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Equality Diversity and Inclusion 
Strategy 2023-26 
 

 
1. Introduction  
1.1 This strategy sets out the steps Riverside will take over the next three years to further embed our long-

term commitment to Equality, Diversity and Inclusion (ED&I). This commitment is driven by our Board 
and reflected in our organisational values, which have been refreshed following our merger with One 
Housing.  

 
1.2 Following on from a comprehensive engagement process with our colleagues to refresh the combined 

values, we have adopted three values, ‘we care’ ‘we are inclusive and ‘we are trusted’. We have made 
ED&I more explicit through adopting the value: 'We are inclusive', we respect and value the diversity of 
our customers and colleagues, welcoming and appreciating the contribution of others. 

 
1.3 In this document, we set out specific objectives and measurable actions (with targets) which will drive 

our approach to ED&I over the next three years. We have made much progress already, but 
acknowledge we are on a journey as we continue to build a diverse and inclusive organisation which is 
reflective of the customers and communities we serve.  
 

1.4 The strategy has been developed in consultation with stakeholders including our    business leads, 
colleague networks, ED&I Champions, trade union, executive team, governance community and our 
involved customers. A small steering group comprising an Executive Sponsor, colleagues from 
Riverside and OHG and one of our customers has overseen its production.  

 
1.5 Its delivery will be monitored by the Riverside Executive Team and Group Board through regular 

reporting. However, given the pace of change in our operating environment, the actions set out will be 
reviewed and updated on an annual basis, to ensure we are flexible and can respond to emerging 
issues.  
 

1.6 After introductory sections which set out our current position and the nature of   our operating 
environment, the strategy is developed around five specific themes: 
 
 Customer services: how we will improve access to services across our diverse customer base, treat 

our customers fairly and with respect and provide further opportunities for engagement to a wider 
range of customers. 
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 Homes and places: how we will better plan our new homes to reflect the needs of local communities 
and ensure that our existing homes can be flexibly adapted to meet the changing needs of customers 
throughout their life and encounter issues with health and disability. 

 
 Governance: how we will ensure the composition of our governance community and leadership team 

better reflects the diversity of the communities we serve, and how decision making can be better 
informed to improve equalities outcomes. 

 
 Supporting our colleagues to deliver great service: how we will ensure that all colleagues have 

the tools and knowledge they require to deliver services which are tailored to diverse needs and feel 
supported in a work environment free from discrimination, where they can be their authentic selves. 

 
 The collection and use of data: how we will ensure we develop a better understanding of the 

characteristics and experiences of our customers, communities, and colleagues by collecting, 
analysing, and reporting data, using it to improve our services, recruitment and colleague 
experience. 

 

2. Strategic alignment  
 
2.1 The ED&I Strategy is one of nine supporting Corporate Strategies which will help us deliver the 

objectives set out in our 2023-26 Corporate Plan where it is identified as one of four cross-cutting 
themes. 

 
2.2 This Strategy is the third in a suite of documents which underlines our commitment to ED&I. The other 

two are:  
 

 Our ED&I Policy, adopted by Group Board in May 2022 and reviewed every three years. This 
sets out the principles which guide our overall approach to ED&I and the business practices we 
adopt to achieve them 
 

 Our ED&I Annual Report: a new document first published in September 2022, setting out our 
key achievements of the past year. We will update this every year, publicly reporting the delivery 
of this strategy 

 
2.3 Together these three documents provide a comprehensive picture of ED&I at Riverside. 

 
2.4 Improving outcomes for customers and the workplace for our colleagues is at the heart of this strategy. 

However, we recognise that to achieve this we also need to focus on our governance, leadership, and 
our ways of working. We recognise that structural inequalities exist within society and within our 
workplace too.  
 

2.5 As a landlord, a service provider, and an employer, we want to drive change and achieve greater 
equity for those people who face greater disadvantage and barriers. We wish to create a diverse and 
inclusive culture where all people can achieve their true potential, offering opportunities for inclusion. 
While the ‘legal case’ and the ‘moral case’ for ED&I are typically accepted, the potential ‘business 
case’ - the benefits that prioritising ED&I can bring to a housing association, its colleagues and 
customers - is of increasing importance in the current policy climate. This comes at a time when social 
housing is high on the political agenda, with housing providers facing increased pressure to respond to 
rising demand against a backdrop of challenging social housing and welfare reforms. 
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2.6 Our values are:  
 

 
•  
•  

 

 
  

 

 
 
 
What is equality, diversity and inclusion? 
 
Equality is about ensuring that every individual has an equal opportunity to make the most of their lives 
and talents, believing that no one should have poorer life chances because of where or when they were 
born or their inherent characteristics. Promoting equality is about behaving in a way that removes barriers 
that stand in the way of some groups of people, aiming to ensure that all customers, service users and 
colleagues are treated fairly, and do not experience discrimination.  
 
