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Management was also rated amber, however, good progress had been 
made, with arrears levels reducing and the Committee was pleased to note 
further improvements to performance were anticipated as a result of further 
developing ‘arrears ladders’.  
 
The Committee also noted repairs performance was rated amber and 
welcomed the detailed update on damp and mould performance, action 
plan and complaints. Dashboard reporting was being developed and a 
more detailed standalone report would be reported to the April CEC 
meeting. The Committee confirmed it was comfortable with the level of 
detail now provided through this report and the 3Cs in relation to risks 
associated with overdue high-risk actions.  
 
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 was assured as to continued progress with 
the recovery plan, in particular, improvements in overall abandonment & 
waiting times, with abandonment at its lowest level since September 2022 
and average wait time continuing to decrease. The Committee welcomed 
the additional detail shared at the meeting with month-on-month trends to 
February and daily progress during February in relation to abandonment, 
average wait time, adherence, average handling time and absence and 
noted significant improvement over the past couple of weeks in average 
wait times. Changes in induction and onboarding processes and 
performance management, including, structured regular team huddles, 
‘stop the floors’ to discuss positive progress and coaching and tougher 
conversations were cited as some of the actions driving this improved 
performance. The Committee was encouraged by February’s performance, 
however, acknowledged there remained significant further work to do to 
see an overall sustained improvement in all areas of service delivery and 

providing more than just homes and gave customers 
an independent and empowering way of dealing with 
challenges they faced. Members welcomed the plans 
to continue this support and expand the initiative 
across other regions.  
 
The Committee reviewed and approved the Home 
Ownership Communications Plan and was pleased to 
note plans to engage a group of customers to help 
co-design and test improvement activities. 
 
The Committee noted the 3Cs Dashboard and 
Customer Service Financial Performance updates 
and was encouraged by the Building Safety 
Compliance position.  
 
The Committee noted the CEC Workplan for 2023/24 
and members were requested to submit any 
comments on the content or frequency of items to the 
Executive Director of Customer Service.  
 
The Committee received a comprehensive spotlight 
presentation on the South and Central Region 
Regional Plan, including an overview of the region, 
Riverside’s Sustainability Index (RSI), the regions 
Index Multiple Deprivation (IMD), customer profile 
and stock, development, JVs 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 project delivery, including the Engage 
Floating Support Services, Housing First Services 
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would continue to monitor at each meeting, requesting inclusion of further 
detail in relation to IT outages within the executive summary of the next 
report. 
 
The Committee reviewed the Customer Insight Deep Dive and TSM update 
detailing how customers felt about the service they receive from Riverside 
and performance against key metrics. The Committee highlighted, in 
particular, the slight decline in Group overall satisfaction to 68.8% (-0.7%), 
improvement in Social Housing customer satisfaction to 71.3% (+0.2%) 
and the decline in Home Ownership customer satisfaction levels to 41.2% 
(-3.4%). Key drivers of overall satisfaction continued to be repairs and 
listening to views and acting upon them, these areas were being prioritised 
in improvement plans. The Committee was pleased to note improvements 
in how easy customers find dealing with Riverside, with Net Easy Score 
improving (above 0 for the past 3 months) across all business streams and 
all Social Housing Regions except Scotland. The Committee was also 
pleased to note positive sentiment scores in relation to the customers using 
the App.  
 
The Committee reviewed the Home Ownership Improvement Plan update 
and was pleased to note the significant increase in overall satisfaction from 
41.2% in December to 49.7% in February against the target of 50%. The 
Committee also noted current challenges, in particular, those relating to 
Section 20 consultation, postponement of shared spaces reporting by 
leaseholders and accuracy of service charge budgets and requested 
further detail to understand the reputational and financial risks in relation to 
Section 20.  
 
The Committee reviewed proposed Riverside targets for the metrics 
contained within the Customer, Building Safety and Cash Leakage 
dashboards, noting that as part of the target setting process a review of 
relevant sector benchmarking customer surveys data has been conducted.  

and Adults and Young People Housing Services 
which enabled a pathway out of homelessness into 
independent living.  
 
The Committee agreed that all three regional 
spotlights had been excellent and agreed that future 
updates continue to focus on local delivery, however, 
include detail around the new Corporate Plan 
strategies and how these were being delivered in 
each region. 
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A dual approach for Customer 3Cs target setting had been applied with the 
Information Services Team reviewing peak rolling 3-month customer 
survey performance over the past 2 years to support targets that could 
enable Riverside to get ‘back to our best’ over the next 3 years and for the 
operational business metrics being advised by business owners. The 
Committee discussed the proposed targets in detail, challenged and 
debated whether the targets set over the next 3 years were ambitious 
enough, however, acknowledged the balance to be struck between 
aspiration and reality. The Committee also noted that based on a recent 
Housemark publication, Riverside’s scores were comparable to most 
organisations in the sector, however, there was a gap in methodology 
which made it difficult to carry out a like for like comparison. Based on 
current performance, the Committee supported the targets outlined.  
 
The Committee reviewed the findings and recommendations from the Anti-
Social Behaviour scrutiny activity that had been completed by the RCVE 
Scrutiny Panel, highlighting, the complex nature of the topic and the robust 
approach taken by the panel. It was noted that the scope of the scrutiny 
had been refined due to the scale of ASB activities and was designed to 
ensure that the review would provide useful insight about the ASB service 
and focused on establishing how good practice in handling Anti-Social 
Behaviour cases was shared throughout Riverside with a clear focus on 
general needs customers. Over 100 staff members had been interviewed 
during the scrutiny exercise, demonstrating a thorough examination of the 
service and a detailed scrutiny report and Action Plan along with an initial 
suite of key performance indicators that would be developed as part of the 
migration of ASB case management onto Salesforce in March/April 2023. 
The Committee was pleased to note that the Scrutiny Panel had agreed to 
continue working with officers as a critical friend in the year ahead as the 
Action Plan was implemented. The Committee welcomed the 
recommendations and findings and thanked the Scrutiny Panel for a robust 
and powerful piece of customer scrutiny.  
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The Committee reviewed the updated Home Ownership Risk Register, 
noting the new risks added, in particular, new commercial units and the 
potential risk relating to confusion over repairs responsibilities and 
limitations, following implementation of the new SO lease. This risk would 
be considered as part of the next review of the risk register.  
 
The Committee noted the Business Assurance update on regulatory and 
performance plans within the Customer Service Directorate, including a 
summary of the activity undertaken by Business Assurance Team between 
September 2022 and February 2023, emerging issues, and priorities for 
the next six months. The Committee requested further detail on 
improvements made following the Lettings Customer Journey Mapping.  
 
The Committee reviewed and approved the minor changes to the CEC 
Terms of Reference. The Committee also reviewed the plan to integrate 
the Committees who have responsibility for Customer matters at both OHG 
and TRGL and requested a Task and Finish Group be set up to oversee 
progress with integration of the 2 committees. 

 




