety Report October 2019

Incident Records Dashboard

Number of records Number of Reportable Incidents

13 8 2
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REPORT TO COLCHESTER BOROUGH HOMES

DATE: 09 December 2019
TIME: 17.30
VENUE: Room 1, Rowan House

AGENDAITEM: 12

SUBJECT: Strategic Risk Register

REPORT BY: Matthew Armstrong, Director of Business Improvement

@& 07951 103364
Y mathew.armstrong@cbhomes.org.uk

FOR DECISION

1. Decision Required

1.1 To approve the strategic risk register and note progress on mitigating actions.

1.2  To note the comments from the Finance and Audit committee on the
operational red and amber risks.

2. Purpose of Report

2.1 The purpose of this report is to inform the Board of the current strategic risks
to the company and to provide an update on the progress of the mitigating
actions. It also provides an opportunity for Board Members to suggest and
consider any emerging strategic risks.

3. Background & Content

3.1  Atits meeting on the 9" September 2019 the Board received the strategic risk
register in its new format. The scoring of risks have been evaluated in
accordance with the impact and likelihood tables which Board Members
created and can be seen at appendix 1 and 2 respectively. These tables set
the Board’s risk appetite against a range of impact descriptors.

3.2 Atthe same meeting the Board agreed to the recommendations made by the

Finance and Audit Committee that:

e The Board review just the strategic risk register at each meeting;

e The Finance and Audit Committee review the strategic risk register,
the emerging risk register and the extract of all operational red and
amber risks at each of their meetings;

¢ Finance and Audit Committee to do deep dive reviews of particular risk
areas as required.

The recommendation was to ensure that risks were appropriately scrutinised
and that duplication in what Board and Committee reviewed was minimised.



4.1

4.2

4.3

5.1

5.2

5.3

Strategic Risk Register

The risks identified as strategic are taken from the individual strategic delivery
plan risk registers and can be seen at Appendix 3. They retain their original
reference number to ensure the link to the plan, where the action plan sits, is
maintained.

There are seven individual risks that have been grouped into three strategic
themes:

e Risks to CBH'’s financial viability;
e Risk to service delivery;
¢ Risks to staff and public.

One of the seven strategic risks is red which comes under the Customer Plan:

e 6a. CBC/CBH has no working Housing Management System as existing
system ceases to function before new Housing Management System is
fully operational.

The implementation of the new housing system, Project Aurora, is underway
with service design workshops being held and a programme being
established. As the project identifies the method of data transfer and
associated timeframes this risk will reduce. With limited support from the
supplier on previous system issues, this provides some comfort that running
in an unsupported state is feasible.

The F&A Committee reviewed the strategic risk register and proposed the
score before mitigations should be shown and it made clear what mitigations
have been implemented. For those mitigations not implemented, the potential
improvement in score should be shown.

Red and Amber Operational Risks

These risks were reviewed and noted by the Finance and Audit Committee at
their meeting on the 4" November 2019 with no further actions or
recommendations to the Board.

The Committee questioned how amber risks getting closer to being red are
highlighted and it was agreed to look at the format of the register to provide
some form of direction of travel indicator.

The Committee also agreed to conduct deep dives into two specific risks each
meeting. The risk owner will be invited to the meeting to take questions as
the Committee scrutinise the risk. Risks would be identified by the Chair and
Director of Business Improvement.

Emerging Risk Register



6.1

71

8.1

9.1

10.

10.1

11.

111

12.

121

13.

13.1

14.

14.1

The Finance and Audit Committee reviewed the emerging risk register at its
meeting on the 4" November 2019. There were no changes but the
Committee noted the importance to be aware of these potential challenges.
Risk Management

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.

HR Implications

One of the aims of the risk management process is to ensure that any
possible adverse impact on staff is assessed and mitigated as appropriate, be
that from a chance happening or a business decision.

Financial Implications

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

Value for Money

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

Legal, Health & Safety and Equality & Diversity Implications

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.

Residents at the Heart

Any 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.

Decision Required?

Yes.
Appendices

The following document/s is/are appended to this report:
e Appendix 1 — Impact Table
e Appendix 2 — Likelihood Table
¢ Appendix 3 — Strategic Risk Register
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CBH Strategic Plan assurance report

Q2 2019/20

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

Community plan

A community enabling leader for Colchester by 2022

Key

Currently below target but
expected to achieve
target

Strategic Plan Assurance Report Q2 2019-20 - November 2019




Customer plan

Top 25% ALMO for satisfaction by 2022

Highlights

¢ Improved Right to Buy solicitor information to reduce repeat

contact and resolve more queries

Repairs customer journey review - action plan in place

Qualitative capital works surveys introduced

New customer insight dashboards

Review of website and recorded messages for customers

contacting by phone

o Liaison Work between Operational Support Unit, CBC Customer
Service Centre, contractors and supervisors to improve customer
experience and support Right First Time

o Repeat calls analysis in place with CBC to focus service
improvement tasks

o Launched Customer Service questions for all positions during
interview process

o Defined customer service standards/KPIs for Housing Systems
team. Revised helpdesk response times and recording methods
and MGI approach applied to responses

o Data mapping to identify digitally excluded sheltered tenants to
plan IT workshops

o iPads installed in four sheltered schemes

Risks, issues & support required

¢ Rollout of customer satisfaction measurement outstanding for
Housing Options — questions agreed early 2019 for rollout from
April 2019

e Issue: Housing Investment Programme satisfaction dropped
because of one poorly performing contractor. Action: Escalated
issue and contractor has replaced the contract manager,
improvement seen in addressing issues and workmanship.

o Issue/to note: Top 25% ALMO for Customer Satisfaction —
measures STAR (perception) survey outcome not transactional
survey results.

Forward look

Development of new
Customer Charter
Development of Service
standards review with
tenants

Customer Insight training for
all service managers
Launch of My Customer
presentation at getting to
know you days - Customer
Champions

Development of My
Customer E Learning
module for all new starters.
Review of Service Level
Agreement with CBC ICT &
other CBC services

Review of ICT helpdesk
system to support customer
service - consider
integrating with CBC
helpdesk

ICT newsletter and more top
tips for staff on Yammer.

2018/19 2019/20 2022
Progress measure outturn Latest target target
% overall satisfaction 87.4 89.3 92
% satisfaction that we listen to & act on views of customers 65 65% 66 71
% customers accessing services digitally n/a No target No
n/a target
Completed resident engagement impact assessments 115 [SI 26 60
Strategic Plan assurance report Q2 2019-20 2




Value for Money, Technology & Investment plan

Lowest 25% cost per property in the East by 2022

Highlights

Project Aurora — Northgate Public Services selected as preferred
bidder for new housing management system

WiFi & broadband upgrades and provision of hardware at
Greenstead Local Housing Office and within Older Persons
Services to enable smarter working

Rollout of SharePoint New Experience to improve usability in
progress

1-1 ICT training sessions offered for sheltered housing, housing
management & asset management staff

Establishment of Strategic ICT group to ensure
decisions/resources are aligned with company priorities

Ongoing development & embedding of balanced scorecards
Number of project sites built in SharePoint for improved
collaborative working

Improved works ordering process via Microsoft Flow

Case study to identify potential SharePoint New Experience time
savings

Free of charge consultancy obtained on Microsoft O365.

Risks, issues & support required

No improvement in % of staff feeling productivity improved by
technology. Drop in satisfaction with how CBH supports staff with
technology (52% Jan 2019 to 48% Aug 2019). Comments
suggest SharePoint and hardware are particular issues. To be
addressed via renewed focus on technology in VfM plan action
plan annual review (going to Board Dec 2019)

Forward look

Implementation phase of
Project Aurora

HouseMark 2018/19 results —
to be incorporated into VM
plan review

Compiletion of Working
Smarter rollout at Greenstead
Local Housing Office
Compiletion of rollout of
SharePoint New Experience
Automation and
improvements using improved
document intelligence within
SharePoint

Trialling Micollab app to
improve mobile connectivity
within the corporate telephony
system

Meeting site to be scoped in
SharePoint to enable a
consistent and efficient
approach to running meetings
Drop-in sessions to help staff
work better in SharePoint

Progress measure A Latest AU A
outturn target target
Cost per unit (repairs & housing management combined) £879 To
(2017/18 £1022 | b
) uartile
5 : = : :
% staff who feel their productivity has improved with 39% 39% 40% 75%
technology
£ reinvested £0 £0 0 TBC
Cashable savings achieved £0 £190k TBC
Strategic Plan assurance report Q2 2019-20 3



People plan

Times top 100 not-for-profit employer by 2022

Highlights

New corporate management team structure in place

Interim staff survey results: 80% response rate. 2 of 3 People Plan
KPI targets for 2019/20 met. CMT meeting to discuss results and
agree actions

Number of key HR policies reviewed, including amalgamating
maternity, paternity, shared parental and parental leave policies
into single Family Leave Policy

E-Learning for Asbestos Awareness, Equality and Diversity for
Staff and Managers and Modern Slavery launched

Suite of customer service-based questions made available for
interviewing process

13 staff members have taken up supervisions with external
counselling service

Induction programme for new property services supervisors

Risks, issues & support required

Risk Recruitment for hard-to-fill posts. New approaches are being
taken to advertise these roles, however pay levels for some roles
continue to be uncompetitive and therefore market supplements
are being offered.

