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The Committee received an update on progress against the Group 
Structure Rationalisation plan, noting good progress against 7 of the 
entities which were included in the plan. The Committee received an update 
on Compliance Assurance, an update on progress against the Governance 
Team Plan and also on Integration. The Committee also noted the 
commencement of the Transfer of Engagement plan and that they would 
be receiving an update at all future meetings on this until it was complete. 
 
NHF Code of Conduct 2022 
The Committee received a paper on adopting the revised Code of Conduct 
2022. The Committee noted the gap analysis that had been completed and 
agreed to recommend the Code to the Board for a decision to adopt it 
 
CiH and NHF Membership 
The Committee agreed to renew Board membership to both organisations 
and to agree an approach that the Governance Team would try to 
encourage greater use of the memberships by Board members 
 
Executive Director and Director Pay 
The Committee considered the proposals put forward in the paper 
regarding a number of senior roles and salaries resulting from the 
restructure and approved the proposals as set out in the report, resulting in 
cost savings for the Group 
 
Death in Service Report 
The Committee received a short verbal report in relation to two ongoing 
cases, noting that it was expected further information would be available 
on both at the March meeting 
 
Stakeholder Strategy Day 
A paper was presented on planning for the next Stakeholder Strategy Day 
and the Committee agreed the importance of continuing with the event but 

The Committee noted the annual review into 
Directors duties and that there had been no material 
changes in the last year 
 
ToE Update 
The Committee noted a short verbal update on the 
Transfer of Engagements and was informed good 
progress was being made and that the decision to 
bring the ToE forward had been a good one. 
 
OHG – Performance Related Pay Scheme 
The Committee received a paper on PRP noting the 
intention to discontinue the scheme for eligible senior 
colleagues within OHG 
 
Other for Noting Items 
The Committee agreed the minutes from the previous 
meeting held on 3 October 2022, matters arising, 
action points and the Chairs Actions and Written 
Resolutions report 
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The Committee also noted the impact of the weather on Repairs and the 
significant increase in emergencies, resulting in some appointable repairs 
being suspended on a temporary basis which would impact on WIP and 
Customer Satisfaction scores. The downward trend in the average number 
of days to complete repairs was highlighted as positive, however, the 
Committee noted performance was some way off the target of 8 days and 
would be difficult to achieve due to current constraints. The Committee was 
pleased to note that customers communications were in place in relation to 
delays to planned works programmes.  
 
The Committee reviewed the detailed CSC Performance Recovery report 
setting out current position in relation to performance and service delivery 
at the CSC and overview of challenges faced, along with actions being 
taken to recover service and ensure customers were able to access 
services easily.  
 
The Committee noted that the root causes as to the dip in performance, 
resulting in abandonment rates of 40 to 50% and excessive wait times, had 
been identified and a plan was in place to address. The focus on the 4 A’s 
of Attrition and attraction, Absence, Adherence and Average handling time 
which when delivered and sustained would see an immediate impact on 
performance. The Committee acknowledged both the progress with 
recruitment (ie all vacancies had now been filled whereas 3 months ago 
there were 20 vacancies in the CSC) and positive feedback from changes 
to shorten onboarding periods and expressed their thanks to the team for 
providing additional assurance through the comprehensive report. The 
Committee requested this report continue to be submitted to each CEC 
meeting and that the next report include further context around OHG CSC 
performance and staffing/pay/structures in other Housing Association call 
centres. The Committee acknowledged the continued separation of 
customer service operations between OHG and TRGL and that the 
Committee needed to reflect this in their work.  

together and effective relationships being developed 
with the Local Authority and highlighted the 
importance of celebrating and sharing these positive 
stories both internally and externally.  
 
The Committee noted the features of the new model 
of shared ownership, which must be offered on all 
homes delivered under the 2021-26 AHP and homes 
acquired via Section 106 agreements on 
developments given planning consent after 1 April 
2021. The new ‘product’ differences and benefits for 
customers in comparison with the established 
product was noted, in addition to the key risks for 
TRGL. The Committee was assured that the Home 
Ownership Team had a well-developed Action Plan 
to assist in delivery of the new model of shared 
ownership and were on target to start taking 
reservations on new homes this month. 
 
The Committee noted an overview of support 
provided by Riverside to customers during the cost of 
living crisis, cost of living research recently 
undertaken and update on the role of the enhanced 
Riverside Foundation. The Committee welcomed the 
research carried out and suggested further external 
campaigning/PR in relation to the additional £2.5m 
per year to as part of merger pledges.  
 
