CBH Board

Schedule Thursday 25 September 2025, 6:00 PM — 8:00 PM BST
Venue Mercury Theatre, Balkerne Gate, Colchester CO1 1PT.
Organiser Jo Paget

Agenda

6:00 PM 1. Apologies and Quorum
Presented by Esme Cole

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

6:02 PM 3. Voice your View
Presented by Esme Cole

6:22 PM 4. Consent Agenda:
i. Minutes of the last meeting — August 2025
ii. Matters Arising
Presented by Esme Cole

6:24 PM 5. Directors Report - Philip Sullivan

6:34 PM 6. Strategic KPI Report - Amy St Ledger

6:44 PM 7. Homechoice Annual Report - Carwyn Jones

6:54 PM 8. Asset Management Strategy - Martin Norgett (CCC)

7:14 PM 9. Strategic Plan 2022-27 — update on 2025/26 action plan - Philip
Sullivan
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7:19 PM 10. Mock Inspection Action Plan update - Philip Sullivan

7:24 PM 11. Customer Data update - Nikki Williams
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1. Apologies and Quorum
Presented by Esme Cole
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4. Consent Agenda:

I. Minutes of the last meeting — August
2025

Ii. Matters Arising
Presented by Esme Cole
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COLCHESTER BOROUGH HOMES LIMITED : E Homes

Minutes of the Hundred and Thirty-Ninth Board meeting

Date: Wednesday 6" August 2025

Venue: Greenstead Community Centre

Members: Esme Cole Chair (from item 3.5) EC
David Hart Board Member DH
Eamon Mulholland  Board Member EM
Nicola Davey Board Member ND
Paula Goddard Board Member PG
Paul Smith Board Member PSm
Rhys Smithson Board Member RS
Kayleigh Rippingale Board Member KR

Attendees: Philip Sullivan Chief Executive (from item 5) PS
Karen Loweman Director of Operations KL
Chris Wait Director of Assets (from item 5) CH
Jo Paget Governance Manager JP
Xiaolei Xu Head of Finance XX
Julie Pearsall Customer Involvement Officer JPe
Bernard Adugyebi  Physical Activity Coordinator BA
Tony Simons Tenant Inspector TS
Daniella Woraker  ICT Manager DW

Observers: Geoff Beales Strategy and Assurance Manager, CCC GB
Mandy Jones Strategic Director, CCC
Julie Young Portfolio Holder, CCC

Action
1. Welcome, Apologies and Quorum
1.1 Due to the Chair and other members being stuck in traffic, the Board

agreed to start the meeting in her absence and approved that EM

would Chair the meeting until she arrived.

Board noted that apologies had been received from Peter Brown and

Angelique Ryan.

2. Declarations of Interest

2.1

3. Voice your view

No new declarations were noted.
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3.1

3.2

3.3

3.4

3.5

3.6

Tacking Stigma in Social Housing

Members watched a Tackling Stigma in Social Housing video. This
was produced to bring lived experiences to life, through a short film
featuring tenants, housing professionals, and academics.

KL advised the Board that CBH had signed up to the tackling stigma
campaign to hear the tenants’ voice and for CBH officers to be
educated.

JPear advised that CBH had a 2-3-year programme of actions to
ensure that this issue was embedded into the organisation.

Members noted the following:

CBH is currently developing an E Learning Module for staff,
contractors, Councillors and partner organisations, and are working
on content with the Stop the Social Housing Stigma.

CBH is supporting the Social Housing Stigma Survey by asking all
tenants to complete it. The survey was intended for tenants of social
housing landlords to assess how tenants feel about living in social
housing now.

The customer team is also attending team meetings to seek
ambassadors for the organisation.

The Chair arrived and EM stood down from chairing duties.
Tenant Inspector update
TS addressed the Board and they noted the following highlights;

e Tenant Scrutiny on ‘Repairs — Drainage’ had been completed,
and thanks were given to Mark Wicks and Kirk Braker for their
assistance. The report would be produced and presented to
Board at a future meeting.

e Inspectors had been attending monthly meetings at Elfreda
House.

e TS highlighted the huge difference that Bernard Nana Adu-
Gyebi, Physical Activity coordinator, was making by creating
opportunities for residents to stay active, connect with others,
and improve their overall wellbeing.

e The Chair exercise group had launched in August based on
survey feedback.
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3.7

3.8

4.1

4.2

5.1

5.2

5.3

e Swimming Group — Funding to support the running of a
community minibus that transports people to and from Leisure
World (and as required for other recreational activities) had
been granted until December but the tenant inspectors were
making a formal request for this funding to continue after
December.

e TS expressed huge thanks to Karen Loweman for all of her
support over the years and wished her well for the future.

Voice your view

TS raised a damaged fire door at Elfreda House which was reported
in April 25. Repairs had confirmed this has been fixed and a new door
was on order however a formal complaint had been raised. CW
acknowledged that lessons had been learnt from this complaint and
assurance was provided to the Board that the Council’s landlord fire
safety duties were being comprehensively and effectively met. TS
advised that Tenant Inspectors would follow up the complaint with a
fire related scrutiny and this was welcomed by Board.

Consent Agenda

The minutes of the Board meetings on 20" May and 3™ July 2025
were APPROVED.

Matters Arising — The matters arising were noted.
Directors Report

Standing Orders Update — The Board considered updated draft
standing orders which included changes to the terms of reference for
Governance and Remuneration Committee following a review by that
Committee and updates to Committee membership in response to an
action from the recent Board Effectiveness Review. In response to a
guestion raised prior to the meeting by PB, Board decided that
guoracy for Operations and Performance Committee must include
one of the two members being the Committee Chair. Board also
agreed that its terms of reference be made more explicit in respect of
its responsibility to approve the financial statements. Subject to the
above comments, Board APPROVED the updated Standing Orders.

The Board APPROVED the future Committee membership as
recommended by G&R Committee.

The Board APPROVED the following Board Champion Roles;
e Complaints and Customer Service — Paula Goddard to remain the

Champion
e Domestic abuse — Nicola Davey to remain the Champion
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5.4

5.5

5.6

5.7

5.8

6.1

6.2

6.3

Stigma in social housing — Nicola Davey
Diversity and Inclusion — Esme Cole
Health and safety — Peter Brown

Data — to be explored in more detail

Board NOTED the complaints update, including lessons learned and
the assurance in respect of the volume of Ombudsman cases relative
to similar sized organisations.

Board NOTED the conclusion of a comprehensive review of damp and
mould complaints that had escalated to the Ombudsman undertaken
by the Director of Assets that there were no systemic issues and that
CW would review damp and mould stage 2 complaints for the next 6
months.

Board NOTED that the approved HRA 30 year Business Plan was
viable and showed that the Council can continue to meet the Decent
Homes Standard.

Housing Online — Members noted that CBHs new Housing Online portal
was now “live”. Tenants would initially be able to use the portal 24/7 to
report and track repairs, make rent payments, and set up direct debits.

This was being promoted in the summer edition of Housing News and
Views, bimonthly email newsletters to tenants and local support hubs
were being arranged to help anyone who required support to set up
and log in to the portal and create an account.

Board NOTED the other updates included in the Directors Report.
Strategic KPI Report

KL introduced the report and highlighted that performance in key
areas had been strong in the first quarter with areas of particular note
being the continued improvement to deliver repairs within target times,
reducing rent arrears and re let times. An annual delivery plan was in
place to address non decent homes and to continue to improve stock
energy efficiency.

The Board noted that F&A considered data breaches at every meeting
and O&P had considered full information on data breaches at their
meeting in July.

Board noted that repairs work in progress had reduced to 169 jobs,
down from 289 in May and that this is low relative to total orders
raised (22,300 in the last financial year).
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6.4

6.5

7.1

7.2

8.1

8.2

8.3

8.4

8.5

Board noted that there were no high-risk fire remedial actions overdue
with only 56 medium and 25 low overdue actions remaining which are
programmed in.

Board noted that, following recent water risk assessments there are
36 high, 179 medium and 35 low actions programmed in for general
needs properties, with 55 high, 54 medium and 37 low actions
programmed for our sheltered schemes.

Approval of End of Year Accounts & Annual Governance
Statement

DH introduced the item and the Board:;

NOTED the Report to the Board for the year ended 31 March 2025
from Scrutton Bland and;

APPROVED the Financial Statements 2024/25 (including the
incorporated Annual Governance Statement) as recommended by the
Finance and Audit Committee.

DH asked for thanks to be noted for the finance team as the Auditors
had reported they were extremely happy with the process this year.

Annual Reports

The Board NOTED the Code of Governance Annual Report that
evidenced adherence to the Code.

The Board APPROVED the Annual Complaints Report as
recommended by the O&P Committee.

The Board APPROVED the Annual Complaints Report Board
statement as recommended by the O&P Committee.

The Board NOTED the Annual Safeguarding report including in
respect of CBH’s duties relating to safeguarding and the steps taken
to meet these mandatory requirements and updates on activity taken
to support the most vulnerable customers (and staff) over the past 12
months.

The Board NOTED the 2025/26 forward look, including to progress
CBH’s application to achieve Domestic Abuse Housing Alliance
(DAHA) accreditation, and continue to support tenants and the wider
public with DA.

Health and Safety
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9.1

9.2

9.3

9.4

9.5

10.

10.1

The Board NOTED the Building Safety Report which provided an
overview of key safety and compliance activities undertaken during
the 2024/25 financial year.

The Board NOTED highlights including that CBH had achieved and
sustained high compliance across the "Big 6" compliance areas and
procured for implementation a new compliance management system.

Following the voice your view item a member asked if fire evacuation
processes were shared with all homes (including houses) and It was
agreed that the Your Home, Your Safety booklet would be checked to
ensure this is comprehensively covered and focus groups could be
arranged with residents.

The Board APPROVED the Strategic Health and Safety Policy subject
to the following changes;

Board Health and Safety Champion — point 2 —wording to be changed
to ‘Ensuring collectively with the board that.....

Board Health and Safety Champion — remove bullet point 7 as the
same as bullet point 3.

Section 6 - section on trees seems detailed - move to the end of the
section.

The Board APPROVED the Strategic Health and Safety Policy
statement.

Digital Strategy
DW introduced the report and the Board noted the following highlights;

e Board last reviewed the strategy in August 2024, as part of its
annual review cycle.

e A comprehensive action plan supported the strategy.

e Several actions from the action plan had been combined into a
Data and Information Governance project, with Finance and
Audit Committee receiving an update at each meeting.

e This project focussed on data ownership and accountability,
data classification, data privacy, data security, records
management, data quality, compliance and legal requirements.

e Resident consultation session on the strategy was held in July
2025.
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10.2

10.3

10.4

11.

111

11.2

11.3

11.4

11.5

e The ICT team would monitor the development of CCC'’s Digital
Strategy, outcomes from the HRA review and the Data and
Information Governance Project in addition to Local
Government Reform which may impact the strategy and action
plan.

DW advised the Board that prior to the meeting the Head of Digital at
CCC had reviewed the strategy document and had recommended
further inclusions which, following consultation would be brought back
to Board for consideration.

The Board APPROVED the updated Digital Strategy.

The Board NOTED that further revisions to the strategy would be
brought back to Board for approval.

Customer Engagement Report

The Board NOTED the highlights including the engagement impact
assessment that included 12 engagement opportunities in the first
guarter of 2025/26 such as:

CBH’s Annual Report Consultation

the Disability Forum July 2025

the Coffee & Chat at Elfreda House, and

consultation in respect of the Housing Revenue Account review

Board noted that CBH had featured in June’s Tpas Member Spotlight
and, as part of the feature, CBH shared our engagement
achievements, top tips, and future ambitions—highlighting the work
we do with tenants and communities across Colchester to shape
better services and stronger neighbourhoods.

