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Budget and Performance Committee – 4 December 2012 
 

Transcript of Agenda item 5 – Riot Recovery Fund 
 

John Biggs (Chairman):  We now move on to the main item of business which is about the riot 

recovery funding issues.  Can I start by welcoming all of our guests.  People introduce themselves 

as we go along.  We are going to start with the section about the Riot (Damages) Act and we 

have Stephen Webb from the Home Office who is here for a maximum of one hour - we probably 

will not need you for that long.  I thought we could start by asking you if you could explain to us 

how the Government’s review is progressing and how the Act is likely to change as a result of that 

review? 

 

Stephen Webb (Director of Finance and Strategy Directorate, Crime and Policing Group, 

Home Office):  The review of the Act is a complex area and in our early findings and early 

discussions we have had a lot of contradictory views from different places.  There is a school of 

thought that actually the State should not be covering this at all and that insurance should be 

covering it - which is rather contrary to your report.  Traditionally we have had various reviews 

and we have come under pressure from police authorities and police forces who argue it is 

inappropriate for them to be covered for riot costs irrespective of whether there is any fault in 

their own policing of the events.  The insurance industry has a very different view on that. 

 

It is fair to say, so far, the review has been inconclusive. What Ministers are minded to do, and 

announce in the New Year, will be to appoint an independent figure to do the review and, as I 

think you say here, to carry on the work we have been doing. As you suggest here, the findings of 

studies like yours will feed in rather well to that. 

 

I can take you through some of the issues that we have been looking at but it is fair to say we 

have not yet got a firm view on how it is going to shape up. 

 

John Biggs (Chairman):  So this is quite a venerable piece of legislation and there is a position 

which is ideological or policy based that says that maybe we should not have it at all, but that has 

been ruled out? 

 

Stephen Webb (Director of Finance and Strategy Directorate, Crime and Policing Group, 

Home Office):  There is a strong view not just from insurance as a group, but from reviews like 

yourselves, that that could have quite damaging consequences in poorer areas and difficulty in 

getting insurance at all.  It would be a major change to withdraw the protection people have had 

for 130 years, but nothing is ruled out at the moment.  There would be full consultation though 

before we do anything and any review that required changes to legislation would obviously then 

go through a public consultation phase as well. 

 

John Biggs (Chairman):  You are primarily here then to tell us that you cannot tell us anything? 

 

Stephen Webb (Director of Finance and Strategy Directorate, Crime and Policing Group, 

Home Office):  Primarily here to listen.  I can take you through our experience of the operating 

of the Act -- 
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John Biggs (Chairman):  That would be very helpful.  I was not being overly facetious but my 

job is to provoke as well.  There is a topicality, not riot related but given the flooding recently, 

which says that there are some areas in which people will find themselves uninsurable if they are 

expected to be covered through their policies.  Loosely riots would be seen as part of that 

categorisation.  The review that you have said is going to start in the New Year independently, 

what would its terms of reference be?  Is it simply to look at the Riot (Damages) Act or to look at 

a wider range? 

 

Stephen Webb (Director of Finance and Strategy Directorate, Crime and Policing Group, 

Home Office):  It would be focusing on the Riot (Damages) Act.  There are a number of issues.  

There is who covers it and the process for handling claims.  One of the difficulties we have had 

there is that there have been a number of different players between the insurance companies and 

police authorities and, on this one particular occasion, we in the Home Office have been standing 

behind it.  It has often been quite hard for people reviewing to work out where delays are coming 

from. 

 

I do not think we would want to go wider.  Some of the recommendations in your report will be 

quite complex for that, for example, redefining the circumstances which we should accept as a 

riot.  At the moment we have a definition that is linked to the definition of riot in the Public Order 

Act and obviously there would be real complexities if you change one without changing the other. 

 

John Biggs (Chairman):  Similarly, there are questions about areas of cover. Business premises 

or premises might be covered but a vehicle, which may be your sole business asset, would not be 

covered. 

 

Stephen Webb (Director of Finance and Strategy Directorate, Crime and Policing Group, 

Home Office):  Motor vehicles were not envisaged in 1886 and it has not been picked up.  

Obviously there is a legal requirement to insure your vehicle so the only people who would not be 

covered would be those who have taken third party only insurance.  Although we do not have 

precise numbers we believe that is a very small proportion of the total so, in practice, there should 

not be very many vehicles that are uninsured anyway.  Yes, that is clearly something that is not 

covered. 

 

John Biggs (Chairman):  Would it be overly uncharitable to say that the riots happened about 

18 months ago and in that time, when the rest of the world has been assuming that the Home 

Office was reviewing policy, not a lot has happened? 

 

Stephen Webb (Director of Finance and Strategy Directorate, Crime and Policing Group, 

Home Office):  I can see why you would have that impression.  Our main priority has been to 

speed up the process of getting the actual claim down and we have been working very closely 

with colleagues now in the Mayor’s Office for Policing and Crime (MOPAC) and the Metropolitan 

Police Service itself.  This is an Act that has really only been called on very, very rarely and 

hopefully it will not be called on in the near future either, but that is not an argument for carrying 

on the views for decades, I accept. 

 



 

John Biggs (Chairman):  To give balance to the question the contrary view is that although it 

may seem very simple and you could discuss down at the ‘Dog and Duck’ riots, what they are and 

how you should be compensated; it is actually fiendishly complicated. 

 

Stephen Webb (Director of Finance and Strategy Directorate, Crime and Policing Group, 

Home Office):  It is.  Without going into things that are sub judice, there are going to be some 

major claims between individuals and the Metropolitan Police Authority about individual cases 

and whether they were covered by the riots.  No doubt both sides are getting counsels’ opinion 

and no doubt both sides believe they are in the right on this. 

 

John Biggs (Chairman):  If I could trundle on - there are a couple of other Members interested.  

The principle that the State should continue to compensate victims who suffer damage as a result 

of rioting that is established and that will not be overturned? 

 

Stephen Webb (Director of Finance and Strategy Directorate, Crime and Policing Group, 

Home Office):  I would not like to absolutely rule anything out but Ministers are very 

sympathetic. At the time of the riots not only did we recognise that principle but the Home Office 

stood behind the various police forces round the country to ensure the police forces and the 

authorities themselves did not lose out.  I think it is unlikely. 

 

Joanne McCartney (AM):  It was that last point I wanted to raise.  A strong recommendation 

from this Committee would be that the State should pick up where people have not got insurance.  

Were you saying that the insurance industry was arguing that -- 

 

Stephen Webb (Director of Finance and Strategy Directorate, Crime and Policing Group, 

Home Office):  No, the opposite; the insurance industry are very keen on -- well not on things as 

they are.  We have had pressure from police authorities and police forces who, as I say, think it is 

unreasonable because it is almost like a strict liability even if they have policed as well as they 

absolutely could.  You used the word State there.  Of course legally it is MOPAC and the various 

police commissioners who will now face the liability for this.  On a completely without prejudice 

basis Home Office Ministers agreed, in this case, that we would support.  There is a balance and it 

is a balance of your own budget; the more generous we are with what is covered by the Act, 

a) the less can be spent on policing in the event there is a riot; and b) there is an issue about 

incentives on people to take out insurance to insure themselves sensibly. 

 

Joanne McCartney (AM):  I wrote to the Home Secretary about the Riot (Damages) Act 

because it is an unwieldy piece of legislation and it causes great confusion.  What we were hoping 

for was clarity and for it to be a clear piece of legislation with clear steps that are easily 

understood by the man or woman in the street.  Is that what you are primarily looking at as well? 

 

Stephen Webb (Director of Finance and Strategy Directorate, Crime and Policing Group, 

Home Office):  This is a bit of legislation that really had not been looked at for a very long time 

so almost the first thing we did after the riots was to look at it and we found this horrendous 

form.  a) There was a very tight time in which people had to make claims; and b) there was a form 

that all of us as seasoned bureaucrats found fairly incomprehensible.  Almost the first thing we 

did during the riots was to extend the period in which people had to make the claim and simplify 

the form.  Simple process things like that, there is quite a lot that can be done there already but 

certainly we will want to look at the Act as well. 
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John Biggs (Chairman):  I want to correct something which Joanne mistakenly said which was it 

is about covering people who are not insured.  Instead it is about covering risks which are, by 

consent through legislation, not seen as insurable. 

