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Cheltenham Borough Council

Cabinet Meeting — 14™ February 2023

Council Meeting — 20" February 2023

Housing Revenue Account - Revised Forecast 2022/23 and

Budget Proposals 2023/24

Accountable member:
ClIr Peter Jeffries — Cabinet Member Finance and Assets
Accountable officer:

Paul Jones — Executive Director Finance, Assets and Regeneration (Section 151 Officer)

Accountable scrutiny committee:
Budget Scrutiny Working Group
Ward(s) affected:

All

Key/Significant Decision:
Yes
Executive summary:

This report summarises the Housing Revenue Account (HRA) revised forecast for 2022/23 and the
Cabinet’'s budget proposals for 2023/24.

The country is faced with the most significant cost-of-living crisis in a generation. Inflation (CPI) in the
last twelve months has peaked at 11.1% and was 10.5% in December 2022, the Bank of England base
rate has increased to 4% with further increases possible in 2023 and energy costs have soared for both
consumers and businesses.

Excess cost inflation, increased interest payable, energy costs and additional compliance expenditure
have added £1.8m to the HRA cost base compared to the 2022/23 budget prior to other year on year
changes of £0.7m resulting in an overall expenditure increase of £2.5m. Whilst rental income will be
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increasing next year it has been capped at 7% (£1.4m increase) resulting in the estimated net operating
surplus in the HRA falling from over £1m to £143,800 in 2023/24.

The long-term impact of this high inflation and capped rent is substantial on the 30-year outlook with
capacity in the HRA reducing by an estimated £79m.

This reduced capacity in the HRA means that the scale and pace of investment in existing and new
homes needs to be carefully managed to ensure that vital services to customers and communities are
protected. In order to deliver growth and maintain long term financial viability additional sources of
revenue need to be secured including building or acquiring new homes for rent, additional revenue and
capital grant funding and through Cheltenham Borough Homes (CBH) exploring new opportunities for
commercial income.

Careful management of resources and plans for growth will allow the Council to continue additional,
essential support for tenants and communities during the cost-of-living crisis. Alongside CBH and other
partners activities will continue as part of the #WarmCheltenham initiative, identifying opportunities and
supporting customers into training and employment, working to secure additional income for residents
through CBH’s Benefit and Money Advice Teams, expanding CBH'’s Help2 initiative supporting those
households most in need and signposting customers to further support and advice during this
challenging time.

Whilst the scale and pace of investment needs to be managed appropriately the 2023/24 budget
proposals in this report demonstrate the Council’'s commitment to ambitious plans for delivering new
homes, improving the quality of existing homes and protecting services for our customers and
communities for the benefit of Cheltenham.

The Council and CBH have already been successful in bids to the Government’s Social Housing
Decarbonisation Fund and a further bid for up to £2.2m has been submitted to support £6m of retrofit
works on approximately 200 existing homes over two years as part of making Cheltenham net zero
carbon. This will support tenants to save on their energy consumption, benefit from improved comfort
levels in their home and help to improve their overall health and wellbeing.

Budget projections for the next 3 years include £69m for additional affordable homes as part of the
Council's £180m housing investment programme in partnership with CBH including £6m in 2023/24 to
provide additional homes for people who have arrived in the UK from Ukraine or Afghanistan. The HRA
Business Plan target is to deliver 450 additional homes over 5 years with a significant proportion of these
being net zero carbon.

The 2023/24 capital programme includes proposals to invest over £12m in existing homes and then to
continue at this level for the following 2 years. This demonstrates a significant commitment to improving
existing homes for customers to ensure they remain safe and secure places to live.

The budget proposals for 2023/24, including the focus on supporting customers through the cost-of-living
crisis, investing in their homes and delivering more net zero carbon homes, will help improve outcomes
for all customers and communities, reduce inequality and support the economic recovery of Cheltenham
together through this challenging period.

Recommendations:

1. Approve the HRA budget proposals for 2023/24 (shown at Appendix 2)
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2. Approve a rent increase of 7% for social rent homes, affordable rent homes and shared

ownership homes (but capping affordable rented homes rent at the Local Housing Allowance
where applicable)

Approve changes to other rents and service charges as detailed within the report
4., Approve the HRA capital programme for 2023/24 as shown at Appendix 3 and Appendix 4

5. Approve entering into a Memorandum of Understanding with DLUHC (Department for
Levelling Up, Housing and Communities) in respect of a £2.36 million grant for the provision
of 21 affordable homes during 2023/24 under the Local Authority Housing Fund (subject to
DLUHC notifying CBC that their proposed grant funding allocation has been confirmed), see

section 5.5
6. Ratify the performance and satisfaction targets set by CBH for 2023/24
7. Note the revised HRA forecast for 2022/23

1. Implications
1.1. Financial implications
As detailed in the report and appendices.
Signed off by: Gemma Bell, Director of Finance & Assets (Deputy s151 officer)
1.2. Legal implications

Under the Constitution Cabinet has responsibility for the preparation of budget proposals for the
HRA which are subject to consideration and approval by Full Council in February each year.

By approving the budgets for repairs and maintenance and the capital programme, Cabinet is
making key decisions as to the use of the budget. Consequently, the acceptance of tenders in
excess of £100,000 by the lead member (or officers if authorised under the constitution) for
contracts required to deliver works, services and supplies under the approved budget headings,
will not be key decisions.

Signed off by: One Legal, legalservices@onelegal.org.uk
1.3. HR implications
There are no direct HR implications arising from the report.
Signed off by: Julie McCarthy, Julie.mccarthy @publicagroup.uk
1.4. Environmental and climate change implications

The budget includes further investment in the retrofit of existing homes through a fabric first
approach, to make them as energy efficient as possible for the benefit of customers, investing in
new net zero carbon homes, improving the energy efficiency of operations to support the aim of
making Cheltenham net zero carbon by 2030.

A reduction in energy consumption leads to a reduction in overall greenhouse gas emissions,
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and therefore aligns with our Climate Emergency Action Plan. The investment in the capital
programme will expedite our progress towards becoming a net zero Council.

Signed off by: Laura Tapping, Climate Emergency Programme Officer, 01242 264263

1.5. Property/asset implications

The budget includes investment in both existing homes and delivery of new affordable homes for
the HRA.

Signed off by: Gemma Bell, Director of Finance & Assets (Deputy s151 officer)
1.6. Corporate policy framework implications

The actions outlined in this budget proposal will help ensure that the council can continue to deliver
its corporate objectives as set out in the 2019-2023 Corporate Plan. It also means we will be well
placed to deliver the priorities in the new Corporate Plan which is being presented to Council for
approval in February 2023.

Signed off by: Richard Gibson, Head of Communities, Wellbeing and Partnerships, 01242
264280

2. Promoting equality and reducing discrimination
A combined equality impact assessment covers the whole Council budget including the HRA.
3. Performance management —monitoring and review

The budget for the HRA is monitored by the CBH Board, the CBC Finance team and Cabinet throughout
the year in partnership with CBH and reported to Cabinet and the Budget Scrutiny Working Group during
the year.

4. Background

4.1. The following amendments have been made to the interim budget proposals approved by
Cabinet on 20" December 2022.

4.1.1. Increase in the New Build and Acquisitions budget in 2023/24 by £6m for the acquisition
of 21 affordable homes for people who have come to Cheltenham from Ukraine or
Afghanistan and Government support schemes with the capital cost of these homes being
supported by up to £2.36m of Government grant. Further detail is given in section 5.5 of
this report.

4.1.2. The capital forecast for 2022/23 has been updated to reflect latest information as at 31
December 2022 with expenditure on some major works spanning into 2023/24.

4.1.3. Reduction in budgeted management fee charges and repairs and maintenance charges
from CBH due to updated pension cost forecasts offset by increased communal heating and
lighting charges following revision of 2023/24 cost estimates based on current energy
contract pricing. This change in energy cost estimates has also increased related service
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charge estimates. The impact of these changes has increased the budgeted net operating
surplus by £73,000 to £143,800.

4.2. Current Operating Environment

4.2.1. The country is faced with the most significant cost-of-living crisis in a generation. Inflation
(CPI, Consumer Price Index) has risen dramatically in the currentyear to 10.5% in
December 2022. The Bank of England base rate has also increased as the Bank attempts
to bring inflation back to its target of 2% by 2024. The base rate has increased to 4% with
further increases possible in 2023.

4.2.2. Energy costs have increased significantly for both businesses and consumers particularly
due to the conflictin Ukraine. Household consumer energy costs have been capped under
the Government energy price guarantee scheme until April 2023 when the cap will increase
from £2,500 to £3,000 for a ‘typical’ household. Businesses and communal schemes have
also received some support from the Government however costs have still soared with gas
and electricity prices more than tripling.

4.2.3. The ending of COVID restrictions, Brexit and recent inflation pressures have led to
significant cost increases of over 20% as well as shortages in supply of certain operating
materials, equipment and contractor resource.

