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agreed a resolution to augment benefits to their current levels and to make 
the necessary amendments to the 2002 Deed to regularise the position for 
future years 
 
Retention Payments 
The Committee reviewed the proposed approach and governance to 
retention payments – which were payments to colleagues who are 
business critical, and who we need to retain either for the integration to be 
successful or to ensure continuity of other business critical operational 
activity for a set period. The Committee approved the proposed approach 
to retention payments, the proposed process and governance around the 
use of retention payments. 
 
Succession Planning Update 
The Committee reviewed the Governance Tenure document set out in the 
report and agreed to recommend to TRGL Board that Ingrid Fife be 
recommended for re-appointment to the Board for a fixed term until 30 April 
2024 once her current term of office comes to an end on 28 October 2023. 
 
The Committee also agreed to approve the re-appointments set out below 
to the following Committees: 

• Approve the re-appointment of Ingrid Fife to the Riverside Care and 
Support Committee for a fixed term until 30 April 2024 once her current 
term of office comes to an end on 28 October 2023. 

• Approve the re-appointment of Dale Meredith to the Group Development 
Committee for one year to 4 October 2024 once his current term of office 
comes to an end on 3 October 2023. 

 
The Committee then approved the recommendation that the Governance 
Team initiate a recruitment process early in 2023 to replace the following 
members whose terms of office come to an end in 2023: 

OD Update 
CMM provided the Committee with an update in 
relation to OD 
 
Governance Team Projects and Board Masterclass 
updates 
Updates were provided to the Committee on progress 
against Governance Team projects and the 
Committee noted the latest version of the Board 
Masterclass Schedule 
 
Appointment of Group Board Observer 
The Committee approved the appointment of Brian 
Chiyama as the Group Board Observer with effect 
from 17 October 2022 
 
Riverside Scotland Governance Framework 
Document Changes 
The Committee noted the changes to the 
Governance Framework Document which were 
appropriate to Riverside Scotland 
 
NHF Code of Conduct 2022 
Committee noted that the NHF had produced a 
revised 2022 version of the Code of Conduct and 
agreed that the Governance Team should review the 
new Code of Conduct, complete a gap analysis on 
compliance and report back to GRC to allow the 
Committee to decide whether to recommend 
adopting the NHF 2022 Code of Conduct to the Board 
of TRGL 
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• Pauline Davis, whose term of office as Board Member and Vice Chair of 
TRGL Board comes to an end on 15 October 2023, and whose term of 
office on the Group Development Committee and Governance and 
Remuneration Committee also comes to an end on 15 October 2023. 

• Paul Newbold, whose term of office on the Group Development 
Committee comes to an end on 4 October 2023. 

• Nigel Perryman whose term of office on the Group Treasury Committee 
comes to an end on 3 October 2023. 

• Devan Bala whose term of office on the Group Treasury Committee 
comes to an end on 3 October 2023. 

 
The Committee also noted that in relation to OHG Board Members the 
intention is that any Board Member whose term of office comes to an end 
in 2023, will be reappointed for a fixed term until 30 April 2024, to ensure 
continuity through to the completion of the merger integration project. 
 
Committee Effectiveness Review 
The Committee discussed the effectiveness review, noting progress 
against the actions and that the ToR had been reviewed. The Committee 
members agreed to try and attend more of the other Committees and 
considered some other matters which were to be added to the forward plan. 
 
Equality and Diversity KPI’s 
The Committee reviewed the tables and KPIs for the Governance 
Community which were set out in the report. The Committee agreed to 
actively review and consider the data in the tables prior to any recruitment 
exercise with a view to increasing diversity on Boards and Committees, 
however it decided not to adopt any arbitrary targets at this stage. The data 
in the tables will then be monitored on an annual basis as part of our 
ongoing compliance with the NHF Code of Governance. 
 

