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Concerns had been raised by residents living within the Kidwells Close 
estate in Maidenhead in relation to the cladding remediation programme 
having not commenced. The Board noted that work would commence under 
phase 2 of the programme, between April 2024 and April 2026. 
The Board highlighted the decline in complaint handling performance over 
the last 2 months, which was linked to challenges in Property Services, 
however, this area continued to be a priority for the remaining part of the 
financial year. The Board requested an update on the Property 
Services/Repairs Improvement Plan be submitted to the March Board 
meeting. 
2024/25 OHG Budget  
The Board noted the current challenges in producing a deliverable budget 
and that an additional Group Board meeting was being arranged to consider 
a revised version. The Board was assured as to progress with Baycroft 
negotiations and that a Contracts Manager had been appointed to ensure 
rigorous management. The Board requested an update on the Group net 
surplus position to be included in the report to March Board and further 
assurance to be provided in relation to the contingency in the Budget for 
Baycroft in 2024/25. 
Financial Performance Report 
The Board considered the report that provided commentary on the financial 
performance for the year to date to December 2023 (Period 9, 2023/24). The 
Board noted the following main points: 

 Year to date Operating Deficit was £8.41m which was £0.63m 
favourable to Q2F and Operating Margin was -5.6% YTD compared 
to a Q2F margin of -5.9%. 

 The adverse variance in cladding and fire related income and that key 
learning in relation to the reduction in grant income would be 
implemented for future claims.  

demand for the shared ownership market and 
reservations at Canning Town were progressing well.  
 
The Board received a report from the Company 
Secretary noting the updates on the Subsidiary 
Group, Legal Entity Restructure, Committee 
Integration and the approach to the closure of OHG 
Board. 
 
The Board reviewed a report on Corporate 
Compliance & Assurance and requested a final 
assurance report be submitted to the March Board 
meeting.  
 
The Board received minutes from the Customer 
Services Committee, the Board Training Plan and 
Forward Agenda. 
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The Chair of the Scrutiny panel reported on progress so far and outlined what plans were in place for further meetings. 
The RCVE Chair asked the panel to bear in mind that another scrutiny had been completed about customer journey through planned 
maintenance suggested that this was looked at to cross reference some good ideas to support the present scrutiny topic. 
He also asked the panel to be mindful to send the final report to the RCVE to approve. 
 
There was a discussion on the value of reaching out to find a small group of tenants/customers to form a communication group 
tasked with reading documents etc. It was agreed this was a very good idea to help get away from jargons and abbreviations. 
 
CI&E Update 
Involvement Strategy and updates since October were shared. 
 Customer complaints – panel is now established, and two meetings have been held so far. 
 Changes to constitution now ready for RCVE to sign off. 
 Recommendation of letter writing now being fed into training and this is now on the website. 
 Regional Hubs – LCR held first meeting last week, North meeting due in next week or two and S&C to be held in March. 
 Website is now live. New listening web page. 
 Training for PS on Facebook now completed. 
 New ED&I panel meeting monthly. 
 
The Chair of the RCVE enquired if Hub meetings were being minuted. The CI&E manager explained that notes of actions were 
being made rather than full minutes. 
 
Finance Update 
The committee was presented with an up-to-date record of account. 
 
Tenanted Sales Policy Review 
Changes to the policy were shared and it was explained that this was a light touch review. 
The different types of schemes were explained including Right to Buy, Right to Acquire, Right to Shared Ownership & London Live 
in Rent. 
There was a discussion around the ‘tenants agreement’ and an explanation was given regarding this type of contract. – it is referred 
to as a ’model lease’. There was also clarification given on the improvements Riverside have made to support customers in their 
choices: 
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 Panel of solicitors and advisors in place to signpost customers to other people with specific knowledge of these products. 
 Work on website to make it easier to navigate. 
 Product guides to offer information in a consistent way. 
 
Complaints and Customer Satisfaction 
A presentation was shared providing information on what to expect in the reports and looked at how these will be set out. 
Two members shared personal experiences of ongoing complaints, and both felt that complaint resolution was not working. 
 
A second report was then also shared showing the key headlines to support performance management. 
Moving forward, slides will be provided to the RCVE at bi-monthly meetings as part of the meeting pack. The RCVE Chair felt that 
members would need to look at these fully to understand how to interpret them. He felt this would be an ongoing process that might 
need reviewing when reports start being received. 
 