4.2.4. A reduction in the UK workforce due to early retirements, long term illness and lower
migration alongside the cost-of-living crisis has made recruitment and retention of staff more
challenging as well as increased pressure on wage costs.

4.2.5. All of these factors, including the UK economy potentially entering a recession in 2023,
have been taken into consideration when setting the HRA budget 2023/24 and apply
significant financial pressures on the Council and its Housing Revenue Account (HRA).

4.3. Government Policy

4.3.1. As part of the Autumn Budget Statement in November the Government confirmed that the
April 2023 rent increase for social housing would be capped at a maximum of 7% for
existing tenants rather than the 11.1% increase that would be permitted under current rent
policy (September 2022 CPI +1%). This followed a consultation exercise to understand the
impact of a below inflation rent rise on tenants, taxpayers and the ability of housing
providers to continue to provide new social homes and continue to invest in existing homes.
The impact of this cap is detailed further below.

4.3.2. Benefits such as universal credit will be uplifted at the same rate as inflation, measured by
CPIin September at 10.1%. The benefit cap will also be increased in line with inflation,
rising to £22,030 for families outside Greater London. The National Living Wage will rise by
9.7% to £10.42 an hour for individuals aged 23 and over.

4.3.3. In 2023-24 an additional Cost of Living Payment of £900 will be provided to households

on means-tested benefits, £300 to pensioner households, and £150 to individuals on
disability benefits.

4.3.4. The Government has stated a new long-term commitment to drive improvements in
energy efficiency to bring down bills for households, businesses and the public sector with
an ambition to reduce the UK’s final energy consumption from buildings and industry by
15% by 2030 against 2021 levels. New government funding worth £6 billion will be made
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available from 2025 to 2028, in addition to the £6.6 billion provided in this Parliament.

4.3.5. In addition to the Council investing in the retrofit of existing homes through a fabric first
approach, to make them as energy efficient as possible for the benefit of customers, it will
invest in new carbon net zero homes, improve the energy efficiency of its existing office
buildings and making operational changes to support the aim of making Cheltenham net
zero carbon by 2030.

4.3.6. The Government have confirmed that Local Housing Allowance levels will be frozen for
2023/24 which impacts levels of affordable rent on current and future development
schemes.

4.4. Social Housing White Paper

4.4.1. The Social Housing White Paper aims to raise standards, increase transparency and
accountability, improve the complaints and redress process, and engage and empower
residents over the medium term. Responding to building safety developments and ensuring
our tenants have a strong resident voice will be at the forefront of our partnership work with
CBH next year.

4.4.2. Additional procedures and resources are included in the budget to: appropriately respond
to changes in the Fire Safety Act 2021 and Building Safety Act; extend our systems, data
and reporting to meet new legislation on installing smoke alarms and carbon monoxide
alarms; perform quarterly fire door checks; deliver 5-year EICR (Electrical Installation
Condition Report) safety checks on domestic properties; report on the new Tenant
Satisfaction Measures (TSMs); and deliver effective day-to-day processes meeting the
Housing Ombudsman complaints code.

4.4.3. The aims set out in the paper and our drive for continuous service improvement is
providing greater opportunity for tenants to shape our activities as we provide greater
transparency and reporting and as we listen and act upon their feedback.

4.5. Impact on the HRA

4.5.1. The HRA budget for 2023/24 shows cost increases of £2.5m (12%) compared to the
2022/23 budget with the largest element being excess cost inflation of £976,000 due to the
volatile operating environment. Interest costs have risen by £367,000 due to the increase in
interest rates and energy cost increases account for £350,000 of the difference. An analysis
of the impact on costs is given below.
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Energy cost
increases, £350k,
14%

Oher changes,

£552k, 21%
Compliance

requirements,
£237k, 9%

Pension increase,
£91k, 4%

Excess inflation,
£976k, 38%

4.5.2. The 7% increase in dwelling rents accounts for the vast majority of the increase in income
despite the Government rent cap reducing potential rental income by £750,000 in 2023/24
compared to what would have been generated by a formulaincrease of CPI + 1% (11.1%).
As can be seen below this increase in income is far outweighed by the increase in costs
reducing the net operating surplus by £898,600 to £143,800 compared to the 2022/23

budget.
Reduction in HRA net operating surplus
M Increase M Decrease B Total
£1,500k
£1,042k
£1,000k
£500k
£1,675k £144k
]
£0k
-£500kK
-£1,000k
-£1,500k
-£2,000k

2022/23 Costs Income 2023/24

4.5.3. Overthe 30-year HRA plan period, these changes are projected to reduce the capacity of
the HRA by approximately £79m (of which £34m relates to inflation and £23m to the rent
cap and £22m to changes in other inputs) meaning reduced ability to invest in new homes,
existing homes and service provision.
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4.5.4. The reduced capacity in the HRA means that the scale and pace of new investment in
existing and new homes needs to be carefully managed to ensure that vital services to
customers and communities are protected. In order to deliver growth and maintain long term
financial viability additional sources of revenue need to be secured including building or
acquiring new homes for rent, additional revenue and capital grant funding and through
CBH exploring new opportunities for commercial income. The ambitious plans to deliver
this investment and protect services whilst supporting our customers and communities
through the cost of living crisis are set out below.

5. Reasons for recommendations - Plans for Delivery

5.1. The proposed budget for 2023/24 demonstrates the Council’'s commitment to Cheltenham
residents and communities during this volatile and challenging period through its continued
investment over the medium in improving existing homes, supplying new homes and investing
to make Cheltenham net zero carbon whilst providing immediate support during the cost-of-
living crisis.

5.2. Supportduring the Cost-of-Living Crisis

5.2.1. During the last six months, in partnership with CBH, we have shifted focus and resources
to prevention and support for current tenants with more proactive contact in order to mitigate
the risk of rising rent arrears and ensure tenants understand the range of support available
to them. Alongside CBH and other local partners activities will continue as part of the
#WarmCheltenham initiative.

5.2.2. Under this approach the CBH Benefit and Money Advice Team has already secured
£705,000 of additional income for tenants against a forecast of £416,000 which is
significantly ahead of the £443,000 secured during the same period last year.

5.2.3. The CBH Training and Employment Team continues to support tenants and other
residents into work and additional training with overall caseloads increasing by 11% from
last year.

5.2.4. CBH will be expanding their Help2 initiative to make sure we are well placed to support
those households most in need. We continue to develop relations with a range of partners
and other agencies who provide dedicated specialist advice and support, including for
energy bills, so we are able to sign post customers where needed and identify any new
funding streams that will help those in need.

5.2.5. Funding for these services has been protected within the 2023/24 budget recognising the
challenging period ahead for our tenants and communities.

5.3. Making Cheltenham Net Zero Carbon by 2030

5.3.1. The Council, in partnership with CBH, are committed to improving homes to support the
2030 net zero carbon target, as well as reducing the burden of fuel poverty for residents.
This investment in existing homes comes at a significant cost to the HRA. It is therefore
important to continue to make best use of grant funding opportunities as and when these
become available.

5.3.2. Under the Government’s £3.8bn Decarbonisation fund, the Council has already been
successful in securing grant funding under the Social Housing Decarbonisation Fund
(SHDF) Demonstrator Project and Wave 1 bid rounds. A new bid under the SHDF Wave 2.1
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grant funding has been submitted for up to £2.2m to include ‘fabric first’ works to around 200
HRA homes at a total budget costin the region of £6m over two years with the HRA
supporting the remaining cost of the works of £3.8m. This is a key element of ensuring all
HRA homes meet at least a SAP C energy performance rating by 2030.

5.3.3. In addition to tenants saving on their energy consumption, they will also benefit from
improved comfort levels in their home, which in turn will improve their overall health and
wellbeing.

5.3.4. In addition, the Council is investing in new net zero carbon homes including 24 highly
energy efficient new homes at 320 Swindon Road, final arrangements to acquire 9 net zero
carbon homes under a Section 106 scheme with a local developer, and plans to develop up
to 70 new net zero carbon homes on existing HRA land available for development.

5.3.5. This investment is being managed by CBH and working in partnership with the Council
will seek to influence the energy sustainability standard of other developer led schemes
which will deliver future homes for the HRA and support other green initiatives for the benefit
of Cheltenham residents.

5.4. Investing in New Affordable Homes

5.4.1. The Council continues to successfully deliver new affordable homes through its £180m
housing investment programme in partnership with CBH. As part of this programme the
Council has already spent approximately £43m (151 completed homes so far over 3.5
years) and is allocating £22m for 2023/24 and projecting further investment of £47m over
the following 2 years.

5.4.2. The target is to deliver 76 additional homes in 2023/24, including 21 homes under the
Government’s recently announced Local Authority Housing Fund (see 5.5 below), and
increase the level of delivery in the following four years across a mix of tenures.

