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Minutes of the RCVE Meeting 17/08/2023
The Brain Charity (10:00 – 15:00)

	
	
Attendees: 

RCVE:            Vic Andrews, Margi Kelly, Richard Nichols, Paula Simpson, David Otty, 
                       Keith Harkness, Vic Fleming, Jonothon Laycock

Riverside:     Elaine Bateson, Chris Colman, Jo Young, Steve Hewitt, Gina Birkenhead, 
                       Rebecca Gorman, Charlene Little, Andrea Thorn, Sarah Wall, Patrick New, 
                       Elaine Tabener, Ali Clintworth, Ingrid Nyaundi, Karen Hutchinson, 
                       Michaela Clarke, Kate Henderson, Lauren Kelly, Lee Buss Blair, Raj Vine,
                       Chris O’Shea (Retrofit)


	
1
	
Welcome and Introductions

VA opened the meeting and thanked all for attending today’s session. A warm welcome was made to the newest members of the CI&E team, Elaine Bateson and Rebecca Gorman.


	
2
	
Apologies
	
Carole Warburton


	
3
	
Previous Minutes
	
Minutes from previous meeting on 15/06/2023 were agreed.

	
4
	
Matters Arising
	
Repairs Policy:  
AT reported back that suggestions and feedback made in the previous discussion, have now been built in and mapped into OHG policy successfully.  An explanation was given on the move from Riverside Direct to Riverside Property Services and how this works – same service but a different management structure.  Full repairs service now live (as of 1st August).
JL asked about what consultation will take place regarding changes made and AT advised that next year customers will be fully consulted on outline of services provided but not on who provides the service.
JL disagreed about wording of Tenancy Agreement and VA asked if he could please send any information he has relating to this, and it will be investigated.

Damp & Mould:
VA asked for an explanation of the e-learning for RCVE members.  
CC confirmed an email was sent to VA and RN regarding training.  Non staff are unable to access People Hub so learning developments have put together 7 modules in a typed version (same as e-learning for staff). Once completed a link can be accessed and this will be sent to CI&E team to collate.  VA to look at this and approve.
MK asked about training already completed and AT confirmed that this would be accepted. EB to find evidence and add to training spreadsheet.

VA asked for an update on Convene. CC advised that this is waiting on RCVE for date to switch over.  EB to be trained on Convene.

	
5
	
Finance Update
	
SH advised that account balance as of 16/08/2023 was £72,902.52
Annual accounts still ongoing.  AT asked for a date for it to be concluded and suggested the end of August.
SH confirmed that we can search 15 months back history on Bankline portal, however, we can request to go back as far as we like. 


	
6
	
Care & Support Visit
	
Report circulated for recent visit to the Southport area.
VA reported that it was a good week and advised that some interesting points were raised regarding garden maintenance issues.
ET confirmed that this is now changing.  Main points raised by the visit are now being looked into.

Scheme meetings – overall feeling of a general block on kickstarting or restarting groups.

AT confirmed closer working with Care & Support needs to be promoted.  C&S customers should be treated in the same way as all social housing customers and the same procedures should be used when dealing with complaints.
AT & VA both advised that when a customer is not satisfied with the outcome then this can be taken further. PN added that if complaints can be resolved positively in the first instance, then a formal complaint does not need to be made.


	
7
	
Community Planning Update
	
Presentation shared - AC, IN & KHu all spoke about different aspects of Community Planning and how it works. They also looked at how the RCVE can become involved with neighbourhood planning/community planning moving forward – what will this look like? Possible involvement options where outlined.

KHu  asked if existing customers are included in asking questions on door knocking events.  MK confirmed that this happened on recent Picton day, and she felt this was very effective (RCVE members buddied up with HO’s)  – some customers seemed more inclined to open up to other customers.  
It was also discussed that online questionnaires might give different information than those conducted in person, so worthwhile comparing feedback from both types.

PS requested that she could have a link to digital surveys that she could share on digital platform. AC confirmed that this can be sent, and she advised that text messaging is also used to send the link to customers.

JL felt that this was too reliant on local community groups delivering things – led largely by the community.  In principle he felt it all looked good on paper but, felt that what is presented does not match what he is being told.  
KHu observed that this was referring to Slaterbeck. She addressed what is now being done there – e.g., Oval Centre, risk assessments etc.  Work put in over last 18 months has been fantastic. It had taken longer than expected but was beginning to improve – the community plan helps to keep a check on progression.

