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It was confirmed that the following subsidiaries had adopted the NHF Code 
of Governance 2020, One Housing Group Limited, Riverside Scotland, 
Riverside Foundation, Prospect (GB) Limited and Evolve Facility Services 
Limited. Assessments against the Code had been carried out and assurance 
was provided that each complied with those provisions which were 
applicable.  
 
Satisfied by the evidence provided of compliance against the NHF Code of 
Governance 2020, the Committee agreed to recommend to Group Board 
that Group governance arrangements remained satisfactory. 
 
The Committee considered the outcomes from annual assessment of 
TRGL’s governance required by the regulatory framework for social housing 
for financial year 2021/22. Each Regulatory Standard and provision had 
been allocated a business owner who had reported the compliance position 
and provided supporting evidence. Workshops had been held with each 
business owner to discuss in depth their compliance statement and test the 
supporting evidence. Responses had confirmed that TRGL continued to 
comply with the Standard and there had been no notifications to date of 
actions required to address a material breach of relevant law or regulation. 
 
The Committee considered the proposed TRGL Rules changes, and the 
accompanying rationale. As part of the TRGL/OHG merger, the Rules of 
OHGL had been amended to reflect its subsidiary status. They were 
therefore already based on the NHF Model Rules 2015 and would be similar 
to the revised TRGL Rules. 
Devonshire’s had been engaged to support the TRGL Rules review to 
ensure any revisions met Riverside’s governance needs as well as being 
compliant with all regulation and statute. Satisfied by the robust nature of the 
proposals, and the rationale which underpinned them, and subject to the 
points of clarification as outlined above, the Committee agreed to 
recommend to Group Board adoption of the new TRGL Rules. 
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In terms of OHG developments the Committee noted the emergent 
opportunities in the uncommitted pipeline and progress on sites acquired but 
not yet committed to construction, whilst an update on the progress of a 
further two schemes were discussed under existing assets identified for 
development,  

 
 

 
Members received an update on current regeneration projects  

 
   

 
 
 
 
 
 
 
 
 
 

 
 
The Committee considered and discussed the underlying principles and 
objectives which would form the basis of the Group Development Strategy 
and highlighted the importance of delivering within the capacity of the 

An overview summary of activities, risks and 
opportunities within the (as was) Commercial and 
Property team. 
 
An update report on key development activities, 
achievements which had been delivered by the 
development department during Q1. 
 
Joint Venture Update 
 
OHG – Sales & Marketing Update -  

. Work 

continued towards reducing stock numbers and the 

priority for the next financial year would be to continue 

to erode stock numbers,  

 

  

 
Headroom Statement 
 
Minutes of the Development & Investment Appraisal 
Panel meetings held on 5th April and 3rd May 2022. 
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will continue to monitor financial performance closely to ensure mitigations 
were put in place as soon as possible. 
  
There were various updates throughout the meeting on Baycroft services. 
It was noted that progress is being made  

 
  

  
The Board was also advised that the appointment of a Managing Director 
was progressing well and that the appointment was expected to be made by 
the middle of June 2022. This is a key post in driving up performance in the 
Baycroft portfolio.  
  
An update was provided on occupancy in Baycroft services. There has been 
an uplift in hot leads and enquiries to circa. 24 per week. This is an 
improvement but still below target. To drive up occupancy, ‘try before you 
buy’ sessions have been trialled and the level of respite customers is being 
ramped up.  
  
Earlier in May 2022, the OHG Care and Support Committee considered and 
agreed a paper on the vaccination for staff working in health and social care 
settings. Following the Government’s decision not to continue to make 
vaccinations mandatory, the Committee agreed to adopt a policy requiring 
all Baycroft staff to be fully vaccinated as a condition of employment. The 
Board was advised of this decision and the Committee’s view that although 
vaccinations for staff in senior living could not also be mandatory, a risk-
based approach should be adopted for these schemes. This would ensure 
the most vulnerable people were supported by fully vaccinated staff 
wherever possible. 
  

well as more closely mirroring the RSH’s emerging 
views on customer regulations. 
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. A 
Managing Director for the portfolio has now been appointed and will be 
invited to present to the September Board meeting. 

  
A budgeting issue had been identified relating to rents in Extra Care 
Schemes which had led to a £1.6m pressure on the Care and Support 
budget.  

 The issue is budgetary 
and relates to the budget uploading process.  The Board agreed that a further 
note should go to Care and Support Committee on the background to this 
issue. 

