
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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3. Housing First for Families - Care
Inspectorate Report



 

Title: Riverside Scotland Housing First for 
Families Care Inspectorate Report 

Date: November 2024 

Author: Pamela Forrest, Head of Housing and 
Communities 

Sponsor: Diana McLean, Managing Director  

Action: Noting Confidential:  No 

Appendices:  
Appendix 1 – Care Inspectorate Report 
Appendix 2 – Case study 

Document Library: N/A 

Reg. Standard:  

Standard 4: The governing body bases its 
decisions on good quality information and 
advice and identifies and mitigates risks to the 
organisation’s purpose. 

 

Strategic Risk ref:   
R1 Customer experience 
R3 Safety First 
 

 

Consultation : N/A 

 

Scope: Riverside Scotland  
 

Frequency of Report: Standalone 

 
Purpose and Recommendation: 
 
This paper provides information to the Board on our first care inspectorate inspection and 
subsequent report relating to our Housing first for families’ service. 
 
Executive Summary: 
 
Housing first for families support service has been in place since 2021 supporting vulnerable 
families who have experienced homelessness or are at risk of homelessness. 
 
Families can often have multiple and complex needs with a duplication of service between 
Social Work, Health and Housing. 
 
The project had its first care inspection in September 2024 and we are delighted with the 
results which shows the service to be performing ‘very good’ across all levels of assessment.  
 
We are very proud of the staff team delivering this service and the outcomes achieved for the 
families supported. 
 
 
 

 
1. Context/Background 
 
1.1 In 2021 we were awarded £105K from the Scottish Government to support our own 

‘Housing First for Families’ project.  
 

1.2 The project focusses on existing tenant households with children who are at risk of 
homelessness, and new households with children who we are re-housing from the 
Homeless system. 
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1.3 Two ‘Housing First Worker’ posts were created with responsibility for managing and 
coordinating the support needs of each household with emphasis on reducing and 
alleviating child poverty, and improving the health and well-being of children within 
vulnerable households. 
 

1.4 The project was successful in supporting vulnerable families and stopping the cycle of 
homelessness as well as improving health, well-being, education and capacity building 
opportunities for the families supported. 
 

1.5 When funding ending the project continued and is now funded by Riverside Scotland. 
 

1.6 The project continues to be successful in supporting families to sustain their tenancy 
and improve life chances and capacity. 
 

1.7 At our first inspection we were grading on the following objectives: 
 

• How well do we support people's wellbeing? 5 - Very Good 

• How good is our leadership? 5 - Very Good 

• How good is our staff team? 5 - Very Good 

• How well is our care and support planned? 5 - Very Good 
 

1.8 Board member can read the full report in appendix 1. 
 

1.9 A case study is also provided in appendix 2 to show the journey of one of our housing 
first families. 

 
 

2 Risk 
 

2.1 There are no current risks to the service. Staff members delivering this service are 
happy in their post and although challenging at times they have great job satisfaction 
from seeing families thrive. 

 
2.1 Staff are well supported in the challenges of their role with a very hands-on Housing 

Manager and as well as structured 1-2-1 meetings, support is available daily as 
required to off load and sense check next actions and decisions. 

 
2.2 Clear health and safety procedures are in place with regards to lone working, 

safeguarding of adults and children, domestic abuse, SAW-IT reporting system for any 
health & safety incidents and we have a safeguarding lead in our team. 

 
2.2 Personal Support is also available from AXA healthcare support services if staff want 

to access any professional counselling services. 
 
 

3 Conclusion/Next Steps 
 
3.1 The board are asked to note the inspection report and note our plans to consider 

extending the service by investigating demand, capacity within the existing team and 
exploring funding opportunities. 
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About the service

Housing First for Families was registered with the Care Inspectorate on 5 January 2022, as a housing
support service.

The service provides support to families with children in the community who need assistance in maintaining
tenancies and improving their lifestyles.

About the inspection

This was an unannounced inspection which took place on 24,25 and 26, Sept. The inspection was carried out
by one inspector from the Care Inspectorate. To prepare for the inspection we reviewed information about
this service. This included previous inspection findings, registration information, information submitted by
the service and intelligence gathered since the last inspection.

In making our evaluations of the service we:

• Spoke with two people using the service

• Spoke with four staff and management

• Observed practice and daily life

• Reviewed documents

• Spoke with other professionals

Ins e i  rInspection re o teport

Inspection report for Housing First for Families
[DRAFT] page 2 of 8
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Key messages

• Consistent management and staff team

• Experienced and skilled support staff

• Very positive outcomes for the people this service supports

• Valuable and needed service in the community helping to change lives

• Strong person focused ethos and culture evident in practice

From this inspection we evaluated this service as:

In evaluating quality, we use a six point scale where 1 is unsatisfactory and 6 is excellent

How well do we support people's wellbeing? 5 - Very Good

How good is our leadership? 5 - Very Good

How good is our staff team? 5 - Very Good

How well is our care and support planned? 5 - Very Good

Further details on the particular areas inspected are provided at the end of this report.

Inspectio  rInspection re orteport

Inspection report for Housing First for Families
[DRAFT] page 3 of 8
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How well do we support people's wellbeing? 5 - Very Good

We found significant strengths in aspects of the care provided, and how these supported positive outcomes
for people, therefore, we evaluated this key question as very good.

During our inspection visits, we observed genuine warmth, kind and compassionate interactions between
staff and the individuals they support. We heard they felt very supported and were appreciative of the
service and in particular, of their individual support staff. They said they were fully involved and participated
in relation to their individual support plans.

We were able to see clear protocols in place to guide and inform staff on how to support each person and
their specific needs. Staff helped to support people to attend appointments and access other professionals.
There were clear records kept of when concerns were raised or any updates provided to health professionals
and any advice or changes that had been made.

