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Chief Operating Officer Report 
The Board noted the report, in particular; 

 Assurance on Compliance and risk management, which continued to be a 
key focus  

 Increased Customer satisfaction although there had been an increase in 
complaints referrals to the Obmudsman. 

 There was a continued focus on working with colleagues in the Business 
Intelligence and Governance teams to control risk. 

 System improvements had gone live to deliver better quality Customer call 
handling 

 
Customer Experience Strategy 23-26 
The Board noted the clear focus on increasing customer satisfaction within the 
strategy and that the Customer Services Committee had reviewed the new Group 
Customer Experience Strategy at their meeting in June 2023 and recommended 
for approval to the Group Board on 13 July 2023. 
 
Communities and Livelihoods Strategy 23-26 
The Board noted that the strategy set out how the social value activities as 
articulated in the Corporate Plan 2023-26 would be delivered. The Communities 
& Livelihoods Strategy had been developed by a cross functional team of 
colleagues, working with customers and the Riverside Foundation and the Board 
noted it was recommended up to Group Board for approval 
 
Annual Assessment of OHG compliance with NHF Code of Governance 
The Board reviewed and noted that Group governance arrangements remain 
satisfactory and compliant with the NHF Code of Governance 2020, although they 
noted specifically the extensions to terms of office set out in the report 
 
RSH Standards Self Assessment of Compliance  
The Board noted that OHG was fully compliant with all 7 standards with the 
exception of one partially compliant requirement in the VFM standard. there were 
three improvement actions outstanding from last year and a number of new 
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Scrutiny Matrix 
Various issues have slowed this down.  CI&E team asked if RCVE can consider EDI as the next topic for Scrutiny. The chair of 
the RCVE confirmed this was already on the list of possible Scrutiny enquiries. 
 
CI&E Update 
Moving forward it was felt that the C&S team should be involved directly by the CI&E team. Further work is needed on how to 
involve these customers in the same way as all Social Housing customers.  It was explained that this was why CI&E are running 
workshops to ensure information is out there on how to set up effective groups for involvement. 
This will now be an ongoing agenda item and an update will be included in the pack for RCVE meetings. 
 
Retrofit Customer Communication 
A presentation was shared about upcoming projects to bring EPC ratings up to date in properties that fall below expected 
standards. A £25 million fund has been given to improve 11,00 homes. (Loft, external wall, and cavity wall insulation).   
There was an in-depth discussion around what this involved and how customers would be impacted and the practicalities of how 
the work would be completed. Concerns were raised about customer communication, vulnerabilities, and disruption to homes.  A 
full explanation was given on how this would work. 
 
Recruitment Planning 
AN update was given on what is being done in terms of recruitment. 
-  Video of August meeting to include quotes from RCVE members and CI&E team manager and video montage of Liverpool 
Scheme visits. 
- Applications from interested customers to be followed up. 
- Material added to Facebook by media officer. 
- Get Involved web pages – piece has been added for RCVE recruitment. 
- Recruitment/Assessment Day in planning stages for late October/early November. 
 
Any Other Business 
e-learning for members – as members cannot access People Hub this has now been converted into a paper version. VA to approve 
training modules and a link will be added for members to confirm completion. 
Convene – RCVE chair to confirm a date to switch over to this.  RCVE administrator to be trained on how to use. 
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financial year. The Committee noted performance had deteriorated since April 
2023, with social housing arrears increasing by £0.5m, however, performance was 
better than last year considering arrears as a percentage of rent roll and in 
increasingly challenging times. There was a considerable amount of work to do to 
improve performance in comparison to others in the sector and actions were 
focused on recruitment and retention, systems and processes, collaboration and 
consistency, with recruitment to fill the 10 current vacancies a priority.  
 
The Committee reviewed the performance challenges encountered with the 
management of empty homes during 2022-23 and noted that the learning from 
those challenges had built more robust processes and systems to drive 
improvements to the end-to-end process and minimise both the time homes were 
empty and rent loss to the business. The Committee highlighted positive progress 
with the Empty Homes Improvement Plan for 2023/24, however, noted the risks 
to the delivery of the plan, including, potential changes to the empty homes 
standard to drive down repair costs and the work to support customers and 
provide quality homes that customers want to stay in.  
 