500 471
450
400 386
350
296
300
250
200 176
150 100 120 % o
100 76 76
50
0
2023/24 2024/25 2025/26 2026/27 2027/28
Additional homes in year Cumulative supply of homes

5.4.3. There continues to be a range of challenges in the housing construction sector, including
inflationary pressures, interest rate rises, the threat of recession and resourcing issues.
These factors have impacted how quickly new sites can be brought forward for development
by developers and contractors. This and the financial pressures on the HRA have impacted
the pace of delivery over the next five years. However, the business plan ambition is to
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deliver 450 additional homes in the next five years with all HRA owned land sites to be net
zero carbon. Social rent tenure will also be prioritised to ensure homes remain affordable for
new customers.

5.4.4. An element of this supply of new homes from 2024/25 onwards is expected to be the
contribution from the Golden Valley Development spearheaded by the Council bringing
education opportunities, career paths and a substantial number of new homes to residents
of Cheltenham.

5.4.5. In addition, CBH continue to actively pursue new business opportunities with a range of
developers, agents, and architects, to ensure we have a sufficient pipeline, both in the
medium term (delivery within the next 5 years) and looking ahead to the longer term
(strategic sites/larger more complex sites). Some of these sites have been discounted on
the ground of complexity (listed building/existing building to be retained and remodelled) or
financial viability. New business opportunities are monitored to ensure we are well placed to
secure the affordable homes on the key sites that align with our collective ambitions to
provide high quality affordable homes that support the net zero carbon agenda.

5.5. Local Authority Housing Fund (LAHF)

5.5.1. The Government has recently announced £500m worth of capital grant funding viaits
Local Authority Housing Fund (LAHF) to enable local authorities provide more affordable
homes during 2023/24 to alleviate increased housing pressures arisen as a result of the
recent and unforeseen conflicts in Afghanistan and Ukraine.

5.5.2. The Council has been provisionally allocated approximately £2.36m funding to provide 21
affordable homes in Cheltenham. It is anticipated that many of these homes will be provided
to households accommodated under the Homes for Ukraine Scheme, as this is where the
Council expects most of the demand.

5.5.3. Homes need to be purchased by November 2023 with the total cost likely to be in the
region of £6m, including £2.36m of grant and the balance to be provided from new
borrowing.

5.6. Improving Existing Homes

5.6.1. The Council is committed to investing in existing homes to ensure they are safe, secure
and good quality places to live for our customers. This commitment is reflected in
completing thousands of responsive repairs and planned works each year with 99%
completed within target timescales and 84% of customers being satisfied with the quality of
their home.

5.6.2. The HRA'’s asset management strategy includes investment programmes to help bridge
the quality gap between existing and new homes. These programmes of work include
changes to statutory compliance requirements, increases in energy performance and
improvements in the quality of homes in ways that assist customers and contribute to their
quality of life.

5.6.3. This programme of investment will continue in 2023/24 with £2.2m allocated to ‘fabric first
and other energy sustainability measures, £1.9m for external works including roofs,
chimneys and rainwater goods, £0.7m for new kitchens, bathrooms, showers and rewiring,
and £0.9m for neighbourhood works. In addition, £1.2m has been allocated for
improvements to non-traditional build properties.
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5.6.4.

5.6.5.
the projections are to continue to invest at this level for the following 2 years. This
demonstrates a significant commitment to improving existing homes for customers to ensure
they remain safe and secure places to live.

Page 11

Investment in changing compliance requirements is a high priority for the 2023/24 budget

in order to deliver changes to domestic property electrical tests, fire door checks, fire risk
assessments and other fire safety and building safety regulations.

In total the budget for 2023/24 proposes an investment of £12.2m in existing homes and

5.7. Investing in Communities

5.7.1.
with CBH, focusing on social isolation, financial hardship, young people via No Child Left
Behind, mental health and wellbeing support and collaborate in support of a sustainable
community facility for St Peters & the Moors.

5.7.2.
funding including:

5.7.3.
support tenants and communities to thrive and help improve outcomes for young people and
reduce inequality.

The Council will continue to deliver on shared community investment plans in partnership

Through CBH and other partners the Council delivers community projects, activities and

a large number of successful community events during school holidays and the holiday
activity and food programme

a hub-based service focusing on wellbeing to support older people to access services and
social opportunities close to home, supporting independent living and reducing social
isolation

a Housing First pathway to permanently house rough sleepers in tenancies with support
projects to combat Anti-Social Behaviour

outcomes for families and young people impacted by Adverse Childhood Experiences
employment and training outcomes

a programme of detached youth work

support for Cheltenham’s Heads up campaign to raise awareness of mental health and
positive lifestyle choices

support for Cheltenham’ Inspiring Families programme, working with partners to provide
community based family support

The budget proposals for 2023/24 ensure the Council and CBH will continue to be able to

5.8. Customer Service and Accessibility of Services

5.8.1.
continues to prioritise the provision of high quality, core landlord services to tenants,
delivering first or second quartile performance on a range of outcomes and satisfaction
measures when compared to other housing providers in the sector. These core services
include repairs, anti-social behaviour management (ASB), tenancy management, rent
arrears management, lettings and resident involvement. Appropriate investment in these
core landlord services from the HRA ensures high performance and customer satisfaction
levels.

Despite the challenging operating environment, with the support of the Council, CBH
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5.8.2. Challenging targets have been set by CBH for performance and customer satisfaction
levels in 2023/24 and these are set out in Appendix 6.

5.8.3. Repairs and maintenance performance is a key driver of satisfaction and important to
sustain quality housing stock in an environment of increasing demand, current cost
pressures and shortages in materials and skilled labour in the sector. The budget proposals

also include four apprenticeship positions within CBH’s repairs team to grow internal, skilled
resource.

5.8.4. As part of the proposed budget CBH will continue to focus on listening and acting on
customer feedback in order to improve satisfaction levels, expand digital services whilst
recognising that high quality phone contact for many customers is still essential.

5.9. Delivering through strong partnership working

5.9.1. Following the success of the programme to date, work will continue under our shared
commitment to deliver continuous improvement and to identify and capitalise on future
opportunities that benefit residents and customers.

5.9.2. CBC and CBH have implemented a shared communications and marketing service with
the subsequent team structure supporting the requirements of the ‘one point of contact’
asked for by key stakeholders. This team has a pool of skilled professionals who are
specialists in their areas with the resilience to deliver a proactive service to meet CBC and
CBH’s business needs and aspirations.

5.9.3. As part of the Council and CBH’s strong working partnership CBH committed to deliver
£487,000 of annual savings over 3 years to the end of 2023/24. CBH have already delivered
£309,000 of these savings and the final £178,000 of savings have been included as part the
ALMO management fee in these 2023/24 budget proposals. This final tranche of savings
has been achieved through staff changes and operating efficiencies.

5.10.  Value for Money

5.10.1. Demonstrating excellent customer services at the right cost is crucial and ensures that the
Council and CBH are delivering value for money (VFM); it is about understanding the need
to spend and managing that effectively to maintain strong core services and continue to
achieve positive change and outcomes for our customers. This ensures that the rent that is
paid into the Housing Revenue Account (HRA) delivers high quality services whilst
maintaining and improving existing homes and building more affordable homes.

5.10.2. Performance, satisfaction and costs are benchmarked against other housing providers in
the sector with a target of first and second quartile performance and satisfaction whilst
targeting costs at a median sector level.

5.10.3. CBH continues to look for ways of making services cost efficient and opportunities for
additional income to increase the capacity of the HRA for investment and maintain long term
financial viability.

5.11.  2022/23 HRA Revised Forecast (Appendix 2)

5.11.1. The forecast revenue position after the first 9 months of 2022/23 shows a negative
variance of £691,000 from budget, reducing the operating surplus for the year from
£1,042,400 to £351,400. Significant variations (greater than £50,000) have been identified in
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budget monitoring reports and are shown below.

Budget Heading Additional
Cost (-)/

Income (+)
£

General & Special Management — impact of higher than budgeted pay (162,600)
award and higher energy costs

Repairs and Maintenance - increased expenditure due to continuing (196,300)
high demand and inflationary pressures on materials, labour and sub-
contract works, as well as supply issues with certain material products

Provision for Bad Debts — collection performance remains high 82,000
reducing debt write off

Depreciation of Dwellings — reflects higher stock numbers and inflation (79,600)
on components and property valuations

Interest Payable — reduction in borrowing arising from delays to capital 113,100
programme

Dwelling Rents — fewer acquisitions in the current year than budgeted (56,300)
Reduction in Non-Dwelling Rents — commercial properties (293,100)
appropriated to General Fund April 2022

Other net variations (lower than £50,000) (98,200)
Decrease in Operating Surplus (compared to Original Budget) (691,000)

5.11.2. The HRA capital programme shows a marginal reduction in forecast spend on existing
homes, down by £359,200 to £11.0m on the original budget. The new build programme is
anticipated to reduce by £11m to £6m. The economic outlook continues to be uncertain and
identified opportunities have been delayed due to planning issues and material and labour
shortages experienced by developers. Market purchases are also lower than planned due to
current market conditions. The pipeline remains strong but timings of the programme will be
dependent on market conditions.