Appointment of Steven Easton as new Board 
member of Riverside Scotland 
 
The Committee ratified the appointment of Steven 
Easton as a new Board Member of Riverside 
Scotland with effect from 21 September 2022 
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The Committee also received an update on actions being taken to address 
Damp and Mould and the action plan to build a whole business approach 
and culture change. The Committee noted the 26 Housing Ombudsman 
recommendations had been met and there had been an informed response 
to Local Authorities on Riverside’s approach as well as there being an 
ability to track and monitor ‘severe’ cases and policies and processes to 
support operational delivery. The Committee also noted the potential 
Awaabs Law proposals and that a response to the Regulators request for 
further assurance on the extent of damp and mould processes would be 
submitted by the 19 December. The Committee agreed its important role in 
scrutinising and challenging this area, highlighting, a culture of placing 
importance on this life-threatening issue that needed to be embedded 
throughout the organisation. A further update would be provided in March 
2023.  
 
The Committee welcomed Neil O’Halloran, Managing Director of Evolve, to 
the meeting to address follow up questions from the presentation received 
at the Away Day and was assured by the progress being made with 
recruitment/resources, including expansion of the apprenticeship 
programme, the reduction in over 28-day WIP from 888 to 500 and over 
56-day WIP down to 108, and the shift in culture of every staff member 
having a part to play in owning complaints.  
  
The Committee reviewed the updated Social Housing Risk Register, noting 
that some sub-risks and mitigations relating to Home Ownership had been 
transferred to the correct risk register and that inherent risk scores 
remained the same. The Committee was assured by the read across to the 
Sector Risk Profile 2022 and by the significant measures put in place to 
mitigate risks in relation to disrepair and issues of damp and mould.  
 
The Committee reviewed the Group Risk Register and the scope of the 
internal audit on new home handovers. The Committee noted the audit 

The Committee reviewed the outcomes, priorities, 
key messages and campaigns associated with the 
previous customer communication plan and the new 
Customer Communications Plan for 2023 onwards, 
developed from wide consultation with both 
customers and internal stakeholders.  The Committee 
highlighted that the plan did not demonstrate links 
with the new Corporate Plan for 2023/26 or the 
Corporate Marketing and Communications Strategy. 
The Committee acknowledged that the Corporate 
Plan was still under review and although the 
Committee agreed that the tactical priorities should 
be progressed, the plan needed to be resubmitted in 
a more strategic condensed framework format once 
the Corporate Plan and Corporate Marketing and 
Communications Plans had been agreed. 
 
A positive Customer story relating to the help a 
customer with debilitating health conditions had 
received from a Housing Officer, was shared in the 
form of a letter thanking the staff member for her 
support, help with paperwork, chats and changing her 
life for the better. The Committee was encouraged by 
the work to transform the customers life and agreed 
that a letter be sent from the Chair, on behalf of the 
Committee expressing their thanks and appreciation. 
 
The Committee noted the summary report setting out 
proposals for the level of rent increases to be applied 
for the financial year 2023/4 to be presented to Group 
Board for approval on 15 December. The Committee 
highlighted, in particular, the impact on customers 
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would commence in January 2023 and focus on the process for Home 
Ownership and Social Housing when customers moved into brand new 
properties. The Committee also noted checks that all necessary certificates 
had been handed over would be included and welcomed the focus on 
ensuring customer responsibilities were clear at handover.  
  
The Committee received assurance from the actions taken to respond to 
challenges faced within the Helpline Service over the past 12 months and 
the necessary processes, procedures and culture in place to safeguard the 
wellbeing of customers and deliver further improvements to the service. 
The Committee suggested that the reflective practice undertaken within the 
Customer Safety Team would be useful for the Helpline Team to adopt. 
 
The Committee reviewed the analysis of IT issues affecting the CSC 
covering the 6-month period April to September 2022. The Committee 
noted the impact across the entire period reviewed was a total of 60 
colleague ‘person hours’ per month lost in aggregate due to IT faults, 
equating to 0.4FTE or 8.5 colleague ‘person days’ per month, put into 
context this was around 0.5% of the total CSC resource per month.  
The main causes of IT issues affecting the CSC were contact systems 
(telephony and email), the integration between colleague devices and 
housing management system, and integration between Housing, Customer 
and Repairs systems. The Committee was assured by the progress made 
to improve engagement and technology, with the CSC and IT & Digital 
Business teams continuing to work closely together going forward to triage 
and solve IT related performance issues in the CSC and requested 
continuation of updates on statistics within the Executive Directors’ report. 
 
