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Hear from customer experience pioneers across the service 
sectors, and gain insight into how to deliver exceptional customer 
experiences that meet and exceed the needs of your residents.

You will learn how to:
 •  develop a customer centric culture where your residents’ 

voices are amplified and involvement embraced
 •  build effective partnerships with residents to 

co-design services and ensure customer needs 
are at the heart of the services you offer 

 •  combine multiple sources of customer intelligence to 
understand your residents and deliver better services

 • measure the operational benefits of improving customer 
experience and demonstrate the return on investment 
a great customer service strategy can achieve

 • meet increasing customer expectations 
of digital self-service platforms

Customer Experience in Housing Conference and 
Exhibition is your opportunity to learn both the theory 
and practice of the most effective customer experience 
methods used today. You will hear about the most 
innovative practices as well as find out what is proven 
to work across both the private and public sector. If 
retailers,  banks or the NHS were doing housing, how 
would they engage with their customers? 

Hear from

Amina Graham, 
Change and 
Transformation 
Director, L&Q Group

Oke Eleazu,
Managing Director, 
think outside in 

Miranda Essex,
Senior Inventor, 
?What If! London

Carys Appleby, 
Brand Director, 
Brandwidth

Jenny Osbourne, 
Chief Executive, TPAS 

Jo Causon, 
Chief Executive 
Officer, Institute of 
Customer Service



PANEL – GREAT EXPECTATIONS: BUILDING 
BETTER RELATIONSHIPS
Find out what residents want from their landlord, how these 
expectations are changing and how we can work together to 
ensure we are putting residents at the heart of what we do.  How 
can we make sure we are as accountable as possible to the people 
who live in our homes - and what does that mean in practice?

Catherine Ryder, Head of Policy, National Housing Federation
Samia Badani, Notting Dale Residents Advisory Board
Paul Hackett, Chief Executive, Optivo
Richard Wilkinson, Resident Board Member, Accent Housing

WIN-WIN: GETTING CUSTOMER SATISFACTION RIGHT
Truly listening to residents and focusing on excellent customer 
service isn’t just the right thing to do - it makes businesses perform 
better. Hear more about how you can develop and embed a culture 
that will improve outcomes for residents and organisations alike.
 
David Done OBE, Chief Executive, Richmond Housing Partnership (RHP)
Angela Lockwood, Chief Executive, North Star Housing Group
Jo Causon, Chief Executive Officer, Institute of Customer Service

CHAIR’S OPENING REMARKS
Jenny Osbourne, Chief Executive, TPAS

KNOWING ME, KNOWING YOU
This dual perspective session brings together out of sector 
best practice in customer insight and data analytics, with 
industry specific knowledge on the organisational, skills and 
data management challenges facing housing providers. 

Jonathan Cox, Deputy Director of Business Intelligence, Housemark
Aji Ghose, Head of Research and Analytics, Sky

DIGITAL TRANSFORMATION: SHIFT OR SHOVE? 
Digital transformation both modernises  and economises 
housing services and is a giant step towards proactive 
information giving and a self-service culture. But not all 
customers are digital natives. Join two digital leaders to 
hear how they are migrating customers towards digital 
channels whilst driving a sea-change in customer service. 

Amina Graham, Change and Transformation Director, L&Q Group
Nicola Sharp, Housing Integration Director, Sovereign
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W1: Interactive workshop
KNOW YOUR CUSTOMER: CHALLENGING 
PRECONCEPTIONS
In this innovative and powerful exercise based 
workshop, delegates will have the opportunity to 
challenge what they think they know and expand 
their understanding of their diverse customer base.  

Sarah Weller, Lead Inventor, ?What If! London
Miranda Essex, Senior Inventor, ?What If! London

W4: In conversation with
THE PERSONAL TOUCH 
Many housing providers want to strengthen their 
community relationships and see the delivery of a 
‘personal touch’ as the cornerstone to delivering 
a good customer experience. Hear how agile 
working models have had a positive impact 
on engaging with communities and improving 
customer experience at the Guinness Partnership.

Sarah Thomas, Executive Director of Customer
Services, Guinness Partnership 

W2: Case study from outside the sector
CO-DESIGN, CREATE AND COLLABORATE
The NHS is continually seeking ways to involve 
patients, carers and families in shaping healthcare 
services. In this workshop, delegates will hear
how co-design approaches used to improve patient 
experiences and design better services can be applied 
to our sector. Delegates will also learn the principles 
needed to undertake their own co-design strategy.

Sue Kong, Director, NHS Elect

W5: Case study
CAN ‘DIGITAL-ONLY’ DELIVER 
GREAT CUSTOMER SERVICE?
In 2016, RHP launched the first digital-only housing 
service in the UK as a way to modernise services 
while keeping costs down. Hear how effective the 
digital-only strategy has been and evaluate the 
components required for a successful strategy. 