VF felt topics were all good but enquired about how targeted support works.  AC – data is looked at to identify needs (e.g. employment and training).  This is then explored further.  Surveys look at broad areas of possible need.

RCVE moving forward – VA explained that they are at reduced capacity at the moment due to time of year/ recruitment etc.  
Needs to be representative of all areas of the country, if possible,  in line with the constitution.
VA suggestions:
· Keep everyone involved and up to date when local groups are formed.
· Continual involvement – overview of outcomes and failures.
· Regular and continued updates – even if not involved, the RCVE should be at least aware.
· Kept up to date when things stall. RCVE have role to encourage and help were possible.
· Customers expressing interest – AC to pass on to RCVE.
· Likewise, when RCVE go out – any interest shared with the team.
SW – we must ensure that we hook in housing colleagues.  Opportunities for teams to work together.  All on the same page.

VA thanked CP team for their presentation.


	

8
	

Comfort Break


	
9
	
Co-Production Update
	
Presentation shared by MC (co-production officer).
MC shared updates on what has been happening in last 18 months.

MK – confirmed that the cost-of-living panel was focused in one area at the moment, but could be looked at nationally – will contact SW to discuss joint working.
VA asked for verification of where customers involved are based geographically.  MC confirmed that there is fairly national coverage, e.g., Penrith, Hull, Buckinghamshire. It was found that it was down to the dedication of C&S staff.  VA was concerned that, as a customer, he had not heard of the work being done on this.  MC will look at why this isn’t happening in particular areas.

VA requested continual feedback to the RCVE and thanked MC for her presentation.

	
10
	
KPI’s & Reporting Back to Customers
	
LK began to talk about Customer Satisfaction Management and asked about what the RCVE wanted reporting on the website.  She talked about  11 KPI’s and 22 TSM’s.
SW asked if a separate Thursday meeting need to be scheduled to discuss this matter further.  SW and CC to arrange as soon as possible.

[bookmark: _Hlk144190610]KHe (head of strategy and planning) -  Presentation on Social Housing Regulation and upcoming changes.

VA asked about short notice inspections and how these worked for example for a customer in a poorly maintained home.  KH explained that a regulator can step in within 24 – 48 hours if Housing Association has not responded well.
VA commented on ‘vulnerability’ and would like to see us do a co-produced response to this.

How would the RCVE like to be involved?  VA & CC suggested that a further Thursday night meeting needed to be scheduled.

VA thanked KHe for her presentation.


	
11
	
Scrutiny Update





CI&E Strategy Update



	
ASB Improvement Plan Presentation shared by RV.

RN asked what ‘Tableau’ was – Reporting Mechanism.
RN felt that Scrutiny has brought in some excellent changes and a good job had been done by the Scrutiny group.


Presentation shared by CC. 
This will be an ongoing agenda item and an update will be included in the pack for RCVE meetings.

ET felt there was very little about C&S.  VA said the CS team should be included directly by CI&E team.  There is interest in joining but the overall feeling was they weren’t sure how to.  It was discussed that Retirement Living should be treated in the same way as all Social Housing customers.  CC explained that this was why CI&E are running workshops to ensure the information is out there.

AT – timing issue.  When engagement starts, we initially get angry customers who just want to talk about complaints.  We need to evolve beyond this point in order to set up effective groups.

VA thanked CC for his presentation.



	
	
LUNCH
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Retrofit Customer Communication
	
Presentation shared by CO.
He talked about projects embarked upon to get EPC ratings up to date in properties that fall below expected standards - these will include properties performing below a C rating.
£25 million fund to improve 11,000 homes.  They will be looking at Loft, External wall, and cavity wall insulation.

VA asked if the scrutiny on planned works had been seen and cross referenced.  CO confirmed this had been done.

KH asked about the time frame from first letter to completion and this was expected to be approximately 3 months.

CO confirmed to JL that the people making the calls would be employed by Riverside.

VF expressed concern about use of the name ‘Retrofit’ to customers and felt it should be made more ‘understandable’.

KH asked how much internal insulation would reduce room size. CO explained procedure and said it would be approximately 2 inches to each wall.  He also explained that rooms needed to be left as found, so in some cased total redecoration may be required.

VF asked VA what he thought about some RCVE members ringing some customers to see what their understanding is of what is going to happen – VA thought this might be beneficial.

