
 

Colchester Borough Homes Board
Meeting

Schedule Thursday 26 September 2024, 6:00 PM — 8:00 PM BST
Venue Innovation Centre, Knowledge Gateway, Boundary road,

Colchester. CO4 3ZQ
Organiser Jo Paget

Agenda

6:00 PM 1. Welcome, Apologies and Quorum 1
To Note - Presented by Esme Cole

6:01 PM 2. Declarations of Interest 2
To Note - Presented by Esme Cole

6:02 PM 3. Voice your view 3
For Discussion - Presented by Esme Cole

6:22 PM 4. Consent Agenda:
i. Minutes of the meeting – 8 August 2024
Ii. Minutes of the meeting – 18 September 2024
Iii. Matters Arising

4

To Note and Approve - Presented by Esme Cole

6:24 PM 5. Directors Report Non-Confidential - Philip Sullivan 20
To Note

6:34 PM 6. Equality and Diversity Annual Report - Philip Sullivan 24
To Note

6:44 PM 7. Capital Programme – Board consultation report - Chris Wait 31
To Note



 

6:54 PM 8. Mock Inspection Action Plan - Philip Sullivan 38
To Note

7:04 PM 9. Strategic Plan 2022-27 – Update on Action Plan 2024/25 - Philip
Sullivan

45

To Note

7:14 PM 10. Strategic KPI Report - Karen Loweman 58
To Note



 

1. Welcome, Apologies and Quorum
To Note
Presented by Esme Cole



 

2. Declarations of Interest
To Note
Presented by Esme Cole



 

3. Voice your view
For Discussion
Presented by Esme Cole



 

4. Consent Agenda:
i. Minutes of the meeting – 8 August 2024
Ii. Minutes of the meeting – 18 September
2024
Iii. Matters Arising
To Note and Approve
Presented by Esme Cole



 

 
COLCHESTER BOROUGH HOMES LIMITED 
Minutes of the Hundred and Thirty-fourth Board meeting   

 

Date: Thursday 26th September 2024  
 

Venue: Greenstead Community Centre   
 

Members: Karen Smout Chair KS 
 Justin King Board Member  JK 
 David Hart  Board Member  DH 
 Nicola Davey  Board Member  ND 
 Ray Sharp  Board Member RS 
 Paula Goddard Board Member PG 
 Rhys Smithson Board Member RS 
 Kayleigh 

Rippingale 
Board Member  KR 

 
 

 
Attendees: Philip Sullivan  Chief Executive Officer  PS 
 Karen Loweman Director of Operations KL 
 Chris Wait  Director of Assets CH 
 Angelique Ryan  Director of Resources AR 
 David Barthram   Head of Building Safety DB 
 Karen Williams Head of Housing Management KW 
 Daniella Woraker Housing Systems Business Partner  DW 
 Jo Paget  Governance Manager  JP 
    
Observers: Paul Smith  CCC Portfolio Holder PSm 
 Lindsay Barker Deputy Chief Executive, CCC  
 Geoff Beales  CCC GB 
 Ben Mills Resident  BM 
    
    

 

  Action 

1. Welcome, Apologies and Quorum   

1.1 KS welcomed everyone to the meeting.  Board noted that apologies 
had been received from Esme Cole and Mick Spindler.  
 
Karen S asked the Board to note that this would be Karen Williams last 
Board meeting as she was retiring from the organisation. Thanks was 
given to Karens commitment and work to CBH from the Board.  

 

   

2. Declarations of Interest   

2.1 No declarations were received   

   

3. Voice your view   

3.1 No voice your view items were received for discussion.   
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4. Consent Agenda   

   

4.1 The Board APPROVED the minutes of the last meeting.  

   

4.2 The Board NOTED the updates on the matters arising   

   

5. HRA Review update   

   

5.1 PS provided an overview of the review to date and a recap of the current 
workstreams.  

 

   

5.2 PS advised that cross working between CBH and CCC was proving 
hugely positive and there was a lot of work going on behind the scenes.  

 

   

5.3 LB recapped to the Board the following; 
 

• There was not enough money to do everything.  

• There was a new government with a new agenda on housing.  

• Savills had now been instructed and once a full report was 
received from them a workshop would be booked in with the 
CBH Board.  

• Consultation would need to take place with residents and staff  

• The review would be concluded for the March Cabinet and a 
new budget would be presented to align the HRA to the GF 

 

   

6. Directors Report   

   

6.1 PS introduced the report and highlighted the following;  

   

6.2 The Kings Speech - The new Government’s first legislative programme 
announced on 17 July in the King’s Speech included several reforms of 
relevance to the housing sector.  These reforms cover planning, renters, 
leaseholders and devolution. There was also the promise to introduce a 
duty of candour law in public inquiries, addressing an issue raised by 
Grenfell survivors.   

 

   

6.3 Housing Related Support (HRS) - Essex County Council (ECC) has 
informed CCC they are unable to fund HRS beyond current 
accommodation based contracts which end in March 2025.  ECC is 
exploring a County wide commissioned “floating support” programme to 
assist vulnerable homeless households. 
 
PS asked Board to note that this issue had been brought to the attention 
of CCC’s Senior Leadership Board and Portfolio Holder for Housing and 
CCC CEO had taken up with ECC already. 

 

   

6.4 Above and Beyond – Board noted examples of staff, that despite the 
pressure on resources and the impact this could have on staff capacity 
and service delivery, who had gone above and beyond for their 
customers and in some instances had literally saved lives.  
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7. End of Year Accounts and Annual Governance Statement   

   

7.1 Board noted that draft accounts had been issued to F&A committee in 
July, but these were subject to change due to a delay in the external 
audit process. Therefore F&A could not recommend to approve to 
Board at this meeting.  

 

   

7.2 Board noted that the external auditor was awaiting information in 3 
areas;  
  
1. Supporting information including purchase orders, invoices, project 
reports etc. for the developments at Elfreda House and 72-78 Military 
Road.  
  
2. Additional information requested for journals, including bank 
statements and capital fee invoices.  
  
3. A signed letter of support and confirmation of balances from 
Colchester City Council.  

 

   

7.3 PS advised the Board that the only area that was currently outstanding 
was the letter of support from CCC, which was being chased.  

 

   

7.4 DH assured the Board that the delay in the accounts was purely a 
procedural issue and generally the audit had gone well to date.  

 

   

7.5 It was agreed by Members to take the following actions: 
 

1. The Draft accounts would be re-presented to the F&A 
committee for scrutiny and recommendation to Board.  

2. A one item Board meeting would be convened to approve the 
accounts  

 
 

AR/JP 

   

8. Annual Reports   

   

8.1 Code of Governance - The Board NOTED the Code of Governance 
Compliance 2023/24 Report  

 

   

8.2 Health and Safety – The Board NOTED the annual report. A member 
commented that they would like to see an amendment made to the FRA 
slide to show uncompleted activity in view of transparency to the 
regulator.  

 
DB 

   

8.3 Safeguarding – The Board NOTED the annual report and commented 
the following; 
 
Designated Safeguarding App – The issues with this app needed close 
monitoring with an update to Board at the next meeting.  
 

 
 
 

KW 
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Thanks was given to all those involved for their important work to meet 
CBH’s legal duties around Safeguarding. It was noted this report was 
key to prioritising and considering essential services that CBH were 
required to provide for their residents.  

   

8.4 GB asked how CBH kept track of their vulnerable tenants? KW advised 
that tenants were tracked through tenancy audits and flags on the NEC 
system. Board noted that in an ideal world the tenancy audits would 
carried out indefinitely on a 3 year cycle.  

 

   

8.5 PS highlighted to Board that this was a high risk area of work for CBH 
and although the report detailed information regarding to residents that 
these issues also affected staff and the organisation had dealt with 
cases internally and provided support.  

 

   

9. Policy Approvals   

   

9.1 Health and Policy Statement – The Board APPROVED the CBH Health 
and Policy Statement  

 

   

9.2 Strategic Health and Safety Policy – The Board APPROVED the 
Strategic Health and Safety Policy subject to minor amendments made 
by members on Convene.  

 
DB 

   

10. ICT Workplan   

   

10.1 DW introduced the report and highlighted the following; 
 
NEC items that were in Progress and due for delivery by end 
September 2024 and a forward look 
 
Other completed ICT Projects which included; 

• Building Maintenance Plan Power Application 

• Sharepoint 

• Year end Rent and Service charge setting 
 
Other ICT Projects in progress; 

• Procurement of Risk and Compliance solution  

• Website  

• Purchase Order Power Application 

• Analogue to Digital Switchover (Telephone) 

 

   

10.2 Board noted the barrier and issues that had impacted the ICT 
workplan. These included; 
 

• The ICT team had been through a period of uncertainty with the 
TUPE transfer to CCC.   

• The team were already covering a Technical Solutions Architect 
vacancy and since April a Resources Co-ordinator vacancy 
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• Significant faults or configuration issues in some modules – i.e. 
Housing Online, Dashboards, Major Works Invoices had 
delayed progression. 

• Availability of resources in teams to test and signoff go live for 
projects 

   

10.3 The Board commented that the volume of work that the team had 
produced was a massive achievement, however a clear strategy in what 
the organisation was to prioritise and what could not be actioned needed 
to be identified.  

 
 

   

10.4 It was noted that there was no mention of the finance system on the 
CBH roadmap? DW advised that this was on the CCC roadmap with 
an original date of April 2025 but this had now been pushed back to 
December 2025.  
DH advised that this was a high priority action for CBH and had been 
raised as a risk. An update was requested for the next F&A meeting.  

 
 
 
 

AR 

   

11. Digital Strategy   

   

11.1 AR advised that minor changes had been made to the strategy which 
included updates to job titles, reference to the TUPE transfer of the ICT 
team from CBH to CCC, a new section on proactive damp and mould 
management and mention of the internal audit on change 
management.  

 

   

11.2 A board member raised questions on 3.2 of the strategy ‘optimising 
customer communications’. 

 

   

11.3 The following questions were raised  
 
Was this detailed in CBH risk plans?  

 
12 months on and the updated strategy contained the same wording that 
CBH have "much work still to do" 
 
The Board requested assurance on how this would be addressed in the 
next 12 months. This required mapping out where we are now, where 
we want to be and the time frame this would be achieved in and this 
should be updated in the strategy.  

