
Readers may note that some information within these documents have been omitted 

/ redacted. 

Some information has been omitted / redacted as disclosure may prejudice the 

commercial interests of Irvine Housing Association trading as Riverside Scotland. 

We recognise that the commercial sensitivity of information may decline over time and 

the harm arising from disclosure may be outweighed by the public interest in openness 

and transparency. We commit to review the redaction of any such information from 

time to time. 

Some information has been redacted as it contains personal data which identifies an 

individual. Disclosure of this information would place Irvine Housing Association   
t/a Riverside Scotland in breach of the Data Protection Act 2018. 



247th Board Meeting of Irvine Housing Association Ltd: 
Thursday 31 March 2022 at 5.30 p.m. 44-46 Bank Street, Irvine, KA12 
0LP and via MS Teams video conference 

AGENDA 

Data Class 

1. Apologies for Absence 

2. Declarations of Interest 

3. Previous Minutes –  
Minutes of the 246th Board Meeting held on Thursday 27 
January 2022 

Public 

4. Matters Arising 

5. Substantive Business 

 5.1   30 Year Financial Plan Restricted 

 5.2   Repairs and Maintenance Programmes 2022/23 Restricted 

 5.3   Performance Assessment with Potential Future 
 Measures/Targets 

Internal 

 5.4   Fire Safety – Stay Put Policy Public 

 5.5   Anti-Money Laundering Policy Internal 

 5.6   Whistleblowing Policy Public 

 5.7   National Housing Federation – Code of Governance Internal 

 5.8   Progress Reports on Development Projects Confidential 

 5.9   Operational Performance Report Public 

 5.10   Income Collection Performance Report Internal 

 5.11   Financial Performance Report Restricted 

 5.12   MD Report Confidential 

6. Minutes/Updates: 

a) Unconfirmed Audit & Risk Committee Minutes – 14
March 2022 

b) Unconfirmed Audit & Risk Committee Minutes – 14
March 2022

Confidential 

Confidential 



 

 

c) Confirmed Group Customer Experience Committee 
Meeting Minutes – 6 January 2022 

d) Group Board Core Brief – January 2022 

Confidential 

Confidential 

7. Disclosure  

8. Any Other Business  

9. Date of Next Meeting –  
Thursday 26 May 2022 at 5.30 p.m. – 248th Board 
Meeting 44-46 Bank Street, Irvine, Ayrshire and via MS 
Teams  

 

 
 
DMcL / db 
21/3/2022 



5. Substantive Business



5.4. Fire Safety Stay Put Policy







4 Next steps 

As above. 

5 Recommendations 

The Board is asked to note that: 

▪ The flat doors of properties owned by the Association within all communal
blocks in Dumfries and Caley House will be upgraded to the latest Fire Safety
standards during 2022/23.

▪ A Stay Put policy will be applied across all communal blocks from 1st May
2022, excluding Caley House in Kilwinning which is a mixed tenure complex.
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5.6. Whistleblowing Policy



 

Date: 31 March 2022 

Subject: Whistleblowing Policy Update 

Author: Anne-Marie Owens, Governance Manager 

Sponsor: Sara Shanab, Director of Governance and General Counsel 

Appendices: Appendix 1: Whistleblowing Policy 

Action: TO APPROVE 

Data Class: Public 

EXECUTIVE SUMMARY 

In September 2020, The Group Audit Committee approved the Group Whistleblowing Policy. 
The Riverside Group (TRG) are committed to the highest standards of quality, probity, openness 
and accountability in all areas of its work. The Whistleblowing Policy articulates Riverside’s 
approach to Public Interest Disclosure (Whistleblowing), which supports this commitment.   

In March 2021, Riverside adopted the National Housing Federation’s Code of Governance 2020. 
Since this time, work has been underway to bring the business into a compliant position with the 
provisions of the Code. The Governance and Remuneration Committee has been overseeing 
this work and as part of the compliance plan, identified that an addition was required to the 
Whistleblowing arrangements to meet the following Code requirement: 

4.5 Whistleblowing and confidential concerns: there are clear and well-publicised arrangements 
for members of staff and others associated with the organisation to raise confidential concerns 
with a designated nonexecutive member of the board (other than the chair), where these are 
serious concerns and cannot appropriately be raised through the usual channels, and for these 
to be dealt with through proportionate and independent investigation as necessary. 

