
 

Colchester Borough Homes Board
Meeting

Schedule Wednesday 18 May 2022, 5:00 PM — 8:00 PM BST
Venue Innovation Centre, Knowledge Gateway, Boundary road,

Colchester. CO4 3ZQ
Organiser Jo Paget

Agenda

5:00 PM 1. Welcome, Apologies and Quorum 1
To Note - Presented by Dirk Paterson

5:01 PM 2. Declarations of Interest 2
To Note - Presented by Dirk Paterson

5:02 PM 3. Voice your view 3
For Discussion - Presented by Dirk Paterson

5:22 PM 4. i. Scrutiny Panel Report (10 mins) – CBH Website - Sandi Moon
- Link to report in library is here https://cbhomes-
uk.azeusconvene.com/jsp/dm/file_download.jsp?DOC_ID=FB98
0D87-34A2-4DBC-A5D1-
656C8D6EB3CC&LATEST=Y&PAGE=1

ii. Customer and Engagement Update (5 mins)

4

To Note - Presented by Nicola Davey

5:37 PM 5. Consent Agenda

i. Board Non-Confidential Minutes – 2nd March 2022 Meeting

ii.Matters Arising

iii. Code of Governance Compliance

10

To Note and Approve - Presented by Dirk Paterson



 

5:42 PM 6. Directors Report Non-Confidential 19
To Approve - Presented by Philip Sullivan

5:52 PM 7. CBC Draft Housing Strategy - Karen Paton - CBC 31
For Discussion

6:02 PM 8. Strategic Plan 2017-2022 Outcomes 89
To Note - Presented by Philip Sullivan

6:12 PM 9. Strategic Plan 2022-27 and 2022/23 Action Plan 99
To Approve - Presented by Philip Sullivan

6:22 PM 10. Strategic KPI Report (MTDP report in Convene library) - Matt
Armstrong

110

To Note



 

1. Welcome, Apologies and Quorum
To Note
Presented by Dirk Paterson



 

2. Declarations of Interest
To Note
Presented by Dirk Paterson



 

3. Voice your view
For Discussion
Presented by Dirk Paterson



 

4. i. Scrutiny Panel Report (10 mins) –
CBH Website - Sandi Moon - Link to
report in library is here https://cbhomes-
uk.azeusconvene.com/jsp/dm/file_downlo
ad.jsp?DOC_ID=FB980D87-34A2-4DBC-
A5D1-
656C8D6EB3CC&LATEST=Y&PAGE=1

ii. Customer and Engagement Update (5
mins)
To Note
Presented by Nicola Davey



                                  

Recommendations – The Board is asked to NOTE the Customer Engagement 
update  

 

Resident Voice (face to face/virtual) 
 
 Resident Voice - Colchester Borough Homes (cbhomes.org.uk) 
 
The Panel met in February/April 22   
 
1st February 2022: 
 
Involved Customer Sandi Moon overview video HERE 
 

❖ Mark Briggs presented “The End of Glyphosate”  
 

❖ Nikki Williams presented an overview of the Tenants first Inspection, scrutinising 
CBH website, to be presented to board May 2, by our Tenants Inspector Sandi 
Moon, 

 
❖ Terms of reference reviewed and amended as follows, all agreed by Resident 

Voice: 
 

➢ 6 meetings per year 
➢ Face to Face any zoom (Hybrid) 

 
 
5th April 22: 
 
Involved Customer Sandi Moon overview Video HERE 
 

❖ Mark Wicks gave a presentation on Net Carbon Zero  
 

❖ Gerardine Murphy provided a follow up to December 21 meeting, for our STAR 
survey “Listening to Tenants” as requested by Resident Voice involved customers.  

 
❖ Philip Sullivan gave a follow up presentation on the CBH Strategy following the 

“News & Views” survey included in the winter edition  
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“You said” 
 
Discussed at February’s meeting Stock Condition Letter advising this will be carried out in 
future, advising tenants will be contacted an appointment will be made in time.  
 
“We did”  
 
Asset Management to review letter for future correspondence and pass-through involved 
customer “Reading panel” Tenant Alterations letter been approved recently through 
“Reading Panel” from Asset Management. To explore the use of a customer approved 
stamp for future correspondence/policies. 
 
“You said” 
 
Promote Resident Voice/Tenants Inspectors to Tenants/Leaseholders  
 
“We did” 
 
New Tenant Inspectors page on our website HERE 
 
Resident Engagement Leaflets delivered at Great British Spring Clean to recruit more 
involved customers and future community events.  
 
“You said” 
 
No inclusion of information on Leaseholder Focus Group 
 
“We Did” 
 
Inclusion of information in welcoming letter for new Leaseholders, inclusion of information 
and meeting dates on our website HERE 
 
“You said” 
 
Hybrid meetings were hard to hear and see people within the face-to-face venue” 
 
“We did” 
 
Sourced a new web cam along with a microphone/speaker for a better experience and 
presented through Zoom for all to visualise presentation in one place. 
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Training and Communications 
 

❖ Tpas have trained a further 2 involved customers to become Tenant Inspectors to 
add to our existing inspectors. The Tenant Inspectors have commenced on their 
second inspection of reviewing the repairs customer journey and have met with 
Kirk Braker “Head of Repairs” to start their scrutiny journey.  

 
❖ Welcome to our first edition of our Customer Involvement News Bites for internal 

CBH officers 
 

 

Customer 

Involvement News Bites -Final.pdf 
 
Please see our Live Event on Customer Engagement to CBH employees ahead of 
our Tpas accreditation for Resident Involvement to commence later this year Link 
to Resident Engagement Live Event 

 
❖ Involved customers were made aware of the latest round of free webinars and 

training from Tpas: Information was provided from the department of Levelling Up, 
Housing and Communities to apply to join their Social Housing Quality Resident 
Panel see more information HERE 
 

Member you can join free of charge Free Membership Here, but please feel free to contact 
us and we would be more than happy to book any places you wish to attend   
 
Damp & Mould 
Microsoft 365 (and Teams) 
Complaints Masterclass 
Getting the most out of your membership 
 
 
If you do attend and training please would you kindly complete our National Engagement 
Standards Training Feedback HERE 
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General Updates 
 

❖ First round of support to local groups is now open providing £40,000 across three 
rounds of funding throughout the year, applications to be submitted by 16 th May 
2022. has taken place and 11 local groups and charities have applied for this 
round of funding: First round of funding 22 

 
❖ “Sow & Grow” competition has commenced with 80 planters being delivered to 

residents Sow and Grow - Colchester Borough Homes (cbhomes.org.uk) 
 

❖ 5,000 Snowdrop planted for the “Evening of Commemoration” The Mercury 
Theatre, with involved customers volunteering along with The Customer 
Experience Team Press Release  

 
❖ Great British Spring Clean 6th April 22 with Tenants/Leaseholders/staff, Shrubend 

Bags of enthusiasm for the Great British Spring Clean - Colchester Borough Homes 
(cbhomes.org.uk) 

 

 
 
 

Forward Look 
 

❖ The CBH Box Smart “on the ropes” project is planned to have a partnership 
approach working with Active Essex and Essex Youth Services: 

 
The criteria: 
13-16yrs 
 
Young people this project is aimed at: 
Those who are at risk of offending or already offending a causing disruptive and/or ASB’s 
in their community 
 
This project looks to achieve: 
Changes in negative behaviours and attitudes 
Reduce conflict within the home, community, and school 
Improve and regulate self-control 
Increase understanding of social and peer factors around risk taking behaviours, gangs, 
knife crimes and county lines to make positive choices 
Increase confidence and self-esteem 
Positive mental health and well-being 
Increased engagement in sports and physical activities  
Increased understanding of health benefits and lifestyle  
 
 

❖ Greenstead Jubilee Party 3rd June 2022 
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❖ CAP Life Skills Course to commence September 22 for Tenants to be referred in 
by Community Housing Officers & Catch 22: 

Session 1 – Lifting pressure 
Session 2 – Taking control 
Session 3 – Making your money go further 
Session 4 – Staying in control of your home energy 
Session 5 – Cooking on a budget 
Session 6 – Healthy you 
Session 7 – Healthy relationships 
Session 8 – Celebration 

❖ Active Essex food project funding for Kelly’s Kafe in partnership with CBH, course 
to be provided for 6 weeks for Tenants focusing on: 

Cooking on a budget with ingredients used from Food Banks 

❖ Cooking Skills  
❖ Nutritional education advice  
❖ Provision of cooking equipment for tenants to take away 
❖ Ingredients to complete dish at home 
❖ Basic level 2 Food & Hygiene Course for future employment 
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Minutes of the Hundred and Twenty-second Board meeting held at Colchester Castle on 
Wednesday 2nd March 2022 
 
 
Present:   
Dirk Paterson (DP) Chair 
Karen Smout (KS) Vice Chair 
Philip Sullivan (PS) Board Member/Chief Executive 
Nicola Davey (ND) Board Member  
Fiona Marshall (FM) Board Member 
Cllr Nigel Chapman (NC) Board Member 
Ray Sharp (RS) Board Member 
 
In attendance: 
Matthew Armstrong (MA) Director of Business Improvement 
Karen Loweman (KL) Director of Operations 
Cong Gu (CG) Head of Finance  
Geoff Beales (GB) CBC representative 
Jigna Marzell (JM) Financial Inclusion Officer 
Richard Dowling (RD) Housing Manager 
Gerardine Murphy (GM) Head of ICT & Business Intelligence 
Abi Robson (AR) Central Consultancy 
Jo Paget (JP) Governance Business Partner  

 
 
 
Meeting started at 5:00pm 

 
1. Welcome, Apologies and Quorum 
 
1.1 DP welcomed everyone to the meeting.  Board noted that apologies had been received from 

Justin King, Tina Bourne, Michelle Burrows and Sandi Moon.  
 
 
2. Declarations of Interest by Board Members and Officers 

 
2.1 There were no new declarations received 
 
 
3. Voice your view 
 
3.1 There were no requests from the public to add items to the agenda for discussion  
 
 
4. Customer and Engagement Update  
 
4.1 ND introduced the report and advised the Board of the following highlights    

 
4.2   The new resident engagement officer, Julie Carver, had been warmly received by the  
         residents panel. Philip Sullivan had attended the residents panel to give an overview  
         of CBH’s upcoming Strategic Plan and how tenants can play a big part in helping to shape  
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         our priorities for the future. 
 
4.3    The Residents Panel terms of reference had been reviewed and approved and the Panel 
         went through the results of the recent STAR survey.  

 
4.4 ND advised that concerns had been raised about paying rent and making ends meet 

amongst the soaring energy bills and the centre were signposting residents to help and 
assistance where they could, such as the Financial Inclusion Team.  

 
4.5    There had been high ASB activity in Greenstead and ND advised that the ASB team and the 

police had been working together to combat this. ND thanked both teams for their fantastic 
work and advised that they were approachable, calm, and passionate about their work.  

 
 
5. Focus on Frontline – Financial Inclusion Team  

 
5.1 JM was welcomed to the meeting and the Bard thanked her for her report.  
 
5.2 RS asked how he could help a neighbour who he had concerns about. JM advised that RS 

could refer the neighbour to her, and she would contact him. She advised it would be good for 
RS to show his neighbour her report so he would be able to see the work she carried out.  

 
5.3 Both RS and ND commented that residents mindsets when in trouble were that the last 

person they would approach is their landlord as they feared losing their home and would be 
embarrassed.  

 
5.4 RS asked how CBH invested in comms to get the message out to residents that help was 

there. JM advised that information went out in every addition of the Housing News and 
Views, every new sign up was given information, and Facebook posts were frequent. JM 
advised that the increase in phone calls to her evidenced that the comms were reaching 
residents. RD advised that JM had provided support to 88 people in the last month.   

 
5.5 KS asked if there was any scope to increase resources in this area of the organisation as the 

demand for this service would only increase with the current energy crisis and economy. PS 
agreed that DMT would take this away to consider.  

 
5.6    JM advised that she required further support as there had been a massive increase in 

enquiries, and there were referrals in her inbox that she could not get to. There was also the 
added stress that funding and resources were running out to help CBH tenants. Escalation 
was requested by Board, by lobbying Government via Essex CE’s and Leaders. It was noted 
that PS would discuss this with Pam Donnelly, and the Chair and Vice Chair would raise at 
the upcoming NFA Conference. FM suggested for an 'Essex Voice approach' detailing case 
studies and impact statements. 

 
5.7    FM asked if there was scope to build knowledge into Customer Services? KL advised that 

CBH provided funding to both the Citizens Advice Bureau and Christians Against Poverty to 
spread the outreach and assistance further into the community.  

 
5.8    DP asked JM regarding the issues she was experiencing with NPS to which she advised that 

it had her increased her workload and added to her stress.  
 
5.9    DP advised that the Board were monitoring the value of efficiencies of the NPS system and 

asked that a deep dive on NPS feature at Operations and Performance Committee in  May - 

DMT 

PS 

MA 
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to highlight the schedule of works and priority decision making; and a highlight report would 
be made available to Board in May.  

 
5.10   KS added that comms should also be made available to staff to make them aware of the 
          NPS schedule of works for transparency.  
 
 
6. Board Effectiveness Review  
 
6.1 AR introduced herself and highlighted the methodology and timescales that would be used to 

conduct the CBH Board effectiveness review. She advised that a survey link would be sent 
out to all members following the meeting and that this would be followed up with one-to-one 
interviews.  

 
6.2 GB asked if it would be useful for him to partake in the survey to feed in reflections from 

Colchester Borough Council. It was agreed that a streamlined version of the survey would be 
sent to him to complete.  

 
6.3 Board NOTED the Board effectiveness review methodology and timescales.  
 
 
7. Consent Agenda  
 
7.1 DP raised the minutes of last meeting needed to reflect the action from Tim Young’s 

comments on damp and mould. It was noted that a subsequent report on this theme was 
discussed at Operations and Performance Committee following this being raised and that a 
further deep dive was going to Operations and Performance Committee in May to see what 
actions were being taken.  

 
7.2 DP raised that he would like to see shorter, more succinct minutes and the same of Board 

Reports. PS and JP agreed they would take this away to review.  
 
7.3 The Chair APPROVED the Consent Agenda subject to the minutes being updated  
 
 
8. Medium Term Delivery Plan 2022-27 
 
8.1 GM introduced the report and asked members if they had any questions.  
 
8.2 DP advised that he would like to see benchmarking indicators within the targets to realise if 

CBH targets were ambitious.  
 
8.3    KL advised that she and GB had recently attended CBC scrutiny panel and questions were 

raised around benchmarking, with the agreement to add them. She advised Board would be 
able to view stats against the top quartile position and that she would share this with them as 
the paper was refreshed.  

 
8.4    FM asked why performance measures were being excluded? GM advised that the previous 

report had included weighted KPI’s with different strands such as ASB, re-lets, investment 
programme and more but some of these returns were very low volume so not credible. There 
was now a focus on transactional returns where the lower volume stats would focus on 
qualitative data.  

 

JP 

KL 

MA 

JP 
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8.5 Board APPROVED the Medium-Term Delivery Plan 2022-27   
 
 
9. Directors Report – Non-Confidential  
 
9.1 PS introduced the report and asked the Board to note at 2.2 the governance update 

regarding elections and councillor positions on the Board. He advised that this would be 
Nigel Chapman and Tina Bourne’s last Board meeting. PS advised that they would be sorely 
missed and thanked them for their huge contribution to CBH.   

 
9.2 DP advised that Paula Goddard had decided not to return to the Board following her 

sabbatical and that recruitment of a new tenant Board member would hence be necessary.   

 
9.3    PS highlighted that CBH were developing a number of events to help CBH tenants celebrate 

the Queen’s Platinum Jubilee in June this year and he would keep Board members informed 
of planned events as they developed so they could be involved if they wished.  

 
9.4 Board NOTED the Directors report  
 
 
10. 2022/23 Budget  
 
10.1 CG introduced the report and advised that following Finance and Audit Committee’s scrutiny 

on the 2ndFebruary the Committee had resolved to recommend the approval of Budget to 
Board.   

 
10.2 CG asked members to note that the forecast £467k deficit in 21/22 forecast could be 

mitigated by reimbursement from CBC: Voids overspend of £135k was to be covered by 
Breyer’s underspend and £350k overspend on repairs and fencing could be covered by 
underspend on the external painting contract. She advised that she would be meeting with 
the client team on the 4th March to discuss and would update members following this.  

 
10.3 Board noted the challenges faced by CBH in preparation of the budget and they were happy 

with the mitigations and the focus on frontline services to enhance services to residents.  
 
11.   Strategic Plan 2022-27 
 
11.1   PS introduced the report and highlighted that he was asking Board members to approve the 

Strategic Plan Objectives and themes as recommended by the Strategic Plan Working 
Group and comment on the draft Strategic Plan metrics and draft new CBH Vision either at 
the meeting or via email to himself by the 6th March. 

 
11.2   DP remarked that the final document should be concise, and tenant led and he would work 

with Aphra at the next working group meeting on the 10 th March to achieve this.  
 
11.3   There were no further comments, and the Board APPROVED the strategic objectives and 

themes and agreed they would email any comments on the metrics to PS.  
 
 
12.   Strategic KPI Report  
 
12.1 MA introduced the report and highlighted that members were to note those KPI’s which were 
       either below target or have undergone a significant change since the September Board  

CG 
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       meeting.  
 
12.2 CG raised a query around the Strategic KPI on DCM Income, as she felt it would be more 
        appropriate to measure contribution rather than income. It was agreed that MA and CG would 
        discuss this out of the meeting.   
 
12.3  RS raised that he would like to spend some time with the Executive team going through the 

KPI’s to fully understand these and ND agreed this would be beneficial to her also. It was 
agreed that time would be set up with MA to review the dashboard and to look at finance in 
general.  

 

 
End of Public Meeting 

 

MA 

MA 
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Matters Arising – Wednesday 2nd March 2022 Board Meeting  
 
 

Action Update Status Owner 

Financial Inclusion Team:  
Board asked if there was any 
scope to increase resources 
in this area of the 
organisation as the demand 
for this service would only 
increase with the current 
energy crisis and economy. 
PS agreed that DMT would 
take this away to consider.   

This was discussed by DMT at their 8 
March meeting.  It was agreed to identify 
and resolve the issues regarding 
duplication of work for the FIT team 
linked to the NPS system.  Once actioned 
this was reviewed by DMT on 12 April 
and it was noted that duplication was due 
to an issue with permissions on the NPS 
system.  This was addressed and it was 
confirmed with both the Housing Manager 
and Financial Inclusion Officer that the 
issue had been addressed.   

COMPLETED DMT 

Financial Inclusion Team: 
Funding and resources were 
running out to help CBH 
tenants. Escalation was 
requested by Board by 
lobbying Government via 
Essex CE’s and Leaders. PS 
to raise with Pam Donnelly  

Meeting with Pam Donnelly at which this 
was being raised was cancelled.  This is 
now being picked up in the first instance 
with the Principal Liaison group on 18 
May prior to the next meeting with Pam 
Donnelly.   
 

