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Summary and
context
About Riverside

Our purpose, vision and values

In 2018 Riverside will reach 90. Over nearly nine decades, we
have grown and reshaped to meet the housing challenges
of successive eras. On the surface our founders would barely
comprehend the national organisation they would find
today; one which provides a range of homes for rent and
sale to over 100,000 customers in England and Scotland.
But if they looked closer, they would realise much of the
original organisational DNA is intact. We may do things in
ways beyond their imaginations, but we are still very much
dedicated to providing homes and opportunities for those
who need help to find the right housing solution.

Riverside is a group of organisations, led by a charitable
housing association (see page 5). Our purpose is to provide
a range of homes and wider support services for people who
can’t fully meet their needs through the housing market.

It is time to look forward again, and this document provides
the framework, setting out the next steps on our journey.
In doing so it presents a detailed three year plan, together
with a five year outlook and ten year strategy, bringing us
to the cusp of our centenary year in 2028.
Naturally, the plan shows how we are adapting to the
challenges of our times. But as an independent organisation
there is something more permanent about Riverside, and as
we consider the future it is worth restating what we are and
who we’re for.

Over ten years ago we adopted a vision “transforming lives,
revitalising neighbourhoods” and this remains relevant to
the work we do today. We use this as our ‘strap-line’ – in a
nutshell it sums up what we are about.
If you work with us or for us, we hope you will get a clear sense
of how we operate – our organisational culture. We have
recently reviewed our values and sharpened them so they
are easier to understand. We see ourselves as:
— people-focused: empowering our diverse customers
and colleagues to fulfil their potential
— courageous: taking responsibility for our decisions
and actions, standing up for those without a voice
— trusted: strong collaborators, acting with honesty
and integrity.
— ambitious: pushing ourselves to do more and be better.
Our values ensure that we act as a socially responsible service
provider and employer, doing business in an ethical way whilst
respecting the environment.

People-focused, courageous,
trusted, ambitious
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Context

Our objectives

In developing this plan, we have engaged with a wide group
of internal stakeholders: our board and committee members,
involved customers and colleagues.

We have translated these themes into three objectives, each
broadly directed to different stakeholder groups.

Together we have reviewed a range of evidence. We have
considered the implications of significant economic, political
and demographic change in the context of European and
global political instability. Through our triennial ‘State of the
Group’ report, we have also reflected on our own performance
and the changing characteristics of our customers, stock and
neighbourhoods.
We have found a remarkable degree of consensus about our
forward direction, and a number of key themes have emerged
which have shaped our thinking.
— The country has a deep and complex housing crisis. As a
nation we simply need to build more homes, and as one
of the country’s leading housing associations we must
play our part.
— We face profound changes in the demographic and
economic make-up of our communities. We must develop
new products and services for growing numbers of older
tenants, whilst we do more for younger people who are
locked out of the housing and employment markets.
— Homelessness is on the rise, and as one of the country’s
largest providers we need to grow and provide more
innovative services both for short-term emergencies and
longer-term prevention. We want to be recognised as a
leader in this field.
— We operate in some of the country’s most deprived
neighbourhoods, and the gap between our best and
worst performing localities is widening. Building on
strong neighbourhood roots, we should deliver coherent
plans for renewal, working with the emerging devolved
government structures.
Of course we want to achieve all of this at a time when public
finances are under huge pressure, and our income base is
being eroded through rent reductions. This means we need
to create our own financial capacity by delivering better
value for money. We will only do this by further focusing
our activities and resources in places where we can make a
significant difference, and on homes which are sustainable
for the 21st century. And for customers, we need to complete
the modernisation journey that started as part of our ‘One
Riverside’ plan (2014 -17), accelerating the move to online
transactions and more targeted, joined-up and agile methods
of working.
We set out a more detailed evidence base for the plan in a
companion document.

