
Tenant Inspectors – Drainage Services Scrutiny Report 

April – June 2025 

Colchester Borough Homes Tenant Inspectors 

Purpose of the Report 

To scrutinise the effectiveness, value for money, and customer experience of drainage-related repairs at Colchester Borough Homes 

(CBH) 

Main Aims 

- Understand the current drainage service provision and how it is delivered. 

- Assess value for money through comparison with other organisations  

- Identify opportunities for improved communication and customer service. 

Overview of the Drainage Service 

The meeting with Mark Derwin provided insight into CBH’s process for reporting drainage and future partnership working with Anglian 

Water, including procedure mapping of troublesome areas/locations. The Tenant Inspectors were extremely impressed with the 

proactive approach taken. Kirk presented figures and timescales, showing transparency and openness. CBH is exploring future 

partnerships working with Anglian Water, which is a positive step forward. 

Value for Money Findings 

Compared to CBH’s in-house drainage provision with external providers: 

- In-house operative costs would exceed £80,000 plus/year, excluding 24-hour cover, holiday/sickness cover, as at least two in-house 

operatives would be essential.  

- Drain Doctor offers better value for money, with broader coverage often going above their contractual obligations. 

figures show that outsourcing is more cost-effective and responsive.  

 

 

 



Recommendations 

Findings Recommendations Benefits CMT 
Approval 
Yes/No 

CBH Response/comments  

Partnership 
with Anglian 
Water to be 
ongoing  

Continuing 
partnership working 
with Anglia Water & 
Drain Doctor to 
provide a seamless 
service 

Clearer service 
boundaries, 
improved 
customer 
experience 

Yes We accept this recommendation and thank the panel for 
identifying this.  

Customer 
Service Centre 
(CSC) 

Provide training for 
CSC staff on any 
updated procedures 
following Anglia 
Water partnership, 
Involve CSC in 
negotiations to 
provide a champion 
within the team. 

Better 
communication, 
quicker 
resolutions 

Yes 
 

We accept this recommendation and thank the panel for 
identifying this. 

Tenant 
awareness of 
drainage 
reporting / 
what you put 
down the toilet 

Provide clearer 
communication on 
responsibilities for 
drain leaks and 
blockages to tenants 
– toilet toolkit  

Builds trust and 
transparency 

Yes 
 

We accept this recommendation and thank the panel for 
identifying this. 

Final Summary 

The scrutiny exercise highlighted CBH’s commitment to improving drainage services through partnership working and transparency. 

The findings suggest that current outsourcing provides better expertise and value for money. The Tenant Inspectors recommend 

ongoing updates to the Board and training CSC staff to ensure customers are kept informed and supported. The tenant inspectors 

would like to be included in any future opportunities to meet with repairs and Anglian Water.  

https://www.anglianwater.co.uk/contentassets/a4c2aa7fe9784577b4420d369b1d3cb1/aw-education-pack-lesson-8-you-put-what-down-the-toilet.pdf