 

ONGOING PS 

NPS Monitoring: 
Board requested that a deep 
dive on the NPS to monitor 
the value of efficiencies and 
this was to be presented at 
the May Ops and 
Performance Committee 

Agenda Item for 11th May Ops and 
Performance Committee 

COMPLETED MA 

NPS Internal 
Communications: 
Board advised that comms 
should be made available to 
staff to make them aware of 
the NPS schedule of works 
for transparency  

Update(s) are being provided to staff on 
an ongoing basis regarding work 
completed and current priorities.  We 
have recently appointed a consultant to 
“boost” our work to address ongoing 
priorities.  Their initial review with 
priorities will be communicated to all staff.  
CE and Director of Operations have also 
now joined to IT Steering Group to 
support this activity.     

COMPLETED  MA 

Board Reports and 
Minutes: 

This is being addressed on an ongoing 
basis when drafting and reviewing Board 
reports and minutes.   

ONGOING JP/PS 
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The Chair advised he would 
like to see more succinct 
board reports and minutes  

Medium Term Delivery Plan 
2022-27 
Board were advised that 
benchmarking would be 
included in the targets (to 
view stats against the top 
quartile position) and this 
would be shared with them 
once the paper had been 
refreshed  

Latest benchmarking data received from 
Housemark is being reported to Board at 
this meeting.  This will now be used to 
refresh the MTDP stats in terms of top 
quartile and will be reported to Board at 
its next meeting.   

ONGOING  KL 

Budget: 
Board were advised that 
deficit for 2021/22 budget 
could be mitigated by 
reimbursement from CBC 
and this would be confirmed 
following a client meeting on 
the 4th March.  

Confirmed to Finance and Audit 
Committee at their meeting on the 27th 
April.  

COMPLETED CG 

Strategic KPI Report: 
Query was raised regarding 
KPI on DCM income, as it 
was felt this should measure 
contribution rather than 
income.  

This was discussed by MA and CG and 
the KPI/Metric for reporting to Board 
confirmed.   

COMPLETED MA/CG 

Strategic KPI Report: 
RS and ND requested review 
session with MA to go 
through KPI’s and finance in 
general  

Session arranged and carried out on 
Friday 1st April  

COMPLETED MA 
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COLCHESTER BOROUGH HOMES BOARD 

Wednesday 18th May 2022 
 

 
Report Title 0005iii Code of Governance Compliance review 

Author Jo Paget – Governance Business Partner 
Jo.paget@cbhomes.org.uk 
 

Report Objective: To ask the Board to note compliance with the NHF Code of Governance 2020. 

Matters to 
note/Exception 
Highlights 

The compliance checklist can be found in the Convene library. 

 
 
 
Link to Consumer 
Standard objective 

Tenant involvement and empowerment☒ 

Home☒ 

Tenancy☒ 

Neighbourhood and community☒ 

Sensitivity Commercial  Action Assurance ✓ 

Confidential  Noting ✓ 

Open ✓ Approval  

 

Recommendations 

 
The Board is asked to NOTE compliance with the NHF Code of Governance 2020. 
  

Executive summary 
 
At the Board Meeting in February 2021 Members were asked to approve the CBH Code of Governance 
Policy and note the action plan for delivery on the NHF Code of Governance 2020. 
 
A gap analysis exercise was conducted in May 2021, and November 2021, to identify weaker areas of 
compliance that CBH needed to action by 2022 in order to satisfy the Code.  In order to seek external 
validation of CBH self-assessment, the recent Board Effectiveness review (April 2022) was procured to 
get an external view on alignment with the Code.  
 
Board members attended a Board effectiveness review workshop on the 22 April to receive feedback and 
have since received an appraisal of the Board’s alignment and recommendations that will improve 
structures, systems, decision-making, scrutiny, challenge, assurance and Board skills.  
 
An action plan has been put together to monitor and progress these recommendations and this is being 
reported to the Governance and Remuneration Committee for assurance of completion. 
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6. Directors Report Non-Confidential
To Approve
Presented by Philip Sullivan



 

COLCHESTER BOROUGH HOMES BOARD 

Wednesday 18 May 2022  

 

Report Title 0006 Directors Update – Non Confidential  

Author Philip Sullivan, Chief Executive  

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

Sensitivity Commercial  Action Assurance  
Confidential  Noting ✓ 

Open ✓ Approval ✓ 

 
 

ITEMS FOR DECISION 
 
1. The Housing Ombudsman’s Complaint Handling Code 
 
1.1 CBH has signed up to the Housing Ombudsman’s complaint handling Code.  On 9 March 

2022 the Ombudsman published an update to the Code and this included the following best 
practice:   

 As a minimum, governing bodies should receive: 
•  Regular updates on the volume, categories and outcome of complaints, alongside 

complaint handling performance including compliance with the Ombudsman’s orders 
•  Regular reviews of issues and trends arising from complaint handling,  
•  The annual performance report produced by the Ombudsman, where applicable  
•  Individual complaint outcomes where necessary, including where the Ombudsman 

made findings of severe maladministration or referrals to regulatory bodies. The 
implementation of management responses should be tracked to ensure they are 
delivered to agreed timescales. The annual self-assessment against the Complaint 
Handling Code for scrutiny and challenge. 

 
1.2 The Code also advises that a member of the governing body should be appointed to have 

lead responsibility for complaints to support a positive complaint handling culture. This role 
will be responsible for ensuring the governing body receives regular information on complaints 
that provides insight to the governing body on complaint handling performance. 

 
1.3  The Code comes into force on 1 April with the need for compliance by 1 October. 
 
1.4 It is recommended that Board appoint a Board member complaints champion.  The primary 

role of the champion will be to provide assurance to the Board that the best practice referred 
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to in 1.1 and 1.2 is robust through liaison with the Director of Business Improvement.  Board 
is hence asked to APPROVE the appointment of a champion and to agree who the champion 
will be.   

 
 
ITEMS FOR NOTING   
 

2. Board Member Update 

 
2.1 Board members were updated via email on the outcome of the 5 May local elections.  Tina 

Bourne did not stand for re-election and her tenure with CBH has now ended.  Whilst Nigel 
Chapman remains a Councillor he has, as previously indicated, now stood down from the 
CBH Board.   

 
2.2 As no one party is in overall control of the Council it is anticipated that discussions will be 

ongoing to form a coalition.  Once there is clarity in terms of the administration that will lead 
the Council and a Cabinet is formed and meets then it is anticipated that Board member 
nominations will be received to replace the Council nominated vacancies.  In the meantime 
the Board member skills matrix is being updated and a “role profile” that includes any skills 
being sought from Council nominated members will be provided to the Council in advance of 
any formal decision on nominations.  The outcome of the current skills matrix work will also 
inform the next stages of recruitment to the current resident Board member vacancy.    

 
2.3 Board is asked to NOTE the Board member update.   
 

3. HouseMark Update  

 
3.1 Board members and staff received the 2020/21 HouseMark benchmarking outcome 

presentation on 10 November 2021 with the highlights subsequently presented at the 
November Board meeting.  At the November meeting Board agreed, because a number of 
our Eastern Region peers had not yet submitted their 2020/21 data, to receive a subsequent 
update on CBH’s HouseMark benchmarking performance.   
 

3.2 CBH’s Housemark report was updated in March 2022 and now contains benchmarking data 
on 16 peers, compared to the previously reported 9.  A summary of the analysis of the 
updated Housemark data is set out at Appendix 1. Examples of the outcome of this 
analysis include: 

• a clear correlation between satisfaction with the repairs and maintenance service and 
overall satisfaction with the landlord. 

• no obvious correlation between void work costs and performance, with CBH being 
relatively low cost and high performing. 

 
3.3 CBH’s costs are relatively low across the following functions and service areas; IT, HR, 

finance, training, resident involvement, tenancy management, rent arrears and collection, 
responsive repairs and void works and estate services. 
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3.4 CBH’s costs are average for ASB and lettings and relatively high for major works and 
cyclical maintenance and community investment.  The current and anticipated regulatory 
focus on community investment supports the level of resource being prioritised for this 
function and it is arguably positive that CBC and CBH are investing heavily in improving 
homes through major works and cyclical investment.   
 

3.5 CBH’s CMT has reviewed the latest Housemark data and identified several actions to 
support continuous improvement including a focus on the repairs service (due to its 
correlation to overall satisfaction) and on reducing inefficiency, for example, by taking steps 
to reduce repeat and unnecessary calls to the contact centre.   
 

3.6 Overall, the updated Housemark data reflects very favourably on CBH and CBC when 
compared to our peers.   

 
 
4. Governance Update – Board Effectiveness Review 
 
4.1 Following the Board member workshop on 22 April the final Board Effectiveness Review 

Report from Central Consulting was circulated to Board members on 5 May.  Board members 
will see from the report that overall the review findings are very positive. 

 
4.2 Board members are asked to NOTE that an action plan arising from the review is being 

considered at the 18 May G&R Committee meeting and that Board will be kept up to date 
with progress in delivering actions via the Report Backs from that Committee.   
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Appendix 1 – Updated HouseMark data 

 

 

 
Repairs 
The below results, using the latest Housemark and STAR results, indicate a correlation 
between satisfaction with repairs and maintenance and satisfaction with overall service. 

 
 
The 2018/19 STAR results indicate this correlation even more clearly. 
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CBH has low costs for repairs, whichever measure we focus on. 

 

 
 
How have CBH’s repairs management costs been apportioned? 

 
Total cost of repairs management is 2.3% of our total responsive repair’s costs. 
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CBH has low costs for voids, with relatively good re-let performance compared to the 
Eastern peer group. CBH’s performance looks even better when compared to England. 
 
There’s little obvious correlation. 
 
 

 

 

 
 
 
 
 
  

England benchmark 

Eastern benchmark 

Colchester Borough Homes Board Meeting Page 25 of 115



 

 

• CBH is low cost, high-performance in rent collection. When comparing rent collection 
with overall customer satisfaction, there’s no clear correlation. 

• When comparing rent collection with cost per property for rent arrears and collection, 
there is an argument that those who have lower costs, perform poorly (CBH appear to 
be an exception). 
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Neighbourhood management appears high-cost in CBH’s VFM quadrant. The VFM 
quadrant is driven by costs apportioned to anti-social behaviour. 

 
 
CBH’s relative costs per property 
Relatively high cost: Major works and cyclical maintenance, community investment 
Relatively average cost: ASB, lettings 
Relatively low cost: IT, HR, finance, training, resident involvement, tenancy 
management, rent arrears and collection, responsive repairs and void works and estate 
services. 
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7. CBC Draft Housing Strategy - Karen
Paton - CBC
For Discussion



 

COLCHESTER BOROUGH HOMES BOARD 

18 May 2022  
 
 

 
Report Title  0007 Colchester’s Housing Strategy 2022-27 

Author Karen Paton, Housing Strategy Officer (CBC)  

Report Objective: The Board is asked to consider and provide feedback on the new draft Housing 
Strategy for Colchester and Delivery Plan. 

Matters to 
note/Exception 
Highlights 

 
None 

 
 
 
Link to Consumer 
Standard objective 

Tenant involvement and empowerment☐ 

Home☒ 

Tenancy☒ 

Neighbourhood and community☒ 

Sensitivity Commercial  Action Assurance  

Confidential  Noting ✓ 

Open ✓ Approval  

 

Recommendations: 
The Board is asked to CONSIDER and COMMENT on the Draft Housing Strategy and Delivery Plan  
 

Executive summary: 
Colchester’s new Housing Strategy is due for publication in 2022.   
  
The new Housing Strategy sets out our ambitions for housing in Colchester over the next 5 years and     
describes how we intend to use our resources and work with partners in both the public and private sectors 
to help us achieve our priorities.  
  
The Local Government Act 2003 required all local authorities to have a Housing Strategy, which sets out 
its vision for housing in the local area and provides an overarching framework for policies and plans.   
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Implications:  

 

Regulatory/Legal 
 

Colchester Borough Council has a statutory responsibility to produce and publish a 
Housing Strategy based on a review of housing in the borough.  

Financial/Budgetary The new strategy sets out a challenging and ambitious vision for housing which 
will be delivered against a backdrop of significant reduction in funding for local 
government.   
In the current financial climate of reduced resources, the Council will need to look 
carefully at how it will use these resources to deliver the strategy from existing 
budgets.  
The Council will work to encourage its partners to commit their resources to meeting 
the priorities set out in the strategy. As many of the organisations are members of 
the Housing Strategy Project Group, they have already helped to shape the strategy 
and shown their commitment to its delivery. 
 

Health & Safety 
There are no Health and Safety implications 

Risk Assessment  There are no Risk Assessment implications 

Human Resources There are no specific HR implications 

Equality and 
Diversity  

An Equality and Diversity Impact Assessment will be carried out on the new 
Housing Strategy as with the last strategy in 2015 

Value for Money Actions to deliver the priorities set out in the strategy where relevant will be 
achieved within available resources 

Environmental and 
Sustainability  

Environmental and sustainability implications have been considered throughout 
the development of the new Housing Strategy, recognising the role that housing 
must play in the Net Zero Carbon agenda. The Strategy sets out dedicated actions 
to improve the energy efficiency of existing homes as well as on new housing 
developments. 
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1. Developing the new Housing Strategy 
 
1.1. In the process of developing the new Housing Strategy, we have collaborated extensively to ensure 

it is based on firm evidence.    
• We updated and considered an in-depth evidence base to understand the details of housing 

need.   
• We held a Consultation workshop with representatives from local housing organisations to 

help shape the new Housing Strategy by identifying the current challenges for housing in 
Colchester for both organisations and residents and how these can be addressed.   

1.2 Following the consultation, we established a Project Group with partners to ensure a collaborative 
approach to designing the new Strategy. The group considered the challenges identified at the 
workshop and agreed priorities with collaborative actions to improve the housing situation in 
Colchester.   

1.3 The emerging ideas for the new strategy were tested with the Portfolio Holder for Housing and CBC 
Senior Management Team.  

1.4 The Draft Housing Strategy has been circulated to Officers and Partners for their comments and 
amendments made based on largely positive feedback  

 
2. Key Priorities  
  
2.1 Colchester’s Housing Strategy 2022-27 sets out our vision for housing in the borough:   
   

‘Colchester, where all residents have access to a safe and affordable home that promotes 
health and equality, in a sustainable community’.   

   
2.2 The Housing Strategy recognises the importance of a safe and affordable home in ensuring healthy 

lives and levelling up access to life opportunities. It provides the overarching framework for the 
Council’s housing policies and plans.   

  
2.3 The key priorities that the new Housing Strategy will focus on are:  
  

Supply – ‘We will increase the supply of quality affordable homes’   
Sustainability and Community – ‘We will support people to maintain their homes and build 
sustainable communities’   
Structure – ‘We will reduce carbon emissions from homes and improve quality and 
standards’    

  Prevent Homelessness – ‘We will prevent homelessness by working with partners to deliver 
Colchester’s Homelessness and Rough Sleeping Strategy’   
(A separate document that sits under the Housing Strategy).   

   
2.4 We have considered government policy in the development of the new strategy to ensure that it 

aligns with the priority housing issues identified nationally especially around:   
• Initiatives for increasing housing supply and homeownership   
• Reforming the welfare system   
• Quality of housing in both the social and private sector   
• Levelling Up   
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2.5 We recognise that our work with partners is key to achieving the actions set out in our new Housing 

Strategy Delivery Plan and we have ensured that this aligns with the work of existing partnerships 
and programmes  

  
2.6 The priorities in the new Housing Strategy will deliver against the Council’s Strategic Plan priorities 

in particular the pledge to "increase the number, quality and types of homes" and under this the 
goal to.    
•  Deliver 30% affordable housing across all our own housing sites   
•  Deliver 380 affordable homes   
•  Improve existing Council homes to keep them in good repair and improve energy efficiency   
•  Build new Council homes for our residents   
•  Ensure all new homes are designed to a high quality across all tenures   
•  Continue to improve and modernise available housing for older people   

 

3.        Monitoring and Review 
 
3.1      The new Housing Strategy describes how Colchester Borough Council intends to use its 
        resources and collaborate with partners in the public and private sector to help achieve its 
  strategic priorities.   

 
3.2 The strategy will be a live document that will achieve its aims and objectives through the 

implementation of a 5-year Delivery Plan, which will be updated by Colchester Borough Council on 
a regular basis.   

 
4. Next Steps 
 
4.1 Sign off by Portfolio Holder – May  

Adopted by Leadership Team – 26 May  
Scrutiny Panel sign off – 7 June  
Cabinet – 6 July  
Launch and publish strategy - July  
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A new Housing Strategy for Colchester 2022-2027 

Logos and list of partners 

Foreword 

PfH for Planning and Housing 

Providing good quality homes is crucial to people's health and quality of life and supporting 

the provision of new and affordable housing across Colchester, is a key role for the Council. 

Our new Housing Strategy for Colchester has been produced taking into account changes to 

national and local policy as well as the economic and social impacts of the Covid 19 Public 

Health pandemic. 

Demand for all types of housing in Colchester continues to grow whilst the supply of 

affordable accommodation is reducing. To mitigate this, we need to look at ways in which we 

can work in partnership to increase the supply of affordable housing and make best use of 

the stock, as well as ensuring that existing and new homes meet the required standards and 

help to reduce carbon emissions.  

In addition, we will also strive to support people from losing their homes and build 

sustainable communities where people want to live.   

We recognise that there is no magic bullet, no one single action which will make a dramatic 

difference to the housing situation in Colchester. But by achieving lots of smaller actions and 

adding these together we believe we can make a significant difference. Working 

collaboratively in partnership will be key to the success of this Strategy. 

The new Housing Strategy will set out our ambitions for housing in Colchester over the next 
5 years and describe how we intend to use our resources and work with partners in both the 
public and private sectors to help us achieve our priorities. 
 
 

Contents 
 
What the new Housing Strategy will include:  

 
Foreword – PfH for Planning and Housing  
Executive Summary - What this document is and how it has been produced 
Section 1: Setting the scene – including key Housing Statistics  
Section 2: What we have achieved so far – key successes since the last strategy  
Section 3: Housing in Colchester  
Section 4: Our Vision and Key priorities - How we will deliver the strategy 
Section 5: The way we work   
Section 6: Links to national and local policy  
Section 7: How we will monitor the Housing Strategy  
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Executive Summary 
 
Colchester’s Housing Strategy 2022-27 sets out our vision for housing in the borough: 
 
‘Colchester, where all residents have access to a safe and affordable home that 
promotes health and equality, in a sustainable community’. 
 
It recognises the importance of a safe and affordable home in ensuring healthy lives and 
levelling up access to life opportunities. 
 
The Housing Strategy provides the overarching framework for the Council’s housing policies 
and plans.  
 
The new Housing Strategy has been developed by Colchester Borough Council and its 
partners who have identified the most important priorities and what we should do to: 

• address key Housing issues and challenges  

• recognise Housing as a key determinant for good health 

• provide agreement for action and resource decisions 

The scope of our new strategy meets the requirements of the Local Government Act 2003 
for all Local authorities to have a Housing Strategy, which sets out ‘its vision for housing in 
its area and objectives, targets, and policies’ that explain how it will play a leading role to: 

• Assess and plan for current and future housing needs of the local population 
• Make the best use of existing housing stock 
• Plan and facilitate new supply 
• Plan and commission housing support services which link homes to support and 

other services that people need to live in them 
• Have working partnerships that secure effective housing and neighbourhood 

management 
 
We have collaborated extensively to produce this strategy and to ensure it is based on firm 

evidence.  