— Stepping up supply
for future customers and the taxpayer
Helping end the housing crisis; doubling our
housebuilding programme in three years and then
doubling it again in ten.
— Customers first
for our existing customers
Making customers and communities our priority by
working in new ways; completing our modernisation
programme, rolling-out online repairs services.
— Neighbourhoods matter
for communities and local partners
Closing the gap between our best and worst performing
places: three major regeneration programmes; investing
in the physical fabric and community whilst creating a
coherent story for all our neighbourhoods.
For each objective we start by establishing our ten year
strategy, looking upwards and outwards, and challenging
ourselves to be ambitious rather than constrained by shorterterm economic and political factors. As an independent
housing group, where do we want to be in the next decade?
We then identify specific activities and outcomes over a three
year timeframe, which will set us on the right path. Whilst
stretching, these are inevitably more constrained by
an immediate assessment of our operating context.
We conclude each objective by looking ahead two further
years. What are the next steps to achieving our ten year
strategy?
By doing this, we set out our traditional three year plan in
some detail, whilst considering a medium and long-term
outlook that transcends political and economic cycles.

The routes to success
Our objectives are outward facing. But to achieve them
we need to continue to focus internally and transform the
business to drive better value for money and performance,
through motivated and engaged colleagues. We set out a
coherent change agenda for the coming three years through
identifying activities and targets under three ‘routes to
success’:
— adding value
— engaging our people
— raising performance.
The main vehicle for this change is our transformation
programme which provides a clear, resourced roadmap,
following a £25m commitment which has already been made
by the Board.

Delivery
We conclude by setting out the mechanisms by which we
will deliver this plan. This outlines Riverside’s wider planning
and risk frameworks, showing how we translate high level
objectives into resource backed business stream and regional
plans, with robust methods to ensure our Boards and
Executive Team gain assurance about delivery.
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The Riverside Group Ltd (TRGL)
Charitable housing association and
Group parent: owning, managing and
developing affordable homes across
England; providing corporate and
shared services for the Group.

Irvine Housing Association
Subsidiary and charitable housing
association: owning, developing and
managing affordable homes in Scotland.

Evolve
For-profit subsidiary: providing
maintenance services for TRGL in
England; gift aids profits back to TRGL

Prospect
For-profit subsidiary: developing homes
for outright sale and managing a
small commercial property portfolio;
redistributes surpluses back to TRGL

Compendium Living
Joint venture with Lovell: delivering
large-scale regeneration projects in
partnership with public sector; gift aids
profit share back to TRGL
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We are building…
Stepping up supply		 
Our ten year strategy
A major national housebuilder, building up to 20,000 new homes
over ten years.
— Homes for rent, outright sale and for those who want to ‘start to own’:
a step-change in supply, playing our part in ending the housing crisis.
— A helping hand to those who can’t afford a suitable home of their own,
or who haven’t got a home at all.
— Reinvesting profits in affordable homes, by building more homes for sale
as market conditions allow.

Why does this matter?

Our three year plan

The country is facing a housing crisis; as a nation we are
simply not building enough to meet the growing number of
households. The private sector doesn’t have the capacity to
rise to this challenge alone, and the Government is looking
to housing associations for urgent help. Our trade body
(National Housing Federation) has set out a long-term plan
to help – ‘An Ambition to Deliver’. As a leading housing
charity, we are ready to play our part.

By March 2020 we will achieve the following:

We know that building a mix of new homes also benefits
our communities; over many years we have seen the positive
role that new homes can play in regeneration, helping shape
places for the better. And by building a broader range of
homes, we can reach out to new customers and help people
‘start to own’ through products such as shared ownership.
Building for sale helps diversify our income so that we can
generate more profit to plough back into affordable homes.
Our customers, colleagues and Board members all agree that
there is no more important challenge for Riverside today.

1 40k new

homes

250k new homes

needed each year to meet
national household growth

built in 2015/16

50k built by

housing
associations
(over one-third)
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1m homes
Government target
for current Parliament

1,500 homes built each year, 3%
of our current stock.

Two-thirds affordable, for rent
or shared ownership, one-third
for outright sale.

400 home programme agreed
in Scotland, with around 100 homes started.

The table opposite sets out how we will achieve this
step-change, over the next three years.