The following CBH Community Fund Round 1 highlights were noted:
» 29 applications received
» 19 successful applicants
« £18,550 awarded in funding

It was noted that at the June Resident Voice a review of the top 10
performance areas cocreated with customers in 2024 was undertaken
and all were in agreement that the top 10 remained current. An
approach to allow review and feedback any changes suggested had
been agreed and feedback for a link that would give residents the
option to look at housing and how long they may have to wait to be
accommodated would also be explored.

A member raised that a CBH welfare officer was retiring from their
post and requested that DMT give consideration to replacing this post
as it provided vital support to the CBH resident community.
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11.6

12.

12.1

12.2

12.3

12.4

13.

The Chair raised that Board Members should attend Resident Voice
and a rota should be drawn up.

Customer Data Update

KL provided the following updates to the Board:

NEC Consultancy days have been utilised so the housing
management system can hold the extended resident
information that we will capture and use following a tenant
census planned for Q3.

This planned work will further support CBH in making
reasonable adjustments when delivering services. Training is
in place to capture more information at key points of contact
such when home improvements, major repairs or more
intensive housing management or support is required.

Tenancy Audits

Tenancy Audits have been escalated to complete the 3-year
programme to visit all households. 2,258 audits have been
completed in the past two years of which 96% have satisfied
the audit inspection.

The audits confirm tenant id and tenancy condition along with
any issues that require support or attention.

The highest risk tenancies were identified and brought to the
start of the programme.

Main areas for support or assistance have been: damp

& mould, financial support, advice on sheltered housing

and adaptations.

The main reason for failure is non-compliance with access,
followed by unacceptable condition of property.

5 cases of potential fraud have been resolved (3 tenancies
recovered) and two abandoned.

The value of tenancy audits;

Positive contact with tenants

Gathering feedback from residents to improve services.
Detection of fraud and confirmed occupation levels.
Identifying the changing needs of tenants.

Ability to promote Sheltered housing and downsizing.
Identify support requirements.

Assess general condition of homes.

Compliance with tenancy agreement.

The Board NOTED the updates and welcomed the value of these
audits socially and economically.

Goodbye to Karen Loweman
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13.1

EC asked the Board to note that this would be Karen Loweman'’s last
Board meeting in her role of Operations Director. Thanks and
appreciation were given to Karen for her service and for her passion
and dedication to the work of CBH and making a difference to

customers’ lives.

Meeting Ended
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Matters Arising — Tuesday 25" September 2025 - Board Meeting

Action

Update

Status

Due By Owner

Dec 24

HRA Review —
Workstream

To include fraud prevention
to ensure CBH are
protecting our resources.
(e.g. Housing applications,
RTB and procurement)

PS advised he would
consider the above
comments and reflect on
how CBH gained assurance
on Fraud and RTB

An internal audit on fraud
is planned for 2025/26
and will consider these
areas of activity.

Fraud audit scope
meeting with TIAA
held19" June — audit to
commence 16
September.

ONGOING

31/12/2025 PS

Feb 25

Environmental Policy
Statement — The Board
APPROVED the
Environmental Policy
Statement subject to O&P’s
recommendation that the
Policy would be
supplemented by an action
plan that would be
monitored by O&P and this
would be added to the
Board workplan.

Added to O&P workplan
to be reviewed in
November 2025

ONGOING

12/11/2025 Cw

Customer Data
Presentation

EJ advised it was essential
for CBH to identify gaps and
inequality and where
identified work was to be
carried out to understand
these. EC advised she
would like to see an update
on customer data at every
meeting.

On Board Agenda for
September

ONGOING

Ongoing ASL

May 2025

Damp and Mould Scrutiny
The Board NOTED the
recommendations from the
report and that the

Added to O&P workplan
for Nov 2025.

ONGOING

30/11/25 | JP/Jpe
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Inspectors had requested a
review of their
recommendations every six
months. The first review
would be by the O&P
committee in November
2025.

Social Housing Stigma

It was suggested that
tenants with real life stories
should continue to be
invited to Board to share
their experiences.

This will be ongoing.

NOW
BUSINESS
AS USUAL

Jpe

HRA Review

The Board AGREED that
following approval at
Cabinet PS should progress
stress testing and agree
oversight of the HRA.

Next steps following
Cabinet approval on 9
July will include a review
of stress testing and
implications arising from
recent Government
announcements. Update
to be provided at the next
Board meeting.

ONGOING

31/12/25

PS

August 2025

Tenant Inspector Update
Swimming Group —
Funding to support the
running of a community
minibus that transports
people to and from Leisure
World (and as required for
other recreational activities)
had been granted until
December but the tenant
inspectors were making a
formal request for this
funding to continue after
December.

Request is being made to
Community transport

31/10/25

KL

Directors Update

The Board APPROVED the
future Committee
membership as
recommended by G&R
committee, subject to one
stipulation for O&P
committee - quorum of 2 of

Standing Orders updated

COMPLETED

PS
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whom one must be the

Committee Chair.

Health and Safety Whilst there is no COMPLETED DB

Following the voice your obligation for us to

view item a member asked | provide fire evacuation

if fire evacuation processes | processes for all homes,

were shared with all homes | we do provide advice with

(including houses) and it safety information in your

was agreed that the Your home, both in our

Home, Your Safety booklet | Housing News and Views

would be checked to ensure | Winter edition and on our

this is comprehensively main website. We will

covered and focus groups also review our Your

could be arranged with Home, Your Safety

residents. booklet to include further
advice.

Customer Engagement Opportunities for ONGOING 31/12/25 DMT

Report collaboration with CCC

A member raised that a are being explored. In

CBH welfare officer was the meantime

retiring from their post and discussions are ongoing

requested that DMT give with CAB to provide

consideration to replacing additional capacity whilst

this post as it provided vital | we have the Welfare

support to the CBH resident | Officer vacancy.

community.

Customer Engagement To be carried out as part ONGOING | 31/10/2025 EC

Report of the Board

The Chair raised that Board | effectiveness action plan

Members should ensure and discussed at

that they are in attendance | upcoming appraisals.

at the Resident Voice

meeting and a rota should

be drawn up.
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Report Title 0005 Directors Sensitivity Open

Report

Non Confidential
Report Author Philip Sullivan Report For Approval

Chief Executive, CBH | Objective

Board Meeting Link to All Standards, for example,
Report to Thursday 25™ Consumer linked to complaints and the

September 2025 Standard quarter 1 landlord performance

Objective and | update.
Strategic Plan

Risk and Risk Failure to deliver Customer Resident input through
Appetite against customer Voice/lmpact | complaints

expectations and

breach of regulation.

, Recommendations are incorporated within each item covered in the

Recommendation

report.
Executive The Directors Report covers matters that are of relevance to the Board,
Summary but do not need a standalone agenda item.

The report is seeking a Board decision in respect of the following:
1 — An update to CBH’s Standing Orders

Board is being asked to note an update in respect of:
1 - Directors’, Trustees’ and Officers’ Liability insurance
2 - Housing and health project
3 - Housing State of the Nation
4 - Secretary of State for Housing
5 - Social housing landlord performance - Quarter 1
6 - Local Government Reorganisation
7 - Complaints, Ombudsman cases and lessons learned — Quarter 1
8 - St Edmunds House office

FOR DECISION
1. Standing Orders Update
1.1  Atits July meeting Finance and Audit Committee approved a Contract Procedure
Rules Policy Statement for CBH. This necessitates an update to CBH’s Standing
Orders.

1.2 Board is asked to approve that section 5.1 of the Standing Orders be changed
from:
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Colchester Borough Homes has contract procedure rules which govern the way
it lets contracts. These rules are approved by the Colchester Borough Homes
Board and can only be changed with the Board’s agreement.

To:

Colchester Borough Homes has adopted a Contract Procedures Policy
Statement in which CBH commits to follow Colchester City Council’s Part 4 L —
Contract Procedure Rules 2025 when undertaking procurement activities, letting
contracts and disposing of land.

1.3 Board is asked to APPROVE this update to CBH’s Standing Orders.

FOR NOTING
2. Directors’, Trustees’ and Officers’ Liability Insurance

2.1 The new certificate of directors’ insurance for the period 1 August 2025 to 31 July
2026 has been received and uploaded to the Governance and Board area in
SharePoint for any Board member wishing to review it. The limit of indemnity is
£5,000,000 and the Governance Manager is reviewing the policy schedule so that
Board members have assurance on the breadth of protection provided.

2.2 Subject to any comments, Board is asked to NOTE the position regarding
directors’ insurance.

3. Housing and Health Project

3.1 Board received details in February of a project that CBH is leading on with the
Suffolk and North East Essex Integrated Care Board (ICB) to identify opportunities
to mitigate the risk of adverse impacts on health associated with housing
conditions. Work completed so far includes:

e All properties managed by CBH have been risk rated looking at components
and construction types that could lead to an increased likelihood of a negative
impact on health, for example because the property may be more susceptible
to damp and mould.

e Every household has been risk rated based on known factors that could
increase vulnerability, such as age, disability and rent arrears.

e The property and vulnerability risks have been overlayed to establish a
combined risk rating.

The “proof of concept” stage identified that the most significant factor in the highest
risk categories that impacts on the prevalence of damp and mould is fuel poverty.

3.2 Work undertaken to date provides the confidence that the approach being taken
can be used to target resources to higher risk households with the ultimate aims
of:

¢ Reducing hospital admissions and GP visits
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¢ Increasing satisfaction with the home and with CBH and the City Council, as
landlord.

3.3 Following Board’s agreement in February, CBH has now entered into a data
sharing agreement with the NHS. This will allow, for example, households where
a very elderly or very young person has been admitted to hospital due to
respiratory issues to be identified allowing for a risk based approach and more
effective targeting of resources. This is one of only two similar agreements
entered into by the NHS in England.

3.4 No personal data will be shared between CBH and the NHS, however, at the time
of the visit to the identified priority household, the tenant will be asked to agree to
share their relevant medical information. This will allow for tailored support and
advice to be offered and for relevant works to the property to be undertaken.

3.5 Clinical input into the project has been secured and a care coordinator and social
prescriber are involved in the process to identify the medical conditions and codes
to develop the risk stratification to enable relevant health data to be identified for
CBH households.

3.6 A meeting has been organised in October with the ICB and CCC data protection
colleagues who have been supporting the project so that any final steps can be
agreed and implemented before the data sharing commences. A meeting is also
taking place in October to finalise discussions on the approach to “intervention” in
the households identified as being at highest risk. From a CBH perspective this
will involve triaging of financial inclusion, tenancy sustainment and property
related advice being provided by a Retrofit Advisor. From a primary care
perspective, the expected approach had been for a Social Prescriber from the
relevant GP practices to undertake a joint visit with CBH, however, work is
ongoing with the ICB to finalise arrangements.

3.7 Board is asked to NOTE the current position regarding the housing and health
project.

4. Housing State of the Nation

4.1 The latest Housing “State of the Nation” report was considered at the 3 September
Cabinet meeting. The report was circulated to the CBH Board in advance of the
meeting and covered the following topics:

11 June Spending Review:
* Rents
+ Affordable Homes Programme 2026/27 to 2035-36 (grant funding)

25 June letter from Minister of State for Housing and Planning (the Minister):
* Awaab’s Law

* Electrical safety

* Tackling claims harvesting
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2 July letter 1 from the Minister:
* Right to Buy
+ Decent Homes Standard
* Minimum Energy Efficiency Standards (MEES)
+ Competence and Conduct Standard
* Rent Convergence
* Access To Information

2 July letter 2 from the Minister:
Publication of Government’s “Delivering a decade of renewal for social and

affordable housing”

3 July letter from the Minister of State for Local Government and English
Devolution:
* Local Government Outcomes Framework

4.2 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.

