
 

TRGL BOARD MEETING                                                                         ITEM: 3.2 

 
 
Meeting Minutes 
 
 

Board/Committee: The Riverside Group Ltd Board (the “Board”) 
 

Date and time: 9am 12 May 2022 
 

Location: Hunday Manor, Winscales, Workington, Cumbria, CA14 4JF 

Present: • Terrie Alafat (TA) Chair 

 • Pauline Davis (PD) Vice Chair  

 • Caroline Corby (CC) Vice Chair 

 • Goi Ashmore (GA) Board Member (part of the meeting via 
Teams) 

 • Stewart 
Davenport 

(SD) Board Member (via Teams) 

 • Ingrid Fife (IF) Board Member  

 • Olwen Lintott (OL) Board Member  

 • Erfana Mahmood (EM) Board Member 

 • Sandy Murray  (SM) Board Member (via Teams) 

 • Rommel Pereira (RP) Board Member 

 • Sam Scott (SS) Board Member (via Teams) 

 • Carol Matthews (CMM) Co-opted Board Member 

    

In attendance: • Paula Simpson (PS) Tenant Observer (via Teams) 

 • Tony Blows (TB) Chief Information Officer 

 • John Glenton (JG) Executive Director Care and Support 
Services 

 • Richard Hill (RH) CEO of One Housing Group 

 • Cris McGuinness (CAM) Chief Financial Officer 

 • Patrick New (PN) Executive Director Customer Service 

 • Hugh Owen (HO) Director of Strategy and Public Affairs 

 • Sara Shanab (SSh) Director of Governance and General 
Counsel 

 • Chyrel Brown (CB) Chief Operating Officer One Housing 
Group (Observing) 

 • Helen Rees (HER) Senior Governance Officer (Secretary) 

 • Jayne Furber (JF) EA to Group Chair and Chief Executive 
(Observing) 

    

Apologies: • Ian Gregg (IG) Executive Director Asset Services 

 
  









Min Agenda Item Action 
Ref: 

new Corporate Plan and ensure the strategy took full account of One Housing 
Group. 

• The Board expressed their thanks to everyone involved in developing the
strategy and for particular thanks to be passed on to Andy Douglas.

79/22 Business Plan (Item 2.6) CONF. 

• The Board received the Business Plan setting out the recommended thirty­
year Business Plan for TRGL, noting TRGL was a complex organisation with
many moving parts, and as with any business, the Business Plan had been
based on a set of assumptions at a fixed point in time and that this report
identified the current position as at 5 May 2022. That said, the plan was built

on a prudent basis and covenants were met throughout the plan .

• 

• CAM advised that whilst two of TRGL Golden Rules required changing as a 

result of the Group now having different challenges, neither was covenant 
backed at TRGL level. Operating margin was 18% for Years 1 to 3, reverting 
back to 20% in year 4, and a one-year adjustment for EBITDA MRI to 80% for 
Year 1, reverting to 110% in Year 2 onwards. The Board noted the 

commitment to driving the business back to the original Golden Rules as soon 
as possible. The Board raised concern as to whether the risk of falling below 
Golden Rules would have an impact on the Strategic Partnership with Homes 
England and were assured that focus for the Strategic Partnership would be 
on delivery of new homes. The Board requested regular reporting back to 
Board on the rebuilding of EBITDA-MRI and SH-EBITDA-MRI. 

• 

• The Board noted the plan contained the pledges from Gate 4, back-office 
savings of £7.Sm, additional expenditure included £2.Sm for tenancy 
sustainment customer initiatives per annum, £3m per annum (for three years) 
for damp and mould cases and an additional £500m for the sustainability 
agenda and the journey to net zero carbon. 

• In terms of stress testing, the plan was less resilient in the earlier years, and
stronger in the later years, however, covenant backed golden rules were not
broken.

• The Board noted the early warning indicators that enabled early sight of
issues would be provided to every meeting as part of the financial
performance reporting, and that these included regular monitoring of interest
rates, the strength of sterling, employment levels and cost movements.

CAM 
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• The scale of funding required to deliver the plan was nearly £1 bn over the
next three years.

• CAM shared an error in Appendix 8 - Mitigation Tiers and CAM undertook to
amend. The issue did not impact the conclusion or assurance of the report.

• Following due and careful consideration, the Board:

o NOTED the range of single and multi-variant stress testing and
considered the long term, cyclical nature of economic factors that
impacted on the business as well as internal business risks. Members
were comfortable that the mitigations identified sufficiently alleviated the
impacts of stress testing.

o APPROVED the proposed delegation of approval to CEO and CFO for
any immaterial changes arising from the Financial Forecast Return
(FFR) sign off process.

o APPROVED the proposed short-term changes to the EBITDA-MRI and
Operating Margin Golden Rules; and

o APPROVED the revised Budget for 2022/23 as set out in Section Two
of the report and APPROVED the Group Business Plan.