Steps to 2027: the following two years
Doubling the number of homes we build over the next
three years is ambitious, but under current market conditions
we think it’s achievable. We want to go further and in the
following two years we will take stock of the economy and
housing market, and look to build our capacity to double our
annual programme again by year ten.
To achieve this, we will need to shift the balance of our
housebuilding programme towards housing for outright sale,
particularly if there is limited public subsidy available. This
will require a further review of how we build housing for sale
in a way that minimises risk to the core charitable housing
association.

How we will achieve this step-change over the next three years:
Theme

Activity

Year

Strategy

Revise our growth strategy to establish clear housebuilding targets (by tenure),
identifying geographical targets through our regional plans, based on further
market analysis.

1

Partnerships

Explore opportunities for strategic partnerships with local authorities and combined
authorities in our main areas of operation.

1

Funding

Secure a strong affordable homes programme by:
✔ accessing public funds in England and Scotland, submitting bids to secure significant
allocations to support our programme
✔ reinvesting proceeds generated by asset management and Voluntary Right to Buy sales.

1-3

Delivery vehicles

Identify the best delivery vehicle(s) for scaling up our private housebuilding capacity, to
generate the cross-subsidy the programme needs, by:
✔ growing the capacity of Prospect to enable it to double its annual sales in three years
and treble sales by year five
✔ supporting our joint venture, Compendium, to bid for new large-scale opportunities as
they come to market
✔ considering other vehicles to deliver mixed tenure development on a project basis,
including working with developers active in providing market rented housing.

1

New products

Develop and pilot two new intermediate market products, targeting graduates
(particularly in northern cities) and older, low-income homeowners looking to downsize.

2-3

Value

Continue to drive down construction costs by accessing suppliers through procurement
frameworks and working as part of the ‘Modular Allianz’, delivering at least one scheme
built through offsite construction techniques.

3

Customers

Introduce appropriate methods of gathering customer feedback across all of our new
housing products, developing a better understanding of what drives satisfaction.

1

Risk and oversight

Improve the visibility of our development and sales activities, through introducing an
enhanced performance dashboard.

1

A major national housebuilder, building
up to 20,000 new homes over ten years.
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We are connecting…
Customers first
Our ten year strategy
Making customers our top priority by working in new ways.
— Acknowledged by our customers as a first class service provider.
— Comprehensive, easy-to-use and cost-effective digital channels which allow
customers to access, track and evaluate key services 24 hours a day.
— A leading provider in preventing and tackling homelessness, supporting
customers to turn their lives around.
— A diverse service offer for older people, enabling greater independence
within the community.

Why does this matter?
Customers’ expectations are rising and whilst our net
promoter score demonstrates ongoing improvement, we have
a way to go before our services can be considered ‘best in
class’. At the same time, demographic change and advances
in technology are driving the need for a step-change in the
way we serve our customers, although it is vital that our
services remain accessible to those who are digitally excluded.
Our income is being squeezed due to rent reduction and
we need to work ‘smarter’ to achieve an improved and
aspirational service offer, at a significantly reduced cost.

82% of adults in the UK

Government economic and welfare policies directly impact our
customers, and reforms to benefits have reduced disposable
income for many, with more changes to come. We need to
know more about who our customers are and the support they
require so that we can target our services more effectively.
Homelessness applications are rising year on year, and rough
sleeping has become far more visible in towns and cities
across the country. A preventative, outcome-led approach to
homelessness can affect lasting change whilst making savings
for the public purse.

39% of Riverside
customers
use the internet for ordering
products and services

But

use the internet every day
or almost every day

38% of our customers

do not have
internet access
at all

4,134 people
8

have slept rough
in England on any one night in 2016

are estimated to

Making customers our top priority
by working in new ways.
9

Our three year plan
By March 2020 we will achieve the following:

50% of repairs and other key
service transactions undertaken online.
15% of older customers helped by the
Retirement Living at Home initiative to continue
living independently in their existing homes
£1m additional investment
in our support services leveraged through
new funding streams including
social impact investment.