Risk Staff restructure leads to breach of employment legislation
and / or employee legal challenge. All CBH procedures and
employment legislation followed. Trained HR staff.

Risk Poor level of IT skills with some staff which could adversely
impact adoption of new technology to improve performance.
Seems to be reflected in staff survey results. Office365 training
has taken place across the company. Need to provide staff with |.T
based e-learning.

Forward look

I-Trent online annual leave
launch January 2020
Essex County Council
pension scheme benefits
staff presentation 7
November

Launch of Leadership
Commitment
Programme 2020 service
reviews

Health surveillances for
Operatives and Community
Caretakers

World Mental Health Day
events 10 October
Menopause awareness
session 17 October
Recruitment of Head of
Finance

Use of internal customer
satisfaction surveys to
identify & support staff
development needs
Management Training.

2018/19 2019/20 2022
Progress measure Latest
outturn target target
% of staff who feel empowered to make decisions and o o o
have ownership of their work 9% - il Sl
% of staff who are supported by their manager to do the o o o o
job to the best of their ability 84% £k o A%
% of employees who would recommend CBH as an 829 849 87%
employer o ) o
Strategic Plan assurance report Q2 2019-20 4



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

Highlights

e Terms of reference for Business Development Panel agreed at
September meeting.

o As of August 2019, fees earned forecast to exceed 19/20 target by
£38k by year end.

e Total of nine applications received for two Senior Building
Surveyor/Project Manager posts within Design and Construction
Management (DCM) team. Shortlisting for interview underway.

o Meeting held with new Group Commercial Director of Colchester
Commercial Holdings (CCHL) who is keen for DCM team to assist
with future projects.

Risks, issues & support required

e Senior Building Surveyor leaving DCM Team to become Head of
Asset Management.

¢ Head of DCM to takeover contract administration roles on key live
projects until Senior Building Surveyor/Project Manager posts
filled. This is likely to occupy most of their time which may delay
more strategic work such as DCM team restructure.

o A framework of freelance skilled professionals has been
established in order to provide resilience to the team in the role of
Senior Building Surveyors, Engineers and Quantity Surveyors.

e Early talks with CBC / CAHL led projects is essential in order to
best resource future projects. Where project timeframes are fixed
the Head of DCM is looking at team capacity and the best use of
the freelance framework, whilst still providing value for money.

Forward look

Building Services Engineer
post within DCM Team to be
re-evaluated and advertised
in near future.

Interviews to be held for
Senior Building
Surveyor/Project Manager
posts.

Official order to be issued
for Elfreda House project.
Currently eight further fee
bids for projects totalling
c£2m are with CBC for
consideration.

2018/19

Progress measure
outturn

£216k

1.61%

B
e

Strategic Plan assurance report Q2 2019-20

Latest

2019/20 2022
target target

£417k | £1.6m
£67k £235k
3.40% | 2.97%




Leadership plan

Leadership that inspires trust and confidence in CBH by 2022

Highlights Forward look
o Dirk Paterson appointed as Chair of the Board at e Board appointments October: Paula

September meeting - Anne Grahamslaw chairmanship Goddard and Lorna Preece to be

term completed. appointed as tenant board members
e Successful recruitment for 2 tenant board members and 1 at October AGM, Karen Smout to

independent board member formally take up her role as
o New terms of reference agreed for the Business independent board member

Development Panel (previously the Business ¢ Glenn Houchell (Independent) and

Opportunities Panel). Geoff Foster (Resident) terms
e Research and filming planned for new ‘Tenant’s completed, leaving the Board in

experience’ segment at Board as recommended in the October.

Board Effectiveness Review. e Briefing new Chair on 23 October on
Risks, issues & support required the Leadership Plan and the Board
e lIssue: Drop in staff confidence in senior managers has Effectiveness Review Action Plan.

dropped from 70% in February to 69% in August. e Planned progress to be discussed at

Significant divergence in responses to this question from above meeting with new timeframes

different parts of the organisation. from actions requiring Chair’'s

Action: Investigation required in these two areas. direction.

¢ Board Away Day — planned for 16"
December (tbc).
Progress measure Al Latest DL 2022 target
outturn target

% staff confident in the Directors Management 20% - — —
Team leadership

Stakeholder confidence in CBH’s leadership n/a n/a No target No target
II\Blloar.d skills required vs current Board Skills 34 34 35 the

atrix (1-4)

Strategic Plan assurance report Q2 2019-20 6



Community plan

A community enabling leader for Colchester by 2022

Highlights

Developing closer work with CBC to better understand and jointly
deliver asset-based community work

Community plan work delivered at University multi-agency Catalyst
event

Presentation on Community Plan to “One Colchester”

Positive community feedback and sponsorship for Gardening
competition

Completed First Aid training sessions with more than 200
residents and CBH staff attending

App now available to map assets and reports of ASB — limited trial
to date, but continuing with mapping information with University
Positive media coverage of CBH work in reducing anti-social
behaviour and rough sleeping in Colchester

Staff survey shows a high number of staff agree that CBH has a
positive impact on the community, although this is still below target
score of 85%

Risks, issues & support required
Support required:

Identifying financial advice and support services available in
Colchester

Customer insight data — number of residents in receipt of benefits;
levels of arrears; geographic data on benefit recipients
Communication to maintain staff and public awareness.

Forward look

e Developing Money advice
surgery and workshops with
the Local Citizens Advice

service

e Focus for 2019 Q3 is

financial resilience

e Maintain staff awareness of

work through social

media/Yammer and office
based collections and
information
¢ Publication of Community
Plan brochure

2018/19 2019/20 2022
Progress measure Latest

outturn target target

The value of our social impact on communities £303,292 £529,205 No No
target target

e r— 5
S’Faff who agree that_ CBH has a positive impact on the 84% 79% 85% 88%
wider local community

Strategic Plan assurance report Q2 2019-20 7




Colchester
Borough
Homes

Medium Term Delivery Plan
2018 — 2022
Performance Report

2019/20
Quarter 2
Not started/ :
In Progress/on . Unlikely to Cancelled / on
Completed target behind schedule/ achieve target hold

below target
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Customer
Highlights

Customer consultations: garage sites, Decent Homes, capital
works programme. Decent Homes consultation - 600 tenant
surveys completed

Regular meetings established with repairs contractors to improve
service delivery, communication and appointment times

Wi-Fi upgrade completed in all sheltered schemes

Data mapping to identify digitally excluded sheltered tenants to
plan IT workshops

iPads installed in four sheltered schemes

Improved self-serve on website including a tenant alterations
request

Two new tenant board members appointed

Improved responses to complaints and enquiries following staff
workshops

Ivor Brown AGM held & action plan agreed with tenants
Community 360 provided a timebank gardener to support tenants
at Plum Hall

Customer insight dashboards produced.

Risks, issues & actions required:

Issue: Housing Options customer satisfaction surveys due to be
complete April 2019 but still outstanding. (Baseline data needed
by Q3 for 20120/21 target setting). Exploring opportunities for
using system (Civica) messages to capture customer satisfaction
with the various sections of Housing Options

Note: Transactional satisfaction on Adaptations - one return
(dissatisfied) hence outcome of zero

% customer satisfaction

Forward look:

Working with CBC to
install a further four
iPads in sheltered
schemes

Additional IT sessions
planned in sheltered
schemes where iPads
are installed
Customer insight
training for all middle
managers

Reviewing customer
service standards with
tenants

Working with Tenant
Participation Advisory
Service to review
engagement activity
with customers
Resident Panel
reviewing Design and
Construction and Asset
Management services.