 

Stephen Webb (Director of Finance and Strategy Directorate, Crime and Policing Group, 

Home Office):  We have been covering both but our focus has been very much in the Home 

Office on the uninsured.  Ultimately we have been standing behind police authorities, and now 

police commissioners, on the insured claims as well. 

 

Stephen Knight (Deputy Chair):  I wonder if you could tell us a bit more about the form that 

the consultation will take in the New Year.  Are we likely to see a set of proposals which people 

are asked to comment on or will it be very open-ended in terms of what would you like to see? 

 

Stephen Webb (Director of Finance and Strategy Directorate, Crime and Policing Group, 

Home Office):  We are putting proposals to Ministers.  The thing we would want to start with is 

the fairly open talking to people and getting as wide a range of views as possible before we 

narrow down to the detailed proposals.  Clearly any detailed proposal that has legislative 

implications will go through quite an extensive consultation on those as well. 

 

Stephen Knight (Deputy Chair):  What we are likely to see in the New Year is a very open 

ended set of questions about principles, rather than a consultation on set proposals? 

 

Stephen Webb (Director of Finance and Strategy Directorate, Crime and Policing Group, 

Home Office):  Yes.  Which is an opportunity for people to put forward detailed proposals of 

their own, rather than us closing the options down now. 

 

John Biggs (Chairman):  In terms of a timescale - if I was a cynic, which of course I am not – 

I would say that the riots happened in the summer of last year, they were very politically potent at 

that time but we have not had any since.  Hopefully we will not have any for a while so the 

temperature has gone out of this.  If I was a Minister and I was looking at priorities I might say, 

“Well mañana mañana” or whatever they say in the Home Office. 

 

Tony Arbour (AM):  Probably not that! 

 

John Biggs (Chairman):  Yes, probably not that!  You get some clever guy to do a review, you 

receive evidence for many months, you get a report, it has some thoughtful recommendations and 

then it gathers dust.  Is there a political momentum behind this that you are aware of?  Is there a 

desire to get things shifting? 

 

Stephen Webb (Director of Finance and Strategy Directorate, Crime and Policing Group, 

Home Office):  I can only say from where I sit there is a continuing interest from Ministers in this 

subject.  I think they have found it, it is fair to say, a thorny issue, as you say, because there are 

arguments both ways.  They think an independent review will be the best way of taking it 

forward.  There is continuing interest in the lessons learned not just in the Riot (Damages) Act but 

across Whitehall.  There is no sign there that Ministers have forgotten about the whole subject. 

 



 

I cannot tell you -- so much is going to depend on what the recommendations that ultimately 

come out of this review are.  I cannot give a firm timescale. 

 

John Biggs (Chairman):  Claire Kober is here both from London Councils and as Leader of 

Haringey so she has two heads on this issue.  From the shop floor, as a councillor, there is a 

frustration that it did not work quite as well as it could have done.  Is that fair? 

 

Claire Kober (Deputy Chair and Executive Member for Crime and Public Protection, 

London Councils):  I think that is absolutely fair.  Yes.  It took too long.  There were 

expectations on businesses that were unrealistic in the capacity, particularly of some of the very 

small businesses, those marginal businesses that were most at risk.  Despite the intervention of 

the council and lots of others in my patch that did not work as well as it could have with 

legislation that was more enabling. 

 

John Biggs (Chairman):  So you would be frustrated - as would I - if this becomes a ‘long grass’ 

review? 

 

Claire Kober (Deputy Chair and Executive Member for Crime and Public Protection, 

London Councils):  Absolutely.  We only turn to these things when instances like this happen, 

and while we all hope and work to ensure that they do not happen, these things do occur every so 

often and when they occur the impact on small businesses and our high streets is massive.  Just 

taking a Haringey example, that stretch of High Road in Tottenham, there were businesses who 

were shut for a week and then lost, over the intervening periods, footfall of 70% odd.  In those 

circumstances being compensated for the losses that they had was absolutely fundamental.  I 

know that you took evidence from Sir Bill Castell [Chairman of Trustees of the former High Street 

Fund] but it was things like the High Street Fund that actually kept those businesses going.  

Should it be the business of the private sector to come in and keep things ticking over?  I think 

most reasonable people would argue that the State has a role. 

 

John Biggs (Chairman):  Are we aware whether all Riot (Damages) Act (RDA) claims in London 

have now been concluded?  I am sure the answer is no but does anyone know? 

 

Stephen Webb (Director of Finance and Strategy Directorate, Crime and Policing Group, 

Home Office):  My understanding is that, of those who were insured, 97% have been resolved.  I 

think around 90% of the insured have received either final or interim payments.  Those are the 

sort of figures we have. 

 

John Biggs (Chairman):  In the case of the insured it would be about discussions between the 

Home Office or the police authority and the insurance company as to who should shoulder that 

liability? 

 

Stephen Webb (Director of Finance and Strategy Directorate, Crime and Policing Group, 

Home Office):  Yes.  As we understand it where they are unresolved it is usually to do with 

providing evidence.  We had a lot of cases where claims were made and then individuals were 

simply unreachable for whatever reason. 

 

John Biggs (Chairman):  In our report we were talking specifically about riots but we were 

talking about the linkage between riots and other uninsurable risks.  The topical one would be 



6 
 

flooding but there are others.  Without getting overly distracted by that, from the Association of 

British Insurers’ (ABI) point of view is there a perspective on this?  Are you frustrated or are you 

keenly anticipating the review?  Would you like to see it looking at a range of risk based issues or 

are you simply looking at a better definition of the RDA?  Or do you think, in the end, we bungled 

through and it was OK from the insurance industry’s point of view? 

 

Nick Starling (Director of General Insurance, Association of British Insurers):  We are 

strong supporters of continuing the principles behind the RDA in some form or another.  That is 

because it is the principle of risk sharing between the State and the private sector.  If it were left 

entirely to the private sector you would find a situation, as with high flood risk areas, that there 

would be parts of the country where this would either be very expensive or possibly even 

uninsurable.  I cannot say where those would be because the insurance industry is used to 

working with the background of the RDA and that has enabled them to share the risk. 

 

We do not want a situation which encourages a moral hazard; in other words people not taking 

out insurance on the grounds the State will pick them up.  We think there is a perfectly good case 

for saying there is risk sharing - as indeed we are proposing publicly for flooding, as you are 

aware. 

 

We do think that the Act needs to be reformed so that it is much clearer on definition of what it 

covers; whether it covers just property or business interruption.  It needs to reform in terms of its 

procedures.  It needs to be reformed in terms of what constitutes a riot.  It is important to get on 

with these issues as quickly as possible. 

 

Stephen Knight (Deputy Chair):  We are more than a year after the riots.  It is not 

inconceivable there could be further riots in the next few years.  If we were to face another set of 

riots next summer would the Government be any better prepared for them than you were for 

dealing with the consequences of the riots which would have been two years previously?  The 

public would expect a two year gap between riots to have made a huge difference in learning 

some lessons and behaving differently.  You will not have any legislation by then. 

 

Stephen Webb (Director of Finance and Strategy Directorate, Crime and Policing Group, 

Home Office):  I think we have learned a lot.  Certain people do have grievances about the 

precise definitions of the Act and the way that has worked out in their cases. However, I imagine, 

for most people, it has actually been the processes and the procedures and we have learned an 

awful lot from that.  In cooperation with insurance industry colleagues, we set up the bureau after 

the first riots because we thought the sheer number of claims coming in would simply be 

unmanageable particularly in London.  On the whole that worked fine but, again, we could 

certainly run it a lot better in future.  We, and the senior figures in the Metropolitan Police 

Service, have a much better idea about how to settle claims more quickly in future.  I think we 

would be in a better position, God forbid, if that did actually happen. 

