
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. 
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THE RIVERSIDE GROUP LIMITED 
 

IRVINE HOUSING ASSOCIATION LIMITED 
 
 

Two Hundred and Fifty Nineth Meeting of the Board held at 5.30 p.m. on 
Thursday 21 March 2024 via MS Teams. 

 
 

Minutes  
 

Present:  
Mr J. Strang (In the Chair), Mrs M. Burgess, Mr G. Darroch 
Mr S. Easton (from Item 5), Mrs. J Galbraith, Mr R. Hill, Mr T. 
McInnes, Mr P. New and Mrs S. Petrie.  

   
In attendance were: Mrs D. MacLean, Mrs H. Anderson, Mrs 
D. Boyle, Ms H. Duff and Mrs M. Hutchinson.  
 

   Apologies for Absence 
Mr P. Lynn and Mr S. Stewart 

  
 Declarations of Interests 

Nil.  
             
 

 
1. Apologies for Absence 

 
Mr P. Lynn and Mr S. Stewart. 
 
The Chair suggested that special leave for the meeting was granted to 
Mr Lynn, pending discussion to clarify his future participation on the 
Board and this was agreed. 

 
 
2. Declarations of Interest 

 
There were no interests to declare. 
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The Board then APPROVED the new Financial Redress and 
Compensation Policy. 

 
 
10. Performance Targets 2024/25 
 

Mrs M. Hutchinson advised on the internal process for identifying the 
proposed targets presented. 
 
Mr R. Hill enquired if targets for void rent loss, arrears recovery collection 
rates and bad debts should be included in the report.  Mrs D. MacLean 
advised that this information was captured in other statistical reports 
which were regularly monitored and commented that % rent lost on rent 
due and the total % of arrears were included in the targets presented.  
On this basis, the Board agreed it was content not to include the 
additional targets in the report. 
 
Mr G. Darroch suggested that the target for complaints handling 
satisfaction was low at 60% and queried if the Association should set its 
target in line with the ombusdman’s guidelines.  Mrs MacLean advised 
that the target was a Group measure and the Association did monitor 
against the ombudsman’s guidelines in relation to meeting the response 
timescales set.  The Group target was another useful target to monitor.  
The Association had seen an increase in satisfaction levels since the 
introduction of a dedicated temporary Complaints Officer post which had 
now been made a permanent post.  The 60% target set, was reflective 
of allowing the post to embed into ongoing service provision, with the 
intention of setting higher targets year on year.  The Board also noted 
that satisfaction with the outcome, rather than satisfaction with how the 
complaint was handled questions would provide differing satisfaction 
results. 
 
Following Board’s review of the content of the proposed targets against 
past and current performance, the Board AGREED the performance 
framework for 2024/25. 
 
 

11. Review of Common Housing Allocations Policies 
 

Mrs H. Anderson stated that the Association was not involved in a 
common housing register (CHR) approach in South Ayrshire, given that 
it took 100% nominations from the local authority in this area. 
 
Referring to the 2 revised policies presented, Mrs Anderson advised that 
the key changes to the policy for East Ayrshire’s CHR were to increase 
the priority need groups to include persons from the armed forces and 
young people leaving care.  The policy for Dumfries & Galloway had 
been significantly changed in a move to adopt a choice-based lettings 
approach which had involved significant negotiations. 
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Mrs Anderson advised that the policy for North Ayrshire was currently 
out for consultation and once finalised, would be brought to Board for 
consideration, although at this stage, it was expected that the changes 
would include an increase in priority need areas. 
 
Mr G. Darroch enquired if a choice-based lettings approach in Dumfries 
and Galloway would have an impact on staffing resource.  Mrs Anderson 
advised that significant impact was not envisaged at this stage due to 
the administration of housing applications no longer being required and 
the IT system being more user-friendly. 
 
The Board thereafter NOTED the update and APPROVED the: 
 
a) Revised policy for East Ayrshire’s Common Housing Register and 

 
b) Revised policy for Dumfries and Galloway’s Common Housing 

Register. 
 