5.12.  2023/24 HRA Budget Proposals (Appendix 2)

5.12.1. The budget proposals for the HRA Operating Account are set out in Appendix 2. The
budget is set in comparison with the forecast for 2022/23 and budget 2022/23 figures.

5.12.2. This shows a decreased net operating surplus due to inflationary pressures, additional
compliance costs, higher interest payable and the Government rent cap. The net operating
surplus is projected to increase in future years as new homes are added to the HRA
housing stock.

5.12.3. All rents are proposed to increase by 7% in April 2023 following the announcement of the
CPI for September 2022 at 10.1% and subsequent cap introduced by the Government.

5.12.4. Social and Affordable rents are proposed to be capped at the Local Housing Allowance
(frozen by Government for 2023/24) meaning 29 homes will not have the full 7% rental
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increase. Rent for sheltered homes will also be capped at 7% although under Government
rent guidance it would have been possible to include a CPI + 1% rental increase. Shared
Ownership homes rent, which is governed under separate shared ownership leases, could
be increased by RPI+ 0.5% however it is proposed that the increase is limited to 7% for
2023/24 for the HRA’s 8 Shared Ownership homes. The Council believes it is appropriate to
maintain a fair and equal rental increase across all HRA homes for 2023/24.

5.12.5. The rent estimates assume a 1% void rate and 20 RTB sales annually and also reflect

additional income from newly built homes and acquired homes.

5.12.6. There are significant inflationary pressures on service costs which are recharged to

tenants (eligible for benefit support) and leaseholders. Estimates of service charge
increases for 2023/24 are:

Additional 12% for HRA grounds maintenance work undertaken by Ubico (average charge
increasing by 23p to £2.15 per week).

Uplift of 13.5% on cleaning charges for the communal areas in blocks of flats (average
charge increasing by 31p to £2.63 per week).

Communal lighting to be raised by an estimated 150%, reflecting the end of a three-year
fixed price contract and the significant rise in electricity prices (average charge increasing
by £1.16 to £1.93 per week). The procurement of a new contract will complete before the
end of March and the actual increase may vary from this estimate.

5.12.7. In sheltered schemes heated by a communal boiler, gas charges are to be increased by

200%, rising on average by £16 per week. This reflects the massive increase in gas prices
over the last 9 months. Recognising the impact of this change on 162 properties, CBH
propose to offer additional support to those tenants, endeavouring to ensure all relevant
benefits and grants are being claimed and received. These include the higher winter fuel
allowance (+£300 2023/24), energy bill discount (£400 to March 2023), cost of living
allowance where eligible (£900 for 2023/24) and warm homes discount (E150 p.a.).

5.12.8. Garage rents are proposed to be increased by 7% from April 2023 in line with the

proposed increase in housing rents.

5.12.9. Expenditure budgets reflect:

An estimated pay award in 2023/24 of 5%

An increase in the ALMO management fee of 5.8% which reflects provision for a pay
award, increase in pension contributions, additional resource to meet new regulatory
compliance requirements and inflation on other non-staff costs, offset by savings under
the CBC/CBH Stronger Working Partnership Programme

Inflationary increase of 9% on repairs and maintenance costs which reflects provision for
a pay award, increase in pension contributions and higher inflationary increases on
building and maintenance costs reflecting current price pressures in the construction
sector

Shared service cost increases at 5% per annum
Interest rates on new borrowing at 3.65% per annum

Assumption that Homes England funding continues at existing levels and shared
ownership costs do not change substantially
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5.12.10. Significant changes to the HRA operating account (greater than £50,000) in
2023/24 as compared to the revised forecast for 2022/23 are itemised in the table below.

Budget Heading Additional
Cost (-)/

Income (+)
£

(643,100)

General and Special Management — increase due to pay award and
inflation on non-staff costs in particular energy costs

ALMO Management Fee — increase arising primarily from anticipated (367,500)
pay award, inflation and pension contributions partly offset by savings
identified through the CBC/CBH Stronger Working Partnership

Repairs & Maintenance — continuing high demand and inflationary (431,900)
pressures

Interest Payable- significant increase in interest rates and additional (479,900)
borrowing to finance the capital programme

Depreciation of Dwellings — reflects increase in stock numbers and (275,200)
inflation on component costs

Rent Income — rent increase (7%) and supply of new homes 1,577,900
Service Charge income — reflects impact of inflation on service costs in 371,100
particular energy costs

Other net variations (lower than £50,000) 41,000
Decrease in Operating Surplus (compared to 2022/23 forecast) (207,600)

5.13. HRA Capital Programme 2023/24 (appendices 3&4)

5.13.1. The capital programme for 2023/24 continues to show significant investment in both
existing homes and the acquisition and development of additional homes. Total spend is
forecastto increase to £34.8m.

5.13.2. The proposed funding of this ambitious programme is set out at Appendix 3 and includes
a combination of borrowing, Homes England grant, Local Authority Housing Fund grant,
shared ownership sales, capital receipts and leaseholder contributions. The balance of
funding sources may vary depending on availability and prevailing interest rates.

6. Funding and Financial Viability

6.1. As noted above the impact of inflation, the rent cap, interest rates and compliance changes
have had a substantial impact on the capacity of the HRA over the medium to long term. It is
still important to invest in existing and new homes and the customer focused services which
are essential for the support of our communities in this most challenging of times.

6.2. The significant level of capital investment proposed within this report will be financed by a
combination of borrowing, grant funding, shared ownership sales and capital receipts. In order
to deliver this investment the level of debt within the HRA will be higher at its peak and need to
be serviced and repaid over a longer period of time. This brings its own risks which need to be
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carefully managed over the short to medium term to ensure viability over the long term.
6.3. Long term assumptions, beyond the next three years, include:

e CPI at the Government target rate of 2%

e Rentincreases at CPI + 1% per annum to March 2025 then reducing to CPI + 0.5% and
then CPI thereafter (next review of Government rent policy due April 2025)

e Borrowing rates at 3% per annum over the long term
¢ A refreshed assessment of the 30-year need to spend on repairs and component
replacement

6.4. The following parameters are targeted to ensure financial viability in the longer term:

e the ability to deliver the
capital programme on
existing homes £250m

Peak Debt: £235m in 2032/33 (2022/23 model),
£175m in 2030/31 (2021/22 model)

e the HRAis able torepay )4,
debt over the long term
with debt in year 30 less ~ £150m
than half of peak debt

£100m
e HRATreserves do not fall
below a contingency £50m
level em

e thereissufficientand = @ Q00 Cn®gSnNnTIuSnRaoSNnSNeneOg
growing interest cover

HRA CFR 2022/23 = e = Half of Peak Debt 2022/23
HRA CFR 2021/22 Half of Peak Debt 2021/22

6.5. The current projections show that the second parameter relating to the repayment of debt will
not be met during the plan period under current assumptions due to the financial pressures on
the HRA. Itis proposed that this is accepted in order to allow for the continued investment in
essential services and new homes as set out in this proposed budget. Careful monitoring will
be necessary to ensure that the scale and pace of delivery does not risk long term viability and
terminal debt reduces to 50% of peak debt over the medium term.

7. Consultation process

7.1. The 2023/24 budget proposals have been endorsed by the CBH Board. No other comments
have been received.

8. Key risks

8.1. There remains a number of areas of uncertainty and risk within the longer-term projections for
the HRA including the level and nature of Government funding for the net zero carbon
programme for existing homes, timings for delivery of new homes, inflationary and supply
pressures, and Governmentrent and other policy positions. These will continue to be
monitored and modelled as further information becomes available.

8.2. A key deliverable of the 5-year business plan is new build and delivering this on time and
within viability parameters without significant increases in costs will strengthen the HRA going
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forwards.