5. Secretary of State for Housing

5.1 We have a new Secretary of State for Housing, Steve Reed. He takes over from
Angela Rayner who stepped down in early September. Angela Rayner was a
great advocate for the sector. Her work within government in recent months has
been a factor in securing the very positive changes around rent increases, grant
for new social housing and changes to the Right to Buy. In losing her from
government, the housing sector has lost an ally. However, Steve Reed, the new
Secretary of State responsible for housing has a local authority background,
having previously been Leader of Lambeth Council. We also retain the same
Housing Minister in Matthew Pennycook.

5.2 Government housing policies can be influenced by a changing political landscape
like the one we’re seeing at the moment with growing support for parties like
Reform as well as changes to key personnel like the Secretary of State. However,
we should take confidence that we have a 10 year government plan for investment
and for rents, and there is optimism in the sector, despite the very challenging
operating environment.

5.3 Board is asked to NOTE the update regarding the new Secretary of State for
Housing.

6. Social Housing Landlord Performance - Quarter 1

6.1 The Quarter 1 Landlord Performance Report was considered at the CCC 9
September Governance and Audit Committee meeting. The report was
circulated to the CBH Board in advance of the meeting and covered the following:

2025/26 Q1 Performance

Health and Safety update

Regulation update

Complaints, Ombudsman Cases and Lessons Learned
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¢ Internal Audits and Tenant Scrutiny Updates
e Additional Regulatory Assurance from Colchester Borough Homes

6.2 Core information contained in the Social Housing Landlord Performance updates
to Governance and Audit Committee is considered in detail within the CBH
governance structure with assurance then being provided through this quarterly
reporting to the City Council.

6.3 Board is asked to highlight any comments or questions arising from the Quarter
1 Landlord Performance Report and, subject to this, to NOTE its contents.

7. Local Government Reorganisation

7.1 The proposal for the creation of five new unitary councils is being considered by
Colchester’s Full Council on 17 September. Board is aware that the five unitary
option would mean a North East Essex council made up of Colchester, Braintree
and Tendring.

Essex County Council would no longer exist and all services currently provided
by Essex and the current district councils would be delivered by the new unitary.
An alternative 3 unitary option is being submitted by Essex County Council and
a 4 unitary option is being submitted by both Thurrock and Rochford.

7.2  Following the Full Council meeting, the Leader of the Council will consider the
outcome of the debate and seek further cross-party advice if needed before
confirming Colchester’s final position. The next step will see the proposals
submitted to Government on Friday 26 September, with consultation expected
later this year and final decisions anticipated in early 2026. Elections for the new
unitary will then be held in May 2027 with the new unitaries commencing in 2028.

7.3 Pam Donnelly, Chief Executive of CCC has offered to provide a Board member
briefing on LGR and this is taking place on 24 September.

7.4 Board is asked to NOTE the LGR update.

8. Complaints, Ombudsman Cases and Lessons Learned — Quarter 1

8.1 In Quarter 1 2025/26:

e 78 stage 1 and 20 stage 2 complaints were received. 98% of stage 1 and
100% of stage 2 complaints were responded to on time. The service areas
that received the most complaints were asset management and repairs.

e An average of 13.99 complaints were received per 1,000 properties, an
increase from the previous quarter.

e Key themes from complaints were policy disagreement and communication.

e An internal audit covering Complaints process and management was
completed with reasonable assurance provided by the auditors.
Implementation of actions arising from the audit will be overseen by Finance
and Audit Committee.
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8.2 As at the end of July, CBH had 15 complaints open with the Housing
Ombudsman and 1 with the Local Government Ombudsman awaiting
determination. A summary of the 6 Housing Ombudsman and Local Government
Ombudsman case findings for Quarter 1 2025/26 was considered at July’s
Operations and Performance Committee. Committee gained assurance in
respect of complaint handling performance, the full implementation of
Ombudsman determinations and lessons being learned to help deliver service
improvements.

8.3 Communication has been identified as a recurring theme in complaints and
Ombudsman findings and training has recently been rolled out to relevant staff
as part of the ongoing learning process. The importance of good communication
has also been highlighted in a recent Ombudsman report that identifies 4 key
ingredients: timely communication, transparent communication, tailored
communication and the tone of communication.

8.4 A Lessons Learned page is live on CBH’s website and demonstrates changes
made to services in response to customer feedback. CBH’s Complaints Focus
Group continues to look at topical issues from the perspective of tenants. In
addition, a current example of progressing continuous improvement is a new
Asset Resident Panel that has been established and will cover repairs, asset
management and building safety. The aim of the Panel is to create the
opportunity and time for tenants to raise any issues, learn about and influence
these service areas. The first meeting was held in September.

8.5 CBH is required annually to submit a self-assessment against the Housing
Ombudsman’s Complaint Handling Code. This will be published on the website
along with an associated action plan. Overall, the Council is compliant with some
opportunities identified for continuous improvement, including arranging training
for staff around commitments and remedies and also to explore how we resource
being able to follow up more effectively on survey feedback. The self-
assessment has been submitted on time.

8.6  Subject to any comments or questions, Board is asked to NOTE the complaints
update.

9. St Edmunds House Office

9.1 We are now at the pre tender stage for the refurbishment works with tenders due
to go out imminently. A planning application for change of use from an NHS only
building to mixed use has been submitted.
It is anticipated that the office will be ready to occupy by March 2026. Plans to
occupy 10 desks on the second floor of Rowan House are also being worked

through with CCC.

9.2 Board is asked to NOTE the update regarding St Edmunds House.
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10. Regulator of Social Housing — Annual Engagement Meeting

10.1 From April 2025 the RSH is having annual engagement meetings with local
authority landlords. These meetings are an opportunity for landlords to share any
strategic or operational changes, and any associated risks relating to meeting
the outcomes of the Consumer Standards. It's also an opportunity to reflect on
Tenant Satisfaction Measures data and for the RSH to share learning and insight
into the broader sector context. It’s not part of an inspection.

10.2 The meeting for Colchester City Council is being held on 10 October and the
RSH has advised that it would be an option for the portfolio lead for housing or
council leader to attend along with relevant senior Officers.

Philip Sullivan will be attending with Geoff Beales and the Leader of the Council,
Councillor David King. From the RSH it will be Jonathan Driscoll (Assistant
Director of Regulatory Engagement), Alison Napper (Senior Regulatory
Engagement Manager) and Amanda Bloxsome (Regulatory Engagement
Manager).

10.3 Board is asked to NOTE that the annual engagement meeting with the RSH is
on 10 October.
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Homes

o~ | Colchester
Borough

0006 Strategic KPI
report

to the end of August —
Q1 reported at August
Board meeting

Open

Amy St Ledger
Director of Operations

A summary of key
performance

CBH Board
25" September 2025

All Consumer Standards
MTDP

Our Customer
Our Communities
Our Colleagues

TSMs
Complaints

Failure to deliver against
Medium-term delivery
plan

Breach of regulation

The Board are asked to NOTE the interim performance report with
dashboard information to the end of August 2025

The purpose of reporting key performance measures is to provide
Board members with a high level overview of performance.

The Operations & Performance Committee reviews more detailed
performance, escalating as appropriate to the Board

The CBH website includes a performance information created with
tenants to inform how we are performing in relation to key service
areas Our Performance - Colchester Borough Homes



https://cbhomes.org.uk/customer-performance/
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Performance summary — to end of August 2025
Management Performance Summa Colchester
g ry Borough
Year to date results Homes
Non-decent Homes Repairs Completed in Target Complaints Received Complaints Closed in Target Anti-social Behaviour
Homes that do not meet the decent Repairs completed within target Complaints received relative to the Cuglulalr;ls_i rte;pur;?_ed tGU ‘;'m'" ASE cases relative to the size of
homes standard (RP01) timescale (RP02) size of the landlord {CHO1) ompiaint Hanciing Lode the landlord (NMO1)
ftimescales (CHOZ)
L) 30 20 30
1%
366 40
: 10 40 n 10
Q] ' N (] ‘ 100% )
- 95% 100% w0
15.00% s 24% 000% — as N B o
: 94.07% 25.37 98.63% 26.03
I
2024125 3 202425 > 2024025 3> 2024125 - 2024/25 3
Q1 Median Q3 Non-emengency Erzl Stage 1 Q1  Median Q3
i Q@1 Median Q3 i
01% D6% 34% L ) @1 Medan Q3 2352 3935 5632
885% 828% 710% 465 615 784 946% 89.0% 741%
Emeangency Stage 2 Stage 2
97.3% 949% 885% 7.2 101 120 958% S81.1% 73.6%
Homelessness Rent Collection Empty Property Management Stock Energy Efficiency Disrepair Cases
Number of households in temporary Percentage of rent collected from Days to re-let LCRA properties Percentage of properties with EPC Number of new disrepair cases
accommadation per 1,000 households tenants {of rent due)

rating of C or above
10

ETO% n
A | .‘!“ ‘“' v

2 6 875% 80.5% 0
5.35 96.47% 47.39 88.89% 14
I
= = 202(::25 Median Q3 e -’ &

- ~
Hide annual benchmarks 46.34 60.53 ©4.00
L J

1.1 The performance dashboard provides Board members with an interim position

pending end of quarter performance (which will be available at the end of
September).

1.2 The number of properties that are “non decent” at the end of August has reduced to

318 from the 452 properties assessed as requiring improvement work to achieve

decency at the beginning of the year. The programme is planned to complete by
year end.

1.3 Repairs complete within target performance remains strong with top quartile

performance (Housemark benchmarking).
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One Complaint response was complete one day late reducing the previous 100%

target being maintained. We continue to review lessons learnt and key themes/

Whilst the number of anti-social behaviour cases remains steady, cases have

increased in seriousness, with increasing number of incidents reported relating to

The demand for Housing Solutions/homelessness remains high, with 604 cases
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approaching this year to date. At the end of August, the number of households living
in temporary accommodation had remained steady at 455; of which 58 households
were living in B&B. Only one family had been accommodated in B&B for over the

recommended 6-week limit. We continue to progress our action plan to improve this

Rent collection reduced slightly at the end of August to 91.9% with payments

disrupted by the Bank holiday, but year to date collection of 96.47% remains on

Empty property re let times increased in July due to delays with Extra care and

temporary accommodation allocation but are back on track in August with properties

1.4

trends to identify service improvements.
1.5

drug dealing, domestic abuse and assaults or violent behaviour.
1.6

area.
1.7

target and expected to achieve year end collection target.
1.8

re let in an average of 40.46 days (47.39 this year to date).
1.9

cases of disrepair at the end of August.
2.0 Compliance

Gas Safely

Proporfion of homes with an
up-fo-date gas safety check (B301)

N

100.00%

2024125 E
o Median a3

100.00% 99.90% 99.70%

Lift Safety

Proporfion of homes with an
up-to-date communal passenger lift
safety check (BS0%

N

100%
95%

100.00%

2024125

o Median a3 =

100.00% 100.00% 100.00%

=
Hide annual benchmarks

Compliance Summary
Year to date results

Fire Safety

Proportion of homes with an
up-io-date fire risk assessment
Pt

BS02)
N
100%
95%
100.00%
2024125 >
o Median Q3

100.00% 100.00% 99.82%

Electrical Safety
Proportion of homes with a current
within 5 years) Electrical Installation

Condition Report (EICR)

N

100%
5%
99.88%
2023/24
o1 Median Q3
99.13% 97.61% 95.10%

Asbestos Safely
Proportion of homes with an
up-to-date asbesios management
survey/ re-inspection (BS03)

N
100%
95%
99.91%
2024125 >
o Median Q3

100.00% 100.00% 99.91%

Damp & Mould

Number of damp and mould
inspecfions and HHSRS actions
raised in the last 12 months

2000

1,000 3,000

CBH received 4 new disrepair cases in July and 2 in August; there were 39 open

£

S

Colchester
Borough
Homes

‘Water Safety

Proportion of homes with an
up-io-date legionella risk assessment
(B304)

N
100%
95%
100.00%
2024725 >
(e3] Median Q3

100.00% 100.00% 99.93%

Data protection
MNumber of personal data breaches
10

5

2.1 The Compliance dashboard provides good assurance across key areas of safety
with all but one area achieving green KPI performance targets.
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2.2 Fire Remedial Actions: So far, this financial year we started our new programme of
FRA’s and we have completed 10 high actions, 326 medium actions and 97 low
actions. As of mid-September, there are 9 high-risk actions overdue, these were due
for completion in August and are now forecast that they will be completed by the end
of September. From the previous programme we have completed 3982 actions and
there remain O high, 71 medium and 31 low actions to complete — these are
programmed in.