 
 
 
 
 
 
 
 

 
 

   

11.4 AR advised that much of the strategy would be delivered via the 
information governance project and that timescales were still being 
explored and agreed. Board noted that the strategy would be highly 
influenced by the outcomes of the HRA review and the initial work that 
Housemark would carry out for CBH.  

 

   

11.5 AR advised that F&A had requested an internal audit on the 
implementation of the NEC system. This audit would look at whether all 
NEC modules planned as part of the project had been implemented, 
how the system was being ultilised, workplan for future module roll out, 
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training delivered and still required and risk management and 
mitigations related to the system. 

   

11.6 A member raised that the digital strategy would need to link into the 
HRA review, as well as outcomes from the information governance 
project as this would feed into operating models and resource required.  

 
DMT 

   

11.7 The Board APPROVED the strategy subject to the strategy review 
period being moved to 1 year instead of 2 years.  

 
AR 

   

12. Resident Engagement Report  

   

12.1 ND introduced the report and highlighted the following;  

   

12.2 CBH held their third & fourth Coffee and chat at Shrub End (May) & 
Tiptree (June) 24, and had a fantastic turn out and picked up some 
feedback from customers. 

 

   

12.3 The CBH Customer panel met and awarded 24 successful 
charities/Project fund awards of £19,757, in the first round of Community 
Funding 2024. 

 

   

12.4 GHO not being open was affecting tenants as they wanted to speak to 
someone face to face. KW advised that CBH were working with CCC 
to get this issue rectified. It was noted that CBH needed to make sure 
that support and signposting to tenants was out there and accessible. 

 
KL 

   

12.5 A member commented that in advance of the HRA review workshop 
CBH needed to hear feedback from customer consultation as to what 
their priorities were.  

 

   

12.6 The Board NOTED the Resident Engagement Report   

   

13.  Strategic KPI Report   

   

13.1 KL introduced the report and highlighted the following;  

   

13.2 85 stage 1 complaints were received in the first quarter: with 27 
progressing to stage 2. 
 
100% were responded to within target times.  
  
Following the Housing Ombudsman guidance the levels of 
compensation paid had increased with a total of £16,200 paid in 
compensation in Q1. Two cases exceeded £3k for lack of use and 
enjoyment of the home. 

 

   

13.3 The average sickness days per full time employee increased slightly to 
10 days in Q1 – a member commented that this was a high figure and 
was there policies and strategy in place to tackle this? 
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PS advised that CMT received monthly sickness absence reports.  
This provided absence levels by team, long versus short term and 
broken down by team but currently there were instances of very long 
term sickness which was increasing the average.   

   

13.4 A member commented that the Ombudsman had recently raised 
concerns about the handling of window-related complaints in the social 
housing sector, leading to an open letter written to social housing Chief 
Executives. CW advised that he was working with the asset teams to 
provide assurance to CBH and would bring a spotlight report on this to 
the next O&P Committee.  

 
CW 

   

13.5 PS advised that Directors would be reviewing the various publications, 
updates and spotlight reports from the Regulator and Housing 
Ombudsman service and would bring updates and further information 
to Committee(s) or Board as appropriate.    

 

   

13.6 Rent Collection – a member asked that with UC payments now being 
monthly would CBH change to monthly rents? 

KL 

   

13.7 Rent Collection – a member commented that after failing a past DD 
payment when trying to set up a further DD instruction this was not 
allowed and they now had to pay online or by phone each month which 
was not convenient. KL advised she would look into the policy and 
feedback.  

 
KL 

 
Meeting Ended  
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COLCHESTER BOROUGH HOMES LIMITED 
Minutes Board meeting   

 

Date:  Wednesday 18th September 2024 5.30pm 
 

Venue:  Teams   
 

Members: Esme Cole 

Karen Smout 

Chair 

Board Member 

EC 

KS 

 Justin King Board Member  JK 

 David Hart  Board Member  DH 

 Ray Sharp  Board Member RSh 

 Paula Goddard Board Member PG 

 Rhys Smithson Board Member RSm 

 Michael Spindler Board Member MS 

 Kayleigh Rippingale Board Member  KR 

 

 
Attendees: Philip Sullivan  Chief Executive  PS 

 Angelique Ryan  Director of Resources AR 

 Paula Owusu-Boateng Head of Finance (by phone) PO-B 

    

Apologies: Nicola Davey Board member  ND 

 Karen Loweman Director of Operations KL 

 Chris Wait Director of Assets  CW 

    

  Action 

1. Welcome, Apologies and Quorum   

1.1 EC welcomed everyone to the additional Board meeting, noted the 

apologies and advised that it was a one item meeting to consider the 

2023/24 Financial Statements for approval.   

 

   

2. Declarations of Interest   

2.1 No declarations were received.  

   

3. Financial Statements 2023/24 and Annual Governance 

Statement 

 

3.1 DH advised, in his capacity as Chair of Finance and Audit Committee 

(F&A), that the draft Statements had been considered by F&A and 

invited AR or PS to comment on the Auditors observations regarding 

this year’s audit process.   

 

   

3.2 AR advised that this year’s audit had not been smooth and that a key 

issue had been the changes within the Finance team following the 

previous permanent Head of Finance leaving CBH early in the 

financial year.  AR advised that an action plan to address the issues 
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was being reported to the November F&A meeting and that some 

actions were already being progressed.  AR advised that steps were 

being taken to have a second qualified accountant within the team 

and that the new, permanent Head of Finance was due to commence 

at CBH in November.   

   

3.3 DH advised Board that the audit is “clean”.  Regarding the questions 

that had led RSm, as a member of F&A, to not agree to recommend 

the accounts to Board, DH advised that responses to the issues had 

now been provided.    

 

   

3.4 DH highlighted the Letter of Representation that included the Board 

members’ responsibilities as Company Directors.  DH asked for 

assurance from the Executive team that the statements regarding the 

reconciling items referred to within the Letter were accurate and AR 

confirmed that, having checked with her team, they were.  DH 

advised that there is a need to continuously improve in respect of the 

issues raised by the auditors as part of this year’s audit.   

 

   

3.5 RSh asked RSm whether he is now happy in respect of the issues he 

had previously raised and RSm advised that he is.   

 

   

3.6 In response to a comment from JK, PS advised that a more detailed 

description would be included in next year’s Report to the Board on 

recharges from the Council so that it is possible to more clearly 

establish what the recharge relates to.   

AR 

   

3.7 EC asked for Board members to each confirm whether they agreed 

with the recommendation from F&A to approve the Financial 

Statements 2023/24 and the Annual Governance Statement.  9 Board 

members voted in favour of the recommendation and no Board 

member abstained or voted against the recommendation.   

 

   

3.8 Board APPROVED the Financial Statements 2023/24 and the Annual 
Governance Statement. 

 

   

 
Meeting Ended 5.50pm 
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Matters Arising – Thursday 26th September 2024 - Board Meeting   

 

Action Update Status Due By  Owner 

March 23 

Better Social Housing 
Review  
Board requested that a 
broader skills/training 
audit for staff ie beyond 
the gap analysis arising 
from the now expected 
mandatory training arising 
from the Social Housing 
Regulation Act was 
carried out 

Gap analysis work ongoing.  
All colleagues are confirming 
their qualifications and 
providing certificates to HR.  
This goes beyond the 
requirements in the Social 
Housing Regulation Act, but 
we will prioritise our gap 
analysis on anticipated 
requirements as indicated in 
the recent Government 
consultation.   

ONGOING  31 
December 

2024 

AR  

Dec 23     

Voice Your View  
A member suggested that 
the contractors charter or 
agreement was reviewed 
by the Residents Voice 
Panel for feedback.  

CBH Code of Conduct for 
Contractors provided for 
review.  This document is 
issued at bidding/tender 
stage. 
 
Meeting set up to discuss 
suggested amendments for 
1st May. 
 
29/05/24 update - 
amendments agreed, code of 
conduct to be updated and 
recirculated by end of June. 
 
30/07/24 update – the 
amendments are made, and 
document is ready for 
reissue.  This has been held 
for the time being because 
we are exploring how we can 
effectively use customer 
nominated passwords with 
the ‘IT’ team. 
 
 
 

ONGOING 

 

 

 

30 October 
2024 

MW 

June 24     
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Colchester Borough Homes Limited                                                          
 

Directors Report  
Damp and 
Mould/Disrepair - If 
expecting an increase in 
cases do CBH need to 
budget more for disrepair 
than anticipating 
complaints? It was 
suggested that F&A and 
O&P triangulate 
complaints and monies 

Budgets have been 
reviewed, primarily in 
response to the 2023/24 
revenue repairs overspend.  
The review means that 
resources have been 
diverted to remain in budget 
on revenue repairs and use 
the Housing Health and 
Safety budget, where 
relevant to “hazards”.   

COMPLETE 30 
September 

2024 

KL/PO 

Directors Report  
Finance to ensure reports 
are standardised - 
Directors report not 
adding up to the P12 
accounts 

For version control 
management accounts 
reviewed by CMT will be 
used, for example, in 
Directors reports.   

COMPLETE 
AND WILL 

BE 
ONGOING 

30 
September 

2024 

PO 

Directors Report  
CSC Performance - 
Board noted that the 
Council’s Customer 
Service Centre’s (CSC) 
performance had been 
escalated to the May 
Principal Liaison meeting 
and that an update would 
be provided at the next 
Board meeting.   

A verbal update will be 
provided by Karen Loweman 
at the meeting.   

ONGOING  KL 

Resident Engagement 
Report  
ND requested an article 
in HN&V’s on domestic 
abuse and it was also 
recommended that CBH 
posters were put in to GP 
surgeries and elsewhere. 

Message included in the 
Chief Executive’s introduction 
in Housing News and Views 
about our work towards 
DAHA accreditation 
(completed).  An article has 
been included in the Winter 
newsletter planner.   