Diversity is about recognising that everyone is different and creating an environment that values each 
customer and colleague, ensuring that services are delivered that suit all sections of the community and are 
fully accessible. Everyone has unique characteristics that make them who they are and promoting diversity 
is about recognising the value of these differences and celebrating them, treating everyone with dignity and 
respect. 
 
Inclusion is about positively striving to meet the needs of different people and taking deliberate action to 
create environments where everyone feels respected, valued, and able to achieve their full potential.  
 
The Equality Act 2010 sets out nine ‘protected characteristics’: race, religion or belief, sex, age, gender 
reassignment, disability, sexual orientation, marriage and civil partnership, and pregnancy and maternity.   
 
Equal Opportunities within the Scotland Act 1998 refers to the elimination, regulation, and prevention of 
discrimination across the areas of sex, marital status, race, disability, age, sexual orientation, language, 
social origin, or other personal attributes, including beliefs or opinions, such as religious beliefs or political 
opinions. 
 

3. Our priorities  
 
3.1 We have focused our attention on addressing the issues that both our consultation and our data has 

shown are the greatest priorities for Riverside’s customers and colleagues and these have also been 
developed in partnership with One Housing’s customers and colleagues. However, we will strive to 
ensure that any emerging ED&I issues and other priorities are captured and included in refreshed 
versions of both the strategy and the action plan, where we feel it is appropriate to include. We aim to 

We care: We put our customers first every time, going the extra mile to make 
sure we deliver great homes and services that they need and want #care 
 

We are inclusive: We respect and value the diversity of our customers and 
colleagues, welcoming and appreciating the contribution of others #inclusive 
 
 

We are trusted: We have high standards and work hard to meet them, taking 
ownership and performing at our best #trusted 
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be agile, quick to respond and proactive, always considering how we can best respond to issues that 
affect our customers and colleagues.  

 

3.2 We are aiming to be more ambitious and challenging over the next three years and accelerate our 
ED&I work. Following on from our consultation and data review, priorities have been identified under 
five themes, with supporting objectives:  

 

 Customer services 
 Homes and places 
 Governance 
 Supporting our colleagues to deliver great service 
 Collection and use of data 
 

3.3 Whilst we have placed a particular emphasis on our customers throughout this strategy, we remain 
equally committed to ensuring our workplace is fair and provides equality of opportunities for all of our 
colleagues, building on the great work we have done over the past few years. Much of this is thoroughly 
embedded in our approach as an employer and so is not explicitly called out in this document, which 
focuses on the major changes we want to make over the next three years. 
 

4. Context  
 
4.1 The operating context for Riverside, and social housing in general, has become increasingly 

challenging and unstable. In developing this strategy, we have undertaken a comprehensive analysis 
of the operating environment, identifying the key issues for us. This has helped us to understand the 
challenges and opportunities and shape our priorities. 

 
4.2 The UK has been experiencing a housing crisis for a long time. However, the last few years have seen 

a range of new and unprecedented economic, political and health challenges emerge. In 2020, the 
pandemic changed every aspect of life and starkly exposed how existing inequalities and the 
interconnections between them such as race, gender or geography are associated with ill-health.  
 

4.3 More recently the ongoing cost-of-living crisis is having a profound impact on families across the UK, 
but for poorer households, the impact is even more significant. This is because energy and food costs - 
the major driver of recent inflation - make up a greater proportion of household budgets for low-income 
households. A briefing paper published in May 2021 by the Race Equality Foundation found that more 
than 20% of Black African, Bangladeshi, and Pakistani households, and more than 15% of Black 
Caribbean households, were behind with fuel bill payments. This compared with less than 5% of White 
British households. 
 

4.4 During the pandemic, issues of inequalities and race were amplified by the murder of George Floyd. 
The Black Lives Matter movement and the discussion that followed was equally challenging and 
positive. The pace of change was huge, and a powerful response has been required across the sector 
to ensure that people at risk of experiencing racial discrimination feel that they are valued and that the 
issues are being treated seriously.  
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4.5 It is clear that housing providers can play an important role in supporting people from diverse 
backgrounds, including customers from ethnic minorities, the LGBTQIA+ community and those who 
have disabilities or impairments.   Inclusive environments can help to reduce the challenges faced by 
our customers, such as discrimination and harassment leading to anti-social behaviour.  
 

