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To be held 5.30 pm, Monday 22 February 2016
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AGENDA - Part A
(Open to the public)

1. 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 1)
To approve as a true record the minutes of the meeting held on 9 December
2015, and to deal with any matters arising

4. Voice Your View

ITEMS FOR DECISION

5. Independent Board Member Reappointment/Recruitment (Page 9)
Owen Howell, Board Assurance Officer

6. CBH Budget 2016/17 (Page 13)
Michael Hadjimichael, Director of Resources

7. Housing Investment Programme 2016/17 (Page 31)
Mark Wright, Director of Property Services
Matt Armstrong, Head of Asset Management

8. Strategic Risk Register (Page 45)
Michael Hadjimichael, Director of Resources

9. Operational Scheme of Delegation (Page 51)
Michael Hadjimichael, Director of Resources

10. Business Opportunity Panel Terms of Reference (Page 91)
Greg Falvey, Chief Executive
Michael Hadjimichael, Director of Resources

11. Medium Term Delivery Plan Supplement 2016-17 (Page 97)
Gerardine Murphy, Service Development Manager

ITEMS FOR INFORMATION

12. STAR Survey Introduction (Page 109)
Karen Loweman, Director of Housing

Continued overleaf



13. TLCC Report on Scrutiny Project (Page 193)
Presented by Members of the TLCC
Mell Robinson, Resident Involvement and Enabling Team Leader

STANDING ITEMS

14. Finance Assurance Report (Page 201)
Michael Hadjimichael, Director of Resources

15. Performance Assurance Report (Page 205)
Karen Loweman, Director of Housing

16. Committee Minutes (Page 215)
Board members are invited to raise question and comment the minutes of:

() Finance and Audit Committee 15 December 2015
(i) Governance & Remuneration Committee 28 Jan 2016

17. Forward Look (Page 227)
An update of future decisions required and items to be discussed at future
Board meetings.

18. Any Other Business

19. Exclusion of the Public

Forthcoming meetings:

Meeting Dates

Tuesday 26 April 2016

Tuesday 14 June 2016

Monday 12 September

Thursday 27 October

Wednesday 7 December
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Company Number 4843624

A Company Limited by Guarantee
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Minutes of the Eighty-Sixth Board Meeting

Held on 9 December 2015 at 5.30 pm
At Room 1, CBH, Rowan House,
33 Sheepen Road, Colchester CO3 3WG

Present: In Attendance:
Anne Grahamslaw  (Chair) Greg Falvey
Alan Blois (Vice Chair) Michael Hadjimichael
Nigel Chapman (Vice Chair) Karen Loweman
Julie Parker Mark Wright
Tina Graves Gerardine Murphy
Glenn Houchell Matt Armstrong
Geoff Foster Yvonne Day
Michala Carey
Michael Lilley Owen Howell (Minutes)
Dionne Philp
Gerard Oxford Observing:
Julia Havis Gareth Mitchell (CBC)
Tina Hinson (CBOC)
Jan Sexton (TLCC)
Bill Nairn (TLCC)
Lynda Buxton (TLCC)
Rita Pryor (TLCC Obs.)
1. Apologies and quorum
1.1 Full attendance was recorded and the Chair declared the meeting as quorate.
2. Declaration of interests by Board Members and Officers
21 There were no new declarations of interest.
3. Minutes of the meeting held 27 October 2015 and Matters Arising
3.1 The minutes of the previous meeting were agreed as an accurate record and
signed by the Chair.
3.2 All actions noted in the minutes were noted as having been completed.
4, Voice your view
4.1 None
5. Housing Investment Programme 2016/17 and 5 Year Investment Plan
5.1 Jan Sexton read the following on behalf of the TLCC:

The TLCC is extremely supportive of the work being done to make sure CBH can
continue to provide services even when Government actions have led to a fall in
income. We noted that as the Government’s 1% reduction in rents has made it



5.2

5.3

5.4

5.5

5.6

5.7

5.8

5.9

impossible for CBC to consider building any houses in the coming year, we
therefore urge the Council and CBH to be active in sourcing housing, for
example above shops.

Mark Wright presented his report and explained the process of budget-setting
and the rolling update of our 5 Year Investment Plan.

Anne Grahamslaw notified Members that they would be able to ask questions
and that there would be a chance to deal with commercially sensitive elements of
this item within the confidential section of the meeting.

Mark noted that the changes brought by recent government announcements
would have only a small impact in the coming year, but that this impact would
increase in subsequent years. CBH would continue to work with CBC and seek
new opportunities for funding. Members were referred to the confidential briefing
given to them by CBC Housing Portfolio Holder, Tina Bourne.

It was explained that this programme consists of housing/capital investment (the
majority of the programme) and the revenue strand (our management fee for
conducting repairs).

In response to questions, Mark explained that the reduction in directly-employed
workforce shown in the Programme owed to the volatility of the construction
sector, and that directly-employed staff were leaving to take better-paid work
elsewhere. These losses are being covered by employing agency workers. Any
future employment of new staff has to take into account the uncertainty of future
workloads — new directly-employed staff should only be taken on if there is likely
to be a long-term need for them.

Mark was asked if there were any risks associated with making assumptions on
inflation, as detailed in 3.12. Mark explained that the inflator building-cost indices
model used by CBC has moved to a significant extent, and is expected to move
still further in the coming year. We can potentially mitigate this by reducing the
specifications of our work, or reducing the amount of work we do. CBH is
exposed with regard to the Revenue Budget (which is fixed), but only through the
agreements we reach with our staff and the increase in material costs.

Mark went on to explain that section 3.17 showed that CBH had an idea of what
is likely to happen during the course of our 30-year HRA investment programme,
but this is a general view on our housing stock. It would be impossible to predict
how individual tenants will treat their properties and what individual repair works
will be needed. There is also added uncertainty as we cannot predict if changes
in building practices, safety rating of materials and/or legislation will have
unforeseen consequences for CBH.

The increase in emergency capital to £575,000pa was questioned. Mark
explained that a reduction in our investment programme is likely to lead to an
increase in the number of emergency works needed. It also reflects the increase
in the amount of capital works being done in our void properties, owing to the
refusals of former tenants to allow repairs or improvements to their properties.
NB These works are not included in the Capital Voids line of Appendix 1as these
figures shows the anticipated amounts for the given years.



5.10

5.11

5.12

6.1

6.2

7.1

7.2

7.3

7.4

8.1

Mark explained the difference between the entries for Revenue Voids (CBH) and
Revenue Voids (CBC). CBC have a revenue contract for voids, but so do we.
This has come about because of contractual arrangements whereby some works
are paid for by CBC direct whilst others are paid for from the CBH management
fee. Overall, the total cost and combined KPI is monitored by Operations
Committee.

Questioning on the Housing and Planning Bill led Mark to explain that, without
more details, we are not yet able to plan for its effects on void management etc
(regarding proposals to sell off high value assets as they become void). It was
confirmed that there would be a clear methodology for assessing whether or not
to carry out repair works on voids to be sold off in line with the above proposals
regarding high value assets, but as the Bill proposes that all proceeds must be
transferred to central government, it is unlikely that works would be done by us
prior to sale.

The Chair deferred the decision on this item until the confidential section of this
meeting, subject to any further discussions held in the confidential session.

Strategic Risk Register

Michael Hadjimichael presented the current Strategic Risk Register and drew
Board’s attention to developments in Data Security.

It was found that Members had not received a copy of the ICO’s report on their
advisory visit. Action: OH to ensure that Members receive a copy of the report.

Environmental Policy
Mark Wright presented the updated Policy to Board for its approval.

Grammatical issues were raised: Action: MW to amend:
e Section 2, 2" bullet to replace ‘exceed’ with ‘exceeding.’

e Section 2, 4™ bullet to replace ‘adoption’ with ‘adopting.’

Board raised the point that if CBH is looking towards external trading
opportunities, it might be worth reviewing all our policies with an eye on the
requirements that potential clients might have concerning the governance of
companies which they take on as contractors or partners. Mark assured Board
that CBH has excellent credentials (e.g. ISO standards) and that we can look to
rephrase or amend our policies to bring them into line with sector requirements
as and when trading opportunities present themselves.

Decision: Board voted unanimously to approve the Environmental Policy,
subject to the changes listed above at 7.2 being made.

Becoming a Dementia-Friendly Organisation
Jan Sexton read the following on behalf of the TLCC:

‘The TLCC strongly recommend that CBH takes advantage of the free expert
training and advice which the Dementia Friends scheme can provide to members



8.2

8.3

8.4

8.5

8.6

8.7

9.1

9.2

9.3

of staff, involved residents, and hopefully to residents who care for those who
experience dementia. The Dementia Friends scheme can provide a great deal of
help to those affected by dementia and to those who work with sufferers.’

Karen Loweman presented this report to the Board, which had initially been
discussed and recommended for approval by the Operations Committee.

Anne Grahamslaw reminded Board that it was difficult to estimate the numbers of
our residents who suffer from, or are affected by, dementia. It is impossible to
categorically diagnose (whilst a possible sufferer is alive) and many do not
realize that they are suffering from the condition.

Whilst there was no charge for Dementia Friends training, there was an HR cost
in the time spent by officers attending this training, and potentially the extra
support work they can then give. Board noted that this should be noted as part of
the social returns on CBH'’s investment.

Yvonne Day detailed some of the free support, training and advice available.
Whilst the Alzheimer’s Society is not seeking funding from us, there is potential
for us to fundraise on their behalf as a way to ‘give something back.’

Board requested a report in one year’s time detailing how our services and
support have changed as a result of participating in the Dementia Friends
scheme (assuming Board approves).

Decision: Board approved the recommendation that CBH become a Dementia-
Friendly Organisation.

Gateway to Homechoice Allocations Policy

Tina Hinson presented the revised policy and explained that there had been no
major changes, with the main effort directed at removing unnecessary detail in
order to allow more flexibility, as well as procedures for officers (which will still
apply and be adhered to, but do not need to be included as part of the Policy
itself). No existing applicants would be affected by these changes. Board’s
comments would be fed back to the Portfolio Holder to inform her approach to
this amended policy.

In response to questions, Tina confirmed that former service personnel were
given additional preference on the Register and it has been found that they are
on average housed faster than those who do not have a service history.

Board asked for assurance that procedures for staff in the seven local authorities
would remain standardised. Tina explained that no authority could change a
procedure without gaining approval at one of the bi-monthly meetings of the
Project Board for the Gateway to Homechoice, once they have been examined
by an operational group of officers from across the different authorities. This will
ensure a level playing field across the seven authorities using Gateway to
Homechoice. Board Members confirmed that they were satisfied with this
answer.
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10.7

Tina clarified that point 3.8 (f) referred to applicants who put in multiple requests
to view without then viewing the properties, and to applicants who put in multiple
bids but do not accept any of them.

Karen Loweman explained that point 5.16 refers to applicants who have
worsened their housing situation (e.g. applied for a property which was too small
and would class as being overcrowded) in order to try to increase their priority
need/banding. This clause acts to prevent this being possible. This is
discretionary and officers are not expected to apply this clause if an applicant
has had to move to a worse housing situation because of factors outside their
control (such as if they were unable to continue to afford their original rent).

Housing and Planning Bill

Jan Sexton read the following statement from the TLCC:

‘The TLCC knows that much of the details on this are not yet available, but is
glad that Colchester Borough Homes’ plans for dealing with it have been
examined by a Tenant and Leaseholder Focus Group. This group was briefed on
what is known about the Bill and gave their thoughts and concerns to officers,
who will make sure this input is listened to, as CBH continues to develop its
plans for the future.’

The Chair reminded Board that any questions of a commercially-sensitive nature
should be deferred until the confidential section and that political statements
should be avoided.

Gerardine Murphy presented her report on the progress of the Housing and
Planning Bill. The report detailed the current content of the Bill, as well as likely
elements to be introduced (based on Government signals). There is currently
very little detail (e.g. not yet a set level to classify assets as ‘high value’ and
therefore to be sold). It is, however, known that this Bill will harm CBH and be an
additional pressure on CBH and CBC.

The costs of the planned measures will hit CBH — eg ‘Pay to Stay’ will require us
to assess tenant incomes, which will be an additional expense, whilst the sale of
high-value assets will decrease our stock, with all proceeds having to be
transferred to central government.

Gerardine highlighted some of the details regarding current benefits such as
Local Housing Allowance and the worst effects on tenants and housing
providers.

Regarding Gypsies and Travellers, local authorities will no longer be required to
assess housing needs of this group separately. Tina Hinson confirmed that this
was so, and that this heavily implied that local authorities would not be required
to provide pitches for travellers.

The third sentence on Page 102 was queried and Gerardine informed Board that
this provision had been placed in the Bill, but no detail had yet been added to
say what this would mean. It gives the Government flexibility to add to this and
act further through secondary legislation in the future.
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Gerardine confirmed that the Government’s energies were fully directed at
increasing home-ownership and producing new starter homes. No official
Government line has been given on social housing, but the current ‘5 Point Plan’
on housing does not mention social housing — it is purely aimed at increasing
home ownership.

Board noted that much of the detail would be added during the current
Committee Stage of the Bill. Greg Falvey assured the Board that the
developments and debate was being monitored.

A concern was raised that the introduction of new terms and conditions for new
tenants would lead to an even more complicated situation regarding different
tenants being subject to different rules depending on when they commenced
their tenancies.

A further concern was raised that if CBH were forced to sell off high-value older
assets then this would endanger historic properties currently managed by us.

Finance Assurance Report

Michael Hadjimichael presented the report and confirmed that there was no
change to the forecast given at the previous Board Meeting.

It was asked if this item could, in future, include a cash flow forecast.

The table showing new business income was explained. Where there was a 0
entry for expenditure to-date, this was because the staff costs were already met
in the base costs of CBH and were not an additional cost. It was noted that if
trading increased, then we would have to look at how we allocate costs and how
we can do this in a way which more closely mirrors how it would be done in a
private-sector enterprise. However, since external trading is currently at low-
levels, this was deemed unnecessary for now.

Board asked what issues were of concern regarding the delegated budgets.
Michael informed Board that the main concern was grounds maintenance, and
that CBH were working closely with CBC to work through the planned works in
order to hit our targets by year end.

Greg Falvey clarified that the tables included in this report were high-level
summaries which did not give the breakdowns of the individual figures which go
to make up the total budgets and expenditure etc. Greg suggested that future
tables are more-fully annotated with more detail in order to give Board a better
idea of how the totals listed are reached.

Performance Assurance Report

Karen Loweman invited Members to discuss the Report.

In response to questions, Mark Wright clarified that the 489 homes listed at 7.2
as not meeting Decent Homes Standard as of the end of September did not

include properties where we had been refused entry by the tenant. In these
cases we were unable to conduct work and were therefore allowed to declare
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13.1

13.2

14.

14.1

15.

15.1

15.2

Decency by reason of denied access — such properties are thus allowed to be
excluded from the figure given. Mark assured the Board that such instances were
recorded and work then carried out when the property became void. Around 250
properties were expected to need work carried out on them, but were currently
unavailable for this to be done. The level emergency capital has been increased
in order to ensure that works can be done as and when they became void and
therefore accessible to Property Services.

Committee Minutes

Chair expressed concern over the lack of quorum at the 14 October Operations
Committee. Discussion had been had about the possibility of Board Members
substituting for each other as needed, as well as the usefulness of Members
‘sitting in” as observers on Committees other than their own, in order to gain a
better knowledge of how all Committees work. These measures were approved.
Action: Owen Howell to circulate full finalized schedule of 2016/17 meetings to
all Members now that the CBC meetings calendar had been confirmed.

Alan Blois confirmed that Operations Committee were happy with the KPIs which
they had examined.

Forward Look

The items concerning review of the Trading Strategy were raised (A review set
for June, with a ‘6-month review’ in the ‘to-be-scheduled’ section. Chair
confirmed that, as we had yet to expand trading, we could not hold the 6-month
review, and suggested that in June Board could review the opportunities for
trading which had been considered by that point. Once trading is underway,
Board can then decide if and when a review would be appropriate.

Any Other Business

Board noted that the stock and land we managed included historic features,
street furniture, water pumps etc., and that CBH must make sure that we are
responsible caretakers of these items. There are funds which could be accessed
in order to help us to preserve these items and that this might be worth
examining.

Owen Howell notified Board that the TLCC would be presenting a report on their
second scrutiny topic at the Board Meeting on 22 February 2016.

With no further business, the meeting finished at 6.51 pm.






REPORT TO COLCHESTER BOROUGH HOMES BOARD

DATE: 22 February 2016
TIME: 5.30pm
VENUE: Room 1, Rowan House

AGENDA ITEM: 5.

SUBJECT: Board to decide whether to re-appoint Independent Board

Member (Glenn Houchell) for a third term.

REPORT BY: Owen Howell, Board Assurance Officer

@ (01206) 282518
Y owen.howell@cbhomes.org.uk

FOR DECISION

1.

2.

2.1

3.1

3.2

3.3

3.4

Decision Required
Purpose of Report

To discuss and decide if Glenn Houchell should be re-appointed for a third
term on the Board of CBH.

Background & Content

Glenn Houchell's second term on the Board of CBH will end in October 2016.
Should he be willing to serve a third term, the Board must decide on whether
to allow this, after considering the recommendation made by the G&R
Committee. This is detailed in the Memorandum and Articles of Association,
as follows:

17. (3) If, on the expiry of the first or second three year term of office of an
Independent Board Member the retiring Board Member is willing to
act then the Board may reappoint the Board Member concerned.

G&R Committee have recommended that Glen Houchell be reappointed to
the Board of CBH to serve a third term. At the G&R Committee Meeting on 28
January, it was confirmed that as part of the recent Board Member appraisal
process, Nigel Chapman (Chair of F&A Committee) had been very
appreciative of Glenn’s contributions.

G&R Committee recognized the need to maintain continuity, with all-up
elections soon to take place for CBC councillors. As this includes Nigel
Chapman (Chair of F&A) and Mike Lilley (Member of F&A), it is imperative for
CBH to maintain the financial knowledge and experience of the Board and
F&A Committee. As Vice Chair of the F&A Committee, Glenn’s knowledge



3.5

4.1

5.1

6.1

7.1

8.1

9.1

10.

10.1

11.

111

12.

12.1

13.

13.1

and expertise is invaluable.

The minutes of the G&R Committee Meeting held on 28 January are included
as part of Iltem 15 in these papers.

Risk Management

Six out of eight of the items on CBH'’s Strategic Risk Register involve financial
and/or economic risks. With this in mind, it is imperative that the Board
maintains its ability to provide oversight of the financial situation and activities
of the Company. This is especially important when bearing in mind the
uncertainty facing Local Authority Members (owing to all-up elections at CBC
this year), which includes the Chair of F&A Committee, Clir Nigel Chapman.
HR Implications

None.

Legal Implications

None.

Financial Implications

As covered at 4.1.

Value for Money

None.

Health & Safety Implications

None.

Equality & Diversity Implications

None.

Residents at the Heart

The maintenance of strong financial and operational oversight by the Board of
CBH is vital if CBH is to continue to live up to our commitments to provide

services for our residents.

Decision Required?

Yes
Appendices

None.
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REPORT TO COLCHESTER BOROUGH HOMES BOARD

DATE: 22 February 2016

TIME: 5.30pm

VENUE: Room 1, Rowan House

AGENDA ITEM: 6.

SUBJECT: CBH Budget 2016/17

REPORT BY: Michael Hadjimichael, Director of Resources

@& 01206 507815
“® Michael.Hadjimichael@cbhomes.org.uk

FOR DECISION

1.

11

2.1

3.1

4.1

Introduction

Attached is the budget report presented and discussed in detail at the Finance
and Audit Committee on 15" December 2015.

Decisions Required

The Board is formally requested to approve the 2016/17 Management Fee of
£9,062.3k and to note the CBC delegated budgets for 2016/17 of £2,717.9k
and Property Services Budgets for 2016/17.

Standard Paragraphs

See Appendix 1.

Appendices

Appendix 1 — Report to Finance and Audit Committee, 15 December 2015.
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ITEM 6. APPENDIX 1

CONFIDENTIAL REPORT TO COLCHESTER BOROUGH HOMES
Finance & Audit Committee

DATE: 15 December 2015

TIME: 4.00 pm

VENUE: Room 1, Rowan House

AGENDA ITEM: 8.

SUBJECT: 2016/17 Budget

REPORT BY: Sarah Johnson & Sharon Stephens

Finance Managers
@ (01206) 282214 and (01206) 282607

FOR DECISION

1. Decisions Required

1.1  To approve the overall 2016/17 Management Fee (MF) budgets as delegated by
Board - £9,062.3k

1.2 To note the 2016/17 capital works budget (paid by CBH) - £4,793k

1.3 To note the CBC delegated budgets for 2016/17 - £2,717.9k (subject to
confirmation from CBC)

1.4  To approve the updated position on reserves — set out in section 6.2

2. Background

2.1  This report sets out the budget requirements for the MF and CBC Delegated
Budgets.

2.2  The budget requirements for CBH are an integral part of the Housing Revenue
Account funding. The timing and agreement of this process is critical in order that
we meet CBC’s Cabinet’s deadline for the overall HRA 2016/17 budget process.

2.3  Although Committee are asked to note the proposed capital works budget of
£4,793Kk, details of this programme are presented separately to Board. Therefore,
this paper will focus mainly on the management fee of £9,062.3k.

3. Management Fee

3.1  The overall MF for 2016/17 has been agreed in principle with the Council. This is in

line with the 10 year Management Agreement entered into August 2013.

13



3.2

3.3

3.4

4.1

This is built up as follows:

e Day to day running expenses of HRA activities undertaken by CBH

e Day to day running expenses of General Fund (GF) activities undertaken by
CBH

e Overhead payment to manage the capital works in line with the Asset
Management Strategy

e Agreed fee to manage the revenue maintenance services

e Agreed cost of revenue maintenance services

We have produced the 2016/17 base budget using a zero based budget approach
where possible to ensure that resources are aligned with service priorities.

The overall 2016/17 resources available to CBH are as follows:

£000 £000

Housing management and support (HRA) 3,394.5

Housing management and support (GF) 771.3 4,165.8
Property Services

Revenue professional fee & overheads (HRA) 493.0

Capital professional fee & overheads (HRA) 1,309.0

Corp Facilities and Engineering Teams (GF) 473.8

Revenue maintenance service (HRA) 2,620.7 4,896.5
Total resources offered through MF 9,062.3
Capital works 4,793.0

Other misc income 317.8

Total Resources 14,173.1

A full breakdown is set out in schedules 1.1 to 1.7 appended to this report.

Medium Term Delivery Plan (MTDP)

In 2014/15 additional resources of £106k were approved by the Council and
incorporated into the management fee for a three year period. The 2016/17 budget
is the final year of this funding and the management fee for 2017/18 will reduce
accordingly.

A further budget for photovoltaic initiatives was identified in support of this plan and
is paid on an actuals basis, as is consistent with other capital works programmes.
The programme of work is now complete.

Detailed Budget

Savings

For 2016/17 the Council have asked CBH to make savings of £200k on the HRA
management fee and the 2016/17 budget for Corp Facilities Management Team is
£82k less than cost and as a result CBH will need to generate income/savings in
year to support this.

14



4.2

4.3

4.4

4.5

4.6

Orders for works to create additional fee income to support the Corporate Facilities
Team savings have been secured in 2015/16 in excess of £100k of which £40k of
this will continue to support the team in 2016/17. There is further potential in the
pipeline which will be sufficient to cover the remaining savings. Any additional
income over and above this will be reinvested in the capital programme to support
future works.

Salaries

The pay budgets have been based on an assumed 2% inflation increase and
include all known changes and increments. The 2% inflation equates to approx.
£104k and funding for this has been built into the MF. No allowance or adjustment
has been made by the Council within the MF income for any contractual staff
increases (increments). These total £90k for CBH. In order to balance the budget
savings have been made in all other areas to offset the cost.

National Insurance

Employer National Insurance contributions have been increased for staff currently in
the employee pension scheme. This has increased the 2016-17 budget by £62K.

Pensions

The employers’ pension contribution is based on the 2014/15 rate of 14% for each
employee opted into the pension scheme. This 14% rate is valid for a three year
period. The new opt out arrangements for staff has not had a significant impact on
the employer’s contribution.

Support Services

All service level agreements (SLAs) have been reviewed and agreed and are now in
place for a two year period. The overall costs have increased by £23k and this is
included in the 2016/17 management fee and supported by the Council.

Cost Pressures ldentified
The following major pressures on the 2016/17 MF budget have been identified and
built into the figures:

Increments

National Insurance
Market Supplements
Car Parking

BCIS increase on works

Inflation assumptions:
e Pay-2%

e Other non-pay costs — specific increases have been applied including materials,
utilities and contracts

15



4.7

4.8

5.1

5.2

Income
The majority of CBH'’s income is derived from our MF from the Council.
Other assumed income for 2016/17 includes:

e Interest earned from the Council on balances (£14,000 - based on an assumed
rate of 0.5% continuing)

A separate trading account has been set up in the ledger with further developments
under way. Any income derived from this account is excluded from the 2016/17
budget figures.

Variances (see schedule 1.1)

Major variances between years include: -

e Employees — as a result of the 2% pay award, the unfunded staff increments
and the National Insurance increase, staff costs would have increased by £236k,
however to meet the efficiency target for the company head count has been
reduced as shown in schedule 3 resulting in a smaller increase of £127k.

e Supplies and services — overall decrease of £97.2k as a result of the following:-
Revenue Voids — Material cost — approx. £55k due to a shift in the work
profile of the void contractor and the in-house team, which has shifted

costs from supplies and services to payments to third parties.

Other costs — approx. £42k. In order to meet the efficiencies requested by
CBC the contingency budget has now been removed.

e Third party payments — increase of £1.6m. Although overall the programme of
works has decreased the work profile has seen a shift from using CBC
contractors to CBH contractors.

e Income — MF — overall decrease of £258k as a result of efficiency savings
requested by CBC in support of the HRA reduction.

e Capital works income — increase of £1.8m to reflect the shift from CBC to CBH
contractors as mentioned in Third Party Payments.

Financial Implications

Our budgets are all delegated to named managers who have examined them for

spending pressures and potential savings. These have been incorporated into the

budget figures.

The schedules are summarised on schedule 1.2 with supporting detail on schedules
1.3-1.7.
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6.1

6.2

Risk Management

As with any financial plan, there are inherent risks, which Committee members
should recognise. Some of the main ones are:

Strategic

CBH is responsible for the first £200,000 of any revenue repairs overspend
Unforeseen and uncontrollable demands on repairs service

Further cuts in public expenditure

Legislative changes resulting in increased workload including universal credits and
Welfare Reform

Sheltered housing review and future changes in stock/management
Unexpected taxation changes and inflation changes

Changes in Pension and National Insurance employer costs

Business risks from new business opportunities

Assumptions from earned income

Insufficient funding to meet full costs of transferred services

Operational

Errors are made in the figures
Estimates in volume or price are incorrect

The budgets have been produced on a zero-based approach and variation analysis
has taken place to ensure that any errors are kept to an absolute minimum.

Balances

The total uncommitted reserves for CBH stand at £186k as reported in the table
below:-

£'000 £'000

Balance b/fwd from 2014-15 1042
Less 2014-15 ring fenced surpluses (470)
(repairs/trading/performance)

572
Less previously approved items drawn down in (301)
2015-16

271
Additional amounts for agreement:
Greenstead Office - work to achieve DDA (45)
compliance
[IP Gold (5)
ASB prevention project (20)
Market Supplements Provision (25)

(85)
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7.1

7.2

8.1

9.1

10.

10.1

11.

111

12.

12.1

13.

13.1

Uncommitted balances as @ 15.12.15 186

Approval is sought for those items listed for approval. These uncommitted balances
represent approx 2.0% of the 2016/17 MF. It is anticipated that the Market
Supplements will be supported from any surpluses generated in 2015/16 and the
uncommitted balance will be maintained to support the identified risks in section 6.
DMT are also currently reviewing the reserves position to see how we can make
best use of this in the medium term. Any proposals will be brought to Committee at
a future date for consideration.

Efficiency — Benchmarking & the Budget

CBH continues to work with Housemark in benchmarking key areas with other
ALMOs and peer groups. This has identified that the majority of indicators
measured have seen a move toward improved performance and lower cost.

Value for money and continuing to offer quality services to our customers are key
drivers for CBH and continue to be incorporated within our services.

Delegated budgets

Draft estimates for our CBC delegated budgets have been submitted to the Council
for inclusion within the overall HRA estimates, which will be considered by the
Council’s Portfolio Holder in January 2016. These come to £2,717.9k (to be
confirmed by CBC) and are shown as schedule 2 for your information.

HR Implications

There are no direct HR implications arising from this report.

Legal Implications

There are no direct legal implications arising from this report.

Health & Safety Implications

There are no direct health & safety implications arising from this report.

Equality & Diversity Implications

There are no direct equality & diversity implications arising from this report.

Residents at the heart

N/A
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14.  Next Steps

14.1 The Management Fee will be submitted to the Council for inclusion within the
overall HRA and for the delegated budgets to be approved. The HRA budget report
will be presented to the Portfolio Holder in January 2016.

List of Attached Schedules

1.1 Expenditure and Income analysis

1.2  Service summary

1.3  Chief Executive and support

1.4  Housing Management

1.5 Business Services and Overheads

1.6  Property Services

1.7  Overall draft Capital and Revenue Programme

2.0 Delegated budgets
3.0 Head Count
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Item 6. Appendix 1 continued Schedule 1.1
COLCHESTER BOROUGH HOMES
Budget 2016/17
Expenditure & Income Analysis
2013/14 2015/16 2016/17 |Variance
Spend Expenditure & Income Analysis Original | Proposed |between
Budget Budget |[years
£'000 £'000 £'000 £'000
EXPENDITURE
6,154.2 |Employees 6,497.7 6,625.4 127.7
285.5 |Premises 266.3 285.2 18.9
278.3 |Transport 299.0 283.6 -15.4
1,018.5 [Supplies & Services 1,082.6 985.4 -97.2
5,314.6 |Payments to Third Parties 3,921.8 5,518.8 1,597.0
2.7 |Tax 6.3 3.0 -3.3
470.2 |Support Services 485.5 471.7 -13.8
13,524.0 [TOTAL EXPENDITURE 12,559.2 14,173.1 1,613.9
INCOME
-9,067.7 [Management fee income -9,320.4 -9,062.3 258.1
-1,345.4 |Other Fees & Charges -190.5 -229.3 -38.8
-109.4 |Internal Charges -115.4 -88.5 26.9
-3,360.1 |PS Capital - work paid on actuals -2,932.9 -4,793.0 -1,860.1
-13,882.6 |TOTAL INCOME -12,559.2 -14,173.1 -1,613.9
-358.6 [TOTAL NET EXPENDITURE 0.0 0.0 0.0
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Schedule 1.2

COLCHESTER BOROUGH HOMES

Budget 2016/17
Service Summary

2014/15 2015/16 2016/17
Spend Service Summary Original | Proposed
Budget Budget
£'000 £'000 £'000
Expenditure
195.6 |Chief Executive 200.3 203.8
2,518.2 |Housing Management 2,745.7 2,819.6
1,414.6 |Business Services 1,446.9 1,351.4
9,395.7 |Property Services 8,166.3 9,798.3
13,524.0 [TOTAL EXPENDITURE 12,559.2 14,173.1
Income
0.0 |Chief Executive 0.0 0.0
-78.4 [Housing Management -125.2 -140.8
-4,149.5 [Business Services -4,267.7 -4,234.0
-9,654.7 [Property Services -8,166.3 -9,798.3
-13,882.6 |[TOTAL INCOME -12,559.2 -14,173.1
-358.6 |TOTAL NET EXPENDITURE 0.0 0.0
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Schedule 1.3

COLCHESTER BOROUGH HOMES

Budget 2016/17
Chief Executive and support

2014/15 2015/16 | 2016/17
Spend Expenditure & Income Analysis Original | Proposed
Budget Budget
£'000 £'000 £'000
EXPENDITURE
191.7 |[Employees 195.4 198.3
0.0 |Premises 0.0 0.0
1.2 |Transport 1.3 1.6
2.8 |Supplies & Services 3.6 3.9
0.0 [Payments to Third Parties 0.0 0.0
0.0 [Support Services 0.0 0.0
195.6 |TOTAL EXPENDITURE 200.3 203.8
INCOME
0.0 [Fees & Charges 0.0 0.0
0.0 [Internal Charges 0.0 0.0
0.0 [TOTAL INCOME 0.0 0.0
195.6 |TOTAL NET EXPENDITURE 200.3 203.8
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Schedule 1.4

COLCHESTER BOROUGH HOMES
Budget 2016/17
Housing Management
2014/15 2015/16 2016/17
Spend Expenditure & Income Analysis Original | Proposed
Budget Budget
£'000 £'000 £'000
EXPENDITURE
2,237.9 |Employees 2,459.7 2,490.2
0.7 |Premises 0.9 0.7
46.1 |Transport 51.1 52.7
143.1 |Supplies & Services 151.5 147.4
32.1 [Payments to Third Parties 38.1 24.1
58.3 [Support Services 44.4 104.5
2,518.2 |TOTAL EXPENDITURE 2,745.7 2,819.6
INCOME
-65.2 |Fees & Charges -112.0 -128.0
-13.2 [Internal Charges -13.2 -12.8
-78.4 [TOTAL INCOME -125.2 -140.8
2,439.8 |TOTAL NET EXPENDITURE 2,620.5 2,678.8
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Schedule 1.5

COLCHESTER BOROUGH HOMES

Budget 2016/17

Business Services & Overheads

2014/15 2015/16 | 2016/17
Spend Expenditure & Income Analysis Original |Proposed
Budget Budget
£'000 £'000 £'000
EXPENDITURE
690.0 |Employees 639.6 665.5
68.7 [Premises 89.4 104.5
2.0 |Transport 2.0 21
256.4 |Supplies & Services 279.2 240.3
76.2 |Payments to Third Parties 81.6 32.8
2.7 |Taxation 6.3 3.0
318.5 |Support Services 348.8 303.2
1,414.6 |TOTAL EXPENDITURE 1,446.9| 1,351.4
INCOME
-4,064.4 [Management fee income -4,184.8 | -4,165.8
-21.4 |Fees & Charges -13.5 -19.5
-63.7 |Internal Charges -69.4 -48.7
-4,149.5 [TOTAL INCOME -4,267.7 | -4,234.0
-2,734.9 [TOTAL NET EXPENDITURE -2,820.8 | -2,882.6
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Schedule 1.6

COLCHESTER BOROUGH HOMES

Budget 2016/17
Property Services

2014/15 2015/16 2016/17
Spend Expenditure & Income Analysis original Proposed
Budget Budget
£'000 £'000 £'000
EXPENDITURE
3,034.7 |Employees 3,203.0 3,271.4
216.1 |Premises 176.0 180.0
229.0 |Transport 244.6 227.2
616.2 |Supplies & Services 648.3 593.8
5,206.3 |Payments to Third Parties/Sub Contractors 3,802.1 5,461.9
93.4 |Support Services 92.3 64.0
9,395.7 |TOTAL EXPENDITURE 8,166.3 9,798.3
INCOME
-5,003.3 [Management Fee Income -5,135.6 -4,896.5
-3,360.1 [CBH Capital works - paid on actuals -2,932.9 -4,793.0
-1,258.8 [Other Fees & Charges -65.0 -81.8
-32.5 [Internal Charges -32.8 -27.0
-9,654.7 [TOTAL INCOME -8,166.3 -9,798.3
-259.0 |TOTAL NET EXPENDITURE 0.0 0.0
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Asset Management Strategy Cost Tables 2016 - 2021

V2.15.10.15
Capital Programme 2016 - 2021

Year 1 Year 2 Year 3 Year 4 Year 5 Total
Work Programme 2016/17 2017/18 2018/19 2019/20 2020/21 2016/21
000,000's 000,000's 000,000's 000,000's 000,000's 000,000's Note

Capital Voids 0.721 0.721 0.721 0.721 3.641 1
Emergency Capital . 0.575 0.575 0.575 0.575 2
HHSRS 0.110 0.110 0.110 0.110 0.110 2
Roof - Flat 0.050 0.100 0.100 0.100 0.100 3
Roof - Pitched 0.100 0.250 0.250 0.250 0.250 3
Structural 0.150 0.150 0.150 0.150 0.150

Windows & Doors 0.546 0.460 0.250 0.250 0.210 4
Dutch Quarter Windows & Doors 0.430 1.170 0.000 0.000

Kitchens 0.410 0.490 0.850 0.650

Heating 0.756 0.960 1.350 0.950 5
Re-wires 0.578 0.880 0.470 0.900

Asbestos, Legionella and Fire Safety 0.800 0.800 0.600 0.400 6
External Replacements 0.630 0.500 0.000 0.000 7
Bathrooms 0.105 0.100 0.450 0.580 8
Estate and Boundaries 0.225 0.225 0.225 0.225

Highways 0.200 0.200 0.200 0.200

Door Entry Systems 0.200 0.200 0.200 0.200 9
Block lighting 0.050 0.050 0.050 0.050 10
Sheltered Works 0.200 0.200 0.200 0.200

Stock Condition Surveys 0.103 0.103 0.103

Green Fund 0.041 0.000

Contingency 0.150 0.150

TOTAL

Contractor Total (Shaded)

Budget available per contractor (/2)

Sheltered Review

Sheltered Refurbishment, lifts & Lighting 2.200 1.250 0.800 0.000 0.000 11
Sheltered Heating 0.200 0.250 0.200 0.000 0.000 11
Extra Care Facilities 0.000 0.000 0.000 0.000 0.000 12
Elfreda House 0.100 0.100 0.000 0.000 0.000 13
Garage Review
[Refurbishment 0.250 0.250 0.250 0.250 0.250 1.250
Temporary Accommodation
[Temporary Review I oos o o [ 0.000 B 0000 ] 0.000 W 0.000 W 0.000 W] 0.000
[Sewage Treatment Works o o o oA | 0.000 B 0000 ] 0.000 W 0000 W 0.000 W] 0.000 14
[ Sub Total NS S5 0O [P ] | o015 [ 10285 [ 9095 [ 7.254 [ 6974 [ 43.501

Aids & Adaptations 0.210 0.210 0.210 0.210

0.326 0.310 0.310 0.310
Capital Overhead 1.309 1.309 1.309 1.309 15
[ TOTAL I8 [0 s iSus ] | 11750 [ 12114 ] 10924 ] 9083 O] 8803 [ 52.68L
Revenue Programme 2016 - 2021
Year 1 Year 2 Year 3 Year 4 Year 5 Year 4 Total
Work Programme 2016/17 2017/18 2018/19 2019/20 2020/21 2016/21 1.2
000,000's 000,000's 000,000's 000,000's 000,000's 000,000's

Repairs 2.158 2.158 2.158 3
Revenue Voids CBH 0.400 0.400 0.400 3
Revenue Voids CBC 0.630 0.600 0.600 4
Gas Servicing 0.840 0.800 0.800

Servicing Contracts 0.205 0.205 0.205

External / Internal Painting 0.200 0.200 0.200

Customer Services Overhead 0.021 0.021 0.021

Fencing 0.154 0.154 0.154

Garages (Revenue) 0.040 0.040 0.040 5
Sewage Plant Repairs 0.015 0.015 0.015

External Servicing 0.080 0.080 0.080 6
Total 4.742 4.672 4.672
|Total Capital & Revenue Budget 16.501 16.785 15.595 13.754 13.474 76.110

Changes from 2015-2020 HIP - Capital:

1. Procurement required for April 2017 onwards
2. Procurement required - Building framework

4. Budget includes £430,000 for window replacements in the Dutch Quarter
5. Budget line includes Ferroli replacements funded by adding 1 year onto all planned replacements

6. Asbestos works. Deferral of £400,000 from year 1 to year 5 as per the HRA Budget Paper
7. External Replacement contract completes in July 2016. Anticipated £1m of replacements not completed in stock - further survey work required
8. Bathrooms. SAM 5 year prediction (2016-2021) = £.5m, £.58m, £.68m, £.76m, £.98m. Two years added to everything. Saving of £.55m

9. Reduction in programme to reflect other priority work increases. Procurement required for April 2016
10. New budget added to include internal, external and emergency lighting in blocks. Procurement required possibly as part of the door entry works?
11. Britainnia and Harrison Court refurbishment reduced from £4.6m to £2.5m as per the HRA Budget Paper
12. Budget carried forward from 2015/16 to 2016/17

13. Elfreda maintenance budget of £200k as per the HRA budget paper

14. Sewage Treatment Works reduced to a revenue budget only as per the HRA Budget Paper
15. Capital overhead reduced from £1.37m to £1.309m as per the agreed continour savings
16. BCIS uplift of 5% added to the bold italic figures in year 1 only. Capital overhead has had an inflated applied in agreement with CBC.