The Policy previously stated that “In most cases colleagues should be able to raise any concerns 

with their line manager. If they do not feel able to do so, then they may wish to discuss this with 
People Services / legal or disclose the matter to the Company Secretary.” However, there was no 
route to raise concerns directly with a Non Executive Director. 

At is meeting in September 2021, the Group Audit Committee approved the following addition to 
the Policy as well as a number of further minor changes. 

Where a colleague has serious concerns they feel cannot appropriately be raised through the 
channels described above, they are able to make a disclosure to the designated Non Executive 
Director, who is the Chair of the Governance and Remuneration Committee, by sending a letter 
marked ‘private and confidential to be opened by addressee only,’ at: 

Private and Confidential to be Opened by Addressee Only 
Governance and Remuneration Committee Chair 
The Riverside Group 
2 Estuary Boulevard 
Estuary Commerce Park 
Speke, LIVERPOOL, 
L24 8RF 

The Non Executive Director will apply the same process as described above and ensure that 
concerns are dealt with through proportionate and independent investigation as necessary. 

The Equality Impact Assessment carried out in June 2020, remained unchanged by the proposed 
amendment, in that the Policy still applied to all colleagues equally with no differentiation for any 
diversity characteristics. 

Following the approval of Group Audit Committee, the Board of Riverside Scotland are now 
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asked to approve its adoption for Riverside Scotland. 

RECOMMENDATION 

The Board is asked TO ADOPT the Group Whistleblowing Policy. 
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Appendix 1

Policy Reference: Policy Version: 2.0 

A charitable Registered Society under the Co-operative and Community Benefit Societies Act 2014 

diverse nature of their culture and background and actively promoting inclusion. This 

policy aligns with Riverside’s Equality, Diversity and Inclusion Policy and has been 

subject to an Equality Impact Assessment. 
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5.9. Operational Performance Report



Date: 21.3.2022 

Subject: Operational Performance 

Author: Heather Anderson, Head of Service Delivery  
 

Sponsor: N/A 

Appendices: Yes 

Action: Information 

Data Class: Public 

EXECUTIVE SUMMARY 

This paper and appendices sets out operational performance against our agreed KPIs as 
at the end of Period 11 2021. Given the decline in customer satisfaction performance over 
the past 6 months, and the enduring impact of the malware attack, a new Customer 
Satisfaction Improvement Plan has been developed setting out actions that will be 
implemented during 2022/23 which will help us to; better understand the changing needs 
of our customers, how they wish to engage with our services, and address the key drivers 
of dissatisfaction. The Period 11 performance is attached to this report as Appendix 1, 
and the proposed Customer Satisfaction Improvement Plan as Appendix 2. 

RECOMMENDATION(S) 
The Board is asked: 

▪ To note the position against the operational KPIs as at period 11 2021 including the
key risk areas and identified improvement actions.

▪ To note the new Customer Satisfaction Improvement Plan 2022/23 and proposed
reporting arrangements.

1 Background 

1.1 Performance against the current agreed KPIs is reported to each Board 
meeting using the performance reporting system, Tableau. The dashboards for 
operational performance and customer satisfaction as at the end of Period 11 
of 2021 are attached to this report as Appendix 1.  