4.6 There has also been a profound re-evaluation in the relationship between tenants and landlords in the 
social housing sector. Initially this followed the Grenfell Tower disaster but has been amplified by a 
succession of high-profile media reports about unacceptable housing conditions. This was recently 
highlighted by the tragic death of Awaab Ishak, where the coroner’s report stated that his death was 
due to prolonged exposure to toxic black mould. The response from Government specifically called out 
the social landlord’s attempt to attribute the existence of mould to the actions of Ishak’s parents. His 
parents said they had “no doubt at all” that they were treated poorly “because we are not from the 
country and are less aware of how the systems in the UK work”. 
 

4.7 The Government has responded and whilst previous administrations have put the focus on achieving 
housebuilding targets, the need for a renewed focus on building safety and housing quality has 
become the central political priority, driving a recognition that tenants need to have a stronger voice. 
Government is legislating to reform social housing regulation through introducing measures to give 
tenants greater powers, improve access to swift and fair redress and enhance the powers of the 
Regulator of Social Housing (RSH) to deal with consumer matters. As part of this, Government is 
creating a set of Tenant Satisfaction Measures to allow tenants to see how their landlord compares to 
others, whilst emphasising the need for landlords to understand the diversity of their customer base 
and the service experience across the diversity strands. 
 

4.8 This strategy comes at a time of key change for the sector and provides the opportunity to provide a 
decisive response to many of these issues. However, it is difficult to look ahead with any certainty and 
we have learnt to expect more change to come. This means we will need to be flexible in responding to 
events as they unfold. 

 
5. Where are we now? 

 
5.1 In devising our new strategy, we have reflected on the current position in both Riverside and One 

Housing. Last year we published our first ED&I Annual Report, which you can read here which set out 
our overall approach, bringing together information showing the progress we have made so far, as we 
seek to tackle inequality and promote diversity and inclusion. We also identified areas where we have 
more to do.  
 

5.2 In May 2022, the Board agreed a new Group-wide ED&I Policy (available on our website), which sets 
out our main objectives and the principles which underpin our approach. The policy covers all parts of 
the Group, and we are working closely with our OHG colleagues to integrate our approach to ED&I. 
 

5.3 We use a range of activities to deliver our objectives. While the approach we take is an embedded one 
- with all colleagues taking responsibility for ED&I in the way they interact with customers and 
colleagues in delivering services - the Group’s approach is facilitated by a dedicated ED&I Manager, 
servicing a Best Practice Group drawn from across the organisation and we have Executive Director 
sponsors for each of our colleague diversity networks (for race, disability, women and LGBTQIA+ 
colleagues). We are in the process of merging with our colleague networks at One Housing to offer 
support to all colleagues across both organisations. 

https://www.riverside.org.uk/wp-content/uploads/2022/10/Riverside-EDI-Report-2022_KMV7a_1022.pdf
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5.4 To further embed ED&I, we have an extensive network of ED&I Champions across the organisation 

and all colleagues are required to complete mandatory ED&I eLearning every 12 months. 
 

5.5 We also work in very close partnership with other housing sector experts, such as the Housing 
Diversity Network (HDN), where we are active participants in both ED&I masterclasses and the 
colleague mentoring programme, which gives six colleagues each year access to mentoring 
opportunities. We work closely with the National Housing Federation (NHF) and its National Network 
for ED&I professionals, contributing to discussion at national level and sharing best practice. As 
members of the G15 (the group of London’s largest housing associations and the collective voice of 
some of the leading organisations in the sector), we are also active members of its networking group 
for ED&I leads. 
 

5.6 To achieve our aims, it is important that we understand the diversity of our leadership and governance 
community, our wider workforce, and our customers by the key protected characteristics, comparing 
this data with the profile of the population living in the communities we serve. We currently have this 
data, along with insight into satisfaction rates of customers and our colleagues by protected 
characteristic, as well as data on our gender and ethnicity pay gaps.  
 

5.7 We consider it to be of huge importance that our approach continues to be data driven and our current 
conclusions below are all areas that will be addressed in this strategy: 

 

 although our Board and committees have become more diverse, there is still some way to go 
with the composition of our leadership team and management roles if it is to truly reflect the 
profile of the communities where we work  

 the makeup of our customers varies hugely by locality, with some groups of people under-
represented in some regions. Understanding diversity at a local level is essential as national 
averages can be misleading 

 some of our customers with protected characteristics are less satisfied, and there can be a 
perception of unequal treatment - we need to know more to ensure that our services are 
accessible to all, and our outcomes are equal 

 although slowly narrowing, we still have pay gaps for gender and ethnicity with ethnically diverse 
colleagues and women still under-represented at senior levels. 

 there are still gaps in our data - both for colleagues and customers - and for the data we do 
have, we need to use it more effectively. 

 
Our themes 

5.8 The following five themes and underpinning objectives have been identified as the main areas in which 
we will focus our efforts over the period of this strategy and beyond. For each theme we have identified 
one or two key performance indicators (KPIs) which will enable us to monitor our progress over the 
next three years. As the action plan will be subject to a full review at the end of 2023/24, the primary 
focus is on Year 1 outcomes. 

