














 

 

SENSITIVE - TRUSTED PARTNER 

An additional  surveys were completed in August which was double the 
previous month, but still below the monthly target figure needed. This would be 
reviewed again at the end of September. The completion of surveys at weekends 
had recently been introduced. Access to properties continued to be a challenge. 
A number of housing colleagues had recently been recruited to provide additional 
customer support. A new contractor had recently been appointed to increase 
capacity. Additional investment of  had been agreed to accelerate HCSs. 

Chief Property Officer Comment: There was significant challenge from the 

Committee on progress to date and it was agreed that, whilst the additional 
supplier Pennington has resulted in more surveys being completed, the Group 
needed 3,000 surveys a month. A further update will be given to Group Board 
regarding September performance and a discussion on whether to commission 
a third supplier. 

• There were currently  High risk actions reported as overdue across Fire 
Safety, Building Safety Inspection and Legionella workstreams. The speed and 
quality of completed asbestos surveys was lower than forecast and compliance 
had declined.  
Chief Property Officer Comment:  The committee was provided with a detailed 
breakdown of all high and medium risk actions and Management is confident the 
issue will be resolved by end of 2026. 

 
Advise:  
The Home Condition Survey internal audit had identified some weaknesses in 
controls and procedures. Data validation was currently a manual process, and KPI 
data was uploaded in batches which meant that some information was out-dated. 
Automated reporting was being developed and Co-Pilot AI would be explored 
Assure: 

• Building Safety performance remained broadly stable, with strong compliance 
performance maintained across the majority of statutory compliance disciplines. 
Significant progress continued with electrical safety with compliance improving to 

 and overdue EICRs reducing from  properties in January 2026 to 
properties as at 1 August 2026. Progress also continued across the 

Building Safety Act implementation programme and cladding remediation 
portfolio. 

Overall, delivery of the Stock Rationalisation Strategy remained on track, with the 
majority of this year’s programme expected to be achieved through the strategic 
transfers of the  

 portfolios. Achievement of the target relied heavily on the two bulk 
transfers being achieved.   

year. Out of target WIP continued to reduce from a starting point of  
nationally to  at the beginning of quarter two, which was an overall 
reduction of . 

• The Repairs Service Delivery Report Riverside showed that Home 
Response and Riverside Property Services currently had  works 
orders out of target, of which  were with Riverside Home Response 
(down from  in March 2026) and  with Riverside Property 
Services (down from  in March 2026). 

• The Property Condition and Investment Report provided an update on 
EPC performance, the Warmer Homes Wave 3 programme and 
preparation for Awaab’s law.  

• The Tenant Satisfaction Measures Benchmarking Report detailed the 
Group’s Low-Cost Rental Accommodation perception performance as 
strong, with all 12 measures improving year-on-year and Repairs 
Satisfaction being the highest score across our Benchmarking Group . 
The Group ranked in the top four for 10 of the 12 measures, with overall 
satisfaction having increased by 2.9 percentage points to 69.5%. Overall 
satisfaction increased by 1.6 percentage points to 35.7% for Low-Cost 
Home Ownership. Within compliance areas, water safety achieved 100% 
compliance and gas, and lift safety maintained 99.9% compliance, 
however fire and asbestos compliance both declined. 

• Members received an update on the Homes Strategy and financial 
performance. An update on the Asset Services Risk Register was sent to 
members following the meeting.  

• Members received the Information Governance Update (Asset Data 
Focus) Report. Key projects had been accelerated including Home 
Condition Surveys and Managing Agents. 
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and at the time of the Meeting management were not able to provide 
confirmation of how many people had been potentially exposed. While 
remediation performance was strong, the control weaknesses resulted in a 
Partial Assurance opinion. 
Chief Officer Comment: Further follow up work to be done to confirm level 
of exposure and the results of this will be reported back to both Homes 
Committee when they received the Audit appear and also GARC. 

 Advise: 

• Cyber Security and Resilience Update: The Committee received 
assurance on Riverside's current cyber security position, including 
maintenance of Cyber Essentials Plus accreditation and progress against 
the cyber resilience programme. Members noted the importance of 
maintaining momentum ahead of increasingly demanding future 
recertification requirements and the need for continued colleague 
awareness activity. 

• AI Strategic Principles: The Committee reviewed and endorsed the 
proposed AI Strategic Principles, noting the opportunities presented by AI 
together with the need for appropriate governance, oversight, training and 
assurance arrangements as AI adoption increases across the organisation.  
A key component of the development of AI usage will be organisational 
awareness, including the Board. 