 
12. Schedule of Duties & Responsibilities 
 

Mrs D. Boyle advised that the Association had aligned with the Group 
approach of preparing an annual Board report detailing Board Members’ 
duties and responsibilities, rather than issuing a letter to Board which 
had been the previous practice. 
 
Following Group’s recent review of its Schedule for its Directors, the 
Association’s lawyers, TC Young, were instructed to review and update 
Group’s document to ensure that it was appropriate for the Association’s 
operating environment.  The main changes made to the Schedule 
reflected the Association’s Board’s duties and responsibilities as a Board 
Member of a Scottish registered social landlord and a Trustee of a 
Scottish charity. 
 
The Board then NOTED the Schedule of Duties and Responsibilities of 
Board Members of Irvine Housing Association Ltd (Riverside Scotland). 

 
 
13. Board Appraisal Improvement Actions Update 

 
Mrs D. Boyle reported on good progress against the improvement 
actions and training plan agreed at the September 2023 Board Meeting, 
with completion of the remainder of outstanding actions being targeted 
by September 2024. 
 
The Board NOTED the update provided on progress against the 
improvement actions and the training plan agreed as part of the 2023 
appraisal process. 
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14. Operational Performance Report 
 
Mrs H. Anderson reported that following a decline reported in the last 
quarter, overall satisfaction performance and listening to views had 
increased again as at the period end.  The main driver for customer 
satisfaction was the repairs service. 
 
Mrs Anderson stated that following a deep dive of dissatisfied customer 
comments in relation to satisfaction with latest repair, key areas were 
identified for action to drive through service improvements: 
 

• Improved communication from the Customer Service Centre, the 
Association and the contractor, particularly in relation to follow-on 
works. 

• The monitoring of completion of those follow-on works. 
• Advising the customer of completion of external works. 

 
These aspects had now been incorporated within internal processes and 
would be monitored by the new Complaints Officer who would be the 
main point of contact for the communication of information relating to 
follow-on works with the customer.  They would also ensure that 
customers were satisfied with works, prior to the closure of the repair 
job.  The findings of the deep dive exercise had also been shared with 
the contractor. 
 
Mrs Anderson advised that a customer communication had been issued 
providing information on the different categories of repair timescales in 
order to manage customer expectations moving forward. 
 
Mrs Anderson stated that it was hoped that the Association could reach 
70% overall satisfaction by year end.  If this did not however transpire, 
there had been significant progress with regard to service improvement 
during the year and the Association would continue on its journey of 
improvement. The Board agreed that significant progress was clear to 
see and that the staff team should be commended for their efforts and 
encouraged by this work. 
 
Mr R. Hill reported on the progress and improved results being achieved 
in the income collection area of the business, which had been regularly 
reported to the Audit & Risk Committee throughout the year.  The Board 
were pleased to note the positive results in this service area too and 
requested that its thanks were extended to Ms G. Gascoigne and the 
team for their achievements. 
 
The Board thereafter NOTED the report on the Association’s operational 
performance position as at the end of Period 11 of 2023/24. 
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c) Group Board Meeting Highlights – January and February 2024. 
 
 

19. Any Other Business  
 

a) 2025/26 Meeting Dates 
 

Following review, the Board AGREED the Board and Committee 
Meeting Dates for 2025/26. 

 
b) Farewell 
 

The Chair highlighted that this would be Mrs H. Anderson’s last Board 
Meeting prior to her moving on to a new role with another housing 
association.  He thanked Mrs Anderson for being a huge support to 
him, the Board and to the Senior Management Team and wished her 
the very best in her new career opportunity.   
 
Mrs Anderson thanked the Chair for his comments and stated she 
had enjoyed her time with the Association.  She thanked the Board 
for providing the right level of scrutiny and support and wished them 
all the very best for the future.  

 
 
20. Date of Next Meetings  
 

260th Board Meeting – 5.30 p.m. on Thursday 23 May 2024 at 44-46 
Bank Street, Irvine and via MS Teams. 
 
 
 

D MacLean 
Secretary                                        …………………………………………………………………… 
22 March 2024                                     
DMcL/db                                         Date:  …………………………………………                                      