19/20 Q2

e CBH Responsive Repairs
Contractor Responsive Repairs
Empty Properties

Housing Improvement Programme

== (G3s repairs and servicing

Cumulative Adjusted
92.4% Target | 89.30%
Result 9 Status
96%
94%
92%
90%
88%
86%
84%
82%
18/19 Q2 18/19 Q3 18/19 Q4 19/20 Q1
Quarter only YTD == == Target
Weighting 120%
100% ———
80%
e Adaptations
40%
15 10
20% —CSC

0%
18/19 Q2 18/19Q3 18/19 Q4 19/20Q1 19/20 Q2

— A\SB

e Complaints



Housing Options and Homelessness

Highlights Forward look

e The number of households in interim and temporary accommodation ¢ Negotiation
remains under control relative to the increase in numbers of households we with CBC legal
owe a relief duty to. on Bonds and

e Numbers of families in bed and breakfast remain low Insurance

¢ New “Navigator” roles in Rough Sleeper team to start by end of October

2019 — MHCLG funded.

e Verbal confirmation received that CBC will be invited to bid for further o

Rough Sleeping funding

e Significant work in place by Solutions team to prevent homelessness
e Housing Register application process shows continuing good progress to

ensure up to date applications and risk assessments

e Right to Buy Back properties increasing supply - local letting policy gives

priority for homeless households
Risks, issues & actions required

Risk: Rent levels in the private rented sector continue to increase beyond
Local Housing Allowance and affordable levels for those approaching at risk of

homelessness

Risk: % level of homelessness acceptances under pressure as access to the

private rented sector slows down.

Risk: Levels of available social/affordable rented homes continues to decrease
Risk: Severe weather provision for rough sleepers is dependent on co-

operation from partners and volunteers.

Homelessness acceptances %
Cases where a full homelessness duty is accepted as a proportion of ‘Personal Housing
Plan’ (PHP) drawn up during the period.

agreements to
be completed
Private Rented
Sector
properties to be
procured using
new incentive
products
funded by
Grant
¢ Annual Rough
Sleeper count
to take place in
November
e Landlord
Forum October
2019.

20.00%
19/20 Q2 19/20 Q3
e = Target
91
78
72
68
43 67
20
9
9
18/19 Q4 19/20 Q1 19/20 Q2

Cumulative
28.6% Target
Result g

45%
40%
35%
30%
25%
20%
15%
10%

5%

0%

18/19 Q4 19/20 Q1
Quarter only YTD
382 380
332
213
175
149
78 16 65
18/19 Q4 19/20Q1 19/20 Q2
New cases

Personal Housing Plans drawn up

Main duty accepted

Households in temp accomm (main duty

accepted)
Households in interim accomm

Households in B&B



Repairs and Maintenance
Highlights
Changes to online repairs templates have improved call handling e

ISSUE: Q2 outcome for % repairs complete on time reduced,

efficiency

Positive audit of electrical supervisors by the NIC EIC (National

Inspection Council for Electrical Installation Contracting).
18t Edition wiring regulations — review of testing and record
system in line with changes
Appointment of new door entry system contractors
Changes to glass suppliers due to 10% increase in material costs
Local exhaust ventilation been installed at Dedham Depot joinery

shop

New multi-skilled supervisor being appointed
Risks, issues & actions required:
ACTION: Review of performance and reporting for “right first time”
repairs underway

Forward look:

majority of the works failing completion target are plastering and floor
laying works.

% repairs completed on time

Cumulative
Result

99%

99%

98%

98%

97%

97%

96%

100%

95%

90%

85%

80%

18/19 Q4

YTD

97.69% Target | 97.25%
18/19 Q1 18/19 Q2 18/19 Q3
Quarter only
% on time by priority
18/19 Q1 18/19 Q2 18/19 Q3 18/19 Q4

19/20 Q1

Adjusted
Status

== = Target

7

19/20 Q1

Improvements to online
repairs handbook

New action plan in place
to support supervisor
development

Review of repairs
diagnostic tool used by
Customer Service
Centre to increase Right
First Time on repairs
Review of Surge
Protection following
changes to the 18%
Edition wiring regs
Review of changes to
installing smoke
detectors.

Review contractor
Christmas shutdown
arrangements.

|‘;.

19/20 Q2

1 day
priority

3 day
priority

24 hour
priority

19/20 Q2



Housing Asset Management

Highlights Forward look:

o Bathroom tender: first batch completed, currently being evaluated with ¢ Adaptations
appointment imminent tender (CBC):

e Second batch kitchen contract awarded - procuring in batches is showing specification
positive results in unit cost, completion on time and quality being

Budget setting meeting held for 2020/21, proposal to CBC end of October
Roofing contractor on-site at Walnut Tree House

600 tenants consulted for new Colchester Standard

Strategic brief completed for the Elfreda House Refurbishment project, awaiting
approval and order from CBC

Rooftop development project progressing slowly with site surveys, resident
consultation and legal implications work underway

System improvements completed to streamline ordering process

Improved tenant alterations process.

Risks, issues & actions required:

Issue No. of elements completed on time behind target (47.4% against target of
73.1%).

Action: Investigate any procurement process issues and speed up bathroom
procurement batches (largest unspent budget)

Risk The target for end of Q3 is 91% which is not going to be met, however the
capital programme is forecast to complete by end of Q4.

reviewed, and
tender
documents
prepared. Due
Dec 19
Windows and
Doors tender
(CBC): as
above, due Jan
20

Painting tender
(CBH): tender
documents
almost
complete, due
for tender in

Action: Identify work streams which will not complete by year end and re- . ’I;l8<\1/91e9’c
allocate budgets to work streams ahead of programme by 1 Dec proposal for

o Risk Delivery of the capital programme will continue into Q4, which means the 2020/21 to
planning for 2020/21 will push into the beginning of the new financial year. This CBC by 31 Oct
has happened on previous years; however, it is expected that the 2020/21 « Planning
programme will be larger applications
Action: |dentify contracts working well and apply optional extension years. SUSrieEe) o
Apply up to 50% additional budget spend in line with procurement regulations. Military Road
This will save time procuring new contracts unnecessarily. Scarfe Way ’

% capital program elements completed on time

and Buffet Way
by end of Oct.

Cumulative Adjusted
47.4% YTD Target| 73.07% )
Result Status
120%
100% 1179
335 61 = 557
, -—
7 508
80% 407
’
60% 203
40% 264
20%
61
0%
18/19 Q1 18/19 Q2 18/19 Q3 18/19 Q4 19/20 Q1 19/20 Q2 19/20 Q3 19/20 Q4

e % Elements completed quarter only % elements completed YTD

- == % Elementsexpected YTD



Housing Management

Highlights

e Rent collection at end of Q2 slightly below target

e Only 2 evictions in first 6 months of the year. Following last minute intervention one
tenant allowed to remain following full payment of arrears and court costs.

e 4 closure orders due to high level of drug use and associated ASB in St Andrews
Ward

¢ Evidence that Community Protection Warnings and Notices are having a positive
effect on behaviour change, reducing our applications for possession.

e Hate crime awareness promotion through social media campaign and hate crime
training delivered to all front-line staff

e Sheltered Quality Assurance Advisor meeting held & new cleaning contract
promoted.

e Presentation to Greenstead Ward councillors and CBH Board on the effects of
Universal Credit

o Positive behaviour changes from a long-term hoarder following a suspended
possession order with action plan.

o Noise App license procured for 3 years to assist tenants recording low level
neighbour nuisance disputes

e Garden Awards event held at Beth Chatto Gardens
Working with South Essex Tendring Domestic Abuse board to develop new
strategy for region.

Risks, issues & actions required

¢ Risk: Rent collection and arrears performance continue to be affected by
Universal Credit — 683 tenants now claiming UC (week 26: UC Arrears £192,242,
total arrears £480,036) - this remains a key priority for Housing Management
Teams.

e Issue: Increase in drug related ASB. 42 serious cases April to Sept 2019 (34
cases April to Sept 2018) — working with the Community Safety Partnership to
engage with the communities affected and robust enforcement action being taken.