The Committee noted the 3Cs Dashboard and 
Customer Service Financial Performance updates.  
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The Committee noted continued progress with both digital participation and 
cases logged via digital channels and the resulting change to the overall 
Digital RAG rating from red to amber. 
 
The Committee reviewed the progress update on the key activities included 
within the Customer Satisfaction Improvement Plan 2022/23 and noted a 
significant number of actions were complete or making good progress and 
that focus was being given to the 3 red RAG rated actions which were 
implementation of a new job management system for repairs, amendment 
of standard appointment times for repairs and the development of a 
performance management framework for enquiry resolution. The 
Committee raised concerns in relation to the delays in finalising the contract 
to implement the new job management system which was fundamental to 
improving customer satisfaction. The Committee was pleased to note the 
sustained increase in net easy score, particularly within social housing, 
which had increased to 4.4 in November 2022.This was linked to the 
improvements made on the use of Salesforce, with full visibility of all 
customer interactions and the significant reduction in customer queries with 
service charges over the last 18 months due to Project Thor/Loki and 
Customer Journey Mapping activity. In addition, a comparison of the results 
of the DLUHC customer satisfaction research across the sector, to the 
results reported from Riverside customer satisfaction surveys for each of 
the 4 key areas of focus in our customer satisfaction improvement plan had 
been carried out. The Committee noted Riverside results compared 
favourably to the wider sector results, with positive trends in most areas 
linked to the outcomes of the projects/initiatives that had been delivered 
through the improvement plan. 
 
The Committee reviewed the updated Customer Services Risk Register, 
noting the new risks added, including those relating to Helpline - power cuts 
and ambulance strikes. The potential risk to Helpline of power outages was 

The Committee noted Annual Building Safety and 
Annual HSE and Business Continuity updates, 
highlighting both as excellent assurance reports.  
 
The Committee noted the RCVE Scrutiny Plan 
update and that the RCVE would be reviewing their 
scrutiny matrix to select the next topic next month. 
The Committee discussed potential topics for future 
scrutiny exercises and suggested damp and mould 
process and building safety communications.  
 
The Committee noted the update on the development 
of the new Corporate Plan 2023-26 and outline 
‘Storyboard’ setting out the structure and high-level 
content of the plan.  
 
The Committee received a comprehensive spotlight 
presentation on the Liverpool City Region (LCR) 
Regional Plan, including an overview of the region, 
Riverside’s Sustainability Index (RSI), the regions 
Index Multiple Deprivation (IMD) and stock, 
development and the growth of homelessness 
services and projects. The Committee was pleased 
to note the case studies in relation to the projects in 
the region and development, with an update on the 
Runcorn Regeneration programme and progress with 
regeneration of John Bagot Close.  
 
The Committee also noted the ongoing work being 
carried out in the region in response to the tragic 
shooting of Olivia Pratt-Korbel including a dedicated 
Customer Safety Officer for the neighbourhood, 
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highlighted and the Committee requested further follow up. The Committee 
also requested the risk definition in relation to CSC performance dips below 
stated tolerances be revisited to incorporate the general and overall impact 
on delivery of good customer service standards and not just responding to 
urgent issues. 
 
The Committee reviewed the internal audit highlights report from the Group 
Audit Committee on 2 December 2022 and raised concern in relation to the 
Gas compliance dashboard audit and the data quality issues in relation to 
anomalies in the duty of care status for over 3,000 properties.  The 
Committee was assured as to the robust checks in place and that data had 
been sent externally to a third party to validate, however, expressed 
concern in relation to the risks associated with merger and requested a 
further follow up check in 12 months’ time.   
  
The Committee reviewed the Quarterly Complaints Report setting out 
complaint performance trends, Ombudsman communications and lessons 
learned, along with proposed remedial actions, from July 2022 -October 
2022. The Committee noted all three complaint satisfaction measures had 
improved between March and August; however, scores had dropped in 
September which was likely to have been as a result of the pausing of the 
Golden 48hr pilot at the end of August. The Committee welcomed the 
progress made with the report, including the focus on lessons learnt and 
inclusion of benchmarking, and requested the report be further developed 
to include further performance data in relation to health and safety 
complaints, a tracker to highlight drivers of dissatisfaction, actions or 
projects to address, owners and timescales and lessons learnt. The 
Committee also requested further visibility of the financial impacts of 
complaints on TRGL.  

specific youth and street doctors project and a 
Prevent programme in partnership with Merseyside 
Police. The Committee was inspired by the stories of 
the work going on in the LCR Region and thanked 
Margi Kelly and other engaged customers for their 
support.   
 
 

 

 