  
Financial performance is behind budget year-to-date. When fair value 
adjustments are stripped out, this amounts to a  adverse variance. 
There are also risks  relating to waking watch costs, fire 
remedial works and staircasing and other sales. Given the figures involved, 
the external context and the challenging budget for 2022/23, the Board 
agreed that a detailed Q1 reforecast will be presented in September 2022 
which highlights work done to mitigate performance issues and further 
planned mitigations.  

  
The Board approved (and recommended to the TRG Board) the Financial 
Statements for OHG and subsidiaries. A material adjustment was 
identified and highlighted to the Board. This related to the accounting 
treatment of a grant linked to the disposed portfolio at Slough and St Albans 
which resulted in a £10m improvement to OHG’s year-end position. Although 
this was a positive movement, the Chair asked for a lessons learned note to 
understand how such a material figure was not identified earlier. 
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future corporate objectives would be discussed at the Board Strategy Day to 
be arranged in October and the results of the Big Conversation survey would 
feed into the development of these objectives.  

 
Annual Returns 

The Board approved the following Returns for submission to the Scottish 
Housing Regulator: 

• Annual Return on the Charter 

• Five Year Financial Projections 

• Annual Loan Portfolio  
 

 Development Report 

The Board agreed to pause the current development programme in order to 
focus resources on the investment in existing housing stock, particularly the 
Pennyburn and Dumfries and Galloway areas which had the lowest customer 
satisfaction levels.   

 

 
 

 

Progress Reports on Development Projects 

The Board noted the progress on the Tarryholme, 
Dundonald and Monkton new build developments 
currently on site. 

Annual Write-Off 

The Board noted the debts which had been written off 
or on during the previous financial year. 

 
Operational Performance Report 

The Board noted a slight increase in customer 
satisfaction.  It was hoped that this would increase 
further due to the new repairs and maintenance 
contractors being in place and an increase in 
collaborative working between Riverside Scotland and 
Group Teams. 

An update was given on the timeline for the Big 
Conversation survey taking place during the summer 
– the results of which would be presented to the 
September Board Meeting. 

 
Income Management Update 

The Board noted the improvement actions being taken 
to address the current arrears levels and the planned 
mitigation actions in response to the further roll out of 
Universal Credit via voluntary and managed migration.  
It was agreed that an information session on the 
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income collection service was to be delivered to Board 
at its August / September Meeting. 

 
Financial Performance Report 

The Board noted an overall surplus of £23m at 
previous year end.  In the new financial year, variances 
were down to timing.  With regard to covenants, the 
interest cover breach was due to the recent ‘rent free’ 
period and was expected to be within target by the end 
of Quarter 1.  

 
MD Report 

The Board noted that office refurbishment works were 
scheduled to take place during the summer months, 
that covid restrictions had been lifted in the office in line 
with government guidelines and the recent notification 
to the SHR regarding an error in the previous Covid 
Return. 

 
Dumfries and Galloway Housing Allocations Policy 
Review 

The Board noted that a review of the Allocations Policy 
was currently underway. 
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through proactive phone calls and Alternative Payment Arrangements. The 
Committee raised concern in relation to the 70 outstanding PFI EICR’s and 
would continue to track until completion. The Committee welcomed the 
changes to Salesforce to log and identify Health and Safety complaints and 
the solutions to ensure repairs were logged using the correct process to 
enable completion in a timely manner.  The Committee signed off the CEC 
Improvement Plan having received and approved the proposal relating to CEC 
Assurance and Improvement reports.  The Committee noted the agenda for 
the planned CEC Strategy Day to be held in September.  
 
The Committee noted the Tenancy Sustainment Update, including outcomes 
of the perception survey completed with customers on Tenancy Sustainment 
services and the communication strategy developed as a result. The 
Committee was assured by the Communications Plan to extend Riverside’s 
successful Let’s Talk Rent brand to all customer support services, 
encouraging customers to proactively self-refer to us when they need support 
from any of the services and ensuring that there was no sole reliance on 
referral by housing teams and other colleagues. Under one ‘Let’s Talk’ brand, 
there would be five sub-branded services of; Let’s Talk Rent (income 
management), Let’s Talk Money (money/benefits advice), Let’s Talk Energy 
(affordable warmth/energy advice), Let’s Talk Jobs (Employment support) and 
Let’s Talk Training (Skills and training support). The Committee encouraged 
promotion of services and customer stories.   
The Committee reviewed the Customer Service Risk Register, noting the 

inclusion of new risks relating to Digital Adoption and Income Collection 

(transferred from the Social Housing Risk Register) and that the action to 

procure a new cloud-based telephony platform was in progress and due to be 

implemented by the end of September.  

