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weaker performance earlier in the year, and the fact that complaint volumes are rising 
within Riverside and across the sector. 

The Customer Experience Committee has reviewed performance in detail and has 
taken assurance from sustained improvements over the past 6 months, as evidenced 
through improving customer outcomes. Between August 2025 and May 2026, 
compliance with Housing Ombudsman timescales has strengthened significantly 
across both stages, with Stage 1 acknowledgements improving from 77% to 94% and 
responses from 52% to 81%, alongside Stage 2 acknowledgements improving from 
45% to 90% and responses from 55% to 94%. This upward trend is further supported 
by improved customer satisfaction with complaints handling increasing from 16.5% 
in November to 22% in May.  
The Committee is therefore satisfied that the organisation has a clear understanding 
of the underlying challenges and credible plans in place to sustain improvement. 
Nonetheless, Board should note that some performance risk remains until: 

• ongoing challenges relating to capacity, capability and consistency are 
addressed (improvements underway, led by the Interim Head of Complaints) 

• the improvements from the Brilliant at Basics programme are fully embedded, 
and 

• improvements in service delivery reduce the volume of incoming and 
escalated complaints. 

Management response: We welcome the scrutiny and challenge that CEC have 
provided around complaints handling, and are pleased to note that improved 
performance in the last six months, alongside clear tactical and strategic plans, has 
provided the committee with assurance in this important service area. 
 
Board will receive a report in September which will set out our performance (including 
Ombudsman findings), how we are delivering against the Transparency, Influence 
and Accountability Consumer Standard, how compliant we are with the Housing 
Ombudsman Service code (including with their timescales), what we have learned 
from complaints and what we have changed as a result, and our improvement plan 
going forward.  

Advise: 
While CEC was pleased to be able to comment on the completed self-assessment of 
the Neighbourhood & Community Standard with full compliance, the other three self-
assessments, at the time of the meeting, were incomplete (Tenancy, Safety & Quality, 
Transparency, Influence & Accountability) and therefore CEC was not able to provide 
assurance through to the Board on the level of compliance. It was recognised that a 
number of other Committees and Board will see the self-assessments in full, but CEC 

• The Committee received an update on the implementation of the 
Customer Influence and Accountability Framework. 

• The Committee received a report on Home Ownership satisfaction. 
• The Committee approved an approach to be taken in reviewing the 

Complaints Policy 
• The Committee noted an update on progress of Brilliant at Basics. 
• The Committee reviewed the outcomes of an internal audit into 

Safeguarding.  
• The Committee noted the mid-year Committee Effectiveness update. 
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The Committee discussed the upcoming appraisal cycle, committee effectiveness 
reviews and term-of-office discussions. Existing appraisal arrangements would be 
broadened to include individual skills, behaviours, development needs, effectiveness 
and reappointment discussions where relevant, with a revised pro forma to be shared 
with GPC before implementation.  
 
The Committee discussed preparations for forthcoming Employment Rights Act 2025 
requirements, noting a risk-based implementation programme was in place, all April 
2026 requirements had been addressed, October 2026 preparations remained on 
track, and ongoing oversight meetings continued to monitor delivery and emerging 
risks.  
 
The Committee received an update on the Ways of Working programme, noting the 
first phase of the review was designed to clarify responsibilities, improve customer 
service delivery and support organisational efficiency. Procurement activity was 
underway with multiple potential partners, and the Committee emphasised the 
importance of an early communications approach to accompany the programme. 
 
Assure: 
The Committee reviewed compliance against Governance and Financial Viability 
Standard, confirming a compliant position supported by detailed evidence. The 
Committee discussed different levels of scrutiny across committees, agreed that 
assurance routes should be clearly explained to the Board in July, and supported 
work to streamline future assessment processes, though noted the role of the 
Committees was to review the detail to provide Board with assurance on compliance. 
 
The Committee reviewed the annual compliance assessment against the NHF Code 
of Governance, including existing exceptions and constitutional constraints affecting 
some subsidiaries. The committee confirmed continued compliance with the 2020 
code and requested further clarification around Scottish governance arrangements. 
 
The Committee noted progress with new Equality, Diversity and Inclusion objectives 
following extensive engagement with governance, customer and leadership groups. 
Work was now focused on creating measurable KPIs, with final measures expected 
for approval in July to support stronger scrutiny and accountability against delivery 
outcomes. 
 
The Committee received a deep dive session on achievements from the 2023–2026 
People Strategy, highlighting improvements across most performance measures, 
stronger goal alignment and substantial progress in workplace initiatives. The 
Committee agreed that future priorities should focus on leadership capability, 

• Director Triennial Pay 26/27 review findings using PwC and G15 
benchmarking data. The Committee supported targeted adjustments for 
those significantly below market median, considered retention risks 
among high-potential leaders and approved the recommendations, 
subject to careful communication with affected colleagues.  

• Death in Service update – approving the benefit distribution for a recent 
death in service. 

• TPT Exit Update – Approving the execution of the final documentation 
required to give effect to the transfer. 
Warning Markers Internal Audit – noting improvement activity already 
underway, requested broader assurance on colleague safety 
arrangements and agreed that future governance reporting should 
provide clearer visibility of staff safety controls and responsibilities. 
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• Reviewing progress and seeking assurance on the delivery of improved 
customer service and service outcomes for customers in London   

• Reviewing and monitoring the key risks from London Improvement Plan 
• Reviewing and monitoring ongoing improvement across the shared 

London Improvement Plan priorities: Communication, Visibility and 
Culture. 

The first meeting was held on 7 July and a verbal update will be provided at 
the Group Board meeting. The Group is expected to conclude its work in early 
2027, when a review will take place to ensure that the Group has the necessary 
assurance to conclude its work. The timeframe will be extended by the Chair 
of the Group in agreement with the CCO if necessary. 
 
The core membership of the London Improvement Oversight Group consists 
of: 
a) Rachel Crownshaw, CEC Member (and Chair of the London 

Improvement Oversight Group). 
b) Richard Petty, Board Observer and Homes Committee Member (Board 

member from 19 June) 
c) Liz Fairburn, Chief Customer Officer 
 
The Lead Officer for the Group will be the Acting-Director, London Region, 
Mica Joseph.  
 

 