Changes from 2015-2020 HIP - Revenue:

1. Reduction of 5% in Revenue overhead of £16,000 from 2015/16 overheads to give forecast total of £4.535m
2. All figures (except those affected by BCIS) have NOT been inflated. BCIS uplift of 5% applied to the bold italic figures in year 1 only.

3. Revenue voids split between in-house resource and sub-contracted works

4. Gas Servicing budget increased by £40,000 for ASHP servicing

5. Addition of sewage plant repairs line as per the HRA budget paper

6. Revenue overheads are included within the revenue budgets

Capital Programme - CBH/CBC split
Capital Voids

Emergency Capital

HHSRS

Roof - Flat

Roof - Pitched

Structural

Windows & Doors

Dutch Quarter Windows & Doors
Kitchens

Heating

Re-wires

Asbestos, Legionella and Fire Safety
External Replacements

Bathrooms

Estate and Boundaries

Highways

Door Entry Systems

Block lighting

Sheltered Works

Stock Condition Surveys

Sheltered Refurbishment, lifts & Lighting
Sheltered Heating

Elfreda House

Refurbishment

Aids & Adaptations

Aids & Adaptations

Contingency

Other
Professional fees

Revenue Programme - CBH/CBC split

CBH
0.200
0.575
0.110
0.050
0.100
0.150
0.090
0.430

0.333
0.178
0.800

0.039
0.225
0.200
0.200
0.050
0.200
0.103
0.300

0.250
0.210

4.793

0.041
1.309
6.143

CBH
2.158
0.400

0.06

0.154
0.040
0.015
0.080
2.906
0.021
2.927

CBC
0.557

0.456

0.410
0.423
0.400

0.630
0.066

1.900
0.200
0.100

0.326
5.467
0.150

5.617

CBC

0.630
0.840
0.145
0.200

1.815

1.815

1.932 0.000
0.358 0.000
0.000 0.564
0.000 0.752
0.054 0.130
0.000 0.179
0.000 0.000
0.138 0.000
0.036 0.000
0.013 0.000
0.072 0.000
2.603 1.625
0.021

0.493

3.117 1.625
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Schedule 2

COLCHESTER BOROUGH COUNCIL
Delegated CBC Budgets 2016/17

Service Summary

2014/15 2015/16 2016/17
Spend Service Summary Original | Proposed
Budget Budget
£'000 £'000 £'000
82.2 [Minor Works 75.0 75.0
14.6 |Decoration vouchers and wardens materials 27.0 22.0
29.2 |Community Initiatives 40.0 40.0
614.4 |Grounds Maintenance 669.1 682.8
178.7 |Communal cleaning 192.8 170.0
0.0 [Corporate Facilities 657.0 598.0
128.9 [Litter picking and rapid response service 141.8 130.0
-1.8 [Star Survey 0.0 10.0
58.8 [Grants to organisations 65.0 75.0
53.0 | Transfer Incentive Scheme 63.3 73.3
17.0 |Removals/disturbance allowance 5.0 8.0
-594.3 |Leasehold -410.0 -497.0
872.4 |Services for older people 877.8 861.5
81.0 [Temporary Accommodation 84.6 83.4
30.0 [Welfare Reform 63.1 63.1
226.0 [Homelessness Initiatives 3494 3294
0.0 |Subregional CBL 0.0 -6.6
1,790.1 [TOTAL NET EXPENDITURE 2,900.9 2,717.9
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Schedule 3

2015/16 2016/17
Headcount Summary Staff Staff
FTE FTE
Service
Chief Executive 2.9 2.7
Housing Management 81.6 79.3
Business Services 19.3 18.4
Property Services 98.7 96.7
TOTAL HEADCOUNT 202.4 197.1
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REPORT TO COLCHESTER BOROUGH HOMES BOARD

DATE: 22 February 2016
TIME: 5.30 pm
VENUE: Room 1, Rowan House

AGENDA ITEM: 7.
SUBJECT: Housing Investment Programme 2016 (HIP)
REPORT BY: Mark Wright, Director of Property Services

& (01206) 282760
“B mark.wright@cbhomes.org.uk

FOR DECISION

1. Decision Required

1.1  That the Board welcomes the decision by CBC to accept the proposed
five-year Housing Revenue Account (HRA) Housing Investment
Programme (HIP) 2016-2021 submitted to the Council by CBH. Board
notes the Council’s approved HRA Medium Term Financial Forecast
(MTFF) as set out at Appendix 1.

1.2  That the Board direct officers to implement the 2016/17 programme in
accordance with the requirements of the Council and the Annual
Delivery Plan.

2. Purpose of the Report

2.1  This report sets out for Board Members the outcome of the Council’s
consideration and formal decision-making regarding the proposed five-
year Housing Investment Plan 2016-2021 submitted to the Council by
CBH following the Board resolution on 9 December 2015.

2.2 This report provides details of the funding statements and sources of
income considered by the Council when making its decisions. It also
recommends that the Board accepts and implements the decisions of
the Council.

3. Background & Content
3.1  Atits budget-setting meeting in January 2015, the Council approved in

principle the five-year 2016-2020 HIP. At the same meeting the 2015-
16 programme was agreed in detail, and the 2015-16 budget and
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3.2

3.3

3.4

3.5

3.6

3.7

3.8

4.1

supporting funding statement were approved.

At its meeting on 9 December 2015, the Board resolved to submit a
draft Housing Revenue Account (HRA) Housing Investment
Programme (HIP) 2016-2021 to the Council for consideration and
approval through the Council’s budget setting process. Board also
requested to receive a further report in February 2016 regarding the
overall budget-setting decisions in respect of the draft submission.

Each year as part of the process to agree the Council’s revenue and
capital estimates the Cabinet is required to agree the allocations to the
Housing Stock Investment Programme. These allow for work to be
undertaken to maintain, improve, and refurbish the housing stock and
its environment. This matter was considered by the Council at its
Cabinet meeting of 29 January 2013.

Cabinet Members were reminded that following the Cabinet meeting on
30 November 2011 it was agreed in principle to accept a proposed
five-year Housing Investment Programme (HIP) as the framework for
procuring housing-related planned works, improvements, responsive
and void works and cyclical maintenance, subject to overall budget
decisions in January 2012 and annually thereafter.

It was also agreed that the proposed five-year investment programme
would be linked to the Asset Management Strategy and reviewed
annually in the light of available resources, and for each annual
allocation to continue to be brought to Cabinet for approval as part of
the overall HIP report.

At its meeting on 27 January 2016, Cabinet resolved to approve the
Housing Investment Programme for 2016/17 and noted the Capital
Medium Term Financial Forecast (CMTFF) as the supporting funding
statement for the HRA HIP.

Cabinet noted in the report that the Colchester Borough Homes (CBH)
Board had been apprised of the content of the Cabinet report
submitted on 30 November 2011 and was now seeking approval for
the 2016/17 Capital Programme (being the fifth year of the HIP).

Board Members should note that the decisions of Cabinet have
resulted in the adoption of the Housing Revenue Account Housing
Investment Programme. This Programme was submitted to the Council
as a result of the Board decision of 9 December 2015.

Key Issues for 2016/17
There are a number of key issues relating to the HIP budget for
2016/17, with further details being included within the main body of the

report. However, in summary they are as follows. This is the fifth year
of HRA Self-Financing and the continued increase in investment in the
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4.2

4.3

4.4

4.5

4.6

5.1

housing stock and other projects is reflected in this report. As part of
the Sheltered Housing refurbishment programme, construction works
continues at Enoch House whilst the feasibility and scope of the next
two schemes is appraised.

This report is considered as part of agreeing the Housing Revenue
Account (HRA) estimates as the funding for the HIP, which covers
capital investment in the housing stock and is very-much linked to the
overall level of resources for housing.

In recognition of the need to define future trends and changes
influencing the needs of the housing assets, a 30 year investment
model was established to support the HRA business planning process.
This was undertaken as part of the Council’s response to the proposal
from the Government to disband the Housing Subsidy system and to
introduce self-financing from April 2012.

As a result of the announcements made in the Chancellor of the
Exchequer’s Budget on 8 July 2015 regarding the proposal to decrease
social housing rents by 1% annually from 2016/17 for four years, the
projected rental income within the existing HRA business plan over the
next 30 years has reduced by circa £143million. As a result it was
necessary to review the Housing Revenue Account (HRA) current
budgets and investment plans to ensure that these can operate within
the limits of the Business Plan and do not exceed the peak debt limit.

The outcome of the review will provide the Council (as part of its
budget setting process) with alternative options on existing HRA
budgets to mitigate, insofar as possible, the impact of the imposed
reduction in income through these changes without detrimentally
impacting service to residents in the Borough.

It is now the fifth year of the opening five years of this programme
which is being recommended as the framework for procuring housing-
related planned works and improvements.

Funding the Housing Investment Programme

2016/17 is the fifth year of the HRA self-financing regime. This has
fundamentally changed the way in which Council housing is financed,
and as a consequence a financial model for the HRA has been
developed, which forecasts the HRA and HIP for each of the next 30
years, using a range of assumptions on areas such as inflation, stock
numbers, future expenditure and income levels etc. This was
considered further by Cabinet in the 2016/17 HRA Estimates report at
the 27 January Cabinet meeting. The source of resources, and the
priority order in which it is assumed they will be used to fund capital
expenditure in the 2016/17 HIP budget and financial forecasts are as
follows;
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5.2

5.3

5.4

5.5

Specific Areas of Finance (e.g. Grants)
Capital Receipts

Major Repairs Reserve (Depreciation)
Revenue Contributions to Capital (RCCO)
New Additional Borrowing

The assumption made when prioritising resources to fund the HIP is
that resources specifically designated to the programme will be used
first, followed by capital receipts. This is so the receipts can be re-
invested in affordable housing, and be retained locally and not be
clawed back by Central Government under the capital receipts pooling
arrangements. The next form of resource to be used is the Major
Repairs Reserve, which is the reserve that is built up from the
depreciation charge to the HRA. This is the resource that is set aside
to maintain the housing stock in its current form and condition. If there
are insufficient resources within the Major Repairs Reserve to fund all
of the capital works in the year, then the next call on funding is
revenue. The amount of this resource will depend on the level of
balances within the HRA and the extent to which they are directed to
the HIP, as opposed to other budget priorities.

Finally, should there be insufficient revenue resources to fund the
overall programme the assumption is that the Council will undertake
HRA borrowing to fully fund the HIP. This is assumed to be the lowest
priority source of funding, to minimise the resultant additional interest
costs that would be incurred by the HRA. Further borrowing will be
subject to the debt cap which applies under the self-financing regime.
Should this be breached, or should the Council decide it does not want
to undertake additional HRA borrowing or use revenue resources etc,
then the Council would need to re-consider the programme of works
proposed and the corresponding budget provision. This could include
foregoing works, or re-profiling the year in which they are undertaken.

2016/17 Programme of Works

The requested budget allocation for the 2016/17 programme is
£11.899million. This continues to represent a substantial increase in
investment compared to the years spent operating under the now-
abolished HRA Subsidy system, which Members will recall was
replaced on 1st April 2012 by the HRA Self-Financing regime. A further
breakdown of the areas of work that are planned to be undertaken is
shown below.

As part of the current management agreement which commenced in
August 2013 between the Council and CBH, the management fee has
been expanded to reflect the wider range of services CBH now
provides on behalf of the Council, so it now incorporates the fee for
managing the capital programme. Members are therefore asked to
note that the requested budget allocation in paragraph 5.1, and the
budget sums included in paragraph 8 and Appendix 1 all include the
fee for managing the capital programme, which for 2016/17 totals
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5.6

6.1

6.2

6.3

£1,309,000. A further breakdown of the management fee was included
in the HRA Revenue Estimates report considered by the Council at the
same meeting.

Cabinet were also asked to note that provision has been made within
the 2016/17 programme to provide fifth year funding for the Sheltered
Housing review agreed by Cabinet on 12th October 2011. The fifth
year of the programme (2016/17) will see the continued refurbishment
of Enoch House; this is due to be completed at the start of the next
financial year (2017/18).

HRA Capital Medium Term Financial Forecast - 2016/17 to 2020/21

As previously stated, on the 30th November 2011 Cabinet agreed in
principle to accept a proposed five-year HIP subject to overall budget
considerations. As a result, the expenditure proposals from that report
have been included in the Capital Medium Term Financial Forecast at
Appendix 1 and updated to take account of the early years being
completed and new updated years being introduced. As previously
stated there is a significant increase in capital investment in the
housing stock compared to previous years. Members will be aware that
the Government introduced the Decent Homes Standard in 2010 which
required all social housing within England to be brought up to and
maintained to this standard. Our on-going investment reflects what is
required to ensure our housing stock continues to meet the decent
homes standard as a minimum.

The HIP also includes investment in other work programmes identified
in the Asset Management Strategy (AMS) for which the resources had
not been available under the previous HRA subsidy system. It should
be noted that the figures for 2017/18 onwards are indicative at this
stage, and will be subject to confirmation and agreement by Cabinet in
their appropriate year’s budget setting cycle. This is primarily because
the main source of increased resources under HRA Self-Financing is
the retention of 100% of tenant’s rental income locally. However, as
previously stated, the Government has announced a decrease in social
rents over the next four years rather than the anticipated inflationary
increase, and we are awaiting more detail from the Government on
these proposals and what might happen at the end of the four-year
reduction. It should also be noted that the assumed level of resources
available to fund the HIP is not only influenced by future inflation levels,
but also by other income and expenditure requirements within the
HRA.

At its meeting on the 12th October 2011, Cabinet considered a number
of recommendations relating to making improvements to the Council’s
sheltered housing stock. It was agreed that any capital receipts relating
to disposals would be ring-fenced to the HRA, and that the financial
implications of the in-principle decisions taken are modelled and
reflected in the overall budget setting process. It was also indicated in



6.4

6.5

6.6

the report that additional borrowing would be likely to be required to
fund the programme of works, which would be via the use of the
available borrowing headroom arising under HRA Reform. It is worth
reminding Members that the 30-year Asset Management Strategy
(AMS) already made provision for investment in the sheltered housing
stock, therefore the borrowing required is as a result of bringing these
works elements forward, rather than any shortfall in funding in the
overall business plan. Therefore the 2016/17 budget, and the Capital
Medium Term Financial Forecast at Appendix 1, show the indicative
expenditure requirements relating to the review of sheltered
accommodation, and have been taken into account when determining
the sources of funding which are available and required.

Officers completed Phase 1 of the new build project by building 34 new
Council owned homes on former garage sites during 2015/16. As
previously stated, the announcement of the reduction in social housing
rent over the next four years has impacted on the amount of borrowing
headroom arising under HRA Self-Financing. The intention prior to this
was to use borrowing to finance the expenditure relating to the second
phase of new build; however, due to the impact of the rent reduction,
Phase 2 has been put on hold whilst alternative funding options are
considered.

The estimated Revenue Contribution to Capital Outlay (RCCO) in
2016/17 is £3.902million, which is broadly in-line with the assumptions
in the business plan. In the years prior to HRA Self-Financing, the
RCCO has been used to fund non-works programmes, such as
Housing ICT and the capitalisation of costs associated with the
Housing Client team. However, as indicated in the HIP report agreed
by Cabinet on 25 January 2012, RCCOQO’s have been required to
support the works element of the capital programme for 2013/14
onwards. These increased contributions have been affordable, as
under HRA Self-Financing the Council retains all rental income.
However, following the rent reduction announcement by the
Government in July 2015, these resources will now be much lower
than indicated in previous years’ budget reports, which will have an
impact on the level of capital investment in the housing stock that the
Cabinet are able to afford in the medium to long-term.

Members will be aware that the Council entered into agreement with
the Department for Communities and Local Government (DCLG) in
2012 to retain additional Right to Buy (RTB) receipts to deliver new
affordable housing. The Capital Medium Term Financial Forecast
considered by Cabinet at its meeting on 28th January 2015 assumed
that we would be able to use retained RTB receipts to contribute to the
funding of the next phase of new build. However, given the impact the
rent reduction announcement has had on our available borrowing
headroom and the resultant putting on hold of Phase 2 of our new build
programme, there is the likelihood that we will not be able to use any
more of our retained receipts as a source of funding via this method of
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delivery, and we would be required to repay any unused receipts to the
Government plus interest, unless alternative delivery options can be
found which utilise them. The latest projection is that this would occur
in 2017/18 onwards. As a reminder, retained receipts can only be used
on delivering new additional units of accommodation, not on
refurbishing existing schemes.

The Medium Term Financial Forecast shows a requirement to
undertake additional borrowing in the next five years. Prior to the rent
reduction announcement, this virtually all related to the funding of new
Council house building and the proposed sheltered accommodation
improvements discussed earlier. However, the Council are now having
to use borrowing to fund the requirements of our housing stock
contained within the AMS, as the ability to use RCCO's to fund the
capital programme have diminished due to there being less rental
income available as a result of the rent reduction announcement.

Priorities for the Council and CBH

To implement the Colchester Housing AMS that was revised and
adopted by Cabinet in April 2015 as the basis for long-term planning,
provision and sustainability of Colchester Borough Council’s housing
assets.

To allocate appropriate funding to CBH within the resources that are
available to enable stock investment to proceed, improving housing
conditions for our tenants.

To ensure that, having achieved delivery of the decent homes’ targets
in December 2011, the overall level of decency is maintained at the
end of any one financial year but ensure compliance on a five-yearly
basis.

To build upon current monitoring arrangements and ensure programme
delivery and the effective targeting of resources particularly in respect
of maintaining the value of the asset and providing Adaptations for our
customers with disabilities.

To note that the overall and general Building Cost Inflation Indices
(BCIS) used within the HIP contracts is showing significant increases,
and also that the tenders returned on newly contracted works are
significantly higher, reflecting the current building market conditions.
Both of these are used as a major consideration in producing and
delivering the intended programmes of work.

Proposals
The report sets out below a summary of the proposed allocation of new

resources for 2016/17 as defined by the AMS with the following
comments setting out the basis of the allocation.
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Capital Investment Programme - £3.694million — This allocation
supports the AMS and acknowledges the work required to allow the
decency standard to be maintained, therefore this substantial
proportion of the overall allocation is recommended.

Aids & Adaptations - £0.604million - This continues to support the
budget at historic levels. The proposed allocation achieves the
requirement to adapt Council dwellings to meet the special needs of
our customers and also meet the high priority that Members place on
this service.

Emergency Failures (statutory obligation) and Voids -
£0.853million — This allocation supports the AMS and the experience
gained through the management controls being exercised. It reflects
the necessity to recognise capital works in the voids process along with
emergency failures.

Emergency failures structural works - £0.817million — As with the
previous allocation this reflects the AMS and the experience gained
through the management controls being exercised. The work is
generally associated with premature failure of structural elements.

Roofing Programme - £0.169million — This allocation supports the
AMS in the continuation of a new roof replacement programme.

Environmental Works - £1.470million - This allocation supports the
AMS by continuing to address the improvements to the overall estate
living environment. It will include door entry systems, boundary works
and PVC installations to continue to reduce the revenue reliance on
painting programmes.

Asbestos, Legionella, Fire Safety and Overall Contingency -
£1.052million — This allocation recognises the need to continue to
proactively manage our statutory obligations in the defined areas and
provides a general contingency to cover the whole of the programme
together with survey work and the potential to Buy Back properties
offered back to the Council through the Right to Buy legislation.

Non-Works Programmes - £0.140million — This is for the further
development of the Capita Housing system and various other one-off
projects.

Sheltered Accommodation Improvements - £2.818million — This
allocation supports the continuation of the overall refurbishment
programme and a feasibility and appraisal of the next two schemes.
Individual delivery contracts will be reported to Cabinet as tenders are
returned.
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Garages - £0.282million — This investment in the garage stock is
intended to secure additional revenue income that will support the
business plan in future years. We have already seen a return on the
investment made in the last financial year by increased garage
tenancies and fewer empty garages on the sites that have been
refurbished.

Colchester Borough Council Strategic Plan References

e The HIP links to the following areas of the Council’s strategic plan:

e Welcoming - a place where people can grow and be proud to live.

e Vibrant - Develop a strong sense of community across the Borough
by enabling people and groups to take more ownership and
responsibility for their quality of life.

e Prosperous - Provide opportunities to increase the number of
homes available including those that are affordable for local people
and to build and refurbish our own Council houses for people in
significant need

Consultation

On 18 November 2015, Colchester Borough Homes facilitated an
independent focus group of engaged residents (Task and Finish
Group) to discuss the specific impact of the Government’s rent
reduction announcement over the next four years, and the main
measures of the Housing and Planning Bill 2015, During this
consultation CBH were able to determine residents’ views about
priorities for the customer base, and consider areas where CBH should
seek to make savings.

As a result of the Cabinet report submitted on 30 November 2011
members will be aware of the extensive consultation process which
has been undertaken to arrive at a position where it has been possible
to recommend this report and budget allocation.

The consultation process has been inclusive of tenants and
leaseholders and the Asset Management Group.

It should also be noted that thorough consultation will be carried out
with tenants and leaseholders affected by any works to properties or
areas as a result of the works programmes proposed within this report.

Risk Management

The focus of the report is an enabling and planning function and is a
key action set out in the Corporate Strategic Risk Register under:-

e Strategic Risk Reputational — Asset Management Strategy

e Strategic Risk Professional — Asset Management Strategy
The report addresses the forward budget provisions for Property
Services and is a control and mitigation against a number of identified
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risks on the Company Operational and Strategic Risk Registers.
HR Implications

The anticipated outcome from the agreement of the recommendations
of the report will be a requirement to undertake some recruitment in the
short and medium term. Some recruitment may be temporary in nature
to reflect the requirements of the service at the time.

Legal Implications

There are no legal implications arising directly from the
recommendations of the report.

Financial Implications

The financial implications are considered in detail in the report however
the outcomes will be an overall decrease in the CBH Management fee
and a reduction in the overall works programme being managed.

Value for Money

A reduced overall works programme will prove challenging to achieve
further VFM savings, however, the service is committed to driving
efficiency and reducing costs where it can to support the programme
wherever possible.

Health & Safety Implications

There are no Health and Safety implications arising directly from the
recommendations of the report. However, budget provision has been
identified that will facilitate the ongoing management of Legionella and
Asbestos in occupied properties and common areas.

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 Equal Opportunities, Diversity and
Human Rights

The generic Equality Impact Assessment for the Decent Homes
programme and the five-year Investment programme is available to
view on the CBC Website.
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Residents at the Heart

The Housing Investment Programme proposed to the Board had been
considered by the Tenant and Leaseholder Consultative Committee
(TLCC) and the decision of the Council to adopt the proposed
programme reflects the recognition of the value of this and the wider
consultation undertaken earlier in the development of the Asset
Management Strategy and the HRA business plan.

Tenants and Leaseholder representatives have scrutinised the Asset
Management Strategy and the work of the Asset Management Group
and have played an integral role in the development of the strategic
approach.

The proposed Capital Investment programme has been drawn up with
due regard to wherever possible meeting the aims and aspirations of
residents. The views of individual tenants were gathered through a
Housing Investment Survey, the results of which were considered by
the Board and the Council prior to setting the programme in 2011. The
results of this survey remain relevant as demonstrated by the outcome
of the work of the Task and Finish Group where investment in homes
remains at the top of tenants’ concerns.

Publicity Considerations

Any housing investment has a significant impact on the quality of life of
local people. As a consequence the targeting and effectiveness of the
programme is of huge interest for Members and the public as a whole.
It is recognised that ongoing publicity will need to be conducted
particularly as existing programmes continue and new capital
programmes are introduced. Updates will be publicised to the
customers in the areas to receive work during the year.

Decision Required?

Yes
Appendix
The following document/s is/are appended to this report:
e Appendix 1 — HRA Capital Medium Term Financial Forecast —
2016/17 to 2020/21

This report should be read in conjunction with the Board report and
attachments considered by the Board at its 9" December meeting.
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HRA Capital Medium Term Financial Forecast — 2016/17 to 2020/21

Iltem 7. Appendix 1

Expenditure Notes 2016/17 | 2017/18 | 2018/19 | 2019/20 | 2020/21
£000 £000 £000 £000 £000
Stock Investment Programme 8,337 9,871 9,461 8,849 8,680
Adaptations 604 596 616 647 663
Sheltered Accommodation Review 2,818 1,833 1,184 - -
New Build - - - - -
Stock Investment Sub - Total 11,759 12,300 11,261 9,496 9,343
ICT 140 143 146 149 152
Sewage Treatment Works - - - - -
Other Works Sub - Total 140 143 146 149 152
Total Programme 11,899 12,443 11,407 9,645 9,495
Resources Notes 2016/17 | 2017/18 | 2018/19 | 2019/20 2020/21
£000 £000 £000 £000 £000
Major Repairs Reserve 5,581 5,814 5,930 6,049 6,170
Revenue Contribution to Capital 3,902 2,966 2,000 1,730 1,324
Capital Grant - - - - -
Capital Receipts Disposal of Assets/Stock Rationalisation 400 1,950 500 500 500
Retained RTB Receipts Reserve - - - - -
New Borrowing 2,016 1,713 2,977 1,366 1,501
Total Funding 11,899 12,443 11,407 9,645 9,495
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REPORT TO COLCHESTER BOROUGH HOMES BOARD

DATE: 22 February 2016
TIME: 5.30 pm
VENUE: Room 1, Rowan House

AGENDA ITEM: 8

SUBJECT: Strategic Risk Register

REPORT BY: Michael Hadjimichael, Director of Resources

@& 01206 507815
“B Michael.hadjimichael@cbhomes.org.uk

FOR DECISION

1.

11

1.2

2.

2.1

2.2

2.3

2.4

2.5

Purpose

To review the Strategic Risk Register and progress on mitigating actions.
To note the further actions identified.

Background & Content

The Board approved a new Risk Management Strategy at its meeting on 29
April 2015. Under this Strategy, the Finance and Audit Committee (F&A) has
a remit to scrutinise the Risk Register and to report to the Board on high-level
and difficult-to-manage risks. This will be a standing item on the agenda for all
future meetings.

The Strategic Risk Register attached has been updated since the last Board
Meeting on 9 December 2015.

New Risks
No new strategic risks have been identified since the last report.

Removed Risks

In light of the findings of the successful ICO advisory audit, and with the
recommendation of the Finance and Audit Committee, the ‘Breach of Data
Security’ risk has been removed from the Strategic Risk Register. This will
continue to be monitored, along with the operational risk registers, on a
regular basis.

Progress on Further Actions:
All previously reported completed actions (seven actions) have been removed
from the register. All risk scores remain unchanged.
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Four further actions have been identified to further mitigate known risks, and
have been highlighted in Green in Appendix 1.

Financial Implications

The financial implications for CBH, and the HRA business plan as a whole,
continue to be a major focus for both CBH and CBC. Further work, including
the review of Rent Setting will take place in 2016.

Value for Money Implications

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

HR Implications

A tightening of the management fee and additional requirements of Welfare
reform may result in resources being re-deployed to meet requirements. Core
services will always be protected if possible.

Residents at the Heart Implications

There is likely to be an adverse effect on residents, with a reduction of the
benefit cap to £20,000 and review of rent on homes with income greater than
£30,000.

Legal, Health & Safety and Equality & Diversity Implications

None.

Risk Management

If the Company does not have a robust Risk Management Strategy and Action
Plan, then progress towards achieving its key goals will be impaired or
unachievable.

Appendix

= Appendix 1 — Strategic Risk Register
= Appendix 2 — Risk Heat Map
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CBH Risk Register - 2015/16

ITEM 8. APPENDIX 1

08a. Strategic Risk Register 2015.16

Risk . . . Unmitigated Current Score _ _ Target Score |Comments
No Risk Name Possible Consequences Risk Type Score Assurances Risk Owner Further Actions Status
Reliance on CBC's 1) Fundamental review of the CAPITA relationship with CBH (through CBC) with a
Contractual view to getting closer to the provider and reducing bureaucracy. (Rethink the whole Ongoing
Relationship with —|Service delivery impeded, restricted Technological / New relationship manager arrangement in place from late approach).
CAPITA to Deliver [or compromised by IT systems °Y ) P ge gem P ) 2) SMARTen up user specifications from CBH to CBC and improve process of . Initial conversations held with CBC/new DOR.
\ . - Economic and 2014 with CBC. Agreed list of prioritised works now in h : . Ongoing ) e
1 CBH's IT breaking down or not meeting new " . . - L Director of Resources |implementation controls. 9 Plan to address identified issues to be drafted
X . . A Financial / place and programme considered at Principal Liaison — - .
Requirements - business requirements, resulting in Reputational meetings 3) Improve ability to get reports and especially ad-hoc reports Mar-16 =] in Q4 2015/2016
Ife?ds ti’ comptuter poor service and additional cost 4) Resolve the licensing issue relating to adding new properties to the system. Mar-16 [ ]
ailure to mee
business needs 5) Look at alternatives to CAPITA for new business. Ongoing
1) Properly resourced initiatives. Ongoing " g bsidi has b ) b
i i i i i e trading subsidiary has been rejecte
New Trading Ring fence new business wherever possible. 2) Carry out a core business risk nent before agreeing new projects. Ongoing B for thge e beiny e acJtivities tyo be
Opportunities Reduced Performance - Increase in |Reputational/ Trading protocol created. Business Opportunities Panel Chief Executive/Director of [3) Separate functions as far as possible through the subsidiary (look at why we . . . 9- 9 ;
2 : . X . © Ongoing 6 increased within CBH. Appropriate accounting
Detract from Core |complaints and loss of reputation Professional in place. Resources should trade paper) = trol dt f activit
Business Financial Risk Management for new business agreed. ] - - controls and transparency ot activity are
[ 4) Assessment for each project Ongoing [ already in place.
5) Accounting Controls Complete
1) Establish a trading subsidiary - produce a plan of action. On-Hold
2) Use COLBEA or other organisation to do some work to:-carry out a critique of our
strategic approach, identify opportunities and gaps etc., identify what are our Complete ) n )
products, the market, pricing etc. The trading subsidiary has been rejected by
Inability to Raise Reduction in C i fid in |Reputational/ CBC for the time being. Trading activities to be
Sufficient Income | ~coucHon In &ouncil's coniicence in | Reputationa Trading Protocal in place Chief Executive/  Director|3) Review whether there should be a reward/recognition for employees - individually increased within CBH. Opportunities for works
3 through CBH through failing to meet key Economic and - e lin Pl 9 § or as a whole. 5 ) ; : )
gh new expectation Financial Business Opportunities Panel in Place of Resources Complete in education are being proposed. Appropriate
business initiatives [ - - . ) ] accounting controls and transparency of
—] 4) Produce a business plan from the outcome of this for the subsidiary, including [ activity are already in place
identifying a need and quantifying income requirements short/medium and long term, y yinp .
developing an appropriate business plan with sensitivities. Complete
5) Accounting controls in place to mitigate risk. Complete
1) No surprises, no blame culture:- Celebrate what is good - SMT members in
different groups to identify joint targets. One organisation - where there is a joint On-Going ) . ) .
o Increasing Confidence has been identified as a
accountability across teams and resolve
Relationship with  |Detract focus of Board and senior Maintaining the regular liaison meetings at all levels > Rovi Y = 3 — key component of the 'future proofing' project
4 |CBCnot management leading to damaging | oo o Chief E 9 ive k gu'a chi bg' f that these . 5 Chief Executi ) Review complaints and enguiries. as presented at the July 2015 Board Away Day.
maintained or service delivery and new initiatives, | cPo arond I'et _xegu 'Vg ;ep{l_ng awatching briet that these are et Executive * Members - ensure SMART response and introduce feedback system at least A joint CBH/CBH Strategic Away Day has been
effective ultimately closure of ALMO. maintained and etiective. | quarterly. Complete set aside for March 2016. CBH has met CBC's
= « Speak with one voice for CBH. * Process & analyse request to identify future savings for 2016/17
complaints, learn lessons & put right.
3) Recruitment Process;
- . isi i i The Salary Sacrifice Scheme was launched in
Inability to Attract ) Professional / ) ) ) a) Ensure that the best use pf advert|5|_ng m_echamsm_s are being used,_ Mar-16 , .y icrimc '
X Damage to services, performance . Good working environment and reasonable working ) b) Ensure that the full benefit package is being advertised and/ or explained when a Dec'15 with significant interest from staff.
5 |and Retain ; Economic and 8 - . . " 6 Director of Resources | - .
X and reputation. X . conditions, pension, holidays, flexitime job offer is made Total Reward Statements are to be developed in
Appropriate Staff Financial !
[ | [~ 2016.
] |
4) Sucession Planning/ Talent Management; a)
Apr-16
Introduce a Talent Management programme
Increased resources to support tenants to maintain Review impact of further cap on benefits to £20,000 per household
payment and claim Discretionary Housing payments;
Increasing financial pressure on Close work with CBC Housing Benefits. Revision to Apr-16 ’ P . ’ :
i o - - ; ; e . — — Financial inclusion team supporting those in
:_‘rg‘:gfr;c’; dv\\lleer'gle tenants leading to possibility of financial inclusion strategy. Creation of digital inclusion Review impact on tenants/rents for homes with income greater than £30,000 Apr-16 e difieutty Postive ’3’3 tcomges mioved
. " lincreasing rent arrears, possible Economic/ strategy. Worklessness strategy. Increased payment ' ' Review approach/methodology for collated information and monitoring and consider . v :
6 |affecting the ability . . . . : - Director of Housing : f h © from this and Grant agreement with CAB for
transfers and increase in Reputational methods available.Increased financial support and resourcing requirements where necessary . . . .
to collect rents from homelessness, increase in court assistance. Increased opportunity for DD. Staff trained Dec-15 debt advice. On going partnerhsip for delivery
tenants actions ! Tenants aﬁected by spaprg room )s/ubsidy .reduced to 31'4 Develop partnership with the DWP to make most effective use of resources Dec-15 [ of change with the local JCP
. . Welfare Reform Strategic Action Group set ith key partners within CBC and CBH -Goi
of which 266 have a reduction of 14%. Impact on non g : up upwi Y P with! On-Going [
payment of rent is minimal.
Management Fee reduced or cut Established regular liaison between CE and CBC Head of
Impact of budget and ncg)t being able to maintain Service. Established regular formal meetings CE CBH 2016/17 Budget is to be presented to Board in
announcement on 9 - Economic/ and CE CBC. Established regular CBC/CBH Delivery . Feb'16 for approval. £200k savings on the
7 . RN contracted level of services. CBH . : ; Director of Resources
financial viability of senvice delivery adversely affected Reputational Plan meetings. Annual management fee budget setting management fee were requested by CBC and
organisation due to financial constraints process. A_nnually agreed Delivery Plan. Regular liaison have been identified.
with Portfolio Holder.
Impact of the Reduction in social housing due to Maintaining the regular liaison meetings at all levels and Engage CBC for early discussions as to possible consequences for the social On-Going
8 HOFl).ISir‘I and RTB extension, selling vacant high ~|Economic/ work closely with CBC colleagues to ensure impact is DMT housing provision in the borough The Bill has completed its Commons stage, and
Plannin% Bill value properties, 'pay to stay' and Reputational minimalised to continue to provide a social housing is due for its second reading from 26th January

changes in planning requirements

solution that fits the requirements of the Borough.
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CBH Risk Register 2015.16 - Heat Map ITEM 8. APPENDIX 2

Current Score

Impact of Jul'l5 Reliance on Impact of

Budget Capita Housing and
Announcement Planning Bill
on fin. viability of

Inability to New Trading Inability to raise

Attract and Opportunites sufficient Income

Retain Staff detract from core from new
business business

Impact of
Welfare Reform

Relationship with
CBC not
maintained or
effective

Likelihood

Impact
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REPORT TO COLCHESTER BOROUGH HOMES BOARD

DATE: 22 February 2016

TIME: 5.30pm

VENUE: Room 1, Rowan House

AGENDA ITEM: 9.

