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begun to update to the helpline with digital telephony; improved scores 
were seen within the colleague engagement survey in May 2022; and 
received a report on the Southlands Court investigation. 

C&S Business Development Update 

The Committee noted a summary of activity and impact of C&S Business 
Development Team between May and July 2022. Successful bids were 
made for the GM Housing Service and a new Rough Sleeping 
Accommodation Programme Support Service. The existing Street Buddies 
Service bid was unsuccessful. 

C&S Financial Performance 

The Committee received an update on financial performance for the period 
to 31 May 2022, which was overall slightly favourable budget. Void loss 
continues to be subject to operational challenges. Concerns were raised 
around the potential impact of high levels of CPI on rent-setting and 
affordability for customers. 

 

C&S Scheme Profitability Report 

The Committee received a report examining the previous year’s income 
and expenditure at scheme level and income-stream level to identify 
trends. Comparisons with previous years is affected by lower levels of 
activity during COVID.  

 

Operational Performance Report 

An update on operational performance for Period 2 was received and 
highlighted that 50% of the KPIs were RAG rated as green, and 80% were 
improving.  
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.  The Board noted the plans in place in order to address this 
issue and that the Scottish Housing Regulator would be advised in line with 
the Notifiable Events Procedure. The Board agreed that a lessons learned 
exercise be carried out to identify service improvements and that ARC data 
quality be subject to a future internal audit. 
 
The Board adopted the Group Income Collection Policy, the Health, Safety 
and Environment Policy, the Health, Safety and Environment Statement 
and approved the Riverside Scotland Rechargeable Repairs Policy. 
 
The Board agreed the proposed nomination of Steven Easton to stand for 
election to the Board at the AGM. 
 
 
 
 
 
 
 
 
 

discussed in detail at the Board Strategy Day in 
October. 
 
The Board noted the Health and Safety update for 
Quarter 1, noting that covid-related incidents and 
threatening and challenging behaviour towards staff 
being the highest areas of incidents / accidents 
reported. 
 
The Board noted the Quarter 1 Forecast and 
Financial Information for 2022-23, which highlighted 
an increase in bad debts and poor quality of voids as 
areas of concern to be closely monitored. 
 
The Board received progress updates on the 
Tarryholme 2, Monkton and Dundonald new build 
developments and noted that East Ayrshire Council 
and the Scottish Government had been notified of the 
decision to withdraw from the proposed 
developments in Kilmarnock. 
 
The Board noted the report on the Managing 
Director’s appraisal and proposed objectives for 
2022/23. 
 

       
 

      
. 
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The Board approved the recruitment of 2 Technical Inspectors to deliver 
the additional inspections required to support the new damp & mould policy. 
Further consideration would be given at the next meeting as to whether a 
further 2 posts could be financed/were needed. It was noted that the cost 
was not included in the current budget as the policy had come into 
operation after the budget had been set. However, it may be possible to 
fund some of the costs initially through current savings from vacant roles. 
The aim of the Damp and Mould policy was to proactively manage the 
potential risks arising from damp and mould in Riverside properties. The 
new policy would require a dedicated and specialised resource to carry out 
these damp and mould inspections to ensure that they meet their legal, 
contractual, and statutory obligations. Due to the high volume of repairs the 
current repairs team did not have the capacity to support the policy 
requirements.  
 
Evolve Risk Map  
The Risk map was considered and updated to reflect changes to the Net 
Risk Rating due to internal / external factors occurring since the last review. 
The changes included reference to:- Reviewing and updating the Gross 
and Net Impact Risk Rating; Perception satisfaction scores; Post C-19 
fatigue; Void turnover rate; Cost pressures / market conditions.  A few minor 
changes were made to the scores to reflect the current economic outlook. 
  
Riverside Direct Performance Report and Improvement Plan 
The update on safety, people, performance, commercial, quality, and legal 
and governance was welcomed. As was an updated Improvement Plan. In 
particular the recruitment challenges in London and the southeast were 
noted and discussed.  

 
 

 
Evolve Performance Report  
The Board welcomed the report which covered updates on:- Customer 
satisfaction, Abandoned works, First time fix, Operative on the Way, 

Spotlight session -The CEC 
 
Visit – 22 September 2022 
 
Gender Pay Gap update 
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. 
Development Risk Register 
The Committee reviewed the development risk register to ensure that it 
captured all pertinent and relevant development risks, that they were 
appropriately mitigated.  

 
 
 

. 
 