 

David Williams (Claims and Underwriting Director, AXA Insurance):  One of my concerns 

is, if we do have further riots -- I remember a meeting with David Lammy [MP for Tottenham], 

the MP, where he said 2012 would be fine but 2013 not necessarily so and there could be a 

repeat of the riots.  Whilst we have a greater understanding we still have a framework that is 

obsolete and out of date.  A lot of the problems with claims handling from an RDA point of view, 

for those people that were uninsured, were down to the lack of clarity - as Claire has already said 



 

- and some issues with the definitions. Moreover the feeling that the Metropolitan Police Service 

felt that they had to individually sign off and authorise claims payments and request paperwork 

and, in all honesty, behave in the manner that the insurance industry did 20 or 30 years ago.  Also 

the interaction, because of the lack of clarity, between insurers and the other police authorities 

was very, very difficult and caused public relations (PR) issues both for the Metropolitan Police 

Service, the Government and the insurance industry. Equally, you have people that were the most 

badly affected by that lack of clarity were the people who suffered damage. 

 

Joanne McCartney (AM):  Picking up on that point, one of the issues of reputational damage, 

particularly about the RDA, was the Metropolitan Police Service trying to deduct charitable 

payments off compensation and the difficulties and issues with that. I hope that is something that 

is going to be particularly looked at. 

 

Stephen Webb (Director of Finance and Strategy Directorate, Crime and Policing Group, 

Home Office):  We did resolve that.  Our view was always that that was a matter of their own 

discretion.  I think they rapidly changed their line on that.  It was never necessary. 

 

Nick Starling (Director of General Insurance, Association of British Insurers):  May I 

make a further observation, Chairman, which is we are very happy to help the Government as 

much as possible in how claims are handled under the Act - in fact we volunteered to do it in the 

week of the riots - and bring our experience of loss adjusters in the insurance industry to bear.  

With things like collective buying power the insurance industry can help.  We are not washing our 

hands of these sorts of issues. 

 

We have got a wider interest, as Mr Williams said, which is that a huge amount of the press and 

publicity about difficulties with insurance related to the RDA issues and not the insurance industry 

issues.  We have got an interest in making sure that it works as smoothly as possible so that we do 

not get blamed for things which were beyond our control. 

 

John Biggs (Chairman):  That led into a couple of tidying up questions.  Members may have 

other burning questions.  One was about whether it is actually appropriate for a police authority 

to administer this sort of work. It is not really their day-to-day business and it could let another 

public body do that.  One of our observations was that there is a clear tension between, on the 

one hand, the levels of accountability for public money which requires us to have far more 

fastidious audit trails than perhaps a risk based approach from the private sector might allow and, 

on the other hand, being expedient in resolving the claims sooner rather than later.  We hope that 

will form part of the review. 

 

Stephen Webb (Director of Finance and Strategy Directorate, Crime and Policing Group, 

Home Office):  It is a very interesting idea.  The legal liability rests on what are now the Police 

and Crime Commissioners and, in London, MOPAC.  It will come down to whether they were 

prepared for other people to make decisions which they then ultimately were accountable for.  

That is a problem when we set up the bureau.  The bureau could take the claims and loss 

adjustors could give recommendations.  The actual final decision on whether the claim is to be 

met was taken on a case by case basis by forces.  Clearly the insurance industry’s view is that they 

would have done it a little differently but, equally, colleagues in MOPAC and the police 

authorities are working in a framework of accountability. 
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If the suggestion is the liability goes somewhere else then that would become even more difficult, 

obviously.  It seems reasonable that if it is about policing the liability ultimately rests on the force 

or police and crime commissioner. 

 

John Biggs (Chairman):  There are several elements to that package.  Obviously delegating to a 

third party a decision about how much of your money is going to be spent on something is quite 

challenging as well, but there is an underlying principle of strict liability. It is a riot, there was 

damage, you are liable for that damage, so however much it costs, whether it is £100 million for a 

Sony warehouse or £40,000 for a burnt out shop, it is still your liability. 

 

Stephen Webb (Director of Finance and Strategy Directorate, Crime and Policing Group, 

Home Office):  If you are talking to MOPAC colleagues - I do not know if you are - it would be 

an interesting thing to raise with them. 

 

David Williams (Claims and Underwriting Director, AXA Insurance):  An interesting 

contrast.  In an insurance company we would not allow our underwriting teams, who were 

responsible for writing the business and delivering the profit, to have any say with regards to the 

actions of the claims teams.  They can comment on policy wording, so the legal position or 

equivalent, but we very much distance the claims handling from the people who are writing the 

business to avoid any conflict of interest. 

 

John Biggs (Chairman):  OK.  If Members are happy then we could release Mr Webb and we 

could move on to our next bit of questioning.  Is that OK?  Thank you very much for coming in.  I 

am sure we will want to make -- it will be a Ministerial announcement as to who heads up this 

thing?  There is someone in the frame presumably. 

 

Stephen Webb (Director of Finance and Strategy Directorate, Crime and Policing Group, 

Home Office):  We are working on that now. 

 

John Biggs (Chairman):  OK.  It will be an exciting time for us all.  Thank you very, very much. 

 

If we can move on then to the next bit which is about going through the body of our 

recommendations.  The third section will be with Bill Castell [Chairman of Trustees of the High 

Street Fund] a bit later on. 

 

Darren Johnson (AM):  I will put this question to Councillor Claire Kober first.  One of the 

recommendations from our scrutiny report was that local authorities take a lead in co-ordinating 

and liaising on communications with the various bodies to help simplify the process and give 

support to local businesses in the area.  What is your initial reaction to that both with a day-to-

day Haringey hat on and a London Councils’ view, if there is one, as well? 

 

Claire Kober (Deputy Chair and Executive Member for Crime and Public Protection, 

London Councils):  I would start by saying there are always things that can be learned from 

incidents like those that we saw in August 2011. That is why bodies like this do pieces of work to 

understand and draw out some of the lessons.  That said, some of that work was done and has 

not necessarily come through in all aspects of the report.  One thing that I would say from a 

Haringey perspective is I know that council officers linked with business in the community and 

other volunteers went and knocked on, spoke to and engaged directly with every one of the 200 



 

businesses on the stretch of Tottenham High Road that was most severely affected.  That was, 

essentially, a triage system where needs were identified and where future follow up support was 

provided.  So some of that did happen. 

 

On a London-wide level there was a group co-ordinated by Nick Walkley, who was then the Chief 

Executive of Barnet, which was looking specifically from an officer level at recovery and co-

ordination, and there was a website that was set up - London Recovers.  That said, what perhaps 

we did not do so successfully, and where I would want to focus efforts in the future, is thinking 

about what do we do physically to coordinate.  One of the things that came out of one of your 

evidence sessions was that there were multiple funds that businesses, individuals, and households 

on the ground were confused by, and would there be a way that London authorities could come 

together, with the Mayor/Greater London Authority [GLA] and Government where necessary, to 

coordinate funds so, to the end recipient, there was greater clarity.  Things could be improved is 

what I am saying. 

 

Darren Johnson (AM):  Going back to the first part, in formalising that lead role for the local 

authority - not disregarding the work that Haringey and others did at the time anyway - would 

you be happy about formalising that lead role and ensuring there are clearer expectations about 

which body is leading and delivering on that? 

 

Claire Kober (Deputy Chair and Executive Member for Crime and Public Protection, 

London Councils):  Yes.  Another aspect of our work locally was we established within 24 hours 

a community assistance centre which housed households that were made homeless, that provided 

housing advice and options, and that provided Citizens Advice type support for people who 

needed to perhaps go to Jobcentre Plus but had no documentation.  It provided that immediate 

support but also some of the longer term stuff, and co-ordinated donations.  In times of stress in 

communities, even with that co-ordinating role being undertaken, there are still people who get 

lost in the system and still find it difficult to navigate their way.  On behalf of individual 

authorities but pan-London there are things that we can do to strengthen our response in future. 

 

Darren Johnson (AM):  What do you think about the resource implications of that either in 

structure or simply in terms of funding if we were to face a similar situation again?  Do you think 

local authorities have the funding and the resources to be able to take a more co-ordinated 

approach, as you suggested? 

 

Claire Kober (Deputy Chair and Executive Member for Crime and Public Protection, 

London Councils):  We obviously all know that local authorities are under increasing financial 

pressure.  Notwithstanding that, for those of us who believe in public services more broadly, I 

thought that one of the outcomes of August 2011 was that people did turn to the State in the 

form of local authorities for a response. In the future, I cannot imagine a time when local 

authorities would not want to assist in that sort of scenario.  There is always then a discussion to 

be had about what is being borne by that local authority in terms of the financial pressures of 

responding, and a sensible and mature conversation to be had with Government, but that 

happens down the line. 