SUBJECT: Operational Scheme of Delegation

REPORT BY: Michael Hadjimichael, Director of Resources

& (01206) 507815
“B Michael.Hadjimichael@cbhomes.org.uk

FOR DECISION

1. Recommendation

1.1 To approve the updated Operational Scheme of Delegation, as recommended
by the Governance and Remuneration Committee on 28 January 2016.

2. Purpose of Report

2.1  The Operational Scheme of Delegation has been reviewed and simplified to
reflect the current operational arrangements within CBH. Archaic
items/terminology have been removed or updated and items amalgamated
where possible. Both ‘clean’ and ‘tracked changes’ versions of the report are
included as Appendices 1 and 2 respectively.

3. Background & Content

3.1 The Scheme of Delegation is designed to ensure that the Board of Colchester
Borough Homes Ltd (‘the Company’) has put in place arrangements for the
efficient and effective conduct of its business, both as a Limited Company and
as an Arm’s Length Management Organisation providing housing
management services to the tenants of Colchester Borough Council (‘the
Council’).

3.2  The Scheme will also set out for the employees of the Company the
expectations of the Board in terms of the range of duties and responsibilities
that they undertake, and the authority and decision-making powers at each
employee’s disposal for the discharge of these duties.

4. Risk Management

4.1  The Operational Scheme of Delegation, along with the Standing Financial

Instructions, ensures that delegated responsibility is discharged to the
appropriate officer based on their seniority and area of responsibility.
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5.1

6.1

7.1

8.1

9.1

10.

10.1

11.

111

12.

12.1

13.

13.1

HR Implications

Areas of responsibility are clearly presented within each officer’'s Job
Accountability Statement (JAS) and reviewed by the appropriate Senior
Manager or Director on a regular basis.

Legal Implications

Captured within the Operational Scheme of Delegation, to ensure that the
organisation is not subject to any undue risk.

Financial Implications

Captured within the Operational Scheme of Delegation, to ensure that the
organisation is not subject to any undue risk.

Value for Money
None
Health & Safety Implications

Captured within the Operational Scheme of Delegation, to ensure that the
organisation is not subject to any undue risk.

Equality & Diversity Implications

Captured within the Operational Scheme of Delegation, to ensure that the
organisation is not subject to any undue risk.

Residents at the Heart
None

Decision Required?

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

e Appendix 1 — Operational Scheme of Delegation — ‘clean’
e Appendix 2 — Operational Scheme of Delegation — ‘tracked changes’
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Colchester Borough Homes Scheme of Delegation

S

Item 9. Appendix 1

cheme of Delegation
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PREFACE & STATEMENT OF PRINCIPLES

The Scheme of Delegation is designed to ensure that the Board of Colchester Borough Homes Ltd
(“the Company”) has put in place arrangements for the efficient and effective conduct of its business,
both as a Limited Company and as an Arm’s Length Management Organisation providing housing
management services to the tenants of Colchester Borough Council (“the Council”).

The Scheme will also set out for the employees of the Company the expectations of the Board in
terms of the range of duties and responsibilities that they undertake, and the authority and decision-
making powers at each employee’s disposal for the discharge of these duties.

This Scheme of Delegation is for the governance of the affairs of Colchester Borough Homes. Where
Colchester Borough Homes manages affairs of the Council under the terms of the Management
Agreement, including capital works, Colchester Borough Homes and its staff will have due regard to
the Scheme of Delegation of the Council.

The term “Non-Executive Director” refers to an elected or appointed member of the Board of
Colchester Borough Homes. The term “Executive Director” refers to an employee of Colchester
Borough Homes holding a post designated as Director or Chief Executive.

GENERAL DELEGATION OF POWERS

Through this Scheme, the Board of Colchester Borough Homes delegates all Housing Services
functions of the Council delegated through the Management Agreement to Colchester Borough
Homes to the Chief Executive of Colchester Borough Homes. Included in this delegation are the
statutory and non-statutory functions also delegated to the designated employees as listed below.

FURTHER DELEGATION

The Directors of Housing, Property Services and Resources are given authority to take all operational
decisions for the effective management of their service areas.

Employees listed below may further delegate the powers listed below to employees reporting directly
to the listed employees. Where such further delegation is made, this must be communicated in writing
and a copy of the written delegation provided to the Board Assurance Officer.

Any powers delegated to an individual can also by implication be exercised by anyone higher on their
direct reporting line.

EXERCISE OF DELEGATED POWERS

It is the responsibility of each employee to whom powers are delegated below to ensure that their
exercise of these powers is undertaken within the boundaries of Contract Procedures, Standing
Financial Instructions, and all other legal and procedural standards. If necessary, advice should be
taken from the Director of Resources, or another appropriate senior employee or advisor to the
Board.
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RELATIONSHIP WITH OTHER GOVERNANCE ARRANGEMENTS

The exercise of powers delegated through this scheme will be subject to the provisions of Standing
Financial Instructions, Contract Procedures, any instructions issued by the Director of Resources
under these Regulations, and relevant approved Human Resources policies and procedures.
Delegation of powers does not waive any other governance arrangement of the Company or the
Council. In case of any conflict, the Management Agreement supersedes any delegations in this
document.

SCHEDULE OF ABBREVIATIONS USED IN THE SCHEME OF DELEGATION

The Board or a properly constituted Committee of the Board of Board
Colchester Borough Homes Ltd
Chief Executive CE

All Executive Directors (or relevant director with responsibility with | DMT
apporval of the Chief Executive)

Director of Housing DoH
Director of Property Services DPS
Director of Resources DoR

Any employee (other than a Personal Assistant) reporting directly SMT
to an Executive Director

Business Finance Manager BFM

Property Services Finance Manager PSFM

Head of Services for Older People HSOP

Resident Involvement & Enabling Team Leader RITL

Head of Housing Management HHM
5 of 17
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Colchester Borough Homes

THE DELEGATED POWERS

GENERAL & ADMINISTRATIVE MATTERS

Scheme of Delegation

1. Power to secure the effective management of their individual
services including the authorisation of any procedures or contracts

within the framework of Standing Financial Instructions and SMT
Contract Regulations;
2. Power to implement and develop initiatives within the strategic
. . . | DMT
policy framework and other Company plans and policy documents;
3. Power to act or authorise the carrying out of any of the functions
of the proper officer of the Council delegated through the DMT
Management Agreement.
4. Power to authorise the service of any statutory notice; SMT
5. Power to authorise employees to enter premises in pursuance of
a statutory function of the Council delegated through the
; SMT
Management Agreement and to authorise employees to enter land
and where necessary to apply for warrant of entry.
6. Power to authorise the institution of any process or proceedings
for administering or enforcing the functions of the Council SMT
delegated through the Management Agreement.
7. Power to take action on any urgent matter between meetings of
the Board or any Committee or Committee subject to Standing
) ; : CE
Financial Instructions, Contract Procedures, and any other relevant
considerations.
8. Power to apply for a warrant to enter premises in exercise of
) o DMT
his/her responsibilities
9. Power to appoint employees as authorised officers for any DMT
statutory purpose delegated through the Management Agreement.
10. Power to deal with requests for access to Company or Council DMT
premises by the media
11. Power to designate staff as Emergency Response Officers for
the purposes set out in Colchester Borough Homes and/or the DMT
Council’'s Emergency Plan
Health &
. : . . . Safety
12. Power to act, in consultation with the Director of Resources, in
: : . Manager or
the capacity of Emergency Response Officer outside the :
) . . . . a substitute
constraints of the Scheme of Delegation, Standing Financial :
, officer
Instructions, and Contract Procedures to the extent necessary to X
e . . during an
protect life, limb, and property, subject to recording such acts and interregnum
subsequently reporting to the Board. in the above
post.
13. Provide and sell services to other organisations outside of the DMT, BOP
-~ or Board,
Management Agreement within the terms of the Memorandum and
) L ) . .| dependent
Articles of Association subject to Council approval and as set out in
) on value of
the Trading Strategy. contract
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EMPLOYEE RELATED MATTERS

Scheme of Delegation

A. Appointments

1. Power to fill vacant posts at Executive
Director level.

Board

2. Power to fill vacant posts at SMT level.

DMT

3. Power to fill vacant posts graded up to but
not including SMT level subject to the post
being in establishment and budget available.

SMT

B. Dismissals

1. Power to dismiss Employees at Executive
Director Level

Board

2. Power to dismiss Employees in all posts
below Executive Director level

CE

3. Dismissals and disciplinary action below
SMT level in accordance with agreed
procedures

DMT

4. Power to enter into and agree appropriate
settlements for individuals at termination of
employment or in legal proceedings including
those reached by compromise agreement.

CE and DoR

C. Redundancies

1. Power to approve redundancies in
accordance with the redundancy policy and
the approval of appropriate selection criteria
in consultation with the HR team.

CE and DoR

D. Removal
Expenses

1. Power to approve any claims made in
accordance with the Local Scheme for the
payment of removal expenses in respect of
appointments to salaried posts in
consultation with HR.

DMT

2. Power to approve payments in respect of
appointments to salaried posts.

CE

E. Probation

1. Duty to make reports to Executive
Directors on salaried staff who have
satisfactorily completed probationary service.

SMT

2. Power to extend the probationary period of
salaried staff who have not completed
probationary service satisfactorily.

SMT

3. Power to dismiss at end of probationary
period in consultation with HR.

DMT

F. Period of notice
and extension

1. Power to approve variations in period of
notice for Executive Director level posts.

Board

2. Power to approve variations in period of
notice for all posts except Executive Director
level posts, in consultation with HR.

CE

G. Training

1. Power to approve applications for
assistance to attend professional
qualification courses.

DMT

2. Duty to consider representations against
the refusal of assistance by Executive
Directors.

CE

7of 17

59



Colchester Borough Homes

Scheme of Delegation

3. Power to approve applications for
attendance at courses not leading to a
professional qualification costing not more
than £1,500 and lasting not more than two
weeks subject to budget availability.

SMT

4. Power to approve applications for
attendance at courses not leading to a
gualification costing more than £1,500 or
lasting more than two weeks.

DMT

5. Power to approve payments of expenses
in attending courses of all kinds.

DMT

6. Power to approve payment of lodging
allowances and other expenses of
Employees on full-time secondment.

DMT

H. Salaries

1. Power to appoint applicants above the
minimum permissible increment point upon
appointment.

DMT

2. Power to grant Acting Allowance pay to
Employees temporarily undertaking
additional duties, associated with a higher
graded post, in full.

DMT

3. Power to grant honoraria to Employees
temporarily undertaking additional duties,
associated with a higher graded post, in part.

DMT

4. Power to authorise unplanned overtime by
specified employees in posts graded up to,
but not including SMT level

SMT

5. Power to authorise planned overtime by
specified Employees in posts graded SMT
level

DMT

6. Power to authorise accelerated
increments;

DMT

7. Authority to permit progression of
Employees through qualification and other
bars on all salary scales.

DMT

8. Authority to implement pay awards within
approved budgets

DoR & CE

9. Authority to approve pay awards above
approved budgets

Gé&R and
Finance &
Audit
committees

10. Power to authorise payment to
Employees working in dirty, hazardous or
extreme conditions.

DMT

11. Power to approve the allocation of
standby duty allowances.

DMT

12. Power to approve Market Supplements
for posts up to SMT level.

DMT

13. Power to approve Market Supplements
for posts at DMT level.

CE

G&R
Committee
for CE
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Scheme of Delegation

|. Establishment

1. Power to approve changes to the
establishment affecting less than 5% of the
company’s workforce. NB: Significant
changes need G&R Committee approval

CE

2. Power to approve changes to grades on
various scales/conditions for all employee
groups, except for Executive Director Grades
posts with budgetary provision

DMT

3. Power to approve re-designation of posts
without change of grade, subject to normal
consultative procedures

DMT

4. Power to permit the appointment of
temporary staff for periods of up to twelve
months.

DMT

5. Power to permit temporary increases of
staff for longer than twelve months.

DMT

6. Power to approve changes in designation
of posts without re-grading.

DMT

7. Power to approve overlapping
appointments within existing budget
provision.

DMT

8. Power to approve deletion of vacant,
unfunded posts;

DMT

9. Approval of minor changes in conditions of
service to reflect established practice,
subject to normal consultative procedures

DMT

J. Hours

1. Power to extend times of office opening to
the public where required in specific cases.

DMT

K. Leave

1. Authority to permit carrying over of leave
of up to 5 days.

SMT

2. Authority to permit carrying over of leave
for period in excess of 5 days.

DMT

3. Authority to grant leave for domestic
purposes, attendance at meetings of outside
bodies, etc.

SMT

4. Power to grant special leave of absence
with or without pay outside 3 above.

DMT

5. Power to grant applications for an
extended period of leave to travel abroad
(over 15 days)

DMT

6. Authority to grant leave with pay to Trade
Union Representatives to whom facilities
have been afforded by the Company.

DMT

7. Authority to grant leave without pay for
Trade Union purposes.

DMT

8. Power to authorise a payment in lieu of
outstanding leave for a period of up to 10
days.

DMT

9. Power to authorise a payment in lieu of
outstanding leave for periods in excess of 10
days.

CE
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Scheme of Delegation

L. Sick Pay 1. Power to extend sick pay in cases of CE
industrial injury, potential retirement on
grounds of ill health or for any other reasons.
2. Power to authorise payment of medical DMT
expenses in relation to illness arising from
the actual discharge of duties.
M. Motor Car and | 1. Power to allocate car park permits. SMT
Motor Cycle
Allowances
N. Subsistence 1. Power to approve any claims which are SMT &
Allowances made for subsistence allowances in authorised
accordance with the Local Conditions of officers
Service, in line with the Standing Financial
Instructions.
O. Travelling 1. Power to approve any claims which are DMT
Expenses made for travelling expenses in accordance
with the Local Conditions of Service, as per
the Standing Financial Instructions.
P. External 1. Power to approve additional part-time SMT
Activities employment outside the service of the
Company.
2. Power to approve external activities during | DMT
normal working hours and conditions.
Q. Retirement 1. Power to deal with applications for early CEin
retirement. consultation
with DoR
R. Preserved 1. Power to authorise the administering body | CE and DoR
Pension Benefits to put preserved Pension Fund benefits of
for Former former employees into payment by reason of
Employees ill health, on the advice of occupational
health.
S. Professional 1. Power to consider applications to pay SMT

Subscriptions

Employees’ subscription to professional
associations within the established criteria as
per the PET policy.
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USE OF RESOURCES

Scheme of Delegation

A. Payments See Standing Financial Instructions and
Authorised Signatory List.
B. Accounts 1. Preparation and publication of audited DoR
company accounts
C. Equipment, 1. Authority to agree price increase where a | DMT
Supplies and price variation clause has been included in
Stores a contract for supplies.
2. Power to write off or make adjustments in | BFM
respect of deficiencies or surpluses of stock
equipment, etc.
D. Ex gratia 1. Power to approve and pay claims for DMT
payments damages to or loss of personal property of
employees up to a maximum of £300.
2. Power to approve and pay claims for CE
minor loss (not no-claims bonus) or damage
to employees’ own vehicle whilst being used
on CBH business up to a maximum of £300.
E. Contracts 1. Power to terminate CBH contracts. DMT
2. Power to authorise the use of the Two board
Company Seal and to sign any members in
document to which the seal is affixed when | consultation
agreeing contracts up to a with CE
value set out in Contract Regulations
F. Recovery of 1. Power to authorise the recovery by legal | HHM,
Debts proceedings of any sum to which the HSOP,
Company or Council is entitled BFM, PSFM
2. Power, to the extent delegated through HHM,
the Management Agreement and in HSOP,
compliance with Standing Financial BFM
Instructions, to write off individual housing
debts (including rent, court costs, mortgage
accounts and service charges) which are
irrecoverable up to the limit agreed with the
Head of Resource Management
G. Non-Dwelling 1. Decisions concerning the management or | DMT
Land and Property | use of land owned and held for the
operational requirements of Colchester
Borough Homes,
H. Budget 1. Power to authorise expenditure up to the | SMT
Management amount of approved budgets for the
purposes for which the budgets are
approved
2. Power to authorise budget virements See SFI:
within limits set out in Standing Financial CE, Chair of
Instructions F&A, Board
(depending
on the sum)
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HOUSING FUNCTIONS

Scheme of Delegation

A. Council House | 1. Complete Right to Buy processes in HHM
Sales accordance with the Council’'s RTB policy.
B. Estate 1. Duty to undertake general management HHM,
Management responsibilities (including lettings of HSOP
dwellings and garages) on housing estates
within the broad policies agreed by the
Board and Council and to the extent agreed
by the Council within the Management
Agreement
2. Power to authorise service of Notice HHM,
Seeking Possession for arrears, breach of HSOP
condition or anti-social behaviour
3. Power to authorise service of Notice of HHM,
Seeking Possession pursuant to Section 83 | HSOP
of the Housing Act 1985
4. Power to authorise eviction proceedings, | HHM,
including eviction of squatters. HSOP
6. Approval of works from the Housing DoH
Investment Programme or other funding to
owner-occupied properties on Council
Estates where such works are considered
essential to the overall success of the
Scheme under the Community
Improvements delegated budget.
C. Tenant’'s Right | 1. Power to deal with all aspects of the HHM,
to Repair scheme HSOP
D. Utility Supplies | 1. Authority to make arrangements for Area
reconnection or continuation of Water, Gas Housing
and/or Electricity supplies. Managers,
Void
Supervisors
E. Legal 1. Authorisation of Employees to appear on | DoH
Proceedings behalf of the Company on proceedings
before a Magistrates’ Court under Section
223 of the Local Government Act 1972 and
in the County Court under Section 60 of the
County Courts Act 1984.
F. Rent Recovery | 1. Power to alter levels of arrears tracing BFM, HHM,
and collection as costs and circumstances HSOP

dictate.
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SPECIFIC STATUTORY DELEGATIONS

Housing Act 1980
Power to consult tenants on improvements SMT,
Housing Act 1985
Power to provide accommodation by the erection, conversion, DoH
acquisition, altering, enlarging, repairing or improving of houses as
falling under the Memorandum and Articles of Association
Power to execute works in connection with housing operation DMT
outside own area as falling under the Memorandum and Articles of
Association
Power to make financial assistance available towards tenant's DoH ﬁrea_
removal expenses ousing
Managers
DoH Area
Power to serve notice terminating secure tenancy Housing
Managers
DoH Area
Functions in relation to succession to periodic tenancies I:/Iousmg
anagers
DoH Area
Consent to assignment of tenancies by way of exchange Housing
Managers
. . . DoH Area
Functions relating to consent to sub-letting of secure tenancy of Housing
dwelling-house
Managers
DoH Area
Functions under tenants’ right to repairs Housing
Managers
DoH Area
Power to consent to tenant's improvements Housing
Managers/
Supervisor
Power to give statement of reasons for refusal of Section 97 DPS
consent
DoH Area
Power to reimburse cost of tenant's improvements Housing
Managers/
Supervisor
DoH Area
Power to provide information about secure tenancy Housing
Managers
Power to consult secure tenant over matters of housing DoH ﬁ:)euiin
management 9
| Managers
Power to authorise entry for inspection etc. for various purposes DoH
DoR and
Duty to provide information as to cost of service charges for BFM
leaseholders

13 of 17
65



Colchester Borough Homes Scheme of Delegation

Landlord & Tenant Act 1985
Power to: DPS
- provide details of proposed works or agreements to tenants or
to recognised tenants’ associations representing them;
- to obtain estimates for the proposed works;
- toinvite tenants or the recognised tenants’ association to
propose the name of persons from whom the landlord should
try to obtain estimates;
- to have regard to observations made by tenants or the
recognised tenants’ association in relation to proposed works or
agreements and estimates;
- to give reasons for carrying out works or entering into
agreements
Power to issue notices to leaseholders that relevant costs have DoR and
been incurred BFM
, . DoR and
Power to provide summaries of costs BEM
Duties in relation to inspection of documents by leaseholders glgll\?/l and
Duties in relation to information held by superior landlords gICZ)I\R/I and
Housing and Planning Act 1986
Power to recommend to the Council to write off losses owing to CE and
estimates of service charges and rechargeable works given to DoR
leaseholders proving to be inaccurate.
Housing Act 1996
DoH Area
Authorising proceedings for possession Housing
Manager
DoH Area
Service of notice of proceedings for possession Housing
Manager
DoH Area
Authority to review decision to seek possession Housing
Manager
DoH Area
Functions in relation to succession to introductory tenant Housing
Manager
DoH Area
Provision of information about tenancies Housing
Manager
DoH Area
Consultation on matters of housing management Housing
Manager
Power to apply for injunctions against anti-social behaviour HHM
Functions in relation to powers of arrest and injunctions HHM
Local Government (Financial Provisions) Act 1963
DMT
To defray expenses properly incurred by an officer of the Council.
SMT
Power to microfilm & scan documents.
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Scheme of Delegation

Local Authorities (Goods & Services) Act 1970

DMT, BOP
To enter into any agreement with any other public body for the or Board
supply of goods and services in compliance with Contract (depending
Regulations. on contract
value).
Health & Safety at Work Etc Act 1974
Board /
Duty to ensure, so far as is reasonably practicable, the health, DMT
safety and welfare at work of all employees.
The Control of Asbestos Regulations 2012
SECTION 4(1) Places duties on those best placed to eliminate or DPS DMT
reduce exposure to asbestos fibre from work activities and to
protect public health
Regulatory Reform (Fire Safety) Order 2005
SECTION 3 Places responsibility on individuals within an CE DMT
organisation to carry out Fire Risk Assessments to identify manage
and reduce the risk of fire
Construction (Design & Management) Regulations 2015
SECTIONS 4 & 5 Places specific duties on the client to appoint a DPS Property
principal designer Services
Manageme
nt
Local Government Act 1974
DPS and
Power to recover administration costs in addition to actual costs of | BFM
undertaking work.
Race Relations Act 1976
DMT
To have due regard, when carrying out any of the Council's
functions, to the need to eliminate unlawful racial discrimination and
to promote equality of opportunity and good relations between
persons of different racial groups, and to perform such duties as
may be imposed by the Secretary of State by order under this
section in relation to the better performance of such functions.
DMT
To comply with a compliance notice issued under this section.
Representation of the People Act 1983
To place the services of any Company staff at the disposal of any DMT
person acting as the returning officer at any Essex County Council
election for an electoral area situated wholly or partly in the
Borough.
Local Government & Housing Act 1989
To exercise and perform any powers and duties contained in any DMT

regulations made by the Secretary of State under this section
permitting the making of a charge for any Council function
delegated through the Management Agreement for which there is
no other statutory power to charge.

(The power to set any charges or scales of charges shall be
exercised according to Council policy or in consultation with the
Council).
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Charities Act 1993

To make arrangements for co-ordinating the activities of the
Company and those of any charity established for purposes similar
or complementary to services provided by the Council, including by
the Company in respect of functions delegated through the
Management Agreement) in the interests of persons who may
benefit from those services or from the charity and to disclose to
any such charity any information obtained in connection with the
services provided by the Council or the Company.

DMT

Civil Evidence Act 1995

To certify that any Company document forms part of the records of
the Council for the purpose of admitting that document as evidence
in civil proceedings

DMT

Disability Discrimination Act 1995 (Claire Holland to update)

To take such steps as it is reasonable in all the circumstances to

take in order to prevent either:

a) the arrangements made in relation to the employment of any
person by the Company or

b) any physical feature of premises at which people are employed
by the Company

having the effect of placing a disabled person at a substantial

disadvantage in comparison with persons who are not disabled,

and to comply with and exercise and perform any powers and

duties contained in any regulations made under this section with

regard to the duty imposed by this section.

DMT

To take such steps as are reasonable to change, remove or avoid
any practice, policy, procedure or physical feature which makes it
impossible or unreasonably difficult for disabled persons to make
use of services which the Company provides;

SMT

To take such steps as are reasonable to provide an auxiliary aid or
service that would enable or facilitate the use of Company services
by disabled persons, and to comply with and exercise and perform
any powers and duties contained in any regulations made under
this section.

DMT

Local Government Act 2000

Power to approve compensation payments to remedy complaints in
accordance with CBH’s Complaints Procedure and Standing
Financial Instructions

DoR

Criminal Justice & Court Services Act 2000

To ensure that a person who is disqualified from working with
children under the terms of this Act is not offered work in a
regulated position (as defined in section 36 of this Act) and that any
such person who is so employed is removed from such work.

DMT on
advice from
HR

Local Government Act 2003

Power to charge for discretionary services, including to propose
schemes of charges to the Board and/or the Council.

DMT
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Name Date Filename Status

Nick White 5 January 2009 CBH Scheme of Circulation to Directors
Delegation v1

Nick White 1 April 2009 CBH Scheme of Reponses from
Delegation v1 accepted | Directors
changes

Mike Scarlett 28 April 2009 CBH Scheme of CBC deletions
Delegation v1 accepted
changes — CBC
deletions

Nick White 12 May 2009 CBH Scheme of Highlighted queries

Delegation v2 CBC
amendments and
queries

against deletions
proposed by CBC
seeking clarification on
reasons

Mike Scarlett

1 September 2009

Deletions of non CBH
powers

Questioned some
deletions

Nick White

14 September

Final editing

Some deletions
reinstated as reason for
omission not clear

Berkeley Young

September 2014

Review of powers with
HR and DoR

DMT

December 2014

Consideration of
changes

Berkeley Young

June 2015

CBH Scheme of
Delegation (BY
changes)

Amendments to
formatting of Specific
Statutory Delegations

DMT

October 2015

Consideration of
changes

Owen Howell

January 2016

CBH Scheme of
Delegation (OH draft
amendments)

Deletion of archaic
items and
amalgamation of items
where possible.
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Colchester Borough Homes Scheme of Delegation

PREFACE & STATEMENT OF PRINCIPLES

The Scheme of Delegation is designed to ensure that the Board of Colchester Borough Homes Ltd
(“the Company”) has put in place arrangements for the efficient and effective conduct of its business,
both as a Limited Company and as an Arms-tengthArm’s Length Management Organisation providing
housing management services to the tenants of Colchester Borough Council (“the Council”).

The Scheme will also set out for the employees of the Company the expectations of the Board in
terms of the range of duties and responsibilities that they undertake, and the authority and decision-
making powers at each employee’s disposal for the discharge of these duties.

This Scheme of Delegation is for the governance of the affairs of Colchester Borough Homes. Where
Colchester Borough Homes manages affairs of the Council under the terms of the Management
Agreement, including capital works, Colchester Borough Homes and its staff will have due regard to
the Scheme of Delegation of the Council.

The term “Non-Executive Director” refers to an elected or appointed member of the Board of
Colchester Borough Homes. The term “Executive Director” refers to an employee of Colchester
Borough Homes holding a post designated as Director or Chief Executive.

GENERAL DELEGATION OF POWERS

Through this Scheme, the Board of Colchester Borough Homes delegates all Housing Services
functions of the Council delegated through the Management Agreement to Colchester Borough
Homes to the Chief Executive of Colchester Borough Homes. Included in this delegation are the
statutory and non-statutory functions also delegated to the designated employees as listed below.

FURTHER DELEGATION

The Directors of Housing, Property Services and Finance-& Corporate-ServicesResources are given
authority to take all operational decisions for the effective management of their service areas.

Employees listed below may further delegate the powers listed below to employees reporting directly
to the listed employees. Where such further delegation is made, this must be communicated in writing
and a copy of the written delegation provided to the Cempany-SeeretaryBoard Assurance Officer.

Any powers delegated to an individual can also by implication be exercised by anyone higher on their
direct reporting line.

EXERCISE OF DELEGATED POWERS

It is the responsibility of each employee to whom powers are delegated below to ensure that their
exercise of these powers is undertaken within the boundaries of Contract Procedures, Finanecial
PreceduresStanding Financial InstructionsStanding—Financial-tnstructions, and all other legal and
procedural standards. If necessary, advice should be taken from the Company-Secretary/-Director of

Finance-and-Corporate-Services Resources, or another appropriate senior employee or advisor to the
Board.

30f20
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RELATIONSHIP WITH OTHER GOVERNANCE ARRANGEMENTS

The exercise of powers delegated through this scheme will be subject to the provisions of Firancial
PreceduresStanding Financial Instructions, Contract Procedures, any instructions issued by the
Director of Finance—and—Cerporate—ServicesResources under these Regulations, and relevant
approved Human Resources policies and procedures. Delegation of powers does not waive any other
governance arrangement of the Company or the Council. In case of any conflict, the Management
Agreement supersedes any delegations in this document.

SCHEDULE OF ABBREVIATIONS USED IN THE SCHEME OF DELEGATION

The Board or a properly constituted Committee erSub-Committee | Board
of the Board of Colchester Borough Homes Ltd

Chief Executive CE

All Executive Directors_(or relevant director with responsibility with | BitssDMT
apporval of the Chief Executive)

Director of Housing DoH
Director of Property Services DPS
Director of Finance-&Corporate-ServicesResources DoRF

Any employee (other than a Personal Assistant) reporting directly 3" TFierSMT
to an Executive Director

Business Finance Manager BFM
Property Services Finance Manager PSEM
Custeme—SerdeeshManager CEM
Head of Services for Older People HSOP

Community-thvelvement-ManagerResident Involvement & Enabling | GHMRITL

Team Leader

Fenancy-Services-ManagerHead of Housing Management FSMHHM

4 0f 20

74



Colchester Borough Homes

THE DELEGATED POWERS

GENERAL & ADMINISTRATIVE MATTERS

Scheme of Delegation

1. Power to secure the effective management of their individual
services including the authorisation of any procedures or contracts

within the framework of Firaneial-RegulationsStanding Financial

Instructions and Contract Regulations;

SMT Birs

3 Tier

2. Power to implement and develop initiatives within the strategic
policy framework and other Company plans and policy documents;

DMT Birs

3" Tier Is-this

3. Power to act or authorise the carrying out of any of the functions
of the proper officer of the Council delegated through the
Management Agreement.

DMT Birs

3 Tier Is-this

4. Power to authorise the service of any statutory notice;

SMT Birs

3" Tier

5. Power to authorise employees to enter premises in pursuance of
a statutory function of the Council delegated through the
Management Agreement_and to authorise employees to enter land
and where necessary to apply for warrant of entry.-

SMT Birs

39 Tier

6. Power to authorise the institution of any process or proceedings
for administering or enforcing the functions of the Council
delegated through the Management Agreement.

3" Tier

7. Power to take action on any urgent matter between meetings of
the Board or any Committee or Sub-Committee subject to Financial
PreceduresStanding Financial Instructions, Contract Procedures,

and any other relevant considerations.

8. Power to apply for a warrant to enter premises in exercise of
his/her responsibilities

O-Pevcrte cntherscopsley oo o cnior npconcdbab o

3" Tier

119. Power to appoint employees as authorised officers for any DMT Birs
statutory purpose delegated through the Management Agreement.
1210. Power to deal with requests for access to Company or DMT Birs
Council premises by the media
4311. Power to designate staff as Emergency Response Officers CE DMT — —DBus e
for the purposes set out in Colchester Borough Homes and/or the I
Council’s Emergency Plan
2412. Power to act,_in consultation with the Director of Resources, | Risk-& Health
in the capacity of Emergency Response Officer; outside the = Satetyand
constraints of the Scheme of Delegation, Financial tal Health & | Envirormnt
PreceduresStanding Financial Instructions, and Contract Safety Manager
Procedures to the extent necessary to protect life, limb, and Manager or
property, subject to recording such acts and subsequently reporting | a substitute
to the Board. officer

during an

interregnum

in the above

post.

Dok
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Dirs
1613. Provide and sell services to other organisations outside of DMT, BOP
the Management Agreement within the terms of the Memorandum | or Board
and Atrticles of Association subject to Council approval_and as set dependent
out in the Trading Strateqgy. on value of
contract.
Dirs

6 of 20
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EMPLOYEE RELATED MATTERS

Scheme of Delegation

A. Appointments 1. Power to fill vacant posts at Executive Board
Director level.
2. Power to fill vacant posts at 3rd-FierSMT | BirsDMT
level.
3. Power to fill vacant posts graded up to but |BirsSMT 3" Fier
not 3reFierincluding SMT level_subject to the
post being in establishment and budget
available.
B. Dismissals 1. Power to dismiss Employees at Executive |Board
Director Level
2. Power to dismiss Employees in all posts  |CE
below Executive Director level
3. Dismissals and disciplinary action below |BisDMT 3 Tier
3“_TFierSMT level in accordance with agreed
procedures
4. Power to enter into and agree appropriate |CE and
settlements for individuals at termination of |DoRF

employment or in legal proceedings including
those reached by compromise agreement.

