
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. 



                                                                  

 PUBLIC 

259th Board Meeting of Irvine Housing Association Ltd: 
Thursday 21 March 2024 at 5.30 p.m. via MS Teams 

 
AGENDA 

 

  Data Class 
1. Apologies for Absence   

2. Declarations of Interest  

3. Previous Minutes –  
Minutes of the 258th Board Meeting held on Wednesday 
1 February 2024. 

 
Public 

4. Matters Arising  

5. Substantive Business  

 5.1  Financial Plan   Confidential 

 5.2  Annual Assurance Process Internal 

 5.3  Capital Investment Programme Confidential 

 5.4  RACC Report Confidential 

 5.5  Financial Redress and Compensation Policy   Confidential 

 5.6  Performance Targets 2024/25 Internal 

 5.7  Common Housing Register Allocations Policy Review Confidential 

 5.8  Schedule of Board Member Duties & Responsibilities   Public 

 5.9  Appraisal Action Plan Update & BLDP - DB Internal 

 5.10  Operational Performance Report Public 

 5.11  Financial Performance Report   Confidential 

 5.12  Equality, Diversity & Inclusion Plan Action Plan 2024/25  Public 

 5.13  MD Report Confidential 

6. Minutes/Updates: 

a) Unconfirmed Audit & Risk Committee Meeting 
held on 7 March 2024 

b) Confirmed Group Customer Experience 
Committee Minutes – 8 February 2024 

c) Group Board Core Brief – 2024 Meetings 

 

Confidential 
 
Confidential 
 
Confidential 

7. Any Other Business  

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

 

 
DMcL / db 
14/3/2024 
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5.8. Schedule of Duties & Responsibilities
of Board Members



   

 RESTRICTED - EXTERNAL 

Title: Schedule of Duties & Responsibilities of 
Board Members 

Date: 21 March 2024 

Author: Donna Boyle 
Governance & Company Secretarial Assistant 

 

Sponsor: Diana MacLean 
Managing Director 

 

Action: For noting Confidential:  No 

Appendices:  
Appendix 1: Schedule of Duties & 
Responsibilities of Board Members 

Reading Room: 

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

ORP ref:   

Strategic Risk ref:    R6 Governance and Regulation 
 

Consultation: This report is not subject to consultation 

 
Purpose and Action: 
This report is presented to Board to provide information on the duties and responsibilities of a Board 
Member of Irvine Housing Association Ltd (Riverside Scotland).   
 
The Board is asked TO NOTE the Schedule of Duties and Responsibilities of Board Members of 
Irvine Housing Association Ltd (Riverside Scotland) attached at Appendix 1. 
 
 
Executive Summary: 
Board members have a number of important duties and responsibilities, and failure to comply with 
these not only places the Association and Group at risk but may also result in personal liability. It is 
therefore vital that Board Members are aware of their obligations and, in case of doubt, should seek 
advice from the Chair or the Company Secretary.  
 
In Riverside, there are a number of differently constituted organisations, each with different legal 
duties and responsibilities. Irvine Housing Association Ltd (Riverside Scotland) is constituted as a:  
 
• Registered Society  

Societies registered under the Co-operative and Community Benefit Societies Act 2014 which 
were formerly called ‘Industrial and Provident Societies’.  

 
• Registered Scottish Charity 

Trustees and must comply with charities legislation, primarily the Charities and Trustee 
Investment (Scotland) Act 2005. 

 
The responsibilities and duties of Board Members are presented annually to the Board for 
information. Any Board Member who feels that they would benefit from developing a better 
understanding of their duties and liabilities should contact the Chair or the Company Secretary, who 
can assist in identifying further information resources/training opportunities.  
 
Anthony Collins Solicitors have undertaken a review of Group’s schedule of duties and liabilities and 
made a minor amendment in relation to a recent case underlining the risks/issues associated with 
“shadow directors” (those not formally appointed but undertaking directors’ responsibilities) and 
personal liability, particularly in a housing group context.  The Association’s solicitors, TC Young, 
have reviewed the Group schedule and have updated this to reflect “Scots Law” to ensure its 
applicability to Riverside Scotland Board Members.  The updated schedule is attached at Appendix 
1 for information. 
 

 
 

Riverside Scotland 259th Board Meeting Page 124 of 186













 GENERAL - EXTERNAL 

 

 

 

 

 

 

  

5.10. Operational Performance Report
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Title:  Operational Performance Report – P11 2024 Date: 12/03/2024 

Author: Heather Anderson, Head of Service 
 

Sponsor: Diana MacLean, Managing Director 

Action:  Note Confidential: Yes 

Appendices: Appendix 1: Riverside Scotland 
Operational Performance P11 2024 

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:    R1 – Customer Experience – There are many factors which affect a customer’s 

experience of the services we provide. Where these are within our control, we will not tolerate the 
risks which they pose and will act quickly to put in place plans and interventions to improve. 

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 performance position as at the end of P11 2024.   
 