We have updated and considered an in-depth evidence base to understand the details of 

housing need. 

We have held a Consultation workshop with representatives from local housing 

organisations to help shape the new Housing Strategy by identifying the current challenges 

for housing in Colchester for both organisations and residents and how these can be 

addressed. 

Following the consultation, we established a Project Group with partners to ensure a 

collaborative approach to designing the new Strategy. The group considered the challenges 

identified at the workshop and agreed priorities with collaborative actions to improve the 

housing situation in Colchester. This group met several times. 

We have also tested our emerging ideas with Senior Officers, members of Cabinet,  
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Project Group members  
 
Members of the Project Group include representatives from:  

• Colchester Borough Council – Strategic Housing, Housing Client, Private 
Sector Housing and Planning Policy   
• Colchester Borough Homes – Housing Options and Housing Management  
• Amphora Homes  
• Housing Developer  
• Housing Association partners  
• Supported Housing Provider  
• Essex County Council  
• North East Essex Clinical Commissioning Group  

 

The Project Group identified the following key priorities that the strategy will focus on: 

Supply – ‘We will increase the supply of quality affordable homes’ 

Sustainability and Community – ‘We will support people to maintain their homes and 

build sustainable communities’ 

Structure – ‘We will reduce carbon emissions from homes and improve standards’  
 
Prevent Homelessness – ‘We will prevent homelessness by working with partners to 
deliver Colchester’s Homelessness and Rough Sleeping Strategy’ 
(A separate document that sits under the Housing Strategy). 
 
We have considered government policy in the development of the new strategy to ensure 
that it aligns with the priority housing issues identified nationally especially around: 

• Initiatives for increasing housing supply and homeownership 
• Reforming the welfare system 
• Quality of housing in both the social and private sector 
• Levelling Up 

 
The themes for the new strategy also align with our partners strategies including: 
 
 Essex Joint Health and Wellbeing Strategy 
 Essex County Council Housing Strategy 
 
Our work with partners is key to achieving the actions set out in our new Housing Strategy 
and we have ensured that this aligns with the work of existing partnerships and programmes 
including: 
 
South - East Local Enterprise Partnership - bringing together key leaders from business, 
local government and education in order to create the most enterprising economy in 
England. 
 
Gateway to Homechoice Project Board – manage the Allocations policy for the Gateway to 
Homechoice choice-based lettings scheme which consists of a single Housing Register and 
a choice-based lettings scheme for allocating social housing.   
 
The North - East Essex Health and Wellbeing Alliance - brings together authorities, 
commissioners and providers of health and wellbeing services including the ‘Live well’ 
approach.  
 

Colchester Borough Homes Board Meeting Page 38 of 115



Essex Housing Officers Group – working with local housing authorities across Essex to 
collaborate and share good practice and oversee the work of the housing sub groups. 
 
The priorities identified for the new strategy will be achieved through the implementation of 

actions set out in a Delivery Plan, working collaboratively with a wide range of partners in 

Colchester.  

 

Section 1. Setting the scene – the local picture  

 
The borough of Colchester covers an area of 324 square kilometres in north east Essex. It 

borders Suffolk in the north, along with three Essex districts – Tendring in the east, Braintree 

in the west and Maldon in the south west. 

At its centre is the town of Colchester, surrounded by villages and smaller towns of distinct 

and complementary character. Some are in the Dedham Vale, a designated area of 

outstanding natural beauty. 

Our largest towns are Wivenhoe, Tiptree and West Mersea. The island of Mersea is at the 
south of the borough, and it forms the borough’s principal coastal area.  
 
According to the Government’s Indices of Deprivation, across Essex County, Colchester 
ranks as the 5th most deprived authority (out of the 12 Essex LAs) - up one place from 
2015. This means that deprivation has decreased slightly in Colchester.   
 
The most deprived areas of the borough are Magnolia, Forest and Salary Brook South 
(Greenstead Ward) and St Anne’s Estate (St Anne’s and St John’s Ward).   
  
The least deprived areas are Bergholt (Lexden and Braiswick Ward) and Drury (New Town 
and Christ Church Ward).  
  
The health of people in Colchester is generally in line with the average across England.   
Life expectancy in Colchester for men is 0.6 years better than the average for England, 
however in women the rate is 0.1 years lower than the England average.   

 

  

Statistical Profile of Colchester  
  

  

The total population of Colchester in mid-2020   197,200  
By 2030 the population is expected to grow to:   214,160  
In mid-2020, the estimated number of people aged 16-64   126,176  

64% of the total population  
In mid-2020 the estimated number of people in Colchester 
who were 65+   

34,056  
17.3% of the total population  

As of 31 March 2021, the number of households in the 
borough   

84,041  

As of 31 March 2021, the household size  
  

2.38  

Key Housing statistics    

The total number of new homes delivered for the year 2020-
21  

741  
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The number of affordable Homes delivered for the year 
2019 - 20  

101 (of which 59 homes were acquired by 
the Council).  

The average household size (persons)  2.33  
The number of properties sold under the Right to 
Buy scheme during 2020-21 was 46  

  

46  

The number of affordable homes let from April 2020 to 
March 2021   
  

474  

The average household price (£) as of April 2021  £338,193    
The lower quartile house/flat price (£) as of April 2021  £230,000   
The total number of Empty Properties (classified as empty 
for Council Tax purposes) in April 2021  

1,851 empty properties  
(1,734 privately owned or owned by 
Registered Providers and 117 owned by 
CBC)  

The length of time that Empty Properties have been empty  0 – 6 months  899  
7 – 12 months 360  
1 – 2 years  365  
2 – 5 years  147  
5+ years   80  
  

The number of households on the Housing Register as of 
March 2021  

3,009 households  

The number of Homelessness households for 2020-21  The Council accepted a full homeless duty 
for 185 households. Action was taken to 
prevent homelessness for 187 households 
and relieved homelessness for 136 
households.   

The number of households living in temporary 
accommodation as of March 2021  

209 households.  

 
More detailed information on Housing and Homelessness in Colchester can be found in the 
Evidence Base that supports Colchester’s Housing and Homelessness Strategies  

link to go here....   

 
 
Section 2: What we have achieved so far – Key successes since the last 
Housing Strategy 
 
Since the last Housing Strategy was published in 2015, we have worked together to: 
 

➢ Develop 4,990 new homes in Colchester between April 2016 and March 2021 
➢ Deliver 697 affordable homes in Colchester during the same period with our Housing 

Association partners 
➢ Bring back 16 ex local authority properties to be used as Temporary Accommodation 

Bring back 78 ex local authority properties to be let as General Needs 
Accommodation at Social Rent – (8 bought in 2018/19, 35 in 2019/20 and 35 in 
2020/21)  

➢ Successfully purchase 100 properties through the Council’s 100 Homes programme 
over an 18-month period, to be used as general needs housing, let at social rents 
through Gateway to Homechoice, for Colchester households.   

➢ Deliver 31 new affordable homes on Council owned garage sites in 2015  
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➢ Achieve planning consent on Council land and assets at Creffield Road, Buffett and 
Scarfe Way, Military Road and Hardings Close delivering 32 new homes, 26 of which 
are affordable (some of these homes have been completed already, with the 
remainder due for completion Spring/Summer 2022). 

➢ Achieve planning consent to redevelop an existing sheltered scheme, Elfreda House, 
which will deliver 36 new homes to a much higher standard than the existing 
building.  The new development will be completed in 2023. 

➢ Develop Colchester’s Homelessness and Rough Sleeping Strategy 2020-25 with 
organisations and agencies that support people that are homeless 

➢ Implement a number of major projects and initiatives to improve the energy efficiency 
of our buildings, local businesses and households in the borough. 
As of July 2021, Colchester’s Council housing stock has an average EPC rating of ‘C’ 

➢ Administer 399 Disabled Facilities Grants to adapt properties to enable people with 
disabilities to continue to live in them. 

➢ Improve standards in the Private Sector by 
• Improving the safety of 706 homes 
• Removing 1,600 serious category 1 and 2 hazards from homes 
• Serving 39 improvement notices on non-compliant landlords to ensure 

compliance with housing standards  
 
In addition, we have worked successfully in partnership with: 

 
• 7 Local Authorities (LA’s) in Gateway to Homechoice to review the Allocations 

Policy and upgrade the system 
• 12 District Councils and Essex County Council (ECC) on a Homeless 

Families protocol, Prisoner release protocol, 16- and 17-year-old protocol and 
Hospital discharge protocol 

• Health on key worker housing 
• ECC, Essex LA’s and the voluntary sector on the response to our duties 

under the Domestic Abuse Bill 
• ECC on the recommissioning of housing support services 
• Private Sector funders, Housing associations, Almshouses and Charities to 

increase the supply of affordable housing  
• Homes England, where the Council now has Investment Partner Status 

 

 

Section 3: Housing in Colchester  
 
Colchester has a long track record of joint working to meet housing need and tackle issues.  

Our consultation workshop and the Housing Strategy Project Group identified the following 

strengths in this area along with challenges facing housing organisations and residents in 

Colchester over the next 5 years 

Housing Supply  

What are our strengths? 

Working with developers and Housing Associations to aim to secure 30% affordable housing 

on newbuild sites 

Building on the success of our Acquisition programme to increase the supply of affordable 

housing 

Making better use of the Council’s land and assets through our housebuilding programme 
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What are the challenges? 

• Not enough affordable accommodation of all sizes available 

• Need to put more pressure on developers to ensure adequate affordable housing is 
included in developments. 

• Developers are focussing on policy changes – little risk with affordable housing but 
First Homes may change that dynamic.   

• Lack of understanding about what type of housing is really needed – need to improve 

data sharing across organisations and partners 

• Affordability 
o House prices  
o Rental prices 

• Need to work more closely with private landlords to help meet the needs for 
affordable housing to reduce reliance on social housing 

• Make better use of the Council’s housing stock by helping people downsize, to free 
up larger accommodation for families  

• Not enough property that’s adapted or can be adapted at reasonable cost to 
accommodate people with disabilities 

• Lack of appropriate, emergency accommodation  
• Ever increasing demand for social housing/number of households on the housing 

register  

 

Sustainability and Community 

What are our strengths? 

Working in partnership with: 

Essex County Council to ensure that the commissioning of supported housing meets the 
needs for people in Colchester 

Private Sector landlords to encourage access to accommodation in the private sector for 
move-on 

Voluntary sector and local organisations to encourage community cohesion, strengthen 
communities and enable behaviour change to help them become more self-sufficient. 

What are the challenges? 

• Lack of access to supported housing, particularly when trying to house vulnerable 
people 

• More support needed to enable people to remain in their own home, “lifetime in the 
community” 

• More move-on options from supported accommodation for vulnerable groups  
• An increase in more residents with chaotic lifestyles and anti social behaviour which 

lead to evictions and who are more difficult to move on  
• Securing accommodation for asylum seekers and refugees 
• More people in temporary housing – lack of security 
• Regeneration of estates needed where there are pockets of vulnerability  
• Tools made available to the parishes directly to build a neighbourhood/community 

development plan 
• Enable communities to become more self-sufficient and help themselves 
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Structure, standards and reducing carbon emissions 

What are our strengths? 

Improving the condition of the housing stock to improve energy efficiency 

Successfully working with landlords to improve the condition of housing in the private sector 

Our Council approach to driving up standards in homes developed under Permitted 

Developments 

What are the challenges? 

• Current housing stock needs to be modernised and improved 
• Environmental agenda may impact on affordability.  
• Need to improve smart technologies within homes  
• Living in poor quality homes links directly to health issues and lower educational 

attainment 
• Housing standards need to be improved as poor housing conditions impact on quality 

of life 
• Homes need to be compliant with modern standards including - damp/mould, carbon 

emissions/fire safety/adequate heating 
• We need to ensure that permitted developments are fit for purpose as difficult to 

enforce under planning 

 

Section 4: Our Vision and Key Priorities – How we will deliver the Strategy 

  
Our vision for housing:   
  
‘Colchester, where all residents have access to a safe and affordable home that 
promotes health and equality, in a desirable and sustainable community’. 

  
To achieve this vision and mitigate the challenges for housing in Colchester, 4 Key Priorities 
have been identified for our new Housing Strategy  

 

Key Priority 1  
 
Supply – ‘We will increase the supply of quality affordable homes’ 
   
The impact of the pandemic and supply chain issues has resulted in a decrease in the 
number of affordable homes across the country in the last year with completions of 
affordable rented homes hit the hardest. This contrasts with the previous year which saw a 
record number of affordable homes delivered. Colchester has followed this trend.  
 
An increase in households across the borough has had a significant impact on housing 
growth and the demand for different house types and tenures. The demand for affordable 
rented housing continues to outstrip supply and with the increase in house prices and the 
cost of living the gap between the supply and demand for affordable housing is set to widen.  
 
In Colchester’s emerging Local Plan, the allocation for affordable housing is 30% on all 
proposals considered a major development where 10 on more homes will be provided, or the 
site has an area of 0.5 hectares or more, but current allocations are 20%. (In designated 
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rural areas the threshold is lower, above 5). Once the local plan is adopted the requirement 
will be 30% affordable housing on all sites with a mix of housing types and tenures.  
There has been significant growth and demand for Private Rented Sector accommodation in 
Colchester and we need to ensure that this provides good quality and affordable 
accommodation for our residents.    
 
Through our new Housing Strategy:  

➢ We will deliver market and affordable housing to meet housing demand 
and need through our emerging Local Plan 

➢ We will continue to purchase properties through our Acquisition 
programme to help increase supply  

➢ We will continue to work in partnership with Developers, Housing 
Associations and Almshouse charities to maximise the supply of 
affordable housing on new developments   

➢ We will maximise the Council’s land and assets to deliver new housing 
through our housebuilding programme and identify future developments 

➢ We will continue to partner with Homes England to deliver affordable 
housing through their Affordable Homes Programme 2021-26 

➢ We will ensure that the Council’s new housebuilding programme will 
provide a mix of dwelling types and sizes to meet the range of households 
on the register, including accessible homes where possible   

➢ We will continue to support government initiatives to help people who 
wish to buy their first home.   

➢ We will work with Private Sector Landlords to ensure they are supported 
to provide good quality homes.   

➢ We will provide incentives and support to encourage tenants to downsize 
to reduce under occupation and make best use of the Council’s housing 
stock.   

➢ We will Identify and support the need for adapted properties as part of 
new developments 

 
 

Case study: Increasing the supply of affordable housing - 100 Homes Programme 
  
Building on the success of the Council’s Acquisition Project, In September 2020 Cabinet 
approved the purchase of 100 properties over an 18-month period within the Housing 
Revenue Account. The properties were to be used as General Needs housing, let at social 
rents through the Council’s Choice Based Lettings system, Gateway to Homechoice, and 
reserved specifically for Colchester households.   
 
The properties were to be bought through the Right to Buy Back covenant and the open 
market and would predominantly be ex Local Authority properties. Although there was also 
the possibility to purchase non-Ex LA properties to suit specific needs if required such as 
medical requirements or larger properties (4/5 bed properties).  
 
The budget was set at £21,000,000 for the programme with an additional £1,000,000 to 
achieve an average Energy Performance Certificate (EPC) of B across the programme.   
 
There was also a focus on providing more accessible homes. 
 
CBC worked in partnership with CBH on the project and by the end of February 2022 all 100 
properties had been identified within the agreed budget.  
 
The programme helped to increase the number of affordable homes during the period of 
Covid 19 when housing developments had stalled. Although the programme also suffered 
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from delays in sourcing materials to complete the works on the properties, to bring them up 
to lettable standard, by working collaboratively and building on the strengths within the 
partnership solutions were identified.  

 
 
Key Priority 2  
  

Sustainability and Community – ‘We will support people to maintain their homes 
and build sustainable communities’ 
  
Providing support to people at the right time is essential in helping people maintain their 
tenancies and build sustainable communities.  
Consultation with housing organisations identified a lack of supported housing in Colchester 
to meet the needs of all groups and move-on opportunities to reduce the reliance on social 
housing.  
 

We are inspired by One Colchester's Communities Can approach, recognising the strengths 
in our communities and the value of encouraging self-help. This is all the more important at a 
time when the demands on organisations and agencies are high and their resources are 
stretched. We will need to work collaboratively to ensure that these essential services are 
delivered.  
    
Providing advice and support upstream to residents to help them maintain their homes by 
offering debt and budgeting advice will help to reduce evictions, preventing people from 
losing their homes.  
Through our new Housing Strategy: 
  

➢ We will ensure a co-ordinated approach to supported housing across the 
council, social care and health.  

➢ We will conduct a mapping exercise to identify the current stock profile of 
supported housing for all groups across Colchester to identify gaps in 
provision.  

➢ We will continue to work with partners to identify move-on opportunities 
for vulnerable groups.    

➢ We will work in partnership with other providers to ensure a sufficient 
supply of housing for older people, including extra care.   

➢ We will work with partners to ensure that there is an adequate supply of 
specialist housing and support available to meet the needs of residents 
with a disability.  

➢ We will improve tenancy sustainment by working proactively with 
residents to provide advice and assistance around budgeting, work and 
debts.  

➢ We will adapt properties where possible to allow tenants to stay in their 

homes and remain within existing communities and support networks. 

➢ We will continue to work with residents to improve the external 

environment on the Council’s housing estates.  

➢ We will empower communities to become more self-sufficient by enabling 

them to help themselves. 

➢ We will work with colleagues and partners to develop masterplans in key 

areas i.e., the town centre to ensure that housing is included. 

➢ We will capitalise on regeneration schemes i.e., the Heart of Greenstead 

to ensure good quality housing is delivered.  
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Case Study - Improving the external environment on the Council’s housing estates – 
Greenstead Housing Panel.  
 
Empowering people to take an active part in the Community that they live in helps us to 
make improvements where they are most needed and gives residents a say in what is 
important to them.   
 
In 2018 Colchester Borough Homes developed a local tenant panel to help improve 
Greenstead Housing Estate. The purpose of the group is to make recommendations and 
decisions on estate improvement requests and monitor the performance. 
 
The requirements to be a member of the Panel are that you must be a current tenant or 
leaseholder of Colchester Borough Council living on the Greenstead Housing Estate and 
therefore have a specific interest and knowledge. The role of a panel member is to help 
monitor: 
 The performance of the local housing management services for Greenstead 
 The quality of maintenance and other contracts within the estate  
 Raise and discuss local housing related issues  
 Agree budget proposals for estate improvements, landscaping schemes and 

community funding 
 
Since the panel started it has been responsible for agreeing £10,000 work of community 
fund projects each year specifically for Greenstead. 
The Panel has also approved landscaping improvement schemes and estate improvements.  
Comments and feedback from the Panel are also fed into the Heart of Greenstead Project. 
The scheme has helped residents to have a say and take pride in the community that they 
live in. 
 