ET enquired if there would be any need to move customers out of their properties.  CO said that at present they had not run into any of those issues, but these discussions will need to be had at some point.

VA asked about car parking facilities for retrofit workers.  CO confirmed that at the moment they had acquired land at each of the sites to use as parking.  So, he did not see this as an issue at present.

CO confirmed sites identified so far:
800 homes in LCR (Liverpool & Runcorn)
150 homes in Carlisle
150 homes in London

JL asked about equality and vulnerability assessments.  CO confirmed that liaison officers will make visits initially to identify any potential concerns and then these will be addressed.

CO has asked to be invited back in the coming months to update on progress being made.

VA thanked CO for his presentation.
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VIDEO
	Video people arrived at 1.30pm to set up
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Care & Support Update
	
Presentation by LBB to show ongoing work in C&S.

VA thanked Lee for his excellent work, especially with veterans.


	
15
	Damp & Mould Update

	
Cancelled

	
16
	
Recruitment Planning
	
What is being done?
· Videoing RCVE meeting today
· Rachel Hardwick is preparing video montage of Liverpool visits
· Quotes to be included from RCVE members – material then ready to go out and use
· Some applications have been received and sent to RN
· PS has been adding material on to Facebook – replicated on RCVE FB places
· Get Involved web pages – piece has been added for RCVE recruitment

VA advised that recruitment day probably won’t be until Sept/Oct. 
VA also asked if we could include former OHG customers.  
AH advised that they are not ready yet and it will probably be approximately this time next year before they will be.

VA asked at what point would it be useful for OH tenants to come and observe meeting.  AH felt that she couldn’t really answer that at this point as there is still a lot of work to be done to align the 2 groups.
JL asked if OH could nominate someone to come over here to look at how things are being done?  VA & AT felt this needed some further thought. 


	
17
	
Updates of Communities
	
Group Board, GDC, CSC, CEC and Complaints
Where are these?  EB and CC confirmed that these were in the RCVE inbox, but moving forward EB will be cc’d into these so they can be collated for meeting packs.

VA - presentations today had not been made available ahead of the meeting and stressed that from now on these must be sent at least 7 days ahead of time so RCVE members can have chance to look at them beforehand. These are to be sent to EB.

It was also stressed that Convene needs to be up and running asap as sensitive information cannot be sent to non-riverside email addresses.


	
18
	
Scrutiny Matrix
	
VA explained that various issues have slowed this down.  Moving forward this will steam ahead so that decisions can be made.

JY asked if RCVE can consider EDI as the next topic for Scrutiny ( this had been requested by Lyn Bowker). VA confirmed this was already on the list of possible Scrutiny enquiries.
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Equality & Diversity
	
MK read a thought-provoking piece on empowering women:

Growing up, I decided, a long time ago,
I wouldn’t accept any manmade differences between human beings, differences made at someone else’s whim or convenience.   

(Maya Angelou)


	
20
	
AOB
	
None noted.


	21
	VIDEO
	RCVE Members to be videoed

	
	
                                    Meeting ended at 3.10pm




	

	
	
	

	Appendix 1  
	
	 
	 
	 

	No. 
	Description 
	Owner(s) 
	Deadline 
	Status 
	Notes 

	1 
	Pet policy 
	Riverside 
	Next meeting 
	In progress 
	Awaiting formal approval 

	2 
	  
	  
	  
	  
	  

	3 
	  
	  
	  
	  
	  

	4 
	  
	  
	  
	  
	  

	5 
	  
	  
	  
	  
	  

	6 
	  
	  
	  
	  
	  

	7 
	IT Issues with email 
	RN/CC 
	Not set 
	Ongoing 
	Waiting on any potential issues with "Convene" 

	8 
	Earlier production of RCVE minutes 
	RN/CC 
	Complete 
	Agreed 
	Last minutes sent out & agreed within 2 weeks of meeting date 

	9 
	Digital roadmap assistance 
	SW 
	Not set 
	No update yet 
	  

	10 
	Damp & Mould e-learning roll-out 
	LP 
	Not set 
	Complete 
	  

	11 
	Void item retention 
	PN 
	See action 12 
	Complete 
	  

	12 
	Void item retention 
	AT/SW 
	Not set 
	In progress 
	 Prep complete, go live Mon 26 June for 3 month validation 
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