 

Darren Johnson (AM):  You think the will is there should we face something similar in the 

future but obviously there would need to be conversations about the resources and the funding? 
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Claire Kober (Deputy Chair and Executive Member for Crime and Public Protection, 

London Councils):  Absolutely.  In fairness, post-August 2011 we did have that mature 

conversation with Government both regionally and nationally. 

 

Darren Johnson (AM):  Thanks for that.  If we could get some perspectives from the insurance 

industry as well.  What is your response to the idea of local authorities taking a stronger co-

ordinating role in funding afterwards? 

 

Nick Starling (Director of General Insurance, Association of British Insurers):  Shall I start 

on that?  We very strongly support bringing the industry in right from the beginning.  It is an issue 

that is more common with flooding, I have to say.  Flooding occurs both at central government 

and local level.  If you bring the industry in quickly it means that we can get messaging out and 

we can dispel the myths.  One of the big problems with an event like this - which perhaps moves 

in the second recommendation - is that people start to believe things which are said on the street 

and myths take hold.  The classic one is the charitable donations one.  It is a complete myth that 

insurers will knock off any charitable donations.  These sorts of things get told.  If we can be 

involved with Government, with Cabinet and with local authorities, you can first of all say what 

our members are doing, you can sort out confusion between what is happening between the Riot 

(Damages) Act and insurance companies, you can dispel the myths and you can get messaging 

out, and the quicker and the sooner that can happen the better. 

 

Jonathan Clark (Director, Corporate and Technical Risks, Cunningham Lindsey UK):  If I 

could offer a view from a firm’s perspective, we very much took the view that working with our 

trade and professional bodies is the way to go on this and finding that single point of contact, 

particularly as we have already discussed in quite a confusing situation around how this particular 

Act worked.  It is not a great coincidence that we were one of the first firms to read the form, 

spot it was written in guineas and suggest maybe there was a chance to reappraise it.  That was 

dealt with through the ABI and through our professional bodies and the loss adjusters.  That, from 

our perspective, is an extremely important route in so that there are more single points of contact 

and it was simplified. 

 

Claire raised an excellent point as well about how in times of stress people get lost.  If we look 

operationally at one of the toughest demands in our business it was to track that we had helped 

everybody make their claim under the Riot (Damages) Act within the time limit.  That is an 

unusual demand on us, but it was something that we felt very strongly that we could not afford 

for people to get lost in the system.  So, again, something that is a little bit more co-ordinated 

around that would be of great assistance. 

 

Darren Johnson (AM):  You see a role for the local authority in doing that co-ordination? 

 

Jonathan Clark (Director, Corporate and Technical Risks, Cunningham Lindsey UK):  

Absolutely.  Malcolm Hyde is Director of the Chartered Institute of Loss Adjustors (CILA) and may 

say a word or two in a moment.  It is something we have seen very much in flooding incidents.  It 

is happening in Cornwall at the moment.  It has been of great benefit to us in having that single 

point of contact. 

 



 

Darren Johnson (AM):  The model that you have already used for flooding incidents, you would 

be happy to see that also brought into post-riot scenarios as well because the structures and the 

organisation you are saying are already there in severe flooding incidents? 

 

Jonathan Clark (Director, Corporate and Technical Risks, Cunningham Lindsey UK):  It is 

tested.  Obviously we would need to look at the reports and the reviews that have come out of 

the riots and say, “Is there some fine tuning of what we have done before that would help us 

particularly because this is a slightly more complicated situation with a need to suit recovery and 

the evidential requirements there”.  Malcolm, may have a view on that? 

 

Malcolm Hyde (Executive Director, Chartered Institute of Loss Adjustors):  Yes.  What I 

would say is that I do not think local authorities should under-estimate the will of the insurers and 

people like the Chartered Institute of Loss Adjustors to assist in these situations.  There is a huge 

will to help. 

 

The Cornwall situation at the moment.  The ABI and the Chartered Institute of Loss Adjustors 

were really involved with the recovery group there from day one which meant those myths that 

did come out, like charitable donations. We were able to dispel those immediately so in public 

meetings immediately after the Cornwall floods people were told, “Don’t worry.  That’s not true.  

We’ve got it from the horse’s mouth.” 

 

If there is a recovery group that is set up by the local authority, and we are party to that, we can 

be very actively involved in that.  It is difficult for us to be involved in and give advice on 

individual cases, but certainly in all that background information it is very easy for us to give that 

advice and it is a good central place for us to go to.  It is beneficial to everybody so we would 

wholly support that. 

 

John Biggs (Chairman):  Claire, we are all agreeing that the local councils did a good job in co-

ordinating and responding to the riots last year, and that people willingly co-operated with them 

in doing this.  Also, that your average person on the street would see this as being a role that 

their local council should fulfil so that is all well and good.  I am sure also that there is a resilience 

community within London.  There is a framework that is upstairs.  There is central co-ordination.  

Each local authority will have a resilience role and people will muck in and sort out what they need 

to do to get things happening. 

 

I am wondering also what thought there has been about more formal roles - without strangling in 

bureaucracy - what powers the local authority does not have that it could usefully have and what 

thinking there might have been about the resource issues.  You respond first but then maybe 

resource issues, particularly in the current climate, you may be stretched on a bit later on.  Has 

there been thinking about this at London Councils’ level and should there be something more 

formal out of this, about how we respond in future? 

 

Claire Kober (Deputy Chair and Executive Member for Crime and Public Protection, 

London Councils):  There was this recovery group that was established which was an informal 

grouping.  I know that they have reflected on their effectiveness post the situation.  The feeling is 

that keeping it as something that is fairly informal that is drawn together at the time is the way to 

ensure that people are nimble footed enough to respond to different sorts of situations.  

Hopefully we will not be in a situation of finding the sorts of riots that we had back in 2011 again.  
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The likelihood is that the crisis that we have to respond to is different and may require a different 

sort of organisation.  We have been anxious not to straitjacket ourselves in any sense.  That is 

where we are.  If you have any reflections on that I am very happy to hear them.  We thought the 

informal way of working was really the way to go.  To ascribe things in advance of situations on a 

hypothetical level. 

 

John Biggs (Chairman):  Something that crosses our minds is that -- we are going to speak to 

Sir William Castell later on about the really welcome intervention of the private sector which was 

able to give emergency loans and support which clearly are beyond the remit and vires of a local 

authority.  Is that an area where you think we should give more thought?  There are some parts of 

the country where there is not a wealthy private sector and necessarily the right leadership at the 

right time. 

 

Claire Kober (Deputy Chair and Executive Member for Crime and Public Protection, 

London Councils):  Certainly the support that the High Street Fund provided was absolutely 

essential.  I know that London Councils on the High Street Fund did provide Sir Bill Castell with a 

named contact in each authority so that, as time went on, there was an ability for them to deal 

with 32 leads, rather than huge numbers.  That is something we do need to consider more 

because the viability of businesses today really came down, in some circumstances, to the 

foresight and the energy really of a small number of individuals. That feels like things being left to 

chance in a way that we would not necessarily want to happen. 

 

Roger Evans (AM):  Thank you, Chairman.  This is a question for Mr Starling really.  I note that 

the ABI has offered to work with others to produce some guidelines for claimants who may have 

to deal with these situations in future.  The Committee will find that a very welcome promise to 

have made.  Can you tell us what the guidance is going to cover and when it will be available 

please? 

 

Nick Starling (Director of General Insurance, Association of British Insurers):  Thank you 

for that.  In view of what was said on my left earlier I have had to revise my answer on this.  We 

are perfectly happy in principle -- just to explain what we do with flooding.  We have a document 

which is called Flooding: What to expect from your insurer.  The reason we do that is for a number 

of reasons.  One is that flooding repair etc takes a long time and it is managing people’s 

expectations.  We are well aware that people are in shock when they have been in these situations 

and they might be visited by a loss adjuster and they forget everything they have been told after 

ten minutes.  The point of that document is to give them advice on what to do.  All the myths 

that I said earlier you can dispel, like what to do with your possessions and so forth.  It guides 

them through it and we try to get into people’s hands after a flood through the National Flood 

Forum. 