The table opposite sets out how we will achieve this
step-change, over the next three years.

Steps to 2027: the following two years
In five years time we will have evaluated the success of our
transformation initiative from a customer perspective. We
will have moved beyond the digitisation of general needs
services to an offer which encompasses all business streams,
whilst still allowing easy access to services for those needing
assistance. We will be implementing a clear plan for extending
our Retirement Living at Home services across the country
and have further increased our care and support income by
achieving an even more competitive service offer and returns
from social impact investment.

Transformation for our customers:
Know you better, serve you better
As part of our transformation process we are modernising our housing
services. We aim to know and understand our customers better so we
can respond more effectively with a flexible, value-for-money range of
homes, services and support to match their needs and preferences.
We will ensure that what we offer online is as good as, or better than,
what is available through alternative channels, promoting a positive
switch away from phone and face-to-face contact to digital self-service.
We’ll encourage as many people as possible to submit and manage
requests online, with targeted, individual support for those who need
extra help.
By using detailed and up-to-date information about customers and
neighbourhoods, we’ll be better able to offer the right mix of property,
support and advice for each person, including money advice, affordable
warmth and help to find work.
By promoting independent, financially-secure tenancies in sustainable
communities we can help to prevent homelessness and improve lives,
opportunities and neighbourhoods.
Our agile front-line staff will work in a broader and more accountable
way to support customers in getting the best from their homes and
our services. They will use their knowledge and resources to signpost
customers to added value services, products across all our businesses
streams and services offered by other agencies.
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How we will achieve this step-change over the next three years:
Theme

Activity

Year

Transformation

Complete the implementation of our new front-line service within the transformation
programme (see box on page 10), including a continuation of money advice,
employment and training and affordable warmth services at current levels.

1-2

Repairs

Reduce repairs service failure to achieve a step-change in customer experience, via
re-procurement of our contract in the south and initiatives to further empower and
develop operatives.

1-3

Digital

Provide customers with the ability to order and track repairs online, by developing a
digital roadmap which introduces broader self-service and personalisation options over
the plan period.

1-3

Enable Riverside Care and Support customers to get online by providing internet access,
equipment and advice in our larger Retirement Living and supported housing services.

1-3

Customer
intelligence

Roll-out and maximise the use of the Tenancy Intelligence Model and other advanced
predictive analytical techniques, to enable front-line staff to target services to customers
who need most support.

1-2

Homelessness

Develop Riverside as one of the largest providers of services which tackle and prevent
the rise of homelessness, positioning us as a strong voice with proven solutions and new
models, such as ‘Housing First’.

1-3

Retirement
Living

Develop a ‘Retirement Living at Home’ model, providing a wider offer to help older
people in the community live independently, based on assistive technology and targeted
services. Research, develop and market a costed offer in key locations and across all
business streams.

1-3

Involvement

Renew our resident involvement structures to ensure they reflect our redesigned
organisation, maximising the use of digital channels to consult and engage with a wider
range of customers.

1

Devise a robust framework for volunteers to enhance the range of volunteering
opportunities within Riverside Care and Support, drawing on the knowledge of people
with lived experience.
Social impact

Health and
social care

1-2

Develop improved tools for measuring outcomes, increasing our capacity to demonstrate
the impact of our activities.

1

Research and trial new models of funding for care and support services through social
impact investment, enabling us to focus on outcomes whilst offering financial return and
competitive advantage.

1-3

Develop and deliver new preventative service models that achieve improved health
outcomes, offering efficient solutions to local health and social care economies. These
will include step down discharge pathways from inpatient care to homes.

1-3

Transformation for our customers:
know you better, serve you better.
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We are renewing…
Neighbourhoods matter
Our ten year strategy
Closing the gap between our best and worst performing places; three major
renewal programmes, and a coherent story for all our neighbourhoods.
— Co-investing at scale to drive measurable improvement in some of our
underperforming neighbourhoods.
— A smaller national footprint with the vast majority of our homes in areas
where we are a major stakeholder.
— Year on year improvement to the value of our stock.

Why does this matter?