Report author:

Stafford Cruse, Head of Finance and IT, Cheltenham Borough Homes

stafford.cruse@cbh.org

Appendices:

I. Risk Assessment

i. HRA Operating Account

. Major Repairs Reserve and HRA Capital Programme (summary)
iv. HRA Capital Programme (detail)

V. CBH —who we are, what we do, why we do it
Vi. CBH performance and satisfaction targets for 2023/24
Vii. Forecast procurement programme for the HRA for 2023/24 (fully exempt — paragraph 3,

schedule 12A, 1972 Local Government Act)
Background information:

1. CBC Corporate Plan
2. HRA5-year Business Plan
3. HRA 30-year Financial Model
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Appendix 1: Risk Assessment

Risk ref | Risk description Risk Impact Likelihood Initial raw Risk Controls / Mitigating Control / Deadline for
owner score score risk score response actions Action owner controls/
actions
(1-5) (1-5) 1 - 25)
1.01 If the external policy Paul 4 3 12 Reduce the Policy changes are CBH through Mar 2024
environment remains Jones risk monitored closely and management
volatile this may impact the impacts agreement
the economic operating understood and
environment and future mitigated where there
funding of the HRA is a significant impact
on the HRA (such as
the recent rent cap). A
30-year financial plan
is maintained, updated
and stress tested g-?
regularly to ensure the «Q
HRA is financially ®
viable overthe long 5
term
1.02 If cost inflation is higher Paul 4 3 12 Reduce the A 30-year financial CBH through Mar 2024
than forecast without an Jones risk plan is maintained, management
increase in income, rent updated and stress agreement
cap extends beyond one tested regularly to
year orinterest rates are ensure the HRA is
higher this will add financially viable over
additional financial the long term.
pressure to the HRA and Mitigating actions are
reduce investment considered against
capacity these scenarios and a
number of these
actions have been built
into the new five-year
HRA business plan.
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Risk ref

Risk description

Risk
owner

Impact
score

(1-5)

Likelihood
score

(1-5)

Initial raw
risk score

@ - 25)

Risk
response

Controls / Mitigating
actions

Control /
Action owner

Deadline for
controls/
actions

Monitoring of the
operating and
regulatory environment
is crucial to ensure
mitigating actions are
taken where possible
on atimely basis.

1.03

If material and labour
price increases and
resource constraints
continue in the medium
term this may cause
further financial restraints

Paul
Jones

16

Reduce the
risk

The current volatility in
the construction sector
will continue to be
monitored carefully.
Long term supply
agreements are in
place orwill be putin
place for new
programmes through
competitive
procurement to reduce
the risk of labour and
material shortages.
Sufficient internal
resource will be
maintained to reduce
the impact of
subcontractor price
volatility. A 30-year
financial plan is
maintained, updated
and stress tested
regularly to ensure the
HRA is financially

CBH through
management
agreement

Mar 2024

6T obed
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Risk ref | Risk description Risk Impact Likelihood Initial raw Risk Controls / Mitigating Control / Deadline for
owner score score risk score response actions Action owner controls/
actions
(1-5) (1-5) 1 - 25)
viable overthe long
term. The pace and
scale of future
investment will be
managed carefully to
protect existing
services and support
fortenants.
1.04 If welfare reforms, Paul 3 2 6 Reduce the The HRA budget CBH through Mar 2024
including changes to UC Jones risk includes specific management
rates, or the cost-of-living resources to control agreement
crisis have a greater rent arrears and Y
impact on tenants than support tenants (;%J
anticipated and planned through transition to @
for, it may increase the Universal Credit and )
o
level of arrears forthe support tenants from
HRA and impact on the cost-of-living crisis.
vulnerable families This has been
successfulin
mitigating the impact
so far.
1.05 If void rent loss is higher Paul 3 2 6 Reduce the Demand forsocial CBH through Mar 2024
than estimated, it will Jones risk housing remains high management
impact on assumed rent and is anticipated to agreement
income in the HRA increase in the
medium term, with a
significant waiting list
and short re-let times.
Quality of homes
needs to be
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Risk ref | Risk description Risk Impact Likelihood Initial raw Risk Controls / Mitigating Control / Deadline for
owner score score risk score response actions Action owner controls/
actions
(1-5) (1-5) 1 - 25)
maintained and
changes in void levels
monitored.
1.06 If there are insufficient Paul 4 3 12 Reduce the Robust stock condition | CBH through Mar 2024
resources to deliver Jones risk data and compliance management
planned maintenance to data is maintained agreement
existing homes or meet informing future capital
additional compliance spend and compliance
requirements, then homes requirements.
may become non decent Procurement best
or there may be an practice is followed
increase in void loss with continuing Y
contract management. «%’
A 30-year financial @
plan is maintained, N
updated and stress =
tested regularly to
ensure the HRA is
financially viable over
the long term
1.07 If the demand for reactive | Paul 3 2 6 Reduce the The planned CBH through Mar 2024
repairs increases, there Jones risk maintenance management
may be insufficient budget programme for existing | agreement
to meet demand homes is delivered
each year. A 30-year
financial plan is
maintained, updated
and stress tested
regularly to ensure the
HRA is financially
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Risk ref

Risk description

Risk
owner

Impact
score

(1-5)

Likelihood
score

(1-5)

Initial raw
risk score

@ - 25)

Risk
response

Controls / Mitigating
actions

Control /
Action owner

Deadline for
controls/
actions

viable overthe long
term. Major peril to the
stock is fire which is
covered by appropriate
insurance.

1.08

If the Net Zero Carbon
programme is not
carefully planned and
delivered and not
sufficiently funded by
Government, there may
be insufficient resources
to deliver existing
maintenance programmes
and services

Paul
Jones

12

Reduce the
risk

Resources have been
set aside to conduct
retrofit activities over
the next 3 years. This
will be followed by
further funding bids
and retrofit
programmes. The
target for new build
land owned by the
HRA is to deliver net
zero carbon homes.
Progress in the sector
and funding proposals
by Government will be
carefully monitored. A
30-year financial plan
is maintained, updated
and stress tested
regularly to ensure the
HRA is financially
viable overthe long
term

CBC/CBH
through
partnership
working

Mar 2024

2¢ obed

1.09

If there are insufficient
new supply opportunities

Paul
Jones

Reduce the
risk

Internal resources
have been expanded

CBC/CBH via
Strategic

Mar 2024
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Risk ref | Risk description Risk Impact Likelihood Initial raw Risk Controls / Mitigating Control / Deadline for
owner score score risk score response actions Action owner controls/
actions
(1-5) (1-5) 1 - 25)
(land/acquisitions) or to identify and deliver Housing
resources (including on new supply Delivery
funding such as grants opportunities. Close Group, Council
and borrowing) the partnership working Member
ambitious targets for net between and CBC and | Working
new supply will not be CBH and also with Group
achieved Homes England is
maintained. A 30-year
financial plan is
maintained, updated
and stress tested
regularly to ensure the
HRA is financially Y
. jab
viable overthe long (e)
term @
N
1.10 If the capital receipts held | Paul 3 1 3 Reduce the The acquisition CBC/CBH Mar 2024 W
from RTB sales under the | Jones risk programme is through
retention agreement with continuing at a level partnership
DLUHC are not used which is adequate to working
within 5 years of receipt, use receipts before
they are repayable with they would be
interest to the repayable. This
Government position is regularly
monitored.
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Appendix 2
2022/23 2023/24 2024/25 2025/26
Original Forecast Estimate Projections
£ £ £ £ £
EXPENDITURE
General & Special Management 2,623,500 2,786,100 3,429,200 3,280,300 3,352,700
ALMO Management Fee 5,591,000 5,633,000 5,958,500 6,077,700 6,199,300
Rents, Rates, Taxes and Other Charges 89,600 120,000 130,300 130,300 130,300
Repairs & Maintenance 4,808,800 5,005,100 5,437,000 5,740,700 5,903,300
Provision for Bad Debts 307,000 225,000 242,000 262,000 277,000
Interest Payable 2,120,000 2,006,900 2,486,800 2,870,300 3,190,100
Depreciation of Dwellings 5,258,100 5,337,700 5,612,900 5,937,500 6,288,300
Depreciation of Other Assets 278,200 309,100 342,300 368,100 394,400
Debt Management Expenses 93,600 94,700 104,100 106,200 108,300
TOTAL 21,169,800 21,517,600 23,743,100 24,773,100 25,843,700
INCOME
Dwelling Rents 20,471,100 20,414,800 21,992,700 23,805,600 25,200,700
Non Dwelling Rents 508,000 214,900 229,900 244,400 251,600
Charges for Services and Facilities 947,300 953,600 1,324,700 1,376,100 1,398,400
Feed in Tariff from PV Installations 255,000 255,000 287,100 305,800 315,000
TOTAL 22,181,400 21,838,300 23,834,400 25,731,900 27,165,700
NET INCOME FROM SERVICES 1,011,600 320,700 91,300 958,800 1,322,000
Interest Receivable 30,800 30,700 52,500 41,300 30,000
NET OPERATING SURPLUS 1,042,400 351,400 143,800 1,000,100 1,352,000
Appropriations
Revenue Contributions to Capital -1,042,400 -1,174,400 -143,800 -1,000,100 -1,352,000
Net Increase/(Decrease) in reserves - -823,000 - - -
Revenue Reserve brought forward 1,500,000 2,323,000 1,500,000 1,500,000 1,500,000
Revenue Reserve carried forward 1,500,000 1,500,000 1,500,000 1,500,000 1,500,000
Average Social Rent:-
Increase 1st April 7.00% 6.50% 2.50%
48 wk 93.00 99.52 105.98 108.63
52 wk 85.85 91.86 97.83 100.28
Average stock 4,376 4,355 4,370 4,410
Average Affordable Rent:-
Increase 1st April 7.00% 6.50% 2.50%
48 wk 147.19 157.49 167.73 171.92
52 wk 135.87 145.38 154.83 158.70
Average stock 143 186 243 291
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Balance brought forward
Depreciation of Dwellings
Depreciation of Other Assets
Utilised to fund Capital Programme