Group Development Strategy 
A revised strategy would be submitted to the November meeting of the 
Committee, 
following its consideration at the Group Board Strategy Day on 28 
September  
and would be also updated in the light of recent developments. 
 
Runcorn Regeneration Update 
The vision for the project was to deliver residential led neighbourhood and 
economic regeneration to create sustainable, mixed tenure and inter-
generational neighbourhoods by providing high quality new homes; these 
would be underpinned by a Neighbourhood Centre, strong placemaking 
and improved connectivity. The project was progressing well and the 
importance of ongoing consultation with residents was highlighted. 
 

 
  

.  
 
Committee Effectiveness Review 
The Committee considered a report outlining the outcomes of individual 
member appraisals. The report also included a number of 
recommendations to be incorporated into an action plan to be implemented 
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The Committee welcomed a session with Terrie Alafat, Group Chair, on Group Board’s expectations of the CEC. The Chair 
highlighted the assurance the Committee provided to Board through its focus on key issues, including repairs, damp and mould, 
deep dives, improvement plans and drilling down into KPIs.  
The Chair also highlighted the upcoming In-Depth Assessment (IDA) by the Regulator the importance of demonstrating a robust 
approach to complaints management/prevention and putting things right for the customer, and that drilling down into what was 
beneath the numbers was crucial. In view of TSMs, the Committee should continue to focus on what customers want and expect 
from Riverside’s services and take customers on the journey together, ensuring the focus on KPIs does not drive the wrong 
behaviours.  
 
The Committee received a presentation on Regulatory changes and the changing expectation of Housing Associations’ 
Governance Communities in context of social housing regulation following Grenfell, tenant roadshows, Green Paper and the 7 key 
themes set out within the White Paper, and more widely the strengthened Ombudsman powers, building safety changes, review 
of Decent Homes Standard and new NHF Code of Governance 2020 and Code of Conduct 2022. The Committee noted the 
changing governance expectations in relation to hearing the tenant voice, information and transparency, including the TSM 
standard, understanding of when the operational becomes strategic, horizon scanning, interaction with a wider network of 
regulators and reputational impact.  Linked to all these expectations were the requirements  to promoting and obtaining assurance 
on culture to enable Riverside to deliver its mission and values and the shift to customer first approach. The Committee highlighted 
that in order to be assured they were fulfilling this role it was important to challenge and scrutinise, understand legislation and 
regulation changes and seek assurance from reports submitted to the Committee.  
 
The Committee considered the themes from individual appraisals and agreed a number of actions to improve effectiveness, 
including increased focus on listening to the customer voice/ensuring consideration is given to the difference customer feedback 
makes, cross-referencing to themes from the White Paper and ensuring the Committee workplan reflected both regulation 
requirements and themes highlighted by the Group Chair’s presentation.  
 
The Committee received a comprehensive spotlight presentation on Customer Engagement Strategy and TWT and TPAS 
assessments, including the delivery timetable for the Customer Involvement and Engagement Strategy, the collaborative approach 
to what was a successful summer engagement tour, on-going collation of digital survey feedback, customer engagement events, 
RCVE activities and events, feedback from customers in relation to involvement and engagement. The Committee was pleased to 
note the targeted engagement work being carried out, including ethnic minority research and focus groups, RCVE visit to LQBTQ+ 
scheme, LGBTQ+ online event and work with Enable group to target customers with disabilities. The Committee also noted 
progress with TWT charter and was pleased to note the progress made with the overall TPAS assessment since April 2022. The 
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scores, however, agreed that the RAG status for Repairs should be red and 
the Committee would continue to monitor closely.   
 
The Committee also noted the update on outstanding PFI EICR’s, in 
particular, the position with non-compliant properties at Derby and 
Sandwell, with a position being taken in November to take formal legal 
action in relation to properties at Derby and Housing Management 
colleagues working with Sandwell BC to gain access via the legal route for 
residents not engaging. The Committee acknowledged that current 
performance was now above that of the Group position and it was 
anticipated that full compliance would be achieved by December 2022. 
 
The Committee reviewed the Home Ownership improvement Plan and 
progress with the eight key themes to drive service improvement for 
customers and highlighted, in particular, the negative trend in satisfaction 
levels despite the completion of a large number of improvement plan 
actions. In view of this, Committee requested the next update include 
further Improvement Plan proposals. The Committee acknowledged 
customer dissatisfaction in relation to grounds maintenance and the plans 
in place to resolve. Attention was drawn to a recent Advisory Standards 
Agency (ASA) judgement in relation to NHF shared ownership campaign 
and the Committee noted that communications were being reviewed as a 
result and requested further information from the sector, including the NHF 
response.  
  