The personal support plans were person focused which demonstrated that the staff had very good in-depth
knowledge of the person they supported. Including as risk assessments and if necessary other health needs.
We were able to see clear records of people's support packages being monitored and the responsiveness of
staff if there were any concerns.

We received some comments from other community based professionals about the service,

"This service is key to supporting young people and their children with positive health outcomes both short
and longer term due to the holistic support/intervention they are able to provide working intensively with
their families as and when required."

"It has been an amazing service in supporting clients through stressful times and helping them transition
into own tenancy and with other things too."

How good is our leadership? 5 - Very Good

We found significant strengths in aspects of the care provided, and how these supported positive outcomes
for people, therefore, we evaluated this key question as very good.

It is important that care services have effective systems in place to assess, monitor and evaluate the quality
of service provided. This is done by gathering evidence using quality assurance audit tools. This is achieved
by seeking feedback from people who use the service, and other professionals. This information helps to
drive service development and improve outcomes for people they support.

The service actively sought feedback from people supported about their visits and the benefits this support
has achieved for them, This also included some very positive feedback from partner professionals in the
community supporting vulnerable families. One professional commented that: "I have worked closely with
staff members from the service and found them really helpful, good at communicating and attend all
meetings. The support they offer families is beneficial and families have commented on this."

Ins e i  rInspection re o teport

Inspection report for Housing First for Families
[DRAFT] page 4 of 8
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There has been a consistent manager in place since the service started, including the same support staff.
This has helped the service to develop and generate some very good practices in terms of maintaining a
consistent presence in the lives of the people they support. This has also helped maintain evaluations of the
standard and satisfaction with the service provided.

We found the manager and the staff team to be committed and motivated in their approach and
demonstrated a passion for providing a high quality consistent standard of service to the people they
support. The team have developed some valuable skills and experience of supporting this group of people
and has demonstrated the value of the benefits of this type of support service.

How good is our staff team? 5 - Very Good

We found significant strengths in aspects of the care provided, and how these supported positive outcomes
for people, therefore, we evaluated this key question as very good

We reviewed the provider's recruitment procedures and found they had all the necessary and appropriate
safer recruitment procedures and checks in place including; references, police checks, registration
requirements, including interview notes and evaluations. These procedures ensured that any potential
employees were suitably vetted prior to working with vulnerable people in the community.

People should be confident that they are being supported by trained, competent and skilled staff. The
service manager had an overview of staff training. We could see that current staff training was up-to-date.

The service benefitted from a strong consistent team of staff who had built up positive supporting
relationships with the people they provide support to in the community. Staff had access to a range of
mandatory training as well as additional person-specific training. This ensured staff were trained
appropriately to meet the needs of those they provided support to.

Staff we spoke to said they were well supported by the manager of the service and as a small team worked
very well together. Staff were able to access additional training if required. This ensures that people are
kept safe and their needs will be effectively managed.

We received very positive feedback from the people the service supports and other related community based
childcare professionals about the quality of the support staff and the value of this service in the community.

We visited people being supported and saw the value and difference this service offers to the people they
support. One statement we received summed up the level of appreciation and satisfaction with the service:

"I would just like to add I get on so well with my support worker. They give me the best support, advice and
help, they are the best!! They really listen to me as well which is the best feeling. I'm so grateful for their
help and support always."

Inspectio  rInspection re orteport

Inspection report for Housing First for Families
[DRAFT] page 5 of 8
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How well is our care and support planned? 5 - Very Good

We found significant strengths in aspects of the care provided, and how these supported positive outcomes
for people, therefore, we evaluated this key question as very good.

We found the individual support plans were person focused and demonstrated positive outcomes for the
people the service supports. The plans contained good detail, giving staff clear instruction on how people
wanted to be supported for each outcome. There was a good breakdown of individual's support needs,
whilst also maintaining elements of confidentiality and sensitivity.

The personal support plans in place provided some background information and also their personal support
needs assessments. This was also sensitively recorded and discussed with the individual's agreement and
involvement. This helped to create some level of trust and commitment that helped to develop into good
supporting relationships.

People should be protected from risk of harm. We found that risk assessments were in place and these gave
staff good information on how to protect people from risk of harm. The details in the support
documentation contained good risk assessments,

The manager and support staff ensured that people who use the service were fully involved in the
development and implementation of their own individual support plans and agreements. This also included
the evaluation and assessment of their overall satisfaction with the quality of service provided. This helped
to create good relationships and foster mutual respect and ensure that the very good standard of service is
maintained.

Complaints

There have been no complaints upheld since the last inspection. Details of any older upheld complaints are
published at www.careinspectorate.com.

Ins e i  rInspection re o teport

Inspection report for Housing First for Families
[DRAFT] page 6 of 8
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Detailed evaluations

How well do we support people's wellbeing? 5 - Very Good

1.1 People experience compassion, dignity and respect 5 - Very Good

1.3 People's health and wellbeing benefits from their care and support 5 - Very Good

How good is our leadership? 5 - Very Good

2.2 Quality assurance and improvement is led well 5 - Very Good

How good is our staff team? 5 - Very Good

3.2 Staff have the right knowledge, competence and development to care
for and support people

5 - Very Good

How well is our care and support planned? 5 - Very Good

5.1 Assessment and personal planning reflects people's outcomes and
wishes

5 - Very Good

Inspectio  rInspection re orteport

Inspection report for Housing First for Families
[DRAFT] page 7 of 8
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To find out more

This inspection report is published by the Care Inspectorate. You can download this report and others from
our website.

Care services in Scotland cannot operate unless they are registered with the Care Inspectorate. We inspect,
award grades and help services to improve. We also investigate complaints about care services and can take
action when things aren't good enough.

Please get in touch with us if you would like more information or have any concerns about a care service.

You can also read more about our work online at www.careinspectorate.com

Contact us

Care Inspectorate
Compass House
11 Riverside Drive
Dundee
DD1 4NY

enquiries@careinspectorate.com

0345 600 9527

Find us on Facebook

Twitter: @careinspect

Other languages and formats

This report is available in other languages and formats on request.