 

The Committee reviewed KPI dashboards and 
Financial Performance reports and was provided with 
additional assurance around the actual risk associated 
with high-risk overdue actions.  
 
The Committee reviewed and discussed update 
reports on Complaints Performance and Ombudsman 
Findings and the Complaint Handling Code Project.  
The Committee noted the increase in complaints as 
compared to the previous quarter was to be expected 
as less complaints were received in Q3 due to the 
Malware Attack and restricted access, with 
Responsive repairs remaining the highest area with a 
59% of the total complaint volume (a reduction from the 
66% in Q3). The Committee also noted the positive 
outcomes of the ‘Golden 48 hr’ Complaint Handling 
Pilot.   
  
The Committee received a comprehensive spotlight 
presentation on the North Regional Plan, including an 
overview of the region, Riverside Sustainability Index, 
Development activity, actions to address quality of 
services provided to customers, including digital and 
RCVE Regional Hub engagement, and the growth of 
homelessness services and projects. The Committee 
was pleased to note the case study in relation to the 
rehousing of a customer, who was living in an 
overcrowded property, to a new home within the 
North Tyneside Development and the investment in 
homes and services within the region, including 



 

 GENERAL - EXTERNAL 

The Committee reviewed the Group Risk Register Summary, Group Audit 

Committee Internal Audit Highlights and summary of the meeting held on 16 

June 2022.  The Committee noted the Internal Audit Plan for 2022/23 and the 

elements of the plan most relevant to the CEC, in particular, building safety, 

income collection and customer experience. The Committee suggested a 

customer experience audit in relation to the onboarding/handover process for 

both Home Ownership and Social Housing properties and requested a 

proposal be brought back to the Committee at its next meeting in September. 

The Committee also requested preparation for future changes to regulation 

be built into future audits.  

  

The Committee reviewed and approved the proposal for a range of repairs 

performance indicators to be shared at future CEC meetings. It is 

recommended that these indicators will be contained in the ‘State of the 

nation’ repairs section to provide further assurance and enable visibility and 

transparency of current performance and trajectory. The Committee 

welcomed the increased focus on KPIs, in addition to the regular updates on 

the Repairs Improvement Plan. The Committees’ role in monitoring the 

performance of Evolve was also highlighted.   

 

The Committee received assurance from progress with Equality, Diversity and 

Inclusion (ED&I) activities over the last 12 months, the action plan for 2022/23 

and results against the agreed suite of impact metrics. Members commended 

the work to support LGBTQI+ colleagues, recognised by Stonewall who had 

ranked Riverside at no. 12 in their recently published Top 100 Employers 2022 

list based on their workplace equality index, the highest placed social housing 

provider in the country. The Committee also noted focus groups for BAME 

working in partnership with Manchester United 
Foundation on Carlisle School Hub project. The 
Committee also noted the overview of the Community 
Plan process, North Community Plans and welcomed 
the case study on Salterbeck, setting out the positive 
work within the community, including the setting up of 
a new resident group and bid for the development of 
the Oval Community Centre. 
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skills. The report outlined that a transparent tender process for Cumbria 
region would be beneficial to ensure we could clearly demonstrate that we 
had fully tested and understood the marketplace. Gas repairs and servicing 
would remain within Evolve and consideration was being given to the 
possibility of ringfencing the Carlisle stock within our own teams for all trades, 
this would form part of the discussions within the tender process. Evolve long 
term strategy remained to bring all the Cumbria stock under the in-house 
Evolve model. It was hoped to appoint a contractor by next April.  
The Board noted an update on the Abandoned Repair Reduction Project 
which aimed to drive cost efficiency, improve the customer journey and in 
turn increase customer satisfaction. 
 
Financial Statements & Management Representation Letter for year ended 
31 March 2022 were approved with a typo correction to the letter indicating 
the Ian Gregg was the Chair of the Board. 
 
Evolve Risk Map was considered and updated to add risks relating to 
customer satisfaction/perception, empty homes – volume, budget and 
resource issues, staffing and resource issues. 
 

 

 