% rent collected from current tenants (of rent due)

Forward look:

e Working with
Community
Safety
Partnership to
tackle drug-
related ASB

e Annual General
Meeting

e Good Neighbour
Awards

e Citizens Advice
surgery from
Greenstead
Housing Office
one day a week

o Last Make a
Difference Day
of the year

Cumulative
Result

Adjusted
Status

96.2% YTD Target| 96.50%

103%
102%
101%
100%
99%
98%
97%
96%
95%
94%
93%
92%

18/19 Q1 18/19 Q2 18/19 Q3 18/19 Q4 19/20 Q1 19/20 Q2 19/20 Q3

Quarter only e Y TD == = Target

New ASB cases

% rent collected 250

102%
100%
98%
96%
94%
92%

200
150
100

50

Q3 Q4 Q1 Q2 Q3 Q4

Target, 98.0%
-

19/20 Q4

. 2019/20
e—018/19

2017/18
2016/17



Letting Homes

Forward look:

Highlights

e Improved performance against KPI in quarter 2. o

e Director of Operations is now directly overseeing void performance from August
2019 and developing proposals for longer-term process improvements )

Proactive joint visits with contractors have taken place to improve response times
and understanding of the Colchester minimum void standards.

Performance review of the voids and lettings workflows and procedures with
action plan in place

Weekly property tracking now in place — system reports will support monitoring
across teams.

Elfreda House Project — held third meeting with tenants to plan in moving home C
opportunities - suitable properties advertised to tenants weekly

First tenant from Elfreda has viewed and accepted a property

New Transfer Incentive (TIS) Policy implemented and can be seen on CBC and
CBH websites. Have given tenants transferring from CBC to other landlords the
ability to receive incentive payments and the incentives have been increased to
further encourage downsizing.

Risks, issues & actions required:

Action: Review impact on void team resources of the Right to Buy Back
properties and make changes to reduce impact on performance

Issue: Good performance for Q2 with average reduced to 26 days, however poor
performance in Q1 will continue to impact the cumulative result

Risk: Decanting residents from Elfreda sheltered housing scheme will impact on
resource in void teams

Risk: Universal Credit — unlike HB, no allowance made for paying 2 rents
temporarily while moving properties, taking away some of the notice period
advantage. End of tenancy process for UC claimants being reviewed.

Risk Year-end target may not be achieved following poor Q1 performance,
although anticipate improved average from Q2 onwards

Risk Christmas period close down - potential impact on performance being
discussed with contractor.

Marketing new
TIS policy
Empty
property team
away half day
planned to
look at working
smarter and
communication
New CMG
report
templates
being
produced.

Days to relet general needs properties (incl capital works, excl structural)

Cumulative Adjusted
28.63 Target | 25.00 ]
Result 9 Status
35
33
31
29
27
25 e e Ng e TR e - - -— em e em e - - - -
23
21
19
17
15
18/19 Q1 18/19 Q2 18/19 Q3 18/19 Q4 19/20 Q1 19/20 Q2 19/20 Q3
Quarter only YTD = = Target
35
30 30.09 29.93 Days before between
2330 receipt of keys and
25 - 22.82
20.57 tenancy end

20 22.47

15 Empty property works

10 7.32 7.1 7.28 7.12 7.82 7.70

5
3.99 4.44 4.66 4.76 5.05 4.47 Days to re-let from

completion of work

18/19 Q1 18/19 Q2 18/19 Q3 18/19 Q4 19/20 Q1 19/20 Q2



Corporate Facilities Management
Highlights

Review and improvement of inspection schedules and

Forward look:
¢ Review procurement timetable for

systems support to enable inspection data to be collected in corporate contracts - legionella

real time on site.

Presentation of the work of the corporate facilities
management team to Residents Panel.
Town Hall replacement boilers installed.
Corporate photovoltaic systems maintenance contractto be ~ ® Tender documentation for cost
explored and tendered.

Risks, issues & actions required:
Issue Long-term staff sickness impacting carpentry repairs ¢ Budget Setting in November.
performance, being supported by sub-contractors and in-

house staff

and ventilation system
cleanliness, window cleaning and
air-conditioning service contracts
to be retendered 19/20

reduction consultancy package.
o Review current process for faults
being reported

% repairs to corporate properties completed on time
Reporting on in-house repairs only, not contractor jobs

Cumulative

0,
Result oLA

Target

100%

95% \ e

90%

85%

80%

90.00%

Adjusted
Status :ib

75% — em an o o o > > - > > - - - -

70%
18/19 Q1

100%
90%
80%
70%
60%
50%

40%

18/19 Q2 18/19 Q3

Quarter only

18/19 Q4 19/20 Q1 19/20 Q2

e—\TD == = Target

N

e

18/19 Q1 18/19 Q2 18/19 Q3

T~

\ @7 day priority

\ e 14 day

priority

28 day
priority

18/19 Q4 19/20 Q1 19/20 Q2



Compliance

Highlights Forward look:

e Annual Companies House return completed July e Audit on data

e Updated Housing Portfolio Holder on Fire Door programme. All non- held within
compliant doors on Council-owned properties to be replaced by 31 Mar information

2020. Initial advice from MHCLG and Fire Service is the 900 ‘notional’ doors
we have (look to be compliant but no official certification) are accepted safe

asset register
to be carried

as part of the block fire risk assessment. out
Health & safety awareness campaign on office display screens e New area of
Gas Safe audit successfully passed. SharePoint to
Positive audit of electrical supervisors by the NIC EIC (National Inspection keep secure
Council for Electrical Installation Contracting) and
New data breach reporting procedures agreed accessible all
Suite of housing systems cleansed of old data and routines established to data ]
retain compliance with GDPR. protection
Review of access to housing systems ensuring user permissions reflect job scoping
role. corresponden
2 Ombudsman complaint cases closed: ce (including
o Parking - appropriate redress was offered by CBH but FOls, SARs
recommendation to deal with parking complaints in a more timely and Police
manner Reguesf[s).
o Transfer Incentive Scheme - Ombudsman does not have the power ~ *  Main Privacy
Notice to be

to investigate this type of complaint

2 Privacy Impact Assessments completed in September.
Data Protection Breaches - 4 Minor (not requiring referral to ICO)
26 Freedom of Information Requests (FOI) processed

7 Subject Access Requests (SAR) processed
6 Police Enquiries processed (4 National Crime Agency; 1 Proof of Life; 1

Essex Police)

Risks, issues & actions required:
Issue Board assurance officer post vacant from September — temporary
cover in place for data protection pending service review.

% of properties with a valid Landlord Gas Safety Certificate

Cumulative

Result

105%
100%
95%
90%
85%
80%
75%
70%
65%
60%

6000
5000
4000
3000
2000

1000

supplemented
by key service
area notices in
line with CBC
approach.

18/19 Q1

Adjusted -
100.0% Target 100.0%
g 9 ° Status I
18/19 Q2 18/19 Q3 18/19 Q4 19/20 Q1 19/20 Q2
Quarter only e YTD «= = Target

18/19 Q1

18/19 Q2

18/19 Q3

18/19 Q4

Number of
properties
with valid gas

/ certs

== Number of
gas services
carried out

cumulative
19/20 Q1 19/20 Q2 ( )



REPORT TO COLCHESTER BOROUGH HOMES BOARD

DATE:

TIME:

VENUE:

9 December 2019
5.30 pm

Rowan House

AGENDAITEM: 15

SUBJECT: Finance Assurance Report

REPORT BY: Matthew Armstrong, Director of Business Improvement

& 07951 013364
‘B matthew.armstrong@cbhomes.org.uk

FOR INFORMATION

1.

1.1

2.1

3.1

3.2

3.3

4.1

Purpose of Report

To provide the Board with a high-level budget monitoring statement for the services
managed by CBH as at 30 September 2019.

Recommendations

That the Board:
¢ Note the budget position as at 30 September 2019.

Background

This report focuses on how the services that CBH manages are performing
financially compared to their budgets. This includes activities that are funded by
budgets held by CBC. It does not include CBH's trading activity, which is
commercially sensitive, and so is not intended to provide a view of CBH'’s
performance as an accounting entity.

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.

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.

Review of Budget Position as at 30 September 2019

Set out on Appendix 1 is a statement of the actual budget position as at the end of
September 2019 and a forecast of the full year outturn.



4.2

4.3

5.1

Expenditure on CBH Budgets

The quarter 2 expenditure is underspent compared to budget by £57.7k.
This underspend can be analysed on the budget streams as follows: -

e Housing & Resources - over budget £2.6k
e Property Services - under budget £57.2k
e Capital works — under budget £3.1k

The underspend on Property Services comes from vacancy factor, which includes the
vacant Director of Property Services post. This vacancy is as a result of the Senior
Management review which has now been concluded.