Tha am foillseachadh seo ri fhaighinn ann an cruthannan is cànain eile ma nithear iarrtas.

Ins e i  rInspection re o teport

Inspection report for Housing First for Families
[DRAFT] page 8 of 8
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6.2. Asset Management Strategy



 

GENERAL - EXTERNAL 

Title: Riverside Scotland Asset Management 
Strategy 

Date: 13th November 2024 

Author: Heather Duff, Head of Asset & 
Sustainability 

Sponsor: Diana MacLean 

Action: Decision Confidential:  No 

Appendices:  
Appendix 1 - Asset Management Strategy 

Reading Room: N/A 

Reg. Standard: Standard 2 
The RSL is open about and accountable for 
what it does. It understands and takes account 
of the needs and priorities of its tenants, service 
users and stakeholders. And its primary focus is 
the sustainable achievement of these priorities. 

ORP ref: People at our heart 

Strategic Risk ref:  R7 Customer Experience  
R5 – Quality of Home – The Association is cautious in relation to risks associated with quality of 

home. 
 

 

 
Purpose and Action: 

 
This strategy sets out the ways in which we plan to meet our corporate plan commitments to deliver 
integrated asset management as per the Scottish Housing Regulators guidance published in 
February 2023. Focussing on 4 main objectives on how we will deliver our asset management 
function and improve the lives of our customers and maintain our stock whilst meeting legislative 
requirements and targets. 
 
The Board is asked to review the Riverside Scotland Asset Management Strategy and confirm that 
it is assured that the objectives outlined within this strategy will enable us to deliver on our 
commitments. 
 
Customer feedback has been taken into consideration in the production of this strategy.  
 
Board is recommended to consider the content of and approve the Riverside Scotland Asset 
Management Strategy. 
 
Executive Summary: 
 
In October the Board were presented the key objectives set out in this strategy for consideration and 
discussion. We are now able to present the finalised Asset Management Strategy for consideration, 
attached at appendix 1. 
 
By implementing the Riverside Scotland Asset Management Strategy, we can outline how we plan 
to support our customers, engage with our customers and deliver our asset management service in 
a strategic and forward-thinking way. The main theme throughout this strategy is to plan and deliver 
on plans. To develop this strategy we considered our goals, our customer feedback and the current 
economic position along with local heat and energy efficiency strategy’s. The strategy has been 
developed in line with our corporate plan and the wider Group’s Asset Management Strategy.  
 

 
 
1. Introduction 

 
Following feedback from our customers some of the key areas highlighted were: 
 
- Communication 
- Energy Efficiency 
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- Repairs & Maintenance Service 
- Value for Money 
- Landscaping  
  
  
This strategy sets out: 
 

• our aim to invest in our stock in a whole house retrofit approach 

• our commitment to prioritising tenant and resident safety in all that we do 

• our commitment to ensuring our stock is as sustainable as possible and that we 
understand our stock’s value 

• our plans on how to support our customers by encouraging customers to get involved in 
consultations and to provide feedback to shape our service that we deliver.  

• how we plan to work collaboratively with our strategic energy efficiency and contractor 
partners to deliver the best possible services and utilise both funding and community 
benefits where possible 

• how we plan to improve our neighbourhoods along with our stock  

• our plans to consider the financial impact of our services on our customers and ensure 
these are sustainable through consultation  

• our plans to maximise our repairs service 
 
 

2. Risk 
 

The risk of not implementing the strategy is that the organisation does not have a clear framework 
in place for how it aims to deliver a strategic approach to asset management.  
 
The risk of implementing this strategy is not delivering on the promises we make to customers 
within this strategy. This has the potential to cause reputational damage and affect customers 
trust in us to do what we say we will do. However, to overcome this, we will carry out annual 
reviews against the commitments we have made. We will provide regular updates to customers 
on progress through communications and an annual report to board on progress of meeting the 
commitments we have made. If we fail to meet any of the commitments, we will be transparent 
about this, and provide reasoning for not being able to meet our commitment. 

 
 

3. Next Steps 
 
Share the finalised strategy document with customers and colleagues, along with our Year 1 
commitments & action plan included in the strategy. Start work on how we will deliver on these 
commitments over the next 12 months, including looking at each role colleagues will play in the 
delivery of the strategy objectives. 
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Our focus is on our existing customers, putting them first in our deci-
sion-making and service development.  We want to concentrate on im-
proving their experience of Riverside Scotland as their landlord. We 
surveyed customers post-Covid and have redesigned our service offer 
for the future based on what our customers told us 
 
This document has been developed in conjunction with the Riverside 
Group Asset Management Strategy and The Scottish Housing Regula-
tors advisor guidance “Integrated Asset Management” published in 
February 2023. 
 
 
 
As part of the development of this strategy we have considered our 
customers feedback from our Big Conversation in 2022, our rent 
consultation feedback from 2023 and our local authority LHEES 
(Local Heat & Energy Efficiency Strategy’s).  
 
 
Feedback from our customers noted some key themes that we have 
incorporated into our Asset Management Strategy: 
 
 
• Energy efficiency  
 
• Repairs & maintenance service 
 
• Value for money  
 
• Landscaping  
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6.3. Chair's Action Procedure



 

GENERAL - EXTERNAL 

Title: Chair’s Action Procedure Date: 21 November 2024 

Author: Donna Boyle, Governance &   
Company Secretarial Assistant 
Donna.boyle@riversidescotland.org.uk 

Sponsor: Diana MacLean, Managing Director 
Diana.maclean@riversidescotland.org.uk 

Action: Decision Confidential:  Yes 

Appendices: Appendix 1: Record of Decisions  
                      of the Chair under Chair’s Action  
                      Procedure 
  

Reading Room: 

Reg. Standard: Standard 6  
The governing body and senior officers have 
the skills and knowledge they need to be 
effective. 