1.2 Customer satisfaction performance has fallen considerably during the past 
year. The key reasons for this are the transition to new repairs and maintenance 
providers and challenges posed by the outgoing contractors, the impact of the 
malware attack on CSC systems and processes, and the impact of the Covid 
pandemic. Improving customer satisfaction is a key priority for the Association 
for 2022/23. To drive froward required improvements a Customer Satisfaction 
Action Plan has been developed, which sets out how we will; gain a better 
understanding of customer needs, address the key drivers for dissatisfaction, 
and engage with our customers in a more productive way. A copy of this action 
plan is attached to this report as Appendix 2. 
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2 Performance Context 

2.1 The current KPIs for 2021/22 for Riverside Scotland are: 

➢ Total unadjusted arrears (4 week average)
➢ Void rent loss.
➢ Rent Evictions
➢ Repairs timescales.
➢ Compliance
➢ Tenancy Turnover
➢ Tenancy Sustainability
➢ Overall satisfaction
➢ Listening to Views
➢ Repairs and Maintenance satisfaction
➢ Latest Repair satisfaction
➢ Complaints Handling satisfaction

3 Performance Update and Analysis 

3.1 Customer Satisfaction 
Overall satisfaction has dipped slightly over the period and considerably from 
a peak in April/May 2021.  Our overall satisfaction is largely reflective of our 
repairs and maintenance services. There has been a decline in quality of 
service provided by Mitie since they announced their withdrawal from future 
service delivery after March 2022. The mobilisation plans for the new providers 
are on track and both The Bell Group and James Frew will be delivering 
services from 1st April 2022. Sessions have been held with both contractors to 
discuss approaches to customer service and the need to drive forward real 
improvements in customer care and service delivery. 

The new performance framework for repairs and maintenance services will 
place focus on the customer experience if a repair cannot be fixed first time, so 
will include monitoring of; completion of follow-on works, repairs ‘chasers’, 
complaints, and the quality of communication with the customer throughout. 

The malware attack caused significant disruption to the CSC telephony 
systems. This has caused a backlog of work for the CSC and enduring issues 
which are still resulting in lengthy call waiting times for customers. This will have 
undoubtedly cause frustration for customers and increased dissatisfaction.  The 
CSC is working towards full staff complement and introducing a new 
performance management framework to improve the quality of calls and 
increase first point resolution. 
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3.2 Compliance 
Gas safety check compliance is showing as 98% for the period. All checks were 
physically completed, however there was a delay uploading the completion 
certificates to the systems due to enduring issues related to the malware attack. 

3.3 Cash Leakage 
The Housing team continues to work with the Income Collection service on 
arrears recovery work.  Applications are being made to the Scottish 
Government Grant Fund via our Local Authority partners, and work is now 
complete to create a dedicated DWP portal for Riverside Scotland customers. 
Work is ongoing to consider alternative models for arrears recovery across 
Riverside Scotland in partnership with the Head of Income Collection, who has 
submitted a separate paper on Income Collection improvement planning to this 
Board meeting. 

4 Next steps 

4.1 A key priority for the senior management team for 2022/23 is to improve levels 
of customer satisfaction. The implementation of new repairs and maintenance 
contracts, with a key focus of performance on customer care, should support 
improvements in this area. The team will also be working to implement the new 
Customer Satisfaction Action Plan attached to this report as Appendix 2 and 
will report progress against this to Board on a quarterly basis. 

5 Recommendations 

The Board is asked: 

▪ To note the position against the operational KPIs as at period 11 2021
including the key risk areas and identified improvement actions.

▪ To note the new Customer Satisfaction Improvement Plan 2022/23 and
proposed reporting arrangements.
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Commentary:
• The new repairs and maintenance services will

begin on 1st April 2022, we are currently
implementing our transition plan. The
specification and performance framework for
these new contracts is focused on customer
satisfaction and reporting systems will be
interfaced allowing for more efficient reporting
processes.

• The majority of recent voids have been in poor
condition and have required more void repair
works and decoration costs than average. It is
anticipated that our new annual tenancy
welfare visits will help us to identify properties
in poor condition at an earlier point and
support tenants to carry out remedial works.

• Gas servicing compliance is at 100%, however
there was a delay with uploading certificates to
Promaster due to system issues.

Evictions (any reason) and 
abandonments

Refus

15.18%
112 Lets with 17 

refusal
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8. Any Other Business





9. Date of Next Meeting - 5.30 p.m.
Thursday 26 May 2022 - Riverside
Scotland's Office, 44-46 Bank Street,
Irvine and via MS Teams