2.3 Water Remedial Actions: So far, this financial year we have completed 52 high
actions, 79 medium actions and 10 low actions. These actions have all been raised
since the risk assessments commenced in April. There remain 50 high actions, 7
medium actions and 16 low actions that are programmed in over September and
October.

2.4 Improving repairs complete within target and satisfaction with completed repairs is a
key driver to overall satisfaction and we are pleased that our persistent work with our
in-house team and contractors has improved performance to 93.13% YTD.

2.5 Works in Progress - Our repairs work in progress (WIP), overdue orders, currently
stands at 204 jobs, increased from 169 reported in July. With 272 (increased from
245 in July) other orders showing as overdue, which are managed by other teams
such as Assets, Housing Management and Building Safety. To recap, last financial
year we completed over 22,300 jobs.

Stock Condition — For our stock condition programme 2020 — 2025, we have
attempted to gain access to over 95% of properties and successfully gained access
to 78%. For the new programme (2025-2030) we have completed 84% of our
surveys. To recap, we are following a structured non-access process and are
working with our compliance team to ensure all opportunities are explored, linking
2.6 ourinspections to theirs, we have also communicated to residents the importance of
allowing us access through our Housing News and Views and resident voice
meetings, the key messages and requests will continue at every opportunity.

Staff sickness
3.  Staff sickness has reduced slightly from the reported 11.30 (average sickness days

per full time equivalent) at the end of June to 11.25 days. There remains a focus on
3.1 managing and monitoring staff sickness levels and performance.
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Gateway To Homechoice Annual Report 2024/25

8]

Gateway to

HOMECHOICEW

A choice based lettings scheme, advertising Social
Housing in the local authority areas of Babergh,

Braintree, Colchester, East Suffolk, lpswich, Maldon
and Mid Suffolk.

Please click HERE for the Gateway to
Homechoice Annual Report 2024/25

“ Colchester

B h
| Homes



https://www.gatewaytohomechoice.org.uk/content/Information/AnnualReport202425
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» Joint Allocations Policy - published

» Applications assessed and properties
allocated according to policy

OV@I’VIGW » Managed by a Project board

» Changes to the Allocations Policy must
be agreed by the project board

“ Colchester
| Homes




Applicants by Band, Bed Need & Lefts

—-.--—-m

1Bed/Studio 1105
2 Bed 33 81 128 61 321 624 259
3 Bed 9 362 42 30 98 541 127
4 Bed ] 103 5 7 9 125 31
5 Bed 0 6 0 0 0 6 0

Total Sl 772 605 209 764 2401 732



CB

CDS Co-op

CHP

Clarion

Colchester City Councill
Eastlight Community Homes
Estuary

Guinness

Habinteg

Home Group Ltd
Newtide Homes

Notting Hill Genesis
Peabody

Places for People

Sage Housing

Sanctuary Housing
Simply Affordable Homes
Swan

Lets By Landlord

-

1

.. w”‘lrlm'“m”ﬂ]‘““.lrlwlw

o

50

® Grand Total

100
m 3 Bed\Parlour

150
u 4 Bed

200
u 3 Bed

250 300
m2Bed m1Bed mStudio

350

400

450




Bands A to C compared with General Needs Lets

ﬁ
/—%

Studio/1 Bed Lets 2 Bed Lefts 3 Bed Lefts 4 Bed Lefts 5 Bed Lefts

Bands A fo C




Who administers
the register.

Lucy McEnery — Gateway To
Homechoice Manager

Melissa Layman — Homechoice Officer

Rachel Weightman — Homechoice Officer

Temi Albert — Homechoice Officer

Todd Levi — Homechoice Officer

Yulia Yurchenko — Homechoice Officer

Claire Tatum — Support Assistant



Work The Team Complete

I Y7 I 22723 TR

Number on register

Number of applicants contacted

Number of msg answered
Number Applications Received

Number of applications assessed

Number of Apps Closed

Number of Apps Activated

Number of Docs Processed
Number of Letters Sent
Welfare Assessments
Medical Assessments

Number of Lets

% Of Lets To HLess Accepted Applicants
Duty Calls

Avg Number of days to assess app

Avg Number of days to assess verification

2561

3521
13665

3163

3663
2032

4820

43712
11275
122
604
702

23%
7273

2557

3093
16372

3120

3183
3567

4357

51267
10369
132
659
714

25%
8004

18

2403

2874
13695

3219

2934
3179

3916

44870
6878
115
441
743

28%
5301

18

2424

767
3529

773
1900

753

13391
1973
22

92
164

38%
1369

14
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HOW cdan The GOT@WOY » Demand vs Need
To Homechoice Register
help shape the future of

» Where are the Gaps

SOC]O' HOUSiﬂg iﬂ » Information for RPs
Colchester

» Making data public
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Norgett (CCC)



CBH Boardq ‘ Colchester Page 40 of 90

Borough

Homes
0008 Asset Open
Management
Strategy

For the Board to consider
and make comments on the
proposed Asset
Management Strategy
Objectives.

Safety & Quality Standard
Neighbourhood and
Community Standard

Martin Norgett —
Strategic Client for
Asset Management

Board Meeting
25" September 2025

Our Customer

Our Communities

Tenants voice consulted on
the objectives on 3" Sept 25

ST13 Impact of poor
stock condition
leading to litigation or
breach in regulation.

Cautious

CBH Board to consider and provide comments on the proposed Asset
Management Strategy Objectives and proposed governance
oversight.

To provide CBH Board with an update on progress of developing the
proposed new Asset Management Strategy and highlight the
suggested objectives that will be used to develop the final strategy.

1 Background

1.1 During the recent HRA review, it was concluded that the required changes to the
service standards to achieve a viable 30 year business plan meant that the current
Asset Management Strategy was no longer fit for purpose.

1.2 The HRA review recommended that a new Asset Management Strategy (AMS) be
developed to give clear direction for the management of the Council’s assets.

Current Situation

2.1 The Council has engaged Savills, the consultants who were utilised on the HRA
review, to assist us on developing the new AMS. Utilising their industry wide knowledge
and experience, Savills have helped us in structuring a strategy that captures both
CCC and CBH'’s corporate strategy goals whilst considering the broader operating
environment and challenges that the industry is facing.
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2.2 Internal workshops with Savills involving both CCC and CBH staff have been held to
develop strategic objectives and give the framework for developing the strategy further.

2.3 The Strategic Objectives have been presented to the tenant’s voice meeting on 3™
September 2025 with the group being generally happy, however they wanted to ensure
that emphasis was put on the estates as well as individual homes and ensure that
Leaseholders were considered in line with tenants. Both views have been considered
for the development of the draft strategy.

2.4 A consultation slide deck has been created to show the challenges that we find
ourselves facing giving context to the strategy, how the strategy aligns with the
Council’s strategic plan, the risks and challenges associated with the strategy, and it
lays out the strategic objectives that we have developed. This slide deck is provided
at Appendix 1.

Strategy Objectives
3.1 The strategic objectives that have been developed are:

e We will understand our homes and housing need

e Our homes will meet statutory and regulatory requirements

e We will understand ambitions for homes and estates and be clear on how we
prioritise investment

o We will appraise assets against these ambitions and consider whether homes are
fit for the future and evaluate alternative options

¢ We will maintain an informed investment plan and monitor delivery of that plan

3.2 These objectives give us the simple framework to create a more detailed strategy

4. Next Steps
4.1 The objectives will be presented to CCC’s Senior Leadership Board (SLB).

4.2 Following SLB, the full strategy will be developed for consideration by the Portfolio
Holder for approval.

Further Implications

Statutory or Regulatory The strategy objectives have been set to ensure a focus on

Compliance compliance with all statutory and regulatory standards.

Financial The new 30-year business plan has been considered whilst
developing this strategy

Human Resources N/A

Equality, diversity and A full Equality Impact Assessment will be completed on the

inclusion final strategy prior to Portfolio Holder approval.

Environmental and Consideration of achieving the governments standards has

Sustainability been built into the strategy objectives as well as working
towards Net Zero, albeit Net Zero in itself is not achievable
within the current business plan.




1l Colchester
‘r} City Council

Housing Asset Management

Strategy
September 2025
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How the Strategy has been Developed
 OperngEmiomment

Council Plan Sector context and risks

A 4

Operating Environment

Asset Management Strategy

Strategic objectives and themes Overarching process

A 4

Delivering the strategy

Outcomes - what we want to achieve How we will enable and monitor progress

11 Colchest
‘Fj City Counci www.colchester.gov.uk
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Section 1

Operating Environment

11 Colchest
‘F‘j City Counci www.colchester.gov.uk



AMS Context
—O— O O e Q0

2015

O

Rent Cuts

Colchester
City Council

2017

O

Grenfell tragedy

2019/20

O

Brexit
Pandemic

Climate Change
Act

New Housing
Ombudsman
operating model

2021

2022

2023

2024

O

Disrepair issues

O

Damp and
mould

Inflation

Rent cap

O

Social Housing
Act

Inflation

Rent cap

O

Regulator of Social
Housing - Consumer

Standards and
inspections

Building Safety
Regulator

Change in
government

1.5m homesin5
years target

Inflation

Rent cap
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2025?