80/22 Annual Treasury Matters Update (Item 2.7) 

• The Board received and considered the Annual Treasury Matters Update and
noted that the annual review of the Group Treasury Policy, the Group
Investment Policy and the Treasury Strategy had been undertaken by the
Director of Treasury and Corporate Finance, along with an independent
review undertaken by Centrus Treasury Advisers as appropriate and had
been discussed at length by the Group Treasury Committee (GTC) at their
meeting on 3 May 2022.

• It was noted that there were no significant changes to the Group Investment
Policy, however, a policy exception from the policy for OHG was being
requested in the short term due to ongoing work to ensure OHG complied with
the existing TRGL investment policy. The intention was to review the OHG
policy and then, in time, move to a single Group investment policy .

• 

• 

CAM 
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• It was noted the Treasury Strategy was based on the Gate 4 Business Plan
but would be updated to reflect the latest Business Plan approved by Board.
It was noted this was unlikely to change the Treasury Strategy materially but
that it would be reviewed by GTC and only return to Board for any material
changes. The Board noted they would continue to receive Quarterly Treasury
Updates and that there would, in due course be a Board Masterclass session
on Treasury.

• Following due and careful consideration, the Board:

o APPROVED the Group Investment Policy for the current financial year

o APPROVED the Policy exception to remove OHGL (and its direct and

indirect subsidiaries) from falling under the Group Investment Policy for
the year ended 31 March 2023

o APPROVED an action to create an OHGL Investment Policy for the
financial year ending 31 March 2023, to be reviewed and approved by
the Board by 31 October 2022

o APPROVED the Group Treasury Policy for the current financial year

o APPROVED the Annual Treasury Strategy

o DELEGATED AUTHORITY to the Group Treasury Committee for the
review and approval of any subsequent Treasury Strategy drafted for

the financial year ending 31 March 2023, provided that such Strategy
did not include any material deviation from that presented and approved
today

o NOTED the Treasury Plan on a Page for 2022/23; and

o NOTED the results and achievements of the Treasury Team with
regards to the Treasury Plan on a Page for the year ended 31 March
2022.

81/22 Quarterly Treasury Report ("QTR"} for the quarter ended 31 March 2022 (Item 

2.8) 

• The Board NOTED the Quarterly Treasury Review for the quarter ended 31 
March 2022 as shared with the Group Treasury Committee.

• The Board noted good progress had been made with integrating the two 
Treasury teams, with the Director, Heads of and Manager roles successfully 
filled.

• All TRGL covenants were compliant at year end and all required carve outs 

within OHGL were achieved.

CAM 
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82/22 Annual review of Tax Strategy (incorporating Statement of Tax Policy) (Item 2.9) 

• The Board received the annual review of the Tax Strategy and Policy, noting
that Executive Directors had approved and were happy to recommend to the
Board and minor changes had been made for roles and the addition of OHG.

• Following due and careful consideration the Board APPROVED the Tax
Strategy (incorporating the Tax Policy to be shared externally) for the year
ending 31 March 2023.

83/22 Project Storm Update (Item 2.10) CONF.

• The Board REVIEWED the Project Storm Update, including the lntaforensics
report and Action Log being managed through the Information Governance
Group (IGG).

• The Board was pleased to note that the ICO had confirmed that they
considered the case closed and assuming circumstances did not change,
would be taking no further action against the Group .

• 

• The importance of lessons learnt in relation to business continuity, delivering 
change and managing risks was highlighted and the Board agreed that claims 
and grievances should be managed in line with Riverside's values. 

• The Board was pleased to note the oversight provided by the Information
Governance Task and Finish Group, and the additional support being
provided by the CIO, and highlighted that data safeguarding/security was not
just the role of IT.

• The Board noted progress against the Action Log would be scrutinised by
the GAC.

84/22 Combined Risk Register {Item 3.1} CONF

• The Board REVIEWED the Combined Risk Register report that had been
updated to incorporate feedback from Group Board and Group Audit
Committee in March and re-validated by Executive Directors at their meeting
on 26 April.
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• The Board agreed that the mapping of the risk register to the Regulatory
Standards and Our Riverside Plan was useful.

• 

• The Board noted that the first quarter review of the risk register would be 
undertaken mid to late June and would be submitted to 14 July Board 
meeting. 

85/22 Minutes of Previous Meeting {Item 3.2) 

• The minutes of the meetings held on 16 March and 17 March 2022 were
APPROVED as an accurate record.