 

We expressed a willingness to do something very similar here; managing expectations and talking 

about what sort of things are covered.  We thought it would be sensible to do that once the RDA 

was clear and clarified. That is clearly not going to happen for some time so we may need to 

revise our own timetable and produce something a bit sooner.  It is not a major issue.  The big 

issue is making sure it gets to people’s hands.  That is when we would have to work with local 

authorities and so forth because we do not have a big distribution network.  The normal way in 

which you would provide these things, like the internet, a lot of people, by definition, will not 

have access to the internet when they have just had a fire or a flood. 



 

 

Roger Evans (AM):  You talk about maybe producing something sooner.  How quickly would 

you be able to do it? 

 

Nick Starling (Director of General Insurance, Association of British Insurers):  We can 

produce something probably quite quickly.  The issue is going to be, as I said, how you then 

decide to distribute it.  With flooding there is a charity called the National Flood Forum. What 

happens in a flood is we just dispense lots of copies to them.  We would have to think through 

how we would do the distribution. 

 

Roger Evans (AM):  What sort of work will you be doing with local stakeholders to produce this?  

Obviously you will be working with local authorities and the Home Office, but what about getting 

some points of view from the people who have had to go through the process in the last few 

months? 

 

Nick Starling (Director of General Insurance, Association of British Insurers):  My guess 

is we would certainly test it with the Cabinet Office who bring these things together.  We have 

good co-ordination with the Cabinet Office.  In fact we held a seminar in the ABI recently for 

people in Government who have to deal with these sorts of events because, as you probably 

know, when it comes to Government, people move on and then it gets lost.  That is probably the 

way we would do it, just road test it on people.  We tend to road test these things on people like 

the Plain English Campaign so they can actually make sure that ordinary people understand what 

we have written because it is fairly easy to descend into insurance jargon in these circumstances. 

 

Roger Evans (AM):  What about previous claimants?  You might learn a few things from them. 

 

Nick Starling (Director of General Insurance, Association of British Insurers):  I guess we 

could, yes. 

 

Roger Evans (AM):  Yes.  One of the pieces of evidence that we heard last time was about a lot 

of the people who had to claim, in fact finding that they were underinsured or that the products 

that they had were not suitable.  Would some guidance about that be appropriate in this 

document so that we could pre-empt the problems people have when they come to claim? 

 

Nick Starling (Director of General Insurance, Association of British Insurers):  The idea 

behind this document is you would hand it out to people when they have been affected so it 

would be too late in terms of under insurance.  The whole issue of under insurance and coverage 

is quite a complex and difficult one; how you get the message out to what people should do and 

their need.  We are very willing to work on that but it is something that is quite difficult for the 

insurance industry just itself to do. 

 

Roger Evans (AM):  It is not difficult to tell people this is the product you need and this is what 

you should be looking for is it?  Or is it?  Forgive me; I am not familiar with -- 

 

Nick Starling (Director of General Insurance, Association of British Insurers):  On a 

technical level it is but if I can go back to something I said -- I am not diverting from your 

question but I am giving an illustrative answer.  One of the problems after an event is that people 

believe stories.  Now, why do they believe those stories?  Why do they believe what a neighbour 
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has told them as opposed to what the insurance company has told them?  The key thing with 

getting information out to people before an event that they should be well insured and so forth, 

is for that information to come from people they trust.  Now I am sure they trust insurance 

companies but I suspect there is a feeling, “Well they want to sell us that anyway”.  The real 

challenge is how can you get people to give that advice in a way that they believe. 

 

I can give you a good analogy.  In a previous existence I was Policy Director of the Health and 

Safety Executive and the issue was how do you get farmers to listen to health and safety advice?  

One of the thoughts was farmers tend to trust their vets so vets are a very good way of getting 

advice out.  It is thinking through the pathways to get at that advice. 

 

Roger Evans (AM):  Another question we have here is the potential to update any advice you 

might provide in the future?  Obviously that becomes quite an important question if the Home 

Office are going to be up looking at their legislation in the medium to long term. 

 

Nick Starling (Director of General Insurance, Association of British Insurers):  We would 

absolutely come into that.  The problem is, at the current time, we can talk about how you submit 

a claim to your insurer but there is such a lack of clarity with regard to the RDA that our guidance, 

with regard to the rest of the claim, could be a bit ambiguous, which is why we were suggesting 

we would not revise it until the RDA had been revamped.  Individual insurance companies 

produced information on submitting a claim as the riots were happening.  We do that.  We have 

standard notes which can be wheeled out and that information would be available for the ABI to 

produce a market document. However, there is going to be this problem in if there is a degree of 

under insurance, for instance, then part of the claim is to the insurer and part of the claim is to 

the RDA.  When you have got difficulty in establishing what items within a building are covered, 

whether vehicles are covered and loss of profits - which are still business interruption costs and 

still probably subject to legal action to get that clarity - there is a danger an insurance industry 

produced document would focus on one small element. 

 

Malcolm Hyde (Executive Director, Chartered Institute of Loss Adjustors):  Can I just add 

to that?  Loss adjusters' experience situations where on one side of the road the police will say, 

“Yes, that was a riot and we are paying out on that”.  On the other side of the road they are 

saying, “No, that wasn’t a riot and we are not paying for that”. 

 

Roger Evans (AM):  Why? 

 

Malcolm Hyde (Executive Director, Chartered Institute of Loss Adjustors):  Because there 

were not 12 people there. 

 

David Williams [Claims and Underwriting Director, AXA Insurance]:  This is the full story.  

In terms of the Millbank riots, previously the ground floor was considered to be a riot because 

there were a number of people but by the time they got to the third floor, allegedly, there were 

only six or seven people. Therefore it was initially argued that that was not a riot because it did 

not meet the numerical requirement.  That was apparently settled out of court but this is why we 

need this absolute clarification of the RDA. 

 

Claire Kober (Deputy Chair and Executive Member for Crime and Public Protection, 

London Councils):  Can I add a perspective on the insurance issue which is, certainly in the days 



 

following the riots in Tottenham business owners knew they were underinsured.  It was not only 

when they looked at their documents and reflected.  They knew from the outset that they were 

underinsured and the reason that they were underinsured was primarily because they found 

premiums very high - these were in marginal businesses. Then I can think of some specific cases, 

for example, a jewellers where, because the value of gold was increasing and increasing and 

increasing, he knew that there was a growing gap between his insurance cover and the actual 

value of the stock that he held.  That is really where things have become most complex.  This is 

then compounded in the aftermath of a riot where essentially risk is reassessed, the risk is deemed 

to be higher and so people are facing premiums of, in the Tottenham area, people say to me, 

about 20%.  That is anecdotal.  Colleagues may disagree.  That is what they are saying to me 

which further compounds the issue that we experienced. 

 

Roger Evans (AM):  That is an interesting point, Claire.  Can I ask you a question which I asked 

some of the guys the last time they were here, which is are these insurance products actually 

suitable for an area like the one you represent? 

 

Claire Kober (Deputy Chair and Executive Member for Crime and Public Protection, 

London Councils):  That is the big question.  I do not have a definitive answer.  I have lots of 

question marks though having spent a series of months engaging with these businesses.  The fact 

is they knew they were underinsured, they knew that the product that they had was not going to 

provide them with the insulation they needed financially and, as I say, their premiums have gone 

up since the riots.  You have small business owners who are working on a pretty marginal basis, 

they are employing family members, and they are now in a tougher situation than they were pre-

August 2011.  God forbid, were this to happen again, actually, on an insurance basis, we would 

see people who were probably in a worse situation than they were last time around. 

 

Roger Evans (AM):  Chairman, I have strayed beyond the remit of the question but I think that 

is useful information for the Committee. 

 

John Biggs (Chairman):  We need to keep in our minds a division between underinsured and 

uninsurable.  In a world in which we manage risks it is in the nature of a lot of small businesses 

that they will, more or less by definition, be underinsured because insurance costs will be the 

material part of their cost which they choose to deal with in a way that leaves them being 

underinsured.   

 

Stephen Knight (Deputy Chair):  A couple of follow ups to Nick Starling.  Your guidance; will it 

be available in translations or simply in English? 