The Committee reviewed the revised Home Ownership Improvement Plan 
following a request from the Committee to relook at actions as many had 
been achieved, although customer satisfaction had continued to decline. 
The Committee noted the number of challenges being faced, including, 

and the scaled-up resources to support customers to 
mitigate the cost-of-living crisis through financial 
assistance and support and advice and agreed that 
tenancy sustainment should be closely monitored 
going forward.  
 
The Committee noted the 3Cs Dashboard and 
Customer Service Financial Performance updates.  
 
The Committee noted Income Management 
performance over the first two quarters of 2022/23, 
detailing factors contributing to the increase in arrears 
and actions being taken to minimise and reduce 
arrears over the remaining two Quarters. The 
Committee also noted further improvements to 
performance was expected as a result of service 
development being applied as efficiencies were 
realised and more customers contacted and 
encouraged to clear their arrears. 
 
The Committee noted errors in the processing of 
Right to Acquire (RTA) transactions, resulting in 
disposal of ineligible homes and incorrect calculation 
of discount in a small number of applications since 
2019 and actions taken to prevent reoccurrence.  
 
The Committee noted the Schedule of Board Member 
Duties and Responsibilities.  
 
The Committee received a comprehensive spotlight 
presentation on Digital Roadmap and the creation of 
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The latest risk register was reviewed by the Committee with changes since 
the previous Committee and Group Board meetings highlighted.  Key 
matters impacting the risk register were discussed; exposure to damp and 
mould following well-publicised events elsewhere in the sector; the 
announcement of the rent cap for 2023/24; the Chancellor’s autumn 
statement. 
 
Sector Risk Profile 
The Committee reviewed the Sector Risk Profile for 2022 which is an 
annual publication from the Regulator of Social Housing giving the 
Regulator’s view of the overall risk landscape. No obvious issues were 
identified in the Profile which were not accounted for on the Group’s risk 
radar. 
 
IntaForensics Report 
The Committee received an update from the assurance review conducted 
by IntaForensics against the suite of recommendations they made following 
a data breach incident in 2021. The report noted that all action items had 
been reviewed and considered seriously with the majority completed, with 
the remediation implemented for some actions goes above and beyond the 
original recommendation. 
 
Right to Acquire Disposals 
The Committee received a report relating to errors made in processing a 
small number of Right to Acquire transactions.  
Internal Audit Highlights Report 
The Committee received a report on key findings from seven audits 
conducted since the last meeting. There were no overdue Grade 1 
recommendations from previous audits 
 
 
 

The Committee received a review of challenges faced 
within the Helpline Service in the preceding 12 
months and improvements made as a result. 
2021/22 External Audit Lessons Learnt 
The Committee received a report detailing agreed 
actions following the review on the external audit 
process conducted between TRGL and BDO. 
 
Quarterly Compliance Update 
An updated report on compliance assurance and 
breaches was received. There were no areas of 
major concern or non-compliance identified. It was 
noted the new Group Corporate Compliance and 
Assurance Team had taken responsibility for this 
area. 
 
Asset & Liability Register 
An update on the Asset & Liability Register was 
provided, all items were up to date. 
 
Directors Duties 
The Committee noted the reviewed schedule. 
 
Joint Venture Reporting 
The Committee noted the reporting arrangements for 
Joint Venture Governance and Performance. 
 
Committee Minute Extracts 
The Committee received extracts from the Customer 
Experience Committee held on 22 September 2022, 
the Care & Support Committee held on 10 November 
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2022 and the Riverside Scotland Audit & Risk 
Committee held on 3 October 2022. 
 
Merger Integration Plan Update 
The Committee noted an update on the Merger 
Integration Plan. 
 

 