PARTIALLY 
COMPLETE 

31/12/24 KW 

Finance  
A member raised with RB 

that CBH were still 

waiting for the 

implementation of the 

upgrades on the finance 

system and this had 

seemed to have come to 

a standstill. RB advised 

that he would assist with 

The date has now shifted, 
CCC will be assessing 
options for a 1 April go live 
(preferred) or 31 December 
go live for system upgrade 

ONGOING 1 April 
2025 

PO/RB 
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Colchester Borough Homes Limited                                                          
 

any interim needs CBH 

needed on the finance 

system pending the wider 

upgrade. It was agreed 

that PO would liaise  

with Richard directly. 

August 24     

End of Year Accounts 
and Annual Governance 
Statement 
It was agreed by 
Members to take the 
following actions: 
 
1. The Draft accounts 

would be re-presented 
to the F&A committee 
for scrutiny and 
recommendation to 
Board.  

2. A one item Board 
meeting would be 
convened to approve 
the accounts 

Draft accounts circulated to 
F&A for electronic resolution 
on Convene – deadline 
15.09.2024 
 
Board meeting organised for 
18.09.2024 

COMPLETE 30 
September 

2024 

AR/JP 

Annual Report - Health 
and Safety  
A member commented 
that they would like to see 
an amendment made to 
the FRA slide to show 
uncompleted activity in 
view of transparency to 
the regulator. 

More detail on remedials will 
be included in future 
reporting as referred to in the 
mock inspection action plan 
reported at the September 
Board.   

NOT DUE 31 
December 

2024 

 
 
 

DB 

Annual Report - 
Safegurding Report  
Designated Safeguarding 
App – The issues with 
this app needed close 
monitoring with an update 
to Board at the next 
meeting.  

The app does need 
monitoring, and we are 
reporting on user usage and 
dealing with any issues as 
they arise. Managers will be 
provided user reports 
monthly, and the results will 
be presented at our Monthly 
Health and Safety meetings.  
We currently have a 60% 
usage, whereby 65% is 
considered the right level, we 
will keep monitoring and 

COMPLETE   
CW 
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Colchester Borough Homes Limited                                                          
 

escalate concerns to heads 
of service.   

Policy Approvals  
Strategic Health and 
Safety Policy – The 
Board APPROVED the 
Strategic Health and 
Safety Policy subject to 
minor amendments made 
by members on Convene. 

Minor amendments 
completed.   

COMPLETE 30 
September 

2024 

 
 
 

DB 

ICT Workplan  
It was noted that there 
was no mention of the 
finance system on the 
CBH roadmap? DW 
advised that this was on 
the CCC roadmap with an 
original date of April 2025 
but this had now been 
pushed back to 
December 2025.  
DH advised that this was 
a high priority action for 
CBH and had been raised 
as a risk. An update was 
requested for the next 
F&A meeting. 

Update will be brought to 
next F&A meeting. Board 
should note that timelines are 
dependent on CCC and CBH 
have limited control over this. 

IN 
PROGRESS 

31 
December 

2024 

 
 
 
 
 
 

AR 

Digital Strategy  
A member raised that the 
digital strategy would 
need to link into the HRA 
review, as well as 
outcomes from the 
information governance 
project as this would feed 
into operating models and 
resource required.  

Outcomes of both the HRA 
review and the Information 
Governance project will feed 
into the Digital Strategy 
where appropriate. 

IN 
PROGRESS 

31 March 
2025 

 
 
 
 

AR 

Digital Strategy  
The Board APPROVED 
the strategy subject to the 
strategy review period 
being moved to 1 year 
instead of 2 years. 

Review will be 1 year.   COMPLETE 30 
September 

2024 

 
 

AR 

Customer Engagement 
Report 

CBH is providing resource so 
that the office can open 
allowing tenants to visit CBH 

COMPLETE 30 
September 

2024 

KL 
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Colchester Borough Homes Limited                                                          
 

GHO not being open was 
affecting tenants as they 
wanted to speak to 
someone face to face. 
KW advised that CBH 
were working with CCC to 
get this issue rectified. It 
was noted that CBH 
needed to make sure that 
support and signposting 
to tenants was out there 
and accessible. 

and other partners such as 
CAB.  Longer term 
opportunities are being 
explored.   

Strategic KPI Report  
A member commented 
that the Ombudsman had 
recently raised concerns 
about the handling of 
window-related 
complaints in the social 
housing sector, leading to 
an open letter written to 
social housing Chief 
Executives. CW advised 
that he was working with 
the asset teams to 
provide assurance to 
CBH and would bring a 
spotlight report on this to 
the next O&P Committee. 

Report to be presented to 
Ops and Performance 
Committee.    

NOT DUE  31 
December 

2024 

CW 

Strategic KPI Report  
Rent Collection – a 
member asked that with 
UC payments now being 
monthly would CBH 
change to monthly rents? 

This is to be considered with 
the Council along with 
technical requirements for 
implementation  

Not due  31 
December 

2024 

KL 

Strategic KPI Report  
Rent Collection – a 
member commented that 
after failing a past DD 
payment when trying to 
set up a further DD 
instruction this was not 
allowed and they now 
had to pay online or by 
phone each month which 
was not convenient. KL 

The current working 
instruction is that if a tenant 
has two consecutive DD 
payment failures or 3 within a 
year the option to pay by DD 
is removed.  
Following the enquiry this 
has been reviewed and will 
be considered on an 
individual basis to encourage 
DD payments.  

COMPLETE 18 
September 

2024 

KL 
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Colchester Borough Homes Limited                                                          
 

advised she would look 
into the policy and 
feedback. 

September 24     

Financial Statements 
2023/24 and the Annual 
Governance Statement 
In response to a 
comment from JK, PS 
advised that a more 
detailed description would 
be included in next year’s 
Report to the Board on 
recharges from the 
Council so that it is 
possible to more clearly 
establish what the 
recharge relates to.   

  
 
 

NOT DUE  

 AR 
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5. Directors Report Non-Confidential -
Philip Sullivan
To Note



 

COLCHESTER BOROUGH HOMES BOARD 

Thursday 26th September 2024 

 

Report Title 0005 Directors Update – Non Confidential  

Author Philip Sullivan, Chief Executive  

Report Objective: 
To cover matters that are of relevance to Board, but do not need a 
standalone agenda item.   

Link to Consumer 
Standard 
objective 

Tenant involvement and empowerment ☒ 

Home ☒ 

Tenancy ☒ 

Neighbourhood and community ☒ 

Sensitivity Commercial  Action Assurance  
Confidential  Noting ✓ 

Open ✓ Approval  
 
 
Executive summary 
 
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.   
 
FOR NOTING 
 
1. Repairs Overspend Update  
 
1.1 We are on track with our forecast expenditure of the repairs and voids budget to Q4.  All 

mitigations remain in place and we are extending the pause on non-urgent large fencing 
repairs into quarter 3. 

 

1.2 Board is asked to NOTE the revenue repairs spend update.   
 
2. Savills Mock Inspection Update   
 
2.1 Board members are aware that Savills were appointed to undertake a mock inspection of 

CBH to assist in our preparation for the RSH inspection and to support our approach to 
identifying and implementing opportunities for continuous improvement.   The mock 
inspection has now been completed and the findings were presented to the CBH Board, 
Portfolio folder for Housing and Chief Executive of the City Council on 8 August.  The 
outcome of the review was that Savills determined that “Overall our review has been 
extremely positive.  We consider that CBH is in a strong position to demonstrate delivery 
across many of the regulator’s consumer standard outcomes and making good progress in 
the rest.  Our recommendations are largely areas for continuous improvement rather than 
material gaps”.  The full report has been added to the Library on Convene for those Board 
members wising to review the detailed findings and for future reference. 
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2.2 At the feedback session on 8 August Savills advised that in their view the City Council is 

towards the top of a C2 grade, borderline C1.  Whilst there are many very positive findings 
by Savills, a key purpose of the review was to seek to identify opportunities for improvement 
so that resident services can continuously improve and so that CBH and the City Council 
can enhance the likelihood of a positive inspection by the RSH.  To assist with this an action 
plan has been drafted and is being considered elsewhere on this Board meeting’s agenda.  
The outcomes of the mock inspection have been shared with the Council’s “shareholder” 
group and at the recent Principal Liaison meeting.  The review outcomes have also been 
shared with the Council’s Governance and Audit Committee and the action plan arising 
from the review will be presented at the Committee’s November meeting. 

 
2.3 Board is asked to NOTE the outcome of the Savills review and that an action plan arising 

from the review is being considered elsewhere on this meeting’s agenda.   
 
3. HRA Review – Current Position and Next Steps    
 
3.1 Savills have been commissioned to support the review and are working closely with the 

project team. All the workstreams are making progress and report monthly to the HRA 
Project Board.  Savills have created a model into which stock data analysis on several cost 
and viability scenarios can be tested.  It’s recognised that the financial statement from the 
Government due to take place on 30 October needs to be taken into account with the 
modelling as this will include an updated rent settlement and grant announcements.   

 
3.2 The following provides an indicative timeline for future project milestones:  

 

Task Sub Task Date 

Modelling Baseline Model Complete end Sept 2024 

Scenario Modelling (incorporating all 
Government announcements) 

Complete end Dec 2024 

Engagement Member Briefing (1) – Understanding 
the HRA 

Early Oct 2024 

Member Briefing (2) – Update and 
workshop to contribute to the 
development of the proposed solution 

To be determined 

Ongoing member engagement  Nov 2024 – Jan 2025 

Resident Engagement – the process is 
to be confirmed but will involve multiple 
engagements over time to garner views 
and feedback and to aid residents’ 
understanding of what is being 
proposed and why. 

Oct 2024 – ongoing 

Recommendation The final report and recommendation 
from the Project Team  

End March 2024 

 
3.3 An update is being presented to the 8 October Council Scrutiny Committee and the CBH 

Board will be updated at each of its meetings.   
 