The new Corporate Management Team is now in place and the number of Directors
has reduced from three to two, therefore this saving will continue and form part of the
overall saving of this review although it should be noted that internal recharges will be
undertaken from the Directors Team who are undertaking new duties previously
undertaken by the Director of Property Services so the profile of this under spend will
not continue at the same level.

Additional costs of this review are one off restructure costs which will be paid in year
and will impact on the Housing and Resources budget with a forecast overspend of
£95.3k although it is now known, due to the timing of this report that these costs can
be met within the overall forecast outturn which is a surplus.

Expenditure on CBC budgets

The quarter 2 expenditure is underspent on budget by £244.6k.
This underspend can be analysed on the budget streams as follows: -

e Capital — over budget £2.0k
e Revenue — under budget - £45.0k
e Delegated budgets — under budget by £201.6k

The underspend on revenue is due the voids programme which is behind profile
due to a new contractor being commissioned this financial year and the volume of
voids to date.

The underspend on the Delegated budgets is due to primarily to timing of recharges
for utilities, cleaning and grounds.

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.

This report addresses one amber risk on the Strategic Risk Register:



6.1

7.1

8.1

9.1

10.

10.1

e VFM and Technology Plan. 4b. Poor budget management or
unavoidable/difficult to manage cost pressures require resources to be
diverted from areas of need

Financial Implications
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 delivery plan.

HR, Health & Safety and Equality & Diversity Implications

None.

Residents at the Heart

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.

Appendices

Appendix 1 — Budget Expenditure Position



Review of Budget Position

Expenditure on CBH Budgets

Housing and Resources

Property Services (including Corporate Facilities)
Capital works

Sub-total

Expenditure on CBC Budgets

Capital works
Revenue works
Delegated Budgets
Sub-total

Grand Total

Appendix 1
Year to September 2019 Full Year
Budget Actual Actual Actual Budget Forecast Forecast
2019/20 2019/20 | (more)/less 2018-19 2019/20 2019/20 | (more)lless
than Budget than Budget
£000 £000 £000 £000 £000 £000 £000
2,360.8 2,363.4 (2.6) 4,647.3 4,721.5 4,816.8 (95.3)
2,607.6 2,550.4 57.2 5,154.2 5,215.2 5,157.7 57.5
2,227.8 2,224.7 3.1 41417 4,848.0 4,848.0 (0.0)
7,196.2 7,138.4 57.7 13,943.2| 14,784.7| 14,8225 (37.8)
1,274.0 1,276.0 (2.0) 3,553.6 2,753.0 2,753.0 0.0
719.0 674.0 45.0 1,361.4 1,751.0 1,751.0 0.0
2,292.5 2,090.9 201.6 4,999.3 4,632.0 4,632.0 0.0
4,285.5 4,040.9 2446 9,914.3 9,136.0 9,136.0 0.0
11,481.7] 11,1793 302.3 23,857.5| 23,920.7| 23,958.5 (37.8)




REPORT TO COLCHESTER BOROUGH HOMES BOARD

DATE: 9 December 2019

TIME: 5:30

VENUE: Room 1

SUBJECT: Chief Executive’s Report

ITEM: 16

REPORT BY: Gareth Mitchell, Chief Executive

& (01206)282919
‘B gareth.mitchell@cbhomes.org.uk

FOR INFORMATION

1. POLICY AND OTHER UPDATES

1.1 NFA Policy Updates
The October policy update from the National Federation of ALMOs (NFA) is
attached as Appendix 1.

2. PROJECTS

21 Project Aurora Update
The latest progress report is attached as Appendix 2.

3. OPERATIONS UPDATE
3.1 Housing Management

A new cleaning contract has been awarded to Accuro Environmental who
will provide a regular cleaning service to 2 and 3 storey blocks of flats.

Reminder letters to tenants to pay rent have been amended reflecting tenant
consultation and adopting a “nudge theory' to prompt payment.

Our teams participated in and promoted Hate Crime week.

Following consultation and feedback, our policy to encourage tenants who
under occupy their homes to move to a smaller home has been revised. The
Transfer Incentive Scheme now provides a wider range of support and financial
incentives.

We have an agreement with SSE to install the newest smart meters (generation
2) to tenants’ homes.

Three of our Older Persons Services team volunteered their time and supported
donations to provide planting at the Colchester hospital children’s ward.

! Nudge theory - Nudge is a concept in behavioural science which proposes positive reinforcement and
indirect suggestions as ways to influence the behaviour and decision making of groups or individuals.


http://www.accuro-environmental.co.uk/
http://www.stophateuk.org/hate-crime-awareness-week
https://cbhomes.org.uk/you-and-your-home/transfer-incentive-scheme

3.2

3.3

Good Gym are continuing to make visits to sheltered housing schemes to
support activities and reduce isolation and loneliness.

Wi-fi has been upgraded in all sheltered housing communal lounges, along with
the launch of a programme to introduce iPads for tenants’ to use. This along
with training will support and encourage some of our older residents to use the
internet to access our services.

Our Resident Engagement & Insight Officer has developed a “Box Smart”
project which was launched by the Board Chair and myself. The project aims
to involve vulnerable young people in boxing coaching to encourage them to
stay safe and deter them from involvement in anti-social behaviour.

The Good Neighbour event was well attended and we were pleased with the
positive stories which help to reduce the stigma sometimes associated with
social housing.

Residents living in our sheltered housing at Elfreda House have visited other
sheltered housing schemes to help them with decision making on a new home
as plans progress to redevelop Elfreda house. To date 3 of the 28 residents
have moved.

Housing Options & Homelessness

The team have been pleased to promote Homestep with the launch of the
video. This scheme encourages landlords to rent homes to those who have
approached us for support with accommodation.

There are around 250 children living in our temporary accommodation in
Colchester. Our Temporary Accommodation Support team are planning to
collect and deliver a Christmas present to each family. If you would like to
support this or any other initiatives that we support as part of our commitment
to the local community, we have collection boxes in the staff area at Rowan
House.

We are proud of Syed Rizvi our Housing Solutions Manager, who has been
awarded a degree from Middlesex University, in recognition of his work on
“‘Homelessness and the Effective Marginalisation of Communities.”

Repairs & Maintenance

The maintenance team is preparing for an increase in works which arise in
winter months, such as condensation and damp; guttering and heating
repairs. We are developing and distributing information that support
residents and help to identify repairs required.

Our recent Occupational Health & Safety assessment (BS OHSAS 18001)
confirmed compliance; demonstrating that we have a good system and staff
competency. This standard is due to be replaced with the new ISO 45001
standard.

The work of the Corporate Facilities team was presented at the Resident
panel meeting in October. Residents were interested in the work that is


https://www.goodgym.org/areas/colchester
https://cbhomes.org.uk/other-services/landlord-offer-homestep/
http://www.hse.gov.uk/managing/iso45001.htm

4.2

4.3

undertaken on the Council’s corporate buildings such as the Town Hall and
Leisure World.

BUSINESS IMPROVEMENT
Finance

With the input of all budget managers, a draft 2020/21 Budget has been
compiled in readiness for the F&A Budget meeting on 4 December 2019.
Management fee income, for all strands, has been agreed with CBC, which
is predominantly a 3% pay award and 3% on the CBH repair budgets. All
other growth costs will need to be met by robust financial management in
year.

Monthly accounts are being closely managed with the focus now shifting to
forecast year end outturns. The management fee budget is forecast to make
additional savings to budgeted savings, which is as a result of saving targets
being met by the Housing and Resources teams and also the outcome of
the senior management review.

The Housing Revenue Account managed by CBH is covered later in the
report under section 4.5.

ICT

The migration to SharePoint New Experience is on target to complete by
Christmas. As part of each area’s migration, staff have received training on
the key differences in New Experience.

As mentioned in section 3.1, Wi-Fi has been installed in sheltered schemes
which is now at the snagging stage, with just three sites to be completed.

Meeting rooms at Rowan House and Gosbecks have been equipped with
screens to enable smarter working and collaboration.

The staff survey highlighted issues with staff confidence in technology, so in-
house ad hoc training and support is being offered to staff.

We have been working with CBC ICT on a number of projects including a review
of the Service Level Agreement, exploring moving on to a shared helpdesk
solution and options for replacement of ICT devices.