C. Redundancies

1. Power to approve redundancies in
accordance with the redundancy policy and
the approval of appropriate selection criteria
in consultation with the HR team.

CE and
DoRF

D. Removal
Expenses

1. Power to approve any claims made in
accordance with the Local Scheme for the
payment of removal expenses in respect of
appointments to salaried posts_in
consultation with HR.

BirsDMT

2. Power to approve payments in respect of
appointments to salaried posts.

CE

E. Probation

1. Duty to make reports to Executive
Directors on salaried staff who have
satisfactorily completed probationary service.

3“ TierSMT

2. Power to extend the probationary period of
salaried staff who have not completed
probationary service satisfactorily.

BirsSMT

3. Power to dismiss at end of probationary

DMT

period in consultation with HR.

F. Period of notice
and extension

1. Power to approve variations in period of

Board GE

notice for Executive Director level posts. 1=
= - F -
beyond-age-65-for-periods-of up-to-12
months-ata-time:

23. Power to approve variations in period of
notice for all posts except Executive Director
level posts, in consultation with HR. 2-Power

CEBoard

N .9”? F10-approve varations in perod o

7 0of 20

77



Colchester Borough Homes

Scheme of Delegation

G. Training

1. Power to approve applications fo
assistance to attend professional
qualification courses.

BirsDMT

39 Tier

2. Duty to consider representations against
the refusal of assistance by Executive
Directors.

CE

3-Power to-approve-applications fo
assgsta_ee OF second atiempts .espeete

4. Power to approve applications for
attendance at courses not leading to a
professional qualification costing not more
than £1,500 and lasting not more than two
weeks subject to budget availability.

Birs SMT

3 Tier

5. Power to approve applications for
attendance at courses not leading to a
gualification costing more than £1,500 or
lasting more than two weeks.

Birs DMT

6. Power to approve payments of expenses
in attending courses of all kinds.

7. Power to approve payment of lodging
allowances and other expenses of

Employees on full-time secondment.

S-Peoverto b otuch dlene cnteide the
ocolSehome

9-Powerlo-waive repayme tef e e-a

Experience-Arrangements-Scheme-for
ceheclondesllegeodone

H. Salaries

1. Power to appoint applicants above the
minimum permissible increment point upon
appointment.

Birs DMT

2. Power to grant Acting Allowance pay to
Employees temporarily undertaking
additional duties, associated with a higher
graded post, in full.

Birs-DMT

3. Power to grant honoraria to Employees
temporarily undertaking additional duties,
associated with a higher graded post, in part.

Birs-DMT

4. Power to authorise unplanned overtime by
specified employees in posts graded up to,
but not including 3*-tierSMT level

3 Tier SMT

5. Power to authorise planned overtime by
specified Employees in posts graded 3*
terSMT level

Birs DMT

. . .ﬁ.

3 Tier Is this
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Scheme of Delegation

#6. Power to authorise accelerated Birs DMT 3 Tier

increments;

87. Authority to permit progression of Birs-DMT 3 Fier

Employees through qualification and other

bars on all salary scales.

98. Authority to implement pay awards within | DoRF & CE

approved budgets

409. Authority to approve pay awards above |HR-subG&R

approved budgets and Finance
& Audit-Sub
committees

4110. Power to authorise payment to Birs DMT <+ Formatted Table

Employees working in dirty, hazardous or

extreme conditions.

1211. Power to approve the allocation of Birs DMT

standby duty allowances.

132. Power to approve Market Supplements |DMT

for posts up to SMT level.

143. Power to approve Market Supplements |G&R G&R

for posts at DMT level. CommitteeC | Committee
E for CE

|. Establishment 1. Power to approve changes to the CE

establishment affecting less than 5% of the

company’s workforce. NB: Significant

changes need CeuncitG&R Committee

approval

2. Power to approve changes to grades on | Birs DMT

various scales/conditions for all employee

groups, except for Executive Director Grades

posts with budgetary provision

3. Power to approve re-designation of posts | Birs DMT 3" Fier

without change of grade, subject to normal

consultative procedures

4. Power to permit the appointment of Birs 3 Fier

temporary staff for periods of up to twelve SMTFDMT

months.

5. Power to permit temporary increases of Birs DMT

staff for longer than twelve months.

6. Power to approve changes in designation |Birs-DMT

of posts without re-grading.

7. Power to approve overlapping Birs DMT

appointments within existing budget

provision.

8. Power to approve deletion of vacant, Dirs DMT

unfunded posts;

9. Approval of minor changes in conditions of | Birs DMT

service to reflect established practice,
subject to normal consultative procedures

9 of 20
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J. Hours

1. Power to extend times of office opening to
the public where required in specific cases.

Birs DMT

K. Leave

1. Authority to permit carrying over of leave
of up to 5 days.

Birs-SMT

3" Tier

2. Authority to permit carrying over of leave
for period in excess of 5 days.

Birs DMT

3. Authority to grant leave for domestic
purposes, attendance at meetings of outside
bodies, etc.

Birs-:SMT

3" Tier

4. Power to grant special leave of absence
with or without pay outside 2-and-3 above.

Birs-DMT

5. Power to grant applications for an
extended period of leave to travel abroad
(over 15 days)

Birs-DMT

6. Authority to grant leave with pay to Trade
Union Representatives to whom facilities
have been afforded by the Company.

Birs-DMT

3 Tier

7. Authority to grant leave without pay for
Trade Union purposes.

Birs DMT

3" Tier

8. Power to authorise a payment in lieu of
outstanding leave for a period of up to 10
days.

Birs-DMT

9. Power to authorise a payment in lieu of
outstanding leave for periods in excess of 10
days.

CE

L. Sick Pay

1. Power to extend sick pay in cases of
industrial injury-er, potential retirement on

CE

grounds of ill health_or for any other reasons.

32. Power to authorise payment of medical
expenses in relation to illness arising from
the actual discharge of duties.

Birs DMT

I Authorberto crant maternibrfenvea

3" Tier

10 of 20
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N. Motor Car and 1. Power to allocate car park permits. Dirs-SMT 3" Tier
Motor Cycle
Allowances
P. Subsistence 1. Power to approve any claims which are Dirs SMT & |3* Fier+
Allowances made for subsistence allowances in authorised authorised
accordance with the Local Conditions of officers officers
Service, in line with the Standing Financial
Instructions.
Q. Travelling 1. Power to approve any claims which are Dirs DMT 3 Fier
Expenses made for travelling expenses in accordance
with the Local Conditions of Service, as per
the Standing Financial Instructions.
2-Power-to-approve-any-claims-which-are Dirs- BMT Not
made-under-the Local-Scheme for-the needed —
payment-of-excess-daily travelling-expenses Travel &
as-perthe Standing Financial lnstructions: Subsiste
nce
Policy
rules this
out.
R. External 1. Power to approve additional part-time Dirs-DMT
Activities employment outside the service of the SMT
Company.
2. Power to approve external activities during | DMT Birs-in
normal working hours and conditions. consultation
with-CE
S. Retirement 1. Power to deal with applications for early CE and-in
retirement. consultation
with DoRF
agreed-procedures—heyond-the-age-e-65
11 of 20
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T. Preserved 1. Power to authorise the administering body |CE and
Pension Benefits to put preserved Pension Fund benefits of DoRE
for Former former employees into payment by reason of
Employees ill health,_on the advice of occupational
health.
i ‘ . it with
Pension-Following enhaneemem—eptump—sum—teempleyees
Dismissalonthe |overthe-age-of50-dismissed-onthe-grounds
- granted-ill-health-retirement:
tncapacity
V. Professional 1. Power to consider applications to pay Dirs- SMT
Subscriptions Employees’ subscription to professional e
associations within the established criteria_as | Managers
per the PET policy.
Related personalfiles
expenses-and-otherapprovalsassetoutn
the Benefits & Expenses Framework
USE OF RESOURCES
A—Payments See Standing Financial Instructions and BeF BFM
Authorised Signatory List. 3—Autherity-te
| m :
orendorse cheques:
3—Paymentotannual-grants-to-veluntary Bek BFM
organisations provided-that ulauele grant
made-aRpvalestmates
B. Accounts 1. Preparation and publication of audited DoRF BFM
company accounts
C. Equipment, 1. Authority to agree price increase where a | Birs DMT
Supplies and price variation clause has been included in
Stores a contract for supplies.
2. Power to write off or make adjustments in | BeF-BFM BEM
respect of deficiencies or surpluses of stock
equipment, etc.
D. Ex gratia 1. Power to approve and pay claims for Birs DMT
payments damages to or loss of personal property of
employees up to a maximum of £300.
2. Power to approve and pay claims for CE
minor loss (not no-claims bonus) or damage
to employees’ own vehicle whilst being used
on CBH business up to a maximum of £300.

12 of 20
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E. Contracts 1. Power to terminate CBH contracts. Birs- DMT
2. Power to authorise the use of the Two board | BeF
Company Seal and to sign any members in
document to which the seal is affixed when | consultation
agreeing contracts up to a with CE
value set out in Contract Regulations
F. Recovery of 1. Power to authorise the recovery by legal | Birs-HHM FSM-CSME
Debts proceedings of any sum to which the HSOP HSOP-FM;
Company or Council is entitled BFEM, PSFEM | PS-Finranece
Manager
Cheekwith-Sarah-Jd | 2. Power, to the extent delegated through Birs HHM TSM,-CSM
the Management Agreement and in HSOP HSOP-BFM
compliance with Firaneial BEM
RegulationsStanding Financial Instructions,
to write off individual housing debts
(including rent, court costs, mortgage
accounts and service charges) which are
irrecoverable up to the limit agreed with the
Head of Resource Management
G. Non-Dwelling 1. Decisions concerning the management or | Birs DMT
Land and Property | use of land owned and held for the
operational requirements of Colchester
Borough Homes,
H. Budget 1. Power to authorise expenditure up to the | Birs SMT 3" Fier
Management amount of approved budgets for the
purposes for which the budgets are
approved
2. Power to authorise budget virements Dirs See 3" Tier
within limits set out in Firancial SFI: CE
PreceduresStanding Financial Instructions | Chair of
F&A, Board
(depending
on the sum)
HOUSING FUNCTIONS
A. Council House | 1. Complete Right to Buy processes in DegH-HHM | CSMTSM
Sales accordance with the Council’'s RTB policy.
B. Estate 1. Duty to undertake general management | Bed HHM, | GSMFSM
Management responsibilities (including lettings of HSOP HSOP;
dwellings and garages) on housing estates
within the broad policies agreed by the
Board and Council and to the extent agreed
by the Council within the Management
Agreement
2. Power to authorise service of Notice BeH-HHM CSM-FSM
Seeking Possession for arrears, breach of HSOP Hsop
condition or anti-social behaviour
3. Power to authorise service of Notice of CEMTEM
Seeking Possession pursuant to Section 83 | HHM
of the Housing Act 1985 HSOP

13 of 20
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Scheme of Delegation

4. Power to authorise eviction proceedings, | ECSM;-FSM
including eviction of squatters. HHM
HSOP
6. Approval of works from the Housing DoH
Investment Programme or other funding to
owner-occupied properties on Council
Estates where such works are considered
essential to the overall success of the
Scheme under the Community
Improvements delegated budget.
C. Tenant’s Right | 1. Power to deal with all aspects of the CSMFSM | Supervisors
to Repair scheme HHM
HSOP

D. Utility Supplies | 1. Authority to make arrangements for CSMFSM | Area
reconnection or continuation of Water, Gas | HSOP_ Area | Housing
and/or Electricity supplies. Housing Managers

Managers, | Void
Void Supervisors
Supervisors | BRS

E. Legal 1. Authorisation of Employees to appear on | DoH

Proceedings behalf of the Company on proceedings
before a Magistrates’ Court under Section
223 of the Local Government Act 1972 and
in the County Court under Section 60 of the
County Courts Act 1984.

F. Rent Recovery | 1. Power to alter levels of arrears tracing DeoH/DoF BEM,-CSM;
and collection as costs and circumstances BEM, HHM, | FSM-HSOP
dictate. HSOP

SPECIFIC STATUTORY DELEGATIONS

Housing Act 1980

Power to consult tenants on improvements and-3" Tier

Housing Act 1985

Section-9 DoH 3" Tier

Power to provide accommodation by the erection, conversion,

acquisition, altering, enlarging, repairing or improving of houses as

falling under the Memorandum and Atrticles of Association

Section 14 Dirs-DMT

Power to execute works in connection with housing operation

outside own area as falling under the Memorandum and Articles of

Association

Seetion26 DoH Area

Power to make financial assistance available towards tenant's Housing

removal expenses Managers

Seection-83 DoH Area

Power to serve notice terminating secure tenancy Housing

Managers

Seetion-89 DoH Area

Functions in relation to succession to periodic tenancies Housing

14 of 20
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Scheme of Delegation

Managers
Section-92 DoH Area
Consent to assignment of tenancies by way of exchange Housing
Managers
Sections-93-&94 DoH Area
Functions relating to consent to sub-letting of secure tenancy of Housing
dwelling-house Managers
Section-96 DoH Area
Functions under tenants’ right to repairs Housing
Managers
Seetion-97 DoH Area
Power to consent to tenant's improvements Housing
Managers/
Supervisor
Section-98 DPS
Power to give statement of reasons for refusal of Section 97
consent
Seection-100 DoH Area
Power to reimburse cost of tenant's improvements Housing
Managers/
Supervisor
Seection104 DoH Area
Power to provide information about secure tenancy Housing
Managers
Seetiop-105 DoH Area
Power to consult secure tenant over matters of housing Housing
management Managers
Section184 [ DeoH
Section197222-260-319-&-395 DoH
Power to authorise entry for inspection etc. for various purposes
Para 7 DoeFDoR BFM
Duty to provide information as to cost of service charges for and BFM
leaseholders
Landlord & Tenant Act 1985
Sections 20-& 20ZA and Regulations made under these sections DPS
Power to:
- provide details of proposed works or agreements to tenants or
to recognised tenants’ associations representing them;
- to obtain estimates for the proposed works;
- to invite tenants or the recognised tenants’ association to
propose the name of persons from whom the landlord should
try to obtain estimates;
- to have regard to observations made by tenants or the
recognised tenants’ association in relation to proposed works or
agreements and estimates;
- to give reasons for carrying out works or entering into
agreements
Section208 BeFDoR 2
Power to issue notices to leaseholders that relevant costs have and BFM
been incurred
Section21 DoR and BFEM
Power to provide summaries of costs BFMbBeF
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Section22____ DoR and BFM
Duties in relation to inspection of documents by leaseholders BFEMBeoF
Seetion23 DoR and BEM
Duties in relation to information held by superior landlords BFEMBeF
Housing and Planning Act 1986
Section CE and DoF
Power to recommend to the Council to write off losses due-owing DoR
to estimates of service charges and rechargeable works given to
leaseholders proving to be inaccurate.
Housing Act 1996
Rar-Chaster —Iniredustops Tepansies
Sosten2 DeH Area
Manager
Soedepst DeH Aren
Manager
Seetion-127 DoH Area
Authorising proceedings for possession Housing
Manager
Secion128 DoH Area
Service of notice of proceedings for possession Housing
Manager
Section-129 DoH Area
Authority to review decision to seek possession Housing
Manager
Secion123 DoH Area
Functions in relation to succession to introductory tenant Housing
Manager
Section-136 DoH Area
Provision of information about tenancies Housing
Manager
Sectiont27 DoH Area
Consultation on matters of housing management Housing
Manager
I - - - - T behavi
Seetiopn-152 FSM HHM
Power to apply for injunctions against anti-social behaviour
Seettop-153-1457 FSM HHM
Functions in relation to powers of arrest and injunctions
Local Government (Financial Provisions) Act 1963
Seetion 5 DirsDMT 3" Tier
To defray expenses properly incurred by an officer of the Council.
i DirsSMT 3" Fier
Power to microfilm & scan documents.
Local Authorities (Goods & Services) Act 1970
Section-1 BirsDMT
To enter into any agreement with any other public body for the BOP or
supply of goods and services in compliance with Contract Board
Regulations. (depending
on contract
value).
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Health & Safety at Work Etc Act 1974

Board / 3 TFier
Duty to ensure, so far as is reasonably practicable, the health, BirsDMT
safety and welfare at work of all employees.
The Control of Asbestos Regulations 2012
SECTION 4(1) Places duties on those best placed to eliminate or | Directorof | DMT _—{ Formatted: Font: (Default) Arial ]
reduce exposure to asbestos fibre from work activities and to Property Formatted: Font: 11 pt ]
protect public health Serpvices

DPS
Regulatory Reform (Fire Safety) Order 2005 A Formatted: Font: (Default) Arial |
SECTION 3 Places responsibility on individuals within an CEOS DMT. /{Formatted: Font: (Default) Arial, Not }
organisation to carry out Fire Risk Assessments to identify manage Italic
and reduce the risk of fire, Formatted: Font: (Default) Arial, 12 }
Construction (Design & Management) Reqgulations 2015 pt, Not Italic
SECTIONS 4 & 5 Places specific duties on the client to appoint a Directorof | Property Formatted: Font: Not Italic ]
principal designer, Property Services Formatted: Font: (Default) Arial, 12 }

ServicesDP | Manageme pt, Not Italic

S nt Formatted: Font: Not Italic ]
Local Government Act 1974 Formatted: Font: 11 pt, Not Italic ]
SGGH-GH%% L i . . DHLSD—PS Formatted: Font: (Default) Arial ]
Power to recover administration costs in addition to actual costs of | and BEM -

. Formatted: Font: (Default) Arial, Not
undertaking work. Jtalic }
Racg Relations Act 1976 %F&HGMMM - Formatted: Font: (Default) Arial, Not }
Sechon7L DMT Birs Italic
To have due regard, when carrying out any of the Council's Formatted: Font: (Default) Arial, Not }
functions, to the need to eliminate unlawful racial discrimination and Italic
to promote equality of opportunity and good relations between Formatted: Font: 11 pt, Not ltalic
persons of different racial groups, and to perform such duties as 4 Font: 11 bt Not Italic ]
may be imposed by the Secretary of State by order under this Formatted: Font: 12t :
section in relation to the better performance of such functions. Formatted: Font: 11 pt, Not ltaic |
Seeten71b DMT Birs
To comply with a compliance notice issued under this section.

Representation of the People Act 1983
i BirsDMT
To place the services of any Company staff at the disposal of any
person acting as the returning officer at any Essex County Council
election for an electoral area situated wholly or partly in the
Borough.
Local Government & Housing Act 1989
Seection-150 BirsDMT

To exercise and perform any powers and duties contained in any
regulations made by the Secretary of State under this section
permitting the making of a charge for any Council function
delegated through the Management Agreement for which there is
no other statutory power to charge.

(The power to set any charges or scales of charges shall be
exercised according to Council policy or in consultation with the
Council).
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Charities Act 1993

Section-78

To make arrangements for co-ordinating the activities of the
Company and those of any charity established for purposes similar
or complementary to services provided by the Council, including by
the Company in respect of functions delegated through the
Management Agreement) in the interests of persons who may
benefit from those services or from the charity and to disclose to
any such charity any information obtained in connection with the
services provided by the Council or the Company.

BirsDMT

Civil Evidence Act 1995

Section-9

To certify that any Company document forms part of the records of
the Council for the purpose of admitting that document as evidence
in civil proceedings

BirsDMT

Disability Discrimination Act 1995 (Claire Holland to update)

Sechon-b

To take such steps as it is reasonable in all the circumstances to

take in order to prevent either:

a) the arrangements made in relation to the employment of any
person by the Company- or

b) any physical feature of premises at which people are employed
by the Company

having the effect of placing a disabled person at a substantial

disadvantage in comparison with persons who are not disabled,

and to comply with and exercise and perform any powers and

duties contained in any regulations made under this section with

regard to the duty imposed by this section.

BirsDMT

Seclion21

To take such steps as are reasonable to change, remove or avoid

any practice, policy,-e+ procedure or physical feature which makes
it impossible or unreasonably difficult for disabled persons to make
use of services which the Company provides;

BirsSMT

oal £ ; o ; o

To take such steps as are reasonable to provide an auxiliary aid or
service that would enable or facilitate the use of Company services
by disabled persons, and to comply with and exercise and perform
any powers and duties contained in any regulations made under
this section.

BirsDMT

Local Government Act 2000

Section92

Power to approve compensation payments to remedy complaints in
accordance with CBH'’s Complaints Procedure and Finraneial
RegulatiensStanding Financial Instructions

BeFDoR

3" Tier

Criminal Justice & Court Services Act 2000

Seclion-35

To ensure that a person who is disqualified from working with
children under the terms of this Act is not offered work in a
regulated position (as defined in section 36 of this Act) and that any
such person who is so employed is removed from such work.

BirsDMT on
advice from
HR
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Local Government Act 2003

Sechor923
Power to charge for discretionary services, including to propose
schemes of charges to the Board and/or the Council.

BirsDMT
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APPENDIX A — VERSION CONTROL

Scheme of Delegation

Name Date Filename Status

Nick White 5 January 2009 CBH Scheme of Circulation to Directors
Delegation v1

Nick White 1 April 2009 CBH Scheme of Reponses from
Delegation v1 accepted | Directors
changes

Mike Scarlett 28 April 2009 CBH Scheme of CBC deletions
Delegation v1 accepted
changes — CBC
deletions

Nick White 12 May 2009 CBH Scheme of Highlighted queries

Delegation v2 CBC
amendments and
queries

against deletions
proposed by CBC
seeking clarification on
reasons

Mike Scarlett

1 September 2009

Deletions of non CBH
powers

Questioned some
deletions

Nick White

14 September

Final editing

Some deletions
reinstated as reason for
omission not clear

Berkeley Young

September 2014

Review of powers with
HR and DoR

DMT

December 2014

Consideration of
changes

Berkeley Young

June 2015

CBH Scheme of
Delegation (BY

Amendments to
formatting of Specific

changes) Statutory Delegations
DMT October 2015 Consideration of
changes
Owen Howell January 2016 CBH Scheme of Deletion of archaic

Delegation (OH draft

items and

amendments) amalgamation of items
where possible.
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REPORT TO COLCHESTER BOROUGH HOMES BOARD

DATE: 22 February 2016

TIME: 5.30pm

VENUE: Room 1, Rowan House

AGENDA ITEM:  10.

SUBJECT: Business Opportunities Panel Terms of Reference

REPORT BY: Michael Hadjimichael, Director of Resources

@ (01206) 507815
“® Michael.Hadjimichael@cbhomes.org.uk

FOR DECISION

1. Decision Required

1.1 To approve the revised Terms of Reference for the Business Opportunities
Panel.

2. Purpose of Report

2.1 To discuss and agree upon whether to amend the Terms of Reference for the
Business Opportunities Panel.

3. Background & Content

3.1 This is the final part of the annual review of the Terms of Reference for the
Business Opportunities Panel. The Chief Executive and Director of Resources
have reviewed these to reflect CBH’s desires to seek trading opportunities, as
permitted by the Trading Protocol between Colchester Borough Council and
Colchester Borough Homes. Board are reminded that this is an advisory
panel, as opposed to a Committee, and therefore is able to operate in a
manner than meets the requirements of the Board.

3.2  The main alterations to the Terms of Reference are:

e Enabling additional members of the Panel to be added from outside the
organisation should they be required, who may receive a fee, as
agreed by Board.

e Membership of the Panel will ensure that the Executive and appointed
Board Members will always be in the majority.

e The Panel will consider the progress of business initiatives to inform
decision making on future opportunities. Operational and Financial
reporting will be monitored by the Finance and Audit Committee.
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4.1

5.1

6.1

7.1

8.1

9.1

10.

10.1

11.

111

12.

12.1

13.

13.1

Risk Management

Board must ensure that the Terms of Reference allow thorough oversight of
potential trading opportunities within CBH. Any potential weaknesses or
omissions in the current Terms must be identified and addressed.

HR Implications

None.

Legal Implications

None.

Financial Implications

CBH recognises that from time to time, a need to bring in external expertise
has a financial cost which will be incorporated within the costing of any
possible venture.

Value for Money

The value of external expertise cannot be underestimated if it enables CBH to
be able to successfully deliver on its objectives for possible new ventures.

Health & Safety Implications
None

Equality & Diversity Implications
None

Residents at the Heart

None

Decision Required?

Yes
Appendices

Appendix 1 — Business Opportunities Panel - Terms of Reference
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Business Opportunities Panel golcheshter
Terms of Reference oroug
Homes

1. Membership

1.1  The Panel shall consist of at least three members-Members of the Board of
Colchester Borough Homes (‘the Board’), who will be appointed by the Board, and
at least one member of the executive management team, who will be appointed by

the Chief Executive.

%7*{ Formatted: Indent: Left: 1.27 cm, }
1.2 Additional members of the panel may be added as required, which may include No bullets or numbering

individuals from outside of the organisation. Agreement for additional members is

to be sought from the Chair of the Board. Fees may be paid to external members,

as agreed by the Board, from time to time.

Formatted: List Paragraph, No bullets J

1.41.3 Membership of the Panel will ensure that Executive and appointed Board Members {"r numbering

will always be in the majority on the panel.

1.21.4 Panel members will abide by the Board Member Code of Conduct and Staff Code of
Conduct as appropriate.

2. Chair
The Chair of the Panel shall be appointed by SelchesterBorough-Homesthe Board, «+— | Formatted: Indent: Left: 0 cm,
; : H : H Hanging: 1.25 cm, Outline numbered
and will have taking-into-account-the relevant skills required. T Level: 2 + Numbering Style: 1. 2. 3,
2.1 ... + Start at: 1 + Alignment: Left +

Aligned at: 0 cm + Tab after: 0.63 cm
. . . . + Indent at: 0.63 cm, Tab stops: 1.25
2-12.2 A Vice Chair may-is to bebe appointed by members of the Panel. cm, List tab + Not at 0.63 cmp

Formatted: Indent: Left: 1.25cm J

3. Statement of Purpose
3.1 The purpose of the Panel is:

(a) To seek and promote new trading opportunities.

{a)(b) to provide advice and recommendations to the Board with regard to the
opportunities for new business.

{b)(c) to initiate projects to research and evaluate opportunities.

{e)(d) to authorise new business opportunities where permitted with regard to the
Trading Protocol between Colchester Borough Council and Colchester
Borough Homes (CBH).

{e)(e) to authorise trading for contracts worth up to £150k, as in line with the
Trading Protocol.

4, Responsibilities of the Panel

4.1 Research and Evaluation

Approved by Board 16-Becember2014TBC
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@)

(b)

Consider research into the market place, evaluate the resources required and
assess the viability of new business initiatives.

Evaluate opportunities in accordance with the Colchester Borough Homes
Trading Strategy evaluation matrix where appropriate.

4.2  Risk Assessment
(@) Consider the general, operational, reputational and financial risks of each
opportunity.
(b) Compile a risk assessment and report on the risk judgement for each
opportunity.
k*f{ Formatted: Tab stops: 4 cm, Left ]
43— Menitering-Progress of Trading, Initiatives { Formatted: Not Highlight ]
[ Formatted: Not Highlight ]
& \ Formatted: Outline numbered +
Level: 2 + Numbering Style: 1, 2, 3, ...
i . . . . . P— - + Start at: 1 + Alignment: Left +
T pTEE \ Aligned at: 0 cm + Tab after: 1.27 cm
AoertusiRnesRlo s, + Indent at: 1.27 cm
(@) _The Panel will consider the progress of business initiatives to inform decision « Formatted: Indent: Left: 2.25 cm, }
making on future opportunities. (It is noted that operational and financial No bullets or numbering
reporting will be monitored by the Finance & Audit Committee). Formatted: List Paragraph, Indent:
Left: 1.25cm, Hanging: 1 cm,
. Numbered + Level: 1 + Numbering
4.4  Advisory Role Style: a, b, c, ... + Startat: 1 +
Alignment: Left + Aligned at: 0.63 cm
. . . Indent at: 1.27
(@) To make recommendations, as deemed appropriate, to Board regarding both e c_m —
" . . . " . \ {Formatted: Underline, Not Highlight }
the opportunities for new business, as well as potential risks and mitigations of | |
these risks W\ {Formatted: Indent: Left: 1.25cm, }
) \\ \\ Hanging: 1cm
(o) To advise Board Committees as to how their governance functions could be {Formatted: List Paragraph, Indent: }
affected by expansions in trading activities. \L Left: 2.25 cm
) ) X ) ( Formatted: Underline ]
(c) To make recommendations to Board Committees if changes to a Committee’s
Terms of Reference are identified as being necessary to allow effective
oversight of new business projects and the effect they have on CBH.
4.5  General Responsibilities
(@) To maintain a work programme that is reviewed annually.
5. Authority
5.1 The Panel is established by the Board under Article 23(1) of the Celchester
Berough-HomesCBH Articles of Association.
5.2  The Panel is authorised by the Board to investigate any activity within its terms of

reference. It is authorised to seek any information it requires from any employee
and all employees are directed to co-operate with any request made by the Panel.

Approved by Board 10-December2014TBC
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5.3

54

6.1

6.2

7.1

8.1

8.2

8.3

The Panel is authorised by the Board to obtain outside legal or other independent
professional advice and to secure the attendance of those with relevant experience
and expertise if it considers this necessary.

The Panel will operate with regard to any Trading Protocol between Colchester

Borough Council and CelchesterBorough-HomesCBH as appropriate. The Panel is

authorised by the Board to initiate any project plans for new initiatives. The Trading
Protocol will determine what business opportunities the Panel is able to authorise
and which should be escalated to the Board for approval. The Panel is therefore
currently permitted to authorise trading for contracts valued at up to £150k.

Meetings
The Panel shall meet at least quarterly, or as deemed necessary by the Chair.

The Board Assurance Officer shall ensure that all meetings are minuted and the
minutes circulated within ten working days of the meeting.

Quorum

The quorum for meetings shall be two members_(excluding any external Members
who may have been appointed to the Panel), including the Chair or Vice Chair.

Monitoring

The minutes of each Panel meeting will be reported to the Board at the next
available meeting.

The Chair of the Panel shall, at his or her discretion, report any other urgent and/or
relevant matters to the Chair and/or Board.

The Chair of the Panel will present an annual report on the Panel’s activity to the
Finance & Audit Committee.

Approved by Board 10-Becember2014TBC
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REPORT TO COLCHESTER BOROUGH HOMES BOARD

DATE: 22 February 2016

TIME: 5.30pm

VENUE: Room 1, Rowan House

AGENDA ITEM: 11.

SUBJECT: Medium Term Delivery Plan Supplement 2016/17
REPORT BY: Gerardine Murphy, Service Development Manager

@ (01206) 282826
YD gerardine.murphy@cbhomes.org.uk

FOR DECISION

1.

2.1

3.1

4.1

4.2

Decision Required

The Board is invited to consider and approve the Medium Term Delivery Plan
Supplement 2016/17, which is appended to this report.

Purpose of Report

To present the draft Medium Term Delivery Plan Supplement 2016/17.
Background & Content

CBH’s Medium Term Delivery Plan 2014-17 (Delivery Plan) plays a central
role in the Company’s corporate planning and review cycle. According to the
Management Agreement the following elements of the Delivery Plan must be

reviewed on an annual basis:

e Finance plan
e Resources plan
e Performance plan.

The draft supplement therefore contains a refreshed version of these sections
of the Delivery Plan.

Updates

The Finance Plan has been updated with the latest agreed figures for
2016/17.

The Resources Plan has been refreshed to reflect current circumstances,
projects and priorities.
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4.3

4.4

5.1

5.2

6.1

6.2

6.3

7.1

The set of headline indicators remains largely unchanged from 2015-16, albeit
with revised targets. However, we propose to replace the current voids
indicator with 2 new indicators as follows:
2015/16 Indicator
e Average days to relet general needs properties (excluding days spent
on capital works)
2016/17 Indicators
e Average days to relet general needs properties (including days spent
on capital works)
e Percentage of rent lost through empty properties

Key performance indicators were considered by the Operations Committee on
11 February 2016. Indicators and targets were reviewed and agreed

with the exception of the target for the percentage rent lost through empty
properties, as CBH'’s latest performance figures were unavailable. A verbal
update will be given at the Board meeting.

Next steps

Once agreed by the Board, the supplement will need to be approved by CBC
in line with the Management Agreement. CBC and CBH have worked together
to agree the budgets and KPI targets, and it is expected that the supplement
will be formally agreed at the joint CBH-CBC Principal Liaison meeting on 25
February 2016, and CBC will confirm its agreement by letter.

The supplement will be published once end-of-year figures are available.
Risk Management

The Delivery Plan covers a number of areas which may be affected by
external factors, such as rent reductions and the phasing-in of Universal
Credit. Work is underway to ensure risk is minimised in these areas and the
Board will be kept appraised of this on a project-by-project basis.

Quarterly progress reports on the performance indicators and key projects are
made to the Operations Committee. They are also provided to CBC via
regular liaison meetings, as well as being benchmarked via HouseMark where
appropriate.

Available resources and budgets have been taken into account in the
proposed targets. Some services are not delivered directly by CBH, for
example front-line Customer Services and former tenant arrears collection.
The attendant risk will be mitigated via the provisions of service level
agreements between CBC and CBH and service levels will be closely
monitored.

HR Implications

None.
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8.1

9.1

10.

10.1

11.

111

12.

12.1

13.

13.1

14.

14.1

15.

15.1

Legal Implications

None.

Financial Implications

The CBH management fee was agreed by Cabinet on 27 January 2016. We
have worked closely with the Council to ensure that the Company’s
commitments in the Delivery Plan can be delivered within the available
budget.

Value for Money

The recommended targets have been chosen to represent the best balance
between cost and quality achievable with the resources available.

Health & Safety Implications

None.

Equality & Diversity Implications

None.

Residents at the Heart

Extensive resident consultation informed the priorities identified in the plan.
Putting residents at the heart of everything we do has been a key driver in

terms of setting our targets for the year and this is reflected throughout the

Delivery Plan.

Decision Required?

No
Appendix
The following document is appended to this report:

e Appendix 1 — Medium Term Delivery Plan Supplement 2016/17.
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Introduction

In April 2014 we launched our new Medium Term Delivery Plan 2014-17. As well as our overall vision and
objectives for the period, the plan sets out the financial and other resources available to us to deliver our aims
and also contains a selection of performance targets to reflect our priorities. To maintain focus on delivering
excellent value for money, these sections of the plan are reviewed on an annual basis.

This document contains the finance, resources and performance targets for the 2016/ 17 period. It is
intended as a supplement to the full Colchester Borough Homes Medium Term Delivery Plan 2014-17, which
can be found at www.cbhomes.org.uk/deliveryplan.

Colchester Borough Homes Medium Term Delivery Plan 2014-17 - 2016/17 Supplement 2
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Finances

The annual turnover of the Housing Revenue Account (HRA) and Housing Investment Programme is around
£42 million. Of this, £13.1 million each year is for our management and delivery of services, with a further
£14 million managed through delegated budgets. The remaining element of the HRA of £14.9 million is in
respect of capital financing managed by the Council, a new build programme and retained costs of

management.

The management fee is set in line with the provisions of the 30-year HRA business plan on an annual basis. As
a result of the 1% reduction in rental income, HRA budgets have been reprofiled and the CBC management
fee has been reduced by £200k for2016/17.

The income and expenditure figures below are agreed figures for 2016/ 17. Non-management fee income
may increase as a result of new business opportunities.

2014/15 2015/16 2016/17
£,000s £,000s £,000s
Turnover
Management fee 9,193 9,312 9,048
Capital works 3,187 2,933 4,080
Interest 8 8 14
Total turnover 12,388 12,253 13,142
Expenditure

Housing management 1,466 1,489 1,493
Sheltered housing 518 543 527
Business services and overheads 1,513 1,538 1,458
Housing Options 541 615 687
zzz*::eﬁ;ﬂ”rb“hme"t 1,819 1,899 1,802
ll;zfll(l;ltrl‘egs; management of public 133 194 206
Corporate services 182 258 268
Revenue works 3,029 2,784 2,621
Capital works 3,187 2,933 4,080
Total expenditure 12,388 12,253 13,142
Colchester Borough Homes Medium Term Delivery Plan 2014-17 - 2016/17 Supplement 3
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Delegated budgets

Budget 2014/15 2015/16 2016/17
£000 £000 £000

Housing Investment /refurbishment programmes 7,465 8,640 6,181
Revenue works 1,104 1,437 1,625
Corporate facilities - capital works 3,000 3,612 3,200
Corporate facilities - revenue works 928 846 920
Total works 12,497 14,535 11,926
Revenue delegated budgets 2,403 2,339 2,120
Total delegated budgets 14,900 16,874 14,046
Colchester Borough Homes Medium Term Delivery Plan 2014-17 - 2016/17 Supplement 4
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Resources

Staff

As at April 2016 we have 210 employees plus a number of temporary members of staff. We also offer a
number of apprenticeships and internships to local people.