Our three year plan

Riverside works in some of the country’s most challenging
neighbourhoods. But despite years of investment, our data
tells us that the outlook for some of these areas remains bleak.
Only joined up action at scale will make a difference and help
close the gap in the way that our neighbourhoods perform.

By March 2020 we will achieve the following:

We have a strong track record of delivering transformational
change in deprived areas, especially where we have a
significant critical mass of homes and there are opportunities
to work at scale. And whilst public funding for renewal is
scarce, as more power is devolved locally there will be new
opportunities for strategic partnerships. But we need to
invest carefully – we cannot drive change everywhere.
We must improve our intelligence about all the places we
work so we can target investment more effectively, and
where we have little influence, transfer our stock to those
who can make a difference.
There is an opportunity to refocus on neighbourhoods,
harnessing the power of our investment for the benefit of
local communities.

49% of our homes are in the country’s
10% most deprived
neighbourhoods
72% of stock is in

13 local authorities where
we own +1,000 homes

15 neighbourhoods have been in
our bottom 10% for at

least 5 out of the last 9 years
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Over 200 new homes for rent
and our first homes for sale started as
part of the London Assets programme.
2 large scale renewal plans approved, backed
by multi-million pound investment.

1-2% of our rented homes disposed
each year in accordance with strategic plans.
National footprint
reduced from 163 to 150
local authority areas.

The table opposite sets out how we will achieve this
step-change, over the next three years.

Steps to 2027: the following two years
At the end of three years we will be on the way to delivering
transformational change in three neighbourhoods (or groups
of neighbourhoods) as well as having a strong narrative in
place for all our poorer performing places to guide our routine
investment decisions.
The following two years will see us accelerate, as we move
from planning and consultation to delivering tangible and
measurable change in our priority neighbourhoods. We will
continue to shrink our geographical footprint as we move
towards a ten year target where the vast majority of our
stock is located in local authority areas where we are major
stakeholders.

How we will achieve this step-change over the next three years:
Theme

Activity

Year

Deliver in London

Complete consultation and masterplanning, secure consents, and start the renewal of six
estates in London, through a self-funded, 1,000 + home programme.

1-3

Identify
other renewal
opportunities

Identify two further opportunities for large-scale neighbourhood renewal programmes
outside London, following in-depth option appraisals reflecting likely market conditions.

1

Ten year plans

Work with communities, local authorities and other partners to devise comprehensive ten
year plans for the two neighbourhoods identified. These will be backed with significant
internal multi-million pound investment and aligned with our new homes programme.
We will secure match funding for infrastructure, acquisitions etc.

2

Wider
neighbourhood
analysis

Put in place a more robust approach to routine neighbourhood analysis across the Group,
using dashboards which visualise measures of sustainability and profitability, and drive
improved performance.

1

Neighbourhood
plans

Develop robust and transparent plans for other underperforming neighbourhoods
across the Group, helping shape routine investment, disposal, acquisition and service
development activities across all business streams.

2

Disposal and
acquisitions

Deliver a strategic stock disposals programme which is driven by our neighbourhood
plans, reducing our national geographical coverage. Consider acquisition opportunities in
the light of agreed criteria driven by business benefits and strategic fit.

1-3

Stock investment

Maintain the standard of assets across the Group, by delivering our stock investment
programme, further driving improvements to energy efficiency and ensuring our
retirement living and supported housing stock is fit for purpose.