Business Intelligence and Operational Support Unit

Excellent customer feedback has been received from the phone surveys for the
capital works programme for kitchens. Our Resident Liaison Officers carried
out some consultation which helped secure an energy grant funding bid.

A series of complaints and enquiries workshops for officers have taken place
to support high quality responses.

A number of changes have been made to improve the customer journey,
including changes to the text messages received for repairs appointments, new
communication to reiterate the importance of tenants noting and keeping to
appointments, adding ‘how to upload a photo’ guidance notes on the repairs
online form.



4.4

4.5

Work has continued on improving internal processes, including a new
contractor checklist for the asset management team and exploring changes to
the handover process for newly installed elements on the capital works
programme.

Mercury Theatre

Phase 1 works to construct the new production block building are currently on
programme for completion in March 2020. The steel roof deck and all floors
are now in place and external and internal walls are being built.

Phase 2 works within the existing theatre building are progressing well with
the last of the asbestos being removed in November. The slab for the new
entrance and Box Office has been poured and the steelwork frame is being
erected.

The main contractor continues to take measures to mitigate any effect that
the removal of the additional asbestos has had on the overall project
programme, with completion for the building project overall now scheduled for
June 2020.

The main contractor, Lee Spalding and the theatre’s Executive Director, Steve
Mannix, gave Dirk Paterson, Matt Armstrong and myself a tour of the site on
15 November so that we could review progress first-hand.

Housing Revenue Account programmed delivery

Delivery of the Capital Programme 2019/20 is on target to complete by March
2020; 50.2% of the budget is currently committed with 30% paid and complete.

The current kitchen programme is proving to be very successful with all works
within the current programme planned for completion on target. Customer
satisfaction on these works is also extremely positive with 100% of respondents
extremely satisfied with the works and the service.

The bathroom programme is still on target for completion by the end of the
financial year. The first batch has been awarded, with the final batch currently
out to tender. Therefore, the procurement process should be complete before
Christmas.

Steps to improve stock with low or poor energy performance levels is underway.
We are currently assessing rural properties without a gas supply for the
installation of air source heat pumps or other more sustainable technologies in
order to remove the dependency on oil-fired heating.

In addition, we are also assessing properties of single brick or minimal cavity
wall construction for the installation of slimline external insulation. These works
will enhance these properties and benefit residents by reducing heat loss,
carbon emissions and running costs.

Garage Site Development — Planning Applications have now been submitted
for the developments at Hardings Close, Aldham, and Buffett and Scarfe Way




5.2

on the Greenstead Estate. The Team has now been assembled to complete
the technical design and tender documents for these sites, with the view that
the project goes to tender in March 2020. Works are still expected to begin
on site in August 2020 and to be complete by August 2021.

Two further developments planned at Holly Road and Cross Cottages remain
on hold.

The Design & Construction Management team continues to act as principal
designer and contract administrator on the project for CBC.

Potential garage sites for the third phase of developments have been
identified and surveyed by CBC and three sites are being progressed to the
next stage of feasibility.

Colchester Amphora Homes Ltd (CAHL) — New Build Sites — Work has started
on the Creffield Road site with some tree cutting on the 27t November and
the archaeological team starting to dig trenches on the 2" December. This is
expected to take 4-6 weeks as a Roman road once passed directly across the
site area. The project is being managed by CAHL.

Planning permission was granted for Military Road on the 315t October and
currently the planning conditions are being discharged by CAHL. A fee bid
has been submitted by CBH to carry out the role of Employers Agent.

There are no further updates for Mill Road or St. Runwald Street sites since
the October Board meeting.

HR and Governance

Senior Management Recruitment
Cong Gu has been appointed as the new Head of Finance and starts on 3
February 2020. This appointment completes the new Corporate Management
Team structure.

Policies
A number of key HR policies have been reviewed, including amalgamating the
email, internet, mobile phone and social media policies into one standalone
policy. The Travel and Subsistence Policy has also been updated.

Data Protection

Over 70% of staff have completed the latest Data Protection e-learning course
and work will continue to increase this figure.

Data Requests (October):-

1 Subject Access Request (SAR)

1 Police (Proof of Life) Request

8 Freedom of Information (FOI) requests received




5.3

5.4

Data Breaches

1 minor data breach occurred in October. This breach was not reportable to
the Information Commissioners Office. The breach was due to an email trail
containing name, date of birth and postcode of 2 individuals sent in error. All
parties have been notified and action taken.

All logged information on all CBH data assets have been gathered into one
main spreadsheet in order to form the basis for agreeing Privacy Notices and
updating the Flowz database.

Work continues on GDPR compliance regarding Help2Rent SLA and CBH/
Beacon House/Colchester Emergency Night Shelter SLA.

Equality and Diversity

91% of staff have completed the Equality & Diversity e-learning course which
is a significant increase since September (65%). 84% of managers have
completed the ‘Equality & Diversity for Managers’ e-learning course.

Two half-day training sessions will be arranged for Housing Options staff in
December/January to reinforce principles of fair treatment and respect on the
basis of race, ethnicity, religious and cultural needs. The training will include
reference to Unconscious Bias.

Safeguarding

CBH made 9 formal referrals to Essex Social Care in October, 7 adults and 2
children. Referrals were for self-neglect, financial abuse, domestic abuse,
neglect and statutory risk of homelessness.

One cause for concern was raised in October.

The Tenancy Sustainment Team supported 5 females around domestic
abuse during this period, 3 of whom are benefiting from additional security via
the Sanctuary Scheme. The “Make a Stand” Domestic Abuse Working Group
met in October, made up of representatives across CBH services.
Governance

New Governance Officer, Jo Paget, started on the 28 October.

Chair and CEO attended the Good Neighbours Awards on 11 November

Board Away Day scheduled for 16 December with the theme of the day being
getting to know each other and exploring ‘what kind of Board we want to be’.

Appendices
The following documents are appended to this report:
e Appendix 1 — NFA October Policy update

e Appendix 2 - Project Aurora progress report



NFA Update

Ready for Regulation
Board Members Event
We are still taking
bookings for the Board
Members event on the
27t November. The
booking form and
programme can be
downloaded here.

Chief Officers
Conference (5t and 6
December)

Bookings are now being
taken for this event and
can be made here.

Webinars

The NFA's first webinar
was held on September
30th. We have had
really positive feedback
from the webinar, and
the slides are available
here. The next webinar
will be in November
and will focus on
Housing Management.

Government
Meetings

Eamon McGoldrick met
Will Quince, Minister
for Welfare Delivery,
on 23" October. It was
a productive meeting.
We will be looking to
continue to influence
candidates on this
subject through the
election period.

The NFA and ARCH had
a meeting with
Treasury officials from
the social housing team
on the 30th October,
following a response to
our submission to the
Government spending
round. We hope to
continue this dialogue
after the election.

Lisa Birchall
Policy, Communications & Research
Officer
Lisa.birchall@almos.org.uk

% & & National Federation of

*
L

Policy Update

NEWS AND VIEWS OF THE HOUSING WORLD

Government News

Parliament agreed to an early
election which will take place on
12t December. Purdah will start on
6t November.

The NFA published our Election
Manifesto on the 31st October
2019, which makes the case for a
new generation of council housing.
We are campaigning on 3 key areas:
Supply, Standards and Stigma.

An Executive Summary and_Full
Manifesto can be found on our
website.

The NFA has circulated guidance for
Communicating with Candidates
which is available here. We will be
working with PAC (our
parliamentary partners) to influence
candidates across the parties to try
to ensure that the NFA key asks feed
into party manifestos.

If you have any questions about the
election, please contact Chloe
Fletcher on
chloe.fletcher@almos.org.uk

Whilst now on ice, the Conservative
Government laid out what was
widely perceived as an early election
manifesto in the Queen’s speech on
the 14th October. Housing did not
feature, but there was provision to
introduce new building safety
standards in line with the Hackitt
recommendations.

The Regulator for Social Housing
has published its Sector Risk Profile
2019.

Grenfell Tower Fire

The Grenfell Tower Inquiry published the
findings from stage one of its public
inquiry.

The Government’s response and
subsequent House of Commons debate is
available here. The Prime Minister
committed to developing policies in a
Social Housing White Paper as well as
implementing the recommendations of
the Inquiry in full and without delay.

The NFA will be reflecting on the findings
within the report, working with members,
and pushing to ensure that building safety
and the public inquiry remains a priority
for the new government.

