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THE RIVERSIDE GROUP LIMITED 

IRVINE HOUSING ASSOCIATION LIMITED 

Two Hundred and Fifty Second Meeting of the Board held at 5.30 p.m. on 
Thursday 26 January 2023 via MS Teams. 

Minutes 

Present: 
Mr J. Strang (In the Chair), Mrs M. Burgess, Mr S. Easton 
(From item 6), Mr R. Hill, Mr T. McInnes, Mr P. New, Mrs S. 
Petrie and Mr S. Stewart (From item 6).  

In attendance were: Mrs D. MacLean, Mrs H. Anderson, Mr 
R. Brameld (Items 1-5), Mrs D. Boyle, Mr C. Dillon (Items 1-
8), Mr H. Owen (Items 1-6) and Ms L. Roberts (Items 1-8).

Apologies for Absence 
Mrs M. Crearie, Mr G. Darroch, Mrs. J Galbraith and Mr P. Lynn. 

Declarations of Interests 
Nil. 

1. Apologies for Absence

Mrs M. Crearie, Mr G. Darroch, Mrs. J Galbraith and Mr P. Lynn.

2. Declarations of Interest

There were no interests to declare.
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3. Minutes of Previous Meeting – 251st Board Meeting held on 30 
November 2022  
 
The minutes of the 251st Board Meeting held on 30 November 2022 were 
APPROVED as an accurate record, subject to the word “dept”, on line 2 
of paragraph 5 at Item 3, being replaced with “debt”. 
 
 

4. Matters Arising from the Previous Minutes 

The Board NOTED the update on the actions identified from previous 
Board Meetings.  Mr R. Hill thanked the team for amending the format of 
the report which made it easier to follow. 
 
 

5. Data Retention Policy 
 
Mr R. Hill enquired if the reference to the storage of physical records 
required extension beyond Riverside premises, given that staff were now 
deemed as hybrid workers or if Group’s approach in this regard was 
captured within other policies.  Mr R. Brameld confirmed that storage 
had been limited to Riverside premises to ensure secure record storage 
and destruction within Riverside premises.  This was also covered within 
the Hybrid Working, Bring Your Own Device and Acceptable Use 
Policies. 
 
Mr T. McInnes queried if the proposed Policy had been sense-checked 
against Scottish legal requirements.  Mr Brameld confirmed that given 
the high-level nature of the Policy, it was more appropriate for the Data 
Retention Schedule to be appropriately sense-checked.  Group’s 
Schedule was currently being amalgamated with One Housing Group’s 
Schedule and once finalised this would require to be reviewed to ensure 
it also incorporated any requirements under Scottish law. 
 
Mrs M. Burgess questioned if staff were fully aware of the data retention 
expectations and protocols of hybrid workers.  Mr Brameld advised that 
staff should be aware of the procedures.  He confirmed that the Data 
Protection Team was moving to a business partner model and Riverside 
Scotland would have a dedicated business partner who would carry out 
a training needs analysis in order to establish appropriate role-based 
requirements, in addition to mandatory training. 
 
Mrs MacLean confirmed that officers would liaise as appropriate with 
peers and / or solicitors, following completion of our legal services 
procurement and provide the Data Protection Team with a template Data 
Retention Schedule for consideration and inclusion within the Group 
Schedule currently being worked on. 
 
Mr P. New advised that all staff were required to complete mandatory 
training which made expectations and requirements very clear.  Mr 
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Brameld highlighted there was also a Group Data Classification Policy in 
place which detailed the approach for the classification of all 
documentation.  This process was currently done manually, however, 
would be moving to an automatic classification system in the coming 
months which would strengthen this process from a risk perspective. 
 
The Board thereafter AGREED to ADOPT the updated Group Data 
Retention Policy. 
 
Mr Brameld then left the Meeting. 
 
 

6. Corporate Plan 2023-26 
 
Mr H. Owen advised that the current Corporate Plan was due to come to 
an end in March 2023.  He updated on the corporate planning process 
which had been undertaken to gather the information presented for 
consideration, prior to commencement of the 2023-26 Corporate Plan 
drafting process. 
 
Mr Owen highlighted the changes to the operating environment from 
when the current Plan had been drafted, when compared the current 
environment: 
 

• The One Housing Group had joined the Riverside Group, 
meaning that the organisation now had a more diverse 
customer and stock profile.  The new Plan would be developed 
to reflect this new Group structure. 

• The current operating environment was particularly 
challenging and volatile, which meant the organisation was 
facing a number of major risks due to the cost of living crisis, 
the housing market, the state of the economy and the 
reputation of the sector.  This meant that the new Plan would 
require to be kept under more regular review, to remain agile 
and be able to adjust course if required. 

 
Mr Owen reported that a different approach had been taken as part of 
the process this year, with the intention to develop 9 supporting 
corporate strategies to follow on from the new Corporate Plan and also 
the setting up of a Sounding Board, which the Mr J. Strang, Chair, had 
been part of, to provide input and advice throughout the corporate 
planning process. 
 
Mr Owen then reported on the stakeholder feedback gathered the 
previous year via polls and corporate planning sessions which had 
assisted to identify the proposed objective priorities for the new Plan, 
with: 
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10. Customer Involvement Strategy 

 
Mrs H. Anderson advised that the Group-wide Customer Involvement 
Strategy had been developed to lay out how the organisation wanted to 
engage with its customers post-Covid, factoring in the feedback which 
had been gathered last Summer as part of the Big Conversation survey. 
 