Staff development and training is important to us, and our organisational development plan focuses on how
we can ensure the business has the right mix of people and skills to achieve our ambitions. We will be looking
closely at the results of the 2015 staff survey to see how we can improve as an employer and we will also be
looking to achieve the Investors in People Gold accreditation in 2016.

During the year we will be looking at reorganising how we work to ensure we can continue to deliver excellent
services and meet the challenges ahead.

Making the most of resources

We are constantly striving for efficiency in every area of our business. The new value for money strategy we
agreed in 2015 identifies areas of the business where we need to focus on achieving even more with the
resources available. We will also continue to develop our use of technology, for example by improving our
online and self-service offerings as well as making the most of digital technology for communications, further
automating processes, monitoring performance and expanding mobile working capacity.

Our company headquarters is Rowan House. The Property Services division is based at Gosbecks Road,
Riverside, Dedham and Colchester Leisure Centre. The Housing Management team is based at Greenstead
Housing Office and Rowan House and the Housing Options team is based at Rowan House and the Customer
Service Centre in the town centre library. Our Older Persons Services are based at our sheltered schemes.
From 2016 we will be reviewing our accommodation arrangements to ensure they are appropriate and deliver
value for money.

Colchester Borough Homes Medium Term Delivery Plan 2014-17 - 2016/17 Supplement 5
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Performance indicators

2015/16 2015/16 2016/17
Measure
target outturn target
1 % antisocial behaviour cases closed and not 95
" | reopened within 90 days 95
% housing options cases where homelessness
2. prevented 45 45
3. | Number of households in B&B 0 12
4. | Average days to relet general needs properties 171 28.52
5. | % rentloss through empty general needs New TBC
properties
6. | % underoccupied Council homes 24 23
7. | Tenancy audits completed 2,000 2000
8. | Average days to complete a repair 6.6 6.35
9. | % tenants with valid gas certificates 100 100
0 8.63%
9 -
10. | % of non-decent homes (5-year target) (0% 5-year
target)
11. | Repairs satisfaction (%) 96.5 97
12. | Repairs and voids cost per property (£) 543 529
13. | First call resolution (%) 85 85
14. | Average wait time for calls (seconds) 25 25
1 Excludes days spent in capital works
2ncludes days spent in capital works
Colchester Borough Homes Medium Term Delivery Plan 2014-17 - 2016/17 Supplement 6
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2015/16 2015/16 2016/17
Measure

target outturn target
15. | % stage one complaints upheld 46 36.5
16. | Former tenant arrears (% of rent debit) 1.2 0.53
17. | Rent collected (% of rent collectable) 98 98
18. | Leasehold service charge collection (%) 98 98.5
19. Corporate building assets with condition surveys 100 100

(%)

Colchester Borough Homes Medium Term Delivery Plan 2014-17 - 2016/17 Supplement
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Information on key performance indicators

Please note only new or updated definitions are listed below.

Measure

Notes

Average time to relet
general needs properties

This indicator measures the overall time period between the last day of a
previous tenancy, inclusive of notice, and the first day of a new tenancy.

Itincludes both standard relets and relets where there is a capital works
elements. Days spent in capital works are included in the calculation.

Itis calculated by dividing the total number of days the re-let properties
were vacant by the total number of properties re-let in the period.

Itis calculated in conformance with the HouseMark definition, which
allows the exclusion of some days for specific reasons. These would
normally require moving a sitting tenant for such reasons as asbestos
removal or structural underpinning, renovation works following fires, or
requisition by the Police for surveillance purposes.

% rent loss through
empty general needs
properties

Also referred to as ‘void loss’, this indicator measures rent loss due to
empty general needs properties (voids) as a percentage of rent and
service charges due for the period (whether properties are occupied or
not and excluding arrears brought forward).

Itincludes rent loss on all void types (standard voids and capital voids),
The dwelling may have been vacant for any reason, and includes
dwellings that are unavailable to let (but not those which are not
expected to be let as social dwellings again).

10.

% of non-decent homes

This indicator reflects the position at year-end according to the Decent
Homes standard. The target is profiled so as to achieve 100% decency
over the 5-year period to 2021, and in order to achieve this a target of
no more than 525 non-decent properties by the end of 2016/17 has
been agreed.

Colchester Borough Homes Medium Term Delivery Plan 2014-17 - 2016/17 Supplement 8
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REPO

RT TO COLCHESTER BOROUGH HOMES BOARD

DATE: 22 February 2016

TIME: 5.30pm

VENUE: Room 1, Rowan House

AGENDA ITEM: 12.

SUBJECT: STAR survey introduction

REPORT BY: Karen Loweman, Director of Housing

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

FOR INFORMATION

1.

11

2.1

2.2

2.3

3.1

Report for Board information

This report informs the Board of a Standard Resident satisfaction survey
which is being commissioned and undertaken during 2016.

STAR - Standard Resident survey

The STAR survey is a voluntary approach to resident satisfaction for social
housing. It provides social housing providers with the means of comparing key
satisfaction results, by benchmarking with each other and measuring trends
over time. Currently around 360 Landlords participate and conduct biennial
surveys of residents using the STAR survey.

The survey is intended to provide an overview of resident satisfaction with the
general services provided by their landlord. It is intended to complement
transactional surveys that are completed following service delivery.

The survey includes core questions on key areas to compare satisfaction, with
the opportunity to include optional questions (from a library for benchmarking
comparison) along with demographic data.

Background & content

CBH last completed a STAR survey during January and February 2014.

The outcome from the survey showed an improvement on previous surveys
with 83% of residents satisfied with the overall service from CBH.

The report highlighted positive improvement in the key elements of the survey
suggesting an increasing confidence in CBH and with Colchester as a place
to live.
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4.1

4.2

4.3

5.1

5.2

6.1

7.1

8.1

9.1

10.

10.1

11.

111

STAR survey 2016

The STAR survey is being jointly commissioned and funded by CBC and CBH
and is expected to take place during April and May 2016. Expressions of
interest to carry out the survey work from approved STAR providers has been
carried out, and awarded to research company ARP www.arp-research.co.uk.
ARP carried out the CBH 2014 survey and we were pleased with their
conduct and their use of technology to enhance the survey.

The survey will follow guidance and survey a sample of 1,500 tenants, all
sheltered residents (605) and all leaseholders (1000). We are anticipating a
response rate of around 40%.

We anticipate the survey outcome will be available by the end of August 2016
and will arrange a briefing for Board members to review the outcomes at that
time.

Risk Management

It is recognised as good practice to survey resident satisfaction using the
STAR survey and to benchmark outcomes through HouseMark.

There is a potential reputational risk when benchmarking if the satisfaction
levels have reduced significantly.

HR Implications

No additional staff resource is required to complete the survey. The Service
Development Manager, Communications team and Resident Involvement
Team will be involved in commissioning and developing the survey.

Legal Implications

None

Financial Implications

Budget is available to complete the survey and associated marketing costs
Value for Money

None

Health & Safety Implications

None

Equality & Diversity Implications

Adopting a single method for satisfactions surveys is widely regarded as best
practice, with the majority completing postal surveys with FREEPOST return.
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11.2

12.

12.1

13.

13.1

14.

14.1

We will supplement the above method with the option of a telephone survey
for those who may require a greater level of assistance to complete the
guestionnaire, and will make an online survey available.

Residents at the Heart

The STAR survey provides opportunity for residents to give views on the way
that services are delivered and their perception of their home and
neighbourhood. The CBH Reading Panel provided feedback on the sample
survey layout and questions in January 2015.

Decision Required?

No

Appendix

The following document is appended to this report:
e Appendix 1 — Sample of 2014 STAR survey

n.b. This appendix can be provided on request, but can also be found here:
http://www.cbhomes.org.uk/CHttpHandler.ashx?id=15506&p=0
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1. INntroduction

Background

This report details the results of Colchester Borough Council's 2014 STAR R
tenant and residents satisfaction survey, delivered by ARP Research. These STAR
homes are managed on the Council's behalf by Colchester Borough Homes
(CBH) , with whom a new 10 year management agreement has recently been This survey uses HouseMark’s

signed. This survey will serve as a baseline of data on tenant and resident STAR quel which is the

satisfaction, and will support CBH's Medium Term Delivery Plan. standardised methodology for
tenant and resident surveys.

This is the first such survey for the Council using the new HouseMark STAR Benchmark data for the ‘core’

survey methodology. This report covers the survey results for tenants in questions is provided by
general needs and sheltered housing, in addition to a slightly different survey | il SMEILE S
for leaseholders.

Throughout the report the survey data has been broken down and analysed by various categories, including by
area and various equality groups. Where applicable the current survey results have also been compared against
the 2010 STATUS survey, including tests to check if any of the changes are statistically significant. Finally, the
results have also been benchmarked against the HouseMark STAR database of non-metropolitan ALMOs for the
core satisfaction questions, supplemented by ARP Research’s own database for ancillary questions.

About the survey

The survey was carried out between January and February 2014. Paper self completion questionnaires were
distributed to a randomly selected sample of 1,500 general needs households, all 614 sheltered households as
well as a full census of leaseholders (983 households). This was followed by a reminder where a new
questionnaire was sent to every non respondent. A free prize draw was used to encourage the response rate.
The survey was also available for completion online by all tenants and leaseholders.

In total 878 tenants took part in the survey, which represented a 42% response rate (error margin +/- 3.8). This
included a 37% (+/- 3.9) for general needs tenants and 52% (+/- 3.8) of those in sheltered accommodation. In
addition, 291 leaseholders took part in the survey which represented a 30% (+/- 5.0) response rate. These
response rates exceeded the stipulated STAR target error margins. Please note that the survey results were
weighted to ensure that the tenant results were representative by stock type.

Understanding the results

Most of the results are given as percentages, which may not always add up to 100% because of rounding and/or
multiple responses. It is also important to take care when considering the results for groups where the sample

size is small. In addition, some of the results quoted for previous surveys may be different from those previously
published due to changes in how these are now calculated in STAR.

For detailed information on the

Where there are differences in the results over time, or between
survey response rates, methodology,

groups, these are subjected to testing to discover if these differences
are statistically significant . This tells us that we can by confident that
the differences are real and not likely to be down to natural variation
or chance. 115

data analysis and benchmarking,
please see appendix A.




2. Executive summary

benchmark significant proportion
change? of tenants

83%
o 8«
S0
66%
0 3%

/0%
/0%
/7%
81%
87%

Overall satisfaction

1

satisfaction overall

quality of home

value for money of rent

value for money of service charge
listens & takes account of views
kept informed

final outcome of last query
repaqirs & maintenance overall
last completed repair

neighbourhood as a place to live

Overall satisfaction with the services that the council’s tenants receive from Colchester Borough Homes
had improved by five percentage points since 2010, with 83% of tenants now claiming to be satisfied,
including 43% who were 'very satisfied'. The improvement was enough for the change to be considered
statistically significant, although the score remained a little below the median for CBH's peer group within
the HouseMark benchmark database (87%, section 3).

The significant increase in overall satisfaction was not mirrored by most of these other questions, the only
other increase being the rating for the neighbourhood, but there was not a clear relationship between the
two (neighbourhoods were not a ‘key driver’). One possible factor influencing the overall satisfaction

score is the new ten year management agreement between the Council and CBH.
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2. Executive summary

Leaseholders were far less satisfied overall than tenants (60% satisfied), with almost a quarter who felt
actively dissatisfied (23%). Nevertheless, when compared against the HouseMark benchmark database
CBH's leaseholders were actually more satisfied than average.

A ‘key driver' analysis is a statistical test to check which other results in the survey are best at predicting
overall satisfaction. In descending order of strength, the key drivers were:

B Repairs and maintenance overall (77% satisfied, section 8)
Listening to views and acting upon them (66%, section 6)
Service charge value for money (76%, section 5)

Quality of the home (81%, section 4).

Being kept informed (76%, section 6)

Rent value for money (80%, section 5)

Repairs and maintenance

5.

It was positive to see that unlike many of the survey results, overall satisfaction with the repairs and
maintenance service amongst tenants remained entirely unchanged. This meant that 77% of tenants were
satisfied, compared to 17% who were dissatisfied (section 8).

However, there were still very significant decreases in satisfaction for being told when workers would call,
the speed of completion and the time taken before work started. In particular, the last two of these had
gone down by over ten percentage points since 2010. When compared to the peer group, CBH were in
the third quartile for satisfaction with repairs and maintenance overall.

Despite these decreases, the key drivers of satisfaction with the repairs service appeared to be more
about quality than timeliness, in particular doing the job that tenants expected (83% satisfied, and doing
the repair right first time (74%).

Leaseholders receive only a very limited communal repairs service, and around half of this group were
satisfied generally with the service they received, a figure that was actually slightly higher than it was in
2010 (48% v 42%) and was also in line with other providers.

The home

9.

10.

11.

It would seem that the completion of the ‘Decent Homes' property improvement program within the last
couple of years is already receding somewhat in tenants’ memories, with the quality of the home being
rated slightly lower than it had been in 2010 (81% v 83%), and when compared to other landlords (84%
benchmark, section 4).

Amongst tenants this observation was true mainly for those in general needs rather than sheltered
accommodation, as satisfaction was quite high amongst the latter, maybe as a result of recent
investments in sheltered schemes (94%).

The quality of home was the strongest key driver of overall satisfaction for leaseholders, perhaps because
at 72%, the score was considerably below the equivalent figure for tenants. However, the influence CBH
has on this is limited to just external maintenance and communal areas.

Value for money

12.

The one key service area where satisfaction had decreased significantly since 2010 was in the perceived
value for money of the rent. Four out of five tenants were still satisfied (80%), but this was 4% fewer than
the previous survey and 3% below the benchmark median score. Obviously one needs to place these
results in the context of both the weak economy and welfare benefit reform, although across the sector as

a whole there is no clear pattern for how this rating is affected (section 5). 117 ;



2. Executive summary

13.

14.

15.

16.

Satisfaction with the value for money of the service charge is not commonly a key driver in tenants
surveys, but it was for CBH. Two thirds of tenants were satisfied in this regard (66%), but this was
somewhat below the benchmark median of 76%.

Just over half of leaseholders were satisfied that the service charge they pay was value for money (56%),
whilst almost a third were dissatisfied (30%). Although this score appears low, it is actually quite good
when set in the context of other comparable landlords. In part this would be because when asked detailed
questions on the information and consultation from CBH on the services charges, these also compared
very favourably against benchmark data.

It is particularly important in the context of welfare benefit reforms that when tenants were asked to give
their views on the help and support services that CBH provide in order to help customers manage their
tenancies, the majority were satisfied with the support that they received on claiming housing and other
welfare benefits (77%) with almost all of the remainder being neither satisfied nor dissatisfied. When the
question is restricted to just those in receipt of housing benefit, satisfaction increased to 84% (section 13).

Indeed, over a third of tenants had recently experienced difficulties in making at least some of their
payments (37%), including a quarter who had struggled with their rent or service charges, and a fifth with
fuel bills. The proportion who had experienced difficulties grew to almost two thirds of the under 50s
(64%, section 13).

Communal services

17.

18.

19.

The cleaning of communal areas, both internal and external, was generally satisfactory for the majority of
sheltered tenants (over 80%). The satisfaction scores were also reasonable for general needs tenants who
received these services, although around 20% were dissatisfied. However, leaseholders’ satisfaction was
far lower (56% and 43% respectively, section 9).

The communal window cleaning service had improved markedly, albeit from a fairly low base. Indeed, the
scores for both sheltered tenants (66%) and leaseholders (41%) had gone up by 17%.

Satisfaction with the grounds maintenance service amongst tenants stood at 75%, being a couple of
points higher than the 2010 score and in line with the comparative benchmark figure. This is particularly
relevant as the value for money of the service charge was a key driver of overall satisfaction.

Information and resident involvement

20.

21.

Listening and acting upon views was a key driver of overall satisfaction for all survey respondents, but
particularly so for sheltered tenants and leaseholders (chart 3.4). It is therefore unfortunate that the
proportion of tenants who were satisfied with CBH's performance in this regard had gone down since
2010 (63% v 66%), although not significantly so, in part because the proportion who were actually actively
dissatisfied was unchanged. For leaseholders the gap between the two years was wider still (35% v 40%),
although again across all five points of the scale the change was not quite enough to be statistically
significant. This reduction in satisfaction, and the fact that the score was below the benchmark target, may
explain why listening to residents was a strong key driver for leaseholders (section 6).

Moving on to consider what tenants thought of the level of information provided by CBH, it was again
the case that the results were slightly, albeit not significantly, behind those achieved in 2010 (76% v 78%
positive) and as a consequence were also a few points below the benchmark target of 82%. However, the
pattern was reversed for leaseholders as a greater proportion of this group rated CBH as ‘good’ this year
(70% v 63%), which also took the scores into the top quartile for the benchmark comparisons.
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2. Executive summary

Customer services

22.

23.

When tenants were asked about their most recent experience of contacting CBH, it is encouraging to see
that satisfaction with the final outcome of their query was close to the benchmark score for other
providers (72% satisfied), having remained entirely unchanged since 2010. Over three quarters of tenants
(76%) were also satisfied with the ability of the staff to deal with their query (section 7).

When considering how leaseholders answers these questions, it is apparent that these scores had gone
down by around 10%, with over half of leaseholders in the sample claiming to be dissatisfied with the
outcome of their last query (51%).

Local neighbourhoods

24.

25.

26.

Overall satisfaction with the neighbourhood as a place to live had improved from 82% to 87% since the
last survey, raising it above the benchmark average. This improvement may be testament to the work the
Council has been doing through its neighbourhood zone teams (section 10).

Levels of satisfaction with staff on the ground, either Community Housing Officers or Neighbourhood
Wardens, were quite similar, with just over half claiming to be satisfied (59% and 54% respectively),
compared to 15-16% who were dissatisfied.

The most widespread neighbourhood problems were rubbish or litter (58% problem), car parking (52%),
and dog fouling/dog mess (50%), all being a major problem for at least a fifth of tenants.

Anti-social behaviour

27.

28.

Around one in ten general needs tenants and leaseholders claimed to have reported anti-social behaviour
to CBH in the last 12 months (9% and 14% respectively), although only 3% of the sample for either group
actually had a report logged on the system (section 11).

When asked about their experiences of reporting ASB around 40% were satisfied with the support
provided by staff, being kept up to date, and the way the complaint was dealt with overall. In comparison,
almost half of respondents in every case were dissatisfied, including at least a quarter who were ‘very’
dissatisfied. However, these scores were around 20% higher if restricted to just those for whom there was
an ASB record on the system, including 70% of this group who were satisfied overall with its handling.

Complaints

29.

Around a half of residents were aware of the formal complaints procedure with one in twenty tenants and
one in ten leaseholders claiming to have made a complaint. When asked overall how it was handled, only
40% of tenants were satisfied compared to 43% who were dissatisfied, although this is consistent with
scores from other organisations (section 12).

Sheltered accommodation

30.

31

When tenants in sheltered accommodation were asked to rate specific services that only they received, in
each case the majority of respondents claimed to be satisfied, with the scores generally being in line with
the benchmark comparisons (section 14).

Of particular note is that whilst satisfaction with the frequency of contact with staff had inevitably gone
down since 2010 due to changes in how the service is delivered (82% v 87%), satisfaction with the overall
service provided by the staff had nevertheless gone up (86% v 82%).
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3. Services overdll

tenants satisfied overall
% significantly up since 2010

...are the key drivers

Overall satisfaction with the services that the Council’s tenants receive from Colchester Borough Homes had
improved by five percentage points since 2010, with 83% of tenants now claiming to be satisfied, including 43%
who were ‘very satisfied'. The improvement was enough for the change to be considered statistically significant,
which is a standard threshold after which a result is unlikely to be due to chance. At the other end of the scale,
one in ten tenants were dissatisfied overall.

The score remained a little below the median for CBH's peer group within the HouseMark benchmark database
(87%), still being four points away from this target. In fact, this was quite representative of the results overall,
with many of the other questions across the survey being just a little below the benchmark.

Unusually however, the significant increase in overall satisfaction was not mirrored by most of these other
questions, in fact the most common pattern was for scores to be slightly lower than in 2010, albeit not by
enough to be a statistically significant change. This included key measures such as the quality of the home
(section 4), how well CBH listened to tenants’ views, and whether tenants felt well informed (section 6).
Furthermore, the value for money of the rent was actually rated significantly worse than it had been before
(section 5).

Why then had overall satisfaction shown a clear improvement since the last survey? The answer to this question
is, unfortunately, not entirely obvious from the survey data itself. One hypothesis is that the significant
improvement in satisfaction with the neighbourhood as a place to live has influenced the overall score. This
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3. Services overall

3.1 Overall satisfaction ¢tenants)
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change is certainly very welcome, and it is consistent with the efforts being made to improve neighbourhoods in
Colchester (section 10). However, satisfaction with the neighbourhood was not a very good predictor of how

tenants would answer the main overall question, and did not appear in the key driver analysis other than for
sheltered tenants (see below).

Another possible factor influencing the overall satisfaction score is the new ten year management agreement
between the Council and CBH. With the plan for the future now having been decided, tenants may have simply
become more aware or appreciative of CBH through this process taking place, or may approve of CBH's
proposals for future service delivery.

Finally, as CBH's overall satisfaction score in 2010 was especially poor relative to its other scores, it is also
possible that other factors in 2010 suppressed this figure, which is now returning to a more natural level.

Although overall satisfaction had increased across tenants as a whole, this was really only for general needs
tenants, with tenants in sheltered accommodation remaining as satisfied as they had been in 2010 (91%
satisfied). Considering that the latter group had gone through a number of changes over that period in the
services they received, maintaining satisfaction levels can be seen as a positive outcome.

Leaseholders were far less satisfied overall than tenants (60% satisfied), with almost a quarter who felt actively
dissatisfied (23%). Nevertheless, leaseholders have a more distant relationship with CBH and it is to be expected
that satisfaction will be lower amongst this group, In fact, when compared against the HouseMark benchmark
database CBH's leaseholders were actually more satisfied than average.
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3. Services overall

Throughout the report the results are also comprehensively analysed by other
sub-groups in order to identify those tenants who might differ from the norm in
how they felt about CBH'’s services. The first notable finding confirmed a pattern Benchmark data

common across resident surveys - older respondents claimed to be more accompanied by the STAR
satisfied than those who were younger. For CBH it was certainly true that tenants logo % is drawn from

HouseMark data, the
remainder from ARP

aged 65+ had a significantly higher level of satisfaction than anyone else (90%),

including those living in general needs housing. However, it was interesting that Research’s database. See

the usual pattern of scores getting progressively lower as age decreases was not Appendix A for details.

evident in the case of tenants (or leaseholders). Instead the under 65s were more
consistent with one another than is often the case, with those in the 35-49 age

category actually giving a lower score (72%) than the under 35s (76%). As chart 15.10 clearly shows the wide
variation in scores between the youngest and the oldest tenants continued across a range of core questions.

There were no significant differences in overall tenant satisfaction by area or property type, but this score was
lower for those who had experienced anti-social behaviour (76%), had financial difficulties (73%) or made a
complaint (64%).

For leaseholders satisfaction was significantly lower than average if they had made contact in last 12 months
(52%), and for those respondents for whom listening to views was a top priority (45%). It was also lower than
average for those living in the Shrub End ward (52%), probably because this group were significantly less
satisfied with external building repairs and maintenance (see section 8).

To learn more about the overall score a 'key driver’ analysis was also carried out, using a statistics test known as
a 'regression’, in order to determine which opinion rating statements in the questionnaires were most closely
associated with overall satisfaction. This test does not necessarily suggest a causal link (although there may be
one), but it does highlight the combination of opinion rating statements that are the best predictors of overall
satisfaction. The analysis identified six key drivers for tenants as presented in chart 3.2, with separate analysis by
stock type in chart 3.4.

For tenants as a whole there was only really one surprise in this list, with most of the items typical of the
guestions one would normally expect to emerge from this analysis. In particular, repairs and maintenance is
commonly one of the best, if not the best, predictor of overall satisfaction. Indeed, this was considered to be the
most important aspect of service provision by all of the different respondent groups (see chart 3.5). Taking into
account its importance, it is good to see that repairs satisfaction overall has remained consistent since 2010,
despite lower satisfaction with the timeliness of respondents’ last repair (see section 8).

Listening to residents views, and the satisfaction with the quality of the home, are also typically key drivers,
although they were rated a little lower than both the 2010 scores and the HouseMark benchmarks (section 4
and 6 respectively). It was also expected that listens to views and acting upon them would be especially strong
drivers of satisfaction for both sheltered tenants and leaseholders.

It is often the case the value for money of rent is identified by the key driver
test, and it is of little surprise that it is on the list for CBH when considering A purple icon indicates that a
that this score was the main rating to have fallen significantly since 2010. rating has changed since the
However, what is less common is that the value for money of the service last survey by a statistically
charge was a predictor of overall satisfaction, even more so in this case than significant amount that is

the rent. This would suggest that value for money is very much a factor, at unlikely to be due to chance.

least for CBH's general needs tenants. For leaseholders the reverse seems to
be true, with service charge ratings above the benchmark average, and no
sign of this as being a driver for that group (see section 5).

8 122



3. Services overall

3.2 Key drivers - overall satisfaction (tenants)
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0.24

Repairs and Listens & actson  Service charge  Quality of home Being kept Rent value for
maintenance views value for money informed money
overall

3.3 Key drivers v satisfaction

100% = maintain focus
A 'key driver analysis uses a
90% - . .
Quality of regression test to check which
home other results in the survey are
a 80% - \F}Ie:th ‘ Repairs best at predicting overall
2} ‘ satisfaction. For a more
a Kept Service detailed explanation of key
= 70% A informed charge VFM : :
o . drivers please see Appendix A.
=) ’ Listen & act
on views
60% -
50% monitor . . . . improve \
0.00 0.05 0.10 0.15 0.20 0.25 0.30
key driver coefficient
3.4 Key drivers - overall satisfaction oy stock type) I General needs
R Square (descending) = 0.59, 0.65, 0.72 | Note that values are standardised beta coefficients from a regression - Sheltered

Leasehold
0.38 - [ Leaseho
0.33

0.35

0.12

1st |2nd |3rd @ 2nd 1st [2nd @ 3rd 4th 3rd [1st 4th

L] 1
Repairsand Listens & acts Service charge Quality of home Being kept Rent value for Neighbourhood
maintenance onviews  value for money informed money

overall

123



3. Services overall

3.5 Three most important services

% Base (descending) 560, 318, 291| More than one answer allowed. * External and communal repairs for leaseholders

1st 78

Repairs and maintenance* 1st
1st

2nd

Overall quality of your home 3rd
3rd

3rd
7th
5th

Neighbourhood as a place
to live

4th
5th
2nd

Value for money of rent
and/or service charges

5th
Keeping residents informed 6th
4th
6th

Dealing with ASB 10" 3
6th 31

7th
7th
7th 28

Listening and taking account
of views

8th

Support and advice on o

benefits & rent )

8

No response 9

Emergency call system 43

Support worker/scheme o -

manager
[ General needs

SUppOFt plan 11" 3 I sheltered
[ Leasehold
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. The home

tenants satisfied with home

satisfied with the condition

The quality and condition of the home is obviously central to residents’ perceptions of the wider services that
they receive from Colchester Borough Homes. Indeed, the quality of the home was considered to be the second
highest priority service by general needs tenants, behind repairs and maintenance (chart 3.5). Similarly,
satisfaction with the quality of the home was one of the key drivers that best predicted overall satisfaction (chart
3.2).

It would seem that the completion of the ‘Decent Homes' property improvement program within the last couple
of years is already receding somewhat in tenants’ memories, with the quality of the home being rated slightly
lower than it had been in 2010 (81% v 83%), although the difference is small enough that it is within the margin
of error. Nevertheless, it certainly has not increased and was slightly below the HouseMark benchmark median
for comparable landlords (84%), with 15% of tenants actively dissatisfied with the quality of their home.

Amongst tenants this observation was true mainly for those in general needs
rather than sheltered accommodation, as satisfaction was quite high amongst

CBC was mid way through
widespread property

the latter (94%), including 57% who were ‘very satisfied'. This score was
actually slightly higher than in 2010, albeit not by a significant margin, but this  Fraael ezl =il e e ok
might still be an indication of the recent investment in improving a number of | SR RIS Slely =

the council’s sheltered homes and schemes. program at the time of the
last survey.




4. The home

41 Satisfaction with the home tenants)
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The quality of home was also the strongest key driver for leaseholders (chart 3.4), perhaps because at 72%, the

score was considerably below the equivalent figure for tenants. However, as leaseholders are responsible for the
maintenance and general upkeep of their homes themselves, there is a limit to what CBH can do to improve this
score, other than perhaps improving the maintenance of external buildings and communal areas (see section 9).

The rating for the 'quality’ of the home was also paired with a rating for the ‘condition’, and it is interesting that
there was a five point gap between the two in terms of the level of satisfaction amongst tenants, which is a
wider margin than one would expect to see when both questions are asked (81% and 76% respectively). Again,
this was due in large part to general needs tenants. Being that bit lower, the rating for the condition was
therefore further away again from the benchmark score (83%), which would suggest that CBH continues to focus
on this issue in the future.

When the results of the tenant’s survey were analysed by area, whilst there were of course some differences in
the results, although due to the modest sample sizes for each ward only a few of these differences were
statistically significant. From table 4.2 it is clear that the small number of respondents in the Lexden ward
thought very highly of their homes (both ratings over 90%). In contrast, those properties in the centre of
Colchester (Castle ward) were significantly less happy with both the quality (64%) and condition (60%) of their
homes. The results were similarly low for Mile End ward (67% & 53% respectively), but the base was smaller
hence it not being enough to be statistically significant.
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4. The home

42 Satisfaction with home by ward (tenants)

Includes wards with 20 or more respondents.

% satisfied

Sample

Quality of the
size home

Urban 669 81
76
83

Rural 209
Berechurch 78

Castle 26 64

Fordham and Stour 30 81

Harbour z 75
Lexden 20 93
Mile End 21 67

Prettygate 27 79

Shrub End 74 89
St Andrew'’s 80
St Anne's 83
NEIE 82
Tiptree 74

“

West Bergholt & Eight Ash Green 89
West Mersea 74

Condition of the

home

76
80
75
84

6

0

81
65
100
53
68
80
78
76
76
69

76
61

Significantly worse than average Significantly better than average

(95% confidence™) (95% confidence*)

* See appendix A for further information on statistical tests and confidence levels

Other areas where the condition was rated somewhat lower than average were Tiptree (69%), Prettygate (68%) ,
Harbour (65%) and West Mersea (61%), although only for the latter was this a statistically significant difference.

Bungalows were unsurprisingly rated higher than average for quality and
there were no big significant differences by other property variables.

condition (86%/85%), but beyond that

In terms of demographic results, there was the usual pattern of results by age group for both quality and

condition of the home, being particularly low for 16-34 year olds (62% and 47% respectively), with those aged

65+ were rating it much higher (91%/89%). There was also significant differences in how these questions were
answered between respondent households with and without a disability (see table 15.12), but this was primarily

due to the correlation with age groupings.
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0. Rent and service charges

tenants satisfied with rent VEM
significantly down since 2010

tenants satisfied with service
charge VFM

The one key service area where satisfaction had decreased significantly since 2010 was in tenants’ assessments
of the value for money represented by their rent. Four out of five tenants were still satisfied (80%), but this was
4% fewer than the previous survey and 3% below the benchmark median score. As with some other results in
the survey, the drop was largely due to a shift in opinion amongst general needs tenants (78% v 82% in 2010)
rather than those in sheltered accommodation (91% v 92%).

Obviously one needs to place these results in the context of both the weak economy and welfare benefit reform,
although across the sector as a whole there is no clear pattern for how this rating is affected.

Interestingly, the youngest respondents in the sample aged under 35 were more satisfied than 35-49 year olds
with the value for money of the rent (72% v 65%), to the extent that only the later was significantly lower than
average. Obviously older tenants and/or those in sheltered housing were the most satisfied (89% & 91%
respectively).

Obviously those who receive housing benefit were more satisfied than others, but the difference was not
especially wide (82% v 75%). Similarly, even 70% of those who had experienced difficulties paying their rent still
felt that the figure they had to pay was value for money (also see section 13). There were no significant
differences by area or type of property.
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S. Rent and service charges

5.1 Rent and service charge value for money (tenants)
% Bases (descending) 854,624 | Excludes non respondents. o o
satisfied satisfied error  bench
2014 2010 margin  mark

Value for money

3

goys . ©

28 4

Value for money for

v @

service charges 36 W
5.2 Satisfaction with service charge value for money (by stock)
% Bases (descending) 277, 389, 287 | Excludes non respondents. ot
% error  bench

satisfied margin  mark

Sheltered 83
EERREE A 2

+/-
General needs 63 | .
: 4

+/-
Leaseholders [T s6 ¢
very fairly . fairly very
- nelther-.. -
dissatisfied dissatisfied satisfied satisfied

hmark medi
A significantly better <[> no significant difference VSignificantIy worse ®"C fraremedian

nchmark quartile

=,

In addition to the rent, most tenants and residents also paid a service charge. Services charges can often be less
well understood or potentially contentious, to the extent that value for money ratings are normally a little lower
in comparison to those for rent. In the case of CBH there were unfortunately no 2010 results to compare against,
but with a satisfaction score of 66% amongst tenants this figure is somewhat below the benchmark median of
76% and is in the fourth quartile of providers. It should also be noted that the service charge question is not
commonly a key driver, but for tenants, primarily general needs tenants, this was ranked in third ahead of even
the quality of the home (chart 3.2).

The service charge value for money question also showed a bigger difference by age than the equivalent figure
for rent, with less than half of the under 50s claiming to be satisfied (see table 15.10). It was also lower than
average for those who did not receive housing benefit and/or have experienced financial difficulties paying their
rent and service charge (50% and 49% respectively), and lower still for those with an average weekly net income
of £300-£499 per month (43%).

Oddly, this was the only key question where there was a significant difference by ethnic background, with BME
tenants more satisfied than the majority of White British respondents (79% v 65%), but it is not clear exactly why
this was the case. It was also one of the few difference by gender, with men less satisfied than women (61% v
68%, see tables 15.11 and 15.13). By area, the wards of Castle (40%) and West Mersea (34%) were significantly
less satisfied than average.
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S. Rent and service charges

5.3 Service charge information (easeholders)

% Bases (descending) 285,282,281 | Excludes non respondents. % %
() ()

satisfied satisfied error  bench
2014 2010 margin  mark

Ease of understanding
the statement

+/-
s1An . @

1%

Information on how it

68 )
is calculated 1o .

Consultation when
the charge is set

so - <~ ©

5.8 ‘znd‘

fairly
dissatisfied

very . fairly very
.. e T
dissatisfied satisfied satisfied

hmark medi
A significantly better «{|» no significant difference VSignificantIy worse ®WC fraremedian

nchmark quartile

Leaseholders obviously have a different relationship with CBH, with the service charge being all that they pay.
Just over half of this group were satisfied that it represented value for money (56%), whilst almost a third were
dissatisfied (30%). Although this score appears low, it is actually quite good when set in the context of other
comparable landlords, and is in the first quartile compared to the HouseMark benchmark peer group.

In part this would be because when asked detailed questions on the information and consultation from CBH on
the services charges, these also compared very favourably against benchmark data (chart 5.3). Indeed, the vast
majority believed that the service charge statement was easy to understand (81%), with this score having
improved significantly since 2010. Similarly, almost three quarters were satisfied with the information on how the
charge was calculated (71%).