O

Decent Homes
2

Minimum
Efficiency
Standards
(MEES)

Awaab’s Law

Rent policy and
convergence

Local Authority
reorganisation

www.colchester.gov.uk




Colchester plan objectives/priorities

Q)

DELIVER HOMES FOR THE
MOST IN NEED

* Increase the number, quality and types
of homes available

* Prevent or assist those facing
homelessness

* Increase affordable housing using
buildings or land the Council own

» Use our resources effectively for existing
and future tenant

=¥ Colchester
City Council

£

GROW OUR ECONOMY SO
EVERYONE BENEFITS

« Work with partners to create a vibrant city

which people want to live in and visit, whilst
attracting investment
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B

CELEBRATE OUR CITY,
HERITAGE AND CULTURE

Strengthen Colchester’s tourism sector and
welcome more visitors each year

Make the most of our Heritage and Cultural
offer

www.colchester.gov.uk




Colchester plan objectives/priorities

=

=

RESPOND TO CLIMATE
EMERGENCY

Reduce our carbon footprint, improve our
environment and lead the response to
reducing greenhouse gas emissions

Improve health, wellbeing and our
environment by promoting and enabling
active travel and sustainable transport

Conserve and enhance our biodiversity

Lead the way with our waste & recycling
collection approach

Colchester
City Council

DELIVER MODERN SERVICES
FOR A MODERN CITY

Work in partnership to deliver shared
ambitions for Colchester

Delivery of modern, efficient & effective
services fit for the future
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Q

S

IMPROVE HEALTH, WELLBEING
AND HAPPINESS

» Tackle the causes of inequality and support
the most vulnerable people in Colchester
whilst integrating and aligning with other
partner resources

www.colchester.gov.uk
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What are the risks & challenges

Strategy Planning Delivery

I R

Data- up to date and consistent Stock Condition Survey Plan must be at property level Procurement — Supply & demand
and non-Stock Condition Survey data is critical. Current o
data backlog Must align programmes to priority need Adherence to specification
Standards clear Any delay of investment requires regular inspection to Outturn cost vs affordable rate
manage risk .
Housing Revenue Account and investment need not Delivery vs need
' Consistency of standards .
Altgrnee J Divergence from plan means backlog!
Visibility for stakeholders re what will not be done and Prioritisation can be difficult to justify

Spend vs budget not only measure

risk/impact on objectives - .
P : Plan efficiency impact

" . uali
Stock Condition Survey data is only the cost of Repairs & Maintenance impact Quality
maintaining existing. Improvements? P P Solution: Assurance that the right work is carried
Solution: A clear, prioritised plan for investment at out to the correct standard and agreed price.

Investment in poor assets & disposals o
an individual property level

Emerging requirements- Decent Homes 2 & Energy

Solution: Investment prioritised to those properties
in greatest need. Visibility of investment principles
across the organisation

Colchester

City Council www.colchester.gov.uk
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Section 2

AMS objectives and themes

11 Colchest
‘F‘j City Counci www.colchester.gov.uk



Strategic objectives

We will understand our
homes and housing
need

This objective continues
from our previous strategy
but acknowledges the
increasing importance of
data in managing our homes
effectively. We aim to better
align technology/data,
process and people to
support better decision
making

We also aim to understand
feedback from residents and
use the information to shape
our services

11 Colchester
Y City Council

Our homes will meet
statutory and regulatory
requirements

This is business as usual,
and the safety of our tenants
remains our top priority

ambitions for homes and

We will appraise assets
against these ambitions
and consider whether
homes are fit for the
future and evaluate
alternative actions

We will understand

estates and be clear on
how we prioritise
investment

This is about engaging with residents and other stakeholders to set
out long term ambitions for homes and estates. While they may not
be financially viable in the short to medium term, they will serve as
a benchmark for evaluating both existing and future properties

This is where the strategy is particularly ambitious, and our action
plan will contain the work necessary to give us a better picture of
the ability of our assets to support our objectives in the short,
medium and long term. We will be clear on how we prioritise
investment and the work we are/are not doing

This will identify assets that may not be aligned with our future
objectives. It will also uncover opportunities to deliver new homes
within estates that are aligned to local housing needs and demand.
Again, interventions may not be affordable, but it is important to
understand performance in the context of our objectives.

The immediate priorities are the appraisal of our non-traditional
homes and sheltered housing properties.
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We will maintain an
informed investment
plan and monitor
delivery of the plan

This is a continuation from
our previous strategy that
acknowledges that a better
understanding of the
performance of our assets
will ensure that investment
is sustainable

Investment will be aligned
with the previously identified
alternative actions for
certain properties. In such
cases, this may involve
adopting short or medium-
term investment strategies

www.colchester.gov.uk




Themes associated with the objectives

We will understand our
homes and housing
need

1. Maintain robust data
governance controls to ensure
the accuracy, consistency,
and integrity of our property
and resident data, providing
data that is a trusted
foundation for strategic
decision-making

2. Understanding how our
existing stock aligns to
housing need and the
investment required to
maintain it

11 Colchester
Y City Council

Our homes will meet
statutory and regulatory
requirements

3. Getting the basics right and
keeping tenants and
leaseholders safe by meeting
statutory and regulatory
requirements

We will understand
ambitions for homes and
estates and be clear on
how we prioritise
investment

4. Understanding customer
aspirations for the standards of
homes and estates, and
evaluating performance against
these

5. Contribute to the transition to
net zero and climate resilience

6. Homes, estates and services
that meet future demographic and
social needs, and the needs of
diverse communities

7. Provide stakeholders with good
information relating to the options
for investment into new and
existing homes and to support
effective decision making

We will appraise assets
against these ambitions
and consider whether
homes are fit for the
future and evaluate
alternative actions

8. Support the Council’s
ambitions to increase the
number of affordable homes on
existing Housing Revenue
Account land and assess the
opportunities relating to
associated assets

9. Homes and estates unable
to meet our standards or viable
for improvements, where the
level of investment needed is
not VM or where there is
opportunity for growth are
appraised and alternative
interventions considered

We will maintain an
informed investment
plan and monitor
delivery of the plan

10. Value for money and
compliant delivery

www.colchester.gov.uk




Objectives and themes explained

We will understand our
homes and housing need

Theme 1 ensures that decisions
made are based on robust, high-
quality data which can be evidence
based and tested against alternative
scenarios and strategies

Theme 2 provides an
understanding of housing need and
demand in Colchester and ensures
the strategy is aligned with the
needs of the local community

11 Colchester
Y City Council

Our homes will meet statutory
and regulatory requirements

Theme 3 gives a clear
understanding of the investment
requirements for the housing
portfolio and will enable investment
to be prioritised based on need and
the requirement to meet statutory
and regulatory requirements to
keep tenants safe in their homes

We will understand ambitions
for homes and estates and be
clear on how we prioritise
investment

Theme 4 establishes ambitions for
homes and estates, providing a
framework against which their
performance can be appraised

Theme 5 provides an
understanding of the energy
efficiency of homes and the future
investment options

Theme 6 Provides insight into
resident needs and how homes
align

Theme 7 ensures clear prioritisation
and gives stakeholders visibility of
planned investment, as well as
being clear on what won’t be
delivered in the short, medium and
long term.

We will appraise assets
against these ambitions and
consider whether homes are
fit for the future and evaluate

alternative actions

Theme 8 identifies the opportunities
for the council to increase the number
of homes on Housing Revenue
Account land and alternative options
for associated assets such as garage
blocks

Theme 9 appraises homes and
estates against the new standard and
identifies those that do not meet this
standard. Alternative options and
actions to improve performance are
considered at this stage
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We will maintain an informed
investment plan and monitor
delivery of the plan

Theme 10 ensures that works are
delivered effectively and reflect
value for money

www.colchester.gov.uk




Measuring progress

We will understand our
homes and housing need

Tenant Satisfaction Measures
on satisfaction with home and
estate

Complaints monitoring and trend
analysis

Coverage of stock condition
data

Housing need indicator TBC

F“ Colchester

City Council

Our homes will meet statutory
and regulatory requirements

Landlord compliance KPlIs in
accordance with compliance
policies

Safety and quality consumer
standard

* Decent Homes Standard
« Awaab’s law

We will understand ambitions
for homes and estates and be
clear on how we prioritise
investment

HRA business planning process
and associated reporting
including agreed investment
priorities and standards

Consultation with residents and
other stakeholders and future
ambitions for homes and estates

We will appraise assets
against these ambitions and
consider whether homes are
fit for the future and evaluate

alternative actions

Data collection to enable
assessment of homes and estates
against long-term ambitions

Assessment of asset performance
completed for all homes and
estates

Reporting of targets for options
appraisal and prioritised plan
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We will maintain an informed
investment plan and monitor
delivery of the plan

Procurement strategy including
social value

Delivery against need

Delivery cost/quantity vs target
cost/quantity

www.colchester.gov.uk
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How the strategy will work

« Acirca 10-page document including the overview

of objectives, themes, outcomes and key

Strategy measures
Document

 Plan linked to each theme with owners identified
Delivery and key actions and timescales agreed

Plan

11 Colchester
‘Fj City Council
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Governance

CBH
Residents
Voice Panel

)

f Senior Leadership

Full Council J:

A

CcCcC
Governance & Audit
Committee
f

CBH Board

CBH CBH
Governance & Finance &
Remuneration Audit

Committee Committee

'L Board

}_

A

CBH Chief Executive/
CCC Strategic Lead for
Housing

T

[ Housing Board
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Alliance Place
Executive Group

A

Operations &
Performance
Committee

Officer Oversight Officer Oversight
. Asset
Capital Management
Monitoring Group Group

Asset Management Strategy and associated action plan owned by CCC’s Strategy and Assurance Team with delivery through CBH’s Director of Assets

Colchester

City Council www.colchester.gov.uk




Governance

* The strategy is owned by CCC’s Client Team

* Delivery of the Strategy is owned by CBH’s Director of Assets

* Resident involvement s via the Resident Voice Panel

* The strategy is reviewed by CBH Board and CCC Senior Leadership and final approval is by the Portfolio Holder for Housing

» The action plan is produced by CBH, owned by CBH Director of Assets with individual themes owned by CBH colleagues

» The action plan, including updates, is approved by Capital Management Group and Asset Management Group and recommended to CBH Operations and Performance Committee
* CBH Operations and Performance Committee to monitor performance against agreed measures in the action plan

* CCC oversight is via the Capital Monitoring Group and the Asset Management Group

* Issues in implementation of the strategy and alignment to other council priorities managed through CBH Chief Executive/CCC Strategic Lead for Housing and considered by
Housing Board and/or Senior Leadership Board and/or Alliance Place Executive Board where required

* CCC assurance via Governance and Audit Committee

* Updates to Full Council

Colchester

City Council www.colchester.gov.uk
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Strategic action plan

Objective Theme Progress Measure
Understanding our homes 1. Maintain robust data governance controls to ensure the accuracy, consistency, and integrity of our property and * Tenant Satisfaction Measures on satisfaction with home
and housing need resident data, providing data that is a trusted foundation for strategic decision-making and estate

2. Understanding how our existing stock aligns to housing need and the investment required to maintain it ° (CEmRIETES mEemESig el THEm) ek e

» Coverage of stock condition data

* Housing need indicator TBC
Ensuring our homes meet 3. Getting the basics right and keeping tenants and leaseholders safe by meeting statutory and regulatory » Landlord compliance KPIs in accordance with
statutory and regulatory requirements compliance policies

requirements « Safety and quality consumer standard

¢ Decent Homes Standard
¢ Awaab’s law

Understanding our 4. Understanding customer aspirations for the standards of homes and estates, and evaluating performance * HRA business planning process and associated reporting
ambitions for homes and against these including agreed investment priorities and standards
G anq b_e_mg el o 5. Contribute to the transition to net zero and climate resilience » Consultation with residents and other stakeholders and
ey S DT future ambitions for homes and estates
investment 6. Homes, estates and services that meet future demographic and social needs, and the needs of diverse

communities
Appraise assets againstthe 7. Support the Council’s ambitions to increase the number of affordable homes on existing Housing Revenue + Data collectionto enable assessment of homes and
standard and consider Account land and assess the opportunities relating to associated assets estates against long-term ambitions
V\r/]hefther asse(;s ar? fit for Homes and estates unable to meet our standards or viable for improvements, where the level of investment » Assessment of asset performance completed for all
IS utu.re and eva HEUS needed is not VfM or where there is opportunity for growth are appraised and alternative interventions homes and estates
alternative actions el . . . Lo

SR + Reporting of targets for options appraisal and prioritised

plan
An informed investment 9. Provide stakeholders with good information relating to the options for investment into new and existinghomes  + Procurement strategy including social value
and delivery plan and to support effective decision making - Delivery against need
10. Value for money and compliant delivery « Delivery cost/quantity vs target cost/quantity

F“ Colchester

City Council www.colchester.gov.uk
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9. Strategic Plan 2022-27 — update on
2025/26 action plan - Philip Sullivan
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CBH Board ColchesteP3
% Borough
Homes
Report Title 0009 Strategic Plan Sensitivity Open
Action Plan 2025-26
Update
Report Author Philip Sullivan Report For Noting and Approval
Chief Executive, CBH | Objective
Board Meeting Link to All Standards
Report to Thursday 25™ Consumer
September 2025 Standard
Objective and
Strategic Plan
Risk and Risk Failure to deliver Customer Resident input into a number of
Appetite against customer Voice/lmpact | the specific actions contained

expectations, lack of
long term financial
viability and breach of
regulation.

in the 2025/26 Action Plan.