1-3

Closing the gap between our best
and worst performing places.
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We are transforming…
Routes to success
Transformation at Riverside
To achieve our vision of transforming lives and revitalising
neighbourhoods, we have to transform the way we think, act
and work. Wider political, economic and social changes mean
that past, settled ways of doing business are no longer good
enough. To fulfil our purpose and continue serving customers
and communities well, we need to become a different
Riverside. This is not a ‘one off’ activity. For any modern and
agile organisation, transformation has become a way of life,
an ongoing process to adapt to an ever changing world.
Our new operating model, developed over a two year period
with staff, customers and other stakeholders, will see us
become a leaner, smarter and more efficient business that’s
able to work positively through constant change.
Backed by £25m of upfront investment, it’s a modern,
simplified and cost-saving approach based on:
— planning and organising our services in three core
business streams (Social Housing, Home Ownership,
Care and Support) with streamlined leadership and
governance
— keeping a local focus by delivering more integrated frontline services across four regions (Scotland, Liverpool City
Region, North, South and Central) with fewer, modern
workplaces supporting mobile staff to work in an agile way
— supporting operations with strong shared and central
services, enabling customers to ‘self-serve’ online, and
providing better tools so that colleagues can access
reliable, up-to-date customer insight.
Our transformation involves the fundamental re-design of
Riverside, and tough choices about the size and shape of our
teams. There will be around 10% fewer roles, and we will
consult and support the colleagues affected.
Changing the way we do business will create the capacity
to deliver our core priorities of building more homes,
providing better value services and doing more to make
neighbourhoods better places to live.
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Our routes to success
In order to deliver our three objectives, Riverside needs to be
an organisation that is operating effectively. This means the
right people doing the right things with the right tools. These
are the things that ‘enable’ the plan, what we are calling our
‘routes to success’. We have identified three.
— Adding value
Driving better value for money across the Group, by
maximising income and driving down costs, enabled
by further investment in our key IT systems and
infrastructure.
— Engaging our people
Embedding a culture of high performance as an employer
of choice, with a clear focus on engagement, equality
and diversity and effective communication.
— Raising performance
Improving joined up planning and performance reporting
across the Group, ensuring compliance with legal and
regulatory standards as part of a ‘safety first’ culture.
For each we identify our key areas of focus to ensure we
deliver our objectives over the next three years. Whilst these
‘routes to success’ do not look ahead further than three
years, transformation and performance management will be
become part of the fabric of the business over the next ten.

Adding value
Theme

Activity

Investment for
change

Secure sufficient funding through financial markets for investment in new homes and
neighbourhoods.

3

Organisational
growth

Devise an organisational growth strategy driven by the objectives and values of Riverside.

1

Proactively explore merger and acquisition opportunities in accordance with the strategy.

2-3

Embed an intelligence-driven, proactive approach to income collection in the working
practices of the shared service centre and front-line teams. Consistently achieve an
income collection rate above 100% with better systems for tackling fraud.

1-2

Continue to prepare customers for the roll-out of Universal Credit through targeted
communications, money advice and digital support, following a service review. Maintain
our ‘Trusted Partner’ status with the Department for Work and Pensions (DWP).

1-3

Prepare for the introduction of Local Housing Allowance (LHA) caps in 2019 through:
implementing a new tenancy policy; reducing service charges; negotiating access to local
top-up funding with local authorities for supported housing services.

1-2

Complete the implementation of our new Target Operating Model (TOM) through
comprehensive organisational change delivering overall people savings of £12.5m p.a.

1-3

Deliver £2m contract outsourcing savings over three years through our central
procurement team.

1-3

Achieve £5.2m of annual asset savings through: completion of property MOT roll-out;
implementation of new void standard; optimising use of Evolve, extending scope to
environmental services.

1-3

Improve our efficiency by reducing our office footprint, enabling this by a new range of
digital services for customers and agile ways of working.

1-3

IT delivery

Develop Riverside as one of the largest providers of services which tackle and prevent
the rise of homelessness, positioning us as a strong voice with proven solutions and new
models, such as ‘Housing First’.

1-3

Delivering
the plan

Deliver a resilient, secure, cost-effective IT capability, meeting current business need and
laying foundations for the future.

Maximise income

Reduce costs

Involvement

Year

✔ Strengthen processes and controls around best practice industry standards.
✔ Implement ‘Open Housing’ as the Group’s new housing management operational system
✔ Create the platform to enable online, self-service customer transactions, focusing
initially on repairs.
✔ Deliver other priority elements of the IT Roadmap, including new HR/Payroll and
Finance systems.

1-3
1-2

Review Riverside’s programme management capability putting in place appropriate project
management and governance arrangements for delivering the key objectives of this plan.