Exactly half of the leaseholder sample were satisfied with the manner in .
A difference between two

which they were consulted about the levels of the service charge, which was : :
groups is usually considered

in line with the score one might expect. With a large proportion ticking the

statistically significant if
middle point on the scale, this meant that around a fifth (22%) were actively chance could explain it only

dissatisfied. This rating was slightly higher for if leaseholders were aware of 5% of the time or less.

the leaseholder focus group (56% satisfied).
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o. INformation and involvement

of tenants felt CBH listened and
took their views into account

of tenants said CBH were good
at keeping them informed

Listening and acting upon views was a key driver of overall satisfaction for all survey respondents, but
particularly so for sheltered tenants and leaseholders (chart 3.4). It is therefore unfortunate that the proportion
of tenants who were satisfied with CBH's performance in this regard had gone down since 2010 (63% v 66%),
although not significantly so, in part because the proportion who were actually actively dissatisfied was
unchanged. As with many of the other survey scores it was mainly the tenants in general needs accommodation
where this pattern was evident, with the rating actually slightly higher than before for sheltered residents.
Similarly, tenants aged under 50 were far less satisfied than the over 50s (46% v 69%).

It should also be noted that tenants in the West Mersea ward were far
less satisfied than average that their views were listened to (36%), a

group that had significantly lower satisfaction with the condition of Previously the resident involvement
their homes (see section 4). guestion used different wording. It
also included a 'no opinion’ option,
For leaseholders the gap between the two years was wider still (35% v 500 e longer the case with
40%), although again across all five points of the scale the change STAR. Historic data has been
was not quite enough to be statistically significant. Out of the recalculated to remove this option,
but it may still have slightly
increased the proportion of ‘neither’
responses in 2014.

remainder around a third were neither satisfied not dissatisfied, which
meant that a further third of leaseholders gave a definite negative
answer (31%).




6. Information and involvement

6.1 Resident involvement enants)
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This reduction in satisfaction may in part be why listening to residents is such a strong key driver for
leaseholders, and why many more ranked this as one of their top service priorities when compared to tenants
(28% in the top three, chart 3.5). Another consideration is that CBH's result was only in the fourth quartile when
compared to other providers, giving yet more strength to the argument that this be a focus for improving
services to this group of customers.

One way leaseholders can be involved is through the leaseholder focus groups, and it is positive to note that
over half of this group were aware of them. Awareness of the focus groups reached 61% for those aged 50 and
over, but only 29% for the small proportion of under 35s in the sample. Increasing awareness further may indeed
be one strategy to help improve the rating for listening to customers as there was a relationship between the
two — 41% were satisfied amongst those who knew of the groups, 27% amongst those who did not.

Moving on to consider what tenants thought of the level of information provided by CBH, it was again the case
that the results were slightly, albeit not significantly, behind those achieved in 2010 (76% v 78% positive) and as
a consequence were also a few points below the benchmark target of 82%. The main difference in these results
was by age, with the results ranging from 66% for 35-49 year olds to 84% of the over 64s (table 15.10). There
were no area differences, or differences by any other demographic group.

However, the pattern was reversed for leaseholders as a greater proportion
of this group rated CBH as ‘good’ this year (70% v 63%), which also took the h |f

0 =9 g . . Over NAIT 5%
scores into the top quartile for the benchmark comparisons. This change
would have probably have been significant if the sample size was bigger, of leaseholders were aware

although the shift was almost entirely from ‘neither’ to ‘fairly good'. of the leaseholder

One thing that is clear is that CBH has become better in providing clear
information to leaseholders on their terms and conditions, as 78% were now
satisfied in this regard compared to 69% in 2010.

focus groups
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6. Information and involvement

6.3 Information tenants)
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6.5 Leaseholder information (easenholders)

% Bases (descending) 287,282,251 | Excludes non respondents. % %
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/. Customer service

of tenants satisfied with the
outcome of their last query

...much lower for leaseholders

When tenants were asked about their most recent experience of contacting CBH, it is encouraging to see that
satisfaction with the final outcome of their query was close to the benchmark score for other providers (72%
satisfied), having remained entirely unchanged since 2010. Furthermore, other than being higher than average
for the over 65s (76%) and/or those in sheltered housing (68%), there was no other significant age difference on
the outcome of the query.

Over three quarters of tenants (76%) were also satisfied with the ability of the staff to deal with their query,
although in this instance there was the pattern familiar from across a lot of the other survey results that the
score was a slightly below both the 2010 level, and the benchmark.

They were only small groups, but residents in Castle and West Mersea wards

Incoming calls are answered
by the Council's customer

were for some reason significantly less satisfied than average with the ability
of staff to help them (46% and 50% respectively), with the latter also service team, but at the time
significantly less likely to be satisfied with the outcome (36%). Conversely, the of the last survey were
ability of staff to help was especially highly rated by those tenants living in the | UEEl=eRaVAC I SE

St Anne’s ward (83%).
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7. Customer service

When considering how leaseholders answered these questions, it is
apparent that these scores had gone down by around 10%, and if the base 6 5 % ST
size in 2010 had been bigger it is very likely these would have been
statistically significant changes. Indeed, for both of the rating scales in this had made CO nta Ct
section the score was now a little lower than what would normally be

in the last year, as had

expected amongst other providers, whereas previously the results had been
well above the median. This is clearly an issue that CBH and the Council will 50% of

wish to attend to, with over half of leaseholders in the sample claiming to leaseholders

be dissatisfied with the outcome of their last query (51%). It is also possible
that the leaseholder’s experiences when making contact also influenced
their perception of how well CBH listens and acts upon residents’ views (section 6).

In terms of the way tenants and residents preferred to have contact with CBH, it was notable that
communication in writing and by telephone were equally valued (both around 50% for general needs tenants),
as surveys with other providers often reveal a strong preference for telephone. The exception to this pattern
were leaseholders, amongst whom communication in writing was the clear winner (72% v 41%).

7.2 Customer service - last contact (tenants)
% Bases (descending) 569,551 | Contact in last 12 months. Excludes non respondents.
% %
satisfied satisfied error  bench
2014 2010 margin  mark

Ability of staff t I -
bility of staff to dea 76 78 D
with the query ‘ :
. +/- @
7.3 Customer service - last contact teasenolders)
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satisfied satisfied error  bench
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58 g
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7. Customer service

7.3 Preferred methods of contact and being kept informed

% Base (descending) 560, 318, 291 | More than one answer allowed.

In writing

72

Telephone

Newsletter

Email

Visit to the office

Visit by staff

Text/ SMS

Open meetings

No answer
1 [ General needs
Other 0 [ sheltered
2 [ Leasehold
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7. Customer service

Unsurprisingly, sheltered tenants were more likely to express a preference

for staff visits (32%) or open meetings (15%). 4 6%
of

Leaseholders were also distinct in that a third were willing to use email, general needs used the

This obviously was a consequence of the different levels of internet INternet in tefas

. o/ ..
access amongst these groups (64%, 46% and 28% respectively). 3 months. 6% did so
less frequently

compared to only 14% of general needs and 9% of sheltered tenants.

Obviously email, and text message, were much more popular preferences
amongst the under 35s (30% and 21% respectively amongst tenants),

with 85% of this group regularly using the internet.

The majority of tenants aged 35-49 also used the internet regularly
(71%), but this dropped somewhat for the 50-64 year olds (49%) and 2/3
even further for those aged 65 or more (24%).

of leaseholders (64%) were

Of those tenants who did not use the internet regularly, lack of access .
frequent INtE€rNet users,

and lack of interest were deemed to be the two main reasons (50% and
38% respectively). A lack of confidence/skills was cited by one in six oe Were 28%
respondents, with cost (i.e. equipment and connection) being an issue for of sheltered
one in seven.

7.5 Reasons for not using the internet? (tenants)
% Base 262 | Do NOT use the internet

Do not have access to the internet
Do not want to use the internet
Lack of confidence/skills
Equipment costs too high
Connection costs too high

No free internet access near me
Privacy and security concerns
Physical disability

Other

No answer
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8. Repdairs and maintenance

: 6 % of tenants were satisfied

with repairs overall

...are the key drivers

The repairs and maintenance service is typically a major factor in any tenant survey, and is usually cited by

tenants as being the highest priority for improvement. CBH's residents are no different, with 78% of general

needs placing the repairs and maintenance service in their top three most important services (chart 3.5) and

repairs and maintenance emerging as the strongest key driver of overall satisfaction for this group (chart 3.4).

Although not quite as strong an effect, a similar pattern was also observed for sheltered tenants and

leaseholders.

As such it was positive to see that unlike many of the survey results, overall
satisfaction with the repairs and maintenance service amongst tenants
remained entirely unchanged. This meant that 77% of tenants were satisfied,
compared to 17% who were dissatisfied. However, the rating was below the
benchmark median score, being in the third quartile of the peer group. The
fact that overall satisfaction had been maintained was pleasing considering
the issues highlighted regarding timeliness and doing the job right first time
(see below).

However, it is entirely possible that some respondents’ last experience of the
repairs and maintenance service was some time ago, and this should be taken
into account when interpreting the overall satisfaction score for this service.
In addition, when considering their answer it is likely that respondents also

24

Previously the repairs
questions included a ‘no
opinion’ option, but this is no
longer the case with STAR.

Historic data has been
recorded accordingly, but it
may have slightly increased
the proportion of 'neither’
responses in 2014.
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8. Repairs and maintenance

8.1 Overall repairs satisfaction tenants)
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factor in their experience of cyclical maintenance and improvement work. Therefore, how recent users of the
repairs service rate their last competed repair is perhaps the best measure of how day to day response repairs
are performing. With that in mind it is positive to find more of the overall sample were satisfied with the
repairs service received on the last occasion (81%).

When the 84% of tenants who had used the service in the last twelve months were asked to provide further
detailed information about their experience it is encouraging to see that the vast majority of respondents were
satisfied with each aspect of the repairs and maintenance service (chart 8.6). In the majority of cases satisfaction
was within a point or two of the benchmark median, and in the case of the attitude of workers and managing

dirt and mess the score was in the first quartile (the latter despite a decrease since the exceptional score in
2010).

However, these results did uncover a problem with the timeliness of repairs in the last 12 months, with very
significant decreases in satisfaction for being told when workers would call, the speed of completion and the
time taken before work started. In particular, the last two of these had gone down by over ten percentage

points since 2010 (79% and 75% respectively), with both results being in the fourth quartile of comparable
landlords.

One way to shed further light on these results was to run a key driver analysis which identifies the detailed
rating statements that were the best predictors of satisfaction of an overall score. The result of this analysis is
shown in chart 8.4. Whilst this analysis reveals five key drivers, the top three are clearly more influential, and it
was notable that all three were about quality rather than timeliness per se, which may be why the poorer scores
for the time taken to do repairs had not affected overall satisfaction.
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8. Repairs and maintenance

Of these three key drivers, only the quality of the work had an equivalent score from 2010. The rating was
somewhat lower this year (84% v 87%), but not by enough for it to be statistically significant. The other
strongest drivers of satisfaction were new questions on workers doing the job that was expected (83%), and
completing it right first time (74%). Similarly, 68% of the sample felt their last repair was completed satisfactorily
on the first visit. This was a significantly lower result than in 2010 (73%).

Having the repair done right first time is commonly a key driver of satisfaction, and CBH's results were no
different from the norm, but it is nevertheless apparent that this is likely to be the most fruitful area where
improvements could be targeted in order to improve satisfaction generally, even though the speed of repairs
also requires attention.

Indeed, there was a big difference in the overall satisfaction scores between those who did and did not have the
repair completed to their satisfaction on the first visit (91% v 46%). Furthermore, the difference was even greater
depending upon whether respondents gave a positive or negative rating for the ‘right first time" question (96% v
25%).

It should be noted that when comparing the answers given by the different groups of tenants in the sample to
the overall rating for repairs and maintenance, there was the expected difference by age, with those aged 16 -
34 considerably less satisfied overall compared to those aged 65 or more (59% and 87% respectively). This
pattern was also evident across the detailed questions in this section. However, there were no other significant
differences by area or any other demographic group.

Leaseholders receive a very limited repairs service compared to tenants,
so the findings are not a direct comparison between stock type.
Nevertheless around half of this group were satisfied generally with the

84% of tenants

(8% of leaseholders)
had a repair in the
last year

repairs and maintenance service they received, a figure that was actually
slightly higher than it has been in 2010 (48% v 42%) and was also in line
with other providers. A further one in six were ambivalent in their
response which perhaps suggests a lack of recent experience with this
service, however, around a third were dissatisfied.

When respondents were asked in a little more detail about the different
types of repairs services they might receive, the results were very similar
to the overall score with over 40% being satisfied both with external

... and 680/0v

said the repair was

building repairs and maintenance and repairs to communal areas. When
compared to 2010 the rating for external repairs and maintenance had

gone up from 40% to 48%, although this was not a statistically significant
improvement due to the size of the sample. There appeared to be a
particular issue amongst leaseholders living in the Shrub End ward with
the standard of external building repairs and maintenance — only 37% of
this group were satisfied, and 46% were dissatisfied, including 20% who
were very dissatisfied.

26

completed satisfactorily

on the first visit
(73% in 2010)

140



8. Repairs and maintenance

8.3 Last repair (tenants)
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8.4 Key drivers - satisfaction with last repair tenants)

R Square = 0.828 | Note that values are standardised beta coefficients from a regression analysis.
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8. Repairs and maintenance

8.6 Last completed repair (tenants)
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9. Communal services

of tenants receiving the service satisfied
with internal commmunal cleaning

of tenants receiving the service satisfied
with window cleaning - up significantly

Not all residents received communal cleaning services, but those who did were asked how satisfied they were
with the cleaning of internal and external communal areas, in addition to communal window cleaning, As the
base sizes were somewhat lower than for many questions it was harder to detect detailed differences in these
scores by subgroup, but on a broader level two patterns were immediately obvious.

The first pattern was that the cleaning of communal areas, both internal and external, was generally satisfactory
for the majority of sheltered tenants (87% and 80% respectively). The satisfaction scores were also reasonable
for general needs tenants who received these services, although in both cases around 20% were dissatisfied,
with it also being important to remember that service charge value for money was particularly important for this
group (see section 5).However, leaseholders’ satisfaction for both internal and external communal cleaning was
far lower (56% and 43% respectively).

The second obvious pattern was that it is very clear that the communal window cleaning service had improved
markedly, albeit from a fairly low base. Indeed, the scores for both sheltered tenants (66%) and leaseholders
(41%) had gone up by 17%, with a 12% increase for general needs (now 44%).

The only two further details of note in these scores are that tenants aged 35-49 were less satisfied with internal
cleaning than other groups, older or younger (49% satisfied). For leaseholders, ward areas were too small for
analysis, but when extended out into neighbourhood zones, satisfaction with internal communal cleaning was
considerably higher than average (72%) in Zone 5 (encompassing Berechurch, East Donyland, Harbour and New
Town).
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9. Communal services
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10. Neighbourhood

%

People’s perceptions of their neighbourhood overall are typically one of the
more stable measures in tenant surveys, and so it was interesting to find a
significant change in this measure since 2010 with overall satisfaction
improving to 87% from 82% raising it above the benchmark average. This
improvement may be testament to the work the Council has been doing
through its neighbourhood zone teams (see sidebar). However, leaseholders
were less likely to have noticed any improvement with a more modest
increase in their score from 75% to 77% satisfied.

Sheltered tenants had always been very satisfied in this regard (95% in 2014,
93% in 2010), but it is important to remember that the neighbourhood as a
place to live ranked the fourth strongest predictor of overall satisfaction
amongst sheltered tenants (chart 3.4).

tenants satisfied with neighbourhood
significantly up since 2010

.. .are the most widespread problems

Colchester Borough Council
has transformed it services to
local communities by setting
up 7 neighbourhood zone

teams. With in depth
knowledge of their local
areas., working closely tithe
individuals and community
groups, the teams can better
meet the needs of local
communities.

Interestingly, unlike many of the other measures in the survey, the youngest tenants aged 16-34 were identical

to those aged 50-64 in what they felt about their neighbourhood, both groups being close to the average

value. In this case it was 35-49 year olds who were far less satisfied than average (76%, table 15.10).
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10. Neighbourhood

10.1 Neighbourhood overall (tenants)
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10. Neighbourhood

Whether a tenant has experienced anti-social behaviour will obviously impact upon how they view their
neighbourhood, but even so it is surprising how big an influence it has had on respondents in the sample.
Those who have reported ASB were significantly less satisfied than those who have not (65% v 89%).

Overall satisfaction with the neighbourhood was unsurprisingly higher in rural than in urban areas, with
Neighbourhood Zones 2 - 4 achieving satisfaction scores of over 90%. In contrast Zones 5-7 had below average
satisfaction, although due to the sample sizes this was only statistically significant for Zone 6 (83%, table 10.6).

Interestingly, the actual appearance of the neighbourhood was not as positively rated (74% satisfied), although
there was again a similar urban/rural split (72% v 80%).

Moving on to consider the various neighbourhood services that CBH and the council provide, it was interesting
to see that satisfaction with the grounds maintenance service amongst tenants stood at 75%, being a couple of
points higher than the 2010 score and in line with the comparative benchmark figure. This is particularly relevant
as this is paid for by the service charge, the value for money of which is a key driver of tenant satisfaction overall.
Amongst leaseholders this score had actually increased from 59% in 2010 to 70% in 2014, which in part explains
why value for money amongst this group was rated quite well relative to other providers (section 5).

Amongst tenants the urban/rural pattern of results was reversed when considering the grounds maintenance
service, in particular in Neighbourhood Zone 1 where only 60% of respondents responded positively to this
guestion (table 10.6). Conversely, satisfaction was higher than average in Neighbourhood Zone 4 (80%) and
Zone 6 (79%) and was significantly higher than average in two sub areas of these zones, Shrub End (85%) and St
Andrew’s (84%) respectively.

Levels of satisfaction with staff on the ground, either Community Housing Officers or Neighbourhood Wardens,
were quite similar, with just over half claiming to be satisfied (59% and 54% respectively), compared to 15-16%
who were dissatisfied. In both cases the remainder of respondents ticked the middle option, which most likely
indicates a lack of knowledge of, or engagement with, these staff members. Nevertheless, there had been a
significant increase in satisfaction with the Neighbourhood Wardens since 2010, moving up from 43% to 54%.
For both of these measures there was a degree of variation between geographic areas, but none of these
differences were statistically significant (see table 10.6).

Moving on to consider the specific problems that residents might be facing in their neighbourhoods, it is clear
to see three issues are more problematic than any other (chart 10.6). The most widespread problems were
rubbish or litter (58% problem), car parking (52%), and dog fouling/dog mess (50%), all being a major problem
for at least a fifth of tenants

However, just because an issue might be prevalent does was not necessarily mean it is a predictor of overall
satisfaction. Indeed, after conducting a key driver analysis five issues emerged (see chart 40.4). car parking and
dog mess do not appear on this list, with the top three key drivers of satisfaction with the neighbourhood being:

B Noisy neighbours (32%, problem)
B Rubbish or litter (52%, problem)

B Drug use or dealing (19%, problem)
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10. Neighbourhood

104 Key drivers - satisfaction with neighbourhood tenants)

R Square = 0.34 | Note that values are standardised beta coefficients from a regression analysis.
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A ‘key driver' analysis uses a
regression test to check which
other results in the survey are

best at predicting overall
satisfaction. For a more
detailed explanation of key
drivers please see Appendix A.
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10. Neighbourhood

Further analysis of neighbourhood issues were carried out by Zone with the results summarised in chart 10.7,
including an indication of which areas differed significantly from the norm. Some of the other analyses of note
include:

B Rubbish or litter is a significant problem within Zone 6, primarily because in St. Anne’s ward the figure
is higher (71% problems). Dog mess was also statistically higher than average in that ward (65%).

B In addition to being an obvious problem in the centre of Colchester, car parking was also a bigger
problem for those living in houses (60%) compared to flats (47%). This is typically because of larger
household sizes and higher levels of car ownership in houses compared to flats.

B Traffic noise was also a particular problem in the town centre (48%), in addition to being significantly
worse in the Stanway ward (36%)

B The higher than average problems with animals in Zone 5 is probably because of Harbour ward (44%
problem). Similarly, problems with disruptive children and young people were also significantly greater
in that ward (42%).

B Vandalism was considered a significantly greater problem in St Anne’s ward (32%), although the
difference was not quite significant for Zone 6. It was also high in Central Colchester in the Castle ward
(53%), but again not significantly so due to the sample size.

B Drugs use and dealing was a significant problem in Zone 6 (27%), being similarly high for both St
Andrew’s and St Anne’s wards. The problem was also rated worse, but not significantly so, in Zone 1
(26%). However, that zone includes West Mersea ward where the result was significantly different from
average (33%)

B Racial or other harassment was significantly more problematic for BME tenants (16%), although this
only equates to five respondents, two of whom said it was a major problem. Note also that the BME
survey population was younger than average and that 35-49 year olds generally were more likely to
rate harassment as a problem (13%), including the same proportion of White British tenants in the
sample.

Despite any of these issues that might be present in tenants’ neighbourhoods, it is nevertheless positive to see
that during the day the vast majority still felt safe in their local area (92%), compared to only 3% who felt unsafe.
Tenants aged 65 or over felt even more secure (95%), although the figure was a little lower for the under 35s
(85%), 6% of whom felt unsafe.

By night the majority still felt safe (73%), but in this instance almost a fifth claimed that they felt unsafe (19%),
including 26% of the under 50s and 14% of those aged 65 or more.

Unsurprisingly for both measures, they were strongly linked with experience of anti-social behaviour. Indeed,
19% of those who had experienced ASB felt unsafe in their neighbourhood during the day, whilst 33% felt
unsafe at night.

Safety both during the day and at night was rated significantly lower than average in Zone 6 (89% and 63%
respectively); with the latter score lower still in St Andrew’s ward (59%). This pattern was also evident amongst
leaseholders. Safety at night was also low in central Colchester (51%), but the base size there was small.
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10. Neighbourhood

10.6 Neighbourhood problems (tenants)
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10. Neighbourhood
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10. Neighbourhood

10.7 Problems by neighbourhood zone (tenants)
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11 ANti-social behaviour

of general needs tenants said they
had reported ASB

o
/’ satisfied with how it was handled

Dealing with anti-social behaviour (ASB) was quite important to certain groups of residents, with a fifth of
general needs tenants and a third of leaseholders listing this as one of the top three priority services they
received from CBH (chart 3.5).

Many of these will probably have experienced ASB themselves, with 9% of general needs tenants and 14% of
leaseholders claiming to have reported problems to CBH in the last 12 months, although this figure was much
smaller for sheltered accommodation (3%). This obviously varied a little by area, being more common in urban
rather than rural wards (9% v 4% amongst tenants).

However, it is very interesting that this does not tally precisely with CBH's own records, with only 3% of either of
these two groups having an ASB report actually logged in the last 12 months. Some of this may be explained by
respondents misremembering the timeframe, or which agency they spoke to, alternatively it may be there were
informal conversations with a CBH representative that were never turned into formal ASB reports (e.g.
mentioning concerns about vandalism to a repairs contractor).

Regardless of how they reported it, respondents were then asked about their experience when doing so. Due to
the small sample sizes when divided by stock type, the focus of this analysis is on tenants, as seen in chart 11.2.
At this point it should be noted by the reader that due to the complexities of dealing with ASB, questions that
ask how reports are handled typically receive lower ratings than many other questions in tenant surveys.
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11. Anti-social behaviour

However, it does appear that the when compared against benchmarks CBH's
results were below the comparative median values, appearing in either the

third or fourth quartile of scores. Other than the rating for the staff these The margin of error is the
figures were also below those achieved in 2010, although this variation was amount by which the quoted

within the margin of error due to low base sizes. figure might vary due to

chance. The margin gets
Three of the four scores received very similar ratings, with around 40%

smaller as the base size

satisfied with the support provided by staff, being kept up to date, and the increases. When comparing
way the complaint was dealt with overall. In comparison, almost half of two scores, remember that
respondents in every case were dissatisfied, including at least a quarter who each has its own independent

were ‘very' dissatisfied. They were also fairly consistent with the same results BET{E] GIF EET:

from leaseholders (see appendix D).

There are obviously limitations in what CBH can do in some cases, so it was always likely that the final outcome
of the ASB reported would be rated as less satisfactory than any other measure, with 31% of respondents
satisfied compared to 53% who were dissatisfied. Nevertheless two thirds of respondents would still be willing
to report ASB again in the future.

The scores above were calculated in the same way as they had been in 2010, and the benchmark comparisons
were also derived in a similar fashion, so the general message from both of those comparisons remains the
same. However, having additional data in 2014 means that the results could also be compared between
respondents who had an ASB report recorded officially on CBH's system, against those whose ASB complaint
was not formalised. The findings of this analysis are striking, and would suggest that for official ASB reports CBH
is performing at a far higher level than it otherwise appears. Indeed, each one of these ratings was at least 20%
higher for the former group, and 10% lower for the latter. In particular, for reports that were officially logged
70% of respondents were satisfied overall with how it was dealt with, compared to only 27% of the remaining

respondents.
111 Reported ASB to CBH in the last 12 months by stock type) I General needs
% Bases 560, 318, 291 [ sheltered
[ Leasehold
Yes - not Yes - not Yes - not
recorded recorded recorded
6 2 11
Yes - Yes -
recorded recorded Yes -
recorded
3 1 3

No/NR

No/NR
/ 97

91
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11. Anti-social behaviour

1.2 Anti-social behaviour service (tenants)
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12. Complaints

of tenants and residents were
aware of the process

of complainants satisfied with
how it was handled

Around a half of residents were aware of the formal complaints procedure with one in twenty tenants and one in
ten leaseholders claiming to have made a complaint. Despite these figures, however, it remains possible that
some of these complaints were not ‘formal’ in the sense meant in the question and may not align precisely
against CBH's own figures for formal complaints.

When those tenants who claimed to have made a complaint were asked overall how it was handled, only 40%
were satisfied compared to 43% who were dissatisfied. However, just as with ASB, the nature of this topic means
that it is hard to achieve high scores. Indeed, this rating was actually very much in line with what other providers
receive (median 41%). Satisfaction with the final outcome was rated lower still (29%), but obviously this would be
very dependent on whether or not a complaint was upheld.
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12. Complaints

o)
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13. FinanNcial advice and support

; 48 satisfied with financial
around 5 %

advice & support from CBH

of tenants had difficulties
paying bills in the last year

It is particularly important in the context of welfare benefit reforms that when tenants were asked to give their
views on the help and support services that CBH provide in order to help customers manage their tenancies, the
majority were satisfied with the support that they received on claiming housing and other welfare benefits (77%)
and the remainder were almost all equivocal.

The age of the respondents was again a differentiator, with satisfaction remaining fairly consistent at 67% for the
under 65s, albeit only 23% of those aged under 35 were very satisfied compared to 43% of the 50-64 year olds.
However, amongst those aged 65 or more the vast majority were satisfied (89%).

When the question is restricted to just those in receipt of housing benefit,
satisfaction increased to 84%, versus 43% of others. There was a big drop in

3 7% of tenants

and 16% leaseholders

the proportion claiming housing benefit when income levels reached £300-
399 per week, so it is perhaps unsurprising that this group were less
satisfied again (51%), a figure that was similar to that of leaseholders (48%). o . .
had difficulties paying
bills/payments

in the last year

Slightly fewer tenants were satisfied with the advice and support received
with managing their finances (74% satisfied), however, as a fifth of
respondents ticked the middle point on the scale, one can presume this was

most likely due to a lack of awareness that CBH provided services to offer
support in this regard.
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13. Financial advice and support

13.1 Financial advice and support from CBH (tenants)

% Base 653,641 | Excludes non respondents
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13.2 Experienced difficulties paying in last 12 months enants)

% Base 878| More than one answer allowed

Rent/ service charge 24
Fuel bills 20
Water charges 18

Loan payments 11

Other 10

The patterns of responses were similar to the previous question, but with smaller gap between housing benefit
claimants and others (80% v 60%). Again, the under 65s were all around 65% satisfied compared to 84% of the
over 65s, whilst the lowest rating by income was from those in the £300-£399 weekly bracket (51%). Only 26% of
leaseholders were satisfied in this regard, but this was because the majority ticked the middle point on the scale,
leaving 10% actively dissatisfied.

On both questions, tenants who had experienced financial difficulties in the last 12 months, i.e. the most likely to
use these services, were less satisfied than average (64% and 61% respectively), although the proportion who
were outright dissatisfied remained modest (14% and 12% respectively).

Over a third of tenants had recently experienced difficulties in making at least some of their payments (37%),
including a quarter who had struggled with their rent or service charges, and a fifth with fuel bills. There were
big differences by age, however, with 64% of those aged under 50 having experienced some difficulties,
compared to 43% aged 60-64 and only 18% of those aged 65+. Older tenants in sheltered housing were even
less likely to experience such problems (13%).

On the face of it, financial difficulties were equally prevalent regardless of whether or not the respondent
received housing benefit, however, when restricted to just the under 50s 60% of those in receipt of housing
benefit had experienced difficulties, compared to 46% of the remainder.

Far fewer leaseholders had experienced similar difficulties (16%), which included 8% who had struggled with fuel
costs and 5% with service charge payments.
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14. Sheltered housing

of sheltered tenants satisfied
with CBH's service overall

of sheltered tenants satisfied
with the service fromm CBH staff

As can be observed throughout the rest of the survey results, respondents living in sheltered accommodation
were typically the most satisfied group. It was therefore unsurprising that when asked to rate the specific
services that only they received, in each case the majority of respondents claimed to be satisfied, with the scores
generally being in line with the benchmark comparisons.

The highest rated service was the careline/emergency call system, with 94% satisfied compared to only 4% who
were dissatisfied, being slightly higher than the score one would typically expect (91% benchmark). Indeed, the
emergency call system was the second most commonly cited service priority amongst sheltered tenants, with
43% listing this in their top three, with this even appearing above the quality of the home (chart 3.4).

Support workers or scheme managers were also very important when

tenants were asked which services were the most important to them, being Since the previous survey

ranked just below the quality of the home in fourth position (32% said it was CBH has invested in
in their top three priorities (chart 3.4). Considering the importance to improvements to sheltered

respondents, it was therefore interesting to observe how satisfaction had housing schemes, but over
the same period they have

changed since 2010, as a consequence of changes to the service that have .
had to reduce staffing levels.

resulted in lower staff levels.
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13. Sheltered housing

141 Sheltered services
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Neither of these questions demonstrated a statistically significant change between the two years, not helped by
the relatively low base sizes, but it is nevertheless interesting that whilst satisfaction with the frequency of
contact had inevitably gone down from 87% to 82%, satisfaction with the overall service provided by the staff
had actually gone up (86% v 82%). Both ratings were, however, somewhat lower in the East Donyland (63% and
80% respectively) and Harbour wards (74%/69%). Interestingly, these two wards were also less likely than
average to be satisfied with the facilities at their scheme (67% and 75% respectively).

There was no question regarding satisfaction with the support plan in 2010, but in 2014 almost nine out of ten
sheltered tenants were satisfied with it (88%), which compared well against the scores from other providers.
Satisfaction with the support plan was even higher in Shrub End and Stanway (93%), but somewhat lower in
Harbour (80%) and Tiptree (69%).

Finally, the physical fabric of many of the schemes has received investment in the last few years, with good
ratings for the quality of the home (see section 4). The safety and security (93%) and ease of access (92%) were
similarly well rated. In fact, the safety and security was rated even higher by residents in Shrub End and Stanway
(98%), although ease of accessing all areas of the scheme was rated lower than average in Harbour ward (79%).
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10. Respondent profile

In addition to documenting the demographic profile of the sample, tables 15.10 to 15.13 in this section also
display the core survey questions according to the main property and equality groups. When considering these
tables it is important to bear in mind that some of the sub groups are small, so many observed differences may
simply be down to chance. To help navigate these results they have been subjected to statistical tests, with
those that can be confidently said to differ from the average score being highlighted in the tables.

15.1 ward

% Bases 878, 291 [ Tenants
[ Leaseholders

Berechurch | 78 | 80 | 2% | 89 |
Birch and Winstree
Castle Rural
Christ Church | 2 o2 [ o [ o |
Copford and West Stanway nn
Dedham and Langham
East Donyland

Fordham and Stour
Great Tey
Harbour | 74 | 84 | 23 | 79 |
Highwoods | 1 |13 | o | o |
xden 20 [ 2 [ o | o [
Marks Tey | 7 [ os | 2 | o7 | 5
Mile End | 21 | 24 | 2 | 07 |
New Town | 17 |19 | 5 | 17 |
Prettygate | 28 | 32 | 8 | 27 |
Pyefleet | 1 | 13 [ o | o |
Shrub End | 74 | 84 | 63 | 216 |
St. Andrew's | 189 | 215 | 96 | 33 |
St. Anne's | &7 | 99 | 4 | 14 |
St. John's | 4 Jos [ 3 [ 1 |
Stanway | 38 | 43 | 1 | 03 |
Tiptree | 4 | 39 | 8 | 27 |
West Bergholt & Eight Ash Green -n
West Mersea | 4 | 39 | 7 | 24 |
Wivenhoe Cross nnnn
Wivenhoe Quay
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15. Respondent profile

15.2 Neighbourhood zone B Tenants

% Bases 878, 291 [ Leaseholders

Total % Total %
Zone 1

15.3 Property type

% Bases 878, 291

34
20

0 0

Bungalow House Flat

15.3 Property size

% Bases 878, 291

None 1 bed 2 bed 3 bed 4 bed

15.4 Tenant stock type

% Base 878 | This is weighted to match the population profile

General

Sheltered needs
10 90
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15. Respondent profile

15.5 Lead age I Tenants

% Bases 878, 291 [ Leaseholders

23 23
20

16-24 25-34 35-44 45-54 55-59 60-64 65-74 75-84 85+  Norecord

15.5 Lead gender

% Bases 878, 291

Female

64 Female

Male

Male 16

36

Yes
14
No No
64 86
15.7 Ethnic background

% Bases 878, 291 | See Appendices D and E for full breakdowns by ethnic background

15.6 Disability in household

% Bases 878, 291

White K No
British n;);vn
91
No
known
3 White
BME BME British
6 3 52
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15. Respondent profile

15.8 Total weekly net income [ Tenants
% Bases 878, 291 [ Leaseholders

33

20 21

50
0.5- 0.2 -

Up to £100 - £200 - £300 - £400 - £500 - £600 - £700 - £1,000+ No
£99 £199 £299 £399 £499 £599 £699 £999 answer

15.9 In receipt of housing benefit tenants)
% Base 878
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15. Respondent profile

15.10 Core questions by lead age group (tenants)

15.11 Core questions by lead gender (tenants)

52

Sample size

Service overall

Quality of home

Rent value for money

Service charge value for money
Listen to views and act upon them
Keep residents informed

Final outcome of query

Repairs & maintenance service
Last completed repair

Neighbourhood as a place to live

Sample size

Service overall

Quality of home

Rent value for money

Service charge value for money
Listen to views and act upon them

Keep residents informed

Final outcome of query

Repairs & maintenance service
Last completed repair

Neighbourhood as a place to live

Significantly worse than average  Significantly better than average
(95% confidence*)

* See appendix A for further information on statistical tests and confidence levels

(95% confidence*)

Overall

878

63

76

70

87

Overall

878

83

81

80

66

63

76

70

77

81

87

% positive

% positive

Male

Female
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15. Respondent profile

Sample size

Service overall

Quality of home

Rent value for money

Service charge value for money
Listen to views and act upon them
Keep residents informed

Final outcome of query

Repairs & maintenance service
Last completed repair

Neighbourhood as a place to live

Sample size

Service overall

Quality of home

Rent value for money

Service charge value for money
Listen to views and act upon them
Keep residents informed

Final outcome of query

Repairs & maintenance service

Last completed repair

Neighbourhood as a place to live

Significantly worse than average Significantly better than average

(95% confidence*)

(95% confidence?*)

Overall

878

83

81

80

66

63

76

70

77

81

87

15.12 Core questions by disability (tenants)

% positive

Disability | ic2pility

No

15.13 Core questions by ethnic background (tenants)

% positive

White
British

* See appendix A for further information on statistical tests and confidence levels

BME
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Appendix A Methodology & data analysis

Questionnaire

The questionnaire was based on the new HouseMark STAR survey methodology, with the most appropriate

questions for Colchester Borough Homes being selected by them from the STAR questionnaire templates.