 

Nick Starling (Director of General Insurance, Association of British Insurers):  That is an 

interesting question.  The flood one is just in English. 

 

Stephen Knight (Deputy Chair):  Given that riots tend to happen in cities and cities tend to be 

rather more multi-cultural than rural Cornwall, perhaps a translation in further languages -- maybe 

that is something that local authorities, with their experience of translations, could help with. 

 

Claire Kober (Deputy Chair and Executive Member for Crime and Public Protection, 

London Councils):  Any of our high streets in Haringey have a different profile of business 

owner and we have over 200 languages.  If I were the insurance industry I am not sure where I 
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would start in the languages into which I would need to translate documentation.  Local 

authorities, it is the sort of thing that we could work with the industry, I am sure pretty 

effectively, in the aftermath to say, “Hang on a moment.  Most of these shop keepers are Turkish 

- for argument’s sake - and therefore you need some particular support”. 

 

Stephen Knight (Deputy Chair):  One of the things which was clear in our recommendation 

was we saw it really being the role of the local authorities to be a conduit for getting some of this 

guidance and information to the businesses in the event of a riot.  Hopefully that will involve also 

some discussion in local authorities about the form which the guidance takes in those 

circumstances. 

 

Jonathan Clark (Director, Corporate and Technical Risks, Cunningham Lindsey UK):  

Probably also one of the things that did come out - and I think you are right to question about 

English - is exactly the terms of that English.  One of the things that we are all very clear on - and 

Nick has described already - is that plain English is essential here.  We recognise the ability then 

to work with the local authorities to explain what does that actually mean for the local community 

to be a key part of that. 

 

Stephen Knight (Deputy Chair):  Finally, to follow up this process, in the case where some of 

these businesses burnt to the ground and they have not got any insurance documents because 

they have all gone, is there a process for them to quickly phone up the ABI?  Is there a central 

database where somebody can track down the contact details for their insurance company and 

make sure they get sent some replacement documents?  That presumably is the first stage in that 

incident? 

 

Nick Starling (Director of General Insurance, Association of British Insurers):  We do not 

have a central focal point for that but insurers do know who they have insured.  This does -- 

 

Stephen Knight (Deputy Chair):  They ought to be in touch with them in the event of a riot, 

even before it occurs, maybe. 

 

Nick Starling (Director of General Insurance, Association of British Insurers):  I am more 

experienced about this when it comes to flooding and I will ask David in a minute to say more 

about this.  With flooding our Members do tend to proactively ring round customers -- in fact 

they try to ring them when they know a flood is on its way.  They will know and it will be 

registered.  We can respond to queries at the ABI but we do not have a central database. 

 

David Williams (Claims and Underwriting Director, AXA Insurance):  From our point of 

view we absolutely want to be in touch with customers.  We are in touch with all our customers in 

the periphery and the brokers in those areas.  From our perspective we would much rather get a 

reputable supplier/contractor involved at an early stage - somebody that we have got a contract 

with - for a combination of reasons. Being open and honest, clearly we are able to command very 

favourable rates but also we know the work is going to be done properly, we are not going to 

have a customer being treated poorly, and then coming back to us at a later stage. As technology 

improves we have GEO coating software.   

 

From AXA’s perspective we were in touch with absolutely everyone.  We suffered the same 

complications that have already been mentioned though. Some people were not contactable and 



 

little things like mobile phones needing to be added to insurance company databases so that we 

can actually make contact with these people.  We sent loss adjusters out and they were walking 

round knocking on doors and doing everything. 

 

What we would expect is that a policy holder would at least remember his insurance broker or who 

he had transacted things with but we try to be proactive as well. 

 

Stephen Knight (Deputy Chair): In the circumstances where people have changed insurance 

companies a few times they will not remember which one they were insured with.   

 

David Williams (Claims and Underwriting Director, AXA Insurance): They do not need the 

documentation.  It is not like they have to prove with a certificate.  Clearly we would like them to 

be aware of the documentation but they do not need it. 

 

Andrew Dismore (AM):  One further question to Claire first. You said the premiums have gone 

up by 20%.  Is that 20% still leaving people underinsured or does that make up the difference 

between what they should have had and what they did have? 

 

Claire Kober (Deputy Chair and Executive Member for Crime and Public Protection, 

London Councils):  It is still leaving people underinsured. 

 

Andrew Dismore (AM):  So people are exactly where they were, in round terms, but they are 

still paying 20% more for inadequate insurance? 

 

Claire Kober (Deputy Chair and Executive Member for Crime and Public Protection, 

London Councils):  Yes. 

 

John Biggs (Chairman):  I can vouch for that as a grumpy Chairman who has just renewed his 

insurance but, anyway, go on! 

 

Andrew Dismore (AM):  A question for Nick Starling.  Has everybody now been paid out in full? 

 

Nick Starling (Director of General Insurance, Association of British Insurers):  I look to a 

member on that because I have not got the latest figures.  I want to put something on the record 

first of all which is that the recommendation around insurance we think was a fundamental 

misunderstanding of the situation.  Essentially everyone who was entitled to an interim payment 

of their insurance would have got it.  The people who had not been paid were either people who 

did not have that sort of insurance or were managing their claims themselves.  It is a 

misunderstanding to say that just 70% of their claims paid by a certain amount of time, in full or 

in part, meant that the insurance industry had not stepped up to the plate and paid people. 

 

I do not have the absolutely detailed figures in front of me.  Someone might pass me a note.  

Certainly we are not aware of any problems in payments that should have been paid not being 

paid. 

 

David Williams (Claims and Underwriting Director, AXA Insurance):  From my perspective 

we have paid in full as many claims as we possibly can.  To give an example, we do not just cover 

the physical damage, we also cover the business interaction and usually they will have an 
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indemnity period so they will be covered for a period of two years, for instance. Therefore if we 

do not know the loss of profit for the full two years we would have made payments for the loss of 

profit up until now, but will still have outstanding the amounts as we monitor the profit as their 

turnover increases or declines. 

 

That said, it is in our best interests to settle things very quickly.  For instance, a very large and 

notable case in Croydon, where there was indeed a two year indemnity period, the customer 

wanted to settle things so we have agreed a cash settlement and we did that many months ago. 

 

From my perspective we do not have any items outstanding where the customer is seeking a 

payment from us and we are delaying it in any way, shape or form.  The only elements will be 

business interruption, where that period is still going on, or planning permission where they want 

to rebuild and they want us to fund the rebuild.  Again, from an insurance company’s point of 

view, we could simply hand over a cheque - it is a lot less hassle - but that is not always what the 

customer wants.  If they want a rebuild and there is a planning permission situation -- again 

focusing in Croydon, there are quite well documented issues.  There is an arcade.  Therefore you 

cannot simply reinstate one building.  There is a Croydon urban development plan which will 

probably change the texture and context of how things are rebuilt, therefore some of those things 

will be outstanding. 

 

From an insurance point of view we want to settle quickly and any that we can, we have. 

 

Andrew Dismore (AM):  I will come back to that in a minute.  Have you got some figures now? 

 

Nick Starling (Director of General Insurance, Association of British Insurers):  The only 

one we are aware of is the Croydon case.  An extremely complex one.  There will be some business 

interruption cases with longer than two years indemnity period which, by definition, would not 

have been paid.  As far as we are concerned everything has been settled. 

 

Andrew Dismore (AM):  Perhaps we could ask for a note from you about that.  You gave us 

your previous briefing note, 11 May 2012 Key Facts, which has the figures in it which is where our 

recommendations came from.  I think we stand by our recommendations.  It would be useful to 

have similar figures for small and medium sized enterprises (SMEs) and large commercial 

operations as of the end of the calendar year. 

 

John Biggs (Chairman):  The other insurers as well.  Our evidence suggested that AXA, who 

David Williams is from, had performed better than other insurance companies. 

 

Andrew Dismore (AM):  I was going to come on to that.  Overall, it would be useful to have 

from the ABI the statistics that follow.  You gave us the statistics as of 11 May 12 and of January 

and February 2012.  It would be useful to know what the figures are for the end of the year so we 

can get the full picture.  That broke down between SMEs and large commercial operations, and 

between interim payments and complete settlements.  That breakdown would help us decide 

whether or not our recommendations are in fact correct.  We think they are. 