 
5.9 It should be noted that the objectives and activities identified do not cover all our activities as they 

relate to ED&I. Many of these are already embedded in our working practices, such as our work to 
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support our colleague networks, ED&I champions, and external networks. We would consider them to 
be ‘business as usual’. 
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Customer services  
 
Our priorities for customer services are to ensure that as well as knowing and understanding our 
customers, we can tailor the services we provide to meet their individual needs, so they are as fully 
accessible as possible, and we do not knowingly exclude anyone.  
 

During the first years of delivering our strategy, we will be integrating our customer facing service delivery 
model with One Housing, providing a great opportunity to ensure that what we do ensures equality of 
access across all protected characteristics.  

 
Our services can range from simple transactional requirements through to more complex interactions. We 
want to improve accessibility of services for those customers who can self-serve, but equally as important 
to us, is providing support to those customers who need extra assistance. Collaborating with our customers 
can help us to develop new solutions and it is extremely important that we ensure the customer voice is 
heard across our diverse customer base, which is addressed in our customer involvement and resident 
engagement strategies. Our customers will be assisting us by scrutinising our customer-facing services to 
assess whether they are accessible and inclusive.  
 
Substantial changes are being made to the approach to consumer regulation and the associated standards 
and we expect to see a greater focus on the involvement of customers.  We have trialled specialist groups 
for LGBTQIA+ and ethnically diverse customers, with mixed results and are keen to continue to make 
further progress with promoting additional involvement opportunities for customers with protected 
characteristics.    
 
We want every customer to feel that they have been treated fairly and with respect at all times, and across 
all touchpoints. 

 
Over the period to 2026 we will take action to achieve the following priorities: 

 
Objective 

 
Actions Year 

Review our digital services, 
customer communications and 
customer service delivery 
model to ensure full 
accessibility for all customers  
 
 
 
 
 
 
 
 
 
 
 

Undertake a scrutiny exercise by involved 
customers to assess access to services and 
reduce barriers faced by customers with 
protected characteristics.  
 

1 

Co-design our customer service approach, 
ensuring ED&I considerations are embedded 
throughout, enabling customers to be able to 
interact according to their needs and introducing 
processes and systems for our colleagues to 
follow. 

 

Ensure these service areas are fully accessible 
for all customers, putting actions in place where 
any inaccessibility has been identified by the 
completion of equality impact assessments.  
 

1-2 

Review how we tailor our approach to service 
delivery, including language and terminology 1 
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used about our processes, ensuring a consistent 
approach is delivered across the organisation, 
recording, and using customers’ contact 
preferences and having appropriate procedures 
in place for colleagues to use, considering 
customers’ protected characteristics. 
 
Proactively identify customers where there is 
likely to be a language barrier, addressing this in 
advance of any home visits/surveys. 
 

1 

Deliver training to ensure our assets colleagues 
have practical advice on how to assist customers 
in dealing with damp and mould, equipping 
colleagues to counter any cultural stereotypes.  

 

1 

Diversify the profile of involved 
customers so that it represents 
the diversity of the customer 
base 
 
 
 
 

Using our customer insight, support the customer 
and resident engagement teams to implement a 
recruitment campaign to achieve a genuinely 
diverse and inclusive Customer Voice, covering 
all business streams, tenures, property-types, 
and regions. 
 
Target engagement for customers from all 
protected characteristics, including ethnically 
diverse groups, LGBTQIA+ and those with a 
disability or a long-term health condition, to create 
customer groups to ensure we understand and 
act on any barriers to services for these 
communities. 
 

1-3 
 
 
 
 

2 

 
Outcomes 

 
Year 1 (2023-24) 
 The diverse needs of customers are built into the review of our Customer Experience Strategy and 

operational delivery model to ensure that their requirements are embedded into our thinking and our 
plans. 

 Our approach to tailoring our services has been tested to ensure it is consistent and robust for 
customers. 

 Equality impact assessments (EIAs) have highlighted any inaccessible services and remedial 
actions have been put into place. 
 

2026 target 
 The proportion of customers who are satisfied that ‘my landlord treats tenants fairly and with respect’ 

increases from 67% to 75%. 
 Profile of involved customers reflects overall customer profile - relevant to the locality (future work is 

required to record the protected characteristics of our involved customers to establish a baseline). 
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Homes and places  
     
Riverside has a Growth and Regeneration Strategy which sets out why and how it wishes to grow the 
organisation in terms of more business, services, and homes. The Growth Team facilitate this strategy by 
working with our regional teams on stock transfers, PFI’s and other projects. 
 