CBH also carried out estate tours with tenants and Councillors to identify estate 
improvements and have developed an Estate management standard and strategy. 

 

 
 
Key Priority 3  
  
Structure – ‘We will reduce carbon emissions from homes and improve standards’ 
  
Housing is responsible for about one fifth of all carbon emissions, therefore schemes to 
decarbonise existing homes are just as important as the energy efficiency of new properties. 
Social housing is generally more energy efficient than privately owned homes but much of it 
could be better.  
 

An improvement to the fibre of the housing stock in all tenures is needed to 
enhance standards, reduce carbon emissions, and raise the energy efficiency of housing in 
the Borough.  
  
Fuel poverty is one of the biggest contributors to health inequalities. Therefore, we must 
tackle fuel poverty to improve living standards for people on low incomes, and encourage a 
more energy efficient housing sector  
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Through our new Housing Strategy: 
  

➢ We will identify funding opportunities and schemes to help reduce carbon 
emissions from new and existing homes  

➢ We will encourage the take up of initiatives to reduce fuel poverty and 
improve energy efficiency of homes across the borough  

➢ We will work with developers to ensure that all new homes are built to 
future homes standards 

➢ We will invest in Council new build properties to ensure they are thermally 
efficient  

➢ We will invest in the fabric first approach in reducing energy demand of 
the Council’s existing homes 

➢ We will encourage private landlords and agents to provide well managed 
and decent quality properties  

➢ We will review our services and adopt new collaborative approaches to 
continue to deliver effective and efficient services for tenants  

➢ We will ensure that Council and Housing Association homes meet 
the required standards and building safety compliance regulations  

➢ We will work with tenants to encourage them to adapt their lifestyles to 
help reduce carbon emissions  

  

 

Case study - Tackling inequality and improving health outcomes 
Helping people live healthy lives is core to our housing work. We know that having an 
affordable home is a key determiner of people’s health.   
  
One of the measures we adopt to increase the supply of affordable homes is to use the 
proceeds from the sale of Council homes bought under the legal Right to Buy to acquire 
homes on the open market to increase the stock of social housing. During the coming two 
years we aim to acquire 90 homes in this way.  
  
These homes are truly affordable to local people as they are let at social rent levels (typically 
60% of market rents). They are let based on people's housing need and tend to help house 
people on the lowest incomes.  
  
However, we also know that these homes need to be warm and dry to be healthy. Cold and 
damp homes are more expensive to heat, result in more carbon emissions, and have a 
strong link with poor health.  
  
Our local NHS Clinical Commissioning Group recently awarded us £900,000 to carry out 
work to these properties to significantly improve their energy efficiency. This work will be on 
top of the repairs we carry out routinely to ensure they meet the standards for social 
housing.  
  
This grant funding will enable adaptations that will help reduce bills for low incomes 
households, avoid the health issues associated with cold housing, and reduce carbon 
emissions. At a time of increasing fuel bills, making these homes cheaper to heat is crucial 
to allowing people to keep their homes at a healthy temperature.  
  
All the homes purchased will receive works to improve their energy performance certificate 
(EPC) rating to an average of C (B for houses, C for flats), with the funding from the CCG 
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used to achieve this. An EPC measures the energy efficiency of a property on a scale of A-
G.  
  
We have found that each property needs on average £7,300 to significantly improve its 
thermal efficiency. This work includes improving glazing, heating systems, or adding solar 
panels.  
  
This initiative forms part of our wider efforts to tackle inequalities and improve health 
outcomes. In particular, it complements our work to improve energy efficiency in private 
sector housing to improve residents' health outcomes.  

 
 

Key Priority 4   
  
Prevent Homelessness and Rough Sleeping – ‘We will prevent homelessness by 

working with partners to deliver Colchester’s Homelessness and Rough Sleeping 
Strategy 2020-25’ 
  
The 4 key aims for the strategy are:   

➢ Increasing access to accommodation and providing settled homes.   
➢ Helping people to sustain their accommodation.   
➢ Improving the health and wellbeing of people who experience 

homelessness   
➢ Improving communication and challenging the perception and culture of 

homelessness 
  

CBC-Housing-Colchester’s-Homelessness-and-Rough-Sleeping-Strategy-2020-25-

Colchester's_Homelessness_and_Rough_Seeping_Strategy_.pdf (windows.net)  
  

 

Section 5: The way we work 

Demand for housing in Colchester that is safe, affordable and meets the needs of our 

residents continues to create challenges that require us to work together and with 

imagination.  

Since the last Housing Strategy, we have: 

• Successfully worked in partnership with developers and housing associations to build 
more affordable homes 

• Improved relationships with our health and social care colleagues to provide housing 
solutions for vulnerable residents to improve their quality of life 

• Worked with local organisations to encourage communities to become more self 
sufficient  

• Implemented several major projects and initiatives to improve the energy efficiency of 
our buildings, local businesses, and households in the borough 

What we will do: 

Research Influence    Collaborate  Partner     Facilitate 

At a time of limited resource for all partners, we need to coordinate our efforts, collaborate 

inclusively, work to our strengths, and be open-minded about new opportunities. We have 

developed strong working relationships with Essex County Council, Neighbouring District 
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Councils, North East Essex Clinical Commissioning Group, Registered Provider’s and 

Charities to achieve more than we could alone. We will: 

• Increase our understanding of local need and sharing our knowledge with partners  

• Identify opportunities to stimulate the development of new affordable homes 
• Use existing assets to encourage new investment 
• Develop strong relationships to allow productive collaboration with others   
• Build on our existing partnerships to make our efforts more effective  
• Concentrate on our role as facilitator rather than trying to ‘do’ everything ourselves  

 

Section 6: National and Local Policy context  

This section sets out key national and local policy that was considered in the development of 

the Housing Strategy. 

National Policy 

There is currently no national strategy for housing. The last national housing strategy ‘Laying 

the Foundations: A Housing Strategy for England’ was published by the coalition 

government in 2011. Since that time the Government has announced a number of policies 

and policy changes aimed at addressing its priority housing issues.  

• Increasing housing supply – through Planning reforms; a Housing White Paper; 

supporting Garden Communities; initiatives to unlock land; supporting local 

authorities and housing associations to increase the supply of affordable housing 

through Homes England grant funding. 

• Increasing homeownership with a focus on making it more affordable - through the 

introduction of the Help to Buy equity loan scheme; rent to buy scheme, lifetime ISA, 

changes to shared ownership minimum shares; mortgage guarantee scheme; 

changes to stamp duty land tax; stamp duty land tax holiday; introducing a right to 

shared ownership.  

• Reforming the welfare system – through the implementation of universal credit. 

• Reforming the private rented sector – through a commitment to bring forward a 

Renters Reform Bill and abolish s21 (no fault) evictions for private renters. 

• Addressing homelessness and rough sleeping – through the Homelessness 

Reduction Act and financial support to local authorities to reduce rough sleeping, 

increased financial support during the Covid -19 public health pandemic and a 

national commitment to ending rough sleeping. 

• Dealing with cladding and fire safety – with the introduction of approved document 

guidance on Fire Safety to meet the Building Regulations 2010. 

• Protection for Social Housing Residents - The Social Housing White Paper was 

published in 2020 with a focus on resident voice and influence. The white paper 

presents a charter setting out seven commitments that social housing residents 

should be able to expect from their landlord. The overarching themes are building 

and resident safety, and resident voice.  

• Levelling up White Paper published in 2022 – setting out 12 missions to tackle 

inequality. The work contained in the Housing Strategy will contribute to achieving a 

number of these. 
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Local context 

South East Local Enterprise Partnership  

The South East Local Enterprise Partnership (SELEP) brings together key leaders from 

business, local government, further and higher education in order to create the most 

enterprising economy in England through exploring opportunities for enterprise while 

addressing barriers to growth.  

The SELEP covers Essex, Southend, Thurrock, Kent, Medway and East Sussex and is the 

largest strategic enterprise partnership outside of London. The SELEP works at a strategic 

level across the region, with leaders from the private and public sectors, to create the best 

possible environment for businesses of all sizes and sectors to fulfil their potential. 

Gateway to Homechoice Project Board 

The Project Board manage the Allocations policy for the Gateway to Homechoice choice-
based lettings scheme which consists of a single Housing Register and a choice-based lettings 
scheme for allocating social housing.  The Partner Organisations (POs) that are part of the 
scheme include: 
Babergh District Council, Braintree District Council, Colchester Borough Council, Ipswich 
Borough Council, Maldon District Council, Mid Suffolk District Council and East Suffolk District 
Council. 
  
The Project Board is made up of housing managers from the participating POs and 
Registered Providers. The scheme is subject to a consortium agreement.  Registered 
providers, charities, community land trusts and almshouses (RPs), also allocate properties 
using this scheme and are subject to a Service Level Agreement. The list of RPs which 
participate in the scheme are listed on the Gateway to Homechoice website: 
http://www.gatewaytohomechoice.org.uk/Data/ASPPages/1/277.aspx   
 
The scheme aims to provide a consistent approach to accessing housing across the diverse 
area of operation of the scheme and where possible, to ensure that applicants have choice 
over where they live. 
 

The Essex Joint Health and Wellbeing Strategy (JHWS) 2018 – 22 

This strategy promotes a shared vision for health and wellbeing in Essex, setting out key 

countywide strategic priorities, which focus on four areas:  

• Improving mental health and wellbeing  

• Addressing obesity, improving diet and increasing physical activity  

• Influencing conditions and behaviours linked to health inequalities  

• Enabling and supporting people with long-term conditions and disabilities. 

The priorities are delivered by local government, the NHS and other partners together 

through the Health and Wellbeing Board. 

The North East Essex Health and Wellbeing Alliance 

The Alliance brings together authorities, commissioners and providers of health and 

wellbeing services including the ‘Live well’ approach which places Asset Based Community 

Development (ABCD) at its heart.  
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The partnership work together to tackle the causes of ill health, with a focus on prevention 

and by adopting a Neighbourhood approach to improve health and wellbeing.  

Essex County Council Housing Strategy 2021-2025 

The ECC Housing Strategy sets out the actions ECC will take to help achieve progress 

towards three goals:  

1. Growing Essex while protecting the best of the county  
2. Enabling people to live independently throughout their life  
3. Supporting people facing homelessness or rough sleeping. 
 
Although ECC are not a housing authority the strategy sets out why housing is important at a 
county council level and acknowledges that the quality of our homes and the places we live 
play an important role in all our lives.  
 
ECC commission specialist housing, secure infrastructure funding to support housing growth 
and direct development through Essex Housing. The strategy is a commitment to work with 
borough, city and district partners who have the responsibility for housing and planning. 

 

Strategic Housing Market Assessment 2014  

Colchester Borough Council commissioned research to help shape future housing and 

planning strategies in the area. The National Planning Policy Framework (NPPF) requires all 

local planning authorities to prepare a Strategic Housing Market Assessment (SHMA).  

The SHMA is an assessment of people’s housing needs within an area, based on statistical 

evidence and survey data.  

The purpose of a SHMA is to provide local authorities with robust and credible information 

and data that can be used as part of its evidence base to inform future policies and decision-

making related to housing and planning. Such assessments should consider housing market 

areas, and therefore need to be prepared jointly between neighbouring authorities. The local 

authorities of Braintree, Brentwood, Chelmsford, Maldon and Colchester have worked 

collectively in commissioning their SHMAs.  

Colchester Borough Council Strategic Plan 2020-23 - The Council's Strategic Plan  · 

Colchester Borough Council 

The priorities in the new Housing Strategy will deliver against the Council’s strategic Plan 

priorities in particular the pledge to "increase the number, quality and types of homes" and 

under this the goal to.  

•  Deliver 30% affordable housing across all our own housing sites 
•  Deliver 380 affordable homes 
•  Improve existing Council homes to keep them in good repair and improve energy 
efficiency 
•  Build new Council homes for our residents 
•  Ensure all new homes are designed to a high quality across all tenures 
•  Continue to improve and modernise available housing for older people 
 
The Housing Revenue Account Business Plan 2013 – 2043  

Colchester’s Housing Revenue Account (HRA) Business Plan sets out the priorities, plans 

and actions for the Council’s homes & tenants over the next 30 years.  
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The HRA Business Plan shows how Colchester Borough Council will maintain its existing 

homes; the viability of current plans and how they translate in the long term; identifies that 

money should be available for investment in new homes, existing homes and services to 

tenants.  

The Plan includes information on the condition of council properties, how much money will 

be spent on improving properties and how Colchester Borough Council plan to meet the 

housing needs of its tenants. 

The Housing Asset Management Strategy - · Colchester Borough Council 

The strategy sets out the key priorities and levels of investment that are planned over 

the next five years, together with considering the longer-term investment 

requirements, that link to the Housing Revenue Account (Business Plan). 

The strategy broadly covers the following key areas: 

• Investing for the Future 
• Keeping Your Home Safe and Secure 
• Preparing for Climate Change 
• Homes for Life 
• Rethinking Use 

 
Our Strategy and Climate Emergency Action Plan - Our Strategy and Climate Emergency 
Action Plan · Colchester Borough Council 
 
Colchester Borough Council declared a Climate Emergency in July 2019 and since then 
have developed a Climate Emergency Action Plan on how the Council plans to reach carbon 
neutrality by 2030.  
 
Communities Can …a collaborative approach - Communities Can Sept 2021 (1).pdf 
 
Echoing the title of the December 2020 COVID-19 Marmot Review, to “build back fairer”, the 
Communities Can strategy sets out the ways in which the local community will work together 
to reduce inequalities. 
 

 
Section 6: How we will monitor the Housing Strategy and Delivery Plan  
 
The Housing Strategy is intended to be a working document and therefore actions will be 
implemented throughout the life of the strategy.  
 
The Delivery Plan will be monitored by the Housing Strategy Project Group and other key 
stakeholders and updated.  
 
A report on the progress of the Strategy and Delivery Plan will be produced on an annual 
basis and circulated to the relevant stakeholders and the Portfolio holder with responsibility 
for housing. The report will also be published on the Colchester Borough Council website 
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Housing Strategy Delivery Plan 
2022 to 2027 

 
Draft 
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1. Supply – ‘We will increase the supply of quality affordable homes’  
 

What we want to 
achieve 

Key Actions Outcome When it 
will be 
done  

Progress 

 

Who will do 
it 

Deliver Market and 
Affordable Housing to 
meet housing need 
and demand 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Produce a new 
Local Plan which 
follows the 
National Planning 
Policy Framework. 
 
 
Ensure that the 
Local Plan meets 
the requirements 
of the Housing 
and Planning Act 
2016 with regards 
to the provision of 
starter homes and 
custom and self 
build homes.  
 
 
Work in 
partnership with 
Parish Council’s, 
the Rural 
Community 
Council of Essex 
(RCCE), 
Registered 
Providers and 
private developers 
to enable the 
delivery of 

Ensure the Council’s 
planning policies are 
updated to provide a 
robust basis for 
guiding future growth 
in the Borough. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Delivery of more 
affordable housing in 
rural areas of 
Colchester 

Spring 
2022 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
2022-27 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

CBC 
Planning 
Policy Team 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
CBC – 
Housing 
Strategy 
Team 
Parish 
Council’s, 
RCCE,  
Registered 
Providers and 
private 
developers 
 

Colchester Borough Homes Board Meeting Page 54 of 115



 

3 
 

What we want to 
achieve 

Key Actions Outcome When it 
will be 
done  

Progress 

 

Who will do 
it 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

affordable housing 
in rural areas. 
 
 
Ensure that the 
planning policy 
framework for the 
proposed Garden 
Communities 
provides for a mix 
of housing types 
and tenures 
including self- and 
custom-build and 
includes a 
minimum of 30% 
affordable housing 
which will be 
phased through 
the development  

 
 
 
 
 
2022 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
CBC 
Planning 
Policy Team 

 
 

Work in partnership 
with Developers and 
Housing Associations 
to maximise the 
supply of affordable 
housing on new 
developments  

 
 
 
 
 

Implement 
Colchester’s Local 
Plan which seeks 
30% of all new 
homes to be 
affordable on sites 
with over 5 homes 
in rural areas and 
more than 10 in 
urban areas.  

Continue to 
purchase ex local 

Affordable housing 
supply target is met 
 
Different ways of 
delivering affordable 
housing explored 
and successfully 
implemented 
 
 
 
 
 

2022-2027 

 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 

CBC –
Housing 
Strategy 
Team, 
Development 
Team, 
Planning 
Officers, 
Registered 
Providers  
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What we want to 
achieve 

Key Actions Outcome When it 
will be 
done  

Progress 

 

Who will do 
it 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

authority 
properties through 
the Acquisition 
programme (using 
right to buy 
receipts) to 
increase the 
supply of 
affordable 
housing  
 
Support and 
promote 
government 
initiatives for first-
time buyers. 
Research and 
identify the 
process for the 
implementation of 
the First Homes 
initiative for 
Colchester   
 
Influence the 
allocation of S106 
contributions to 
ensure the 
delivery of 
affordable housing 
is maximised not 
compromised 
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What we want to 
achieve 

Key Actions Outcome When it 
will be 
done  

Progress 

 

Who will do 
it 

Ensure a balance 
is reached 
between delivering 
new homes and 
the need for 
affordable housing 
by considering 
viability. 
 
Consider if 
commuted sums 
can be used to 
deliver affordable 
housing elsewhere 
in the borough 
 
Explore how we 
can use the 
Affordable 
Housing New 
Homes Bonus to 
increase the 
supply of housing 
 
Work with 
Registered 
Providers to seek 
HCA funding to 
help deliver more 
affordable units on 
new schemes 
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What we want to 
achieve 

Key Actions Outcome When it 
will be 
done  

Progress 

 

Who will do 
it 

Understand and 
identify housing needs 
in terms of number, 
size, tenure, quality of 
properties and 
associated facilities.  
 
 
 
 
 
 
 
 
 
.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Clearly set out the 
level of housing 
required in the 
borough to meet 
housing need and 
demand through 
an Objectively 
Assessed Need 
(OAN) figure, as 
required by the 
National Planning 
Policy Framework 

 
 
 
 
 
 
 
 
 
Ensure that the 
new Local Plan 
includes policies 
to secure good 
quality design and 
space standards 
for new homes  
 
Continue to 
consider the 
building of 
specially adapted 

Robust Objectively 
Assessed Need 
figure is used to 
inform production of 
the local plan 

 

The Council can 
demonstrate a 5-year 
housing land supply 
to meet both 
emerging Local Plan 
requirements and 
higher delivery totals 
resulting from use of 
the new housing 
methodology which 
is applied to current 
planning 
applications. 
 

Housing delivered in 
the market is 
attractive and meets 
the needs of 
Borough residents, 
creating 
neighbourhoods and 
communities which 
are sustainable.  
 
Particular groups 
include larger 

2022 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

  

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

CBC 
Planning 
Policy Team 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Planning 
Policy Team / 
Housing 
Strategy 
Team 
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What we want to 
achieve 

Key Actions Outcome When it 
will be 
done  

Progress 

 

Who will do 
it 

 
 
 
 
 
 
 
Ensure that 
Neighborhood Plans 
which are making 
housing site 
allocations are 
delivered in timely 
manner consistent 
with National and 
Local Policy and 
provide the policy 
framework to 
contribute to meeting 
local housing need. 
 

properties to 
accommodate 
those with specific 
needs. 
 