The questionnaire was designed to be as clear and legible as possible to make it easy to complete, with
options available for large print versions or completion in alternative languages. Postal versions of the

questionnaires were printed in colour A4 booklets.

Fieldwork

The survey was carried out between January and February 2014. Paper self completion questionnaires were

distributed to a randomly selected sample of 1,500 general needs households, all 614 sheltered households as

well as a full census of leaseholders (983 households). This was followed by a reminder where a new

guestionnaire was sent to every non respondent. A free prize draw was used to encourage the response rate.

The survey was also available for completion online for all tenants and leaseholders, including those who were

not part of the initial sample. Internet completions comprised 6% of the leaseholder sample, 4% of general

needs tenants and 2% of sheltered.

34

s
a

Resident P/\J—V\ ~ ‘
Satisfaction
(;éz’é“,:gg' Colch-st-r Survey 201% ;
T, .

Complete this survey and you’ll be entered into a prize draw to win up to £200.

As part of our commitment to listening to the views of our residents, Colchester Borough Council has asked ARP Research to carry
out this survey on our behalf. The aim of the survey is to find out how satisfied you are with your home and the services you receive
from Colchester Borough Homes, the counci's Arms Length Management Organisation. This important information will be used to
heip improve these services in future.

We would like to assure you that all your answers will be treated in the strictest confidence, and used for research purposes only. This
means that the overall results will be published, but it will not be possible for any person or address to be identified from the survey
findings.

it won't take long to complete the survey. Don't worry about taking 100 long on each question, as your immediate answer is fine.

Tnis cansuliation is being camied out an behalf of Calchester Borough Counci by ARP Research. Anytiing you fel us is compieisly sonfidental and wil bs anly be used ascarding 1o the Daia
Protection Act and the arkst Research Society Code of Gondust

Resident

Satisfaction P/\J—l/\ : :
Survey 2014h [ )

L S

Housing and services
11 Taking everything into account, how satisfied or dissatisfied are you with the service provided by Colchester Borough Homes?
Very Fairly Fairly
satisfied satisfied Neither dissatisfied dissatisfied
(e] [e] (¢] (e] [e]
17 How satisfied or dissatisfied are you:
Very Fairly Fairly Very
satisfed  satisfied Neither  dissatisfied  dissatisfied  applicable

With the overall quality of your home (e} (e} o [e) o) (@)
With the overall condition of your home e} e} o le) lo] e}
That your rent provides value for money (@) (@} (e} (o] (@) (@)
That your service charge provides value for money

(i applicable) o o o o o o
3 Which of the following services would you consider to be the 1o 1111+ priorities?

(0] Keeping you informed () Value for money for your rent (and senice charges)

(] The overall quality of your home () Support and advice on claiming welfare benefits and paying rent
[ Listening to your views and acting upon them (] The emergency call system (sheltered only)

(] Repairs and maintenance (7] Your support worker/scheme manager (sheltered only)

(7] Dealing with anti-social behaviour (7] Your support plan (sheltered only)

(7] Your neighbourhood as a place to live
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Appendix A. Methodology and data analysis

Response rate

The sampling relied on the stipulation for HouseMark STAR that the different stock types were treated
separately, and that the minimum achieved sample requirements are for a margin of error of +/- 3% at the 95%
confidence level for populations over 10,000, +/- 4% at the 95% confidence level for populations between 1000
and 10,000, and +/- 5% for populations under 1000. It is accepted by HouseMark that for small populations
the minimum figures are unachievable, as they would require very high response rates.

Population Min STAR Min STAR Returns ~ Sample error ~ Sample Response
size error margin returns achieved margin size rate
General needs housing 5,392 +/- 4% 540 560 +/-39 1,500 37%
Sheltered housing 614 +/- 5% 237 318 +/-3.8 614 52%
All tenants 6,006 +/- 4% 546 878 +/-3.1 2,114 42%
Leaseholders 983 +/- 5% 276 291 +/-5.0 983 30%

Weighting

In order to make sure the sample was as representative of the overall profile of tenants it was necessary to
weight the combined tenant data by stock type. Otherwise, both tenants and leaseholder datasets were
considered broadly representative by property type, area etc.

Data presentation

Readers should take care when considering percentage results from some of the sub groups within the main
sample, as the base figures may sometimes be small. Due to rounding some graphs may not add up to 100%.
Some historic results may not match those previously published due to changes in the new STAR survey
methodology compared to the previous STATUS approach. In any instance where this is occurs, the previous
results have been recalculated to match the current method. This recalculation typically involves the removal of
'no opinion’ or ‘can’t remember’ responses from the final figures, a technique known as ‘re-basing’.

Error Margins

Error margins for the sample overall, and for individual questions, are the amount by which a result might vary
due to chance. The error margins in the results are quoted at the standard 95% level, and are determined by
the sample size and the distribution of scores. For the sake of simplicity, error margins for historic data are not
included, but can typically be assumed to be at least as big as those for the 2014 data. When comparing two
sets of scores, it is important to remember that error margins will apply independently to each.

Tests of statistical significance

When two sets of survey data are compared to one another (e.g. between different years, or demographic sub
groups), the observed differences are typically tested for statistical significance. Differences that are significant
can be said, with a high degree of confidence, to be real variations that are unlikely to be due to chance. Any
differences that are not significant may still be real, especially when a number of different questions all
demonstrate the same pattern, but this cannot be stated with statistical confidence and may just be due to
chance.
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Appendix A. Methodology and data analysis

Unless otherwise stated, all statistically significant differences are reported at the 95% confidence level. Tests
used were the Wilcoxon-Mann-Whitney test (rating scales), Fischer Exact Probability test (small samples) and
the Pearson Chi Square test (larger samples) as appropriate for the data being examined. These calculations
rely on a number of factors such as the base figure and the level of variance, both within and between sample
groups, thereby taking into account more than just the simple difference between the headline percentage
scores. This means that some results are reported as significant despite being superficially similar to others that
are not. Conversely, some seemingly notable differences in two sets of headline scores are not enough to
signal a significant change in the underlying pattern across all points in the scale. For example:

B Two satisfaction ratings might have the same or similar total satisfaction score, but be quite
different when one considers the detailed results for the proportion very satisfied versus fairly
satisfied.

B There may also be a change in the proportions who were very or fairly dissatisfied, or ticked the
middle point in the scale, which is not apparent from the headline score.

B In rare cases there are complex changes across the scale that are difficult to categorise e.g. in a
single question one might simultaneously observe a disappointing shift from very to fairly satisfied,
at the same time as their being a welcome shift from very dissatisfied to neither.

B If the results included a relatively small number of people then the error margins are bigger. This
means that the combined error margins for the two ratings being compared might be bigger than
the observed difference between them.

Key driver analysis

“Key driver analyses” are based on a linear regression model. This is used to investigate the relationship
between the overall scores and their various components. The charts illustrate the relative contribution of each
item to the overall rating; items which do not reach statistical significance are omitted. The figures on the
vertical axis show the standardised beta coefficients from the regression analysis, which vary in absolute size
depending on the number of questionnaire items entered into the analysis. The quoted R Square value shows
how much of the observed variance is explained by the key driver model e.g. a value of 0.5 shows that the
model explains half of the total variation in the overall score.

Benchmarking

The core STAR questions are benchmarked against the HouseMark STAR database, with the benchmarking
group being selected by Colchester Borough Homes from non -metropolitan ALMOs who had completed a
STAR survey in the last 3 years for tenants, and all proviers for leaseholders. For the overall satisfaction score
this included 12 ALMOs for tenants, and 20 ALMOs, Council and HAs for leaseholders. HouseMark benchmark
scores are supplemented for the remaining questions with benchmark data from ARP Research clients who
have carried out surveys in the last 3 years using the STAR questionnaires. The group selection has been
verified against the core HouseMark data to ensure that both benchmark groups are closely matched on their
scores across those 7 questions. This supplementary group included 13 organisations for tenants, and 8 for
leaseholders.
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AppeNndix B. Example questionnaire - tenants

The same questionnaire was

used for both general needs
and sheltered tenants
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Appendix B. Example questionnaire - tenants

%

N
a

Colchester
Borough Colchester
Homes ===

1 |
Resident Satisfaction Survey 2014

This survey is very important to us, and is your chance to tell us what you think about your home and the
services that Colchester Borough Homes provides.

We will use the results to help us plan service improvements.

The survey is being carried out on our behalf by ARP research. Anything that you say on the survey is
confidential; it will be used to look at the overall trends in customer satisfaction.

If you'd prefer to complete the survey online, please visit www.arpsurveys.co.uk/cbh and login using your
personal code: /9999

For surveys completed and returned by the closing date your personal code will be entered into a prize
draw to win up to £200! Only ARP Research will ever know your code.

Return by:

Tuesday
28th January

Housing and services

7  Taking everything into account, how satisfied or dissatisfied are you with the tick one only M
service provided by Colchester Borough Homes?
Very Fairly Fairly Very
satisfied satisfied Neither dissatisfied dissatisfied

O O O O O

(07 How satisfied or dissatisfied are you: tick one per row

Very Fairly Fairly Very Not
satisfied  satisfied ~ Neither dissatisfied dissatisfied applicable

a. With the overall quality of
your home OJ O O O O @)

b. With the overall condition of
your home O O O O O @)

¢. That your rent provides value
for money O OJ O OJ O @)

d. That your service charge provides
value for money (if applicable) O O O O O O

£200:.. 2x£50

Free Prize Draw! Oste | MR,
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Appendix B. Example questionnaire - tenants

Q3 Which of the following services would you consider to be the top three priorities? tick up to three
MMM

Keeping you informed (] Value for money for your rent
(and service charges)

[ ] Support and advice on claiming welfare
benefits and paying rent

The overall quality of your home

Listening to your views and acting upon them

Repairs and maintenance (] The emergency call system*

Dealing with anti-social behaviour [ Your support worker/scheme manager*

(] Your support plan*

ODO0oggdg

Your neighbourhood as a place to live )
* sheltered housing only

Information and resident involvement

Q4 How satisfied or dissatisfied are you that CBH listens to your views and acts tick one only M
upon them?
Very Fairly Fairly Very
satisfied satisfied Neither dissatisfied dissatisfied

) [ [J [ 0

Q5 How good or poor do you feel CBH is at keeping you informed about things that tick one only M
might affect you as a resident?

Very good Fairly good Neither Fairly poor Very poor

[ [ [ [ [

Contacting us

Q6 Have you contacted CBH in the last 12 months with a query (other than to pay tick one only M1
your rent or service charges)?

(] Yes gotoQ7 § (] No gotoQ8 =p
Q7 How satisfied or dissatisfied were you with the following? tick one per row
Very Fairly Fairly Very
satisfied  satisfied  Neither dissatisfied dissatisfied
a. The ability of staff to deal with your
query quickly and efficiently D D D D D

b. The final outcome of your query () (] (] (] (]

60
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Appendix B. Example questionnaire - tenants

Q8 Which of the following methods of being kept informed and getting in
touch with us do you prefer ?

tick all that apply
MOOMM

(] Email (] Visit to your home by staff
[j Telephone D Open meetings

[] Text/sMs [ ] Newsletter

[ ] Inwriting (] Other (write in)

(] visit to the office [

Q9 When did you last use the internet? (including by pc, laptop, tablet, phone, console, TV etc.)

(] Within the last 3 months goto Q11 =y
(] Between3 monthsandayearago gotoQ10 §
D More than 1 year ago goto Q10 ‘
[ ] Neverused it gotoQ10 §

Q10 Why have you not used the internet recently?

Do not have access to the internet

Equipment costs too high (] Lack of confidence / skills
Connection costs (e.g. broadband) too high [ ] Other (write in)

tick one only ¥

tick all that apply
MOOMM

(] Privacy and security concerns
Do not want to use the internet (] Physical disability

Doodd

No free internet access near me [

Repairs and maintenance

Q11 Generally, how satisfied or dissatisfied are you with the way CBH deals with

repairs and maintenance?

Very Fairly Fairly

satisfied satisfied Neither dissatisfied dissatisfied

[ [ [J [

Q12 Have you had any repairs to your home in the last 12 months?

Very

O

tick one only ¥

tick one only

(] Yes gotoQ13 §
[ ] No gotoQ14 =
[ ] Can'tremember gotoQ14 ==p
Q13 Was the repair completed to your satisfaction on the first visit? tick one only 4
(] Yes (] No (] can’t remember
3
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Appendix B. Example questionnaire - tenants

Q14 Thinking about the last repair completed, how satisfied or dissatisfied were

you with the following?

a. Being told when workers would call
b. Being able to make an appointment
c. Time taken before work started

d. The speed of completion of the work
e. The attitude of workers

f. The overall quality of work

g. Keeping dirt and mess to a minimum

h. The repair being done ‘right first time

Very

satisfied

i. The workers doing the job you expected

j. The repairs service you received on this

occasion

Your neighbourhoo

Q15 How satisfied or dissatisfied are you with the following?

a. Your neighbourhood as a place to
live

b. Your Community Housing Officer

c. The overall appearance of your
neighbourhood

d. The grounds maintenance, such as
grass cutting, in your area

e. The Neighbourhood Warden
service provided by CBH

d

Very
satisfied

0

O 0 00

O

o000 ggogdd

Fairly
satisfied

[

O 0 0 0

Fairly
satisfied

]

000000000

Neither

0

O 0O o

Neither

L]

0000000

Fairly

tick one per row 1

Fairly Very
dissatisfied  dissatisfied

[ [

00000 ogg g
O 0000 0g g

tick one per row 1

Very Don't know

dissatisfied dissatisfied /NA

L

O 0 0 0

L

O 0 0O 0
O 0 0 0O
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Appendix B. Example questionnaire - tenants

Q16 If you live in a flat with a communal entrance, how satisfied or dissatisfied
are you with the cleaning of the following?

Very Fairly Fairly

tick one per row

Very Not

satisfied  satisfied  Neither dissatisfied dissatisfied applicable

a. Internal communal areas (] (] () (]
b. External communal areas D [:] E] D
c.  Communal window cleaning (] (] ) (]

Q17 To what extent are the following a problem in your neighbourhood?

Major Minor
problem problem

a. Car parking

b. Rubbish or litter

c.  Noisy neighbours

d. Dog fouling / dog mess

e. Other problems with pets and animals
f.  Disruptive children / teenagers
g. Racial or other harassment

h. Drunk or rowdy behaviour

i. Vandalism and graffiti

j.  People damaging your property
k. Drug use or dealing

. Abandoned or burnt out vehicles

m. Other crime

OOoO0000o00o000ond
OOo000o00o0odogonod

n. Noise from traffic

Q18 How satisfied or dissatisfied do you feel about your safety in your local
neighbourhood?
Very Fairly Fairly

0 O
O
0 O

tick one per row

Not a
problem

OOo0000o00o00ond

tick one per row

Very Not

satisfied  satisfied ~ Neither dissatisfied dissatisfied applicable

a. During the day [:] D D D
b. Atnight ) O ) J

0 O
0 O
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Anti-social behaviour

Q19 Have you reported anti-social behaviour to CBH in the last 12 months? tick one only M1
(] Yes gotoQ20 § [ ] No gotoQ22™y
Q20 How satisfied or dissatisfied are you with the following aspects of the anti- tick one per row ¥

social behaviour service?

Very Fairly Fairly Very
satisfied satisfied Neither  dissatisfied dissatisfied

a.How well you were kept up to date with
what was happening throughout the case D D [:] [:] [:]

b.The support provided by staff

c. The way your anti-social behaviour
complaint was dealt with overall

OO0 O
OO0 O
OO0 O

d.The final outcome of your anti-social
behaviour complaint

OO o
O 0O 0

Q21 How willing would you be to report any anti-social behaviour to CBH in the future? tick one only 4

Very willing Fairly willing Neither Fairly reluctant Very reluctant

[ [ [ [ L

Complaints

Q22 Are you aware that CBH has a formal complaints procedure? tick one only M
(] Yes gotoQ23 (] No  gotoQ25 =»
Q23 Have you made a complaint to CBH in the last 12 months? tick one only ¥
(] Yes gotoQ24 (] No  gotoQ25 =p
Q24 How satisfied or dissatisfied are you with the following? tick one per row ¥
Very Fairly Fairly Very
satisfied satisfied Neither  dissatisfied dissatisfied
a.The way your complaint was handled b
cen Y P Y O [ [ [ [

b.The final outcome of your complaint () (] (] (] (]
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Appendix B. Example questionnaire - tenants

Financial advice and support

Q25 Thinking about your rent, how satisfied or dissatisfied are you with the
advice and support you receive from CBH with the following?

Very Fairly Fairly

tick one per row M

Very Not

satisfied  satisfied  Neither dissatisfied dissatisfied applicable

a. Claiming housing benefit and other
welfare benefits [ [ OJ J

b. Managing your finances and paying
rent and service charges [ [ [ [

0 O
0 O

Q26 Which group represents you (and your partner’s) total net income after deductions for income tax

and national insurance? If unsure, please estimate.

Weekly Annually tick one only
[ ] Upto£99 or  Lessthan £5,199
D £100-£199 or  £5,200-£10,399
[:] £200-£299 or  £10,400-£15,599
[:] £300-£399 or  £15,600-£20,799
[:] £400-£499 or  £20,800-£25,999
D £500-£599 or  £26,000-£31,199
D £600-£699 or  £31,200-£36,399
[j £700-£999 or  £36,400-£51,999
[:] £1,000 or more or £52,000 or more
Q27 Have you experienced financial difficulties in paying any of the following tick all that apply
bills/payments in the last 12 months? MOOMM
(] Rent/service charge
(] Fuelbills
(] Water charges
(] Loan payments
(] Other
(] Have not experienced financial difficulties
7
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Appendix B. Example questionnaire - tenants

Sheltered housing

(022 Do you live in sheltered housing? tick one only M

(] Yes gotoQ29. [] No finish "

(029 Thinking about where you live, how satisfied or dissatisfied are you with the tick one per row M
following?

Very Fairly Fairly Very Not
satisfied  satisfied ~ Neither dissatisfied dissatisfied applicable

a. Your support plan |:] |:| |:| D |:| O

b. The frequency of contact with CBH
staff who provide support O O O O O

c. The overall service provided b
CBH staff P Y D D D D D O

e BB B0 B o
e. The safety & security of your home | | J J J O O
f. yH:L\l/: ﬁg?%/eitai; c}?scaffecrisg all areas of 0 0 0 0 0 O
g. The facilities at your scheme J O O dJ O O

Thank you for taking part!

Please return in the enclosed freepost envelope for your chance to win £200!
Freepost RTAL-XLZZ-CYAR, ARP Research, Data Solutions Centre, SHEFFIELD, S95 1AF

Colchester Borough Homes
PO Box 7888, Colchester, Essex, CO3 3YB

T: 01206 506706
E: info@cbhomes.org.uk

R

Follow us on Twitter [} @ColBoroughHomes

W: www.cbhomes.org.uk ¢ AB
& S0,

Colchester dia Panel
Colchester . _ o2 3 'y
Homegs Find us on Facebook €3 ColBoroughHomes / APPROVED & &
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Appendix C. Example questionnaire - leaseholders

%

Colchester

=
a

Colchester
Borough — .
Homes e

Leaseholder Satisfaction Survey 2014

This survey is very important to us, and is your chance to tell us what you think about the services that
Colchester Borough Homes provides.

We will use the results to help us plan service improvements.

The survey is being carried out on our behalf by ARP research. Anything that you say on the survey is
confidential; it will be used to look at the overall trends in customer satisfaction.

If you'd prefer to complete the survey online, please visit www.arpsurveys.co.uk/cbh and login using your
personal code: (9999

For surveys completed and returned by the closing date your personal code will be entered into a prize
draw to win up to £200! Only ARP Research will ever know your code.

Return by:

Tuesday
28th January

Services overall

(7 Taking everything into account, how satisfied or dissatisfied are you with the tick one only
service provided by Colchester Borough Homes?
Very Fairly Fairly Very
satisfied satisfied Neither dissatisfied dissatisfied

O O O O O

()2 Which of the following services would you consider to be the top three priorities? ~ tick up tOBtIhErIE;I

Keeping you informed

The overall quality of your leasehold property

Listening to your views and acting upon them

External and communal repairs and maintenance

Dealing with anti-social behaviour

The neighbourhood around your leasehold property as a place to live

Value for money for your service charges

0ooo0o00o0o

Support and advice on claiming welfare benefits and paying service charges

3rd prizes

; £200:.. 2x£50
[ ]

Free Prize Draw

£100 5.
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Appendix C. Example questionnaire - leaseholders

Q3 How satisfied or dissatisfied are you with the overall quality of your leasehold tick one only M1
property?
Very Fairly Fairly Very
satisfied satisfied Neither dissatisfied dissatisfied

[ [ [ [ 0

Service charges

Q4 How satisfied or dissatisfied are you that your service charges provide value tick one only ¥
for money?
Very Fairly Fairly Very
satisfied satisfied Neither dissatisfied dissatisfied

[ [ [J [ 0

Q5 How satisfied or dissatisfied are you with the following: tick one per row 1

Very Fairly Fairly Very
satisfied satisfied Neither  dissatisfied dissatisfied

a.The consultation you receive when CBH D D D D D

sets the service charges

b.How easy it is to understand your service
charge statement OJ O] O ) ]

c.The information about how your service
charges are calculated [ [ [ [] J

Information and resident involvement

Q6 How satisfied or dissatisfied are you that CBH listens to your views and acts tick one only ¥
upon them?
Very Fairly Fairly Very
satisfied satisfied Neither dissatisfied dissatisfied

) [ [J [ 0

Q7 Are you aware that CBH has a leaseholder focus group? tick one only M

(] Yes (] No

70
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Appendix C. Example questionnaire - leaseholders

Q8 How good or poor do you feel CBH is at keeping you informed about things that tick one only M
might affect you as a leaseholder?

Very good Fairly good Neither Fairly poor Very poor

) [ [ [ [

Q9 Thinking about the information and advice you receive from CBH about being  tick one per row I
a leaseholder, how satisfied or dissatisfied are you with the following?

Very Fairly Fairly Very
satisfied satisfied Neither  dissatisfied dissatisfied

a. Your obligations under the terms and 0 (] (] [] []

conditions of your lease

b. The CBH website as a source of useful
information D D D D D

c. The Leaseholder Annual Newsletter () (] (] (] (]

Contacting us

Q10 Have you contacted CBH in the last 12 months with a query (other than to pay tick one only M1
your service charges)?
(] Yes gotoQ11 § (] No gotoQ12™y
Q11 How satisfied or dissatisfied were you with the following? tick one per row M
Very Fairly Fairly Very
satisfied  satisfied  Neither dissatisfied dissatisfied
a. The ability of staff to deal with your
query quickly and efficiently [ [ [ [ [

b. The final outcome of your query [:] [:] [:] [:] [:]

Q12 Which of the following methods of being kept informed and getting in tick all that apply
touch with us do you prefer ? VOOVM
(] Email (] Visit to your home by staff
[ ] Telephone [ ] Open meetings
(] Text/SMS (] Newsletter
(] Inwriting (] Other (write in)
(] Visit to the office [
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Appendix C. Example questionnaire - leaseholders

Q13 When did you last use the internet? (including by pc, laptop, tablet, phone, console, TV etc.)  tick one only 1

(] Within the last 3 months gotoQ15 =y
[ ] Between3 monthsandayearago  gotoQ74 ‘
[j More than 1 year ago goto Q14 ‘
[ ] Neverusedit goto Q14 ‘
Q14 Why have you not used the internet recently? tick all that apply
MOOMA
Do not have access to the internet (] Privacy and security concerns
Do not want to use the internet (] Physical disability
Equipment costs too high (] Lack of confidence / skills

Connection costs (e.g. broadband) too high [ ] Other (write in)

Doood

No free internet access near me [

Repairs, maintenance and cleaning

Q15 Generally, how satisfied or dissatisfied are you with the way CBH deals with tick one only M
repairs and maintenance?

Very Fairly Fairly Very
satisfied satisfied Neither dissatisfied dissatisfied

[ [ L [ L

Q16 Thinking about your leasehold property, how satisfied or dissatisfied are you tick one per row 1
with the following?

Very Fairly Fairly Very
satisfied satisfied Neither  dissatisfied dissatisfied
a. External building repairs and
maintenance [:] D D [:] D

b. Repairs to communal areas () (] ] (] (]

Q17 If your leasehold property has a communal entrance, how satisfied or tick one per row
dissatisfied are you with the cleaning of the following?

Very Fairly Fairly Very Not
satisfied  satisfied ~ Neither dissatisfied dissatisfied applicable

a. Internal communal areas [:] [:] D [:] [:] O

o o o o 0 O
c. Communal window cleaning (] (] (] ) ) O

b. External communal areas

72 186



Appendix C. Example questionnaire - leaseholders

The neighbourhood

Q18 How satisfied or dissatisfied are you with the following aspects of the

neighbourhood around your leasehold property?

Very

satisfied

a. The neighbourhood as a place to
live

b. The overall appearance of the
neighbourhood

c. The grounds maintenance, such as
grass cutting, in the area

d. The Neighbourhood Warden
service provided by CBH

]

[
[
[

Fairly
satisfied

]

[
[
[

Neither

[

L
)
L

Fairly

tick one per row M

Very

dissatisfied dissatisfied

]

[
[
[

Q19 To what extent are the following a problem in the neighbourhood around

your leasehold property?

a. Car parking
b. Rubbish or litter
c.  Noisy neighbours

d. Dog fouling / dog mess

e. Other problems with pets and animals

f.  Disruptive children / teenagers

g. Racial or other harassment
Drunk or rowdy behaviour

i. Vandalism and graffiti

j.  People damaging your property

k. Drug use or dealing

. Abandoned or burnt out vehicles

m. Other crime

n. Noise from traffic

Major
problem

OO0000000o000onod

Minor
problem

OOoO000000o00onod

]

[
[
[

O
O

Don't know
/NA

tick one per row 1

Not a
problem

OOoO0000o00o00onDd
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Appendix C. Example questionnaire - leaseholders

Q20 How satisfied or dissatisfied do you feel about your safety in the tick one per row ¥
neighbourhood around your leasehold property?

Very Fairly Fairly Very Not
satisfied  satisfied ~ Neither dissatisfied dissatisfied applicable

a. During the day D D D D D O
b. Atnight ) O ] ) ) O

Anti-social behaviour

Q21 Have you reported anti-social behaviour to CBH in the last 12 months? tick one only M
(] Yes gotoQ22 § (] No  gotoQ24=p
Q22 How satisfied or dissatisfied are you with the following aspects of the anti- tick one per row

social behaviour service?
Very Fairly Fairly Very
satisfied satisfied Neither  dissatisfied dissatisfied

a.How well you were kept up to date with
what was happening throughout the case U U 0 L L

b.The support provided by staff () (] (] (] (]
c. The way your anti-social behaviour

complaint was dealt with overall 0 L L [ L
d.The final outcome of your anti-social 0 (] (] 0 0

behaviour complaint

Q23 How willing would you be to report any anti-social behaviour to CBH in the future? tick one only [/J

Very willing Fairly willing Neither Fairly reluctant Very reluctant

[ ) ) [ )
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Appendix C. Example questionnaire - leaseholders

Complaints

Q24 Are you aware that CBH has a formal complaints procedure? tick one only M
(] Yes gotoQ25 [] No gotoQ27 ™»

Q25 Have you made a complaint to CBH in the last 12 months? tick one only ¥
(] Yes gotoQ26 (] No gotoQ27 ™y

Q26 How satisfied or dissatisfied are you with the following? tick one per row ¥

Very Fairly Fairly Very
satisfied satisfied Neither  dissatisfied dissatisfied
a.The way your complaint was handled by

CBH 0 [ [ [] ]

b.The final outcome of your complaint () (] (] (] (]

Financial advice and support

Q27 Which group represents you (and your partner's) total net income after deductions for income tax
and national insurance? If unsure, please estimate.

Weekly Annually tick one only
(] Upto£99 or  Lessthan £5,199
(] £100-£199 or  £5200-£10,399
(] £200-£299 or  £10,400-£15,599
(] £300-£399 or  £15,600-£20,799
(] £400-£499 or  £20,800-£25,999
(] £500-£599 or  £26,000-£31,199
(] £600-£699 or  £31,200-£36,399
(] £700-£999 or  £36,400-£51,999
E] £1,000 or more or £52,000 or more
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Appendix C. Example questionnaire - leaseholders

(022 Have you experienced financial difficulties in paying any of the following tick all that apply
bills/payments in the last 12 months? MOOMMA

Mortgage
Service charges
Fuel bills
Water charges
Loan payments
Other

0o0o0ooog

Have not experienced financial difficulties

(029 Thinking about your service charge, how satisfied or dissatisfied are you tick one per row M
with the advice and support you receive from CBH with the following?

Very Fairly Fairly Very Not
satisfied  satisfied ~ Neither dissatisfied dissatisfied applicable
a. Managing your finances and paying
services charges O O O O O O

b. Advice and claiming welfare

benefits D D D D D O

Thank you for taking part!

Please return in the enclosed freepost envelope for your chance to win £200!
Freepost RTAL-XLZZ-CYAR, ARP Research, Data Solutions Centre, SHEFFIELD, S95 1AF

Colchester Borough Homes
PO Box 7888, Colchester, Essex, CO3 3YB

T: 01206 506706
E: info@cbhomes.org.uk
W: www.cbhomes.org.uk

Colchester

ia Panel = &
Colchester . _ Media 3 oyg
Homegs Find us on Facebook 3 ColBoroughHomes / APPROVED| = G

R

Follow us on Twitter | *} @ColBoroughHomes
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(t) 0844 272 6004

(W) www.arp-research.co.uk

ARP Research Ltd
1 Dickenson Court, Sheffield, S35 2ZS

Registered in England and Wales, No. 07342249,




REPORT TO COLCHESTER BOROUGH HOMES BOARD

DATE: 22 February 2016
TIME: 5.30pm
VENUE: Room 1, Rowan House

AGENDA ITEM: 13.

SUBJECT: Tenant and Leaseholder Consultative Committee (TLCC) —

Scrutiny Report on Pre-Tenancy Workshops

REPORT BY: Members of the TLCC

(Officer supporting) Mell Robinson

Resident Involvement & Enabling Team Leader
& (01206) 282461

“B mell.robinson@cbhomes.org.uk

FOR INFORMATION

1

1.1

2.1

3.1

4.1

Purpose

To inform the Board about the TLCC’s second scrutiny topic investigations,
findings and recommendations. We looked at all of the Key Performance
Indicators and decide to focus on KPI 3.1 — Number of Applicants Attending
Pre-Tenancy Workshops.

Introduction

The reason for selecting KPI 3.1 was that on reviewing the KPI report dated
2013/14 this indicator was failing to reach its target of 40 attendees per year.
However during the time we have been reviewing the topic we are pleased to
learn that the outcome of the target was actually exceeded.

Scope of Review

The review examines what the benefits are of CBH running Pre-tenancy
workshops and if they achieve a reduction in evictions of people under 25
years old.

Methodology

The TLCC undertook the following activities to enable its investigations of this
topic:

a) Document review. We reviewed the following documents to evidence and
see the application of KPI 3.1
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5.1

b)

c)

d)

f)

)] KPI dashboard 2013/14 and 2014/15
i) Performance summary
i) Questions

By email. The TLCC sent questions to Gill Lewis, Tenancy Support Team
Leader (see Appendix 1) and Nevina Williams, Acting Tenancy Support
Team Leader

Attendance by four of the TLCC members on 31 March 2015 at a Pre-
tenancy workshop held at the Youth Enquiry Service offices with 17 young
people participating

Face-to-face interviews. Four members of the TLCC met several
participants at the Pre-Tenancy Workshop (see questions at Appendix 2)
Research with other organisations already carrying out Pre-Tenancy
Workshops including Golden Gate Housing Trust; Stockport Homes;
Wolverhampton Homes and Stratford and Rural Homes

Took part in two Scrutiny Review Workshops with independent TPAS
Senior Associate Sam Goodwin, on 16 January 2015 and 30 March 2015.

Main findings of the scrutiny investigation

During our research of the documentation and from feedback received from
guestions, research, workshops and face-to-face interviews, the following
findings were made.

a)

b)

f)
9)
h)

From the documentation researched it would appear that CBH has
achieved its target of 40 people attending a pre-tenancy workshop over 12
months.

There are just three agencies/organisations involved with the content of
the Pre-Tenancy workshops and these are CBC; YES and Essex Fire
Service. Whilst we would like to see more external agencies involved —
such as representation from the police — we can understand why this
might not be possible within the two-hour workshop length - see
recommendations (6.1i).

Participants are found via various supported housing providers and
promoting the workshops at the quarterly network meetings; through YES
and via the CBH Housing Options Team referrals.

Workshop dates are set throughout the year, but currently not on a regular
basis.

All new tenants — under the age of 25 — are referred for support at the
beginning of their tenancy with CBH — at the sign-up.

Literacy and/or language issues are identified before attendance at the
workshops.

Capacity to provide a similar workshop for over-25 year olds is being
investigated with CBH supporting other agencies.

The current scheme does not cost very much to run at the moment other
than staff time to deliver.

The content of the workshops has developed over time — to meet the
needs of the people attending and in response to their attention span and
interest.
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7.1

b)
c)

d)

f)

g)

h)

)

J) Research has been undertaken with other housing providers that already
delivered this type of workshop before CBH designed its own. We noted
that Wolverhampton Homes deliver this workshop to every potential tenant
— regardless of age.

Recommendations

Limit the number of participants at each workshop to enable a better focus —
we suggest no more than ten people.

Run the workshop once a month.

Produce a leaflet setting out the benefits of attending a workshop to help
market the event and encourage take up.

Produce a leaflet or pack of useful tips on sustaining a tenancy to hand to
participants at the end of each workshop.

Continue to reward participants and encourage them to take part in the
workshop by making their housing application on Gateway to Homechoice,
active.

Support Beacon House in creating a Pre-tenancy workshop aimed at
vulnerable people between the ages of 25 and 40.

We fully support the idea of creating a promotional film showing the journey of
a young person that has been possibly through the workshop and moved into
their own tenancy and suggest an application to the Community Budget
Group be written to fund it.

Offer individual support - as a follow-up to the workshop - to enable
appropriate and successful bidding.

We believe that the content of the workshop does not go far enough in
highlighting the pitfalls new tenants can fall into. The TLCC strongly suggest
you expand the workshop to include CBH ASB team and/or a representative
from Essex Police and a representative of MIND highlighting the dangers of
ASB affecting mental health and we would like to see more debt advice.
These additions could be added at the expense of not having the fire service
attend and you could add their health and safety information as part of the
pack handed out at the end of the workshop.

Consider extending the length of the workshop to accommodate more of the
agencies we have recommended.

Comments from Acting Tenancy Support Team Leader on the findings

Findings

Agree with this finding. Total 2014-15 67 attendees and from April —
December 2015 41 attendees

The idea of the workshop is to promote and inform on independent living and
sustaining of tenancies. This is not an area of work for the Police. We are
currently in the process of including Colne Housing and Catch22.

Agree with this finding

Disagree. Workshop dates are set bimonthly throughout the year and held
regardless of number in attendance.

Agree with this finding.

If these issues have been identified, they are supported during the session by
a support worker from the relevant housing provider.
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9)
h)
)
)

8.1

d)
f)
g)
h)
i)
)

9.1

10

10.1

11

111

We completed a pilot workshop in partnership with Beacon House.
Attendance was poor and we have no future plans to pursue this due to
current workloads.

Agree with this finding.

Agree that the workshops have developed and have been adapted to
customer requirement.

Agree housing providers have different priority and available resources.

Comments from Acting Tenancy Support Team Leader on the proposed
recommendations

Recommendations

On average we receive approximately 15 applications per workshop, of which
10-11 attend. As there are three sessions running simultaneously we find four
to five people a manageable group.

Owing to numbers we found this has not been necessary but should this
become an issue we would require additional resources.

Flyers are provided to promote dates, times and location. We are not
required to market the workshops as attendance is mandatory. Failure to
attend results in suspension in bidding for permanent accommodation.

We agree with this statement and work will commence on this in 2016

This is current practice; giving a voucher makes no difference to attendance.
See 7.1g.

We agree with this statement.

Support is provided through their housing provider and CBC customer
services.

See 7.1b.

See 7.1b.