Part of our Growth Strategy is a strong commitment to build more affordable homes and our Development 
Team works closely with regional colleagues to find opportunities and target new development to meet 
local requirements, including those customers who have protected characteristics and diverse needs.  
 
Our London regeneration programme has a key focus on redeveloping and revitalising our 
neighbourhoods, creating a community where everyone can be proud to call it home and improving 
customer satisfaction. The way we plan our development and regeneration programmes is crucial, and we 
need to ensure our processes take full account of the needs of the diverse communities we serve. 
 
But we also need to focus on our existing homes ensuring that we have a consistent approach to our aids 
and adaptations service. This will assist customers by ensuring our existing homes are made suitable 
wherever possible, to meet their changing needs, or identifying where a move would be an alternative 
option.  
 
We are also able to exert influence through our supply chain where we require all contractors and suppliers 
to have effective ED&I policies and practices.  
 
Over the period to 2026 we will take action to achieve the following priorities: 

 
Objective 

 
Actions Year 

Aids and 
adaptations 

Review Riverside and One Housing’s approaches to aids and 
adaptations, ensuring that our policy, processes, and funding 
are aligned and consistent for all customers1. 
 
Implement new policy and procedures, with appropriate budgets 
established. 
 

1 
 
 
 

2 

Use of diversity 
data and equality 
impact 
assessments 

Review the way we use diversity data to influence new 
development at project definition stage, ensuring development 
colleagues have access to appropriate data to inform decisions 
(where we have control) on the mix, type, and design of new 
homes. 
 
Undertake equality impact assessments at the start of all large-
scale regeneration projects, using available diversity data to 
inform key decisions on mix, type, and design. 
  

1 
 
 
 
 

 
1-3 

Review our 
schemes 

With customers, trial the evaluation of large-scale schemes we 
have developed, using the lived experience of customers to 
understand what worked well and if it did not, put changes in 
place to remedy in future schemes. 

3 

 
 
1 An appropriate measure will be considered once policies and processes have been reviewed 

 



Equality Diversity and Inclusion Strategy 2023-26 
 
 
 
 

 
 

11 

 
Outcomes 

 
Year 1 (2023-24) 
 Diversity data is being used by development colleagues to inform our new developments, with 

evidence of change. 
  

2026 target 
 No significant differences between satisfaction levels in the quality of our new homes across 

protected characteristics (where sample sizes allow). 
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Governance  
 
ED&I is a major priority for Riverside. It is strongly associated with all our values and is fundamental to 
complying with our legal and regulatory obligations, particularly the Equality Act 2010. However, for ED&I to 
flourish and become fully embedded at Riverside it needs to be led by the Board, Committees, and senior 
executives. Not only do they need to set the overall direction, but they must also lead by example, 
demonstrating our values in their decision making and behaviours. 

 
We are committed to the National Housing Federation’s Code of Governance which helps housing 
associations to achieve the highest standards of governance and board excellence. There is a 
requirement for the board to take an active lead in committing to equality of opportunity, diversity and 
inclusion in all of the organisation’s activities as well as in its own composition.  
 
Part of this involves continuing to diversify our leadership and governance community to ensure their 
composition reflects the customers and neighbourhoods we serve. This is a long-term aim, and this 
strategy will support our ambitions.  
 
As one of the country’s largest associations, sector leadership matters too. Our Group Chair has committed 
Riverside to the Chairs’ Challenge, the National Housing Federation’s new ED&I commitment for boards, 
which can be found here. This is a highly visible commitment to showing leadership in ED&I and will better 
enable us to take practical steps to improve the diversity of our Board and committees, both in composition 
and thought.  
 
Over the period to 2026 we will take action to achieve the following priorities: 
 

Objective 
 

Actions Year 

Leadership 
 

Commit to the National Housing Federation’s 
Chairs’ Challenge providing visible leadership at 
Board level. 
 

1 

Improve understanding of 
appropriate Governance profile 

Establish appropriate benchmarks for Board and 
Committee composition, using these to influence 
our recruitment processes.  
 
Publish data of Board and Committee composition 
in our Financial Statements and annual ED&I 
report.  
 

1 
 
 
 

1-3 

Learning for governance 
community 
 

Every Board and Committee member undertakes 
ED&I e-learning. 
 

1 

Recruitment of Board and 
Committee members 
 

Using our current data, review and improve our 
advertisement and recruitment processes to 
attract more diverse candidates for Board and 
Committee vacancies. 
 

1-3 
 
 

https://www.housing.org.uk/our-work/governance/Roadmap-to-equality/chairs-challenge/
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Support for potential new Board 
or Committee members 

Evaluate options and scope a programme to 
develop and upskill ‘board ready’ candidates 
(from diverse backgrounds) for future vacancies 
that arise in our governance structures, such as 
board mentoring or apprenticeship programmes.  
 