 
 
 
CBC will support 
and work with 
Parish Councils 
and 
Neighbourhood 
Plan Groups 
where they are 
developing 
Neighbourhood 
Plans which are 
making housing 
site allocations. 
This will help 
ensure these 
Plans provide for a 
mix of housing 
types and tenures 
and contribute to 
meeting local 
housing need and 
affordable 
housing. 

families, older people 
and supported 
housing for 
vulnerable people. 
 
 
 
 
Neighbourhood 
Plans are consistent 
with National and 
Local Policy and 
provide the policy 
framework to 
contribute to meeting 
local housing need.  
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
Planning 
Policy 
Officers 
(supporting 
Parish 
Councils) 
 
 

Encourage new 
initiatives, including 
housing products, 
which meet housing 

Implement 
Colchester’s 
Planning Polices 
which seek up to 

A range of products 
and initiatives 

2022-2027 

 
 

 
 
 
 

CBC Housing 
Strategy 
Team 
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What we want to 
achieve 

Key Actions Outcome When it 
will be 
done  

Progress 

 

Who will do 
it 

need and demand 
between affordable 
rented and home 
ownership.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

20% of all 
affordable housing 
to be provided as 
Intermediate 
housing.  
 
Explore increasing 
the number of 
equity share 
properties 
available 
 

Publicise and 
support national 
initiatives which 
seek to bridge the 
gap between 
affordable rented 
and outfight home 
ownership.  
 
Provide support 
for the provision of 
self-build and 
custom-build 
homes and 
maintain a register 
as required by the 
Housing and 
Planning Act so 
that households 
can register their 
interest in this 
product.  

available to meet 
housing need. 

A fully functioning 
housing ladder 
where demand 
meets supply at a 
price that is 
affordable to 
households in 
Colchester. 
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What we want to 
achieve 

Key Actions Outcome When it 
will be 
done  

Progress 

 

Who will do 
it 

Maximise the use of 
the Council’s land and 
assets to deliver new 
housing  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Produce a 
development 
strategy which 
sets out the 
Council’s 
aspirations, a 
pipeline of 
development and 
the funding 
required to deliver 
the strategy 
 
Identify council 
owned housing 
that is no longer 
viable and 
consider its 
potential to enable 
the development 
of new homes 
 
Identify land 
opportunities for 
development of 
affordable housing 
 
Partner with 
Homes England to 
deliver affordable 
housing through 
their Affordable 
Homes 
Programme 2021-
26  

Delivery of new 
housing on Council 
owned sites to 
increase housing  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

2022-27 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 Amphora 
Homes/CBC 
Client 
Team/CBH 
 
 
 
 
 
 
 
 
Joint 
CBC/CBH 
Asset 
Management 
Group 
 
 
 
 
 
CBC Client 
Team 
 
 
 
 
Amphora 
Homes, CBC 
Client Team, 
CBH 
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What we want to 
achieve 

Key Actions Outcome When it 
will be 
done  

Progress 

 

Who will do 
it 

 
Ensure that the 
Council new 
housebuilding 
programme will 
provide a mix of 
dwelling types and 
sizes to meet the 
range of 
households on the 
register, including 
those who require 
an accessible 
home   

Work in partnership 
with other providers to 
ensure a sufficient 
supply of housing for 
older people including 
extra care. 

Work with ECC to 
identify funding 
available and 
delivery options. 
 
 
 
 
Use information 
from the SHMA to 
identify the needs 
and aspirations of 
older people, 
where they want 
to live and type of 
accommodation 
 

Funding and 
schemes identified. 
 
 
 
 
 
 
Needs and 
aspirations of older 
people identified, and 
provision made 
within the Local Plan 
for suitable sites 
 
Local Plan policy 
requires developers 
to demonstrate how 
their proposal will 
meet the need for 

Ongoing 

 

 

 

 

 

 

 

 

 

 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

CBC Housing 
Strategy 
Team 
 
 
 
 
 
Planning 
Policy Team 
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What we want to 
achieve 

Key Actions Outcome When it 
will be 
done  

Progress 

 

Who will do 
it 

housing for older 
residents 
 

Continue to review the 
Council’s existing 
sheltered housing 
stock to implement the 
Colchester Standard 
through the Sheltered 
Housing 
Refurbishment 
programme 

 
A 5-year investment 
programme is in 
place, with on-going 
surveys to identify 
major works. 

Review the 
remaining 
Sheltered housing 
stock through 
condition surveys 
and assessing 
their viability 
 
  

Colchester Standard 
achieved on all 
schemes identified 
 
 
 
 
 
 
 
Up to date surveys 
and viability 
assessments 
completed on 
schemes. 

2022-27   
 
 
 
 
 
 
 
 
 
 
 
 

CBH Asset 
Management 
Team 

CBC Client 
Team 
 
 

Increase the role of 
the private rented 
sector in meeting 
housing need through 
incentive packages for 
Private Sector 
Landlords including 
the Homestep and 
Private Sector Leasing 
schemes 

Improve access 
for those who 
traditionally face 
barriers to the 
private rented 
sector (PRS) 

 
Continue to hold a 
quarterly 
Landlords Forum 

Continue to offer a 
rent bond to 
landlords to 
provide affordable 

Increased provision 
of Private Rented 
homes to meet 
housing needs  

 
 
 
Landlords Forum set 
up and good 
attendance 
maintained 
 
Increase in use of 
the Private Rented 

2022-27 

 
 
 
 
 
 
 
 
Ongoing 

 CBH - 
Housing 
Options 
Team, CBC – 
Private 
Sector 
Housing 
Team, 
Private 
Landlords 
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What we want to 
achieve 

Key Actions Outcome When it 
will be 
done  

Progress 

 

Who will do 
it 

rented 
accommodation 
and to ensure 
housing standards 
are suitable. 
 
Deliver housing 
standards 
regulation and 
management 
training to Private 
Sector Landlords. 
 

Sector – Monitor take 
up 
 
 
 
 
 
 
 
Training delivered – 
better informed and 
broadly compliant 
landlords. 
 

Maximise the use of 
council homes and 
reduce under-
occupation 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Implement revised 
tenant incentive 
scheme policy to 
encourage council 
tenants who are 
under-occupying 
to move to a home 
that better meets 
their needs 

Promote the use 
of mutual 
exchange, to 
better meet 
tenants housing 
needs  

Maximise take-up 
of sheltered 
housing through 
the major 

Tenant Incentive 
Scheme 
implemented and 
more under occupied 
households using the 
scheme. 

 

 

Mutual exchange 
publicised and an 
increase in the 
number of 
households moving 
through the scheme.  

Reduction in 
sheltered voids.  

Ongoing 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

CBH –Tenant 
Support 
Officers, 
Registered 
Providers 

 

 

 

Tenant 
Support 
Officers 
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What we want to 
achieve 

Key Actions Outcome When it 
will be 
done  

Progress 

 

Who will do 
it 

 
 
 
 
 
 
 

refurbishment 
programme to free 
up under-occupied 
properties 

 

Better use of Council 
properties to meet 
housing need. 

Tenants are housed 
in properties which 
are better suited to 
their housing need. 

 

 

 

 

 

 

Identify and support 
the need for adaptable 
and accessible 
properties as part of 
new developments 

Negotiate the 
provision of 
homes built to 
enhanced 
accessibility 
standards (Part 
M4 Cat 2 & 3) to 
include wheelchair 
accessible homes 
on sites where 
affordable housing 
is being provided 

Include the 
provision of 
enhanced 
accessibility 
standards in 
Councils newbuild 
development 
programme 

Increase in the 
number of 
wheelchair standard 
properties 

  CBC Housing 
Strategy 
Team 
CBC Client 
Team 
 
Amphora 
 
CBH 
 

Maintain and where 
possible reduce the 
currently low levels of 
long-term empty 

Respond to 
enquiries 
regarding long 
term empty 

Reduction in the 
overall number of 
empty homes. 

Ongoing   CBC-Private 
Sector 
Housing  
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What we want to 
achieve 

Key Actions Outcome When it 
will be 
done  

Progress 

 

Who will do 
it 

properties in the 
Private Sector Provide 
information to 
residents on the reality 
of empty homes – 
manage the 
perception 

properties and 
take informal or 
formal action as 
appropriate. 

 

Offer financial 
assistance to bring 
empty properties 
back in to use 
wherever possible 
or to reduce the 
effect of the 
property on the 
neighbourhood. 

 

 

 

 

 

Make safe and 
secure empty 
properties where 
there is a significant 
public health or 
safety impact on the 
community. 

Registered 
Providers 

 

 

 

CBC Healthy 
Homes Team  
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2. Sustainability and Community – ‘We will support people to maintain their homes and 
build sustainable communities’ 

 
 

What we want to 
achieve 

Key Actions  Outcome When it 
will be 
done  

Progress  

 

Who will do 
it 

Ensure a co-
ordinated approach 
to supported housing 
across the council, 
social care and 
health 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Continue to work 
with ECC, Health 
and Social Care to 
influence 
commissioning of 
supported housing 
and support 
services where 
possible. 

Map the existing 
supply of 
supported housing 
in the borough 
including access to 
and support 
options and identify 
gaps in provision 

Work in partnership 
with ECC, CBH 
and supported 
housing providers 
to ensure that the 
support and 
housing needs of 
Colchester’s 
residents are still 
met and are not 

An increase and 
improvement in 
supported housing 
and support services 
for Colchester. 

 

 

 

Supported housing 
supply is identified to 
inform the 
commissioning 
process. 

 
 
The housing and 
support need of 
Colchester’s 
residents are met 
 

 
 
 
 
 
 

Ongoing 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
Ongoing 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 

CBC Housing 
Strategy 
Team/CBH 
Housing 
Options 
Team/ECC/H
ealth  
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What we want to 
achieve 

Key Actions  Outcome When it 
will be 
done  

Progress  

 

Who will do 
it 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Ensure that young 
people understand 
the housing options 
available to them 
and the risks of 
leaving home in an 
unplanned way 

 

compromised 
following 
procurement 
activities 
undertaken by 
ECC  
 

Continue to work 
with partners to 
identify move-on 
opportunities for 
vulnerable groups. 
 
Continue to review 
the nominations 
CBC gives to 
supported housing 
providers to ensure 
that they still meet 
the strategic 
priorities of CBC 
 
Work in partnership 
with schools in the 
borough to educate 
young people and 
their parents about 
their housing 
options 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
This scarce resource 
is used to best meet 
the needs of 
Colchester’s 
residents 
 
 
 
 
Young people and 
parents are more 
aware of the risks and 
lack of housing 
options available. 
 
 

 
 
 
 
 
 
 
 
 
Ongoing 

 
 
 
 
 
 
 
 
CBC/CBH/Su
pported 
Housing 
Providers 
 

Improve health & 
wellbeing of 
Colchester residents 

Engage with 
partner services 
and identify 

Joint working 
established between 

2022-27 

 
 

 

 
.  

CBC/CBH/R
egistered 
Providers/He
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What we want to 
achieve 

Key Actions  Outcome When it 
will be 
done  

Progress  

 

Who will do 
it 

through greater 
integration of 
housing, health and 
social care services. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

opportunities for 
joint working and 
service delivery to 
tackle housing as a 
long-term barrier to 
health through the 
work with the 
Housing and 
Health Alliance 
 
Explore 
opportunities for 
additional Public 
Health funding. 
 
Establish effective 
multidisciplinary 
care/referral 
pathways 
 
Work with local 
community and 
voluntary sector 
organisations to 
improve 
information, access 
and support for 
household health 
checks. 

 
Reduce the 
number of home 
hazards most likely 

housing, health and 
social care 

 
 
 
 
 
 
 
 
Funding opportunities 
identified and funding 
awarded 
Pathways 
established, and 
referral processes 
improved 
 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

alth 
CCG/Essex 
County 
Council 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
CBC-Private 
Sector 
Housing 
Team  
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What we want to 
achieve 

Key Actions  Outcome When it 
will be 
done  

Progress  

 

Who will do 
it 

to have a negative 
impact on 
residents’ health 
and safety. 

Improve tenancy 
sustainment and 
work proactively with 
residents to provide 
advice and 
assistance around 
budgeting, work and 
debts 

Promote pre-
tenancy 
workshops/early 
intervention for 
arrears 
Promote financial 
Inclusion to help 
tenants to budget 
and provide long 
term improvements 
for residents in 
financial difficulty 
and reduce long 
term dependency 
on discretionary 
funds 

Increase in take up of 
workshops. 

Financial resilience 
encouraged and 
supported through 
Money advice 
outreach work and 
training sessions. 

 
Reduction in the take 
up of discretionary 
funds  

Ongoing  CBH – 
Housing 
Options 
Team 
/Supported 
Housing 
Organisation
s/CBH - 
Tenant 
Support 
Officers 

 

Support residents 
affected by Welfare 
Reforms and those 
experiencing 
financial hardship to 
remove the risk of 
homelessness  

Continue to 
develop internal 
and external 
partnerships to 
mitigate the effects 
of welfare reform.   
Continue to provide 
proactive support 
to those affected 
by the reform 
agenda and 
experiencing 
financial hardship 

More residents 
supported and where 
appropriate 
alternative housing 
options identified and 
risk of homelessness 
mitigated.  

Ongoing  

 

 

 

 

Housing 
Options 
Team, CBH, 
CBC 
Customer 
Solutions 
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What we want to 
achieve 

Key Actions  Outcome When it 
will be 
done  

Progress  

 

Who will do 
it 

Help people whose 
independence may 
be at risk to remain 
in or return to their 
home in both the 
private and public 
sector properties. 
 
 

Increase use of the 
disabled 
adaptations in CBC 
properties to 
encourage 
independent living 
amongst older 
residents and 
residents with a 
disability 

Respond to 
recommendations 
from ECC 
Occupational 
Therapy service to 
process Disabled 
Facilities Grants in 
private sector 
properties. 

Provide advice on 
welfare benefits to 
older people to 
help them 
maximise their 
income and remain 
in their own home. 

Increase in planned 
and unplanned 
adaptations 

100% spend of DFG 
budget allocation 

Increase in older 
people able to remain 
in their own home 

Ongoing 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

CBC/CBH 
Asset 
Management
CBC Healthy 
Homes Team  

Increase use of 
assistive 
technologies for 
Council tenants. 

Publicise the 
benefits of 
assistive 
technology to 
tenants to enable 

More tenants using 
the service 

2022-27  CBH Older 
Persons 
Services 
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What we want to 
achieve 

Key Actions  Outcome When it 
will be 
done  

Progress  

 

Who will do 
it 

them to remain in 
their own homes.  

Facilitate integration 
into the local 
community for the 
incoming population. 
 

Work with the local 
community and 
voluntary sector 
including Refugee 
Action and Essex 
integration to 
improve 
information, access 
and support 
(especially ethnic 
minorities) 

Community groups 
set up.  

Incoming population 
successfully 
integrated into the 
community. 

2022-27   CBC 
Community 
Initiatives 
Team 

 

 

Deliver quality 
neighbourhoods with 
adequate 
infrastructure. 
 

Inform and consult 
the relevant 
infrastructure 
providers including 
education services 
of proposed 
housing 
developments so 
they have an 
opportunity to 
influence 
outcomes. 
 

Work in partnership 
with ECC and the 
Southeast Local 
Enterprise 
Partnership 
(SELEP) to deliver 

High quality 
communities 
 
 
Projects delivered – 
Infrastructure needs 
met 

2022-2027 

 
 
2022-2027 

 CBC 
Planning 
Policy and 
Transportatio
n Team, 
Development 
Management
, Community 
Development 
Team 
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What we want to 
achieve 

Key Actions  Outcome When it 
will be 
done  

Progress  

 

Who will do 
it 

integrated and 
sustainable 
transport projects 

Create 
neighbourhoods and 
communities which 
are sustainable  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Encourage 
Community 
Engagement with 
housing providers 
and other 
organisations 

Develop 
partnerships with 
residents, the 
voluntary sector, 
community 
organisations and 
wider local service 
providers, 
especially on new 
housing 
schemes/developm
ents. 

Work in partnership 
with the 
Community Police 
to implement new 
legislation from the 
ASB Police and 
Crime Act and 
undertake 
enforcement action 
as necessary 
 

Introduce a co-
ordinated approach 
to community 
engagement with 
voluntary sector 

Partnerships set up 

Continue to hold 
events including 
‘Days of Action’ and 
‘Make a difference 
day’, to bring 
communities 
together. (8 make a 
difference day held a 
year) 
 
 
 
 
 
 
 
 

 

 

 

 

Community projects 
established   

 
 
 
 

2022 - 
2027 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

  Zone 
Wardens, 
Community 
Police, 
Community 
Initiatives, 
CBH, 
Registered 
Providers, 
CBC – 
Private 
Sector 
Housing, 
Community 
Safety Team 

 

 

 

 

 

 

 

Police, Crime 
Commissione
rs, 
Colchester 
Community 
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What we want to 
achieve 

Key Actions  Outcome When it 
will be 
done  

Progress  

 

Who will do 
it 

 

 
 
 
 
 
 
 
 
 
 
 
 

and housing 
providers.  

Encourage 
parishes directly to 
build a 
neighbourhood/co
mmunity 
development plan  

Establish a clear 
focus on a 
collaborative, cross 
sector, system 
wide, partnership 
approach to 
creating 
sustainable, 
healthy & engaged 
communities 
through the Health 
& Wellbeing 
Alliance and One 
Colchester.  

Maximise 
employability 
funding from the 
SELEP to support 
the Economic 
Development 
Strategy 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Funding bids 
submitted and agreed 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
2022-27 

Voluntary 
Sector 
(CCVS), 
CBH, 
Registered 
Providers, 
CBC 
Community 
Safety, 
Clinical 
Commissioni
ng Group 
(CCG) 

CBC - 
Economic 
Development
Team 

Improve the external 
environment on the 

Continue to 
implement the 
actions set out in 

Estate Management 
Strategy 

Ongoing  CBH Housing 
Management 
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What we want to 
achieve 

Key Actions  Outcome When it 
will be 
done  

Progress  

 

Who will do 
it 

Council’s housing 
estates 

 
 
 
 
 
 
 
Enable communities 
to become more self-
sufficient and help 
themselves  

 

the Estate 
Management 
Strategy for the 
external 
environment within 
the Council’s 
housing estates 

 
Set up local tenant 
panels to 
encourage tenants 
to take pride in the 
areas that they live 
in by making 
recommendations 
and decisions on 
estate 
improvements 

recommendations 
implemented 
 
 
 
 
 
 
 
Local tenant panels 
developed 
 

Team/ Zone 
Wardens 

 
 

Reduce and tackle 
anti-social behaviour 
in partnership with 
other agencies 

 

Continue to deliver 
an overarching 
multi-agency 
approach to 
tackling ASB within 
the Town Centre 
through the Town 
Centre Action Plan. 
 
