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and C&SC and the Group Board at its strategy day. The Committee 
robustly challenged a number of points. 
Merger Due Diligence Update 
The Committee noted that due diligence had effectively concluded. The 
report follows the Transfer of Engagements to ensure completeness and 
had been previously reviewed by Group Board. 
Internal Audit Highlights Report 
The Committee discussed the outcomes of new audits into Cyber Security, 
C&S co-production, New home handovers, CSC people management 
controls and Dire remedial actions assigned to the planned team. There 
was a discussion on deadlines for implementing recommendations and 
what happens when these are missed.  
Annual Internal Audit Opinion 2022/23 
The Committee noted the report which brings together conclusions from 
audits completed within the previous year. 
Year End External Audit Highlights Report 
The Committee received the External Auditor’s report which set that the 
audit had minor outstanding areas within some subsidiaries but was largely 
complete. The materiality was set out and had dropped slightly due to the 
merged Group. The key risk was ensuring that the Transfer of Engagement 
was properly reflected in accounts. A prior year adjustment relating to the 
OHG merger was noted.  
 
Annual Review of the Framework of Internal Control 
The Committee noted the report and that the framework of control remained 
effective and recommended the statement on internal control assurance is 
adopted by the Group Board. 
Going Concern Review 

agreed and the audits against them will change as the 
year progresses.  
Policy for Provision for Non-Audit External Audit 
Services 
The Committee noted the policy remained fit for 
purpose and agreed that the review period be 
extended to triennial. 
 
Compliance Assurance and Consolidated Breaches 
Update 
The quarterly report was received. There were no 
areas of major concern or non-compliance identified. 
It was noted the statutory returns register had been 
integrated in OneTrust. It was noted that tenancy 
fraud would not be included in the fraud report as it 
was not thought to fit within the regulatory intention in 
this area.  
Asset & Liability Register 
An update on the Asset & Liability Register was 
provided, work to provide a stronger, integrated ALR 
was ongoing. 
Committee Workplan 
The Committee reviewed its plan of business for the 
coming year. 
Committee Effectiveness (6 month review) 
The Committee noted a report reflecting progress 
against its 2022/23 appraisal objectives.  
Meeting Dates for 2024/25 
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Complaints: A presentation on complaints was also given, tying in with a 
new two-stage process set to be adopted by Riverside with the RCVE 
stepping back from the stage 3 process with this being undertaken directly 
by the Ombudsman. Suggestions made on how RCVE keep their finger on 
the pulse in this were made, with these taken for discussion by Riverside. 
(This was also tied in with a previous “matters arising”). A suggestion of 
support for customers who wished to complain, but didn’t really have the 
know-how to do so. To be discussed further.  
 
A vote was taken on accepting the proposal to go to a two-stage process, 
this was accepted unanimously.  
 
Scrutiny Update: Feedback given on Riverside work on ASB best practice 
after RCVE scrutiny exercise, things appear to be progressing nicely 
although it was noted there had been a slight slip in the time taken for 
Sales-Force to be implemented.  
 
Communication: Update given on communication changes given, with 
some emphasis on the Riverside website, and how the RCVE fit in with 
this, much discussion of ideas around this.  
Recruitment planning: Progress being made on this, with regular bulletins 
going out to customers on becoming involved. 
 
Scrutiny Matrix: There had been some confusion around online meetings 
of the RCVE Officer group to discuss and progress this. Areas of interest 
have been whittled down from 24 to 9. It is hoped to determine the subject 
matter by the end of the month and then set up a group and lead to progress 
this.  
 
ED&I: Discussion around refresher training for RCVE members.  
 
AOB: No other business. 
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was highlighted, as was the opportunity to compare more fairly through the 
TSMs 
 
The Committee reviewed the Customer Involvement & Engagement Action 
Plan for Year 1 and highlighted the focus on co-producing the foundations 
of a network of local and regional hubs and providing a multi-channel 
engagement offer whilst addressing weaknesses against best practice 
standards. The Committee highlighted that the plan would be led by 
communities and customers’ needs and requested a suite of customer 
stories explaining the impact of the action plan measures be included within 
Regional Plan Spotlights.  
 
The Committee reviewed the Customer Insight Annual Report and TSMs 
update, highlighting Group overall satisfaction had declined in Q4 to 67%, 
a drop of 1.8% compared to Q3 performance. Peak performance in the year 
was during October when Group overall satisfaction hit 70.3%. Social 
Housing’s overall satisfaction declined by 3% in Q4, down to a lowest 
recorded score of 67.1% in February, however, had since continued to 
improve each month to May, where it was now at 70.6%. The Committee 
noted mixed Social Housing regional performance, with declines in LCR 
and in North impacting the Group’s score considerably. Key drivers of 
customer satisfaction had changed this quarter following the introduction of 
new TSM questions and ‘Home is well maintained’ is now the strongest 
driver for Social Housing and ‘time taken to complete repair’ was the 
strongest for Home Ownership. ‘Listening to views and acting upon them’ 
remained the second strongest driver for both business areas. The 
Committee also noted progress being made to deliver TSM reporting for 
June month end, with dashboards currently in development and June 
month end update on TSM performance would be circulated to CEC during 
July, subject to successful testing and dashboard launch. In relation to 
TSMs, the Committee requested further detail as to the methodology being 

The Committee noted the May 2023 3Cs Dashboard 
report and recognised the significant progress made 
in the Compliance dashboard.  
 
The Committee approved revisions to the Riverside 
Rent Framework 2023/24 and changes to the Anti-
Social Behaviour Policy.  
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ease of access to services and requested inclusion the cost-of-living survey 
within the strategy. The Committee approved, subject to the amendments 
agreed at the meeting, both strategies for onward submission to Group 
Board for final approval. 
 

 