 

In relation to the point that the Chairman was making, one of our other recommendations which 

you do not like is the suggestion that you should publish data as to speed of settlement.  You say 



 

there are so many different types of cases it would not be very useful whereas AXA say they 

would be happy to publish their data, but of course they would because they are one of the best! 

 

David Williams (Claims and Underwriting Director, AXA Insurance):  We are primarily an 

SME insurer and those claims generally, whilst there are clearly lots of complications for small 

business, are easier to deal with.  If you are dealing with a multi national with supplier extensions 

- the Sony warehouse - that would go on for ever.  Yes, we would be very happy, but we do not 

disagree with the ABI’s opinion that a league table would be meaningless. 

 

Malcolm Hyde (Executive Director, Chartered Institute of Loss Adjustors):  You are 

comparing apples with pears because they are different issues. 

 

Andrew Dismore (AM):  I do not think we are.  Let me put this to you.  Obviously you have got 

these enormous warehouses, giant department stores or whatever.  They are, in some ways, 

individual cases.  If we are dealing with the SMEs - they are going to be much of a muchness 

generally speaking aren’t they - why can we not have, at the very least, comparative data for the 

SME’s insurance? 

 

Nick Starling (Director of General Insurance, Association of British Insurers):  It would be 

meaningless to do it.  I have got to make a first statement here which is that there is no interest 

whatsoever for an insurer in delaying a claim.  There is a widespread myth that insurers will just 

bank the money.  You have got to immediately assign money.  You have got to reserve it 

straightaway.  The quicker a claim is made, generally speaking, the less it costs.  It is happening 

with flooding at the moment.  No one wants to have to carry on for nine months paying for 

someone to be in a hotel or another house while their house is being put back together.  There is 

every interest in doing it as quickly as possible. 

 

If you get a line of shops that look as if they are the same, there are so many variables in terms of 

speed.  There is the stock in the shop, there is whether the people can be contacted, there is the 

degree of damage and so forth.  We think it would be completely meaningless to make these sorts 

of comparisons because they have to be hedged by so many caveats. 

 

The person in receipt of the claim might have reasons for delaying as well.  They might want to 

change the way the shop is laid out.  There are all sorts of reasons why some claims are faster or 

slower than others.  We think that is just a meaningless thing to do. 

 

Andrew Dismore (AM):  If you look across the piece you have got hundreds and hundreds of 

claims.  Something like 1,200 claims altogether from SMEs.  If you average that out you would 

get a fair picture.  I think the way you are putting it is somewhat obstructive, if I may say so.  Is it 

really that some of your members are not as good as others and they do not really want their poor 

performance to be matched up against better performers like AXA? 

 

Nick Starling (Director of General Insurance, Association of British Insurers):  We have 

got no evidence of that.  One of the problems we have had with this is that we have said all along 

to everyone, “If there are examples of poor claims handling please tell us.  Tell us the stories.  Tell 

us what has gone wrong.”  The ones we have been told tend to be RDA claims or they tend to be 

situations where there is no business continuity. 
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What has been really frustrating -- and we would be able to tackle this question much more 

effectively if people said, “Right.  There is this property, this owner and this claim and this is what 

went wrong”.  Then we in the ABI can talk to our Members and work out what the case was.  That 

is the most useful thing for us, rather than publishing league tables.  I interrupted my colleague. 

 

Malcolm Hyde (Executive Director, Chartered Institute of Loss Adjustors):  All I was going 

to say, as David has already alluded to, different insurers have different markets.  If you compared 

the payments made it is not just going to be a fair reflective view of what has actually happened.  

What Nick is saying is far more helpful; “Let’s deal with the real issues and don’t under estimate 

our willingness to co-operate.” 

 

Andrew Dismore (AM):  Obviously there is a different market between a giant warehouse and a 

row of shops.  I accept that.  What we are really concerned about here are the problems of the 

smaller and medium-sized enterprises rather than the big companies who can probably look after 

themselves when they deal with their insurers.  What I am more concerned about is making sure 

that the small business people are properly looked after.  One way we can do that is by allowing 

them to see part of the process - what they pay their 20% extra for - and whether or not they will 

get as good a service from one insurer as another.  If the inference is, as Mr Starling says, that all 

insurers are the same and they all pay out as quickly as they can and there is no problem at all - 

which I think is what he is saying - then there is no difference between which insurer you go to.  

Whereas Mr Williams, we know from his evidence and the objective evidence from him, his 

company paid out pretty well.  It seems to me that this is an attempt to try to hide some of the 

commercial realities of what is going on and for the less effective insurers to hide behind their 

membership of the ABI. 

 

Nick Starling (Director of General Insurance, Association of British Insurers):  That is not 

the case at all.  Let me give you an example.  If the insurance industry here worked with flooding, 

as we know other countries work with flooding, what would happen is a loss adjuster would come 

along and say, “Yes, you have got £50,000 worth of flooding there so here’s £50,000, go off and 

sort it”.  Then you would be able to turn round and say, “Hey. 100% of claims paid in a week.”  

Because the insurance industry takes this role that we guide the customer through the process, 

we do not say that was a flood we say, “We’re going to sort you out.  We’re going to put you in a 

hotel.  We’re going to rebuild your house”.  It may well be that under those circumstances people 

do not see a penny themselves.  They do not need it because it is all being done.  That is why it is 

meaningless to do that sort of comparison. 

 

What would be much more helpful to us is if people come along to us and say, “Look.  Company X 

is dealing with this claim and from our point of view we don’t think it dealt with it effectively”.  

Then you can look at it and decide.  Of course mistakes happen.  We absolutely acknowledge 

that.  I am not saying the world is perfect.  We are learning organisations.  We do learn from what 

has happened.  All sorts of issues around the riots which were new to people, around the fact they 

were crime scenes and so forth.  That is why we are pushing so hard on this. Give us the real data 

about where the problems were and where things went well and you can work from that.  A 

league table is just not going to be helpful to anyone. 

 

Andrew Dismore (AM):  Well you’re clearly not going to do it.  A last question for Mr Williams.  

You seem quite happy about the idea.  Will you publish it voluntarily on your own website? 

 



 

David Williams (Claims and Underwriting Director, AXA Insurance):  We have been very 

open and have quoted figures to the press.  Partly because our industry was getting a lot of 

criticism, I think, inappropriately.  We would be very happy to publish our performance but I am 

not disagreeing with Nick’s comments. 

 

It is difficult from my point of view because I know we did well, I know we always try to do well 

and our customer book is of a size where there are fewer complications.  We always come out and 

we say what we have done; be it flooding, be it riots or be it anything else.  Imagine if we had a 

lot of people in that Croydon arcade situation.  We have got planning permission issues.  It is 

going to drag on.  Would I be less keen on making the information available if that was biasing 

our figures? I suppose what I am saying is I believe in transparency. We provide all this 

information to the ABI but, as everybody else has said, circumstances, the nature of the book and 

other complications could impact somebody’s position on a league table. 

 

Andrew Dismore (AM):  Maybe I will have the information from you because the other insurers 

will not publish it. 

 

David Williams (Claims and Underwriting Director, AXA Insurance):  They will not share it 

with us either because there are reasons of competitive advantage. 

 

Andrew Dismore (AM):  That is the point.  That is the point I have been putting to you.  That is 

exactly the point. 

 

Nick Starling (Director of General Insurance, Association of British Insurers):  We gather 

information about claims paid and so forth and publish them.  That is what we do.  It is not 

qualitative information, it is basically how many claims have you received and what have you paid 

etc. 

 

John Biggs (Chairman):  The problem we have, from our report’s point of view, is that there are 

a lot of anecdotes and we are fumbling around for hard evidence that adds substance to them.  

Clearly you could have two identical bog standard claims and two insurance companies might 

perform differently.  That would be evidence we could use.  Equally you will have people whose 

grievance is that they were underinsured and feel that that was not their fault and there may be 

very technical disputes.  I do understand that. 

 

You are not quite as unpopular as politicians in the insurance business, although you are not the 

most popular people in the world either!  As you have said repeatedly on other areas, there are 

areas of misinformation and misunderstanding.  What we are saying is clarity is really quite 

important as well; both people understanding what their obligations are as people who seek 

insurance, but also the industry being transparent about how it performs.  We think there is scope 

for that.  We live in a world of consumers, and understanding how people perform should be 

available as part of the information which helps people make decisions. 