ORP ref: People at our heart 

Strategic Risk ref:  R6 – Governance and Regulation  

Consultation: This report is not subject to consultation 

 
Purpose and Action: 
The purpose of this paper is to report the Chair’s recent decisions under Chair’s Action Procedure 
given the attached report required formal consideration prior to the November 24 Board Meeting: 
 
The Board is asked to note the Chair’s decisions as follows:  
 

a)  NOTED the resignation of Patrick New as the Parent Nominee Board Member of Irvine 
Housing Association with effect from 31 October 2024.  

b)  APPROVED the appointment of Cris McGuinness as the Parent Nominee Board Member 
of Irvine Housing Association with effect from 1 November 2024.  

 
 
Executive Summary: 

1.1 The Board was advised at its Special Board meeting in October 24 of Patrick New’s plans to 
retire from his position as Group’s Executive Director, Customer Service which consequently 
meant that he would vacate his position as Group’s Parent Nominee Board Member to the 
Association’s Board. 

1.2 The Chair advised at the meeting that Group’s Chief Financial Officer, Cris McGuinness had 
been proposed as the new Parent Nominee Board Member to the Association’s Board and this 
was in the process of being formally considered by Group’s Governance and Remuneration 
Committee. 

1.3 At this meeting, the Board agreed in principle to the proposed appointment and delegated 
authority to the Chair to formally approve the appointment under Chair’s Action Procedure prior 
to the November 24 Board Meeting. 

1.4 The attached Record of Decisions of the Chair under Chair’s Action Procedure, at Appendix 
1, formally reports the Chair’s decisions on this matter. 
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Irvine Housing Association Board  (“the Association”) 

RECORD OF DECISIONS OF THE CHAIR UNDER  

CHAIR’S ACTION PROCEDURE 

Appointment of Board Member 

1 BACKGROUND 

1.1 The Association’s Standing Orders provide, at paragraph 5.5 that where urgent 
decisions which do not permit delay are necessary between meetings, the 
Chair is authorised to take decisions with the advice of the Managing Director, 
or Executive Team (as the case may be) and following as wide a consultation 
with Board or Committee members as time permits. 

1.2 A record of those consulted and of their views should be  made. 

1.3 Such decisions must be subsequently put before the next meeting of the 
Board or Committee for noting, and recorded in the  minutes. 

2 CURRENT CIRCUMSTANCES 

2.1 The upcoming retirement of Patrick New has created a vacancy for Group’s 
representative on the Association’s Board.  Following Group Executive 
Director Team discussions, Group have recommended Cris McGuinness as 
Group’s representative on the Association’s Board. 

2.2 The proposal was discussed in principle with the Board at its Special Board 
Meeting on 26 October 2024. 

2.3 Group’s Governance and Remuneration Committee have approved this 
recommendation and it is now presented to Board for consideration and 
approval in the attached Board report.  

3 DECISION 

3.1 The Chair has therefore decided, following consideration of the attached report, 
to: 

• NOTE the resignation of Patrick New as the Parent Nominee Board Member
of Irvine Housing Association with effect from 31 October 2024

• APPROVE the appointment of Cris McGuinness as the Parent Nominee
Board Member of Irvine Housing Association with effect from 1 November
2024.
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3.2 This decision will be put to the Board for noting at the next Board meeting. 
 
 
 
SIGNED: ………………………………………………. 

CHAIR  

DATE: ………………………………………………….. 
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6.6. Policy Framework



Title: Policy Framework Date: 21 November 2024 

Author: Paul Dillon Sponsor: Morag Hutchinson 

Action:  To Note / Decision Confidential: No 

Appendices: Appendix 1 - Policy Extension 
Requests 

Convene Document Library: N/A 

Reg. Standard 5:  ORP ref:  

Strategic Risk ref: R6 - Governance & Regulation 

Consultation: No consultation was required for this report 

 
 
Purpose and Action: 
 
This paper provides an update to the Policy Framework & process which was presented in November 
2023, to ensure the timely and accurate review of all policies in relation to Riverside Scotland, with 
the aim that wherever possible, Riverside Scotland can adopt Group policies. Where not possible, 
the intention is that any separate policies Riverside Scotland require (due to legislative or regulatory 
requirements) utilise the same framework as the Riverside Group to ensure visibility and 
standardisation of process. 
 
Our recent review has determined that the process is not working quite how we envisaged and 
therefore some remedial action needs to be taken to bring Policy approvals up to date and ensure a 
satisfactory complaint process going forward. 
 
The update for the policy review and the ongoing actions are detailed below. 
 
Board are asked to: 

• Note the contents of this update. 

• Note/Approve the published Policies where applicable 

• Consider the submitted Policy Extension requests and provide a decision. 
 

 
 

1 Background 
 

1.1 After the Board update of November 2023, the Riverside Scotland policy information was  

uploaded to the Policy Management System as planned. This was to ensure that the 
information was available across the business and the review cycle managed effectively. 
 
At each TRG policy review, the stakeholders should link in with the relevant subject matter 
experts from Riverside Scotland and they will determine together whether the Group policy 
can accurately and adequately incorporate RS policy legislatively, or whether the differences 
are too great and a Scotland-only policy will still be required – with the intention that the 
majority of policies will be able to be incorporated, whether by use of Scotland-specific 
appendices or action plans or operational processes which sit beneath the policies.  
 
This process has been happening moderately successfully – particularly within the Asset 
teams - but not fully successfully, and we are seeing newly reviewed Policies being published 
without Riverside Scotland management team or Board having the opportunity to review and 
input. 
 