3.4 Board is asked to NOTE the current position with the HRA review.   
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4. Governance and Audit Committee Quarter 1 Regulatory Assurance Report  
 
4.1 The Quarter 1 2024/25 regulatory update was presented to the 10 September Governance 

and Audit Committee.  The report was circulated to the CBH Board in advance of the 
meeting and covered the following areas:   

 

 Topic 

1 RSH Consumer Standards Update 

2 Mock Inspection Outcomes 

3 Stock Quality Deep Dive 

4 Tenant Satisfaction Measures 2023/24 – Benchmarking 

5 Quarter 1 2024/25 Performance Update 

6 Housing Ombusman 2023/24 Colchester Performance Report 

7 Quarter 1 Ombudsman Cases  

8 Complaints and Lessons Learned 

9 Internal Audits and Tenant Scrutiny Updates 

10 Regulatory Assurance Workplan 

11 Additional Q1 2024/25 Regulatory Assurance 

 
4.2 The report was well received with a couple of operational matters arising that can be easily 

implemented.  Going forward the reports will have greater emphasis on assurance provided 
by the CBH Board.  In addition to the “additional Regulatory Assurance” section, elements 
of the report will make reference to where the assurance has been previously considered 
by and/or endorsed by the CBH Board.  This will help streamline reporting whilst retaining 
the focus on assurance being provided to the Council as landlord.   

 
4.3 Board is asked to NOTE the Governance and Audit Committee regulatory update.   
 
5. Housing State of the Nation  
 
5.1 The latest Housing “State of the Nation” report was considered at the 4 September Cabinet 

meeting.  The report was circulated to the CBH Board in advance of the meeting and 
covered the following topics:   

 

• Housing elements of the King’s Speech 

• Building the Homes We Need – Government Statement  

• National Planning Policy Framework (NPPF)  

• Council Housing Finances – Chartered Institute of Housing and Savills Report 

• Council Housing Finances - Southwark Report 

• Homelessness 

• Regulation  

• Housing Ombudsman Service 

• English Housing Survey 
 
5.2 Board is asked to highlight any comments or questions arising from the Housing “State of 

the Nation” report and, subject to this, to NOTE its contents.   
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6. Equality and Diversity Annual Report -
Philip Sullivan
To Note



 

COLCHESTER BOROUGH HOMES BOARD 

26th September 2024 
 
 
Report Title 0006 - Equality, Diversity and Inclusion Annual Report  

Author Stephen Kane (Equality, Diversity, and Inclusion Specialist)  

Report Objective: 
To detail how CBH is meeting its Public Sector Equality Duty  

 
Matters to note: 

 
This report includes a section on progress over the past year (section 
6) and planning for the next (section 7).  
 

 
Link to our strategic 
plan objectives: 

Our Customers ☒ 

Our Colleagues ☒ 

Our Communities ☐ 

Sensitivity Commercial  Action Assurance  
Confidential  Noting ✓ 

Open     ✓ Approval  

 

For Information 
 
Board is asked to NOTE how Colchester Borough Homes (CBH) is meeting its legal obligations as 
set out under the Public Sector Equality Duty. 
 

Executive summary 

 
CBH continues to meet its legal obligations by integrating Equality, Diversity and Inclusion into its 
day-to- day business. It publishes Equality Information (on staff and customers) and tracks progress 
against its objectives through its strategic plan framework. It retains the use of Equality Impact 
Assessments to identify and mitigate negative impacts on staff, residents and potential service 
users.  
 
Effective and extensive partnership working, tenant participation and community engagement 
remain key to our approach. Over the next year, Colchester Borough Homes will be reviewing 
policies and ensuring we meet our Equality Duty and beyond.  
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1. Purpose of Report  

  

1.1 • To detail how CBH is meeting its Public Sector Equality Duty 

• To highlight key progress over the past year and to outline our key focus over the 
forthcoming year.  

 
2. Background & Context 

  

2.1 
 
 
2.2 
 

This report provides an annual update on Equality, Diversity and Inclusion. This report 
relates to the period between 1st July 2023 and 30th June 2024.   
 
CBH employ a part time Equality, Diversity and Inclusion Specialist. This is a joint CBH 
and Colchester City Council (CCC) role and reports into CBH’s Director of Resources.  

  

3. How CBH meets its Statutory Duties   

  

3.1 
 
 
 
 
 
 
 
 
 
 
 

3.2 

 
 
 
 
 
 
 
 
 
 
3.3 
 
 
 

 
 

Through its relationship with CCC, CBH is subject to the Public Sector Equality Duty. 
This includes the ‘general duty’ and the ‘specific duties’ of the Equality Act 2010. Under 
the “general duty’’, a public authority must, in the exercise of its functions, have due 
regard to the need to:   
 

• eliminate discrimination, harassment, victimisation and any other conduct that is 
prohibited by or under the Act;   

• advance equality of opportunity between persons who share a relevant protected 
characteristic and persons who do not share it;  

• foster good relations between persons who share a relevant protected characteristic 
and persons who do not share it.  

 
CBH’s overall approach is to seek to integrate equality into its day-to-day business, as 
required by guidance. We do this in the following ways: 
 

• Policies and procedures are in place to protect customers and staff from 
discrimination, harassment and victimisation.  

• Our joint Staff Equality Focus Group with CCC meets to review progress against our 
equality objectives and cascade best practice.  

• Services are designed to help ensure that we meet the needs of all our customers. 
We ensure that ‘reasonable adjustments’ are made to advance equality of 
opportunity. 
 

We conduct Equality Impact Assessments (EqIA) on our key policies, services, 
strategies and decisions. An EqIA is the detailed and systematic analysis of the potential 
or actual effects of a policy, procedure or process, which is undertaken in order to 
establish whether the policy, procedure or process has a differential impact on different 
groups of people. The aim of the EqIA is to eliminate discrimination and produce positive 
outcomes for equality. Such an approach helps to ensure that impacts upon groups are 
consciously and systematically considered, and that any negative impacts are effectively 
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3.4 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
3.5 

 
 
 
3.6 
 
 
 
 
3.7 
 
 
 
3.8 
 
 
 
 
3.9 
 
 
 
 
 
 
 

mitigated. Publication of assessments demonstrates transparency and helps to 
evidence “due regard”. 
 
The following information published on the CBH website provides evidence of how we 
are meeting the general duty: 
 

• Equality Information (which includes data and equality analysis)  

• Our ‘Equality Statement’  

• Over 50 published Equality Impact Assessments   

• Our commitment to Resident Engagement  
 
Under the Equality Act 2010 (Specific Duties) Regulations 2011, CBH is required to: (a) 
publish information to demonstrate its compliance with the Equality Duty; and (b) set 
equality objectives at least every four years. Equality Information must be published 
annually by 31 January and must include “information relating to persons who share a 
particular protected characteristic who are “.. its employees (and) other persons affected 
by its policies and practices.”  In January 2024, CBH published Equality Information 
which included equality analysis of data by protected characteristic in regard to: (a) staff; 
(b) tenants and leaseholders; and (c) housing applicants. 
 
CBH’s Equality Objectives continue to be: 

• Equality of Access    

• Equality of Opportunity   
 
Whilst the first objective is more externally focused (towards customers), the second is 
more internally focused (towards staff). These objectives and corresponding actions are 
tracked and monitored through CBH’s Strategic Plan 2022-2027 and Medium Term 
Delivery Plan 2022-27.  
 
All staff and managers are required to complete a dedicated e-learning course tailored 
to their role. In addition, recruiting managers complete an e-learning course to increase 
understanding around ‘Unconscious Bias’.  
 
CBH continues to provide advice and support around domestic abuse, which includes 
delivering home security improvements through the Sanctuary Scheme. Referrals are 
accepted from Essex Police, MARAC (Multi Agency Risk Assessment Conference), and 
Next Chapter, as well as direct from CBH tenants and private residents. 
 
CBH is committed to safeguard and promote the welfare of children and adults at risk. 
Progress in meeting our safeguarding responsibilities is submitted to Board in a separate 
report although it is important to note that effective safeguarding helps us to advance 
equality, particularly in respect of adults at risk due to disability or age-related 
vulnerabilities. 
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4. 
 
4.1  
 
 
 
 
 
 
4.2  
 
 
5. 
 
 
 
 
 
 
 
 
 
 
6. 
 
6.1  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Partnership Working  
 
Partnership working remains key to meeting our equality duties. CBH works closely with 
CCC and Essex County Council and acts as the housing representative within the region 
at the Strategic Hate Crime Prevention Partnership. We work with various public sector 
organisations through the Essex Equality Network. We also continue to sit on the Essex 
Faith Covenant Steering Group. We are a member of the national organisation ‘Housing 
Diversity Network’ through which we advertise available posts.  
 
We work closely with a host of local organisations to meet our equality and wider 
objectives including One Colchester (the local strategic partnership). 
 
Tenant Participation and Community Engagement  
 

Effective tenant participation and community engagement is key to ensuring that we 
understand and meet diverse customer needs. It also ensures additional scrutiny and 
accountability. Some examples are included below: 
 

• £40,000 of funding was allocated to various community initiatives through CBH’s 
Community Initiative Fund.  

• CBH commits to their Tenant Engagement meetings 

• Dedicated Tenant Inspectors that scrutinise our services. This is tenant led. 
 
Developments and Improvements (2023-24) 
 

• CBH’s published Equality Information revealed that data capture in key areas 
continues to increase. This includes staff data on ethnicity, disability, religion and 
belief, and sexual orientation. A continued increase, year on year. 

• CBH has now merged their EDI Working Group with CCC and Colchester 
Commercial Holdings Limited. This will benefit us all in Approach, Vision, 
Communication, Resource and Diversity of Perspective.  

• CBH continues with our shared “Lunch & Learn” awareness sessions. These are still 
taking place once a quarter and encourage colleagues to attend and understand 
differences. We have held sessions on Compassionate Communities, Black History, 
Deaf Awareness and LGBTQIA History. These sessions are very well attended.  

• Our EDI Policy (which is heavily aligned to CCC’s) was approved at Board in 

February 2024. 

• CBH arranged for all staff to attend Theatrical EDI training. This took place in 

February 2024, and we received some fantastic feedback from our attendees. We 

chose to have the training as theatrical to bring situations alive and into our own 

spaces. Visualising conflicts and discomfort can increase awareness.   

• CBH now has a strong network of Champions for the protected characteristics. They 

will support their fellow champions at CCC. Our champions will support in raising 

awareness through communication and events.  

• Over the period, CBH attended to 272 individual properties to carry out minor 
adaptions which included a total of 193 grab rails being installed. A total of 141 
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7. 
 
7.1  
 
 
 
 

 
8. 
 