1

By March 2020

1-2
2-3

we will achieve a Group operating surplus of nearly £90m,
with benchmarked housing management and maintenance
costs below median for our peer group.

This will enable us to invest nearly £500m in housebuilding, stock improvement
and additional neighbourhood regeneration over the three years of the plan.
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Engaging our people
Theme

Activity

Performance
culture

Develop a consistent performance culture which builds on our IiP Gold accreditation, by:
✔ introducing ‘My Performance Review’ as a refreshed method to link objectives and
achievements to the priorities expressed in this plan
✔ implementing a new learning and development framework which will enable colleagues
to take a flexible view of their career pathway, including a review of the training offer
for leaders
✔ ensuring each team has an up-to-date ‘People Plan’, establishing learning and
development objectives for every colleague matching required competencies.

Year
1
1
1-2

Governance

Continue to develop our board members via a tailored programme of skills and
knowledge development using tools such as online webinars and facilitated discussions
on key areas of expertise.

1-3

Employer of choice

Actively promote Riverside as an employer of choice to attract, motivate and retain
talented colleagues.

1

Develop a programme to support wellbeing, including delivering a pilot mental health
first aid training course.

1

Transformation

Deliver the HR activities required to support the transformation programme. Embed the
new organisational design so that it becomes business as usual.

1-3

Systems

Procure and introduce a suite of HR systems with the capability of automating the
reporting of key transactions, enabling leaders to maximise performance.

2-3

Benchmarking

Review and agree a future strategic approach to benchmarking and accreditations.

1

Equality and
diversity

Further develop Riverside as an open and inclusive organisation by a combination of:
senior level ownership; training and awareness raising; establishment of a network of
champions; support for staff groups; roll-out of local equality and diversity plans for all
teams; mainstreaming of equality analysis.

1-2

Influencing

Deliver the approved influencing strategy, working in partnership within the sector to
ensure our voice is heard with central and local government and our regulator, with a
particular emphasis on welfare changes, housing supply and devolution.

1-3

Marketing
strategy

Deliver the Marketing and Communications Strategy to ensure that we promote key
messages to both internal and external audiences, particularly our customers.

1-3

By March 2020

we will have a high performance culture underpinned by
our values and new behavioural competencies. We will achieve
a measurable increase in employee engagement.

We will have integrated systems with intelligent data which will enable informed people planning.
We will attract and retain a talented and diverse workforce with self-development opportunities
within every discipline.
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Raising performance
Theme

Activity

Planning
framework

Develop a new planning framework with an overarching corporate plan supported by
business stream plans, cross cutting regional plans, departmental and team plans.

1

Performance
measurement

Devise a performance measurement framework for the corporate plan, with a strategic
scorecard and dashboards for each of the ‘routes to success’.

1

Automate performance reporting through the Group’s business information system, to
provide a hierarchy of performance measures with dashboard interface.

1-2

Implement a risk based statutory compliance strategy as part of a ‘safety first’ culture.
This will cover gas, fire safety, asbestos, electrics, lifts and Legionella and will be
monitored via a dashboard of suitable Key Performance Indicators (KPIs).

1-3

Compliance

Year

Ensure that each person attends the relevant level of mandatory health and safety
training, recording this through robust training plans.

1

Complete and embed the roll-out of the Orbis lone worker alert system.

1

Ensure we have safe and high quality systems in our Care and Support schemes.

1-2

Explore the feasibility of introducing an integrated supporting system for safeguarding
via CRM or Open Housing.

1-2

Implement the agreed three year information security improvement plan leading to ISO
27001 accreditation.

1-3

Devise and implement a plan to ensure that Riverside is compliant with the new General
Data Protection Regulation published by the European Parliament.

1

Undertake Group-wide information audits to ensure that data is lawfully processed and
privacy impact assessments undertaken.

1

By March 2020

we will have implemented a new planning framework
and have put in place integrated systems for managing
and measuring performance, linked to organisational values
and competencies.