To keep an overview of the system and to advise the RS team locally when policy reviews 
are approaching, the Project & Planning Analysts planned to - and will continue to - attend 
the quarterly Policy Forum, to ensure that the Riverside Scotland consultation part of the 
process is being followed and that we have an input to any future updates or process 
changes, however it seems that this has not been robust enough, and we need to proactively 
manage the details from the Policy Management System by putting other measures in place. 
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1.2 Riverside Scotland Policies overdue for review.  Due to ongoing projects and individual 
circumstances, 7 Riverside Scotland Policies remain overdue for review.  We have 
implemented a Policy Review Extension process whereby each case can be considered by 
the relevant approvers on an individual basis. These are; 

 
 
 
 
 
 
 
 
 
 

 
There are a further 5 TRG Policies which have been reviewed and published, however the 
Riverside Scotland version of these has NOT been incorporated therefore the RS versions 
need to be reviewed (with the intention of being combined at next TRG review). These are; 
 

Complaints Policy 

Customer Involvement and Engagement Policy 

Electrical Safety Policy 

Finance Policy 

Gas Safety, Heating and Ventilation Systems Policy 

 
 

2 Action Plan 
 

2.1 Backdated Policy noting/approval.  The Policies which require noting/approval by Board were 
published in the document folder on Convene - Document Library > Riverside Scotland Board 
Paperwork > November 24 Board Meeting Reference Papers - they were; 

 
To be Approved by Board; 
 

Aids and Adaptations Policy 

 
  

Association Membership Policy 

Freedom of Information and Environmental Information Policy 

Property Factoring Policy 

Standing Orders Policy 

Tree and Woodland Management Policy 

Void Management Policy 

Rent Setting Policy 
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To be Noted by Board; 
 
  

 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

2.2 The Riverside Scotland Policies overdue for review are detailed in section 1.2, and attached 
as Appendix 1 are the Policy Review Extension forms for review and decision by Board. 
 
 

3 Future Actions 
 

3.1 There are a further 10 TRG Policies currently with the Senior Management Team for review, 
to determine whether the latest review incorporated Scotland sufficiently, or whether 
Riverside Scotland will need a standalone Policy going forward (or until the next TRG review).  
Once reviewed, these will be presented to Board for noting/approval if required.  

 
3.2 Improved Policy Framework Process. On a monthly basis, the following process will be 

followed; 
 

➢ The Projects & Planning Team will interrogate the data from the Policy Management 
System. 

➢ P&P Team will advise the Riverside Scotland Policy owner of the Policies due for 
review within the next 6 months, including the TRG Policy owners/reviewers’ details. 

➢ RS Policy owner will pro-actively contact TRG reviewers to ensure inclusion in review. 
➢ At the end of the consulting period – which may include customer consultation – the 

TRG reviewer should provide a draft copy of the Policy, which can go to RS 
SMT/Board if necessary, for any feedback. 

➢ RS Policy owner can confirm feedback to TRG and publication will proceed. 

Anti-Money Laundering Policy 

Audit and Logging Policy 

Data Protection and Privacy Policy 

Financial Crime Policy 

First Aid Policy 

Hate Crime and Harassment Policy 

Hazard & Incident Management Policy 

Hazardous Substances (COSHH) Policy 

Infectious Disease Policy 

Intangible Asset and Amortisation Policy 

Investment Policy 

Lettings and Allocations Policy 

Manual Handling Policy 

Personal Protective Equipment (inc. Respiratory Protective Equipment) Policy 

Probity Policy 

Radon Gas Policy 

Risk Management Policy 

Safe Use of Work Equipment Policy 

Shareholding Policy 

Tangible Fixed Asset and Depreciation Policy 

Tax Strategy 

Treasury Policy 

Working at Height Policy 
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➢ Once published, Policy can go to SMT/Board for noting/approval. 
➢ If a TRG Policy is published without Riverside Scotland consultation, it will be taken 

to SMT/Board and if there are any issues with adoption/approval, a separate 
Riverside Scotland version can be developed and implemented until the next TRG 
review. 

 
4 Next Steps 
 

Approved policies will be updated on the Riverside Scotland policy schedule Policy 
Management System and communicated to all colleagues. 
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6.7. OSCR Return



   

 PUBLIC 

Title: OSCR Return Date: 21 November 2024 

Author: Paul Dillon Sponsor: Diana MacLean 

Action: Decision  Confidential:  No 

Appendices:  

OSCR Return 

Reading Room: 

Reg. Standard: Standard 1  
The governing body leads and directs the RSL 
to achieve good outcomes for its tenants and 
other service users. 

ORP ref: People at our heart 

Strategic Risk ref:   
R6 Governance and Regulation 

 

Consultation: This report is not subject to consultation 

 
Purpose and Action: 

The Board is asked to approve the submission of the on-line Annual Return to the Office of 
the Scottish Charity Regulator (OSCR). 
 
Executive Summary: 

The Association is a Scottish charitable organisation and is required to submit an Annual 
Return to OSCR.  The attached Annual Return has been prepared and is presented for 
approval in order to submit the on-line Annual Return to OSCR within the deadline. 
 

 
 
1. Introduction 

 
1.1 The Association is a Scottish charitable organisation registered with OSCR. By reporting 

to OSCR and meeting legal requirements, the Association demonstrates to the public 
that its assets are properly accounted for and that it’s being run properly.  
 

2. Discussion 
 

2.1 It is a requirement of OSCR that the Association submits an Annual Return within 9 
months of the financial year end.  The Association’s Annual Return has been prepared 
and is attached at Appendix 1 for information. 

 

2.2 Subject to approval, the Annual Return will be submitted via OSCR’s on-line portal prior 
to the 31 December 2024 deadline. 

 
3. Risk 

 

3.1 If the Return is not completed on time, or were to contain incorrect information, adverse 
attention may be focused on the Association from OSCR and the public.   
 

3.2 The Return has been prepared by the Projects & Planning Analyst and has been 
reviewed by the Senior Management Team.  Subject to Board approval, the Return will 
be submitted to OSCR by 6th December 2024. 