8.1  
 
 
 
 
 

9.  
 
9.1 
 
 
 
10.  
 
10.1  
 

planned adaptations were completed of which 44 were wet rooms, and 13 were 
stairlifts. 

• Over the period, CBH has offered a wide range of resources, initiatives and training 
to maximise staff wellbeing. 

• Wellbeing Initiatives: Corporate Breakfasts, Tai Chi sessions organised, flowers 
organised, monthly fruit delivery, Yoga, Street Dance, Walk and Talk, Reiki 

• Wellbeing Accreditations: Mindful Employer Accreditation, Essex Working Well Gold 
Level 3 Accreditation 

• Our new Domestic Abuse policy went live in September 2023, created by our 
Domestic Abuse Project Worker.  

• Our shared EDI Action Plan is about to be published and will run for 3 years. This 
action plan has been shared with the EDI Working Group, EDI Champions and other 
colleagues within both organisations for feedback. 

• Our Customer Involvement team and one of our Champions arranged for us to have 
a stall at this year's Colchester Pride. We were able to raise some money for the 
mayor’s charities and ask some specific questions to attendees on how they thought 
we were with their community!  

• Our EqIA PowerApp has been completed and will be launched soon, more 
improvements are required but this is a step in the right direction.  

   
Looking Forward (2024-25) 
 

• CBH will review its Equality Objectives and action plan of priorities each year. 

• CBH will review their Learning Pool EDI Training to ensure relevance each year. 

• CBH will work alongside CCC to support community events such as Pride.  

• CBH plans to work towards the commitments set out in UNISON’s Anti-Racism 
Charter, this will be completed alongside CCC. 

 
Risk Management  
 
CBH needs to ensure that it is fully complying with the Equality Act 2010. As an employer 
and provider of public services, Colchester Borough Homes may face legal challenges 
from individuals who have been discriminated against because of discriminatory 
practices, however unintended. This report demonstrates how CBH effectively manages 
such risks and continues to be compliant in meeting in full its legal duties.   
 
HR Implications 
 
CBH’s statutory responsibilities extend to how it treats and manages its employees. We 
must continue to take full account of the Equality Act 2010 by having “due regard” to the 
need to eliminate unlawful discrimination, harassment and victimisation. 
 
Legal Implications  
 
Legal implications have been considered within 8 (above).     
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11. 
 
11.1 
 
 
12. 
 
12.1 
 
13. 
 
13.1 
 
14. 
 
14.1 

Value for Money  
 
CBH seeks to integrate equality into the day-to-day business of the organisation. This 
helps to support its core business and achieve value for money.  
 
Health and Safety  
 
There are no specific considerations around Health and Safety.    
 
Equality and Diversity  
 
This report is focused on Equality and Diversity 
 
Residents at the Heart  
 
We recognise that effective Resident Engagement is critical to inclusion, and to 
advancing equality of access to services for CBH customers. The mainstreamed and 
integrated approach towards Equality, Diversity and Inclusion helps us to meet the 
needs of our most vulnerable customers. 
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7. Capital Programme – Board
consultation report - Chris Wait
To Note



 

COLCHESTER BOROUGH HOMES BOARD 

Thursday 26th September 2024 

 

Report Title 0007 - CBH Board Consultation on HRA Capital Programme 2024 

Author Mark Wicks, Head of Asset Management  

Report Objective: 
To provide an overview of the discussions held during the Board 
consultation on 5th September 2024 

Link to Consumer 
Standard 
objective 

Tenant involvement and empowerment ☒ 

Home ☒ 

Tenancy ☐ 

Neighbourhood and community ☐ 

Sensitivity Commercial  Action Assurance  
Confidential  Noting ✓ 

Open ✓ Approval  
 
 
 
Executive summary 
 
During the Board meeting on 6th December 2023, the proposed capital programme budget for 
2024/25 was presented. In response to the report, the Board raised several key points, including 
a request for further consultation on how the capital programme and budget should be 
formulated for future years.  
 
This summary report provides an overview of the discussions held during the consultation on 5th 
September 2024, outlining the various scenarios considered for the Housing Revenue Account 
(HRA) capital programme, as well as their potential impacts on costs, repairs, and customer 
satisfaction. 
 
The agreed scenarios to be considered as part of the current HRA review were explained and 
potential outcomes were shared in Power Point presentation.  The presentation is summarised 
in this section. 
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1. Parameters 
 

• The figures are based on the 30-year plan conducted in October 2023. 

• Costs considered represent baseline figures, and adjustments will be applied for 

budget setting. 

• Scenarios were developed to compare advantages, disadvantages, and potential 

impacts on costs, repairs, and customer satisfaction. 

• ‘Elements’ within properties are kitchens, bathrooms, windows etc. The Capital 

programme is currently based on the replacement of the whole element. 

• The Decent Home Standard (DHS) considers ‘key elements’ and ‘non-key elements.’  

A property fails decency where a key element has reached end of life, and it is in poor 

condition (as detailed within the DHS). A failure in respect of non-key elements 

occurs where there are more than one of the listed non-key elements failing within the 

same property. 

 
1.1     Overview of key scenarios: 

 
1. Just In Time (JIT) - All Relevant Elements: 

o Based on the remaining life of elements, as assessed by surveyors. All elements 

are included. 

2. Planned Model - All Relevant Elements: 

o Uses an estimated lifespan of elements different from the Decent Homes 

Standard (DHS). All elements are included. 

3. JIT - Statutory Elements Only: 

o Focuses only on DHS and compliance works, based on the remaining life of 

statutory elements. 

4. Planned Model - Statutory Elements Only: 

o Focuses on DHS and compliance works using estimated lifetimes different from 

DHS, statutory elements only. 

5. Decent Home Standard - All Relevant Items: 

o Addresses DHS-compliant elements and compliance works. 

6. Decent Home Standard - Statutory Elements Only: 

o Limits to DHS-required elements and compliance works only.  
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1.2       Cost and Element comparison:  
 

              Initial analysis suggests that cost differences and repair impacts vary between scenarios. 
 

 
 Figure 1 – Scenario comparison (5 – year costs) 
 

 
Figure 2 – Scenario comparison (5 – year element replacement numbers) 
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1.3      Advantages and Disadvantages of Each Scenario: 
 

JIT - All Relevant Elements 
 
Advantages: 

• Condition-based replacement informed by Stock Condition Survey. 

• Alignment with Decent Homes Standard. 

• Aligns with the Asset Management Strategy. 

Disadvantages: 
• Higher cost. 

• More challenging to schedule works geographically. 

• May require cloned data where survey access is unavailable. 

Planned Model - All Relevant Elements 
 
Advantages: 

• Easier to plan geographically. 

• Lower cost compared to JIT-All Relevant. 

• Avoids cloning data due to reliance on installation dates. 

Disadvantages: 
• Less likely to align with Decent Home Standard. 

• Potential increase in complaints and pressure on repairs due to item failure. 

JIT - Statutory Elements Only 
 
Advantages: 

• Lower cost than Planned-All Relevant. 

• Focuses on statutory and DHS compliance. 

• Replacement based on condition, reducing unnecessary expenditure. 

Disadvantages: 
• May lead to increased complaints and pressure on repairs. 

• Geographic planning becomes more complex. 

• Ignores several elements in the 30-year plan. 

Planned Model - Statutory Elements Only 
 

Advantages: 
• Simplified geographic planning. 

• Lowest cost among statutory-focused models. 
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Disadvantages: 
• Higher risk of failures and complaints. 

• Excludes more elements from the 30-year plan. 

• Increased pressure on repairs service. 

Decent Home Standard - All Relevant Items 
 
Advantages: 

• Lower cost than some planned models. 

• Focuses on statutory requirements, with slight enhancements for non-key elements. 

Disadvantages: 
• Potential for higher levels of customer dissatisfaction. 

• Greater strain on repair services. 

 
Decent Home Standard - Statutory Elements Only 
 
Advantages: 

• Lowest cost model. 

• Statutory focus, with no unnecessary replacements. 

Disadvantages: 
• Risk of higher failure rates and customer complaints. 

• More elements disregarded from the long-term plan. 

•  

2.     Discussion & Key Board Comments: 
 

• Budget Impact: CCC indicated that the 2025/26 budget is likely to adopt a holding 

position, favouring the "JIT - All Relevant Elements" scenario. 

• Cost Analysis: Initial comparisons indicate that JIT-All Relevant Elements would require 

an additional £500k annually for repairs. This estimate is conservative, as it assumes each 

unreplaced element will only require one repair per year at the average repair cost. In 

reality, some elements may need multiple repairs or more costly interventions, which could 

increase the overall expenditure. 

• Customer Satisfaction: An estimated increase in complaints by six per year. Potential 

dissatisfaction from repair issues could result in twenty-five additional complaints annually. 

This represents a potential 20% increase each year. It should be noted that it is difficult to 

estimate this potential impact, the calculation assumes that there is a direct correlation 

between unreplaced elements, and the complaints received, and a similar correlation 

exists with number of repairs completed. 
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• Board Preference: The board expressed a preference for the "JIT - All Relevant 

Elements" scenario due to its alignment with maintaining high standards. If there is a 

deviation from this approach, concerns were raised about: 

o Accumulative future capital spending pressures. 

o Increased repair costs and potential declines in customer satisfaction. 

o The environmental and energy cost impact on customers if critical elements, such 

as windows, are not replaced in a timely manner. 

• Hybrid Approach: A suggestion was made to explore a hybrid model, using JIT for some 

elements and the Planned approach for others, to balance cost, quality, and sustainability. 

 

3.     Next Steps: 
 

• Further discussions to assess the feasibility of the hybrid model. 

• Consultation with CCC to finalise budget assumptions for 2025/26. 
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8. Mock Inspection Action Plan - Philip
Sullivan
To Note



 

 

 

COLCHESTER BOROUGH HOMES BOARD 

Thursday 26th September 2024 
 

Report Title 0008 - Mock Inspection Action Plan  

Author 
Angelique Ryan, Director of Resources  
angelique.ryan@cbhomes.org.uk  

Report Objective: To outline the actions identified in response to the mock inspection. 