Recommendations

The Board are being asked to

1. AGREE to defer the devolution related strategic plan action to the
2026/27 action plan.
2. NOTE the update in respect of the 2025/26 Strategic Plan Action
Plan and that an outcome report will be brought to the May 2026

Board meeting.

3. NOTE that an update on performance in delivering the Strategic
Plan metrics will be brought to Board in May 2026.

Executive
Summary

Board approved the Strategic Plan Action Plan 2025/26 at its May
2025 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 2026.

1. Background

1.1 Board approved the:
e Strategic Plan 2022-27 Objectives and themes at its 2 March 2022 meeting
e Strategic Plan metrics and a new Vision for CBH via electronic resolution in March

2022, and

¢ Strategic Plan Action Plan 2025/26 at its May 2025 meeting

1.2 The following are CBH'’s approved Vision and Strategic Objectives:
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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. 2025/26 Strategic Plan Action Plan — Current Position

2.1 Appendix 1 provides an update on actions contained in the Strategic Plan 2025/26
Action Plan. Incomplete 2024/25 actions have been incorporated into the 2025/26 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
previously agreed by Board 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 With regard to the devolution and local government reorganisation action, this is RAG
rated red as it won’t be possible to implement this action until after the May 2026
elections. It is hence recommended that this action be deferred to the 2026/27 action
plan.

2.3 The Strategic Plan metrics span the 5 years of the Plan and performance will be
comprehensively captured annually, as happened for the 2024/25 metrics. An update
on performance in delivering the Strategic Plan metrics will hence be brought to Board in
May 2026.

2.4 A 2025/26 outcome report will be presented at the May 2026 Board meeting at which
time Board will be asked to consider whether it is satisfied that CBH has delivered its
Strategic Obijectives for the year.

2.5 Adraft 2026/27 Action Plan will be reported to Board in February 2026 for comment prior
to approval.

Further Implications

Statutory or Regulatory Where specifically referred to in the action plan.
Compliance

Financial Where specifically referred to in the action plan.
Human Resources Where specifically referred to in the action plan.
Equality, diversity and Where specifically referred to in the action plan.
inclusion

Environmental and Where specifically referred to in the action plan.
Sustainability
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Objective

Strategic Plan Action Plan 2025/26

Metrics by 2027
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Metric Target Baseline
1-0OUR (i) We’'re listening to and treating our Overall customer satisfaction = 5% increase 2021 STAR
CUSTOMERS; customers with respect with CBH
Delllv.erlng a (i) We’re maintaining safe, healthy, and SetraEeam v feiEn 2 s6 an = 10% increase 2021 STAR
positive customer affordable homes idents’ Vi
experience (iii) We're creative and innovative residents views : : 100% i Onaoi
(iv) We're delivering a great maintenance Regulatory compliance metrics = o EETRE ngoing
service Satisfaction with repairs = Top quartile STAR from 2022
(v) We're providingbhomescjth?t our Recognised nationally for best = Award(s)/Accreditation
customers can be proud o ;
practice
CBH is easy to deal with = Up by 1% a year 2021 STAR
2-0UR (i) Our colleagues say that we are a Staff satisfaction with CBH as an = 5% increase 2022 Staff Survey
COLLEAGUES; great employer employer liP
Valuilng our (ii) tCr)1ur irlvetitment in colleagues enables 1P = Platinum 2022 Staff Survey
people em to thrive . F
(i) Our teams are developed to be Staff who would recommend = RELEEESE
dynamic and resilient CBH as an employer
3-0UR (i) We are Increasing the number, quality Satisfaction the landlord makes a = 5% increase 2023/24 TSM
COMMUNITIES; and type of homes positive contribution to the
Greatng abetier | () We'e workng i parhership wh | neighoournooc
diverse, safe and inclusive Homes developed or managed by = Up by 350 From April 2022
communities CBH
(iii) We’re preventing homelessness, Defence employer recognition =3 Gold -
tackling rough sleeping and scheme
supporting the most vulnerable Number of households in = Less than 2.9 per 1,000 Annual
™) Colchosters mostloved buildings for | \emPorary accommodaton O
the future . Properties with an EPC rating of = Up by 5% March 2022 to
(v) We’re considering the environmental C or above : . et 2027
impact of everything we do Housing factors impacting on the = No ward in Colchester in Index 9f Local
(vi) Wg’re creating alccessibclje ser;:ces, index of local deprivation (ILD) top 10 decile Deprivation
reducing inequalities and enabling
healthy communities
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2025/26 STRATEGIC PLAN ACTION PLAN

in the NHF report
“Knowing our Homes”.
Reports correlating
service areas such as
complaints and anti-social
behaviour with diversity
data.

inclusion data.

Proactive use of diversity
data to provide assurance
on fair and accessible
service delivery and for
service improvements.

resources by
using data to
proactively inform
service delivery.
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. Strategic . . Value for
Action Theme Desired Outputs Desired Outcome Money By Whom | By When | RAG
OUR CUSTOMERS; Delivering a positive customer experience
278 idJull Diversity and | 1 (i)and 3 | Action plan prepared for A robust, comprehensive Improved Director of | 31 October
2 Z5I |nclusion (ii) CBH to adopt the and accessible database of | satisfaction with Operations 2025
recommended approach customers diversity and the same

2025.

August 2025 update; work completed to ensure clarity of purpose of data collection, identify best practise and consider risks.

Scope prepared and shared with three consultancies to undertake a tenant census to support CBH’s knowing our customers’ work. Proposals being

evaluated 25 September. Data collection to commence within 6 weeks of proposal evaluations.

Update (5): Tenancy Audits delivering home visits over 3 years to all CBH tenants, due to complete December 2025; ICT work on Housing Management
system NEC complete September 2025 to enable improved tenant information to be held and used within the system; Tenant Census planned for Winter

1 Health and
wellbeing.

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

Awaab’s Law fully
implemented from 1
October 2025.

Evidence of improved
outcomes for customers
reported to Operations and
Performance Committee.

Service delivered
using in house
resources (not
agency staff) and
within agreed
budget.

Director of
Assets

31 March
2026

August 2025 update; on track with IT and data management solutions in place. Resources confirmed as adequate and will be kept under review,

retention is currently under review wit

h key staff potentially securing other roles outside of CBH.

staff

2 Health and
wellbeing.

1 (ii) and
3 (ii)

Develop household
“intervention” action plans
from joint CBH and health
professional visits to high
risk households.

Reduction in GP visits and
hospital admissions
associated with respiratory
illness linked to housing
conditions and household
circumstances.

Phase 1 to be
delivered from
within existing
resources.

Chief
Executive

31 March
2026
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August 2025 update; on track and a comprehensive update has been included in Directors Report for the September 2025 Board meeting.

report repairs online.

budgets.
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3 Accessibility | 1 (i) and In person reception facility | Improving TSM results for Delivered from Director of Ongoing
3 (vi) incorporated into Heart of | overall satisfaction and within existing Operations
Greenstead project with satisfaction that the landlord | budgets.
interim arrangements listens to views and acts on
maintained. them.
August 2025 update; Heart of Greenstead delivery plan includes CBH reception centre for face to face contact and advice.
4 Accessibility | 1 (i) to Roll out Housing Online to | All tenants able to access Delivered from Director of 30
(iv) all tenants. their rent accounts and within existing Resources | September

August 2025 update; Housing Online has been launched, and tenants are able to access their rent accounts and report repairs online.

Launch communication to tenants has been via the CBH website, social media, housing news and views, E-newsletter, details added to tenant ‘Ways to
pay’ letters, new tenant sign-ups and through staff contact.

OUR COLLEAGUES; Valuing our people

f 90

5 Investors in 2 (i) — (iii) | Develop and implement an | Improved satisfaction with Reduced Director of | 30" June
People and action plan arising from the | CBH as an employer. voluntary staff Resources (Action
Staff Survey 2025 liP assessment and turnover in Plan)
staff survey with updates Higher retention/less staff 2025/26
provided to Governance and | turnover. compared to
Remuneration Committee. . 2024/25.

Committee.

August 2025 update; Action plan in place and being implemented.

Updates reported to May 202

5 Board and May 20

25 Governance and Remuneration

6 Office Move

2 (i) and
(ii)

Office move from Rowan
House into St Edmunds
House completed.

Staff Forum involved in
decisions on the office
layout and welfare facilities.

Clear evidence
that bringing St
Edmunds House
into use adds
positively to the
HRA business

Director of
Assets

plan.

31
December
2025
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Update 6: Current estimation that we could move from Rowan House to St Edmunds by February 2026. Works to be tendered to confirm costs.
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training.

agreed (and funded)
approach to delivering
targeted training.

efficiency and
improving their
satisfaction with
use of IT
systems.

H Board
7 NEC Housing | 2 (iii) Review use of NEC to Evidence of specific actions | Colleagues able Director of | 31 January
System establish SMARTER ways identified and implemented | to operate more Resources 2026
of maximising benefits and that lead to SMARTER effectively,
an approach to targeted working practices and an enhancing

August 2025 update;:This is being incorporated into a project being sponsored by the Director of Assets. The scope has been signed off by DMT and
work is now being progressed with CCC to mobilise activity needed to deliver the project.

student accommodation
for use as temporary
accommodation.

breakfast (including for
over 6 weeks) and
material reduction in
spend compared to
alternative forms of
temporary
accommodation.

compared to bed
and breakfast and
better quality
accommodation.

8 Volunteering | 2 (i), (ii) | Support staff keen to Evidence of increased take | Increased Director of 31 March
and 3 (ii) | become actively involved up of volunteering days and | satisfaction with Operations 2026
with local charities (e.g. active engagement with CBH as an
trustees or through local community groups. employer and
volunteering). enhanced CBH
reputation in the
community.
August 2025 update; 12 Volunteering days have been utilised by CBH staff during 2025 to date (end July)
OUR COMMUNITIES; Creating a better Colchester
9 Temporary 3 (i) | Secure the use of Reduced number of Evidence of a Director of | 31 December
accommodation and (iii) | additional former households in bed and reduced cost Operations 2025




CB

August 2025 update; additional former student accommodation for use as temporary accommodation approved by Cabinet and being occupied from 15
"September 2025. B&B levels at the lowest for two years.
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10

Devolution and
Local
Government
Reorganisation
(LGR)

3 (i)
and 3
(Vi)

Approach to secure
Homes England grant
under the new devolved
authority established
and the business
case/proposed
approach for social
housing, housing
strategy and
homelessness service
delivery linked to LGR.

Development pipeline
identified and business
case for grant prepared.

Business case for post
LGR housing provision
shared with senior
colleagues involved in
unitary authority
planning.

Opportunities to
maximise grant to
deliver new social
housing
established ready
for
implementation.