Balance carried forward

EXPENDITURE

EXISTING STOCK

Property Improvements & Major Repairs

Adaptations for the Disabled

Other inc repurchase of S/O Dwellings

NEW BUILD & ACQUISITIONS

TOTAL
EINANCING

Capital Receipts

HRA Revenue Contribution
Leaseholder Recharges

Major Repairs Reserve

Grants & Shared Ownership Sales
Borrowing

TOTAL

Page 27 Appendix 3
MAJOR REPAIRS RESERVE
2022/23 2023/24 2024/25 2025/26
Original Forecast Estimate Projections
£ £ £ £ £
5,258,100 5,337,700 5,612,900 5,937,500 6,288,300
278,200 309,100 342,300 368,100 394,400
5,536,300 5,646,800 5,955,200 6,305,600 6,682,700
-5,536,300 -5,646,800 -5,955,200 -6,305,600 -6,682,700
HRA CAPITAL PROGRAMME
2022/23 2023/24 2024/25 2025/26
Original Forecast Estimate Projections
£ £ £ £ £
10,767,000 10,332,800 12,156,000 12,473,000 12,976,000
500,000 575,000 600,000 600,000 600,000
60,000 60,000 60,000 60,000 60,000
11,327,000 10,967,800 12,816,000 13,133,000 13,636,000
17,000,000 6,000,000 22,000,000 24,000,000 23,000,000
28,327,000 16,967,800 34,816,000 37,133,000 36,636,000
1,511,000 1,511,000 1,511,000 1,511,000 1,511,000
1,042,400 1,174,400 143,800 1,000,100 1,352,000
300,000 300,000 300,000 300,000 300,000
5,536,300 5,646,800 5,955,200 6,305,600 6,682,700
2,187,900 1,534,000 9,582,100 8,067,500 4,265,000
17,749,400 6,801,600 17,323,900 19,948,800 22,525,300
28,327,000 16,967,800 34,816,000 37,133,000 36,636,000
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PROPERTY IMPROVEMENT & MAJOR WORKS

Description of works 2022/23 2023/24 2024/25 2025/26
EXTERNAL IMPROVEMENTS 1,952,000 1,932,000 1,967,000 1,750,000
INTERNAL IMPROVEMENTS 679,000 748,000 3,969,000 4,518,000
PATHS, FENCES & WALLS 427,000 376,000 473,000 402,000

NEIGHBOURHOOD WORKS 152,500 950,000 440,000 -
ENERGY EFFICIENCY & OTHER SUSTAINABILITY MEASURES 1,410,900 2,200,000 2,000,000 2,000,000
RENEWAL OF HEATING SYSTEMS 607,000 683,000 289,000 605,000
MAJOR REFURBISHMENTS TO VOID PROPERTIES 1,081,600 1,060,000 986,000 1,013,000
WINDOWS & DOORS 1,609,000 100,000 1,000 863,000
ASBESTOS 374,000 275,000 275,000 110,000
SHELTERED ACCOMMODATION 250,000 160,000 88,000 33,000
DOOR ENTRY SCHEMES 2,000 175,000 112,000 112,000
STRUCTURAL WORKS 55,000 33,000 33,000 33,000
COMMUNAL WORKS 16,400 185,000 185,000 185,000
FIRE PROTECTION 275,000 165,000 171,000 160,000
LIFTS 237,000 281,000 - 147,000

NON TRADITIONAL HOMES (CORNISH UNIT PROPERTIES) 11,400 1,166,000 - -
GARAGE IMPROVEMENTS 25,000 28,000 28,000 28,000

WARDEN CALL UPGRADE 314,000 700,000 - -
CONCRETE REPAIRS - - 489,000 32,000

WORKS TO BUILDING FABRIC 10,000 11,000 11,000 -
FEE FOR MANAGING PROGRAMME 844,000 928,000 956,000 985,000
TOTAL BUDGET FOR EXISTING PROPERTIES 10,332,800 12,156,000 12,473,000 12,976,000

NEW BUILD & ACQUISITIONS

2022/23 2023/24 2024/25 2025/26

NEW BUILD (APPROVED) 1,665,700 2,281,000 1,825,000 -
MARKET PURCHASE 2,698,500 3,950,000 3,950,000 3,950,000

MARKET PURCHASE - LAHF - 6,000,000 - -
NEW SCHEMES 1,635,800 9,769,000 18,225,000 19,050,000
TOTAL ESTIMATE FOR NEW BUILD & ACQUISITIONS 6,000,000 22,000,000 24,000,000 23,000,000
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"2023 marks 20 years in the life of Cheltenham Borough Homes
(CBH). Over this time the organisation has evolved from a
traditional landlord, to a people-focused organisation
embedded and trusted in communities across the town. With
the support of Cheltenham Borough Council (CBC), CBH has
continued to support its customers and communities
throughout the most challenging of recent times whilst at the
same time supporting CBC's wider aspirations for the town.

We are proud of our consistent delivery of high-quality and well-received services to our
customers. Despite our past successes, we will not rest on our laurels as we endeavour to
continue growing and improving the services and support we offer. To this end, we have just
completed a thorough consultation with customers, and all other key stakeholders in order to
develop the next five year HRA Business Plan. The plan highlights the challenging environment
in which we will be working with many competing priorities for limited resources.

Looking ahead, there are economic and environmental challenges for people and organisations,
and significantly increased scrutiny and regulation placed on social housing from government
that applies to both CBH and CBC, which will require proactive work to ensure we remain
compliant. However, there are significant opportunities ahead of us, such as our focus on
supporting CBC in meetingits affordable housingand net zero carbon targets.

We have a solid foundation to support us through what continues to be volatile times and our
fantastic relationship with CBC will enable the right decisions to be made at the right time. This
will ensure challenges are overcome and opportunities taken without long-term negative
impacts on financial plans, or short-term damage to reputation all while meeting evolving
customer needs.

Understandingtenants’needs is fundamental to the continuing success of CBH. The need to
give tenants opportunities to talk to us, for us to listen, and then act on that feedback
appropriatelyis at the heart of our approach. This will ensure CBH keeps pace and evolves to
meet customer need.

We look forward to another year of working closely with CBC to ensure we continue to deliver
for our customers and ensure we play our partin building a brighter future for Cheltenham.

Steve Slater, CEO of Cheltenham Borough Homes

‘ Great ]’" Stronger Inspired 2
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Distribution of CBC-owned homes, garages and leasehold
properties

. Key:

# CBC-owned homes
Prestbury CBC-owned leaseholder homes
CBH-owned homes
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Almost 1 inevery 11 homesin
Cheltenham is managed by CBH
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WHAT WE DO

Investing in tenants, homes, and Cheltenham

We support the Council to deliver the HRA Business Plan and deliver its ambitious aims for
Cheltenham. We do this by providing enhanced services that make a positive
difference to people’slives, and providing and maintaining safe, quality, affordable
homes.

We offer benefit and money advice; help people find work and training
opportunities; operate community hubs for delivery of activities; provide social
and digital inclusion opportunities; and work closely with local schools to help
students remain in mainstream education.

We are perfectly positioned to support customers and their families with the rising costs of
living and other issues this can bring. Our people-focussed approach, strong partnership
working and drive to go above and beyond, enables people to thrive and create stronger,
sustainable communities.

We see the person not the tenancy, and our listening and acting approach puts customers
right atthe heart of what we do; ensuring their voices are heard and are shaping the
services they receive.

As a trusted and effective partner, we are supporting the council to achieve its ambitious
2030 carbon target, through improving homes, driving increased standards for new build,
and making changes to business operations; and its aims more affordable homes for the
town.

The following pages provide a snapshot of our work and outcomes for people and families
during 2021-22.

Great WF Stronger Inspired 4
Homes Communities People
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WHAT WE DO

Helping people into work, training, and education

For more than a decade, CBH's Training and Employment Service (TES) has supported
people of all ages in finding work.

We deliver a variety of virtual and in-person support to assist customers in finding work
and training opportunities, and we are proud to have developed an approach to support
young people at risk of exclusion. We also provide equipment and materials where they
are needed.

We continue to engage with the ‘Thrive’ programme and we deliver weekly back to work
clubs.