Mrs Anderson confirmed that the principles and strategic aims in relation 
to customer involvement in the Strategy were aligned with Riverside 
Scotland’s approach.  It was intended that the Customer and Community 
Engagement Officer post which was currently being recruited, would 
work closely with Group’s Customer Involvement Team moving forward. 
 
The Strategy focused on working with customers to develop 
improvement projects and services at a local neighbourhood level, which 
was reflective of the customer feedback received.  This would allow more 
flexibility, with customers being able to contribute to projects directly 
affecting them and allowed for a more fluid membership of the different 
groups such as a customer scrutiny group, a customer complaints panel 
etc. whilst also continuing to link in with the local community groups.   
 
Mr T. McInnes enquired if the proposed Strategy would be a central part 
of the Customer and Community Engagement Officer’s role.  Mrs 
Anderson confirmed the reporting mechanisms both within Riverside 
Scotland and also with the Customer Involvement Team and advised 
that the new post-holder with work with herself to deliver the strategic 
aims of the Strategy through the development an action plan which 
focused on local communities within Riverside Scotland.  They would 
also link in with Group’s Team in order the share learning of current 
initiatives which were providing positive results.  Mrs Anderson 
confirmed that the intended post-holder would bring a wealth of 
experience of customer involvement with them, particularly experience 
of engaging with vulnerable households. 
 
Following a query from Mr R. Hill regarding complaints response 
timescales, Mrs Anderson confirmed that response times were within 5 
days for stage 1 complaints and 10 days, with option to request 
extensions, for stage 2 complaints, although the statutory requirement 
was 28 days.  Mrs D. MacLean advised that the Association would be 
reviewing its complaints policy and response deadlines in due to course 
in order to align more closely with the Scottish Public Sector 
Ombudsman’s guidance. 
 
 Mrs S. Petrie enquired on any perceived challenges in encouraging 
customers to be more involved.  Mrs Anderson confirmed that there 
would be challenges in involving a wider range of customers in order to 
have more diversity on the groups and some creative thinking would be 
required to make participation attractive to a wide range of customers.  
Mrs Petrie suggested using the term “historically marginalised” rather 
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13. Managing Director’s Report 
 

Mrs D. MacLean gave an update on the current ongoing recruitment 
process, highlighting that she expected that most posts were on target 
for commencing during February/March.  Unfortunately, no applications 
had been received for the Technical Support Officer post in Dumfries 
and, following further consideration and discussion, it was intended that 
a part time Asset Officer would be advertised instead in this area. 
 
Mrs MacLean stated that customer satisfaction levels were 
disappointing.  Following detailed analysis, the two main areas of 
dissatisfaction were around communication and the repairs and 
maintenance service.  Officers were focusing on these areas in order to 
resolve the issues and start to improve customer satisfaction levels.  The 
Board recognised that customer expectations were high following the Big 
Conversation survey last year, and whilst internal changes had and were 
being made, it would take longer for the results to filter through to service 
provision, however, they expected that the changes being made would 
deliver results. 
 
Mrs MacLean also reported on the disappointing results of the recent 
Hive Pulse colleague survey.  The Board noted that the recent survey 
was taken at the same time of the restructure announcement in 
November and again expected to see an improved position in the next 
survey results. 
 
The Board noted that the Association was currently in a transitional 
phase, reiterated its support for the direction of travel and thereafter 
NOTED the overview of the current issues and activity across the 
business detailed in the MD’s Report. 
 
 

14. Minutes / Updates 
 
The Board NOTED the: 
 
a) Unconfirmed Audit & Risk Committee Minutes – January 2023 
b) Confirmed Customer Experience Committee Minutes – 22 

September 2022. 
c) Customer Experience Minutes Away Day 22 and 23 September 

2022 
d) Customer Experience Minutes – 1 December 2022 
e) Group Board Highlights – December 2022. 
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15. Any Other Business  
 

a) Resignation from the Board 
 
Mr J. Strang reported that Mrs M. Crearie had advised of her intention 
to resign from the Board.  The Board agreed that contact should be 
made with Mrs Crearie to discuss an appropriate arrangement for 
expressing the Association’s gratitude for her service. 
 

b) Board Strategy Away Day 
 
Mrs D. Boyle confirmed the location for the Board Meeting and 
Strategy Away Day and advised that she would contact Board 
Members out with the meeting to provide further information 
regarding the arrangements for these events on 30 and 31 March 
2023. 
 

c) Board / Committee Meeting Schedule 2023/24 

Mrs Boyle proposed a change to the agreed Schedule for the Board 
Meeting and Strategy Away Day in March 2024 from 29 and 30 to 21 
and 22, due to 30 March falling on a public holiday weekend.  This 
was agreed. 

 
 
16. Date of Next Meetings  
 

253rd Board Meeting - 5.30 p.m. on Thursday 30 March 2023  
 
Board Strategy Away Day - 9.30 a.m. on Friday 31 March 2023  
 
Both events at the Grand Central Glasgow, 99 Gordon Street, Glasgow, 
G1 3SF.   
 
 
 

D MacLean 
Secretary                                        …………………………………………………………………… 
27 January 2023                                     
DMcL/db                                         Date:  …………………………………………                                      