Chief
Executive

31 October
2025

place unt

August 2025 update; whilst

we’re preparing for this, the action isn’t currently deliverable as the devolved authority

il mid 2026. It is being recommended that this action be deferred to next year’s Strategic Plan action plan.

leadership/key personnel won'’t be in

11

Housing

Revenue Account
(HRA) Business
Plan

1,2
and 3

Implement actions
arising from the
approved HRA
Business Plan.

Quarterly monitoring of
spend (with in year risk
mitigations where
relevant) and a review of
the Business Plan every
6 months (to allow for
longer term planning) to
both the CBH Board and
Council’'s Governance
and Audit Committee.

Spend maintained
within approved
Business Plan
and actions to
mitigate financial
risks identified
and implemented.

Chief
Executive,
Director of
Resources
and CCC

Finance
Business
Partner

From
December
2025

August 2025 update; this is in hand. The HRA 30 year Business Plan was approved by Cabinet on 9 July and the project closure report has been signed
off. Ongoing work and matters arising are being progressed. For example, work on an updated Asset Management Strategy is taking place with an update
being considered at the September 2025 Board meeting. Steps for the 6 month updates to the Business Plan are also in hand with Savills having been

appointed to support this activity.

12 Data Governance | 3 (vi) Undertake a data Review of data security Project delivered Director of | 31 December
governance project. and of the governance within agreed Resources 2025
structure and key budget and
procedures completed. improved data
governance
Data Strategy created. following the
project within
Action Pan with steps to | existing In line with
enhance data resources. action plan.




CB

H Board

governance assurance
produced and being
delivered in line with
timescales agreed with
Finance and Audit
Committee.
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August 2025 update; the Data Governance project is underway. Consultants (Altair) have been appointed and the project is being closely monitored by
the Directors Management Team with updates reported at every Finance and Audit Committee meeting. All key stakeholder meetings have been held with
the consultants, deep dive into customer data is underway and data glossary is being built.

Community
celebration and
cohesion.

1 (i), 2
(i) and
3 (i)

Proactively contribute to
events for example
those organised
by/celebrating Pride,
Carnival; Essex
Integration; AfricUK;
Rice & Spice or RAMA).

CBH recognised as a
community based
organisation working with
and supporting the
diverse communities of
Colchester.

Using existing
grants to achieve
wider community
benefits and
recognition.

Director of
Operations

31 December
2025

August 2025 update; community grant awards made of £20k promoted within summer edition of Housing News and Views. Range of summer events
attended by CBH including Rice n Spice; Pride; Dress swap; Community Fun days; Calver Square and Town Centre pop up CBH shops.




CBH Board Page 67 of 90

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. Mock Inspection Action Plan update -
Philip Sullivan
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Borough
Homes

Report Title 0010 Mock Sensitivity Open
Inspection Action
Plan Update
Report Author Philip Sullivan Report For approval
Chief Executive, CBH | Objective
Board Meeting Link to All 4 Consumer Standards and
Report to Thursday 25™ Consumer contained within the 2024/25 and
September 2025 Standard the 2025/26 Strategic Plan

Objective and | action plans.
Strategic Plan
Risk and Risk Breach of regulation, | Customer Residents were interviewed as
Appetite in particular the Voice/lmpact | part of the mock inspection.

Consumer Standards

Averse

Recommendation | Board is asked to NOTE the current position in respect of implementing
the mock inspection action plan and, subject to any comments, AGREE
that the action plan has been satisfactorily implemented.

Executive Outcomes of the mock inspection undertaken by Savills were presented
Summary to Board in August 2024 with an action plan being considered at the
September 2024 Board meeting.

An update on delivering the action plan was considered at the December
2024, February 2025 and May 2025 Board meetings.

Board is being asked to consider the current position and agree that:
¢ the action plan has been satisfactorily implemented
e governance oversight of the one outstanding action be provided
by Board through the Strategic Plan 2025/26 Action Plan
updates.

1. Background

1.1  Savills were appointed to undertake a mock inspection of CBH to assist in our
preparation for a Regulator of Social Housing (RSH) inspection. The mock
inspection outcomes were presented to the CBH Board, Portfolio Holder for
Housing and Chief Executive of the City Council on 8 August 2024. 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
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continuous improvement rather than material gaps”. The full Savills report was
added to the Library on Convene for future reference.

1.2  Whilst there were 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 was prepared and approved by the Board at its September 2024
meeting. An update on delivering the action plan was considered at the
December 2024, February 2025 and May 2025 Board meetings.

1.3 Atits May 2025 meeting Board noted that most actions had been completed.
Regarding the two ongoing actions, Board noted that one had been incorporated
into the 2025/26 Strategic Plan action plan and the other was not due until March
2026.

2. Current Position

2.1 A comprehensive update on the mock inspection action plan is set out at
Appendix 1. Board is asked to note that the following steps have been taken
regarding the action to ensure that equality data is held for all tenants and is up
to date:

e work has been completed to ensure clarity of purpose of the data
collection, to identify best practise and to consider risks.

e a scope has been issued to three consultancies to undertake a “knowing
our customers census”. Proposals are being evaluated on 25 September
with a view to data collection commencing within 6 weeks.

As this action is ongoing it has been RAG rated red. Board is asked to agree to
track progress in delivering this action through the Strategic Plan 2025/26 Action
Plan updates presented to Board.

2.2  The final ongoing action is not due for completion until March 2026 and relates
to preparing documents ready for an inspection. The action is on track to be
delivered and is now business as usual as the work has been incorporated into
the annual audit plan and governance workplan. The action has hence been
RAG rated green.

2.3 Board is asked to note the current position in respect of implementing the mock
inspection action plan and, subject to any comments, agree that the action plan
has been satisfactorily implemented.
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Further Implications

Relates to all 4 Consumer Standards.

Any resource implications are referred to within the
action plan (updates)

n/a

Specific activity in the action plan relates to
increasing our knowledge of and use of tenant
diversity data.

There is reference of relevance to this, for example,
reporting on EPC performance, in the action plan.

Page 71 of 90
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Mock Inspection Action Plan November 2024 - October 2025
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to include numbers, categories
and timescales of outstanding
remedial actions and actions
being taken to deliver e.g. court
action for access.

: : By By
Recommendation Action Whom When Status/Progress RAG
Oversight and Map the terms of reference, key Philip 31 Andrew Weavers has updated the ToR for
accountability purpose, responsibilities and Sullivan | December | G&A Committee and Full Council to reflect
information flows of each 2024 respective “landlord” responsibilities.
element of the governance
structure, including CBH ToR for CBH Committees and Board have
Committees, into the structure been reviewed and approved at the
chart. December Board meeting.
Structure chart updated to reflect
refinements to the route of assurance from
CBH up through G&A and to Full Council.
Being reported to December G&R
Committee.
This action has been completed.
Oversight and Map assurances on regulatory Philip 31 A new Consumer Standards Evidencing
accountability outcomes, that go to both G&A Sullivan | December | Outcomes self assessment has been
and CBH board over the course 2024 completed. This includes a programme for
of the year. Ensure these are relevant reports to be considered within both
appropriate in terms of the CBH and CCC governance structures.
frequency and level being The Board workplan has also been updated
reported. to reflect the reports scheduled for the next
12 months.
This action has been completed.
Performance Expand reporting of remedial Chris December | This started via the Health and Safety
reporting actions against the ‘big 6’ areas Wait 2024 Report presented at the November 2024

F&A Committee meeting.

Housing Health and Safety Rating System
activity highlighted to Board in December

2024 and forms part of ongoing reporting.
This action has been completed.
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Performance Develop and include targets Karen February
reporiing against ‘average number of days | Loweman 2025 This was covered in a Spotlight on ASB =
to close an ASB case’. CBH report presented at the 12 February 2025
should also report on satisfaction Operations and Performance Committee
with how cases are being (item 7).
handled and key themes arising
from discussions with affected This action has been completed.
residents.
Performance Include details of ASB and Karen This detail on ASB and lettings performance
reporting lettings performance along with Loweman was included in the 25 February and 17
greater narrative and contextual June 2025 Governance and Audit
information accompanying KPIs Committee Landlord Performance Report.
reported to Board, G&A and Philip From This is now completed and business as
Operations and Performance Sullivan January | usual.
Committee. 2025
A lettings tab is now in place on the Medium
Term Delivery Plan with more information
now available to Operations and
Performance Committee and Board.
Performance Expand quarterly repairs Chris From Q3 | This was included in the Strategic KPI report
reporting reporting to include detail on Wait 2024/25 | for 20 May and 6 August Board. Detailed
overdue repairs and breakdown of works in progress that are
narrative/context on KPI overdue will be reported to Ops and
performance. committee. This is now completed and
business as usual.
Performance More performance information Karen January | A performance presentation is now provided
reporting (in addition to the ‘big 6’) and Loweman | 2025 2024 | for consideration at every Residents Voice

associated improvement plans
should be reported to Resident
Voice to allow greater scrutiny
and hold CBH to account.

meeting with Q&A in relation to outcomes
and to allow greater scrutiny.

The tenant choice of KPI's is also now
updated on CBH’s website (Top 10
Performance measures)to enhance visibility
and transparency.

This action has been completed.

f90
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Performance Provide greater clarity to Board Chris 4 Board receive a Strategic KPI report at
reporting within reporting on the % of Wait | December | every meeting. EPC data was added into LA
stock with a valid EPC and % of 2024 the December 2024 Strategic KPI report
stock above EPC C. and is now included as business as usual.
This action has been completed.
Compliance data A deep dive review to be Chris January | Internal auditors TIAA have undertaken the
assurance undertaken to ensure data Wait 2025 audit and reported. Whilst helpful, the audit
underpinning compliance was focussed on NEC and not all sources of
performance is accurate, data that will feed into the new compliance
complete and robust, before the system. Hence follow up work is now being
data is transferred from NEC arranged as we are seeking a breadth and
onto the new compliance depth of assurance due to the importance of
system. this work.
TIAA have completed their assessment and
concluded that the data in SharePoint had
previously been reviewed during the
compliance audit in 24/25 and confirmed as
‘complete and accurate’. They consider that
by going ahead with implementing C365
there will be a more robust management of
data through the new reconciliation process
between C365 and our main Housing
System NEC.
Excellent progress has been made with
populating the data onto C365. To “close
the circle” a further internal audit has been
scheduled for Quarter 4 to gain assurance
on the comprehensiveness and quality of
data transferred into C365.
Compliance data Conclude completion of the full Chris 31 March | As at 31 March 2025 we had visited 98% of
assurance stock condition survey Wait 2025 homes and had gathered stock condition

programme.

data on 80.1%. The Asset team continue to
re-book inspections and work with other
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teams to pursue access, for example, in
tandem with a gas servicing appointment.

This action has been completed.

Page 75 @

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

The full TSM report that incorporates
respondent profile including by age, ethnic
background and disability was reported to
O&P Committee in November 2024 with
highlights reported to Board in December.

A TSM Action Plan has been developed in
response to the survey findings. One of the
actions includes to engage with more
tenants by hosting and attending events,
including Pride, AfriUK and Refugee Action
(RAMA).

Focus groups have now been held with
RAMA and AfriUK. This will now feed into
the annual EDI report to Board in
September 2025 and the EDI Policy.

An action has also been added to the
2025/26 Strategic Plan action plan to
continue this activity into the year ahead,
but in the meantime the progress made
means that this specific action is complete.

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

Karen
Loweman

March
2025

Project manager appointed and has scoped
the project.