86/22 Matters Arising from Previous Meeting (Item 3.3) 

• The updates provided on Matters Arising from previous meetings were
NOTED.

• The Board noted the provisions within the Tenants' Charter on CEO pay and
that the CEO Pay Award agreed at the last Board meeting would be disclosed
within the Annual Report and Financial Statements for the year ending 31
March 2023. The CEO salary would also be disclosed as part of the Inside
Housing Survey in the autumn.

87/22 Chairs Action and Written Resolutions {Item 3.4) 

• Decisions taken via Chair's delegated authority and Written Resolution since
the Board last met were NOTED.

88/22 Annual Declaration of Board and Committee Member Declarations of Interests 
("Doi"} (Item 3.5} 

• The Board NOTED the Annual Declaration of Board and Committee Member
Interests following a recent review exercise carried out by the Governance
team and that all Board and Committee members had confirmed that the
interests set out in the Register were accurate.

• SSh advised of one Board member's response that was mrssmg and
undertook to update the schedule once received, notify the Chair and upload SSh/HER 

to Convene.

• The Board also REVIEWED the Board and Committee Member Register of
Interests and NOTED the 'Doi Decision Tree' which provided guidance on
how to manage potential and actual conflicts at Board/Committee meetings.

89/22 Appointment of Sandy Murray as a Trustee of Riverside Foundation -
Remuneration {Item 3.6) 











 

 

 

 
ADDENDUM TO BOARD MINUTES 12 MAY 2022– GROUP BOARD DISCUSSIONS ON 
CUSTOMER SATISFACTION 11 MAY 2022 
 
The Board received presentations from Andrea Thorn, Director of Homes and Communities, 

Chyrel Brown, Chief Operating Officer OHG, Helen Reddington, Director of Home Ownership 

and Diana MacLean, Managing Director Riverside Scotland, and acknowledged that the 
various Customer Improvement plans outlined in the session were being overseen and 
reviewed regularly by Customer Experience Committee (CEC), Care and Support Committee 
(C&SC) and Riverside Scotland board. 

 
The Board highlighted the following main points: 

 
o How to drive the culture change necessary for improving customer service when 

some people did not want to change? Noting that focus on changing the culture 
when people were unwilling to change then became a matter of performance 
management. The need to ensure that expectations were clear and tackling 
underperformance where those expectations were not met 

o The need to tackle non-use of Salesforce, including identifying how many people 
should be using it but weren’t, and dealing with non-compliance as a matter of 
urgency 

o How to get further granular detail on which customers were dissatisfied to address 
specific concerns, rather than lump all customers together which implied that all 
customers had the same needs? CB highlighted the need to adopt a targeted 
approach driven by insight  

o Will improving customer service cost more or less? PN highlighted that by 
eliminating waste, delivering service right first time, correctly diagnosing repairs 
and issues, and directing issues/complaints to the correct person, Riverside would 
reduce the cost of service delivery whilst also improving customer satisfaction 

o It was vital to stay focused on improving customer service whilst integrating TRGL 
and OHG businesses together 

o What does the ‘happy path’ look like? ie where do we want to get to in terms of 
satisfaction. CMM highlighted that top quartile was the ambition, however, this 
would be discussed in more detail in September once further work had been done, 
to clearly articulate what good looks like for Social Housing, Riverside Scotland 
and Home Ownership 

o The Board requested better use of videos to bring to life our customer offers, just 
as OHG were doing.  

 
The Board agreed that at the September Strategy Day there should be further discussions in 
relation to: 

 
o Culture - What are the key aspects of culture change or improvement required to 

underpin the journey to high customer satisfaction? 
o An overview of what top quartile performance is in the sector across a range of 

customer service aspects, who are we mapping against in that top quartile? how 
far off them is Riverside and what improvement rate per annum might be required 
to achieve them? Is this a deliverable aspiration for the 2023/26 plan across each 
of our business streams recognising customer expectations were rising and 
therefore top quartile would also change. We need to consider what is happening 
to national customer expectations across a wider range of sectors and society, how 
are they changing/shifting and what does this mean for direction of travel for 
Riverside? 



 

 

 
o Will there be clarity by then on the TSMs which will be mandatory to measure 

ourselves upon and what else should we embrace as a key measure i.e.-ease/trust 
etc. 

 
In addition, when the Board considered their aspirations and priorities for the 2023/26 
Corporate Plan, Officers were asked to provide: 
 

o A stock take on how the improvements plans were progressing, have we returned 
to the higher results of March 21 and if not when can we anticipate we will be there?  

o Board reiterated that the priorities for customers were repairs and getting through 
on the phone and ensuring that attention was focused on addressing those areas. 

 

 

 
 

 