The Committee reviewed the Internal Audit Highlights Report, in particular, the 
audits on rent setting on re-lets, handling service charge queries and right to 
acquire. The Committee noted the audit in relation incorrect rents, identified by a 
previous internal audit, were due to human error when setting rents for new lets 
and that operational steps had been implemented to avoid a recurrence of those 
issues, including a new user guide, 100% checks on all lettings packs, 20% further 
checks by a team leader and only using printed agreements to eliminate risk of 
incorrect transposition errors. 
 
The Committee reviewed the Quarterly Complaints Report setting out an overview 
of complaint performance trends, Ombudsman communications and lessons 
learned, along with proposed remedial actions. The Chair reiterated the important 
role of the Committee as the governing body for complaints and advised that, in 
his role as Complaints Lead for the organisation, he would be reviewing all future 
reports ahead of submission to CEC to provide additional scrutiny.  

The Committee noted improvements in customer 
satisfaction with service charges, in particular, that 
satisfaction with VFM was at its highest level since 
February 2021. In contrast, there had been a decline in 
customer satisfaction for Homeowner customers from 
35% to 30%. The Committee was pleased to note that the 
risk of not securing IT development for Project Loki 
surveys had been mitigated.   
 
The Committee reviewed the results of the annual self-
assessment against the Ombudsman’s complaints 
handling code and noted compliance with all “Should” and 
“Must” definitions within the code.  
 
The Committee reviewed the Customer Safety Update 
highlighting that the migration to Salesforce had provided 
a more user friendly and accessible management system. 
The Committee also received a live demo of the ASB 
Dashboard and its capabilities.  
 
The Committee received a comprehensive spotlight on 
Riverside Scotland, including geographical spread, homes 
and staff, governance and regulatory framework, KPI 
performance, tenant involvement and empowerment, 
including the role of tenant partners, and key information 
in relation to homes, tenancy and neighbourhood and 
community management.  
 
The Committee also noted the following reports: 
 

 Updates from RCVE and Riverside Scotland Board 
meetings.  

 Customer Service Financial Performance update. 
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Chief Executive’s update 
CMM updated Board on progress towards the IDA, discussed the economic 
challenges, and the changing operating environment, in particular the 
growing role of the Regulator and the Ombudsman 
 
Integration and Transformation update 
The Board received an update on merger integration and change 
management as at the end of August 2023, noting that merger integration 
was now being reported together with overall change management, within 
a single governance model. The Board also noted the intention to track 
merger savings within future reporting. 
 
Financial Performance Report 
The Board received the report setting out financial performance for the year 
to date. OHG’s YTD operating deficit was £5.77m, which was in line with 
forecast, with net deficit at £18.09m, (£0.23m adverse to Q1F YTD). 
Operating margin was in line with forecast at 8.7% YTD. The Board also 
noted the position on Baycroft performance and the 2 risks highlighted 
around bad debt and property sales. 
 
Quarter 1 Forecast 
The paper set out the quarter one full year forecast for the 23/24 financial 
year compared to the full year budget. Board noted the financial outturn 
was significantly adverse to budget and recognised the reasons for this set 
out in the paper. The Board noted that operating surplus was showing an 
adverse variance of £12.82m, the main drivers being removal of Canalside 
and DIYSO strategic disposals. 
 
Strategic Risk update 
The Board reviewed the strategic Risk Register, discussing the changes to 
the register since the last meeting and noting the key points and emerging 
risks set out in the paper. 

The Board noted reports on complaints, an update on 
care and support, (including the latest position on the 
Baycroft disposal), and a report on ED&I. 
 
The Board received the 6 monthly JV update for 
noting and a paper for noting on the One Housing 
Foundation. 
 
The Board also noted the revised Board training plan 
and the Forward agenda 
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The Board approved the appointment of Jehan 
Weerasinghe as a Trustee of the Foundation effective 
16 October 2023. 

The Board approved the extension of Linda Wright’s 
term of office to 31 October 2023. 

 