Implement preferred option. 
 
Review the impact of the above opportunities and 
where necessary, explore the use of a 
Guaranteed Interview Scheme for applicants from 
currently under-represented communities. 
 

1 
 
 
 
 
 

2 
 

3 

Decision making  Update the standard governance report template 
to evidence equality impact assessments (EIAs) 
have taken place in relation to policy reviews and 
major change proposals, and clearly demonstrate 
what has changed as a result. 
 

1 

Improved EIAs Review approach to EIAs, drafting guidance 
which clarifies the requirement for an EIA in 
different circumstances, and reviewing templates 
used. 
 

1 

Share customer improvements Share two ED&I related customer stories a year.  1-3 

 
Outcomes 

 
Year 1 (2023-24) 
 Riverside is a visible leader on ED&I issues. 
 We are attracting a more diverse field of candidates for Board and Committee vacancies. 
 ED&I considerations are embedded within our governance reporting framework and are an integral 

part of better decision making. 
 Board and Committee members have a better understanding of ED&I issues. 

 
2026 target 
 Measurable increase in number of Board/Committee applicants with protected characteristics 

(baseline to be established). 
 Increase in diversity score in our Board members’ self-assessment (baseline to be established 

following outcomes of self-assessments in July 2023). 
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Supporting our colleagues to deliver great service 
 
We currently have seven separate colleague groups operating across Riverside and One Housing who 
offer support and advice for our colleagues across the areas of race, disability, LGBTQI+ and women.  
 
We provide these self-organised colleague groups with support, and each has an executive sponsor. We 
are currently helping them to come together, to create a single network comprising four groups with clearly 
agreed priorities. Whilst the first three are well established networks, the women’s network is a newer group 
and has recently formulated its future action plan, which includes a review of current policies relating to 
women’s health and safety in the workplace, with a particular focus on travel and accommodation. We are 
very proud of our what our colleague groups have achieved and will continue to offer our support over the 
period of this strategy. 
 
Promoting and supporting employee wellbeing is at the heart of our organisation and we have a Wellbeing 
and People Experience Advisor who works in partnership with key stakeholders to provide and prioritise 
interventions that align to our colleagues’ needs, considering the five key elements of wellbeing - career, 
social, financial, physical and community wellbeing. We also have a network of Wellbeing Champions, who 
support colleagues in need.  
 
Supporting our colleagues to deliver services that are both customer-focussed and inclusive is of 
paramount importance to us. We want to ensure that Riverside is a great place to work, where colleagues 
can be their authentic selves, in an environment free from discrimination, where diversity is valued, and all 
colleagues feel included.  
 
All colleagues are required to complete mandatory ED&I eLearning every 12 months to ensure they 
understand our commitment to achieving equality of opportunity, providing opportunities that offer greater 
inclusion and respecting and understanding the diversity of their colleagues and our customers. 
Unconscious bias is included within our elearning module, so our colleagues understand the importance of 
taking this into account when making decisions and the associated risks of not understanding the 
implications of biases. 
 
We are also involved in wider sector initiatives including:  

 Participating in the Housing Diversity Network’s mentoring programme, which each year provides 
six colleagues with the opportunity to be personally mentored by experienced, senior professionals 
from across the housing sector and to build networks and relationships with colleagues from 
different housing organisations, leading to increased confidence, self-awareness, and resilience to 
embrace further learning opportunities.  

 Commitment to delivering the G15 Ethnic Diversity Pledge, and to ensuring we better reflect the 
communities in which we work at all levels of our organisations. G15 Accelerate is a high calibre 
Chartered Management Institute (CMI) leadership development programme open to ethnically 
diverse managers who want to accelerate their career trajectory. The programme helps to equip 
these colleagues with the skills, confidence, and connections to help accelerate their career.  

 Supporting the Leadership 2025 charity with our gold membership commitment, contributing to their 
work to help make the housing sector leadership more diverse, by dismantling structural inequality 
across the housing sector, making its leadership ethnically diverse.    

We wish to further support our colleagues and managers to strengthen their understanding of the different 
requirements and support needs that customers have. This is particularly important as we bring together 
our operations following the merger and design a new, consistent approach to the delivery of our services.  
Equipping colleagues with the knowledge and tools to be able to perform their roles is a priority of this 
strategy.   

https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fprotect-eu.mimecast.com%2Fs%2FhpOLCG6jQHAmO0zfLXtH2%3Fdomain%3Dmetropolitanthamesvalley.cmail20.com&data=05%7C01%7C%7C1bfafa29985c4002c4b108db03ba6063%7Cab573529ede74d118ef43bd249b16fc7%7C0%7C0%7C638107871241710214%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=Y9iRuJS4KIRMmmsgN8%2BJRp4TNDlBHUs5XNcRDqyWa30%3D&reserved=0
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In addition, we must ensure our managers are equipped to handle more complex issues, for instance 
ensuring mental health support is available within Riverside, hidden disabilities such as neurodiversity are 
understood, and there is real insight into religious and cultural needs of both colleagues and customers.  