 
Challenge 
antisocial 
behaviour and use 
appropriate 
sanctions against 

Reduction in 
antisocial behaviour 
 
Town Centre multi 
agency partnership 
team set up and 
continue to meet 
regularly to agree 
approach with 
support and 
enforcement in place 
to resolve crime and 
ASB issues arising in 
the town centre.  
 

Ongoing  
 

CBH anti-
social 
behaviour 
team, Police, 
CBC 
Community 
Safety 
Team/CBH 
Rough 
Sleeper 
Team 
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What we want to 
achieve 

Key Actions  Outcome When it 
will be 
done  

Progress  

 

Who will do 
it 

those who cause a 
nuisance 
 
Work with others to 
offer a range of 
interventions to 
help people 
change their 
behaviour 
Provide support to 
witnesses and 
victims of antisocial 
behaviour 

Prevent and reduce 
Domestic Abuse  

Work in partnership 
with Essex County 
Council to develop 
a Domestic Abuse 
Strategy for Essex 
in line with the 
Domestic Abuse 
Act 2021 

 
Ensure that the 
Domestic Abuse 
Act implications 
have been 
considered and the 
Gateway to 
Homechoice 
Allocations policy 
amended to reflect 
the new legislation. 

Domestic Abuse 
Strategy produced 
and implemented 

  CBC 
Housing 
Strategy 
Team, CBH 
Housing 
Options 
Team, ECC, 
Registered 
Providers 
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What we want to 
achieve 

Key Actions  Outcome When it 
will be 
done  

Progress  

 

Who will do 
it 

Lower the rates of 
unemployment in the 
Borough by 
supporting and 
encouraging 
residents to take up 
work. 

 

 

Operate weekly 
Work Clubs and 
drop-in centres for 
advice, support 
and networking 
Develop education, 
employment and 
training 
opportunities for 
council tenants and 
other residents. 
Develop the Local 
Support Services 
framework, in 
partnership with 
Colchester Job 
Centre Plus, 
Colchester 
Borough Homes, 
Customer Borough 
Council and other 
partners to 
promote 
employment 
opportunities and 
local support 
services  

Work clubs/drop-in 
centres set up; 
premises and 
volunteers to run 
them identified 
Unemployment 
reduced 
 

Ongoing 
 
 
 
 
 
 
 
 
 
 
 

 
  
 

CBH/CBC 
Customer 
Solutions. 
 
DWP 
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3. Structure – ‘We will reduce carbon emissions from homes and improve standards’   
 
 

 

What we want to 
achieve 

Key actions Outcomes When it 
will be 
done  

Progress  

 

Who will do it 

Reduce Carbon 
emissions in new and 
existing homes by 
xxxx by 2027  

Identify funding 
opportunities and 
schemes to help 
reduce carbon 
emissions from new 
and existing homes 

Funding identified 
and carbon 
emissions in new 
and existing homes 
reduced  

  CBC - Client 
Team 

Reduce fuel poverty in 
the borough.  

Increase the take up 
of the government’s 
Green Deal scheme 
across the borough, 
encouraging and 
supporting residents 
to make 
improvements to their 
home increasing 
energy efficiency, and 
reducing fuel bills. 

 

 

 

 

 

 

 

Promote Warm 
Home Discount and 
Priority Services 
Register for 
vulnerable residents. 

Provide fuel poverty 
advice to 
households & 
signpost customers 
to income 
maximisation and 
fuel tariff/debt 
advice.  

Continue to work 
with ECC and other 
districts/boroughs, 
work has 
commenced around 
supporting the UK 
Power Networks 
recently launched 
Heat 

Increased take up 
of Warm Home 
discount.  

 

 

Reduction in fuel 
poverty in the 
borough  

 

 

 

 

 

 

 

 

 

 

2022-2027 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

CBC – 
Community 
Initiatives Team, 
Voluntary sector  

Energy 
suppliers  

Energy Savings 
Trust 

CBC – Healthy 
Homes Team  

 

 

CBC Warm 
Homes partners, 
Energy 
suppliers 
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What we want to 
achieve 

Key actions Outcomes When it 
will be 
done  

Progress  

 

Who will do it 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Decarbonisation 
Strategy to support 
communities that are 
heavily dependent 
on oil, to use 
greener fuels.  

Signpost customers 
to Green Deal offers 
and measures 
available. 

Promote the ECO 
Flex scheme which 
will allow CBC, 
through its partners, 
to provide affordable 
warmth assistance 
to fuel poor and low-
income households 
that are vulnerable 
to the effects of the 
cold 

Enforce the 
provision of 
insulation and 
economic/efficient 
heating systems in 
privately rented 
properties to remove 
Category 1 and 
significant Category 
2 hazards of Excess 
Cold. 

 

 

 

 

 

 

 

An uptake of the 
ECO Flex funding 
discounts provided 
by our partners  

Reduction in fuel 
poverty in the 
borough and 
removal of excess 
cold hazards. 

 

Removal of 80 
Excess Cold 
hazards in privately 
rented and owner-
occupied homes 
per annum. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

CBC – Healthy 
Homes Team  

 

 

 

 

 

 

CBC-Private 
Sector 
Housing/Healthy 
Homes Team  
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What we want to 
achieve 

Key actions Outcomes When it 
will be 
done  

Progress  

 

Who will do it 

 

 

 

 

 

 

Provide grant/loan 
aid to owner 
occupiers (where 
alternative forms of 
assistance are not 
available) to remove 
Category 1 and 
significant Category 
2 hazards of Excess 
Cold 

 

 

 

 

 

 

Undertake targeted 
activity to support the 
most vulnerable 
members of the 
community who live in 
the poorest quality 
housing containing 
Category 1 and 
significant Category 2 
hazards 

 

 

Continue to improve 
referral pathways 
between Private 
Sector Housing & 
Customer Support 
Team to raise 
concerns about the 
housing conditions 
of vulnerable 
residents 

 

 

 

Work with Clinical 
Commissioning 
Group and Health 
and Social Care 
Services to tie 
Environmental 
Health into care 
planning and patient 
discharge.  

Pathways 
established 

Progress to 
achieving an 
annual target of 
improving 300 
dwellings occupied 
by vulnerable 
people including 
those with long 
term health 
conditions.  

 

Facilitate quick and 
ready access to 
services which 
resolve property-
related barriers to 
returning to/staying 
at home. 

Ongoing  

 

 
 

CBC Private 
Sector Housing  

 

CBC Healthy 
Homes Team  

 

 

 

 

 

Registered 
Providers  

NEE CCG 

ECC  
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What we want to 
achieve 

Key actions Outcomes When it 
will be 
done  

Progress  

 

Who will do it 

Target the work we do 
to improve homes in 
the private sector 
based on evidence 
and the best 
information and 
improve the energy 
efficiency. 

 

 

 

 

 

 

Encourage private 
landlords & managing 
agents to provide 
good quality and well 
managed properties  

Continue to use bulk 
Energy Performance 
data and Tenancy 
Deposit data to 
identify rented 
properties with poor 
energy performance. 
 
Use the Excess Cold 
Calculator to assist 
in the assessment 
and decision making 
for enforcement of 
excess cold hazards 
 
 

Support landlords 
towards provision of 
broadly compliant 
housing 
accommodation 
through improved 
communication and 
joint working -
Identify common 
barriers to 
compliance and 
provide self-service 
advice and guidance 
in order that 
resources can be 
targeted toward 
criminal landlords. 

Improved Energy 
performance rating 
of private sector 
homes 

 
 
 
 
Excess cold 
hazards removed 
from properties 
 
 
 
 
 
Landlord training 
delivered. 
 
Participation in 
Landlord Forums 
and other similar 
events. 
Improvement in the 
management and 
quality of private 
sector 
accommodation 

Ongoing 

 
 
 
 
 

 
 

CBC-Private 
Sector Housing 
Team  
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What we want to 
achieve 

Key actions Outcomes When it 
will be 
done  

Progress  

 

Who will do it 

Ensure that houses in 
multiple occupation 
(HMOs) are safe and 
well managed  

Ensure HMOs are 
managed in 
accordance with the 
Management of 
Houses in Multiple 
Occupation 
(England) 
Regulations 2006 & 
(additional 
provisions) 
Regulations 2007 

Undertake statutory 
duty to license all 
mandatory HMOs 
under the provisions 
of the Housing Act 
2004 Part 2 

Use enforcement 
powers to raise 
standards where 
landlords refuse to 
work with CBC or 
where landlords fail 
to licence properties 

as necessary. 

Better quality 
accommodation - 
Improvement of 
HMO’s from 30 to 
50 per annum over 
the course of the 
strategy. 

 
 
 
 
 
Reduction in 
unlicensed HMO’s 
 
 
 
Enforcement action 
and prosecution of 
non-
compliant/criminal 
landlords. 
 
 

Ongoing 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 CBC - Private 
Sector Housing 

Private 
Landlords 

 

Encourage & Support 
homeowners to 
maintain and repair 
their homes and 
introduce energy 
efficiency measures. 
 
 

Remove and 
mitigate significant 
hazards and fund 
energy efficiency 
improvements where 
no alternative form 
of assistance is 
available by 

Improvement in 
energy efficiency of 
properties. 

 
 
 
 
 

Ongoing 
 
 
 
 
 

  CBC – Healthy 
Homes Team 
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What we want to 
achieve 

Key actions Outcomes When it 
will be 
done  

Progress  

 

Who will do it 

providing financial 
assistance through 
grants and loans. 
 
Undertake review of 
Financial Assistance 
Policy and explore 
opportunities to 
further incentivise 
property 
improvements 
through provision of 
grants and loans. 
 

 
 
 
More grants and 
loans provided for 
property 
improvements. 

Improvement in the 
energy efficiency of 
the Council’s housing 
stock and ensure that 
Council properties are 
thermally efficient   

 
 
 
 
 
 
 
 
 
 
 
 
 

Implement the 
Green Strategy part 
of the Asset 
Management 
Strategy, which 
provides a holistic 
approach to making 
homes more energy 
efficient. 

Utilise the 
Government’s and 
the EU’s energy 
grant and incentive 
schemes to 
maximise the 
number of measures 
available to 
individual properties 
within the stock. 
 

Increase in homes 
that are more 
energy efficient. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Ongoing 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 

CBH Asset 
Management 
Team 
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What we want to 
achieve 

Key actions Outcomes When it 
will be 
done  

Progress  

 

Who will do it 

Include energy 
saving measures 
within the Colchester 
standard and ensure 
procurement 
includes measures 
within specifications 
where appropriate. 
 

Energy measure 
specified in 
Sheltered Scheme 
Refurbishments 
and in the Housing 
Improvement 
Programme (HIP) 
procurement. 

 
 
 
 
 
 
 
 
 
 

 
CBH Asset 
Management 
Team 
 

Understand the 
viability of 
implementing new 
energy efficiency 
measures for the 
Council’s housing 
stock 

Continue to carry out 
energy assessments 
on all properties with 
the Housing Stock. 

Assessments 
completed, better 
understanding of 
costs to inform 
what new 
measures are 
implemented. 

Ongoing  CBH Project 
Surveyor 
(Energy) 

 

Encourage a 
proactive approach to 
dealing with 
dampness and 
condensation in flats  

 

Work with 
Registered providers 
to identify and 
improve dwellings 
through building 
fabric and behaviour 
change interventions  

Accommodation 
with damp and 
condensation 
problems identified 
and improved. 

Damp & Mold 
hazards mitigated 

 

NHS Cost Savings 
established 

Pilot 
properties 
identified 
2015 

2018 

Ongoing 

 CBC -Private 
Sector Housing-  

Registered 
Providers 

 

Reduce levels of 
overcrowding in 
affordable housing  

 

Promote the use of 
mutual exchange, to 
better meet tenants 
needs (see action 
above) 

 

 

 

 

Ongoing 

 

 

 

 

 

 

 

CBH Housing 
Management 
Team, 
Registered 
Providers 
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What we want to 
achieve 

Key actions Outcomes When it 
will be 
done  

Progress  

 

Who will do it 

 

Assessment of 
‘crowding and 
space’ under the 
provisions of part 1 
of the Housing Act 
2004 to ensure 
families are correctly 
prioritised for 
rehousing 

 

Crowding and 
space hazards 
removed or 
sufficiently 
mitigated. 

Crowding and 
Space hazard 
considered during 
every property 
inspection by the 
Private Sector 
Housing team, 
including 
inspections for 
HomeStep and 
Private Sector 
Leasing Scheme. 
An indication is 
given of acceptable 
occupancy 
numbers in the 
property inspection 
report provided to 
CBH for each 
property taken on 
by CBH for either 
scheme 

 

 

Ongoing 

 

 

 

 

 

 

 

 

CBC – Private 
Sector Housing 
Team 

 

Council and Housing 
Association homes 
meet the required 
standards and 

 To be agreed in line 
with the Housing 
Asset Management 
Strategy 

Council and 
Housing 
Association homes 
meet the required 

tbc   
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What we want to 
achieve 

Key actions Outcomes When it 
will be 
done  

Progress  

 

Who will do it 

building safety 
compliance 
regulations set out in 
the Social Housing 
White Paper   

standards and 
building safety 
compliance 

Improved satisfaction 
in services that are 
delivered to Council 
tenants 

We will review our 
services and adopt 
new collaborative 
approaches to 
continue to deliver 
effective and 
efficient services for 
tenants   

Services reviewed 
and tenant 
satisfaction 
improved 

tbc   
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4. Prevent Homelessness and Rough Sleeping – ‘We will prevent homelessness by working 
with partners to deliver Colchester’s Homelessness and Rough Sleeping Strategy 2020-25’  

 

Preventing homelessness and rough sleeping are addressed in our Homelessness Strategy 2020-2025. The Delivery plan for the strategy 
can be found by following the link here: CBC-Policies-and-Strategies-Colchester's-Homelessness-and-Rough-Sleeping-Strategy-Delivery-
Plan-2020-25---update-for-2020-21-Colchester's Homelessness and RS Strategy Delivery Plan 2020-25 - update for 2020-21.pdf 
(windows.net) 

What we want to 
achieve 

Key Actions Outcomes 
When it 
will be 
done  

Progress  

 
Who will do 

it 

Progress on the 
actions set out in the 
Homelessness 
Strategy Delivery plan 
monitored and updated 
annually. 

Consult with 
Homelessness Strategy 
Project Group and other 
key organisations on 
progress on actions. 

Delivery plan 
updated, and 
progress report 
completed and 
published on 
website. 

Annually 

 
Housing 
Strategy 
Team 
 
 

To produce a new 
Homelessness 
Strategy for 
Colchester. 

Project Group set up with 
key stakeholders to carry 
out a review of 
Homelessness in 
Colchester and develop a 
new Homelessness 
Strategy and Delivery 
plan. 

A new 
Homelessness 
Strategy 
written and 
published. 

2025 - 
2026 

 

Housing 
Strategy 
Team 
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8. Strategic Plan 2017-2022 Outcomes
To Note
Presented by Philip Sullivan



 

COLCHESTER BOROUGH HOMES BOARD 

Wednesday 18 May 2022  

 
Report Title 0008 Draft Strategic Plan 2017-22 Update 

Author Philip Sullivan, Chief Executive  
Philip.sullivan@cbhomes.org.uk  

Report Objective: To provide Board with the final update on the 2017-22 Strategic Plan.   

Link to Consumer 
Standard 
objective 

Tenant involvement and empowerment ☒ 

Home ☒ 

Tenancy ☒ 

Neighbourhood and community ☒ 

Sensitivity Commercial  Action Assurance  
Confidential  Noting ✓ 

Open ✓ Approval  

 
 
Recommendation: 
 
Subject to any comments or questions Board is asked to NOTE the final Strategic Plan 2017-22 
update.   
 

 
Executive Summary 
 
The final update report on the 2017-22 Strategic Plan is set out at Appendix 1.   
 
The 2017-22 Strategic Plan has been superceded by the Strategic Plan 2022-27 that has been 
approved by Board.  Going forward progress in delivering the actions that demonstrate how the 
Strategic Plan is being implemented will be routinely reported to Board.   
 

1. Current Position 

 
1.1 The final update report on the 2017-22 Strategic Plan is set out at Appendix 1.  It is suggested 

that the mixed performance in achieving the metrics be considered in the contact of a breadth 
of success indicators, including Housemark performance which shows that CBH has 
consistently been a top performing, low cost service provider.  There are also numerous 
examples of excellent achievements over the life of the 2017-22 Plan, including the 
outstanding response to the Covid pandemic.  Some of the more recent excellent 
achievements are detailed in the appendix including retaining Gold IiP and utilising an 
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exceptional winter top up payment to assist 53 families (with 111 children), 6 couples and 32 
single people between January and March 2022 who would otherwise been at risk of 
becoming homeless. 

 
1.2 The 2017-22 Strategic Plan has been superceded by the Strategic Plan 2022-27 that has 

been approved by Board.  Going forward progress in delivering the actions that demonstrate 
how the Strategic Plan is being implemented will be routinely reported to Board.  This will 
include an outcome report each May at which time Board will be asked to consider whether it 
is satisfied that CBH has delivered its Strategic Plan for the previous year. 

 
1.3 Subject to any comments Board is asked to note the final Strategic Plan 2017-22 update.   
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CBH Strategic Plan Assurance Report 

Q4 2021/22 
 
 
 

Customer plan 

Top 25% ALMO for satisfaction by 2022 

 

Value for money and technology plan 

Lowest 25% cost per property in the East by 2022 

 

People plan 

Times top 100 not-for-profit employer by 2022 

 

Business development plan 

£420k from trading income by 2022 (subject to annual review) 
 

Leadership plan 

Leadership that inspires trust and confidence in CBH by 2022 

 

Community plan 

A community enabling leader for Colchester by 2022 

 

 

Key 
 

Target achieved Target not achieved 
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Customer plan 

Top 25% ALMO for satisfaction by 2022 (STAR measure) 

 

Highlights 

• Greenstead Local Housing Office reopened to customers 

• Self-assessment for TPAS (Tenant Participation Advisory 
Service) accreditation underway 

• Tenant Inspection report on CBH website 

• Resident Engagement ‘Live Events’ & newsletter for staff 

• Development of engagement plans for Building Safety, and 
Net Zero Carbon in progress. 

• Preparation for new Tenant Satisfaction Measures, including 
response to government consultation 

• Hybrid online/in person resident involvement meetings to 
increase participation 

• Older Persons Services team attended and represented CBH 
at the Big Week event, promoting CBH services. 

• Second Greenstead Antisocial Behaviour Residents/ Partner 
meeting held 

• Project Morpheus development - annual programme of 
diversionary activity for young people promoted 

• SAINT (St Andrews Information Network Team) meeting 

• Range of resident involvement meetings resumed face-to-face 
including QAA (Quality Assurance Advisor),Sheltered AGMs, 
Greenstead Tenant Panel 

• Cherrytrees parking consultation. 