Neil Tryner, Interim Executive Director of
Corporate and Customer Services, 
Richmond Housing Partnership (RHP)

W3: Spotlight
BUILDING TRUSTED BRANDS 
At a time when reputation is so important, 
irreparable damage can be done at a frightening 
pace by a social media storm. In this workshop, 
delegates will hear how companies outside of 
housing have transformed their brand and turned 
around ailing reputations to create more trusted 
and productive relationships with their customers.  

Carys Appleby, Brand Director, Brandwidth

W6: Case study
DELIVERING RESULTS: LOW 
COST, HIGH SATISFACTION 
At a time of austerity, councils need to find 
different ways to deliver services. Hear how 
West Sussex County Council targeted high 
volume areas and focused on delivering 
the right outcomes for customers.

Julie Rendle-Eames, Head of Customer 
Experience, West Sussex County Council

LIVING AND BREATHING A CUSTOMER CULTURE
Oke Eleazu, author of “The Cult of Service Excellence: How to 
Build a Truly Customer-Centric Culture” will draw on his rich 
experience working across the retail, financial services, healthcare 
and housing sectors to share practical steps on how to become 
more customer centric and avoid the perils of staying stagnant. 

Oke Eleazu, Managing Director, think outside in

PANEL: INVOLVE, EMPOWER, ENGAGE
Hear three examples of how housing associations are 
working with residents in novel ways to increase involvement 
and maximise the benefits of better engagement.

Chaired by: Jenny Osbourne, Chief Executive, TPAS

Panellists: Karen Cowan, Head of Customer and Support Services,
Ongo & Ongo tenant group representative
Richard Pettifar, Director of Customer Services, Clarion Housing
Neil Tryner, Interim Executive Director of Corporate and Customer
Services, Richmond Housing Partnership
Resident representative from Sovereign Housing Association

Refreshments, networking and exhibition viewing

End of conference

AFTERNOON



The exhibition featuring 
groundbreaking products that are 
transforming businesses now
Experience first-hand the leading products and services that are 
enabling many organisations to be more productive, more cost-
effective and achieve better results in their operations. Meet with key 
suppliers, see demonstrations and have all your questions answered to 
find out how the products and services available can work for you. 

Want to exhibit?

To exhibit at this event please contact Julian Hurst or  
Richard Morris at Foremarke Exhibitions on  
020 8877 8899 or housing@foremarke.uk.com. 

We are pleased to be giving away a copy of “The Cult of 
Service Excellence: How to Build a Truly Customer-Centric 
Culture” written by one of our speakers Oke Eleazu to 
the first 50 registered delegates. You will receive your 
copy when you collect your badge at the conference.

Book your tickets
Secure your place by 11 January to save 
£75 on the standard ticket price.

The fee includes access to all sessions, refreshments and lunch.

Prices

How to book 

Online: Visit housing.org.uk/customer 

Email: Contact our Customer Services team on events@
housing.org.uk and we will send you a booking form. 

Phone: Call 0207 067 1066 to make a 
card payment over the phone.

Your priority code: OCE0219WEB

To discuss sponsorship opportunities, please 
email James Moscicki, Account Director on  
james.moscicki@housing.org.uk  
or call 0207 067 1055 
or 07824 383213.

Sponsorship opportunities

David Done OBE, 
Chief Executive, 
Richmond Housing 
Partnership (RHP)

Sue Kong, 
Director, 
NHS Elect
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Early bird Standard

Member £355 £430

Not for profit £405 £480

Private sector £505 £580

Be one of the first 50 delegates to register 
and receive a free book



The National Housing Federation is the voice of housing associations in 
England. Our vision is a country where everyone can live in a good quality 
home they can afford. Our members provide two and a half million homes 
for six million people. And each year they invest in a diverse range of 
neighbourhood projects that help create strong, vibrant communities.

National Housing Federation
Lion Court
25 Procter Street
London
WC1V 6NY

 @natfedevents #NHFCustomer

National Housing Federation

national.housing.federation

Forthcoming events

5 – 6 DECEMBER 2018
Audit and Risk Conference, Birmingham

1 – 2 FEBRUARY 2019
Board Members’ Conference, Manchester 

5 – 6 MARCH 2019
The Comms Event, Manchester 

20 – 21 MARCH 2019
Housing Finance Conference and Exhibition, Liverpool

24 APRIL 2019
HR in Housing

30 APRIL – 1 MAY 2019
Business Transformation in Housing, London

12 JUNE 2019
Housing Governance

housing.org.uk/events

events@housing.org.uk 

020 7067 1066

DISCLAIMER: This programme is correct at the time of going to press. In the event of 
one or more of the advertised speakers being unable to attend, for reasons beyond 
the control of the conference organisers, we reserve the right to make alterations or 
substitutions to the programme as deemed fit. All timings are provisional and may be 
subject to change. Views expressed by speakers are their own. The National Housing 
Federation disclaims any liability for advice given or views expressed by any speaker at 
the event or in notes or documentation provided for the delegates.