During 2021/22, we:

Helped:

L".:i" 93 |ZI 143 100%

I into work

L€ ! didn't think | would be able to get the job |
wanted, now | enjoy work and have more money
to spend. | am no longer stressed at work

CBH eustomer ,,

“ into training satisfaction achieved

\ | : Surprised our Thrive
é’. ~graduate Ollie...

o ' with a gift package to support his development and to
b - e acknowledge his enormous achievements. Ollie has
: been an apprentice with Cheltenham Flooring and

CBH since September 2019.

Thanks to the invaluable support from our local
partners we were able to provide Ollie with his own
range of work tools as he works more independently
and takes on greater work responsibilities.

Great & Stronger Inspired 5
Homes Communities People
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Delivering through strong partnership working

We're passionate about creating stronger, vibrant, and resilient communities where
families can thrive. We do this by working closely with local partners, including Cheltenham

Borough Council. During 2021/22, we have achieved the following:

Secured Over

worth of funding to support customers involved in meetings

community groups and and activities that directly influence
our services

bring people together g

i = 16
3 9 6 9 Facebook live
“ , E- sessions receiving
o'@'e" times people attended 2 78

; W  ourevents
ab wews

Maintaining high quality landlord services

We help people to maintain and stay in their homes, working with them to identify and
engage with the right support. Helping the most vulnerable households to secure a long-

term home they can sustain.

Number of people we helped access the right
support so they were no longer at risk of losing
their home and in a position where they can
sustain their tenancy

We offer free and confidential advice on

all welfare benefits and day to day money
management, including a free benefit and
budget calculation. To know that | play a key
role within the team in how people are living
and when | can see what a difference a few
changes can make to an individual or

family is so rewarding ,,

Suzanne, CBH Benefit and Money Advisor (BMA)

Great i’* Stronger Inspired
Homes Communities People
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WHAT WE DO

Making Cheltenham Net Zero Carbon by 2030

We're committed to supporting Cheltenham Borough Council’'s ambition to be carbon net
zero by 2030.1n2021/22, we spent £1.8m improving the energy efficiency of homes. We're
always looking for ways to help customers reduce fuel bills.

We secured  worth of funding as part of a pilot study to carry out
£40 deep retrofitting of two homes and further funding to
improve the energy efficiency of homes during 2022/23.

Investing in existing homes

The safety of our customers remains our top priority. We carry out thousands of
responsive repairs and planned works each year. All part of our commitment to deliver
quality homes and thriving communities.

We spent £4.7m on maintaining and repairing homes and achieved the following:

(o) We responded to We carried out
IO, 559 846

emergency repairs electrical tests to keep
emergency, urgent at night or over customers safe and
and responsive repairs the weekend secure in their homes

completed on time

Great & Stronger Inspired 7
Homes Communities People
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WHAT WE DO

Investing in new affordable homes

Great homes is what we're about. We continue to work in partnership with Cheltenham
Borough Council to enable the £180m investment in quality homes and thriving
communities, including affordable and private rent and through multiple opportunities. We
will continue to play our part in progressing new and existing schemes - continuing our
acquisition and regeneration programmes, and playing our part in the Golden Valley
Development.

On schemes controlled by the Council, new homes will be designed to be net zero carbon
buildings, helping to meet Cheltenham'’s aspirations to be net zero by 2030, and will also
consider other aspects such as biodiversity and fuel poverty.

This supports the wider housing strategy of the Council in meeting future housing needs
for Cheltenham.

Supplying more high quality homes for Cheltenham

Number of new affordable homes we built to
provide families with more opportunities to
find their homes through social rent and
shared ownership

homes acquired on the open market,
making good use of the money received from
properties sold under the right to buy scheme

Part of the £180m investment in

Worked in partnership with Cheltenham Cheltenham’s future made by
Borough Council to provide Cheltenham Borough Council and
delivered by Cheltenham Borough
newly_ refurbished hom.es Homes, to increase the supply
for private rent to provide of new and affordable housing
people with more choice in throughout the town
finding a home that is high

quality where they can feel
happy and safe and secure

‘ Great T" Stronge Inspired ]
Homes I Communities People
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WHAT WE DO

Listening and Acting

We work hard to provide the support our customers and their families need, and we're
committed to listening and acting on feedback. We had 1,016 responses to our quarterly
customer surveys during 2021/22.This is what we were told:

84% 76% 90%

of people said they are satisfied with the repairs and of people thought their rent

happy overall with CBH maintenance service was value for money

of people feel safe and of people found it easy to of people are happy with the
secure in their home get hold of the right person quality of their home

CBH customers are at the heart of everything we do, and we are always looking ahead to
make sure we continue to provide excellent services. Surveys and feedback groups help us
to scrutinise and challenge ourselves and are a big part of our tenant engagement

strategy.

Demonstrating excellent customer services at the right cost is crucial and ensures CBH is
delivering value for money (VFM). We manage spend effectively to maintain strong core
services and achieve positive outcomes for customers.

...thank you for not giving up on me. You didn’t give up on
me when | turned you away.... The help to identify benefit
issues, applying for help to support my rent shortfall and my
new cooker is all amazing. | haven't had a cooker for over
two years. | am so grateful. | made myself boiled potatoes,
sausages, and garlic bread. | know you might laugh, I'm
clearly not a chef but it was delicious! - Thank you

g=] PR Y ,,

Great T‘i Stronger Inspired 9
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WHAT WE DO

Providing value for money (VFM)

We set clear budgets and targets every year and monitor closely how we are doing to make
sure we spend money in the best way to maximise the delivery of the services valued by
our customers. Ensuring our services are value for money is important to us and so we
regularly assess our satisfaction, performance, and costs with a comparable peer group in
the housing sector.

The following indicators are sourced directly from a tried and tested benchmarking model
developed by an external third party and widely used in the sector. The infographics show
which quartile we are in, in the top right corner (1 = top 25%, 2 = top 50%, and so on), and
our current performance - the ” shows the average for our peer group.

Satisfaction levels are strong during challenging times, suggesting that our services and
how we operate are meeting the needs of our customers. This is a key part of our
approach; we listen and then we act on feedback wherever possible.

service provided provides value formoney and maintenance overall views are listened to and acted

84% Satisfaction with the 90% Satisfaction that rent 76%Satisfactionwithrepairs 72%Satisfactionthattheir
0;.%.

@ oo

(-0 [~ =

(2

84% 90% 76%

Operating performance is also strong, as shown by the indicators below, demonstrating
that we are delivering high quality core landlord services. Itis of note that the
management of lettings and rent and arrears during a time of increasing pressure on
tenants and CBH colleagues has remained well above sector medians. Health and Safety
has always been a priority for CBH, demonstrated by our eighth consecutive RoSPA Gold
Award for H&S Management, ensuring effective management in this critical area.

Our planned programmes of investment in existing homes allow us to meet statutory
compliance, improve energy performance and the quality of homes in ways that assist our
customers and contribute to their satisfaction/quality of life. For example, this investment
in homes has resulted in a SAP figure (an indicator of energy efficiency) that has increased
year onyear and as an average for all HRA properties is in quartile 1 for our peer group.

11.53Averag§daystakento 7”4 2.82% Currentand former ‘8 73 Average SAP rating ‘8 0.93% Void rentloss 1
complete repairs tenantarrears

Q@ o 72

_— \ o\
N N
' 11.53 , 2.82% 73 . 0.93%
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Our tenancy management team connect support rrom other CBH teams and local partners
to achieve better outcomes for customers than would otherwise be the case. Our person-
centred community-focussed approach supports CBC's aim to ensure all our communities
benefit from the investment and growth in our town to improve their quality of life.

This high level of satisfaction and performance comes from investing in supporting strong
communities and this is reflected in our costs for housing management services are
marginally higher than the peer group average. Effective neighbourhood and community
investment, with the involvement of tenants, supports local aims led by CBC and which
CBH is very well placed to help deliver.

Direct CPP of major and cyclical Ml Direct CPP of responsive repairs Direct CPP of tenancy 3
maintenance and void works management
£1947.03 £749.74 £88.36

[l .. | f..

Finance CPP ITCPP 3 HRCPP Premises CPP n
£108.78 £216.61 £58.49 £83.4
0’
[-EiE \ @ s n
.. 108.78 , 216.61 o E 58.49 ' 834

Costs per property (CPP) for major works and cyclical maintenance are higher than average
reflecting the approved level of planned investmentin existing homes and the average age
of the housing stock in the HRA which is significantly higher than our peer average. This
level of investment is set to continue and includes investment in specific carbon reduction
measures on a ‘fabric first’ approach.

Costs for responsive repair and void works are lower than average when compared with
our peers reflecting a good balance between reactive and planned works. Premises costs
are higher than average however this does not yet take account of the savings made by
CBH in office costs as part of the Stronger Working Partnership programme. Changes in IT
recharges are also expected to reduce the IT CPP in the coming year.