Chloe Fletcher has written a piece for
24housing highlighting what the ALMO
sector has done since the fire.

The Government published its response
to the HCLG Select Committee report
‘Building Regulations and Fire safety:
consultation response and connected
issues.’

The Government has also announced
Dame Judith Hackitt will provide
independent advice to government on
how to best establish the new Building
Safety Regulator.

Research

The Campaign to Protect Rural England
(CPRE) has published its research into the
Green Belt, Space to Breathe, A State of
the Green Belt report.

New Build: An article for the Guardian
showcases the work that local authorities
and ALMOs are doing to build high
quality, attractive new homes.

championing better homes anc communities

Issue #1C

October 2019

Consultations

MHCLG has launched a consultation into
the creation of a new Future Homes
Standard. The NFA will be consulting with
members via the New Supply Group and
submitting a response to this. The
deadline is the 10t January.

The Housing Ombudsman has launched
2 consultations for improved service with
a deadline of the 20t December. The
NFA has sent this out to members and
asked for comments and/or draft
responses by 6th December so the NFA
can respond by the deadline. Please
email Eamon.McGoldrick@almos.org.uk
with comments.

UCand HB

Dr. Thérese Coffey, Secretary of State for
Work & Pensions appeared before the
Work & Pensions Committee on the 16t
October. The transcript is available here.

DWP has published the latest UC
statistics for April-September 2019.

The NFA has received correspondence
from Neil Couling, UC Director General,
responding in depth to the NFA and
ARCH research.

Statistics

MHCLG has published its monthly data
release on the Building Safety
Programme.

MHCLG has published statistics on House
Building; new build dwellings, England:
June quarter.

DWP has published Housing Benefit
statistics.

National Federation of ALMOs | 4 Riley Court | Milburn Hill Rd | Coventry | CV4 7HP

P’

If you require your organisation’s

password to access anything on

the website, please contact Lisa

t: 02476 472 729
w: www.almos.org.uk

e: info@almos.org.uk

W nfa_almos


https://www.grenfelltowerinquiry.org.uk/phase-1-report
https://hansard.parliament.uk/commons/2019-10-30/debates/97A7B2AB-DD4E-427D-BBBF-431A1B8E7017/GrenfellTowerInquiry
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/840474/SC_Building_regulations_and_fire_safety_WEB.pdf
https://www.gov.uk/government/news/dame-judith-hackitt-named-as-government-adviser-on-the-new-building-safety-regulator
https://www.cpre.org.uk/resources/housing-and-planning/green-belts/item/5189-space-to-breathe
https://www.theguardian.com/cities/2019/oct/28/meet-the-councils-quietly-building-a-housing-revolution?CMP=share_btn_tw
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/839605/Future_Homes_Standard_Consultation_Oct_2019.pdf
https://www.housing-ombudsman.org.uk/2019/10/25/housing-ombudsman-launches-consultations-for-improved-service/
mailto:Eamon.McGoldrick@almos.org.uk
http://data.parliament.uk/writtenevidence/committeeevidence.svc/evidencedocument/work-and-pensions-committee/the-work-of-the-secretary-of-state-for-work-and-pensions/oral/106392.html
https://www.gov.uk/government/statistics/universal-credit-29-april-2013-to-12-september-2019
http://almos.org.uk/include/getDoc.php?did=8474&fid=10055
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/838050/Building_Safety_Data_Release_September_2019.pdf
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/838050/Building_Safety_Data_Release_September_2019.pdf
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/835887/House_Building_Release_June_2019.pdf
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/843031/hb-speed-of-processing-summary-april-june-2019.pdf
http://almos.org.uk/include/getDoc.php?did=8482&fid=10065
http://almos.org.uk/include/getDoc.php?did=8483&fid=10066
http://almos.org.uk/include/getDoc.php?did=8483&fid=10066
http://almos.org.uk/include/getDoc.php?did=8484&fid=10067
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/840072/Sector_Risk_Profile_2019.pdf
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/840072/Sector_Risk_Profile_2019.pdf
mailto:Lisa.birchall@almos.org.uk
http://www.almos.org.uk/
mailto:info@almos.org.uk
mailto:almos@hqnetwork.co.uk
mailto:almos@hqnetwork.co.uk
http://almos.org.uk/eventInfo?evSerial=891&category_id=4
https://www.housemark.co.uk/new-events/all-events/seminars/chief-officers-conference
http://almos.org.uk/include/getDoc.php?fid=10051&did=8471
http://almos.org.uk/include/getDoc.php?did=8476&fid=10057
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August 2019 December 2019

. 10/1/2019 - 9/20/2020

Adctivity during cumrent period to meet delivery objectives

Technical and infrastructure elements - Stage 1 - initial database for Housing NF3S are on track to deliver the initial
Housing database within the agreed milestons (December) and which will be made avaifable via the internet, to
commence the build. Technical details around subnet requirements provided to NFS

FPhase 1 of the Implementaticn plan is being amended to include additional modules such as Info @ Work
(Integrated Document Management System)

FPhase 2 of the Implementation Flan is currently being reviewed to be finalized and agreed

Introductory Workshops for the majority of Phase 1 business Modules are almost complete attended by CEC & CEH
Leads, Champions, Specialists and the project team

The Introductory workshops have highlighted areas of information required to be collated in advance of the Solution
Design Workshops such as process maps, types of data, policies relating fo escalation, and warkflow. They have
also highlighted where the organisation needs to think about the Property, Repairs. Rent and Asset Admin Unit
Structures which will be the base of the build of the new system

Commenced business decision mapping and documentation

Team continuing to review data documents provided by NPS to assist with legacy data and what needs to go over

« Discussion being held with current provider regarding extended support and exit sirategies

Apnl 2020

Implementation Phase 1: All modules on the current Capita Housing system and integrations such as Revs & Bens, and Civica Allocations

Planned activity to meet delivery objectives

August 2020

Search this site

December 2020

Decisions Required

Further technical discussions being held with regard to - None at this stage
the overall hosting technical guery around VPN and
Azure, to agree clear next actions.

Continuation of data cleansing, and obtaining
documentation and processes to input into Solution
Design Workshops

Completion of the Change Control Motices in relation
to the VPN and the Mears interface for gas servicing
and repairs

Final agreement of the Implementation Plan inciuding
Fhase 2.

Complation of introductory workshops
Commencement of the first Selution Design
Waorkshops in December for Rents & Arrears, Senvice
Charges, Estates & Voids, Customer Services,
Housing Advice, & Repairs.

Completion and agreement of the PIDs and Risk
Register for both Colchester & NP3

First joint CEC/CBH & NP3 Implementation

Board 28/11

Escalated Risksflssues  Month Reporting on Project Manager

Movember Suzanne Allen



Minutes of the Finance & Audit Committee Meeting

Held at 5pm on Monday 4" November 2019
In Room 1, Rowan House

Present: In Attendance:

Julie Parker (Chair) Matt Armstrong (MA) Director of Business Improvement
Karen Smout (Vice Chair) ~ Sarah Johnson Finance Manager (minutes)
Clir Nigel Chapman Vanessa Bateman Senior Manager, Mazars
Paula Goddard Sarah Watkins Audit Manager, Mazars

1.1

2.1

3.1

3.2

Apologies for absence

Apologies had been received from ClIr Cyril Liddy, Michael Campbell and
Sharon Stephens. No other apologies were recorded, and the meeting was
confirmed as being quorate.

Minutes of the meeting held on 15t August 2019 and Matters Arising

SJ confirmed that she had attended the Finance & Audit meeting of 1t August
2019 and requested that the attendance list be amended to reflect this.

The requested amendment had been made, and the minutes were accepted as
being a true and accurate record of the meeting held on 15t August 2019 and
approved for the Chair to sign.

Matters arising

JP questioned if item 2.1 was completed. MA confirmed that the matter has
been raised with the Business Development Panel (BDP) and at the meeting of
the 25 September, analysis was provided for four completed projects showing
the tendered fee verses the actual fee cost. As projects are completed, this
data would be shown to the panel. MA confirmed this hadn’t come to the F&A
Committee but was available in the minutes of the Board pack.

Action: Remove the tick from the ‘done’ box on item 2.1

JP asked how the Business Continuity Plan would be tested under action 7.6,
MA replied that the CBC G&A committee recommended that an annual test be
carried out and the CEOQ is planning a test this calendar year. The test will
determine the ability to cascade a message to staff, started out of hours.