Forward look 

• STAR action planning 

• Revised complaints policy, 
annual report & self-
assessment 

• Housing Online customer 
portal launch 

• Platinum Jubilee 
celebrations 

• Review of complaints 
process in housing system 

• TPAS resident involvement 
accreditation 

• HouseMark complaints 
accreditation 

• Resident Voice review of 
STAR outcomes on listening 
to residents 

• 4 Make a Difference Days 
planned for the year 

• Special meeting planned 
with the Greenstead 
Housing Panel to meet with 
representatives from the 
Heart of Greenstead project 
28/4/22 

• Review and recruitment 
drive for QAA’s 

• TPAS customer engagement 
training for all staff  

• Customer satisfaction ‘Live 
Event’ June 

• Tenant Inspection on repairs 
customer journey 

Risks, issues & support required 
Although we saw steady improvement in transactional customer 
satisfaction in the pre-pandemic period, the pandemic and 
ongoing economic challenges have had a significant impact on 
customer satisfaction across the sector. Staff shortages and 
difficulties with supplies have also presented ongoing barriers to 
delivering core services.  Nationally customer satisfaction was 
lower during the period the STAR survey was run (Summer 2021), 
making it difficult to establish whether continued progress would 
otherwise have resulted in target top quartile performance.  

Progress measure 
2020/21 
outturn 

Latest 
Latest 
target 

Original 
2022 

target 

% Overall satisfaction (CBH transactional survey) 93.3 86.2 92 92 

% Satisfaction that we listen to & act on views of 
customers (STAR survey) 

65 58 66 71 

% Customers accessing services digitally 
n/a n/a 

No 
target 

No target 

Completed resident engagement impact 
assessments 

21 26 26  60 
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Value for money and technology plan 

Lowest 25% cost per property in the East by 2022 
 

Highlights 

• Since closure of Aurora project in July 2021, 26 projects have 
been completed against the ICT work plan. There are 33 
projects in progress and a further 40 projects planned over the 
next 12 months. 40 projects relating to the NPS system alone 
are in progress/planned. 

• New ICT Principles agreed & communicated to staff 

• Arrears automation live in NPS system 

• Accommodation review – Rowan House clearance, changes to 
Greenstead office, establishment of office at Plowright House 

• Rent statements, leasehold gas certificate letters, arrears 
letters, rent notices and Direct Debit notices issued 

• Successful year end process completed in-house on housing 
management system 

• ICT Business Partners established 

• KPIs & targets for new Medium Term Delivery Plan agreed 

• Exploring further NPS modules, e.g., risk management, 
servicing, antisocial behaviour 

• Conclusion of successful trial using electronic signatures 

• Started to use NPS Planned Maintenance module for raising 
bulk asset management works orders 

• Improvements to HiMail system 

• Improved Wi-Fi at Leisureworld 

Forward look 

• Joint Microsoft tenancy 
with CBC 

• Endpoint management on 
laptops to improve security 
& efficiency 

• Further enhancements to 
NPS e.g. dashboards, task 
manager, single sign on, 
Housing Online 

• Letter formatting changes 
to address blocks 

• Major upgrade to NPS plus 
upgrades to repairs mobile 
application and document 
management system 

• Aurora benefits realisation, 
including reviewing 
processes for efficiency 
and training resources 

• Strategic plan KPIs to be 
agreed 

• Website review 

• Development of ICT 
Business partner model 

• Improved Wi-Fi at 
Greenstead office 

• Progress on new finance 
system project 

• Participation in CBC 
paperless working drive 

Risks, issues & support required 

• Additional funding required to release capacity on other 
priorities e.g.legacy data, website review 

• Competing priorities & pressures throughout the business, as 
well as limits on resources & capacity (incl skills & knowledge) 
may cause further delays in implementing ICT work programme 
priorities & maximising benefits of NPS system. 

Progress measure 
2020/21 
outturn 

Latest 
Latest 
target 

Original
2022 
target 

£ cost per unit (repairs & housing management 
combined) 

842 
(2019/20) 

807 
(2020/21) 

1025 (top 
quartile 
20/21) 

Top 
Quartile 

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

69 
(March 
2021) 

65 
(April 
2022) 

60 60 

£ cashable savings achieved £792k 
£256k 
(March 

22) 
£0k £90k 
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People plan 

Times top 100 not-for-profit employer by 2022 
 

Highlights 

• External pay benchmarking exercise for all roles within CBH 
• Pay award agreed for 2022/23 
• Accommodation Project- Rowan House cleared and building work 

commenced. Greenstead office now open for staff to use, alongside 
alternative meeting spaces 

• Essex university placement mentored by Older Persons Services manager 
- final presentation to CBH Directors & Head of Service 

• 2 Hate Crime Ambassador training sessions delivered (90+ Staff), 

• Property Inspection Training delivered (30+) housing management staff. 

• Caretakers now trained and qualified locksmiths. 

• Employability Training taken place for our ‘Kick Starter’  

• Signed up to Mental Health at Work charter - action plan drawn up and 
being managed by staff wellbeing group, 

• Wellbeing initiatives include wellbeing staff newsletter, two ‘walk and talk’ 
events and a new CBH Health and Wellbeing Guide, 

• Managers’ Corner launched on MyLearning, 

• Launch of Manual Handling and Probation e-Learning 

• Recruitment review - new Managers Guide to the recruitment and selection 
process has been launched, 

• Met with IiP (Investors in People) Assessor 

Forward look 

• Annual Staff 
Survey 

• Agile Working 
Policy 

• Recruitment 
review- adverts 

• Policy work: 
Drugs and 
Alcohol, Flexible 
Working, Special 
Leave, Bullying 
and Harassment, 
Travel and 
Subsistence 

• ‘My Customer’ 
eLearning launch 

• Working Families 
Charter 

• Armed Forces 
Covenant 

• Investors in 
People action 
plan  

Risks, issues & support required 

• CBH decided not to take part in the 2021 Best Companies survey due to 
timing of 2021 IiP assessment. IiP accreditation achieved at Gold level 
rather than target of Platinum. 

• RISK: CBH unable to recruit and retain suitable staff (wider advertising of 
roles and use of market supplements where necessary. Benchmarking data 
has been obtained and strategies being discussed with DMT and F&A 
Committee) 

• RISK: Staff wellbeing levels falling due to new working arrangements and 
current climate (Staff wellbeing survey carried out and Wellbeing Group 
meeting monthly). 

Progress measure 
2020/21 
outturn 

2021/22 
outturn 

Latest 
target 

Original 
2022 target 

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

80 78 81 84 

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

86 82 86 86 

% of employees who would recommend CBH as an 
employer 

82 71 84 84 
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Business development plan 

£420k from trading income by 2022  

 

Highlights 
• Despite forecasting a net loss for most of 2021/22, the Design & Construction 

Management Team has managed to deliver a net profit of £32k at year end. 

• Buffet/Scarfe Way new homes – second fix underway 
• Military Road new homes – second fix underway. 
• Elfreda House – foundations and ground works complete. 
• Shrub End Depot – Planning Approval received for New Baling Shed. Detailed 

design for improved crew health and welfare facilities completed and being 
developed to tender stage. 

• Planning application submitted for Phase 3 Garage Sites project. 
• Next phase of Roman wall repairs being developed to tender. 
• Vineyard Street lift refurbishment project out to tender. 
• Rooflight and gutter replacement project at the Cannons being developed to 

tender stage. 
• Corporate condition surveys complete, and Phase 10 of Building Maintenance 

Programme approved 
• Specialist structural surveys of St Mary’s and St John’s multi-storey complete. 

• Conversion of Flat 24 at Harrison Court complete. 

• Project to uplift Bandstand in Castle Park on site. 

Forward look 

• Buffet and 
Scarfe Way 
completion 
June 

• Military Road 
completion 
June 

• Phase 3 
Garage Sites 
Planning 
Approval late 
April 

• Retendering 
of next phase 
of Roman 
Wall repairs 
May 

• Tendering of 
Phase 10 
Building 
Maintenance 
Programme 
projects April 
to June. 

Risks, issues & support required 

• Risk: Fee income target for 2022/23 may not be met 
• Issues: Still awaiting brief from client for next Sheltered Housing Scheme 

project and order for Accessible Homes Project. Several General Fund 
projects are being given to Amphora to manage and CBH/Design & 
Construction Management is not being given the opportunity to provide a 
competitive fee bid. 

• Mitigation: Design & Construction Management team may be able to earn 
additional fee by assisting Asset Management team. Team to continue to 
pursue other projects. 

Progress measure 
2020/21 
outturn 

Latest 
Latest 
target 

Original 
2022 target 

£ additional revenue per annum (net of 
direct costs)  

£685k £487k £440K £420K 

£ profit per annum (after supporting the 
General Fund budget shortfall) 

£131k £32k £110K £0 
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Leadership plan 

Leadership that inspires trust and confidence in CBH by 
2022 

 

Highlights 
• Board effectiveness review commenced with meeting 

observations, survey and individual Board member 
interviews 

• Successful Board Away Day to review new strategic 
plan and a stock tour of CBH property 

• Approval of new Strategic plan 

• Approval of Board work plan for 2022/23  

• “Report Back” template introduced Board meeting and 
received positive feedback 

• Standing Orders document in the process of being 
established to demonstrate good governance and 
ensure that there is clarity about the roles, 
responsibilities and authorities that are held by the 
Board, its committees, CEO and staff of CBH 

Forward look 
• National Federation of ALMOs Annual 

Conference to be attended by Chair, 
Vice Chair and CEO 

• Board Effectiveness review workshop  

• Retirement of two Councillor Board 
members following May elections. 

• CEO to attend Residents Voice in April 
to present strategic plan - follow up on 
2022/23 action plan to be organised. 

• Approval of new Standing Orders  

• Chair and Board Member appraisals 

• Scrutiny Panel Report on CBH 
Website to Board 

• Review of proposal for Board Training 
Plan and skills matrix following 
effectiveness review 

• Resident Board Member recruitment 

• Following voice your view suggestion 
in March, we will write to all residents 
regarding attending next Board 
meeting in May 

• Board Away Day with CBC attendance  

Risks, issues & support required 
• Resident Board member stepped down at March 

meeting following sabbatical – recruitment to follow 

• Management of Councillor member replacements – 
Chair to liaise with CBC 

• Managing quorums of Committees – to be addressed 
by terms of reference review and review of Board 
composition 

Progress measure 
2020/21 
outturn 

Latest 
Latest 
target 

Origina
l 2022 
target 

Board skills required vs current board 
skills matrix 

70% 70% 75% n/a 

Board diversity 

• % gender 

• Average age 

• Average tenure 

• % BAME 

• % Disability 

 
67% (F) 33% (M) 

53 Q4 
3.26 years 

0% Q4 
18% Q4 

 
55% (F) 45% (M) 

53 Q4 
3.26 years 

0% Q4 
18% Q4 

n/a n/a 

Councillor/Resident/ 

Independent 

3 independent 

3 Councillors 

3 residents 

Independent 

Chair 

3 independent 

3 Councillors 

3 residents 

Independent Chair, CE 
n/a n/a 

Resident Voice – resident participation & 

representation (members) 
10 10 25 n/a 
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Community plan 

A community enabling leader for Colchester by 2022 

 

Highlights 

• DLUCH Homeless Prevention “Winter pressure” grant of £190k helped 
prevent homelessness (between November and end March) for 91 
households which included 53 families with 111 children. 

• Anti-social behaviour team launched a wide-ranging multi-agency initiative 
aimed at preventing ASB among young people. Known as project Morpheus 
up to 30 young people (identified as being at risk of being involved in ASB) 
will be able to participate in a range of diversionary activity to build 
confidence and social skills. Reducing ASB and enhancing Community 
partnerships 

• Annual programme of community work is developing beyond this to divert 
young people from anti-social behaviour and promote local resilience and 
respect. 

• Sociology student from Essex university has spent 100 hours of work-based 
experience with CBH and has been supported and mentored by our Older -
ersons Services Manager.  

• The quarterly “rough sleeper” count was complete finding 3 individuals who 
were already being supported by the outreach team 

• Our Housing Solutions team are attending weekly multi agency meetings to 
support the hosting and accommodation arrangements for Ukrainian 
refugees. Ten properties are now leased from the Ministry of Defence and 
occupied by Syrian refugee families, and managed by CBH 

• Volunteering opportunities are being developed for staff to support 
Colchester Anti Loo Roll brigade to sort and distribute donations for refugees 
in Colchester. 

• CBH attended the opening of the C360 Community Hub and are planning 
regular advice surgeries throughout the Summer.  

Forward look 

• Launch of the 
South Colchester 
Livewell 
Neighbourhood 
Team. CBH are 
involved in the 
Strategic and 
Operational 
development of 
“Neighbourhood 
management” 

• Initial meeting to 
develop 
Community 
Centre with 
Greenstead 
Community 
Association (CBH 
Staff member now 
on the Board of 
Trustees) 

• Make a Difference 
Days returning 

• Funding award 
from the 
inequalities grant 
to support 
sustainment work  

• Refugee on work 
placement in 
maintenance team 

Risks, issues & support required 

• The social value measure has not been confirmed for the final quarter. This 
has reduced from the predicted expectation as less tenant and staff 
community work has taken place as a result of the Covid pandemic.  

• The % of staff responding that CBH genuinely cares about customers and 
community is good, but has not reached the original ambitious target of 88% 

Progress measure 
2020/21 
outturn 

Latest Q4 
Latest 
target 

Original 
2022 target 

The value of our social impact on 
communities 

£351,000 - No target No target 

% staff who agree that CBH genuinely 
cares about its customers and 
communities 

81 
82 

(April 2022) 
85 88 
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9. Strategic Plan 2022-27 and 2022/23
Action Plan
To Approve
Presented by Philip Sullivan



 

COLCHESTER BOROUGH HOMES BOARD 

Wednesday 18 May 2022  

 
Report Title 0009 Strategic Plan 2022-27 Update and 2022-23 Action Plan 

Author Philip Sullivan, Chief Executive  
Philip.sullivan@cbhomes.org.uk  

Report Objective: Subject to any comments Board is being asked to approve the 2022/23 
Strategic Plan Action Plan and note the remainder of the Strategic Plan 
2022-27 update.   

Sensitivity Commercial  Action Assurance  
Confidential  Noting  

Open ✓ Approval ✓ 

 
 
1. Recommendations 

 
Subject to any comments for Board to APPROVE the 2022/23 Strategic Plan Action Plan, 
confirm that the approved Strategic Plan is in line with CBH’s constitutional purposes and 
NOTE the remainder of the Strategic Plan 2022-27 update.  
 

 
2. Executive summary 

 
2.1 Board approved the new Strategic Plan 2022-27 Objectives and themes at its 2 March 2022 

meeting.   
 

2.2 Board approved the Strategic Plan metrics as recommended by the Strategic Plan Working 
Group and a new Vision for CBH via electronic resolution in March 2022.   
 

2.3 Subject to any comments, Board is being asked to approve the draft Strategic Plan Action 
Plan 2022-23 that is set out at Appendix 1.  An action plan will be implemented each year 
of the 2022-27 Strategic Plan to demonstrate projects and work being undertaken to 
deliver the Objectives.  Board will have oversight of the annual action plans. 

 
2.4 CBH’s Strategic Plan will be launched later this month with hard and electronic copies of 

the Plan being available and communicated using a range of channels to a wide group of 
stakeholders.  
 
 

3. Background 
 

3.1 A Working Group of the CBH Board was established in 2021 to oversee the development 
of a new Strategic Plan for CBH.  The Working Group has considered feedback on future 
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priorities for CBH from over 1,000 residents, circa 180 staff, Council Officers, Councillors 
and wider stakeholders.  This feedback has been taken into account in preparing CBH’s 
Strategic Plan 2022-27.   

 
3.2 Board has approved, on the recommendation of the Working Group, the following Vision 

and Strategic Objectives 2022-27 for CBH: 
 

Vision:    Enabling customers, colleagues and communities to thrive 
 
Objectives: Our Customers; Delivering a positive customer experience 

Our Colleagues; Valuing our people 
Our Communities; Creating a better Colchester 

 
3.3 Board has approved themes that further define and expand on each of the high level 

Objectives as well as metrics that will allow us to know whether, over the life of the Strategic 
Plan, we have delivered the Objectives.   

 
 
4. Current Position  
 
4.1 Set out at Appendix 1 is the draft 2022-23 action plan.  The cover sheet of the action plan 

incorporates CBH’s approved Strategic Plan Objectives, themes and metrics.  The actions 
(from page 2) are grouped by Objective and specify which theme(s) within the Objective 
that they relate to.  The action plan sets out Year 1 actions and will be built on each year 
over the life of the 2022-27 Strategic Plan so that progress in delivering the Objectives, 
themes and metrics can be tracked.  In line with the expectation of the NHF Code of 
Governance 2020 Board is asked to note that the themes and actions for the Strategic 
Plan take account of factors such as financial sustainability, resources to deliver the plan, 
value for money (which is a cross cutting consideration for every action in the plan) as well 
as carbon, environmental and social sustainability. 
 

4.2 The action plan forms part of the Strategic Plan framework and “brings to life” the Strategic 
Objectives.  An action plan will be implemented each year of the Strategic Plan to 
demonstrate projects and work being undertaken to deliver the Objectives.  Board will have 
oversight of the annual action plan which will be reported to Board each year as follows: 

• in January for initial comment  

• in March for approval (with comments from the January Board meeting incorporated) 

• in September for a review of progress after 6 months of delivery, and 

• the following May as an outcome report at which time Board will be asked to consider 
whether it is satisfied that CBH has delivered its Strategic Plan for the year. 

 

 
5. Next Steps 

 
5.1 The following next steps are planned 

• The document for publication is being finalised in advance of a launch of CBH’s 
Strategic Plan 2022-27 later this month. 
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• An update on delivering the 2022-23 action plan and on Strategic Plan metric 
performance will be brought to the September Board meeting.     