 
4. Next Steps 
 
4.1 Following Board approval, the Annual Return will be submitted to OSCR via the on-line 

portal. 
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6.10. Quarterly Performance Report



 

GENERAL - EXTERNAL 

Title:  Quarterly Performance Report – Q2 2024 Date: 12/11/2024 

Author: Jonathan Hulme 
 

Sponsor: Diana MacLean 

Action:  Note Confidential: No 

Appendices: Appendix 1: Riverside Scotland Board 
KPIs Q2 2024/25   
 
Appendix 2: Riverside Scotland Board 12 month 

rolling KPIs Q2 2024/25 

Reading Room: 

Reg. Standard:  Standard 4.2 The governing body 
challenges and holds the senior officer to account 
for their performance in achieving the RSL’s 
purpose and objectives  

ORP ref:  
Our Riverside Way: Value - Managing our 
resources effectively, so that we can build 
more homes and deliver better services 

Strategic Risk ref:    R6 Governance and Regulation 

Consultation: This report is not subject to consultation 

 
Purpose and Action: 
The purpose of this report is to provide Board with an opportunity to review the Association’s 
operational key performance indicators (KPIs) covering quarter two of 2024/25.   The data is 
set out in Appendix 1 of this report. 
 
Executive Summary: 
The Board reviews the operational KPIs on a quarterly basis to ensure that performance is 
being managed effectively. The attached report at Appendix 1 covers performance for the 
period 1st July to 30th September 2024. It is recommended that Board discuss and note the 
contents of the Quarterly Performance Report. 
 

 
 
1. Introduction 

 
Progress against our operational key performance indicators (KPIs) is reported to Board 
on a quarterly basis. Appendix 1 to this report sets out our performance position against 
each of our KPIs including distance from target, and direction of travel as at the end of 
September 2024.  
 

 
2. Key Points      

      The key points to note from the performance analysis are: 

 

Almost all the satisfaction scores for Q2 have seen a decline in performance. 

• Overall Satisfaction has dropped from 67.9% to 66.5%. 

• Satisfaction with Opportunities to Participate has seen a decrease of 11.9%, 

from 65.9% in Q1 to 54% in Q2.  

• Satisfaction with Management of Neighbourhood also saw a large drop of 9.9% 

this quarter – 62.4% to 52.5%. This is also significantly far from our target of 

75%. 

• We see stable performance with transactional repairs in Q2 with satisfaction 

remaining at 73.7% as in Q1. 
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• Our number of days to re-let are still out of target at 40.05 days in Q2. Our new 

monitoring spreadsheet is now operational, and weekly checks in place to identify 

delays/late voids with remedial actions being put in place to improve. 

• Tenancies sustained for over 12 months continue to be stable and higher than 

our 90% target with 95.7% in Q2 

• Gross rent arrears as a % of rent due continues to be within target 4.61% against 

a target of 5.03% 

 

In response to the drop in satisfaction measures we are developing a customer satisfaction 

improvement plan.  

The Senior Management Team will implement the below actions: 

- Development of a happy customer strategy 

- Work through customer satisfaction action plan  

- Continue to focus on customer satisfaction and performance with whole staff team to 

promote accountability 

- Revisit training with the staff team on customer service excellence 

- Creation of customer satisfaction working group & champions 

- Implementation of customer satisfaction improvement plan across all departments 

- Work closely with both income management and CSC to drive satisfaction up 

- Monthly operational management meetings to discuss shared service delivery 

responsibilities to improve customer service and performance 

- Development of the Kilwinning neighbourhood plan will start in Q3 working alongside 

contractors and the asset team  

- Work closely with colleagues within the Group to ensure satisfaction figures are 

available and accurate 

- Develop and carry out our own in house satisfaction survey. 

 
3. Next Steps 

 
Board is asked to note the content the of operational performance position as at Q2 
2024/25. 
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Indicator 
Ref

Indicator Description Owner 2023/24 Result 2024/25 Target Frequency
Quarter Performance

Q1 2024/25
Quarter Performance

Q2 2024/25
Quarter Performance

Q3 2024/25
Quarter Performance

Q4 2024/25

Measured Against Last 
Quarter

(RAG see key above)

Measured Against 
Same Quarter from 

Last Year

Target

ON TRACK

WITHIN 5%

OVER 5%

Organisational x Org Stock numbers Managing Director 2498 2500 Quarterly 2498 2498 2500
People

x x C1
Staff numbers (FTE)
Staff turnover

Head Of Finance & 
Business Support Services

Staff Number = 35.81  
Turnover = 12.84%

No target Quarterly
Staff Number = 34.81  

Turnover = 11.49%
Staff Number = 35.1   

Turnover = 5.70%
Satisfaction

x x x 1 Percentage of tenants satisfied with the overall service provided by their landlord.
Head of Housing and 

Communities
68.4% 73% Quarterly 67.9% 66.5% 73%

Communication
x x x 2

Percentage of tenants who feel their landlord is good at keeping them informed 
about their services and decisions

Head of Housing and 
Communities

74.1% 75% Quarterly 76.5% 65.2% 75%

Participation
x x x 5

Percentage of tenants satisfied with the opportunities given to them to participate in 
their landlord’s decision making processes

Head of Housing and 
Communities

64.6% 70% Quarterly 65.9% 54.0% 70%

Quality of Housing
x x x 7 Percentage of existing tenants satisfied with the quality of their home. Asset Operations Manager 79.4% 80% Quarterly 77.6% 74.70% 80%

x 4 hours (H&S)
x 12 hours emergency
x Urgent 5 days
x Routine 15 days

x x x Local % of repairs appointments kept Asset Operations Manager 65.3% 80% Quarterly 61.27% 55.82% 80%

x x x 10 Percentage of reactive repairs carried out in the last year completed right first time. Asset Operations Manager 83.3% 87% Quarterly 86.22% 85.48% 87%

x x x 11
The number of times in the reporting year that you did not meet your statutory 
obligation to complete a gas safety check within 12 months of a gas appliance being 
fitted or its last check