 
Over the period to 2026 we will take action to achieve the following priorities: 
 

Objective  Actions Year 
Customer facing colleagues to have 
the right support and systems to 
deliver great customer service 
 
                                                                                   
 
 
 
People managers to be equipped to 
provide support to their team 
 
Customer facing colleagues are 
aware of disabilities and the religious 
and cultural needs of our customers  

Following the review of our service delivery 
model, devise learning solutions for colleagues 
to enable them to deliver their role efficiently 
and effectively in an inclusive way, ensuring 
they can deliver customer focussed services, 
tailoring delivery where required to suit the 
diverse needs of customers.  
 
Implement solutions identified in Year 1. 
 
 
Review our learning offer and devise a 
mandatory programme to enable our people 
managers to provide support on mental health, 
neurodiverse conditions, and other hidden 
disabilities.  
 
Using customer insight and local knowledge, 
managers of customer facing colleagues, with 
their ED&I Champions, introduce disability 
awareness and cultural awareness to their 
teams, via their ED&I action plans.  
 
Awareness is tailored to the communities we 
serve, including targeted briefings and 
materials and collaborating with local 
community partners to deliver awareness 
raising sessions with 2-3 sessions per year. 
 

1-2 
 
 
 
 
 
 
 
 

2 
 
 

2 
 
 
 
 
 

1-3  

Support colleague networks to 
merge  
 

Merge seven colleague networks into four, with 
an executive sponsor for each and agreed 
terms of reference and future workplans. 
 

1 

Provide mental health support to 
colleagues 
 

Review the Wellbeing Champion model in line 
with the development of a Wellbeing Strategy, 
to cover both Riverside and One Housing 
colleagues. 
 

1-2 

Continue to take positive action to 
ensure the representation of people 
from ethnically diverse backgrounds 
and females within our senior roles 
reflects the diversity of the 
communities we serve 
 

Continue to participate in the G15 Accelerate 
programme and the Housing Diversity 
Network’s mentoring programme. 
 
Align Riverside’s Ethnically Diverse  
Guaranteed Interview Scheme with the One 
Housing scheme and consider extending 

1 
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 Riverside’s Guaranteed Interview scheme to 
include female candidates, aligning with One 
Housing’s scheme. 
 

 
Outcomes 
 
Years 1-2 (2023-25) 
 Implement solutions to further raise awareness of ED&I issues to support the delivery of an inclusive 

customer-focused service. 
 Colleague networks merge successfully with shared committee roles and aligned workplans.  
 Colleagues have access to a network of Wellbeing Champions. 
 Enhanced opportunities for ethnically diverse and female applicants to be considered for senior 

roles via guaranteed interview schemes. 
  

2026 target 
 % of colleagues who identify as ethnically diverse paid in the upper quartile of our pay distribution 

remains above 25%2. 
  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
2 based on 2021 census figures for the LA areas where we work, weighted by stock we own 
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Collection and use of data  

 
We will develop a better understanding of the characteristics and experiences of our customers, 
communities, and colleagues by collecting, analysing and reporting data, using it to improve our services. 
 
The capture and use of data relating to the diversity of our customers, communities and colleagues is 
fundamental in enabling us to understand the extent to which our customer services and employment 
practices deliver equal outcomes. In turn this enables us to plan our activities to tackle inequalities and 
promote inclusion, tailor our services to better meet the diverse needs of customers and colleagues and 
measure the impact of what we do through establishing performance indicators. 
 
We already report a series of ED&I measures to Group Board, as well as publishing data about the 
composition of our governance community and colleagues through our financial statements and ED&I 
Annual Report. We also publish our gender and ethnicity pay gap information, which can be found in the 
above report and on our website. For our colleagues, we use their data to monitor job applications, 
promotions, take up of training opportunities and reasons for leaving the organisation, reporting this through 
a dashboard which is reviewed quarterly by our ED&I Best Practice Group.  
 
However, there is scope to do more. Not only is having an evidenced based approach the right thing to do, 
but it is also clear that the Regulator will expect providers to have a deeper understanding of the 
experiences of customers with protected characteristics as they roll out a new approach to consumer 
regulation. From an employment perspective, the foundation of good data is also essential in protecting the 
organisation from litigation. 
 