Internal Auditor’s staff structure — verbal update

VB addressed the committee with the recent structure changes in Mazars
resulting in the redundancy of Alan Woodhead. A succession plan had been in
place for some time and SW has now stepped into the role of Audit Manager
and primary point of contact for CBH.

VB advised that Mazars had been exiting other local contracts but were
committed to Colchester and have an Essex based team that can fulfil the
contract extension until March 2021.

MA



3.3

4.1

4.2

4.3

4.4

4.5

5.1

5.2

5.3

5.4

VB and SW met with Gareth Mitchell and MA on the 15™ October to discuss the
current situation. Mazars has an ambition to modernise and spoke about
adopting an assurance-based approach to internal audit for 2020/21.

Internal Audit Progress & Follow Up

VB spoke about the induction of new Board Members, not something asked of
before but more than willing to provide the service. VB presented the report
and took the committee through appendix A (2019/20 Internal Audit Plan) on
page 2 of the report. There were no concerns to note and bookings had
already been made for the next set of audits.

VB spoke about the KPI's in appendix B (page 3 of the report) and the analysis
and recommendations provided in appendix C (page 4). Both the voids and
asset management audits received substantial assurance.

JP questioned the reason management were late in responding to the
Corporate Facilities findings. MA responded that the senior management
review led to the corporate facilities team changing line management and the
actions had been delayed in implementing.

JP questioned how the voids audit is substantive given the current
performance. VB stated that the audit focused on the strength of the controls
in place rather than the performance of the service.

VB presented the follow-up report stating that there were no outstanding
actions. The group discussed if the monitoring of actions was the best use of
Mazars time, SW responded that the process was working well and there was
a good culture around the completion of actions amongst CBH Managers.

Strategic and Operational (red and amber) Risk Register Review

MA introduced the strategic risk register highlighting the progress made to date
on the mitigating actions. The Committee was then presented the red and
amber operational risks to note, along with the emerging risk register.

KS questioned if the scores shown were before or after the mitigations had

been considered, MA responded that the score was after mitigation. A

conversation continued whether both scores should be shown (before and

after) and what should happen given the one red strategic risk remained red

after mitigations.

ACTION: MA to look at the format of the risk register and if possible, MA
include the score before mitigation. Also, to make clear what mitigations

had been completed and what were outstanding.

MA requested the committee’s decision on the report.
DECISION: The committee approval the strategic risk register and noted the
red and amber operational and emerging risk registers.

MA asked the committee how it would like to conduct deep dives into risks
following the request from Board. The group discussed the options.
DECISION: 2 red risks would undergo deeper scrutiny at each F&A meeting.
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Risks would be presented by the risk owners in order for committee members
to ask questions directly to the operational manager.
ACTION: MA to arrange deep dives for the February F&A meeting. MA

KS posed the question how the committee is made aware of amber risks
getting worse and if we should include direction of travel indicators on the risk

register.
ACTION: MA and KS to meet outside of the meeting to discuss and MA/
propose a method back to the committee. KS

MA also informed the Chair that part of new Board member inductions would

include an introduction to the risk register, the methodology and risk appetite

and an overview of the risk on both the strategic and operational risk registers.
ACTION: MA to conduct inductions with new Board Members. MA

CBH Financial Update (Qtr 2)

SJ introduced the report detailing the 2019/20 management fee, capital and
delegated budgets and the balance sheet up to the 30" September 2019.

SJ highlighted the forecasted year end position of £167.5k against the plan of
£67.1k was better than expected and that the savings had been identified
through the management review, a reduction in establishment and vacancies
and noted that current trading profit forecasts were greater than expected when
the budget was set.

SJ presented the delegated budget position in appendix B to the report,
reporting that the position as at the end of September is where we expected to
be, and that year end outturn is currently forecasting to be close to budget.
However, the outturn forecast is being carefully monitored to ensure that there
would be no surprises nearer to year-end. SJ also explained the odd financial
picture with the Homelessness initiatives with figures showing we are ahead of
budget. This was due to the area receiving additional grant funding, which has
yet to be drawn down.

The balance sheet as at the end of September was presented (appendix C)
and the value of debtors highlighted at £143k, of which £69k had exceeded our
30-day terms. As at the date of the meeting the value of debtors over 30 days
had reduced to £5k.

KS asked where the majority of debtors were from, SJ responded that the
majority was with the Council and would be cleared by year-end. Of those not
with the Council, at this moment, none were deemed likely to become bad
debts.

The trading paper was presented to the committee and an update at the
meeting that a large invoice of £94k expected in September was delayed,
contributing to the overall trading loss showing as at the end of September.
SJ confirmed that this invoice was raised in October.

The Capital and Revenue programme was presented (appendix E), as
previously requested by Committee. SJ asked for the Committee to advise
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whether they wished this to be included going forward.

DECISION: Committee asked that any programmes significantly off track be
highlighted, particularly if they impacted on tenant expectations.

NOTE: Karen Smout left the meeting at 6.09pm.
2019/20 Company Insurance Renewal

SJ presented the report, detailing the renewal process for 19/20 and the claims
summary for 18/19.

SJ highlighted that overall, the renewal premium had increased by nearly £10k
as shown in Appendix 1. One policy was discontinued as requested by
Committee, the vehicle fleet policy had been moved to a new supplier who
provided a cheaper quote, however professional indemnity had increased
significantly.

SJ highlighted that the market still had concerns post Grenfell relating to any
business that had connections to building activity. Also, some non-core
initiatives such as work experience for military offenders and the Severe
Weather Emergency Protocol (SWEP) had deterred other providers from
offering to quote. PG asked how similar organisations gain insurance for
SWEP, SJ answered the reluctance was because it was new to CBHs’ policy
cover whereas similar organisations with previous cover found it easier. A
partner organisation of CBH has now included the SWEP on their insurance

policy.

SJ highlighted key policy conditions that the Company must comply with, as
shown in Appendix 2. Senior management will be advised and asked to ensure
compliance.

SJ presented the list of claims for 18-19, which are low for the sector. JP asked
whether feedback was given to service areas in terms of lessons learnt. SJ
advised that whilst this had happened previously, the low level of claims had
led to this lapsing. MA added that the complaints procedure would also
highlight lessons learnt and case studies are used as feedback for teams.
ACTION: MA/SJ to develop a feedback mechanism to service areas.
Governance Report

ACTION: MA to send a link to the GDPR E Learning module to Board
members.

ACTION: MA to discuss Risk Management Policy with Chair — and find out
when it goes to Board.

Any other business
None. There being no further business, the meeting closed at 18.25

No confidential matters were discussed

MA/
SJ



F&A Committee Action List

Item | Action Who By When Done
4" November 2019
2 1 Remove the tick from the ‘done’ box on item 2.1 MA 4 December Yes
2019
MA to look at the format of the risk register and if
52 possible, include the score before mitigation. Also, MA 4 December No
' to make clear what mitigations had been completed 2019
and what were outstanding.
52 MA t(_) arrange deep dives for the February F&A MA 4 February No
meeting 2020
MA and KS to meet outside of the meeting to discuss 9 December
55 and propose a method back to the committee. MA/KS 2019 Yes
By 9
5.6 | MA to conduct inductions with new Board Members. MA December Yes
2019
75 MA/SJ to develop a feedback mechanism to service MA/SJ 4 February No
areas. 2020




2019-20 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.

ltems highlightedlin'bItié are for the Appointments & Remuneration Committee.

Date Item Committee | Presenting

27 Feb ‘20 | CBH Budget 2020/21 report FOR F&A DoBI
DECISION
Housing Investment Programme 2020/21 n/a DoBI
FOR DECISION
Resident insight & engagement strategy — n/a HoH
FOR DECISION
Medium Term Delivery Plan Review - FOR y SDM
DECISION 4
Risk Management Policy- FOR DECISION | F&A DoBI
5 Year Business Plan - FOR DECISION F&A DoBI
Medium Term Delivery Plan Q3 questions | n/a DoBI
Strategic Plan Assurance Report Q3 n/a CEO
Community Plan Review - FOR DECISION | n/a DoO
Finance Assurance Report F&A DoBI
Strategic Risk Register Review — FOR F&A DoBI
DECISION
Health & Safety Report n/a HoR&M
Chief Executive’s Report n/a CEO
Finance Assurance Report Confidential BOP DoBI

Items to add once ready:
e CBH 2020 Pay Award
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