We believe the services we deliver on behalf of CBC are value for money. We continue to
monitor and balance the three elements of VFM whilst seeking opportunities to become
more efficient, find cost savings, and free up further resources in the HRA for investmentin
services, existing homes, and new homes.

Great Inspired 11
Homes People
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For further information about the contents of
this report please contact:

| www.cbh.org| ﬂ a m

.o ” :
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Appendix 6: CBH performance and satisfaction targets for 2023/24

HRA BUSINESS PLAN AIM: Homes

2023-24

KPI/Tenant Satisfaction Measure (TSM) Potential

Year-end target benchmark

% dwellings with a valid gas safety certificate

% satisfaction of tenants with communal areas aboutthe maintenance of 74
the areas

This is a new TSM, and the target is based on a small sample, outturn and the emerging
benchmarking environment may be volatile and take time to settle meaning targets may need
revising. The target will maintain current performance levels and aspires for quartile 1
benchmarking.

This is a new TSM, and baselines and benchmarking have yet to emerge from the sector,
however our aim will be to reach Q1 performance levels

% tenants satisfaction thatthe home iswell maintained tbc

This is a new TSM, and baselines and benchmarking have yet to emerge fromthe sector,
however our aim will be to reach Q1 performance levels

% tenants satisfaction thatthe homeis safe tbc

This is a new TSM, and the target is based on a small sample, outturn and the emerging
benchmarking environment may be volatile and take time to settle meaning targets may need
revising.

This is a new TSM, and the target is based on a small sample, outturn and the emerging
benchmarking environment may be volatile and take time to settle meaning targets may need
revising.

This lower target that seeks to improve on current outturn and aspire to top quartile

benchmarking whilst taking account of the ongoing depression of satisfaction levels across
the sector.

This has been adopted as a TSM by the Regulator of Social Housing and will be adapted to
enable reporting from April 2023 onwards. This may mean that benchmarking breakpoints
may be affected, and the target may require revising as this becomes clear.

% satisfaction with a repairin the last 12 months priorto the survey 82

% satisfaction with the time taken to complete repairinthe last 12 months 80

e obed

Overall tenant satisfaction (%) 86

% dwellings non-decentatthe end of the period 0

This KPI will be adapted to match the new TSM for reporting from April 2023 onwards. The

% of E U and R repairs completed within target 99
internal target remains set at 99% but no benchmarking comparisons are yet available.

(Emergency/Urgent/Routine)

Gas safety checks 100 This is a new TSM and baselines and benchmarking have yet to emerge from the sector.
Fire safety checks 100 This is a new TSM and baselines and benchmarking have yet to emerge from the sector.
Electrical safety checks 100 This is a new TSM and baselines and benchmarking have yet to emerge fromthe sector.
Asbestos safety checks 100 This is a new TSM and baselines and benchmarking have yet to emerge from the sector.

Water safety checks 100 This is a new TSM and baselines and benchmarking have yet to emerge from the sector.



2023-24

KPI/Tenant Satisfaction Measure (TSM)

Potential

Year-end target benchmark

Liftsafety checks 100 Q This is a new TSM and baselines and benchmarking have yet to emerge from the sector.

Average SAP rating (2009 methodology) 73.50 Q

Number of additional homes supplied 76 n/a The target includes an estimated 24 acquisitions, 21 homes under the LAHF, with the rest
being new build homes.

Average "end to end" repairstime in days 10 Q

% repairs completed on firstvisit 93 Q

HRA BUSINESS PLAN AIM: Communities

2023-24

KPI/Tenant Satisfaction Measure (TSM i
( ) Year-end target b';ﬁﬁm:g:k ;JU
()
L " — e e e
% tenants satisfied that CBH makes a positive contribution to your tbc tbc This is a new TSM, and baselines and benchmarking have yet to emerge from the sector,
neighbourhood however our aim will be to reach Q1 performance levels.. ﬁ
Average time taken to respond to initial complaintsin days 10 This has been adopted by the Regulator of Social Housing as a TSM and as a consequence

may need to be adapted to ensure compliance with methodology, however the target
remains the same although the outturn and benchmarking breakpoints may be affected by
the change. Although this target potentially positions CBH in Q2it is in line with legislative
requirements.

Stage 1 complaints per 1,000 properties 40 tbc This is now a new TSM and baselines and benchmarking have yet to emerge from the
sector. Theinternaltarget has been adjusted upwards following enhancements to the
complaints process (dissatisfaction now recorded as a complaint under the new guidelines)
and may need to be revisited as the levels are better understood.

Number of new ASB cases perthousand properties 15 This target has been revised down to match enhanced processesin the ASB team for
recording contact. The baseline output is still being assessed as is based on alimited
amount of data and therefore may be subjectto change. This is nowa TSM and both outturn
and the emerging benchmarking environment may be subjectto a degree of volatility
meaning that targets may need to be revised. Although this target potentially positions in Q2
it reflects the local levels we have come to understand and recognise.

% tenants satisfied with landlord approach to handling anti-social behaviour 73 Q This is a new TSM, and the target is based on a small sample, outturn and the emerging
benchmarking environment may be volatile and take time to settle meaning targets may need
revising.

% tenants satisfied with landlord approach to handling complaints 71 Q This is a new TSM, and the target is based on a small sample, outturn and the emerging

benchmarking environment may be volatile and take time to settle meaning targets may need
revising. The target will maintain current performance levels and aspires for quartile 1
benchmarking.




KPI/Tenant Satisfaction Measure (TSM)

them

% tenants feeling landlord treats them fairly and with respect

% closed ASB cases that were resolved

Income generated on behalf of customeryearto date
Complaints closed atstage 1 - % within agreed timescales
% of stage 1 complaints upheld (fully or partially)

% contact Centre Calls Answered within 60 seconds

% tenants finding CBH easy to deal with

% of contact centre callsanswered

Number of downsizers moved

Average time taken to relet minor void CBC properties (excluding
temporary furnished accommodation and James Donovan Court) in days

% rent lost through CBC dwellings becoming vacantexcluding temp
furnished

Income generated on behalf of Housing Options customer

Number of successful homelessness outcomes

Evictions due to rent arrears as a % of all tenancies

Currentarrears as % of rentalincome (excluding court costs)

% tenants feeling landlord keeps them informed aboutthings thatmatter to

Year-end target

84.00

100

£1m

100

80

90

85
97

20
24

0.98

£1.3m

290

0.14

2.48

2023-24

Potential

n/a

n/a

n/a

n/a

n/a

n/a

n/a

benchmark

This is a new TSM, and the target is based on a small sample, outturn and the emerging
benchmarking environment may be volatile and take time to settle meaning targets may need
revising.

This is a new TSM, and the target is based on a small sample, outturn and the emerging
benchmarking environment may be volatile and take time to settle meaning targets may need
revising.

This targetis aligned with current performance levels and quartile 1 benchmarking.

Gy obed

Theincreased target reflects the need to strike a better balance. Relaxing letting times,
whilst maintaining top quartile benchmarking comparisons, means improving responsive
repairs and the quality and cleanliness of the homes let.

Theincreased targetis based on expected numbers at currentyear end and rise in homeless
applications. Looking ahead there will be increased opportunities to achieve successful
outcomes, and enhancements to the housing options team. It is a challenging but obtainable
target, however, much is dependent on funding and other external social, economic factors,
and these could significantly change.

Up to 0.14 from 0% in actual numbers means approximately 6 evictions for rentarrears. In
an increasingly difficult rent collection environment, it is felt that although the priority is
always to keep people in their homes by being proactive and supportive the number of
evictions are likely toincrease.

Although this target suggests that CBH may be positioned in Q2it is felt that it is an honest
and transparent calculation and takes account of the difficult operating environment. .




2023-24

KPI/Tenant Satisfaction Measure (TSM) Potential

Year-end target o

CBC Rent collected from currentand former tenants as % rent due (excl The target has increased to reflect enhancements now possible in the calculation of the
arrears broughtforward) outturn meaning it is more accurate and as a consequence slightly higher. Thisis a
complicated KPI with many moving parts and although this target suggests that CBH may be
positioned in Q2it is felt that it is an honest and transparent calculation and takes account of
the difficult operating environment. .

HRA BUSINESS PLAN AIM: Change

0 /
P ena d a O ea e ote
Pote a
ear-enda targe
oe a
% tenants satisfied CBH listensto theirviews and acts upon them 75.00 Q This is now a TSM, and the new surveys being carried out by providers may resultina '-U
volatile benchmarking environment as results settle, meaning targets may need revising. Q
Average number of working days lost to total sickness 7 Q %
Leavers as % of average number of employees since start of the year 12 Q g
Engaged Colleagues Score Best Companies 659.5 n/a This is the breakpoint for 1 Star accreditation.
% of tenancies ending in less than 12 months 5 n/a
Number of training & employment customers sourced employmentor 150.00 Q
training
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