Link to Consumer 
Standard 
objective 

Tenant involvement and empowerment ☒ 

Home ☒ 

Tenancy ☒ 

Neighbourhood and community ☒ 

Sensitivity Commercial  Action Assurance  
Confidential  Noting  

Open ✓ Approval ✓ 
 
 
 
 
Recommendation  
 
Board is being asked to consider and, subject to any comments, APPROVE an action plan arising 
from the recent mock inspection undertaken by Savills.   
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1. Savills Mock Inspection Update   
 
1.1 Board members are aware that Savills were appointed to undertake a mock inspection of 

CBH to assist in our preparation for the RSH inspection and to support our approach to 
identifying and implementing opportunities for continuous improvement.   The outcome of 
the review was that Savills determined that “Overall our review has been extremely positive.  
We consider that CBH is in a strong position to demonstrate delivery across many of the 
regulator’s consumer standard outcomes and making good progress in the rest”.  The full 
report has been added to the Library on Convene for those Board members wising to review 
the detailed findings. Reference to the review has also been made within item 6 on this 
Board agenda within the Directors update report. 

  
1.2 Whilst there are many very positive findings by Savills, a key purpose of the review was to 

seek to identify opportunities for improvement so that resident services can continuously 
improve and so that CBH and the City Council can enhance the likelihood of a positive 
inspection by the RSH.  To assist with this an action plan has been drafted which will 
address the recommendations made within the report for continuous improvement. The 
action plan can be found at Appendix 1. 

 
1.3 The action plan is ambitious, with many of the actions having a target completion date of 

December 2024.  
 
1.4 To deliver all actions within the timescales outlined, additional resources will need to be 

allocated.  This will therefore have a financial impact on CBH within the current and next 
financial year. We are in the process of forecasting the cost to deliver the action plan and 
will update the Board at its December meeting.  
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Appendix 1 
 
Mock Inspection Action Plan 2024/25 

 

 

Recommendation  Action 
By 

Whom 
By When Status/Progress RAG 

Oversight and accountability 

Map the terms of reference, key 
purpose, responsibilities and 
information flows of each element of 
the governance structure, including 
CBH Committees, into the structure 
chart. 

Philip 
Sullivan 

December 
2024 

  

Oversight and accountability 

Map assurances on regulatory 
outcomes, that go to both G&A and 
CBH board over the course of the 
year. Ensure these are appropriate 
in terms of frequency and level 
being reported. 

Philip 
Sullivan  

December 
2024 

This has already 
commenced with an 
assurance update from the 
Chair of the Board having 
been reported to September 
G&A meeting. 

 

Performance reporting 

Expand reporting of remedial actions 
against the ‘big 6’ areas to include 
numbers, categories and timescales 
of outstanding remedial actions and 
actions being taken to deliver e.g 
court action for access. 
 

Chris 
Wait 

December 
2024 

  

Performance reporting 

Develop and include targets against 
‘average number of days to close an 
ASB case’. CBH should also report 
on satisfaction with how cases are 

Karen 
Loweman 

December  
2024 
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being handled and key themes 
arising from discussions with 
affected residents. 

Performance reporting 

Include details of ASB and lettings 
performance along with greater 
narrative and contextual information 
accompanying KPIs reported to 
board and G&A.   

Karen 
Loweman 

From 
January 2025 

  

Performance reporting 

Expand quarterly repairs reporting to 
include detail on overdue repairs 
and narrative/context on KPI 
performance. 

Chris 
Wait 

From 
(including Q3 
2024/25) 

  

Performance reporting 

More performance information (in 
addition to the ‘big 6’) and 
associated improvement plans 
should be reported to Resident 
Voice to allow greater scrutiny and 
hold CBH to account. 
 
 

Karen 
Loweman 

January 2025 

Discussions to be held with 
the Resident Voice group to 
ask whether they agree to 
receive a wider variety of 
performance information and 
to add Performance 
Reporting as a standing 
agenda item. 

 

Performance reporting 

Provide greater clarity to Board 
within reporting on the % of stock 
with a valid EPC and % of stock 
above EPC C. 

Chris 
Wait 

December 
2024 

  

Compliance data assurance 

A deep dive review to be undertaken 
to ensure data underpinning 
compliance performance is 
accurate, complete and robust, 
before the data is transferred from 
NEC onto the new compliance 
system.   

Chris 
Wait 

January 2025 
Internal auditors TIIA have 
been approached to scope 
this audit. 

 

Compliance data assurance 
Conclude completion of the full stock 
condition survey programme. 

Chris 
Wait 

March 2025   
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Fair and equitable access to 
services and outcomes 

Reporting on tenant satisfaction 
should be broken down by protected 
characteristics, with tailored action 
plans devised to address any 
underperformance. 

Karen 
Loweman 

January 2025   

Fair and equitable access to 
services and outcomes 

Ensure that equality data is held for 
all tenants and is up to date.so that 
CBH can demonstrate a sound 
understanding of the diverse needs 
of tenants and how this insight is 
being used to ensure fair and 
equitable outcomes for different 
groups and ensure services are 
accessible to all.   

Karen 
Loweman 

March 2025 

Work has began with the ICT 
team to ensure that all 
relevant fields are available 
within NEC to capture 
equality data. 

 

Fair and equitable access to 
services and outcomes 

Report to Board performance 
against CBH’s Tenancy Policy to 
provide assurance that properties 
are being let in a fair and 
transparent way. 

Karen 
Loweman 

February 
2025 

  

Demonstrating learning and 
improvement 

Ensure that reports to Board and 
Committee explicitly draw out 
learning from complaints (including 
Ombudsman cases), tenant 
interventions and other insights and 
how services have been improved.  

Karen 
Loweman 

February 
2025 

  

Demonstrating learning and 
improvement 

Ensure that greater linkages are 
made between learning from tenant 
complaints, interventions and other 
insights, and the strategic action 
plan. 

Philip 
Sullivan 

March 2025    

Demonstrating learning and 
improvement 

Track and demonstrate service 
improvements which have stemmed 
from tenant inspectors and other 
tenant interventions. 

Karen 
Loweman 

Ongoing from 
October 2024 
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Transparency influence and 
accountability 

Broaden the reach of tenant 
involvement work to hear from, and 
understand the needs of, a wider 
representative group of tenants. 

Karen 
Loweman 

March 2025 
Resident involvement are 
actively trying to involve a 
broader group of tenants 

 

Approach to regulatory inspection 

Limit reports to the latest versions 
and ensure that only necessary 
documents are sent to inspectors 
before our inspection.  Stage 1 – 
map out evidence that we 
demonstrate Consumer Standard 
outcome delivery.  Stage 2 is to 
ensure all evidence is in place and 
reflected in the self assessment with 
a sharp focus on outcomes, rather 
than process, to help evidence 
delivery of consumer standard 
outcomes.   

DMT/ Jo 
Paget 

Stage 1 - 
January 2025 
 
Stage 2 – 
March 2026 
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9. Strategic Plan 2022-27 – Update on
Action Plan 2024/25 - Philip Sullivan
To Note



 

 

COLCHESTER BOROUGH HOMES BOARD 

Thursday 26th September 2024  

 

Report Title 0009 Update on Strategic Plan Action Plan 2024-25  

Author Philip Sullivan, Chief Executive  

Report Objective: 
To provide an update on the progress of the 2024-25 Strategic Plan 
Action Plan  

Link to Consumer 
Standard 
objective 

Tenant involvement and empowerment ☒ 

Home ☒ 

Tenancy ☒ 

Neighbourhood and community ☒ 

Sensitivity Commercial  Action Assurance ✓ 
Confidential  Noting ✓ 

Open ✓ Approval  

 

Recommendations 

 
1. Subject to any comments Board is being asked to NOTE the update in respect of the 

2024/25 Strategic Plan Action Plan and that an outcome report will be brought to the May 
2025 Board meeting.   

 
2. Board is asked to NOTE that an update on performance in delivering the Strategic Plan 

metrics will be brought to Board in May 2025. 

 
 

Executive summary 
 
Board approved the Strategic Plan Action Plan 2024-25 at its May 2024 meeting and agreed to 
receive a 6 month update on progress in delivering the Plan at its September meeting.   
 
Details of progress in delivering the Action Plan are set out at Appendix 1 to this report.  The 
Strategic Plan metrics span the 5 years of the Plan and performance will be comprehensively 
captured annually.  An update on performance in delivering the Strategic Plan metrics will hence 
be brought to Board in May 2025.   
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1. Background 

 
1.1 Board approved the: 

• Strategic Plan 2022-27 Objectives and themes at its 2 March 2022 meeting 

• Strategic Plan metrics and a new Vision for CBH via electronic resolution in March 2022, 
and 

• Strategic Plan Action Plan 2023-24 at its May 2023 meeting 
 

1.2 The following are CBH’s new approved Vision and Strategic Objectives:   
 

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 

 
1.3 Board agreed at its May 2022 meeting to have oversight of annual Action Plans for the life 

of the Strategic Plan.  Board noted that the Action Plans would demonstrate projects and 
work being undertaken to deliver the Strategic Plan Objectives.   

 
2. Current Position  
 
2.1 Appendix 1 provides an update on actions contained in the Strategic Plan 2024/25 Action 

Plan.  Incomplete 2023/24 actions have been incorporated into the 2024/25 action plan 
and these are colour coded black in the left hand column.  Overall, it is considered that 
good progress is being made in delivering the actions.  The RAG rating guidance 
considered by Board in May 2023 has been added at the bottom of the action plan for ease 
of reference.  Board members will see that a RAG rating has been applied to each action 
in the Plan in line with this guidance.  
 

2.2 The Strategic Plan metrics span the 5 years of the Plan and performance will be 
comprehensively captured annually, as happened for the 2023/24 metrics.  An update on 
performance in delivering the Strategic Plan metrics will hence be brought to Board in May 
2025.    

 
2.3 A 2024/25 outcome report will be presented at the May 2025 Board meeting at which time 

Board will be asked to consider whether it is satisfied that CBH has delivered its Strategic 
Objectives for the year.   