Diversity Panel Feedback 
Upcoming plans were reported back to the group as follows: 
 Riverside to undertake a consultation on accessibility of services – what are barriers experienced by customers with protected 

characteristics? 
 Quality Assurance exercise to look at barriers. 
 An online survey will be shared soon. 
 A session with the ED&I panel and an RCVE session. 
 Projects that look at a particular service – calls, letters etc. 
 Training needs to be completed on GDPR before calls are listened to – this will hopefully take place in March. 
 
The CI&E manager also outlined various projects and events that are taking place. 
 
It was agreed that further discussion was needed regarding inviting an ED&I officer to group meetings. 
 
AGM Proposals 
RCVE members were reminded of the proposals that were raised at the AGM in December. 
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The Committee reviewed update reports from both TRGL and OHG summarising 
progress against Empty Homes Improvement Plans for 2023/24. The Committee 
was assured as to the significant progress made in both TRGL and OHG 
performance, with empty homes rent loss at 0.84% against target of 1.1%, TRGL’s 
Empty Homes Steering Group monitoring the improvement plan and holding 
accountable leads to account on its delivery and 85% of actions having been 
delivered. One Housing had also seen consistent improvements to overall rent loss 
and continued to remain within the target of 1%.With current improvements average 
relet times were expected to reduce to 32 days for 2024/25. 
 
The Committee reviewed the overview of TRGL and OHG complaint performance 
trends, Ombudsman communications and lessons learned, along with proposed 
remedial actions for Q3 and was pleased to note the improvement in Riverside’s 
complaint handling satisfaction to 33.2%, the highest score reported since August 
2022. The Committee noted that 80% of OHG complaints related to repairs/property 
services and main themes identified were being fed into improvement plans. The 
Committee requested further detail enabling any correlation between complaints 
completed within resolution milestone and customer satisfaction to be identified.  
 
The Committee noted TRGL and OHG had each received a severe 
maladministration determination and highlighted the importance of documenting 
key learnings. The Committee also highlighted the importance of preventing 
escalation of complaints to Stage 2 and the risks of inconsistencies in the current 
complaint handling structure, with the future integration of complaint handling teams 
providing a consistent approach across the whole Group.  
 
The Committee welcomed the comprehensive report on the severe 
maladministration determination from the Housing Ombudsman Service in respect 
of repairs, record keeping and complaint handling. The Committee was assured as 
to the detailed senior management case review, lessons learnt, recommendations 
and that the Orders issued by the Ombudsman had been met. A follow up review 
would be submitted to the June CEC meeting to confirm all actions had been 
implemented. 

including JMS, were progressing, however, required IT 
resources.  
 
The Committee noted the work to prepare for Consumer 
Regulation, overseen by the steering groups, to ensure 
compliance with the Consumer Standards set out by the 
Regulator of Social Housing (RSH) and the improvements 
made to the compliance position over the last six months.  
 
The Committee noted the 3Cs Dashboard report and 
highlighted the significant difference between Riverside 
and OHG’s Net Easy Score and requested further detail 
be provided to the next meeting.  
 
The Committee noted the update on the Langley Asset 
Strategy setting out actions to date and future work on 
Langley around damp and mould and planned investment, 
noting that the working group would develop an Asset 
Strategy to focus planned investment on where it was 
most needed, including moving beyond standard 
component replacement. New ways of working would also 
be explored that would be applicable to other areas of high 
demand, and more widely to the portfolio.  
 
The Committee noted the performance benchmarking 
report and the impact of survey collection method on 
satisfaction scores.  
 
The Committee received a comprehensive spotlight on the 
local service delivery offer and activity across the 
Liverpool City Region (LCR) that demonstrated the 
emerging local service delivery against three key 
strategies that underpinned Forward Together, as well as 
supporting the organisation’s work towards meeting the 
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objectives within the Better Social Housing Review. The 
Committee was pleased to note the positive feedback 
received from customers and housing teams in relation to 
proactive tenancy visits, progress with increasing 
customer voice in the region, community fund projects and 
case studies demonstrating the local response to ASB 
challenges.  

 