• Internal Audit Plan 2026/27: GARC approved a new risk-based internal 
audit programme which has been developed following transition to 
outsourced provider Menzies, with planned reviews covering Awaab's Law 
compliance, stock condition data, responsive repairs, contract management, 
fire safety, remedial actions and rent setting.  Managing Agents will not be 
subject to an audit until the work of a task and finish group has been 
advanced. 

 Assure: 
Rent Assurance Framework: The Committee reviewed, endorsed and approved the 
comprehensive Rent Assurance Framework, providing assurance that the 
organisation has a strengthened framework to support compliance with consumer 
regulation and rent-setting requirements. 

Survey and Domestic Asbestos for Riverside Scotland and London; and 
into Scottish Housing Regulatory Standard Annual Return under the 
2026/27 plan. The Committee also received a review conducted by 
Menzies into audit recommendations with deadlines from June 2025 
onwards. 

• The Committee recommended approval of the Phase 2 FY2026 financial 
statements to relevant Boards and noted the approach taken to going 
concern. 

• The Committee received the Quarterly Compliance Assurance Update 
and Annual Fraud Return. 

• The Committee received the Business Continuity & Emergency 
Response Annual Report. 

• The Committee received the Annual Asset and Liability Register Review 
for information. 

Recommendations to Group Board: 
As Corporate Trustee, APPROVE the FY2026 Financial Statements for Eleanor Godfrey Crittall Charity 
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Service Improvement Report for 2024/25. These included under-reporting of 
complaint volumes, customer satisfaction levels and the proportion of 
complaints answered within Housing Ombudsman timescales.  

• Members noted that Information Services had completed validation work and 
that stronger controls, clearer reporting definitions and governance oversight 
were being introduced. Assurance was provided that the inaccuracies did not 
indicate any unidentified complaints had gone unhandled.  

• The Committee also discussed whether an Internal Audit review of data 
controls may provide additional assurance and recommended this be 
considered through the Internal Audit assurance programme. 

Management Response:   
We were disappointed to discover the data inaccuracies and have taken swift action 
to ensure that this doesn’t happen again. In addition to strengthening controls, we 
have worked closely with the Member Responsible for Complaints and subsequently 
made the Housing Ombudsman Service aware of the error.  
Customers will be made aware through the Annual Complaints and Service 
Improvement Report (2025/26) which includes an explanation of the error, and an 
update will be provided to the Customer Complaints Panel in October.  
The MRC and Interim Head of Complaints will be meeting every 6 weeks to review a 
small number of local performance indicators as we continue through a period of 
significant service transformation, providing additional oversight and assurance, with 
relevant themes escalated through future Committee reporting as required.  
 
 
Advise: 
Complaints Annual Review 

• The Committee approved the Annual Complaints and Service Improvement 
Report (2025/26), the Self-Assessment against the Housing Ombudsman 
Service’s Code, and the Customer facing Annual Report.  

• Members noted the corrected 2025/26 complaints position, including 9,269 
Stage 1 complaints and 2,099 Stage 2 complaints, representing increases of 
34.6% and 33.4% respectively compared with 2024/25. Overall complaint 
volumes increased by 34.4% across both stages. Q1 2026/27 volumes 
remained broadly flat at Stage 1 when compared with Q4 2025/26, with 2,606 
Stage 1 complaints opened compared with 2,614 in the previous quarter.  

• The Committee also noted that Housing Ombudsman maladministration 
remained high, although this should be considered alongside the fact that 
many determinations related to complaints from previous years. 

• The Committee approved revised Complaints Policy and Service 
Charge Policy documents, reflecting regulatory requirements, 
customer input and updated governance arrangements. 
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• The Committee discussed complaint performance and advised that 
complaint volumes, particularly in London, should be viewed as an indicator 
of wider customer experience and service challenges rather than a 
standalone complaints issue. Members noted that improvement activity is 
increasingly focused on addressing root causes through the London 
Improvement Plan, Brilliant at Basics and strengthened complaints 
governance, and emphasised the importance of demonstrating 
improvements in customer outcomes, including reduced repeat contact and 
complaint escalation.  

Customer Influence & Accountability 

• The Committee received assurance that Riverside is strengthening its 
Customer Influence & Accountability Framework, with growing evidence that 
customer feedback is influencing services, policies and decision-making. 
Members welcomed the stronger governance arrangements through TRIP 
and customer panels and were encouraged by the increased focus on 
demonstrating measurable outcomes and impact from customer 
involvement. 

 