Asset Operations Manager 100.0% 0 (100%) Quarterly 100.00% 100% 0 (100%)

x x x Local
Safe Electrical Systems - Percentage of properties with valid EICR (Electrical 
Installation Condition Report) certificates

Asset Operations Manager 99.4% 100% Quarterly 99.71% 99.07% 100%

x Local The percentage of Fire Risk Assessments in communal areas that are in place Asset Operations Manager 100.0% 100% Quarterly 100.00% 100% 100%

x Local The number of overdue Fire Risk Assessment Actions Asset Operations Manager 0 0 Quarterly 0 0 0

x Local The percentage of up to date communal asbestos surveys Asset Operations Manager 100% 100% Quarterly 100% 100% 100%

x Local  The percentage of up to date Legionella Risk Assessments in place Asset Operations Manager 100% 100% Quarterly 100% 100% 100%

x x x 12
Percentage of tenants who have had repairs or maintenance carried out in last 12 
months satisfied with the repairs and maintenance service. (Perception)

Asset Operations Manager 75.0% 85% Quarterly 64.7% 57.6% 85%

x x x Local Latest repair satisfaction (SMS survey) (Transaction) Asset Operations Manager 73.5% 85% Quarterly 73.7% 73.7% 85%

x 100% at Stage 1
x 100% at Stage 2
x 5 Days at Stage 1
x 20 Days at Stage 2

x x x 13 Percentage of tenants satisfied with the management of neighbourhood they live in
Head of Housing and 

Communities
60.7% 75% Quarterly 62.4% 52.50% 75%

x x x 19 Number of households currently waiting for adaptations to home. Asset Operations Manager 36 No target Quarterly Unavailable Unavailable

86% at Stage 1
100% at Stage 2
7 days at Stage 1

22 days at Stage 2

Asset Operations Manager

94.76% at Stage 1
95.24% at Stage 2

8.63 days at Stage 1
13.22 days at Stage 2

100% at Stage 1
100% at Stage 2
5 days at Stage 1

20 days at Stage 2

Quarterly

75% at Stage 1
100% at Stage 2

4.63 days at Stage 1
23.10 days at Stage 2

Major difference/decline (over 5% or relative measure)
Minimal difference/decline (within 5% or relative measure)
Represents better performance/improvement

Repairs, Maintenance and 
Improvement

Estate Management and 
ASB

Housing Options

x x 3 & 4

The % of all complaints responded to in full at Stage 1 and the % of all complaints 
responded to in full at Stage 2.
The average time in working days for a full response at Stage 1 and the average time 
in working days for a full response at Stage 2.

x x

x x

8

9

Average length of time taken to complete emergency repairs.

Average length of time taken to complete non-emergency repairs

Asset Operations Manager

Asset Operations Manager 13.08 days

4.74 hours
4 hours (H&S)

12 hours emergency
Urgent 5 days

Routine 15 days

Quarterly

Quarterly

1.19 Hours  
3.11 Hours

1.49 Hours  
10.31 Hours

4.87 Days  
19.5 Days

5.13 Days  
15.48 Days

 GENERAL - EXTERNAL

Appendix 1
Riverside Scotland 263rd Board Meeting Page 139 of 189



Sub Area
Bo

ar
d

  A
ud

it 
& 

Ri
sk

SM
T

Le
ad

er
sh

ip
 T

ea
m

Indicator 
Ref

Indicator Description Owner 2023/24 Result 2024/25 Target Frequency
Quarter Performance

Q1 2024/25
Quarter Performance

Q2 2024/25
Quarter Performance

Q3 2024/25
Quarter Performance

Q4 2024/25

Measured Against Last 
Quarter

(RAG see key above)

Measured Against 
Same Quarter from 

Last Year

Target

ON TRACK

WITHIN 5%

OVER 5%

Major difference/decline (over 5% or relative measure)
Minimal difference/decline (within 5% or relative measure)
Represents better performance/improvement

x x x 20 Total cost of adaptations completed in the year (£) by source of funding Asset Operations Manager £117,717 No target Annual

x x x 21 The average time to complete adaptations. Asset Operations Manager 36.17 days 90 Days Quarterly Unavailable Unavailable 90 Days

x x x 23
Homelessness (RSLs only) – the percentage of referrals under Section 5 that result 
in an offer, and the percentage of those offers that result in a let

Housing Services Manager
38.92%                          
98.46%

No target Quarterly
39.13%                          
77.77%

17.52%                          
94.11%

x x x 30 Average length of time taken to re-let properties in the last year

Asset And Compliance 
Manager / Housing Services 
Manager / Voids & Lettings 

Co-ordinator

32.3 days 25 days Quarterly 38.3 days 40.05 days 25 Days

x x x 16
Percentage of new tenancies sustained for more than a year
(by source of let measured annually)

Housing Services Manager 91.3% 90% Quarterly 95.8% 95.7% 90%

x x x C5 Rent Increase. Managing Director 7% No target Annual

x x x C7 Amount and percentage of former tenant rent arrears written off at the year end.
Head of Housing and 

Communities
13.78% No target Annual

x x x 18 Percentage of rent due lost through properties being empty during the quarter
Head of Housing and 

Communities
0.62% 0.70% Quarterly 0.59% 0.55% 0.70%

x x x 26
The total amount of rent collected in the reporting year to date as a percentage of 
the total amount of rent due to be collected in the reporting year to date (1st April 
2023 to date)

Head of Housing and 
Communities

99.72% No target Quarterly 101.70% 101.37%

x x x 27
Gross rent arrears (all tenants) as a percentage of rent due in the last year (12 
month rolling)

Head of Housing and 
Communities

4.88% 5.03% Quarterly 4.39% 4.61% 5.03%

x x x 25
Percentage of tenants who feel that the rent for their property represents good value 
for money

Head of Housing and 
Communities

65.6% 75% Quarterly 61.2% 62.60% 75%

x x x 29 Percentage of factored owners satisfied with the factoring service they receive.
Head of Housing and 