 
2.4 A draft 2025/26 Action Plan will be reported to Board in January 2025 for comment prior 

to a final draft being considered for approval at the March 2025 meeting.   
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Strategic Plan Action Plan 2024/25 
 

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 

• Staff who would recommend 

CBH as an employer  

 
 

 

 

5% increase 

 

Platinum 

5% increase 

2022 Staff Survey 

IiP 

2022 Staff Survey 

 

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 

 

 

 

  

Colchester Borough Homes Board Meeting Page 48 of 63



2 
 

2024/25 STRATEGIC PLAN ACTION PLAN  

Action 
Strategic 
Theme 

Desired Outputs Desired Outcome Value for Money 
By 

Whom 
By When  RAG 

OUR CUSTOMERS; Delivering a positive customer experience 

B/fwd from 
23/24 

(5) 

 
 
 

Diversity and 
Inclusion 

1 (i) and 3 
(ii) 

Action plan 
prepared for CBH 
to adopt the 
recommended 
approach in the 
NHF report 
“Knowing our 
Homes”. 
 
Reports 
correlating service 
areas such as 
complaints and 
anti-social 
behaviour with 
diversity data.   

A robust, 
comprehensive and 
accessible 
database of 
customers diversity 
and inclusion data. 
 
Proactive use of 
diversity data to 
provide assurance 
on fair and 
accessible service 
delivery and for 
service 
improvements.     

Improved 
satisfaction with the 
same resources by 
using data to 
proactively inform 
service delivery.   

Director of 
Operations  

31 October 
2024  

  

Update The Housing Management system has been amended to reflect the personal information required in line with the NHF report “Knowing our Homes”  
CSC staff have received training and updated scripts.  BI Query is utilised to monitor services such as ASB reports and complaints by diversity.  
Next steps to be reviewed to take account of mock inspection feedback.   

B/fwd from 
23/24 

(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) 

Improved 
contractor 
response time and 
satisfaction 
performance. 
 
 

Increased 
satisfaction with 
repairs improved 
response times.   

Improved contractor 
performance within 
agreed budget.   

Director of 
Assets 

31 October 
2024 

  

Update Recruitment is underway for additional property inspectors.  The role of Repairs co-ordinator is in place and supporting improved performance of 
contractors.  Repair response times and satisfaction are both improving.  Year to date (August 2024) emergency response performance has 
improved from 87.7% for the 2023/24 year to 94.7%.  This is now above the 2023/24 local authority median.   
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B/fwd from 
23/24 

(2) 

Implement 
pilot (IoT) 
housing 
technology to 
increase 
operational 
effectiveness 
and reduce 
costs.   

1 (iii) Evaluation report 
presented to O&P 
Committee on 
outcomes of the 
Switchee pilot 
being used to 
assist in our 
response to cases 
of damp and 
mould (and similar 
property related 
issues). 
 
Feasibility study to 
inform a 
recommendation 
to the City Council 
or to secure grant/ 
external funding 
presented to O&P 
Committee on a 
pilot of care tech 
and/or compliance 
tech.    

A decision on 
whether to roll out 
(and how to 
resource) the 
Switchee pilot.  
Rationale for any 
roll out to include 
any identified 
correlations or 
priorities between 
property type and/or 
people. 
 
 
A decision on 
whether to roll out 
(and how to 
resource) the roll 
out of the pilot(s).   
 

Resources are only 
committed where 
justified and are 
targeted to have the 
greatest impact.    

Director of 
Assets  

31 October 
2024 

  

Update Switchee pilot progressing well with live data being used to inform decisions.  Evaluation report to be considered at Operations Committee before a 
decision on pursuing roll out is made.   

1 Tenant 
Satisfaction 
Measures 
(TSM’s) 2023 
– implement 
an action plan 
arising from 
the survey 
results.   

1 (i)-(v) Regular updates 
to Operations and 
Performance 
Committee 
showing progress 
in delivering 
actions that will 
result in improved 
performance or 
service standards.   

Improved TSM 
results compared to 
2023.    

Improved services 
and satisfaction 
levels with existing 
resources.   

As set out 
in the 

action plan 

30/09/24   

Update TSM 2024 Survey live from 19th July with headline results expected in October 2024.  Action plan updates will be submitted to each O&P 
committee.   
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2 Regulation – 
ensure that 
CBH and 
CCC 
demonstrate 
their 
adherence to 
the new 
regulatory 
framework.   

1 (i), (ii), 
(iv) and 
(v). 

Implement an 
action plan arising 
from the mock 
inspection.   
 
 
 
 
Roll out the new 
assurance 
reporting 
framework. 

CBH and CCC are 
well prepared to be 
able to evidence 
adherence to the 
RSH regulatory 
framework.  
 
Reporting that is 
aligned between 
CBH and CCC and 
that evidences the 
current position 
regarding 
adherence to the 
new regulatory 
framework.   

Procurement of 
consultants to take 
account of prices 
and quality of 
submissions.   
 
 
New reporting 
framework to be 
delivered at no 
additional cost to 
CBH/CCC.   

As set out 
in the 

action plan 
 
 
 
 

Chief 
Executive 

31 December 
2024 

 
 
 
 

From June 
2024 

  

Update Savills mock inspection completed and action plan being considered at the September Board meeting.   
 
New assurance reporting framework has been rolled out with Quarter 1 update considered at September 2024 Governance and Audit Committee 
and the second Housing “State of the Nation” report considered at the 4 September Cabinet meeting.   

3 Complaints – 
develop the 
service 
improvement 
culture and 
ensure 
lessons are 
being learned 
from Housing 
Ombudsman 
cases.    

1 (i)-(v) Updates provided 
to Operations and 
Performance 
Committee with 
details of steps 
being taken to 
develop the 
complaints 
handling culture 
and the actions 
implemented to 
continuously 
improve in 
response to 
Ombudsman 
cases.   

Less cases 
escalating to the 
Ombudsman and 
more cases with 
favourable 
outcomes. 
 
 

Less time at all 
levels of the 
organisation 
responding to 
negative complaints 
outcomes. 
 
More time spent on 
celebrating service 
improvements.   

Directors 
of 

Operations 
and 

Assets 

Ongoing with 
immediate 

effect 

  

Update Training delivered to managers to support improved outcomes from stage 1 complaints – aiming to reduce escalation and deliver satisfaction at the 
earliest stage.  Support for staff to consider remedies in line with Ombudsman recommendations at first stage of complaint and work to deliver 
resident satisfaction with outcome.  Service improvements (including arising from complaints” considered at CMT meetings.  Complete (July 2024). 
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4 Service Offer 
Review the 
service offer 
to ensure it 
can be 
delivered 
within 
financial 
constraints 
and remains 
fit for purpose.   

1 (i)–(v)  Service offer 
reviewed and 
delivered within 
the current year’s 
budget.   

Assurance provided 
to Board via report 
backs from Finance 
and Audit 
Committee of a fit 
for purpose service 
being delivered 
within budgets 
available to CBH.   

Spend remains 
within budgets 
through effective 
management and 
procurement.   

Directors 
of Assets, 
Operations 

and 
Resources 

30 June 2024 to 
31 March 2025 

  

Update 
Service offer reviewed and change din response to revenue repairs spend overspend n 2023/24.  Board is being updated at each 
meeting with spend against budget in response to these actions.   

OUR COLLEAGUES; Valuing our people 

B/fwd from 
23/24 

(9) 

Increased 
Efficiency – 
by realising 
the benefits of 
the new 
Housing IT 
system.    

1 (iii) and 
2 (iii) 

Report to Finance 
and Audit 
Committee 
evidencing good 
progress in 
delivering the 
prioritised ICT 
workplan.  Update 
to include progress 
on improving: 
- access to services 
(eg via online 
channels) 
- data/knowledge to 
tailor services, and  
- capturing 
customer 
interactions 

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

Increased efficiency 
and higher staff 
satisfaction.   

Director of 
Resources 

31 October 2024   

Update Report to F&A on ICT workplan and progress on outcomes.  Risks relating to the ICT service move from CBH to CCC at end July 2024 were 
managed by CBH and CCC.  Work to fully realise the benefits of NEC is now business as usual/ongoing as part of the workplan.  Review of staff 
satisfaction will identify whether improvements are supporting them better in their work – once this survey has been completed a decision will be 
made on whether to change the RAG rating.   
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5 Staff Survey 
– implement 
an action 
plan.   

2 (i)-(iii) Updates provided 
to Governance and 
Audit Committee on 
progress in 
implementing an 
action plan arising 
from the 2023 
survey.    

Improved 
satisfaction with 
CBH as an 
employer. 
 
Higher 
retention/less staff 
turnover.   

Reduced voluntary 
staff turnover in 
2024/25 compared 
to 2023/24.   

Director of 
Resources  

30 September 
2024  

  

Update An action plan arising from the staff survey has been prepared and agreed with the staff forum.  A number of actions, such as promoting the staff 
supervision sessions and the number of staff they’re available to, launch of a new staff benefit (salary sacrifice) being launched.  Other actions are 
on track.   

6 Shared 
Services – 
implement for 
ICT and 
explore wider 
opportunities.   

2 (ii) and 
(iii) 

Updates 
provided to 
Governance and 
Audit Committee 
and Board.   
 
 
 
 

Greater resilience 
within the resultant 
shared services. 
 
More opportunities 
for career 
progression within 
larger “shared” 
teams.   

Greater resilience 
meaning less 
gaps/agency staff 
needed. 
 
More opportunities 
for in house 
specialist functions 
and hence less 
reliance on 
consultants.   

Director of 
Resources  

1 July 2024 
 
 
 
 
 

  

Update TUPE transfer of ICT team completed to support this shared service with the Council.  This follows the successful TUPE transfer of colleagues 
involved in the new corporate landlord team.   

7 Fit for the 
Future – 
implement a 
housing 
services 
review. 

2 (iii) Undertake a 
review to 
establish pros 
and cons of 
closer alignment 
of the tenancy 
services, lettings 
and ASB teams. 

More resilience 
across the housing 
team(s) enabling 
continuous 
improvement in 
services within 
existing or less 
resource.   

Examples of 
streamlining or 
added value 
through alternative 
service delivery 
options to be 
included in the 
review.   

Director of 
Operations  

31 December 
2024 

  

Update Initial consultation with Managers complete and draft Service menu prepared for September Board.  Changes will be dependent on budget 
requirements. 
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8 Fit for the 
Future - 
Operational 
efficiency 
project.   

