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 In respect of Riverside Scotland, work 

was continuing to attempt to secure internal approval to deliver a programme of 284 
new homes funded by the current business plan. 
 
In respect of OHG development activity four schemes were highlighted under 
uncommitted schemes pipeline, whilst wo schemes were identified under existing 
assets identified for development. The Committee noted the development KPI’s and 
noted the progress made against specified targets. 
 
Members received an update on progress with current estate regeneration projects. 

 
 
 
 
 
 
 
 
 
 
 

 Work remained ongoing to refine 
the disposal programme for next financial year, which was anticipated to be 
significant. 
 
With regard to OHG sales and marketing performance  

 
  It was expected that the target at the 

end of February 2022 would be exceeded and there was an opportunity to make a 
strong start towards 2022/23 sales and marketing objectives.  Work was continuing 
in reducing stock numbers.   
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Repairs and Maintenance Programmes 
The Board approved the capital investment programme and associated planned 
works and responsive repairs and maintenance expenditure for 2022/23. 
 
Fire Safety – Stay Put Policy 
The Board agreed that the flat doors of properties owned by the Association within 
all communal blocks in Dumfries and Caley House should be upgraded to the latest  
 
Fire Safety standards during 2022/23. 
The Board then approved a Stay Put fire safety policy across all communal blocks 
from 1st May 2022, excluding Caley House in Kilwinning which is a mixed tenure 
complex.  It was noted that a Fire Evacuation Policy would remain in place for this 
particular communal block. 
 
Anti-Money Laundering Policy 
The Board adopted Group’s Anti-Money Laundering Policy. 
 
Whistleblowing Policy 
The Board adopted Group’s Whistleblowing Policy. 
 
NHF Code of Governance 
The Board noted the results of Riverside Scotland’s compliance assessment against 
the National Housing Federation’s Code of Governance 2020 and that the 
exceptions identified would be reported in Group’s Financial Statements for 
2021/22. 
 
The Board adopted Group’s Governance Framework with exceptions in relation to 
Board tenure and composition and also adopted Group’s Executive Board Member 
Policy and Board Disputes and Grievance Policy. 
 
Subsidiary Appointment 
The approved the appointment of Diana MacLean as a Director and Company 
Secretary of Thistle Housing Services Limited.  
 
 

Operational Performance Report 
The Board noted a further decline in customer satisfaction 
relating to complaints handling, call waiting times and the 
repairs and maintenance contractor performance.  It was 
hoped that the commencement of the new repairs and 
maintenance contractor in April and the planned customer 
engagement events would drive an increase in 
performance. The Board noted the new Customer 
Satisfaction Improvement Plan 2022/23 and proposed 
reporting arrangements. 
 
Income Management Performance Report 
The Board expressed concerns regarding the decline in 
arrears levels  

 whilst also noting the 
difficult times that customers were facing which meant that 
more customers were in arrears for the first time.  The Board 
suggested that early interaction at a local level was required 
as a preventative measure.  The Board requested that an 
improvement action plan be developed for consideration 
and for them to monitor. 
 
Financial Performance Report 
The Board noted an underspend in programmed repairs 
was expected by year end due to staff and material 
shortages and refused access for works.  All covenants 
were fully compliant. The key risks were being monitored 
closely in order to mitigate where required. 
 
MD Report 
The Board noted that Fiona Fox had resigned from the 
Board, a letter had been issued to all tenants regarding the 
recent error in the rent increase letters, and a recent 
colleague away-day had been held with the organisational 
values and my riverside way every day being key features 
of this event. 
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The Committee also reviewed the Home Ownership Improvement Plan identifying 
links to Customer Insight to reflect other areas for improvement that were expected 
to increase customer satisfaction. The Committee requested further information on 
Home Ownership and the new Shared Ownership Scheme and that the Improvement 
Plan include explicit links to Repairs and Maintenance. Update reports to the 
Committee on both the Customer Satisfaction and Home Ownership Improvement 
Plans were requested 3 times a year. It was agreed that members would have the 
opportunity to feed into the terms of reference for the forthcoming customer 
experience audit. 
 
The Committee reviewed the Social Housing Risk Register, noting this had been 
subject to a robust review in line with revised business assurance guidelines, with all 
sub-risks now scored against the inherent likelihood and impact for each with the 
scores shown with the appropriate RAG status, with this being cited as a great 
example of how the risk map had changed.   
 
The Committee reviewed the Group Audit Committee Internal Audit Highlights and 
summary of the meeting held on 24 March 2022 and highlighted, in particular, there 
were no overdue grade 1 issues, the Audit Plan for 2022/23 included a customer 
experience audit and that the forward plan would be submitted to the next CEC 
meeting.  
 
The Committee received assurance from the Income Collection Improvement report 
and noted that whilst performance had only marginally improved, there was an 
ongoing action plan which would underpin improvement to service delivery and 
stabilise and increase collection rates over time. Several improvements have been 
delivered, including the number of vacancies having reduced from 25 to 7 over the 
last 6 months, the production of a semi-automated arrears letter and over 10.6k text 
messages sent to customers in arrears. 
 
The Committee reviewed the Income Collection Policy and approved the revised 
policy and approach to encourage new customers to pay their rent in advance. The 
Committee requested an Action Plan be submitted to a future meeting  

 
 
 

October 2022. The Committee requested a report to the 
September meeting and an interim progress update at the 
next CEC meeting.  
  
The Committee reviewed KPI dashboards and Financial 
Performance reports and requested March Asset Services 
Compliance performance, including the position in relation 
overdue high-risk actions and further information to enable 
greater understanding of the risks associated with overdue 
high risk actions, be circulated to members following the 
meeting. 
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 The Committee 
reiterated the importance of reference to consultation with customers/RCVE to be set 
out in all reports to the CEC.  
 
The Committee received a comprehensive spotlight presentation on Repairs, 
including a report on the performance of the responsive repairs service delivered to 
social housing customers between April 2021 and March 2022. The performance 
report highlighted the operating environment and external impacts affecting service 
delivery, static performance across most indicators with marginal increases or 
decreases against the previous year reflecting a return to normal service levels and 
the key area of concern being the time taken to complete a repair as the cause of 
increased dissatisfaction for customers and driving increases in calls to CSC and 
complaints. The spotlight presentation highlighted data quality issues impacting on 
customer experience and the three key projects to address centred around the job 
management system, abandoned jobs and the linking of jobs.  The Committee also 
noted changes to the Responsive Repairs Policy, including the updated response to 
dealing with damp and mould and the six key improvement themes identified through 
Customer Journey Mapping feedback to improve the Repairs journey. The 
Committee welcomed the excellent presentation and requested a proposal for the 
monitoring of the Repairs Improvement Plan through appropriate KPIs and reporting 
be submitted to the next CEC meeting. 

 

 