Conclusion

The members of the TLCC would like to congratulate the CBH Tenancy
Support Team on their achievements in exceeding their performance target
for attendance at Pre-tenancy workshops over the last two years. We would
welcome information on the number of evictions categorised by age and for
an impact assessment of the Pre-tenancy workshops to prove they have
made a difference by preventing evictions of tenants under 25 years old that
have gone through the workshop.

Financial Implications

It appears there are very few actual costs from our investigation — other than
staff time to deliver the courses. However, for the workshops to become more
detailed and/or more frequent, current staff resources would not be able to
cope.

HR Implications

None
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12 Legal Implications

12.1 The Homes and Communities Agency published the Tenant Involvement and
Empowerment Standard in April 2012. Whilst Local Authorities are excluded
from the Financial Standards, CBH chooses to comply with the Consumer
Standards. The required outcomes include: Customer Service, Choice and
Complaints, Involvement and Empowerment and Understanding and
responding to the diverse needs of tenants. More information on the
standards is available on the following page:
www.gov.uk/government/uploads/system/uploads/attachment_data/file/42
2709/Tenant | and E_Standard 2015.pdf

13 Health & Safety Implications

13.1 None identified.

14 Equality & Diversity Implications

14.1 We would like to see an Equality Impact Assessment for the workshops, and
a collection of data against the nine protected characteristics of participants
and then new tenancies granted to under-25 year olds and evictions.

15 Residents at the Heart

15.1 Scrutiny provides CBH with valuable feedback and the tenants’ perspective
on topics that have a direct impact on existing tenant’s lives.

197


http://www.gov.uk/government/uploads/system/uploads/attachment_data/file/422709/Tenant_I_and_E_Standard_2015.pdf
http://www.gov.uk/government/uploads/system/uploads/attachment_data/file/422709/Tenant_I_and_E_Standard_2015.pdf

ITEM 13. Appendix 1
Questions asked of Tenancy Support Team Leader

1 We noticed that the Fire Service and CBC were involved in the content of the
workshops — do any other agencies or statutory bodies also contribute to the
content of the workshops?

How is the scheme promoted?

How do you make contact?

Who do you make contact with?

Where do the young people come from?

How do you follow up after the workshops to provide support?

~N o o~ WD

What support is there for vulnerable people to attend pre-tenant workshops?
E.g. mental health, literacy problems, language issues?

8 How would you identify vulnerable participants?

9 How many vulnerable people over 25 years old are seeking CBH tenancies?
10 How much does the scheme cost?

11 Where does the funding come from?

12 Do you think the workshops are value for money?

13 Who decides the content of the workshops?

Supplemental questions asked of the Acting Tenancy Support Team Leader

14 What does the invitation say and what are the details given to participants?

15 What is the average time between attending a Pre-tenancy workshop and
successfully obtaining a tenancy?

16 Has the review of the workshops — outcomes and content - taken place and if
so please send us the report — or if the review has not taken place when will
it?

17 Is there a recommendation for the future funding of this project?

18 We would like to see the report (mentioned by Gill Lewis in her reply to the

first set of questions) about responses from previous applicants.
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ITEM 13. Appendix 2

Questions asked of the participants of a pre-tenancy workshop held on 31 March
2015

Are the workshops proving helpful?

The responses were that they were helpful, but the trainers needed to provide
a bit more information
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REPORT TO COLCHESTER BOROUGH HOMES BOARD

DATE: 22 February 2016
TIME: 5.30pm
VENUE: Rowan House

AGENDA ITEM: 14.

SUBJECT: Finance Assurance Report

REPORT BY: Michael Hadjimichael, Director of Resources

@& (01206) 507815
“® michael.hadjimichael@cbhomes.org.uk

FOR INFORMATION

1.

11

2.1

3.1

3.2

4.1

Purpose of Report

To provide the Board with a high-level statement of the financial position at 31
December 2015.

Recommendations

That the Board:

¢ Notes the financial position as at 31 December 2015.
Background

The Management Fee Budgets are managed with a risk-based approach and a
high level of monitoring of 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 Financial Position as at 31 December 2015
Set out below is the actual expenditure on the operating budget and a forecast
of the 31 March 2016 outturn. This outturn forecast is the current estimate;

meetings are scheduled with the Budget Managers to firm up robust outturn
positions.
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Expenditure

to 31 Projected

Budget December | Forecastto | variance at

2015-16 15 31 Mar 16 31 Mar 16

(£000) (E£000) (E000) (£000)

Management Fee - HRA 8,282 5,891 8,182 -100

Management Fee - GF 1,216 895 1,276 60
Other Budgets

Delegated Budgets 2,722 1,111 2,557 -165

Corp Facilities Budget 678 527 678 0

Capital (CBC and CBH) 11,724 10,191 11,724 0

Revenue/other 1,581 1,358 1,581 0

The key reasons for variances are as follows:

Management Fee

There have been a number of vacant posts that have been hard to fill, which have
led to an underspend to date on the salaries budget. In addition, some top of grade
staff have left to be replaced by new staff on the lower end of the grade. By the
year end this is estimated to be in the region of approximately £100,000. Property
Services is also anticipating an underspend through vacant posts and lower than
budgeted expenditure on professional fees. It is anticipated that this will be ring-
fenced to support Market Supplement payments in 2016-17 and any future
liabilities which will come to fruition in 2016-17 - and also to support any future
shortfalls in the funding of the Corporate Facilities Management Team.

The general fund management fee is forecasting an overspend of £60k which is as
a result of the Corporate Facilities Management Team where the budget given by
CBC is £50k less than actual cost. This overspend will be supported by trading
activity reported under the confidential section of todays’ meeting.

Expenditure to the end of December is £537,000 below the profiled budget
expected for year to date. This is still an area of concern. DMT have asked to
monitor progress carefully, with CBC being kept informed over the coming months.

Expenditure to the end of December is £527,000 and is in line with the profiled

4.2
4.3

Delegated Budgets
4.4

Corp Facilities Budget
4.5

budget.

Capital — all capital works
4.4

Expenditure to the end of December is £10,191,000 and is in line with the profiled
budget which is anticipated to be fully committed by January 2016 to ensure all
programmes are completed by year end.
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4.5

5.1

5.2

5.3

5.4

6.1

7.1

8.1

Revenue CBC Contracts
Expenditure to the end of December is £1,358,000 in line with the profiled budget.

2015-16 Carry Forwards

A number of projects intended to be funded in 2014-15 were carried forward into
2015-16 following approval by F&A Committee.

In total they amount to:-

CBH budgets — £244,000
Delegated CBC budgets - £384,000

A recent review of progress shows that the majority of projects from both budgets
have now either been completed, or are committed.

The remainder will be closely monitored to ensure expenditure is completed within
2015-16.

Financial Implications

These are incorporated in the body of the report.

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.
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REPORT TO COLCHESTER BOROUGH HOMES BOARD

DATE: 22 February 2016
TIME: 5.30 pm
VENUE: Room 1, Rowan House

AGENDA ITEM: 15.

SUBJECT: Performance Assurance Report

REPORT BY: Karen Loweman, Director of Housing

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

FOR INFORMATION

1.

11

2.1

3.1

3.2

3.3

Purpose of Report

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

Recommendations

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

Background

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

The Operations Committee reviews the suite of KPIs at each meeting, and
requests more detail where performance is below target. KPIs are shown as
‘green’, ‘amber’ or ‘red’ against the performance target:

e ‘Green’ means the project is on target to succeed.

e ‘Amber’ means the project has a problem but action is being taken to resolve
this OR a potential problem has been identified and no action is being taken at
this time but it is being carefully monitored.

e ‘Red’ means the project requires remedial action to achieve objectives.

This report gives assurance to the Board that any areas of concern are being
monitored and addressed.
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3.4

3.5

4.1

4.2

5.1

5.2

5.3

5.4

5.5

5.6

The Operations Committee reviewed the KPIs for Quarter 3 at its meeting on
Thursday 11 February.

Members of the Operations Committee attended a presentation from HouseMark
on 2 February 2016, which provided further information in respect of performance
outcomes and costs of services when compared to other Social housing
providers. A copy of the presentation from HouseMark is available to Board
members on request.

Performance Monitoring — 2015/16 Quarter 2 (to end of September 2015)

Of 18 KPIs monitored, 14 are green, three are amber and one red against agreed
target.

Below are details of the KPIs that are not green and what measures are being
taken to improve performance.

Number of households in Bed and Breakfast accommodation (RED)

Our aim is to reduce the use of B & B accommodation to zero. Where a statutory
duty to assess a person who is homeless arises we have duty to provide interim
or temporary accommaodation pending further enquiries. Wherever possible we will
use supported temporary accommodation which is available for this purpose.
Where there is no suitable accommodation available, Bed and Breakfast is used
as an alternative.

The number of households placed in B & B accommodation has increased during
Q3 to 25 households at the end of December. This is disappointing following
improvements in the second quarter.

The increase in placements to B & B accommodation has been as a result of an
increase in homeless presentations from families being evicted at short notice
from private rented accommodation.

With limited suitable accommodation in Colchester, a number of placements have
been to neighbouring Local authorities in Ipswich and Clacton. At the end of
December, 14 of the 25 households in B&B were accommodated outside of
Colchester.

Weekly meetings are continuing to support households to move out of temporary
accommodation to reduce the reliance on B & B. Wherever possible, the team
prevents homelessness and plans temporary accommodation requirement to
reduce emergency placements.

No young person presenting as homeless under the age of 18 is placed in B&B,

any family accommodated in B&B will be more suitably accommodated within six
weeks.
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6.1

6.2

6.3

6.4

7.1

7.2

8.1

8.2

9.1

10.

10.1

11.

111

Average time taken to re-let empty general needs properties (AMBER)

The time taken to re-let an empty property is measured from the date the tenancy
ends until the date a new tenancy starts. We aim to re-let properties within 17
days, which includes the time for repairs, advertising, shortlisting and letting.

The average time taken to re-let empty homes has varied over the three quarters
(Q117.43; Q2 18.44; Q3 17.43) cumulating in a year to date average of 17.46
days based on 267 properties which have been re-let in the period.

A void improvement project reviews performance each month to ensure good
communication and considers practical ways to improve performance.

The anticipated outcome, for this indicator, assuming the continuing average
number of empty properties and re-let period each month, is expected to be 17.5
days at year end.

Percentage of non-decent homes - (AMBER)

The number of homes requiring improvement to the decent homes standard is
measured as a baseline at the start of the year. During the year works are
scheduled to complete the programme by the end of March.

At the end of December, of 5,984 homes 362 were recorded as not meeting the
Decent homes standard. Remedial works are programmed which we expect to be
complete by year end.

Former Tenant Arrears (AMBER)

A service level contract is in place with CBC to collect former tenant arrears. The
agreed target for collection is 1.20% of the annual rent debit.

The performance varies as new debt is created as tenancies end, and collection
rates vary and can be delayed with debt collection agencies. At the end of
December the debt outstanding on 433 accounts was £353,813 — achieving an
outcome of 1.21%, a little above the target set. Activity on the accounts is
ongoing and it is expected that this indicator will achieve its target by year end.
Financial Implications

Performance for the year has been within budget expectation.

HR Implications

Staff resources are sufficient to deliver the required level of service.

Equality and Diversity Implications

Performance monitoring supports CBH to ensure that services are delivered in a
fair and accessible way.
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12. Residents at the Heart

12.1 The Tenant and Leaseholder Consultative Committee and focus groups review
standards and KPIs.

10. Appendix

10.1 Appendix 1 — Performance slides showing non-green KPIs.
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Borough
Homes

Item 15. Appendix 1

Performance Summary Information
December 2015

Benchmark performance comparisons are with 33 housing providers
in the HouseMark East of England group 2014/15 (as at January 2016)
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Comment: We have been affected by an unprecedented number of people being served private-sector bailiffs
warrants over the last 8 weeks issued from the high Court. These warrants are exceptionally fast and have made it
difficult for us to react to and find alternative accommaodation.
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Average days to relet General Needs properties

CBH overall target

17 days

RAG

CBH cumulative overall outcome

17.46 days YTD

CBH repair target

15 days

CBH cumulative repair outcome

12.07 days YTD

Benchmark performance comparison (overall days)

N/A — no equivalent HouseMark benchmark

Comment: 2 evictions where clearance, storage and specialist clean required due to condition of properties.
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Non-Decent Council homes

CBH target 0% (5-year target) RAG

CBH outcome 6.05%

Benchmark performance comparison Upper quartile 0%

Comment: Of the 5984 stock, there are 362 Non Decent Homes.
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Average call waiting time

CBH target

25 seconds

RAG

CBH outcome

15 seconds

Benchmark performance comparison

Upper quartile 7.4 seconds

been resolved.

Comment: These are provisional figures due to an issue with Mitel and are subject to change once the issue has
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Former tenant arrears
(% of annual rent debit)

CBH target

1.20%

RAG

CBH outcome

1.21%

Benchmark performance comparison

Upper quartile = 0.53%

Comment: Value written off: £232,825.82 No of FTA accounts: 433  Debt outstanding £353,812.83
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Minutes of the Finance & Audit Committee Meeting

Held at 4.30 pm on Tuesday 15 December 2015
In Room 1, Rowan House

Present: In Attendance:

Nigel Chapman (Chair) Michael Hadjimichael (MH)

Geoff Foster Mark Wright (MW)

Julie Parker Sarah Johnson (SJ)

Glenn Houchell Alan Woodhead (AW) (Mazars)

11

2.1

2.2

3.1

3.2

4.1

4.2

4.3

Chris Bews (CB)
Owen Howell (OH) (Minutes)

Apologies for absence

Apologies were received from Mike Lilley

Minutes of the meeting held 6 October 2015 and Matters Arising
Regarding the action concerning 8.5 (involving the Anti-Corruption and Money
Laundering Policy and the Maazars e-learning module), it was agreed that it

would be worthwhile giving access to this to Board Members for their information.

The minutes were approved as an accurate record and the Chair agreed to sign.

Appointment of a Vice Chair for the F&A Committee

Glenn Houchell confirmed that he was willing to continue to serve as Vice Chair.
There were no rival candidates nominated.

Glenn Houchell was confirmed as Vice Chair of Committee unopposed
Internal Audit Update

AW presented the report and ran through the highlights. He confirmed that there
was one audit ongoing, with three new audits due to commence in January. The
plan is on course to be completed by the end of the current financial year.

AW clarified that KPIs from the Corporate Facilities contract were not brought to
Board Committees as this was done through the SLA with CBC. The over-all KPI
is monitored (to ensure that all facilities are surveyed and maintained to the RICS
Standard. The Corporate Facilities contract is separate to the rest of the works
carried out by CBH. CBC hold the budget, request works and pay for the works
that are carried out.

Regarding the Total Mobile system, Mark expanded on this to explain that this
had not yet been rolled out to the Technical Support Team yet. This is because
of difficulties in linking between Capita and E-Proc. A revised target date is being
awaited, but it has been confirmed that this will be within the financial year.
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4.4

4.5

4.6

5.1

5.2

5.3

6.1

6.2

6.3

Regarding responsive repairs, it was confirmed that these formed part of CBH'’s
core business, rather than part of our work on Corporate Facilities.

Regarding the Risk Management entry under 2013/14, this will be taken up by
Mazars as part of the risk management work that they undertake. Mazars will
then report back on this.

MH took questions concerning Capita and confirmed that tests had been
successful and that they were expecting to be able to go live with Customer
Services in advance of the March 2016 target.

Terms of Reference Annual Review

OH introduced the item and reminded Members that the Board had asked the
Business Opportunities Panel to make recommendations to all Committees
regarding making amendments to their respective Terms of Reference. It was
explained that F&A Committee had two decisions to make:
o Whether to endorse or reject the Business Opportunities Panel’s
recommendations as to amending the Terms of Reference for F&A
o Whether to propose any amendments of their own regarding the Committee’s
Terms of Reference

Approval was given for the Business Opportunities Panel’s recommendation to
explicitly include ‘trading activity’ as one of the areas of financial activity over
which F&A Committee has oversight (shown in 3.1(b) of the Terms of Ref.).

There being no further amendments identified as being needed, the change
recommended by the Business Opportunities Panel was accepted and the
amended Terms of Reference accepted to be put to Board for approval.

Strategic Risk Register

MH presented the item and explained that he had taken on Board feedback from
the Committee to tailor his presentation of the Register. He asked if Members
were comfortable with the mitigating actions identified by DMT and if any further
actions could be identified.

MH stressed the need to monitor directions of travel (regarding risks), rather than
just their current levels.

The risks regarding the Housing and Planning Bill (the ‘Bill’) were discussed. MH
agreed that a great deal of work must go into identifying mitigating actions, even
though details of the Bill (and possible follow-up secondary legislation) were as
yet unknown. MW expanded to say that the Operational Risk Registers were
under review on a quarterly basis, with the Strategic Risk Register now being
considered as part of these reviews. MW agreed that more work was needed,
and that CBH was proceeding with the expectation that the Bill would be given
final approval on April 17", 2016. At this point we will be able to have more clarity
and certainty in our approach to updating the Strategic Risk Register and
identifying mitigating actions. Mitigating actions can then be made more specific
and targeted.
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6.4

6.5

6.6

7.1

7.2

7.3

7.4

8.1

8.2

8.3

Concerns were raised as to whether the Government’s actions concerning social
housing would lead to difficulties in recruitment and retention in the sector. MH
advised to wait and evaluate evidence on this potential problem. There is a
potential risk here, but MH cautioned that previous changes have not depressed
recruitment and retention and that there are still many people working within the
sector who see their jobs as vocational ones. The need for taking on best
practice from our peers was stressed.

It was noted that risks 6, 7 and 8 are all political in nature.

It was also noted that best practice recommended keeping the number of
strategic risks to a minimum and removing any which did not constitute a
significant risk. Attention was drawn to risk 3 (Data Security). A list of mitigating
actions had been put in place since it was added to the Strategic Risk Register
with most now having been completed. In light of this, and the positive ICO
report, it was suggested and agreed that this be removed from this register (but
be kept on Operational Registers and will continue to be monitored).. Action:
MH to remove point 3 ‘Breach of Data Security from the Strategic Risk Register.

ICT priorities report
CB presented his report to Committee and asked for Committee’s questions.

The production of an IT strategy was discussed. CB confirmed that he and MH
were working on this. Previously, CBH had been incorporated within CBC's IT
Strategy, but a separate strategy was now required for CBH, owing to the
branching out of the organisation and its resulting changing needs.

MH confirmed that the Strategy will be ready for presentation at the next F&A
Meeting (8 March 2016).

Committee asked for confirmation that we have an ‘Acceptable Use’ Policy and
whether it would be referenced in the IT Strategy. CB confirmed that there was
such a Policy — MH and MW explained that all staff had to sign up to it.

CBH Budget 2016/17 report and presentation

MH gave a presentation on this item, including a PowerPoint slideshow to refresh
Committee on the key points of the Budget and detail some of the challenges
faced by CBH. A copy of this PowerPoint is included with these minutes and
hardcopies are available for Board Members on request.

MH revisited questions from the Finance Assurance Paper at the December
Board Meeting and clarified the accounting principles with regards to HRA and
General Fund activities, and how trading activity complements this.. Committee
was given assurance that accounting principles and legislation were adhered to.

Committee expressed the importance of monitoring the time and resources spent
on commercial trading as opposed to core service provision.
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8.4

8.5

8.6

8.7

8.8

8.9

8.10

8.11

8.12

8.13

8.14

8.15

Any trading activity taken on will come to Committee and Board. MH agreed that
it would have to be discussed within the Confidential section of meetings.

MH showed how CBH had managed to bring about over £500k of savings in the
2016/17 Budget (compared to the business plan), without harming service
provision. This was a substantial achievement, but would not be able to be
achieved again without serious damage to core services. MH also explained that
any future increases in work for CBC would not be able to be paid for out of the
existing Management Fee, and that positive variations on the Fee would be
needed in order to accommodate such extra work.

Calculating the reductions in the Management Fee, it was stated that the Fee
had been reduced by 6%.

MH explained that DMT were now reviewing a consolidated financial position on
a monthly basis and were set to be more proactive in their forecasting.

Committee considered ways to communicate the pressures on CBH, especially
to tenants. MH confirmed that the TLCC were aware of the situation and had
been briefed. MW also raised the article on this issue which had been included in
Housing News and Views.

A discussion on the reserves position followed, with one-off initiatives to be paid
for out of reserves took place.

After the issue of carry-forwards was raised, MH confirmed that every effort was
being made to avoid these, where possible. Any potential carry-forward would
have to be signed-off by him before it is allowed to go ahead.

Committee noted that the presence of healthy reserves would give assurance to
potential partners and clients as to our stability.

The potential impact of 2016’s CBC elections was raised. It was agreed that
nobody knew what was likely to happen, either regarding the CBC
representatives on the CBH Board or regarding the make-up and leadership of
CBC. It was stressed that the only approach to take was to do everything
possible to advertise the good work done by CBH as an organisation.

The question of CBH'’s premises was raised, with MW confirming that several of
our office leases were soon to reach their ‘break points.” MH covered the work
being done on this issue as part of the ‘Agile Working’ Project and the
investigation into what type of office/s we required.

SJ explained that in the table at 3.3 of the report, ‘Other misc income’ referred to
small items of income such as bank interest, commission from insurance policies
and any other work done for CBC outside of the Management Fee.

Committee Members requested a separate line to show income from commercial

trading. MH agreed and explained that he was considering how best to record
this income separately from the figures relating to the Management Fee.
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8.16

8.17

8.18

8.19

9a.

9.1

9.2

9.3

9.4

9.5

Regarding the large projected increase in budget for ‘Payments to Third
Parties/Subcontractors listed on page 60, MW explained that this owed to
changes in the way contracts were constructed this year, eg voids contracts held
by the local authority and are with contractors with companies other than CBH.
There have also been increases on the Revenue side, such as the re-instated
painting programme. SJ expanded on this to say that the amount of work is not
necessarily changing, but that much subcontracted work in 2015/16 was going
through CBC'’s books rather than our own. This is being re-arranged so that the
future contracts will be handled through CBH’s books.

Committee was reminded that it used to receive a summary on the number of
invoices outstanding after 30 days and 90 days, but that they agreed not to have
this. Instead, any items of concern would be reported to Committee.

Regarding the projected decrease in spending on transport, this was explained
by SJ as owing to a renegotiated contract with our fuel supplier and to savings
being made on the fleet contract.

Committee gave their recommendation that Board approve the Budget for
2016/17.

Standing items/Governance update

OH confirmed that the Company accounts had been submitted to Companies
House.

The advisory visit from the Information Commissioner’s office had been
completed. The ICQO’s report from this visit was included as Appendix 1. The ICO
adviser spoke to a range of our staff from across service areas.

OH noted that the report was a positive one, being complimentary about many of
the data security measures in place, and the additional actions and measures
which are due to come into practice in 2016. It was noted that several of the
recommendations made involved actions which we were already in the process
of implementing.

MH confirmed that a formal action plan would be constructed and overseen by
F&A Committee.

Committee discussed concerns including:
e Building/door security inc. at Board Meetings (where the public can attend,

but reasonable measures are taken to ensure security)

e Desk tidiness/locking away of documents and efforts being made to ensure
desktops are cleared when not in use.

e Potential security concerns at satellite offices. Building security is generally
good, but concerns lie with the amount of information dealt with (eg
concerning contracts, other companies and financial details. MW identified
the need for moving to e-proc in order to reduce the amount of sensitive
paperwork.

e The risk presented by confidential files being used outside of office premises.
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9.6

9.b

9.7

9.8

9.9

10.

10.1

10.2

10.3

10.4

10.5

10.6

e The Document Retention Schedule. OH is reviewing our schedule to ensure
that it matches that of CBC. Committee stated the need to identify any areas
where CBC guidance could be improved, and then advise CBC of these.

There were no fraud issues to report.
Work plan

OH informed Committee that the work plans for the Committees and Board were
being revised to streamline the flow of items from Committees to Board. There
would be changes made which would be brought to the next F&A Meeting.

MH explained that the appointment of internal auditors was set for January, but
as this is being done in partnership with CBC, we would have to consider how
they timetable their decision-making on this. EDM might be required in order to
ratify this decision.

MH told Committee that he had been working with experts from Mazars in order
to ensure our Anti-corruption and money laundering policy was sound and ready
for approval by F&A Committee in March.

Any other business.

Committee was informed that Jacci Phillips will not be returning to CBH due to ill
health. This has led to a review of the Finance Team’s structure.

MH gave an update on the Climate Energy situation. The administrator’'s report
had been received and there was no chance for us to reclaim any of the money
which they had been invoiced for. Committee was assured that we had been
pursuing this on behalf of CBC, who had fully provided for the debt as they knew
that it was unlikely that any £70k owed to them would be recovered.

Regarding the insurances held by CBH, Committee requested a summary of our
insurances including details on size of cover, excess levels, renewal dates etc.
MH agreed that this could be circulated to Members after the policy renewals in
August. He also confirmed that the broker used by CBH was experienced in the
social housing sector and achieved strong value for money whilst ensuring our
cover is comprehensive.

Regarding our professional indemnity (P.l.), it was explained that this is on a
different timescale (April-March). MW explained that we could not make any P.1.
claims regarding our work for CBC. MH told Members that the renewal dates
would be reviewed to see if a better time for annual renewal could be found

The start time for future meetings was set as 4:30pm.

MH/MW explained the benefits to be gained by CBH applying for grants. These
are to be gained for such work as fitting PVs, Ground-source heat pumps,
insulation work etc. Committee agreed that it would be worthwhile for us to
investigate grant opportunities.

There being no further business, the meeting closed at 18:14
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Minutes of the Governance and Remuneration Committee

Held at 4.15 pm on 28 January 2016
Room 1, Rowan House
Sheepen Road, Colchester

Present: In Attendance:

Tina Graves (Chair) TG  Michael Hadjimichael  MH

Michala Carey (VC) MC  Karen Loweman KL

Dionne Philp DP  Angelique Ryan AR

Anne Grahamslaw AG  Claire Holland CH

Owen Howell OH

1. Apologies for absence

1.1 Apologies were received from Gerard Oxford.

2. Minutes of previous meeting and matters arising

2.1 The minutes of the meeting held on 12 November 2015 were confirmed as an
accurate record of the meeting and were approved.

3. Domestic Abuse and the Workplace Policy

3.1 CH presented the report and Policy, explaining that it was best practice to institute
a policy on this issue. She also raised the possibility that the Board might like to
nominate a Member to be a Board Champion in this area. AG suggested that DP
consider taking on this role, given her work in this area.

3.2 Committee requested that, in contexts such as at 3.3 in the report, the word
‘outcomes’ be replaced by ‘effects.” Action: CH to use this wording for future
reports.

3.3 Committee suggested adding GPs to the list of possible consultees in Section 6 of
the Policy. CH assured Members that she would be consulting colleagues to gain
their ideas on possible additions to this list.

3.4 CH assured Committee that she would be meeting with Mick Sharp and two
members of Housing Options to discuss what training to provide to managers and
colleagues.

3.5 Decision: Committee approved the adoption of the Policy.

4. Board Member succession planning/Recruitment Policy & Procedure

4.1 OH presented the report, Policy and Procedure, explaining that they had been

drawn up to provide assurance that CBH was living up to its commitments within
the Memorandum and Articles of Association.
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4.2

4.3

4.4

5.1

5.2

5.3

5.4

6.1

6.2

6.3

6.4

OH identified two amendments to be made:
¢ In the Policy, amend the title of Section 2 to read ‘Selection and
Appointment of Independent and Tenant Board Members.’
e In Section 5, the addition of ‘Head of HR and Governance’ to the list of
consultees.
Action: OH to make these amendments.

OH explained that these documents codified practices which were already carried
out by CBH. This would display good governance and fair practice in the selection
and training of new Board Members.

Decision: Committee accepted both the Policy and Procedure.

Recommendation as to whether to re-appoint Independent Board Member
(Glenn Houchell) for a third term.

OH explained that Committee must decide whether to recommend the re-
appointment of Glenn Houchell to the Board of CBH. Committee Members
confirmed that he had indicated that he was willing to serve a third term.

Committee requested that for future items of this nature, feedback was sought
from the Chairs of all committees on which the Member sits. AG confirmed that as
part of the recent appraisal process, Nigel Chapman (Chair of F&A Committee)
had been very appreciative of Glenn’s contributions.

Committee recognized the need to maintain continuity, with all-up elections soon to
take place for CBC councillors. As this includes Nigel Chapman, it is imperative for
CBH to maintain the financial knowledge and experience of the Board and F&A
Committee. As Vice Chair of the F&A Committee, Glenn’s knowledge and
expertise will be invaluable.

Decision: Committee agreed unanimously to recommend the re-appointment of
Glenn Houchell to the Board.

G&R Committee Terms of Reference

OH presented this item, explaining that the Business Opportunities Panel (BOP)
had recommended no changes to the Terms of Reference for G&R Committee, on
the grounds that an expansion in trading within the existing CBH structure would
not necessitate any change to the function of G&R Committee at this time.

OH asked Committee Members to consider whether they wished to make any
amendments to their Terms of Reference.

AG confirmed that the BOP was not responsible for carrying out annual reviews of
Committee Terms of Reference, but had been asked to make recommendations of
any changes which might be necessitated by an increase in external trading.

Decision: Committee decided that no amendments to their Terms of Reference
were necessary at this time.
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7.1

7.2

7.3

7.4

7.5

7.6

8.1

8.2

9.1

9.2

10.

‘Voice Your View’ review

OH explained that a review of the “Voice Your View’ section had been requested
and that Committee had been asked to review its effectiveness and worth, and to
come forward with any alternative ways for residents to raise issues with the
Board.

Committee noted that the section was rarely used, and that when it had been
used, the issues raised could have been more effectively dealt with through other
avenues. This being said, Committee Members agreed that it was valuable for
Board Members to hear the residents’ points of view and would not advise
cancelling ‘Voice Your View.’

Members suggested that perhaps CBH could provide more support and advice for
any resident who wishes to speak at Board Meetings. This could include support
and advice from a member of the TLCC or from a member of the RI Team.

Committee agreed that it was important to keep ‘Voice Your View’ and that it could
provide good feedback for Board Members, with tenants attending to explain their
experiences of CBH services.

OH suggested that CBH could produce a leaflet to explain the ‘Voice Your View’
section, set out a procedure, give advice to potential speakers and contact details
for officers who could provide advice. This should also direct people to submit
guestions in advance so that the relevant officers can provide answers or be on
hand to respond.

Committee agreed that the ‘Voice Your View’' section of Board Meetings should
stay, and that advice should be produced for potential speakers. Action: OH to put
together an advice guide on speaking at Board for members of the public.

Chair of the Board payment review

MH presented this item and recommended that the remuneration for the Chair of
the Board continue at the current level, with increases in line with staff pay deals.

Committee noted the arguments in favour of this approach, as found in the report,
and agreed to recommend that the structure of Chair's remuneration remain
unchanged at this time.

At this point MC left the meeting.

Operational Scheme of Delegation

MH presented his report noting the changes made to modernize and simplify the
Scheme.

Committee noted the changes and recommended that they be put forward for
Board approval.

Human Resources Update Report
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10.1

10.2

10.3

10.4

10.5

11.

111

11.2

11.3

11.4

12.

12.1

AR presented the update on HR matters and directed Members’ attention to the
highlights, including the strong levels of interest in the Salary Sacrifice Scheme.

AR updated Committee on the tendering process for our Occupational Health
contract. Six bidders had been narrowed down to two - the existing provider
Gipping, and Heales Medical which have offered an online referral system. This
system would allow more self-service and so would be likely to ease the workload
of the HR Team.

It was confirmed that long-term and short-term sickness levels had been isolated
from each other to show the respective effects on the overall sickness level for
CBH. AR detailed the work being done to help colleagues experiencing long-term
sickness to return to work and assured Committee that the policies for short- and
long-term absence were clear and were being applied universally in order to
ensure fairness and consistency.

Committee requested more information about the percentage of CBH workforce
experiencing sickness, as opposed to the numbers of staff detailed as being
affected. MH informed Committee that around 10% of the workforce had been
affected by either short- or long-term sickness-related absence. AR confirmed that
this had placed a heavy workload on the HR Team and on her as Head of HR &
Governance. It was expected that the employment of an additional senior HR
officer will help ease this strain.

By being proactive in dealing with sickness, it is expected that this will help
improve staff morale as staff members return to work and avoid needing to take
sick days, making sure that colleagues do not have to take on the workload of
others who are absent.

Safeguarding Policy Update

KL presented the item and explained that both G&R and Ops Committees had
oversight of this Policy and its application. It would also go to Board should any
amendments be made at its next review.

KL explained that AR and Karen Williams were lead officers in ensuring that the
Policy was adhered to.

KL noted that at 3.3, the number of referrals (30) from January to December 2015
had been noted.

The training made available for staff was highlighted. KL also highlighted the CBC
training session which Board Members had been invited to on 9 February. KL
explained that this would contain some material specifically tailored to CBH.

Setting new Governance Action Plan

OH introduced the item and explained that he and MH had amalgamated the most
up-to-date action plan with the original plan produced as a consequence of the
Governance Review held in 2013. This had allowed completed actions to be
shown (and revised with further actions identified where appropriate), new actions
to be added and a more complete picture shown of the work done since 2013.
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12.2

13.

13.1

Committee noted the additional actions identified and approved the Action Plan.
Work Plan

Committee approved the 2016 Plan with the following additions:
e That a Governance Review be added to the Plan for July
e A rescheduling of Iltem 4 from this meeting’s confidential agenda to take
place in July
e MH to schedule a review of the Resources Directorate restructure to be
considered by Committee on 10 November
Action: OH to add these items to the work plan and MH to schedule the review of
the Resources Directorate.

There being no further business and with the confidential section of the
meeting having been held first, the meeting was concluded at 6:14pm.
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2016 Board Forward Plan

Date Item Committee DMT
Member
2" week | TBC: Board Briefing Session on DoH
Apr ramifications of Housing & Planning n/a
Bill/Act
26 Apr 16 | Corporate Facilities Management Annual n/a DoPS
Review
Annual Committee Terms of Reference ALL C'ttees DoR
Review ‘15 to Jan ‘16
Health & Safety Policy Statement n/a DoPS
Resident Involvement Strategy Ops Mar ‘16 DoH
Anti-fraud and corruption Policy F&A Mar ‘16 DoR
Value For Money Strategy Action Plan F&A Mar ‘16 | DoR
Code of Governance Update and Review | G&R Apr ‘16 | DoR/SDM
Risk Strategy F&A Mar ‘16 | DoR
Future Proofing project end report (CEO) | n/a CE
Private Sector Letting Scheme n/a DoH
14 Jun 16 | MTDP Delivery Plan 2016-17 Progress Ops May ‘16 DoH
Political Landscape Changes CE
_ DMT
(post-election)
Contracts Procedure F&A Mar ‘16 DoR
Annual HR Report n/a DoR
HR Strategy Review G&R April ‘116 | DoR
Annual Health & Safety Report n/a DoPS
Board Member Expenses Scheme G&R Apr ‘16 | DoR
Trading Opportunities Review BOP DoPS
DFG Update DoPS
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DMT

Date Item Committee Member
Board Away Day 2016 Planning G&R Apr ‘16 | DoR
Conf: Upglate on education-based trading BOP DoPS
opportunities.

Eg rly Sep Board Away Day

12 Sep 16 | Approval of Company Accounts F&A Jul ‘16 DoR
Approval of Company Annual Report Ops Jun ‘16 CE
Annual Equality & Diversity Report DoR
Equality Strategy & Objectives G&R Jul 16 DoR
Annual Report from F&A F&A Jul ‘16 DoR
Board Member Code of Conduct G&R July ‘16 | DoR
Safeguarding Policy Ops June ‘16 | DoH
STAR Survey Outcomes DoH
Investors in People (Gold) DoR
Information & Confidentiality Policy G&R July ‘16 | DoR

27 Oct 16 | AGM
Annual Resident Involvement Report DoH
Appointment of Ind. Board Member DoR
Appointment of Vice Chairs of Board and n/a
Committee Chairs
‘Social Housing Market Analysis’ n/a
Presentation - Head of Commercial
Services (CBC)

7 Dec 16

Reports to be scheduled:

Trading Strategy: Six-month Review
Trading Opportunities: Year One Review
Agile Working Project

DoR

Chief Executive
BOP Chair
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