The Housing Management system has been
amended to reflect the personal information
required in line with the NHF report
“Knowing our Homes”. Customer Service
Centre staff have received training and
updated scripts. Bl Query is utilised to
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and ensure services are
accessible to all.

monitor services such as ASB reports and
complaints by diversity. Data capture
through NEC is now aligned with CORE
collection. Tenant personal attribute
categories updated with previously held
data re-mapped. Focus group held with
residents to “test” data sets and scripting
and consider reasonable adjustments and
flexibility of services.

August 2025 update; work completed to
ensure clarity of purpose of data collection,
identify best practise and consider risks.

Scope prepared and shared with three
consultancies to undertake a tenant census
to support CBH’s knowing our customers’
work. Proposals being evaluated 25
September. Data collection to commence
within 6 weeks of proposal evaluations.

This action is contained in the Strategic Plan
2025/26 Action Plan and ongoing progress
can be tracked through Board Strategic Plan
updates.

Fair and equitable Report to Board performance Karen February | This was considered as part of a Tenancy
access to services against CBH'’s Tenancy Policy to | Loweman 2025 Standard Spotlight at the 18 February 2025
and outcomes provide assurance that O&P Committee meeting. Committee
properties are being let in a fair considered allocations, lettings and
and transparent way. maintaining tenancies and this review
included lettings being fair and transparent
(as referred to in the meeting minutes). This
action has been completed.
Demonstrating Ensure that reports to Board and Karen February | Examples of updates to Board and
learning and Committee explicitly draw out Loweman 2025 Committee that explicitly draw out learning
improvement learning from complaints include item 5 in the Directors Report (non

f90
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(including Ombudsman cases),

conf) to the 19 February Board meeting and

plEeEe tenant interventions and other the service improvement section of the el
insights and how services have Complaints update at the 7 May O&P
been improved. Committee. Examples are also now
routinely reported to residents in Housing
News and Views and as part of a dedicated
section on CBH’s website.
Updates on complaints, including learning
from complaints is also a standard element
of the report presented to the Council’s
Governance and Aduit Committee quarterly
as part of the Landlord Performance report.
This action has been completed and is now
business as usual.
Demonstrating Ensure that greater linkages are Philip March This has been factored into the 2025/26
learning and made between learning from Sullivan 2025 Strategic Plan action Plan with a focus on
improvement tenant complaints, interventions lessons learned from Ombudsman CBH
and other insights, and the damp and mould cases (being picked up via
strategic action plan. an action on Awaab’s Law) and a common
theme relating to communication (being
picked up via an action on Housing online).
The action plan is being reported to Board
on 20 May 2025.
This action has been completed.
Demonstrating Track and demonstrate service Karen Ongoing | The engagement tracker demonstrates shift
learning and improvements which have Loweman from from recommendations.
improvement stemmed from tenant inspectors October
and other tenant interventions. 2024 A scrutiny report was presented to O&P in

November 2024.

Report back to Board in Dec 2024.

f90



The ‘you said, we did’ publication to be
expanded to include examples of service
improvements that have come from via
other communications beyond complaints.

f 90

Further scrutiny update reported to O&P in
May 2025.

6 examples of actions taken in response to
tenant feedback were included in the Spring
2025 edition of Housing News and Views.

A dedicated section has been added to the
CBH website on customer influence and
lessons learned.

Tenant Scrutiny work is now a standing item
on quarterly CMT “Assurance” meetings and
actions arising from Scrutiny work are being
added to the Service Improvement log so
that their implementation can be
comprehensively tracked.

This action has been completed and is now
business as usual.

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

Recent examples are Damp and Mould
roadshows that have been introduced and
focus groups with move diverse
representation, for example, AfricUK,
Refugee Action, Essex Integration and the
Salvation Army. A new post of Activity co-
ordinator is in place (from March 2025) to
further expand range and reach of
involvement and representation.
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This action has been completed and is now

Page/9af 90

reflected in the self-assessment
with a sharp focus on outcomes,
rather than process, to help
evidence delivery of consumer
standard outcomes.

gl business as usual.

Approach to Limit reports to the latest DMT/Jo | Stage 1- | Stage 1 has been completed with an

regulatory inspection | versions and ensure that only Paget January | updated self-assessment completed that
necessary documents are sent 2025 identifies the ideal document(s). This was
to inspectors before our reviewed at the 7 November CMT away
inspection. Stage 1 — map out day.
evidence that we demonstrate
Consumer Standard outcome Stage 2 — | The second phase is being delivered and is
delivery. Stage 2 is to ensure all March set out in the Board Workplan and the
evidence is in place and 2026 approved 2025/26 internal audit workplan.

Reports and audits will be delivered in line
with the respective workplan over the
course of 2025/26.

This action is not due for completion until
March 2026. Progress is on track, hence
the green RAG rating.
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Knowing your customer update
CBH Board

Nikki Williams — Service Improvement Manager

25t September 2025

Page 81 of 90

Colchester
Borough
Homes



Page 82 of 90

Borough
Homes

CB*B"a;“’E Colchester Why Customer Data

In April 2024 the Regulator for Social Housing'’s revised Consumer Standards came into play. The
Transparency, Influence and Accountability Standard (TIA) includes a required outcome that:

In relation to the housing and landlord services they provide, registered providers must take action to deliver fair
and equitable outcomes for tenants and, where relevant, prospective tenants (1.2.1)

Further to this:

Registered providers must use relevant information and data to:

a) understand the diverse needs of tenants, including those arising from protected characteristics, language
barriers, and additional support needs; and

b) assess whether their housing and landlord services deliver fair and equitable outcomes for tenants. (2.1.1)

and

Registered providers must ensure that communication with and information for tenants is clear, accessible,
relevant, timely and appropriate to the diverse needs of tenants. (2.1.2)

Colchester
Borough
Homes
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To meet the expectations of the TIA, landlords typically gather data on two grounds:
1. To tailor services based on customers’ needs
2. To monitor fair and equitable delivery of those services

This does not necessarily mean you need the same data from the same people to meet each purpose.

Data we may gather:

There is an extending range of data landlords gather to meet the two aims above. Most commonly these
cover the nine protected characteristics as defined in the Equality Act, which are:

Age, Disability, Gender reassignment, Marriage and civil partnership, Pregnancy and maternity, Race,
Religion or belief, Sex, Sexual orientation

Beyond this, landlords also have purposes to gather data sets such as:

e Communication preferences (language, translation and interpretation needs)

e Economic factors (income, employment status, economic status, welfare receipts, national insurance
number)

e Household size and make up

e Reasonable adjustments

Colchester
Borough
Homes
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A%
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Female

Male

4384 (63.2%)
2545 (36.7%)

154 (2.2%)

679 (9.8%)

1181 (17.0%)
1218 (17.6%)
1401 (20.2%)
1172 (16.9%)
1129 (16.3%)

CBH Data
Sex & Age

The average age of a CBH tenant is 56

The average Colchester resident is aged
39, according to the 2021 Census.

Colchester
Borough

Homes
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Ethnically diverse communities 404 (5.8%)

White (all categories) 5618 (81.0%)
Prefer not to answer 77  (1.1%)
No data 835 (12.0%)

According to the 2021 Census, 13% of Colchester’s population identify as belonging to ethnically
diverse communities. In comparison, CBH’s tenant population appears to be less diverse than the
wider local population. However, this profile does not account for other variables such as age,
which may influence the observed differences.
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Homes
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Hearing impairment 154  (2.2%)
. . - Q72 - Does anybody in the household have a physical
Learr"ng d|Sab|I|ty 159 (23%) or mental health condition (or other illness) expected
to last 12 months or more?
1 HB 0 1 oYes
Mental health disability 1122 (16.2%) 073 - How s this person affected by their
- diti il ?
Mobility 809 (11.7%) Fer ot
O Dexterity
g = Q For example, lifting and carrying objects, or using a keyboard
Visual impairment 120 (1.7%) 01 Learing or understanding or concentrating
. . O Hearing _
Medical conditions 1228 (17.7%) O Mo e orpartearng
impacting on ability D Mentalhealth
or example, depression or anx ety
Ten antS W|th at |eaSt one 2414 (348%) . rrhl‘oc',l?_wlalcg-gmle, walking short distances or climbing stairs
of the above disabilities 0 Socially o behaviourally @ i+ suticn <oectrum
di;:-_';:_:-lr IZT‘-‘-.ED:_ i-.l':llaéilt;; Tigp';:-r;]e"-‘:- or Z:It;lut u::,lud::hefi:i:
hyperactivity disorder (ADHD)
0O Stamina or breathing or fatigue
O Vision
For example, blindness or partial sight
CBH is working towards an agreed and consistent method for O Temant prefers not to say

collecting and recording disability data. This approach is currently  : ono

being reviewed and redefined in alignment with CORE criteria, 3 ©Tenant profers not to say
ensuring consistency with national standards. This work forms part

of the wider Knowing Your Customer project, which aims to

improve the quality and completeness of resident data.

Colchester
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Homes
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Buddhist

Christian

Hindu

Muslim

Any other

No religion

Prefer not to answer

No data

Religion & Sexual Orientationi "

6 (0.1%) Bisexual 5 (0.1%)
660 (9.5%) Gay or Lesbian 25  (0.4%)
2 (0.0%) Heterosexual/straight 1573 (22.7%)
25  (0.4%) Prefer not to answer 118 (1.7%)
59  (0.9%) No data 5213 (75.2%)
362 (5.2%)

37 (0.5%)

5783 (83.4%)

Data on Religion and Sexual Orientation has significant gaps. As part of the Knowing Your Customer
project, a census of all CBH residents will be undertaken to address existing data gaps and ensure we hold
accurate, comprehensive information. Improved data capture will enable CBH to conduct robust equality
analysis, helping to identify any disparities in access or treatment, and inform positive actions to address

———

them.
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Nationality (main tenant)
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Manning 40%
20%
1.69% 0.58% 0.02%
101 35 1
A Mot known K European Mon-EEA [Blank)
Economic Area
‘ {EEA)
@
National Language (main tenant)
. Brightlingsea
58.44%
. Mers . 60%
' !slai
o 0%
40%
Does household have Does household have
mobile number? email? 20%
Mo BYes Mo BYes 216%
0% |
100% 100% Mo data English Other language
100% 100%
Length of tenancy
50% 50%

13%

26%

1478
1234
1075

3 - 5 years

1 - 2 years

6-10years 11-20years 21+ years

0% 0%
g
/ Less than 1

year
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PO Colchestor EDI Volumes

Snapshot demonstrating volume of data as at the end of the month.
% of Low-Cost Rental Accommodation (LCRA) Households with:

Disability flag Ethnic Origin

il 665% L 86.27%
Mational Language DOB 17+
| 3843% | 100.00%
Sexuality Mationality

P 24.21% o 49.92%

Sex Religion

N 90.99% 15.95%

Parital Status Gender |dentity

60.31% | 024% N\

(l
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Customer data needs to be; kept up to date, increase in the volume we hold, and used effectively
across the business.
In order to do this, we need:

* Robust processes for collecting, storing, and sharing tenant data securely (In progress)

* Undertake a full household data collection survey (currently being progressed)

« Train staff on data purposes, usage, and processes.

+ Embedding a data culture focused on fairness, equity, and an improved customer experience.

Supporting Materials

* Reasonable Adjustments Policy (In place).
* Resident’s Guide (In development).

+ Communications Plan (In progress).

* Webpage information (In development)

Goals
» Ensure data is used for the right reasons and shared with the right people.
* Promote fair and equitable service delivery.

* Improve customer satisfaction and experience.

« Build trust and transparency with residents.

#WE Colchester

AE Borough
@BH Homes
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