Executive Summary: 
The Board reviews operational performance at every meeting to ensure that services are being 
delivered effectively.  The attached report at Appendix one covers performance for period 11 of 2024.  
Board is asked to note and discuss the operational performance position. 
 

 
 
1. Introduction 

Operational performance information is presented to Board at every meeting to provide an up-
to-date position on service delivery. Our operational performance as at P11 2024 is attached to 
this report as Appendix 1. Board is asked to note and discuss current levels of performance. 

 
 
2. Discussion  
      The key points to note from the performance analysis are: 

 

• Overall Satisfaction has improved over the reporting period and currently sits at 68.9%. There 

has been staff and sickness absence across the Asset and Tenant Partner teams which has 

impacted on workloads and capacity. Recruitment to fill vacancies is underway and we hope 

to have fully staffed teams by the end of May. Satisfaction with our repairs service continues 

to drive our overall satisfaction rating. Our new Head of Asset and Sustainability is developing 

more positive relationships with our key contractors, and we have a Repairs service action 

plan in place which will be implemented over the next 3-6 months. A key area for 

improvement is communication with customers when follow on works are required to an 

emergency repair to fully complete it, or when the contractor cannot fix the repair right first 

time. Customers must be informed what follow on work is required and the timescales for 

completion of this work and kept updated throughout the process.  

• Listening to views has increased over the period. Our Community Engagement Officer has 

been working with partners to carry out estate clean ups, develop new tenant and resident 

groups across our new build developments, and introducing a new garden maintenance 

equipment leasing scheme across our neighbourhoods. We will also be increasing rents by 

6.7% which reflects the majority of customer feedback. Our Tenant Scrutiny Group is nearing 

completion of their Void Management inspection which will be brought to Board in May for 

review. Customer engagement events will be carried out at the start of all planned 

maintenance and property investment projects during 2024/25 to ensure customers can input 
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to works programmes and are fully informed of when the works will take place at their 

property. Involving customers at the outset of these projects and giving them as much choice 

and input as possible, should help to improve the perception of our repairs and maintenance 

services and investment levels. 

• Satisfaction with latest repair has declined to just over 71%. This is concerning given the 

improvement in recent months. The level of repairs service performance has been raised 

with our key contractor, The Bell Group, by the Head of Asset and Sustainability, and weekly 

meetings now take place where dissatisfied responses and complaints cases are discussed 

in detail.  A deep dive has been carried out on dissatisfied responses and the following are 

key areas for improvement: 

➢ Clear communication with customers when a repair is attended to but follow on works 

are required to complete it in full – with details and timescales of the further work 

needed, with updates provided to the customer by Riverside Scotland. 

➢ Customer Service Centre to ensure that if a tenant reports three or more repairs within 

a 7-day period that a property inspection by the Riverside Scotland Asset Team is 

requested - to deal with all repairs needed at the same time in a holistic way. 

➢ Contractors must inform customers when they visit a property to complete external 

works – to ensure the customer knows they have been and what they have done. 

➢ Customer Service Centre to ensure that if customers advise that a contractor has not 

attended an appointment that the contractor’s Liaison Officer is contacted directly in 

the first instance. 

These actions have now been incorporated into the Repairs Service action plan for 

implementation over the next 3 months. 

• So far this year there has been 10 tenancy abandonments. The Tenant Partner’s are carrying 

out annual tenancy visits to try and intervene as early as possible if a tenancy is at risk. Drop- 

in surgeries take place across all our neighbourhoods providing an opportunity for customers 

to speak with their Tenant Partner about any issue when they need to. Arrears have reduced 

over the period to 5.4%, and the Income Collection and Tenant Partner teams continue to 

work together to manage arrears cases supported by the Affordability Officer. 

 

• Average void re-let days are just over 40. The Asset and Housing Teams meet every week 

to monitor the progress of every void property, and weekly discussions also takes place with 

the contractor. Staff absence within the Asset Team has impacted on the progress of some 

void properties, and we continue to have a disproportionate number of more challenging void 

properties in the Dumfries area. We are exploring the option of a scheme where tenants who 

leave their properties clean and tidy are offered a cash incentive, which has been successful 

for other organisations. 

 

4. Next Steps 
 
Board is asked to note the operational performance position as at P11 2024, attached to this 
report as Appendix 1. 
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Appendix 1
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5.12. Equality, Diversity & Inclusion
Strategy 2023-26



Title: Equality, Diversity & Inclusion Strategy 
2023-26 

Date: 21 March 2024 

Author: Paul Dillon Sponsor: Morag Hutchinson 

Action:  To Note Confidential: No 

Appendices:  
Appendix 1 - Riverside Scotland E,D&I Action 
Plan - March 2024 Update 

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. 
 

 
 

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 – this currently details 5 actions; 

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

• 1 is blue (not started – due by end-March 24) 

• 0 are red (overdue)  

 

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 Risk 
 

2.1 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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8. Date of Next Meeting - Thursday 23
May 2024 at 5.30 p.m. - 260th Board
Meeting at 44-46 Bank Street, Irvine and
via MS Teams