The Committee reviewed the updated Home Ownership Risk Register, 
noting revisions since the March update included removal of references to 
Covid and a reduction in residual risk relating to equity share product. The 
Committee raised concern in relation to the impact of the current economic 
challenges, including inflation, rising interest rates and mortgage 
availability and acknowledged the potential for a change in customer 
profile. The Committee also requested inclusion of recent legislation on 
carbon monoxide detectors and confirmation of scale of RHO’s liability in 

with other customer experience metrics to identify 
causes of difficulty in getting customer’s queries 
resolved. The Committee was assured that whilst 
there were significant improvements required to 
enhance the customer experience in this Region, 
existing improvement plans were underway and 
further tailored action planning approaches were 
being considered and the approach to develop a 
targeted local action plan would be submitted in 
December. The Committee noted the significant 
project in relation to the long-term strategy for 
delivery of the repairs service in South and Central 
Region following the merger with OHG.  
 
The Committee noted the Customer Satisfaction 
Improvement Plan, noting the positive progress with 
increased usage of Salesforce and that projects and 
initiatives were being monitored at monthly steering 
group meetings.   
 
The Committee noted the Customer Safety Team 
update, setting out progress over year one of the 
national service as part of the Homes and 
Communities directorate. The Committee noted 
complexities of cases and that, collaborative working, 
reflective sessions with staff and the adoption of a 
trauma-based approach to remedying cases in-
house were all working well. The Committee 
expressed their thanks to the staff supporting 
Dovecot residents following the tragic shooting.  
 
The Committee noted the Service Charge update on 
progress with strategic service charge improvements 
to achieve compliant and accurate service charges 
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this respect.  The importance of compliance obligations being built into 
leases was highlighted. 
 
The Committee reviewed the Group Audit Committee Internal Audit 
Highlights and summary of the meeting held on 15 September 2022.  The 
Committee noted the customer experience audit in relation to property 
handovers had been added to the 2022/23 Audit Plan and would be carried 
out in January/February 2023, with the scope for this audit being submitted 
to the December meeting.  
 
The Committee reviewed KPI dashboards and, highlighted concern in 
relation to the domestic gas safety check case that was 7 months overdue, 
however, assurance was received that legal action to gain access was 
being taken in a timely manner and collaboration work, alongside the formal 
escalation process, to ensure every opportunity to engage with the 
customer. The Committee requested that the magnitude of the risks 
associated with overdue high-risk actions to be set out within all future 
Dashboard commentaries.   
  
The Committee approved the new Damp and Mould Policy, noting this 
would complement the Repairs Policy and that plans were in place to 
embed across the organisation. The Committee was pleased to note the 
allocation of an additional budget, spread over 3 years, to tackle all areas 
of the business to improve groupwide services in relation to damp and 
mould was being tracked and monitored, with committed expenditure of 
more than £600k already. The Committee agreed that the associated 
Action Plan would be monitored by CEC through 6 monthly update reports.  
 
The Committee received assurance from the Housing Ombudsman’s 
Complaint Handling Code Self-Assessment, noting Riverside was 
compliant against all the ‘should’ and ‘must’ criteria within the code. The 
Committee also approved the minor changes to the Complaints Policy and 
requested further thought be given to how best to provide additional 
independent assurance in relation to the implementation of 

and ultimately improve customer satisfaction. VFM 
with service charges is one of the main drivers for 
customer dissatisfaction, and Project Loki and 
Customer Journey improvements were essential in 
delivering sustainable accurate service charges and 
rebuilding trust with Customers. 
The Committee noted significant progress and 
activity being undertaken on the Asset Strategy, with 
over 70% of outputs completed or on programme, 
and that the only item delayed was the PLACE 
programme and that this would remain on red due to 
budgets being diverted to support the Climate 
Strategy. Improving customer satisfaction to 90% 
remained a key aim but required significant work and 
investment and aims for the current year had been 
tailored to address implementation of a new job 
management system in Evolve, linking jobs, 
reviewing high volume of abandoned jobs and 
implementing changes to reduce and implementation 
of the new Shared Services model. The Committee 
was pleased to note that the 15 homes requiring 
works to bring back to Decent Homes standard had 
been completed and highlighted the importance of 
quality of homes.  The Committee also acknowledged 
the impact cost of living crisis would have on Asset 
Strategy and that it was important to factor in 
customers’ priorities. 
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