We will continue to be fully compliant with all relevant legislation and regulation,
with all employees aware of and trained in areas which impact on their roles.
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We are delivering…
Delivering and funding the plan
The Riverside Planning Framework
This plan sets high level objectives for the whole Group.
It acts as a starting point for developing business stream,
regional and operational plans which will provide another
level of detail to ensure activities and targets are cascaded
down to every team.
Governance and oversight will be provided by the following
bodies:
— corporate plan – Group Board
— business stream plans – Neighbourhood Services
Committee, Care and Support Committee,
Board of Irvine Housing Association
— operational plans – relevant Executive Director.
Our new operating model has put extra resources in place
to co-ordinate an integrated planning framework through
the Group-wide Strategy and Planning Team, and the
management function for each business stream.
Where necessary new project management arrangements will
be put in place to deliver those elements of the plan which sit
outside mainstream operational structures.

Performance measurement
The plan has set out key outcomes for each objective.
These measures will be gathered together into a single
strategic scorecard with customer metrics given high visibility.
Targets will be set each year and progress reported to Group
Board every six months.
We will measure our progress in achieving our ‘routes to
success’ more frequently, through a set of leading indicators.
These process orientated measures are likely to move more
rapidly, and so will be reported through monthly dashboards,
backed up by narrative and trend analysis, to enable swift
corrective action to be put in place if performance slips.
Strategic measures and leading indicators will be cascaded
down the organisation to ensure that each part of the Group
is clear about its role in contributing to the delivery of the plan
and each individual can relate it to their personal objectives.

Funding the plan
We have a credible plan which can be fully funded through
our income and further borrowing. Detailed financial and
investment requirements are set out in our five and 30 year
business plans which are reviewed annually.
The most significant financial impact arises from the scaling
up of our housebuilding activities, and we have run a range of
scenarios considering different sizes and mixes of programme.
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Additional private investment will be required over the life
of the business plan, including a significant tranche within
the first three years. We have strong experience of accessing
competitively priced funding through the markets, and have
retained our Aa3 credit rating, one of the highest in the sector.
Despite the significant increase in investment required
to meet our objectives, we project that we will remain
comfortably within current covenant headroom targets for
gearing and interest cover, our ‘golden rules’, whilst retaining
sufficient unencumbered stock to permit secured borrowing
throughout the plan. More detail is set out in our business
plan 2017-22, including the results of our stress testing,
demonstrating how robust the plan would be in the face of
adverse economic and market conditions.

Risk
Our corporate planning and risk management frameworks are
closely aligned, sharing a common analysis of our operating
environment. We maintain a current risk map which is owned by
Group Board which also establishes the level of ‘risk appetite’.
The risk map is reviewed twice a year by Group Audit Committee.
Externally, chief risks include adverse changes in government
policy and their impact on income, and post-Brexit economic
and housing market uncertainty. To a certain extent our
corporate plan is designed to mitigate these long-term risks
by growing a more resilient and diverse business.
However in doing so a series of short-term internal delivery
risks are created, associated with the implementation of our
transformation and growth programmes and the resulting
challenge of maintaining key skills and customer service
during a period of uncertainty, where key systems are
undergoing fundamental change.
Appropriate mitigating actions are identified through the risk
map. Health and safety, safeguarding and data protection
risks also remain a key focus for the Group, and implementing
a ‘safety first’ statutory compliance strategy remains a central
priority, as set out in our ‘routes to success’.
During a period of significant growth it is crucial that we have
access to sufficient cash resources to fund our ambitions.
Funding is a key risk on our register and one which is subject to
detailed monitoring and planning, whilst our treasury strategy
is under ongoing review. We do start from a very strong base
with significant cash reserves and the option to expediently
increase our liquid cash by increasing headroom through our
£100m retained bond.
Our unit cost measures are around the sector average and
we project further improvement over the three year plan
period. A robust approach to efficiency and effectiveness,
whist maintaining high quality services, will drive even bigger
improvements to our operating margin, which in turn will
support our ambitious growth agenda.

We will measure our progress in
achieving our ‘routes to success’
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