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Transforming Lives and Revitalising Neighbourhoods

Leveraging 

the power of 

technology 

to put 

people first.



10% older 

people

10% supported

10% Home 

Ownership



…of Riverside stock in the 

most deprived areas

We work with 

156 Local 
Authorities



A quarter of our 

customers 

have no access 

to the internet
…. were supported by Riverside 

in 2018/19 who were homeless 

or at risk of homelessness

18% of our customers who are 55+ are 

living in specialist housing for older people

Ethnicity –

Riverside’s 

BAME 

customers

….live alone



100,000+ 

customers

2,700+ Riverside 

colleagues

Imagine….. leveraging 

the power of 

technology to put 

people first



By 2022, public 

cloud 

services will be 

essential for 90% 

of business 

innovation.
Gartner, June 2019

Digital

Customers

Colleagues

Data 
driven 

decisions

Rate of 
change; 
Agility



In the beginning

Previous focus on customers and growth  

– but not on exploiting technology

Capability maturity assessment 

of 250+ applications & the IT 

Foundations Programme



Our Unified Platform



The Riverside ‘Customer Plan’
Patrick New and John Glenton explain Customer Experience and our Digital Services in the new Customer Plan.



Customers First – our focus on the Customer Contact Journey

Increase First Time 

Resolution  
Channel of Choice

Consistency of 

Service 

Case Prioritisation & 

Effective Complaints 

Handling 

Effective, End to End  

Case Management 

Ease and choice in interactions with us. Efficient and effective services, where, how and when our customers 

want them. Increase problem resolution at first contact. Minimise ‘handoffs’.  

Increase Customer 

Knowledge & 

Self-sufficiency
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Salesforce Transition

Starting Point

CRM (CSC)

Limited Case 
Management

CRM
Queues

CRM
Cases

360 Customer View

Customer Enquiries

L

L

LSF Salesforce Legacy CRM

Limited Case 
Management

Transition state 2

Extended Case Management 

• Repairs

CRM (contact centres)

Salesforce Customer View

Customer Enquiries

SF

SF

SF

CRM
Cases

CRM
Cases

Online portal (My Riverside)

•Repairs

SF

Transition state ‘n’

Extended Case 
Management – back office

•Repairs
•Lettings
•… all processes

CRM (contact centres)

Salesforce Customer View

Customer Enquiries

SF

SF

Online portal (My Riverside)

•Repairs (& Check 
account balance)

Online portal (My Riverside)

•Repairs (& Pay)
•Lettings
•….all processes

SF

Transition state 1

Online portal (My Riverside)

•Repairs

SF

CRM (CSC)

Limited Case 
Management

CRM
Queues

CRM
Cases

360 Customer View

Customer Enquiries

L

L Limited Case 
Management

CRM (contact centres)

CRM
Queues

CRM
Cases

Salesforce Customer View

Customer Enquiries

SF

SF



Delivering Salesforce into Customer Services

Customer 

Service Centre

‘Front Line’ 

Housing 

Colleagues

Housing 

Services

Income 

Collection  

Riverside 

Repairs  

Regional 

Service 

Delivery

All Customer 

Services 

Functions & 

Roles will use 

Salesforce 

Proposed 

Services for 

Customers -

My Riverside 

Track a 

Repair  
Etc…

Submit a 

Complaint  

Report 

Anti-

Social 

Behaviour

Make 

Tenancy 

Changes 

Log, 

Appoint,  

Cancel, 

Repair 

Guidance 

& FAQs

Arrange a 

Gas 

Service 

Rent a 

Property

Pay Rent 

/ Service 

Charges
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Services 

processes 

will be built 

end to end 

on 

Salesforce 

E
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…
…



Illustrative: Implementation Sequence Considerations

Social Housing
Retirement 

Living

Shared Ownership/ 

Leasehold
Supported Housing

Process Est. Size Benefit Score
R1: Customer Enquiries 
(Including Core Application) L 130

R2: Responsive Repairs L 185

Process Size Benefit Score

Allocations & Lettings L 175

Income Collection M 165

Gas Servicing M 155

Safeguarding S 130

Voids M 125

New Sales M 115

ASB S 110

Neighbourhood & Tenancy Mgmt M 105

Tenanted Sales M 95

Complaints S 90

Income Maximisation S 65

Fraud S 45

Rent & Service Charges S 45

Key Customer Segments

 Customer Segments Applicable by Process

Predicted self 

service use 

Simplification in 

Riverside technology Compliance and 

Risk

Remove 

spreadsheets

Customer Satisfaction

Protect rental 

income

Reduce 

waste

Customer 

Service



Salesforce Core Functionality

Guided Actions Webchat 
Knowledge & 

Articles 

Workforce 

Routing (Omni 

Channel Routing) 

Process Flows 

Dashboards Case Feed Customer View Entitlements 

Social Customer 

Service  

Web to Case 

E-mail to Case 
Chatter  

All Salesforce 

Core 

Functionality 

will be 

enabled in 

Customer 

Services CTI Integration 

Case 

Management 

Workflow 

Communities 

Case Rules & 

Queues 

Case Automation 

Housing 

Management

Repairs 

Diagnostics Compliance

Other 

functions….

Data 

Warehouse

Integration Hub

Planned 

Maintenance

System 

Integration 
(Illustrative) 

Repairs 

Operations

Salesforce



My Riverside - ‘Self Service’ Repairs

• Agile approach – Customer Services product owners.

• Improvements in UX design ahead of national roll out.

• Challenges around data quality and authentication.

• Roll out has grown organically from MVP to 6,000+ 

customers, who:

• Check their rent

• Diagnose repairs

• Book repairs



And from there, where next?
From reactive to proactive & predictive

Efficient 
operations, 
online 
customer 
choice and 
webchat

Predictive 
early warning 
(for rent 
arrears so 
we can 
support); 
Robotic 
process 
automation

Smart Boilers 
for proactive 
maintenance

Connected 
Homes – our 
repairs 
reporting 
themselves



Thank you