 

 
6. Appendix 
 

• Appendix 1 - Draft Strategic Plan Action Plan 2022-23 
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Appendix 1 to Item 9        Strategic Plan Action Plan 2022/23 

 

 

Objective Theme Metrics by 2027 

  Metric Target Baseline 

1 - OUR 
CUSTOMERS; 
Delivering a 
positive 
customer 
experience 

(i) We’re listening to and treating our 
customers with respect 

(ii) We’re maintaining safe, healthy, and 
affordable homes 

(iii) We’re creative and innovative 
(iv) We’re delivering a great maintenance 

service 
(v) We’re providing homes that our 

customers can be proud of 

• Overall customer satisfaction with 

CBH 

• Satisfaction we listen and act on 

residents’ views  

• Regulatory compliance metrics 

• Satisfaction with repairs 

• Recognised nationally for best 

practice 

• CBH is easy to deal with 

 
 

 

 
 
 

 

 

 

5% increase 

 

10% increase 

 

100% compliant 

Top quartile 

Award(s)/Accreditation 

 

Up by 1% a year 

2021 STAR 

 

2021 STAR 

 

Ongoing 

STAR from 2022 

- 

 

2021 STAR 

2 - OUR 
COLLEAGUES; 
Valuing our 
people 

(i) Our colleagues say that we are a 
great employer 

(ii) Our investment in colleagues enables 
them to thrive 

(iii) Our teams are developed to be 
dynamic and resilient 

• Staff satisfaction with CBH as an 

employer 

• IIP 

 
 

5% increase 

 

Platinum 

2022 Staff 

Survey 

IiP 

3 - OUR 
COMMUNITIES; 
Creating a 
better 
Colchester 

 

(i) We are Increasing the number, quality 
and type of homes 

(ii) We’re working in partnership with 
others to celebrate and support 
diverse, safe and inclusive 
communities 

(iii) We’re preventing homelessness, 
tackling rough sleeping and 
supporting the most vulnerable 

(iv) We’re looking after some of 
Colchester's most loved buildings for 
the future 

(v) We’re considering the environmental 
impact of everything we do 

(vi) We’re creating accessible services, 
reducing inequalities and enabling 
healthy communities 

• Satisfaction with the neighbourhood 

as a place to live 

• Homes developed or managed by 

CBH   

• Defence employer recognition 

scheme 

• Number of households in temporary 

accommodation 

• Properties with an EPC rating of C 

or above  

• Housing factors impacting on the 

index of local deprivation (ILD) 

 
 

 
 

 
 

 
 

 
 
 
 
 

Top quartile 

 

Up by 350 

 

Gold 

 

Less than 2.9 per 1,000 

households 

Up by 5%  

 

No ward in Colchester in top 

10 decile 

 

STAR by 2027 

 

From April 

2022 

- 

 

Annual 

 

March 2022 to 

March 2027 

Index of Local 

Deprivation 
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2022/23 STRATEGIC PLAN ACTION PLAN  

 Action 
Strategic 
Theme 

Desired Outcome Value for Money 
By 

Whom 
By 

When 
Resources 

OUR CUSTOMERS; Delivering a positive customer experience 

1 Regulation - Social Housing 
White Paper Action Plan 
implemented.   

1 (i, ii and iv) Action plan implemented as 
evidenced by report to 
Operations and 
Performance Committee. 
 
Assurance provided to 
Board on CBH’s compliance 
with all requirements and 
reporting ability.   
 
Increased overall 
satisfaction and satisfaction 
with we listen and act on 
residents’ views. 

Desired outcomes 
including improved 
satisfaction, delivered 
within existing budgets.  

Karen 
Loweman  

31/3/23 As set out in 
the Action 

Plan. 

2 Resident Involvement - Secure 
TPAS accreditation  

1 (i) Independent assurance for 
Board, customers and other 
stakeholders of a strong 
culture of involvement 
across CBH that drives 
business improvements with 
residents.   

More residents satisfied 
that they are being 
listened to and treated 
with respect.   

Matt 
Armstrong  

31/12/22 Within existing 
resources. 

3 Focus On Repairs - Implement 
revised maintenance service 
structure following review of roles 
to support recruitment and 
retention.   

1 (i and iv) 
and 2 (i, ii 
and iii) 

Increased satisfaction with 
repairs and increased 
satisfaction with CBH as an 
employer. 

Increased retention and 
recruitment success 
leading to less reliance 
on interim staff and 
reduced need to re-
advertise for roles.   
 
Improved overall 
satisfaction with the 
landlord and with the 
repair service.   

Karen 
Loweman 
and Matt 

Armstrong 

30/9/22 £65k from 
within 

approved 
2022/23 
budget. 
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4 Social Value - Evidence at least 
£1m of Social Value by CBH.   

1 (i and v) 
and 3 (ii and 
vi) 

As evidenced through the 
HACT model.   

Added value to the 
community through the 
work of CBH.   

Matt 
Armstrong 

31/3/23 Within existing 
resources. 

5 Using Feedback - Implement 
service improvements identified 
from Housemark results, STAR 
survey and complaints. 

1 (i, iv and v) Increased satisfaction with 
overall service, the repairs 
service and with CBH 
listening and acting on 
residents’ views. 

Improved satisfaction 
within existing costs.   

Karen 
Loweman 

31/3/23 Within existing 
resources. 

6 Health – Support people to live in 
healthy homes that meet their 
needs by undertaking a pilot for 
real time, remote data analytics to 
target health related housing 
issues, such as damp and mould.   

1 (ii and iii) 
and 3 (vi) 

Report to Operations and 
Performance Committee 
that sets out the health, 
financial and customer 
satisfaction related 
outcomes from the pilot.   

Reduced costs linked to 
complaints and adverse 
health due to proactive 
management of 
“unhealthy housing 
conditions”.   
 
Improved appointment 
scheduling via two way 
in house 
communication display. 

Matt 
Armstrong  

31/3/23 To be 
determined. 

OUR COLLEAGUES; Valuing our people 

7 Financial Resilience – Develop 
opportunities to create a financial 
“buffer” in the 5 year Business 
Plan to be identified and 
progressed.   

1 (iii) and 2 
(iii) 

Revised Business Plan 
reported to Board with 
identified options to enhance 
financial resilience via 
Finance and Audit 
Committee.   
 
Actions implemented as 
agreed by Board.    

Opportunities identified 
to reduce costs and/or 
generate additional 
income.   

Matt 
Armstrong  

31/12/22 n/a 

8 Improvements For Staff – 
Implement an improvement plan 
identified from the staff survey 
and IiP feedback.   

2 (i, ii and iii) Improvement plan reported 
to and monitored by 
Governance and 
Remuneration Committee.   

Improved retention and 
increased satisfaction 
from within existing 
budgets.   
 
 
 

Philip 
Sullivan 

30/9/22 Within existing 
resources 
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9 Increased Efficiency – by 
realising the benefits of the new 
Housing IT system.    

1 (iii) and 2 
(iii) 

Deliver a prioritised action 
plan aimed at securing the 
anticipated benefits of the 
new system as reported to 
Finance and Audit 
Committee.   

Increased efficiency 
and higher staff 
satisfaction.   

Matt 
Armstrong 

30/10/22 Within existing 
budgets 

(including 
consultancy 
and training 

support) 

OUR COMMUNITIES; Creating a better Colchester 

10 Opportunities From 
Partnerships – Progress a 
shared service opportunity with 
CBC.   

1 (iii) and 3 
(ii) 

Reduces cost to both CBH 
and CBC without and 
reduction in service 
outcomes as evidenced 
through a report to Finance 
and Audit Committee with 
assurance provided to 
Board.   

Reduced cost with no 
reduction in service 
outcomes.   

Matt 
Armstrong  

31/3/23 £10k 
consultancy 
(contained 

within 
approved 2022 

/23 budget) 

11 Compliance – Install smoke 
alarms in all homes and carbon 
monoxide detectors in homes with 
fixed appliances such as a gas 
boiler or fire.   

1 (ii) and 3 
(i) 

Evidence of compliance with 
the new legal requirement. 

Cost effective way to 
instal detectors 
identified in the context 
of time constraints.   

Karen 
Loweman  

01/10/22 Budget 
provided as 
part of the 
2022/23 

Management 
Fee. 

12 Wider Community - Achieve 
bronze Defence Employer 
Recognition  

3 (ii and vi) Evidence that CBH is armed 
forces-friendly and are open 
to employing reservists, 
armed forces veterans 
(including the wounded, 
injured and sick), cadet 
instructors and military 
spouses/partners 

Improved reputation 
and recognition locally 
at no cost to CBH.   

Philip 
Sullivan 

31/12/22 n/a 

13 Compliance – Improve visibility 
of compliance across CBH’s 
corporate building portfolio.   

3 (iv) Fit for purpose corporate 
buildings compliance 
dashboard in place with 
routine performance 

Effective oversight and 
assurance through 
dashboard reporting to 
Operations and 

Karen 
Loweman 

30/9/22 To be included 
in 2022/23 

budget. 
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reporting providing 
assurance to Board via 
Operations and 
Performance Committee.    

Performance 
Committee and Board.   

14 Close Partnerships – Work with 
the CBC Client Team on the 
review of roles and relationships 
between CBH, CBC and Amphora 
Homes and Trading.   

3 (i)  Report to Board following 
review of the CBC Client 
Team on the relationship 
and roles of CBH, Amphora 
and CBC with agreed 
outcomes for CBH being 
progressed.   

Any identified 
duplication of activity 
removed with 
streamlined processes 
being progressed.   

Matt 
Armstrong  

30/9/22 n/a 

15 Homelessness  
Prevent households from 
experiencing homelessness 

3 (iii) Develop a range of services 
and work with partners to 
intervene early and prevent 
people becoming homeless 

Reduced spend on 
temporary 
accommodation 

Karen 
Loweman 

31/3/23 Within existing 
resource & 

grant 

16 Reduced Environment Impact – 
deliver capital investment 
programme to existing homes 
targeted at reducing CO 
emissions and increasing the 
EPC rating.   

3 (v) Outcome of implemented 
programme is a 1% increase 
in homes with an EPC rating 
of C or better.   

Less energy 
consumption by 
residents.   

Matt 
Armstrong  

31/3/23 Within existing 
resources 

17 Empowering Communities – by 
taking an Asset Based 
Community Development (ABCD) 
Approach. 

3 (vi) Opportunities identified and 
taken to facilitate an ABCD 
approach to community 
development, for example, 
through the Garden 
Community or Heart of 
Greenstead projects as 
evidenced by an update to 
Board.    

Working alongside 
communities to build a 
borough where people 
are more empowered, 
self-sufficient, healthy, 
active, happy and doing 
what they enjoy. 

Karen 
Loweman 

31/3/23 Within existing 
resources 
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2023/24 STRATEGIC PLAN ACTION PLAN  

 Action 
Strategic 
Priority 

Desired Outcome Value for Money 
By 

Whom 
By 

When 
Resources 

OUR CUSTOMERS; Delivering a positive customer experience 

1 Customer Service - Achieve 
HouseMark Complaints 
Accreditation 

1 (i, ii, iii and 
iv) 

Independent assurance for 
Board, customers and other 
stakeholders that current 
processes and practices are 
fit for purpose and 
demonstrate a commitment 
to making a difference to 
customers.   

Using customer 
feedback to deliver 
service improvements 
at no additional cost. 
 

 

Matt 
Armstrong 

31/3/24 HouseMark 
accreditation 

cost contained 
within 2022/23 

approved 
budget.   
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10. Strategic KPI Report (MTDP report in
Convene library) - Matt Armstrong
To Note



 

COLCHESTER BOROUGH HOMES BOARD 

Wednesday 18 May 2022 
 
 

 
Report Title 0010 Strategic KPIs   

Author Matt Armstrong 
matthew.armstrong@cbhomes.org.uk 
 

Report Objective: 
To provide a high level strategic overview of performance. 

Matters to 
note/Exception 
Highlights 

The results are the 2021/22 year end position. 

 
 
 
Link to Consumer 
Standard objective 

Tenant involvement and empowerment☒ 

Home☒ 

Tenancy☒ 

Neighbourhood and community☒ 

Sensitivity Commercial  Action Assurance  
Confidential  Noting ✓ 

Open ✓ Approval  

 

Recommendations 
The Board is asked to NOTE the set of strategic KPIs set out at appendix 1.  

 

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

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

Regulatory/Legal  
  

The strategic KPIs include key areas of compliance.  In addition, the 
metrics incorporate the Medium Term Delivery Plan KPIs.    

  
Once agreed by Government and the Regulator of Social Housing it is 
anticipated that some metrics arising from the Social Housing White 
Paper will be included in the report.    

Financial/Budgetary  Key financial metrics are included in the performance report.    

Health & Safety  The strategic KPIs include key areas of compliance.  

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

Value for Money  Strategic KPIs linked to Value for Money are included in the suite of 
metrics.    

Environmental and 
Sustainability   

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

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

 

 
1. Background  
  
1.1 The Board agreed at its September 2021 meeting to receive a set of strategic KPIs at each 

of its meetings to enable the Board to have effective oversight of CBH’s strategic 
performance.   
  

1.2 This report will cover those KPIs which are either below target or have undergone a 
significant change since the March Board meeting.  

  
2. Current Position  
  
2.1 Customer Satisfaction 

Year end result: 84.59% against a target of 92% (Red) 
Transactional satisfaction at the point of service delivery has gone down across the board 
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in Q4, with the exception of empty properties. Volumes of survey responses have been 
erratic during the year due to the residual effects of the pandemic and the changeover of 
systems.  

 
CBH HouseMark’s monthly satisfaction data is an indication of the challenges being faced 
by landlords striving to deliver a positive customer experience. Before the pandemic, 
overall perception satisfaction median rates were consistently around 85%. Since March 
2020, HouseMark have recorded a drop to around 80%.  
 
This measure will no longer be reported within the Medium Term Delivery Plan as of April 
2022. It will be replaced with ‘% customer satisfaction with latest repair’. For other areas, 
the focus will be on qualitative feedback from follow-on calls.  

 
2.2 % customer satisfaction (in-house & contractor responsive repairs) 

Year end result: 83.63% against a target of 92% (Red) 
From April 2022 this will be the main satisfaction KPI, as our STAR survey showed that 
satisfaction with repairs is a key driver to overall customer satisfaction and repairs will be a 
key focus in the Regulator’s new Tenant Satisfaction Measures. 

 
Although volumes of satisfaction responses are still down on pre-pandemic levels, they are 
recovering to levels at which figures are reliable. For example, we had 316 responses for 
in-house repairs during the year, of which 75% were in Q4 and 238 responses for 
contractor repairs, of which 50% were Q4.  
 
Given the time lag between customer experience and customer perception, HouseMark 
estimates that satisfaction rates across the sector will continue to be lower until service 
improvements start to be felt by residents. 
 
Management of repairs work in progress and the repairs customer journey will be areas of 
focus in the Strategic Plan action plan 2022-23. 
  

2.3 Satisfaction with handling a complaint 
Year end result: 68.51% against a target of 80% (Red) 
The two reasons behind this low score is satisfaction with the outcome of the complaint 
and the time it takes to investigate and respond.  The first is not possible to change as 
teams are operating within policy but the 2nd reason is possible to change.  Work is being 
done to assist those service areas with high numbers of complaints and to identify the root 
cause of the complaints. There is also further work required with communication regarding 
follow-up actions. 

 

All customers that have been through the complaints process are telephoned and 
requested to complete the survey.   

  
2.4 % rent collected incl. brought forward arrears 

Year end result: 98.94% against a target of 98% (Green) 
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Outstanding result given the challenges faced throughout the year.  Compared to the end 
of March 2021, there are 61 fewer tenants in arrears and the overall rent arrears level has 
decreased by 5%.  The total value of the rent arrears at year end is  £545,640, the highest 
outstanding debt is £8,351 and there are 125 tenants who owe more than £1,000.  
Universal Credit is now being claimed by 1,793 tenants of which 631 have  direct rent 
payments set up.  87% of all arrears are owed by Universal Credit claimants, the majority 
of which is due to the 5-week delay in claimants receiving payment.  

 
2.5 % domestic properties with a current (within 5 years) Electrical Installation Condition 

Report (EICR) 
Year end result: 97.2% against a target of 97% (Green) 
The forecast for this KPI as late as February was that the target would not be met but some 
fantastic work in March from multiple teams, in particular the two compliance officers, 
gained access to some hard-to-access properties.  There are 241 properties remaining to 
achieve 100% compliance in this metric, all of which are hard-to-access.  Many require 
partner agency support such as the mental health team and properties require clearance in 
order to carry out the inspections. 

 
2.6 % MP and Councillor enquiries responded to on time  

Year end result: 85.1% against a target of 80% (Green) 
A great response from both the customer experience team and the whole organisation who 
respond to these enquiries.   

  
3. Appendix  
  
3.1 The following document is appended to this report: -  
  

• Appendix 1 – Strategic KPI Report  
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KPI 

(193)

12 month 

rolling trend

2020/21

Result
Jan 2022 Feb 2022 Mar 2022 YTD

2021/22

Target

2021/22 
Unacceptable 

performance

2022/23 

Target

% rent collected including rent owed from 

previous year* 97.92 101.41 99.99 110.48 98.94 98 93 98

% variance to approved agreed annual 

budget excluding capital -60 -56 -74 -74 -97 -92 0

% Design and construction management 

contribution variance against budget  300% 44% -77% 85% 0.85 100 99 100

% Asset management fee income variance 

against budget   -63 -60 -54 -54 #N/A #N/A 100

% rent income lost through empty 

properties (general needs) 0.39 0.94 0.17 0.37 0.5 1 0.5

Rent owed as a % of total annual rents

2.02 2.35 2.27 1.87 1.87 2 3 2

% leaseholder service charge collection

N/A N/A 88.16 88.16 98 93 98

Overhead (running) costs as a % of 

turnover  17.65 17.3 16.9 16.9 #N/A #N/A #N/A

% customer satisfaction (whole company)

93.3 82.12 82.80 74.02 84.59 92.0 87.0 90.0

% customer satisfaction (in-house & 

contractor responsive repairs) 89.18 81.46 86.88 83.63 92.0 87.0 90.0

Households where homelessness has been 

prevented, relieved or main duty 

accepted*  509 29 49 57 476 #N/A #N/A #N/A

% repairs completed on time*
99.4 99.0 97.8 99.2 97.9 97.75 92.75 97.5

Average void relet time incl. time spent on 

capital works (general needs) * 27.13 45.06 48.48 29.94 30.96 25 28 28

% capital programme elements completed 

since April* 82.5 50.5 61.5 75 75 85 70 80

% corporate property repairs completed 

on time* 90.9 100 100 100 99.14255 90 85

% satisfaction with handling of a 

complaint (rolling 12 months) 72.5 68.18 68.51 68.51 80 75 80

% MP and Councillor enquiries responded 

to on time   95.3 87.3 86.1 85.1 80.0 75 85

Average sickness days per full time 

equivalent employee (over the last 12 

months) 6.7 10.0 10.2 10.7 10.7 11.5 12 9.5

% domestic boilers with a valid gas 

certificate*
100 100 100 100 100 100 99.99 100

% sheltered communal boilers with 

current gas certificate 100 100 100 100 100 99.99 100

% blocks with current Fire Risk Assessment 

(general needs)
100 100.00 100.00 100.0 100 99.99 100

Number of high risk Fire Risk Assessment 

actions overdue (general needs)

0 0 0 0 0 1 0

Number of overdue high risk actions 

arising from the sheltered scheme Fire Risk 

Assessment 0 0 0 0 0 1 0

% sheltered schemes with current Fire Risk 

Assessment
100 100 100 100 100 100 99.99 100

% blocks with a current and satisfactory 

(within 5 years) Electrical Installation 

Condition Report (EICR) 92 96.0 96.0 96.0 96.0 100 99.99 100

% domestic properties with a current 

(within 5 years) Electrical Installation 

Condition Report (EICR) 81.6 95.3 96.2 97.17 97.2 97 95 98

% of blocks where communal areas have a 

completed and up to date asbestos survey

99.3 100 100 100 100 100 99.99 100

% domestic properties with a completed 

and up to date asbestos survey

97.5 98.5 98.6 98.6 98.6 98 97 100

% blocks with current water risk 

assessment (general needs) 100 100 100 100 100 100 99.99 100

% of sheltered schemes with an up to date 

water risk assessment

100 100 100 100 100 100 99.99 100

Number of safeguarding alerts raised

2 3 3 31 #N/A #N/A #N/A

Number of households in temporary 

accommodation per 1,000 households 2.55 2.70 2.68 2.80 2.80 #N/A #N/A 2.9

Number of personal data breaches

12 3 3 4 36 12 13 12
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