2 (iii) Undertake a 
review of the 
data input/ 
administration 
functions of the 
Business 
Intelligence, 
Asset 
Management 
and Building 
Safety teams. 

Refined staff 
reporting lines/ 
structures that 
reflect business 
needs.   

Efficiencies through 
streamlining/aligning 
data related activity 
identified. 
 
Greater capacity 
identified to 
resource emerging 
priorities.   

Director of 
Assets  

30 September 
2024 

  

Update Consultant has provided insight from review of teams who manage data within CBH to recommend structure to meet most effective data 
management requirements.  Detailed review findings considered, however, the roll out is paused pending the wider data governance review and 
appointment of a Project Manager (work to recruit to this role is in hand).   

OUR COMMUNITIES; Creating a better Colchester 

B/fwd from 
23/24 

(8) 

Health  
Support 
people to live 
in healthy 
homes by 
working in 
partnership 
with the NHS. 

3 (i) and 
(vi) 

Business case 
developed with 
NHS/CCC/ 
Integrated Care 
Board partners to 
enable data 
sharing. 

An enhanced, more 
sophisticated 
vulnerability risk 
profile in place 
utilising health 
service data.   

Evidence of 
resources being 
targeted to those in 
greatest need/at 
highest risk.   

Chief 
Executive 

31 December 
2024  

  

Update Regular meetings in place with Health & Social care to consider funding and good practice to improve health outcomes through housing.  Data 
sharing project with health to enable GP practices to access housing condition progressing with data sharing agreement and regular meetings.  

9 Fit for the 
future - 
Housing 
Provision  

3 (i), (iii) 
and (vi) 

Project to assess: 
- Use of modular 

homes 
- Investment in 

temporary 
versus 
permanent 
accommodation 

- How to 
maximise 
investment in 
housing in 
Colchester 

A decision on 
whether to use 
modular (as well as 
or instead of 
traditionally 
constructed) 
homes. 
 
A decision on 
whether to invest 
CCC’s capital in 
temporary 
accommodation. 

A business case on 
whether to invest in 
modular homes.   
 
Maximise new 
housing investment 
into Colchester by 
Registered 
Providers and 
developers. 
 
 

Chief 
Executive  

31 December 
2024 
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(with an 
emphasis on 
social housing), 
and 

- How to 
maximise 
income flow 
into Colchester 
for housing 
related activity 

 

 
A decision on 
whether to 
introduce strategic 
partnership(s) with 
housing 
associations and/or 
developers. 
 
Examples of 
opportunities having 
been pursued to 
generate additional 
external 
income/grants for 
housing related 
activity.   

Maximise income 
flow into Colchester 
for housing related 
initiatives and 
projects. 

Update Small project group including the Leader, Portfolio Holder, Chair of CBH and CE of the Council considered the use of modular versus traditional 
construction and a decision was made to continue with traditional construction for the foreseeable future.  Review undertaken on whether to invest 
capital resources into new temporary accommodation or permanent accommodation and decision made by the Council’s Leadership to invest in 
permanent accommodation (using leasing options to assist in meeting the temp accommodation needs).   

10 Fit for the 
Future – HRA 
Review  

3 (i), (iii), 
(v) and 
(vi) 

Support, as 
evidenced 
through regular 
reporting to the 
CBH Board and 
Council’s 
Leadership and 
Cabinet, all 
aspects of the 
work of the project 
with CBH leading 
on workstreams 
including income 
generation and 
tenant inequalities 
and outcomes.   

Recommendations 
arising form the 
review supported by 
the CBH Board and 
approved by CCC’s 
Leadership/Cabinet.   

An agreed 
sustainable 30 year 
HRA Business Plan. 

Chief 
Executive 

and 
Director of 
Operations  

31 December 
2024  

  

Update HRA review in place with monthly updates via project team.  Regular reports to the Board via CCC Deputy Chief Executive and CBH Chief 
Executive.  Likely to complete late ie March 2025, hence amber.   
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11 Knowledge 
and 
Information 
Management 
– ensure 
adherence to 
the 
Ombudsman’s 
“Spotlight” 
report.   

3 (vi) Implement an 
action plan linked 
to the self-
assessment 
against the 
Housing 
Ombudsman’s 
report “On the 
record: Spotlight 
on Knowledge 
and Information 
Management”.   
 

More resources for 
staff eg a 
Knowledge and 
Information 
Management 
Strategy and more 
accessible relevant 
data to streamline 
work processes and 
service delivery.   

Examples as set out 
in the self-
assessment against 
the Spotlight eg 
wastage analysis 
linked to missed 
repairs 
appointments. 
 
More streamlined 
Subject Access 
Request and FoI 
data collection.     

Director of 
Resources  

31 December 
2024 

  

Update This action links to the ICT strategy/Digital action plan where work to include Customer portal and gain additional information about customers will 
support more effective service delivery 

12 Digital 
Strategy 
Action Plan – 
Deliver 
actions 
identified as 
2023/24 
priorities.    

3 (vi) Deliver the 
Information 
Governance 
project with 
routine reporting 
to Finance and 
Audit Committee 
evidencing 
delivery in line 
with the agreed 
project scope.   

A fit for purpose 
data governance 
oversight 
framework with 
supporting 
resources. 
 
Reduced data 
governance risks to 
CBH. 

Improved data 
governance 
following the project 
within existing 
resources. 

Director of 
Resources  

31 March 2025   

Update Resources agreed to progress project.  Consultant meetings held with DMT, however, further work to gain assurance that consultants will deliver 
against project scope to take place and project management support to be provided before committing the resources.    
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RAG Rating for CBH’s Strategic Plan Action Plan 
 
 
RAG Rating Definition  
 
At its September 2022 meeting, Board asked for clarity on the definition and purpose of the RAG rating that is used when providing updates on progress in 
delivering the Action Plan.   
 
The following definitions are proposed and have been used for the 2022/23 Action Plan outcome report.   

 

R Red Project is likely to deliver late/over budget 

A Amber Project has missed some targets, but overall end date/budget is not at risk 

G Green Project completed or on track 

 
Use of the RAG rating 
 
A ‘Red’ project is one that is challenged for some reason. It could be over budget, running significantly behind schedule or have uncontrolled scope changes 
(or all three).  It simply means that management attention is required and is a good way to get those involved in the activity to focus on what they need to 
do to ensure the project delivers a successful result.  It might also lead to the action being closed as this may prove to be the right option where the alternative 
would be to throw money at something that is not delivering and has no capacity to be able to deliver the business benefits that were anticipated.   
 
An ‘Amber’ project is one that may be behind schedule (albeit not materially) and need management attention, but the project team are managing within the 
existing scope and budget.  The action for an Amber project is for the relevant Director(s) to keep a watching brief. 
 
A project with the status of ‘Green’ is one that is complete or progressing to plan. Green means there are no concerns for Directors or the Board to worry 
about and no management intervention is required. 
 
Where an element is reported as being Amber or Red, extra text is added to show what has caused that and what corrective action is being taken to return 
the project, where possible, to the status of green. 
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10. Strategic KPI Report - Karen
Loweman
To Note



 

COLCHESTER BOROUGH HOMES BOARD 

Thursday 26TH September 2024 
 
 

 
Report Title 0010 Strategic KPI report (to end August 2024) 

Author Karen Loweman, Director of Operations 
Karen.loweman@cbhomes.org.uk 
 

Report Objective: 
A summary of Key performance measures  

Matters to 
note/Exception 
Highlights 

• Repairs performance and satisfaction with the service has increased  

• Rent collection levels dropped in August  

• The number of households living in temporary accommodation continues to 
increase 

• Home Safety and compliance are achieving high levels of access for 
relevant certification  

 
 
 
Link to Consumer 
Standard objective 

Tenant involvement and empowerment☒ 

Home☒ 

Tenancy☒ 

Neighbourhood and community☒ 

Sensitivity Commercial  Action Assurance  

Confidential  Noting ✓ 

Open ✓ Approval  

 

Recommendations 

 
Subject to any comments, Board is asked to NOTE the current strategic KPI performance.   
  

Executive summary 

 

The purpose of reporting key performance measures is to provide Board members with a high-
level overview of CBH’s service and compliance performance in a summary highlight report. 
 
This report provides highlights and issues relating to performance since the previous Board 
meeting, with only key points for Board consideration being included.      

  
The Operations and Performance Committee reviews detailed performance, escalating any 
matters to the Board as appropriate.     

Colchester Borough Homes Board Meeting Page 59 of 63

mailto:Karen.loweman@cbhomes.org.uk


 

Performance summary (to end August 2024)  

 

 

 

Ongoing repairs service improvements have been developed and have led to continued improvement to 
the number of repairs completed within the target timescale 88.10%, this indicator is now upper quartile 
when compared to others.  The corresponding customer satisfaction with repairs has increased to 87.4%. 

  

The number of households living in temporary accommodation continues to increase as demand far 
outstrips the supply of affordable housing.  This indicator now exceeds the expected number and is 
indicated as red. At the end of August there were 380 households living in temporary accommodation, 145 
of whom were living in B&B (38 families). 

 

Rent collection decreased in August, affected by the Bank holiday payment schedule, and is expected to 
recover in September. 

 

Following a change in reporting empty property management (Voids).  This year reports are required by 
the Regulator of Social housing on all housing stock (including supported, sheltered and temporary homes) 
managed. Performance at 43.31 days remains within the upper quartile when compared to others. 
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Our key performance measures relating to Safety & Quality demonstrate good levels of performance 
achieved to complete the mandatory home safety checks.   

 

Access to tenants’ homes can make essential appointments difficult to achieve within required timescales 
and sometimes due to complex lifestyle issues appointments are delayed.  

 

Levels of inspections for damp and mould have continued to be raised at a higher than anticipated level 
through the summer months, with 576 inspections raised in the previous 12 months (compared to 374 in 
2022/23) 

 

Satisfaction with the Customer Service Centre (managed by the City Council) is represented through a 
telephone survey with 287 surveys completed this year to date, indicating 80.49% satisfaction with the 
service.  The average call wait time was 420 seconds/7 minutes at the end of July (most recent figures 
available).  
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Strategic KPI dashboard 
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