We want to improve our approach and so in this section we identify specific actions to improve our data 
collection, analysis, and publication as a foundation to our broader ED&I work. However, our approach can 
only be as good as the information we hold, and we recognise that we still have gaps in our data relating to 
the protected characteristics of our customers and colleagues. Whilst we have been narrowing these 
through actively promoting online self-completion on the part of customers and colleagues, emphasising 
the benefits of disclosure, we have some way to go. 
 
We do not consider this to be a ‘tick box exercise’ - whilst it is important that we understand the diversity 
profile of our customers and colleagues in comparison to our communities, we want to go further. It is only 
by better understanding the differences in customer and colleague sentiment and experience, that we will 
ensure we take the right action to tackle any inequalities we find.  
 
Over the period to 2026 we will take action to achieve the following priorities: 
 

Objective 
 

Actions Year 

Close the gaps in our 
knowledge about customers 
and colleagues. 
 

Run six monthly campaigns to encourage customers to 
complete information on their protected characteristics 
through our customer apps.  
 
Identify and implement a mechanism for continuously 
improving the collection of diversity data for existing 
customers who are not digitally engaged.  
 
Run six monthly internal communications campaigns to 
encourage colleagues to complete information on their 
protected characteristics through People Hub. 

1-3 
 
 
 

1 
 
 
 
 

1-3 
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Improve our understanding 
about the composition of our 
communities to assist in 
neighbourhood planning 
 

Develop neighbourhood diversity dashboards showing 
the composition of our customers and additionally our 
lettings (at neighbourhood level) by key protected 
characteristics, enabling a comparison with the wider 
local population. 
 

1 

Customer satisfaction 
reporting by protected 
characteristics 
 

Create additional filters to enable key Tenant Satisfaction 
Measures (up to 6) to be analysed by protected 
characteristics (where survey numbers enable statistical 
confidence), incorporating this in Board reporting. 
 

1 

Colleague wellbeing and 
engagement  
 

Analyse the results of our colleague survey by protected 
characteristic, to allow us to gain insight that 
demonstrates we have created a working environment 
and culture where every individual feels safe, a sense of 
belonging and is empowered to achieve their full 
potential. 
 
Share the results with our colleague groups. 
 

1-3 

Inequality, deprivation, and 
stock condition and location 

Scope and deliver a research project that seeks to 
understand the relationship between ethnicity and 
disability, deprivation, and housing stock condition and 
location. 
 

2-3 

Measure the delivery of our 
strategic objectives 

Create a dashboard of performance indicators to 
measure the outcomes delivered by this strategy - 
including a six-monthly dashboard for Board and a 
quarterly employment dashboard for ED&I Best Practice 
Group. 
 

1 

 
Outcomes 

 
Year 1 (2023-24) 
 PIs created and being used to measure success of strategy’s action plan.  
 Diversity data is readily available in a format that supports our colleagues to provide effective and 

accessible services to our customers and plan future services. 
 

2026 target 
 Reduce the non-disclosure rate of diversity data for our customers and colleagues by 50% for each 

protected characteristic. 
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6. Governance and delivery of the strategy 
 
6.1 Activity included within this strategy’s action plan under each of the five themes is deliberately set at a 

high level and we will measure our progress in delivery through an annual report to Group Board, 
covering the activity under each of the objectives, and our performance against the strategic 
performance indicators included. The Riverside Customer Voice Executive and OHG representative 
customer bodies will also be updated.  

 
6.2 A dedicated steering group has been established to oversee progress in delivering the strategy, 

chaired by the Director of Strategy and Public Affairs, with wider membership comprising the Equality 
and Diversity Manager and senior representation from Strategy & Planning, People Services, Business 
Information and Insight, Asset Strategy, Customer Services and Governance.  The plan will be 
monitored by the steering group and revisited bi-annually to ensure it remains valid and will be flexible 
enough to be able to respond to changes beyond our control within our operating environment.  
 

6.3 The Equality and Diversity Best Practice Group will have a monitoring role in reviewing delivery 
updates at quarterly intervals. Customers are involved in both the steering group and the Best Practice 
Group. 
 

6.4 Delivering the strategy will involve communicating with and engaging colleagues and we will continue 
to raise awareness and embed ED&I as a fundamental priority across the organisation. This will 
include making clear our plans and priorities as part of this strategy, but also ensuring that our 
colleagues are able to shape plans and influence their delivery over the longer-term.      
 
To keep it ‘alive’ we will communicate it across the organisation, sharing key messages and working to 
incorporate it into everyday work of colleagues.  
 

6.5 Primary responsibility for having oversight of the delivery of the strategy will rest with the Equality and 
Diversity Manager, who will monitor performance and achievement of objectives by the key 
organisational leads. Progress will be reported bi-annually to Executive Directors and annually to 
Group Board.  
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