Communities
39.5% 60% at next survey Three Yearly N/A  N/A  N/A  N/A  60% at next survey

x x x x Local
RIDDOR incidents
(Reporting of Injuries, Diseases and Dangerous Occurrences)

Head of Housing and 
Communities

0 No target Quarterly 0 0

Tenancy Sustainment

Rents & Service Charges

Value For Money

Health & Safety
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Indicator 
Ref

Indicator Description Owner 2023/24 Result 2024/25 Target Frequency
12 month rolling - Quarter 

Performance
Q1 2024/25

12 month rolling - Quarter 
Performance
Q2 2024/25

12 month rolling - Quarter 
Performance
Q3 2024/25

12 month rolling - Quarter 
Performance
Q4 2024/25

Measured Against Last 
Quarter

(RAG see key above)

Measured Against 
Same Quarter from 

Last Year

Target

ON TRACK

WITHIN 5%

OVER 5%

Satisfaction
x x x 1 Percentage of tenants satisfied with the overall service provided by their landlord.

Head of Housing and 
Communities

68.4% 73% Quarterly 69.7% 67.3% 73%

Communication
x x x 2

Percentage of tenants who feel their landlord is good at keeping them informed about 
their services and decisions

Head of Housing and 
Communities

74.1% 75% Quarterly 77.6% 71.7% 75%

Participation
x x x 5

Percentage of tenants satisfied with the opportunities given to them to participate in 
their landlord’s decision making processes

Head of Housing and 
Communities

64.6% 70% Quarterly 66.8% 60.0% 70%

Quality of Housing
x x x 7 Percentage of existing tenants satisfied with the quality of their home. Asset Operations Manager 79.4% 80% Quarterly 82.4% 77.90% 80%

x x x 12
Percentage of tenants who have had repairs or maintenance carried out in last 12 
months satisfied with the repairs and maintenance service.

Asset Operations Manager 75.0% 85% Quarterly 69.2% 63.1% 85%

x x x 13 Percentage of tenants satisfied with the management of neighbourhood they live in
Head of Housing and 

Communities
60.7% 75% Quarterly 64.0% 57.80% 75%

x x x 25
Percentage of tenants who feel that the rent for their property represents good value 
for money

Head of Housing and 
Communities

65.6% 75% Quarterly 68.2% 64.10% 75%

x x x 29 Percentage of factored owners satisfied with the factoring service they receive.
Head of Housing and 

Communities
39.5% 60% at next survey Three Yearly N/A  N/A  N/A  N/A  60% at next survey

Value For Money

Major difference/decline (over 5% or relative measure)
Minimal difference/decline (within 5% or relative measure)
Represents better performance/improvement
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6.12. Equality, Diversity and Inclusion
Strategy 2023-26



Title: Equality, Diversity & Inclusion Strategy 
2023-26 

Date: 21 November 2024 

Author: Paul Dillon Sponsor: Morag Hutchinson 

Action:  To Note Confidential: No 

Appendices:  
Appendix 1 - Riverside Scotland E,D&I Action 
Plan 
Appendix 2 - Year 1 objectives performance - 
Group 

Convene Document Library: N/A 

Reg. Standard 5: The RSL conducts its affairs 
with honesty and integrity 

ORP ref: People at our heart 

Strategic Risk ref: R1: Customer Experience & R6 Governance and Regulation 

Consultation: This report was written in consultation with action plan activity owners 

 
 
Purpose and Action: 
 
This paper provides an update to the Riverside Group Equality, Diversity and Inclusion Strategy 
2023-26, Riverside Scotland supplementary action plan. 
 
Recommendation:  
 
The Board is asked: 

• To note the contents of the Riverside Scotland supplementary action plan and Riverside Group 
Year 1 objectives performance. 
 

 

 
 

1 Background 
 

1.1 In September 2023, The Riverside Group published the new Equality, Diversity & Inclusion 
Strategy, one of the strategies that underpins the delivery of the Corporate Plan for 2023-26. 
This document sets out specific objectives and measurable actions (with targets) which will 
drive the Group approach to ED&I over the next three years. 

Board agreed to follow the Riverside Group strategy action plan and monitor progress against 
the plan on a 6-monthly basis. 

Further to this, any Riverside Scotland-specific actions suggested by SMT or Board will be 
logged and updated on a supplementary action plan. 
 

1.2 In its Regulation of Social Housing in Scotland, Our Regulatory Framework, the SHR has 
underlined the importance it places on equalities and human rights, by introducing a 
requirement for social landlords to: 
 

• Have assurance and evidence that it considers equality and human rights issues 
properly when making all of its decisions, in the design and review of internal and 
external policies, and in its day-to-day service delivery. 
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2 Update 
 

2.1 The action plan currently details 12 actions – 6 are NEW - added by the Senior Management 
Team in November 2024. 
 

• 5 are green – completed  

• 2 are amber (are within initial date and are in progress) 

• 5 are blue (not started – due by end-March 24) 

• 0 are red (overdue)  

 

2.2 In November 2023, Board was presented with the Riverside Group E,D&I Strategy 2023-
2026 and it was agreed that the Riverside Scotland action plan would be supplementary to 
the main actions across Group.  The Riverside Group Year 1 update was presented to the 
Executive Directors in April 2024 and is included here in Appendix 2 for information.  The 
E,D&I Champion continues to work within the Champions network, attending quarterly 
forums and will implement any local actions needed from the main corporate plan. 
 

3 Risk 
 

3.1 Failing to implement the EDI Policy could result in a number of significant risks arising 
including: 

• reputational damage caused by not providing services equally to all parts of the 
community; 

• exposure to legal claims for unfair treatment; 

• not providing the right support to those who need it; and 

• not harnessing the skills of employees and the governance community. 
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9. Date of Next Meeting - Tuesday 21
January 2024 at 5.30 pm: 264th Board
Meeting at 44-46 Bank Street, Irvine,
KA12 0LP and via MS Teams