 

I think that is a very sustainable point but we are fumbling a bit because there are so many 

different types of cases, different types of claims, and a degree of opacity which is partly justified 

through your commercial competitiveness but partly also is perhaps, from our point of view, a 

little bit unnecessary.  That is where I am in my thinking about this. 
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Nick Starling (Director of General Insurance, Association of British Insurers):  I will just 

make the final point that we love to have information.  As you said, so much of it is anecdote.  

Give us the cases where people have got problems and I can assure you that we look at them very 

hard with our Member companies.  MPs write to us and other people write to us and we follow 

these things up. 

 

John Biggs (Chairman):  We need to move on but, Claire, from the shop floor in Haringey, the 

range of grievances people have about insurance and the performance, is there anything you can 

add to this? 

 

Claire Kober (Deputy Chair and Executive Member for Crime and Public Protection, 

London Councils):  The first thing I would say is that the applicability or not of the Riot 

(Damages) Act and the Government’s delay in determining whether the Riot (Damages) Act 

applied was the thing that I saw stoking most of the tension locally.  It stoked tension between 

the industry and between businesses. 

 

To echo one of the points that was made.  People that have had the greatest delays -and I 

bumped into one of our traders about six weeks ago who was still experiencing delays - are those 

people that have complex claims.  This was the jeweller that I mentioned.  He happened to have 

nine safes which were at basement level.  His building was razed to the ground and a number of 

those safes still have not been recovered.  He also acted as a porn broker.  Anecdotally - I am not 

an expert on insurance - I can understand that there are complexities there.  I have to say though, 

from his perspective, it has been absolutely devastating.  This guy still is not back in business. 

 

Gareth Bacon (AM):  Thank you, Chairman.  It has been a very interesting debate on this 

particular subject.  I accept what Mr Hyde is saying about comparing apples with pears.  The 

difficulty in providing league table data, fine I understand that.  I also understand why it is that 

you want problems to be reported to you because that would be helpful for you in ironing out the 

industry. 

 

To flip that on its head though, if I were a small shop keeper in Haringey, my shop had been 

burned out during the riots and I was faced with, anecdotally, a 20% increase in premium for the 

forthcoming year, if I were minded to have a look around and see which insurance provider I 

should select, where would I go to get any kind of comparative data in terms of the service that I 

could expect? 

 

Nick Starling (Director of General Insurance, Association of British Insurers):  Most 

business policies are through brokers.  It is really the broking industry - who is not represented 

here - who are the ones who give that sort of advice. Quite often they will know a lot about the 

way that claims are handled and an insurer might be stronger in one particular area than another, 

so it is the broking industry that is the key here. 

 

Gareth Bacon (AM):  Sure.  Again, I accept what you say but a lot of the people that would be, 

say, shop keepers in Haringey, English may not be their first language. These people do not think 

about insurance every day of the week - that is what you guys do - and, yes, of course they go to 

a broker.  If I was a suspicious character and I went to a particular broker I might think they were 

on a retainer from someone or another.  How would I know that the advice I was being given was 

independent and tailored to my needs and why would I trust it? 



 

 

Nick Starling (Director of General Insurance, Association of British Insurers):  Brokers are 

regulated and they have to treat their customers fairly.  They have to be quite clear about how 

they operate.  Do they operate from just 20 insurers?  Do they operate from more?  They should 

be absolutely clear about that. 

 

This might be a slightly tangential point but one of the issues that I think I mentioned at the last 

evidence session was that it struck me after the riots - I am afraid this is an anecdotal observation; 

it is not something I have investigated - that some communities, particularly some ethnic 

communities, handled things fairly effectively after the riots and some had problems.  I made the 

observation that there are some communities where a network built up.  Where I live in London 

there is a large Greek community, for example, represented by Mr Dismore.  That Greek 

community has its own accountants, it has its own financial advisers and it has bought that sort of 

resilience.  This is not a direct answer to your question but I do wonder if some of it is building up 

resilience in these communities so that you could envisage a broker who had the language and 

specialised in that particular community. 

 

Stephen Knight (Deputy Chair):  Thank you.  I am going to pick up on Recommendation 4 in 

our report which was around providing better information to insurees when they buy an insurance 

policy about the claim process.  Nick, what thoughts have you had about whether your Members 

could do more to provide customers with better information about the claim process at the point 

at which they purchase the insurance policy? 

 

Nick Starling (Director of General Insurance, Association of British Insurers):  This partly 

is the person who is selling the policy.  In the great majority of cases that will be the broker.  The 

broker should be providing that sort of information.  Certainly insurance companies themselves 

provide that information.  They provide all sorts of information to small businesses.  They provide 

information about risk management.  They provide information about what they do and do not 

need to do.  Also information about what you should do in making a claim. 

 

The advice about making a claim ought to be quite straightforward which is, first of all, take care 

of yourself and look after yourself and your own personal safety.  Secondly, get on to your 

insurers as quickly as you can who will then advise you what to do. 

 

Stephen Knight (Deputy Chair):  Clearly one of the problems that we have seen is that a lot of 

people were not properly insured or not adequately insured.  Is that a failure of the broker not 

advising people properly?  Is there anything further the insurance industry could do in better 

advice for customers in what insurance they ought to have? 

 

David Williams (Claims and Underwriting Director, AXA Insurance):  The problem is, as 

Claire and others have already mentioned, there is an economic aspect to this and we are seeing 

increasing instances of underinsurance as we move into recession.  The problem is we are not 

loved or necessarily trusted by all, and we need to present a pleasant face for people to do 

business with us.  If we were to major on the terrible consequences of underinsurance we 

probably would lose customers.  We try to do it in a more tactful diplomatic way. 

 

From our point of view, clearly, appropriate levels of insurance help us when there is a claim.  We 

do not have PR issues there.  Also that is greater income for us so it is in our best interest and we 
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do absolutely everything that we possibly can, but people still believe it will not happen to them.  

We had a riot claim which was submitted of over £300,000 where the policy holder had a £25,000 

sum insured on the grounds that that was what he felt he would allow in his business, marginal 

businesses again.  “It will not happen to me and if it does it will only be a small loss”.  £25,000 he 

thought would be OK.  If he had a claim for £500 would probably just send a cheque by return, 

which does not help the process.  But those terrible consequences for that business do not really 

help the sales process. 

 

Stephen Knight (Deputy Chair):  Are customers coming to you and saying, “I can afford a 

premium of X.  How much insurance can I get for it?” 

 

David Williams (Claims and Underwriting Director, AXA Insurance): We would not accept 

that. 

 

Stephen Knight (Deputy Chair):  Presumably an insurance broker is going to say, “This is the 

value of your business” -- 

 

David Williams (Claims and Underwriting Director, AXA Insurance): They sign a statement 

- even in these electronic days they tick a box - indicating that the sums insured represent the full 

replacement value of their goods and materials. 

 

Jonathan Clark (Director, Corporate and Technical Risks, Cunningham Lindsey UK):  It 

remains a discretionary purchase.  One of the things we have seen is that people have chosen not 

to buy elements of cover, whether that be business interruption cover, maybe stock cover or some 

other cover, often people will restrict  - and Claire has touched on this - what they seek to 

purchase.  Certainly from our perspective we met people who had elected in that way, and 

therefore it is a discretionary purchase and inevitably it has a financial dimension around how you 

consider what might happen to you.  That is a dilemma. 

 

Joanne McCartney (AM):  I wanted to raise a question.  Some of the evidence we heard talked 

about loss adjusters on the ground.  Particularly for Claire in areas like Tottenham where lots of 

languages are spoken, how loss adjusters dealt with that led sometimes to people who were 

shocked at the time, and perhaps a little angry, perhaps taking it out on the loss adjusters as well, 

to feel that their claims had been dealt with insensitively and that could have been down to 

language differences.  One of our recommendations, Recommendation 6, was that after a major 

incident like this, local authorities could take the lead in engaging with loss adjusters and other 

private sector agencies to help them understand and coordinate the needs of the local 

community.  Is that something that would be welcome? 

 

Malcolm Hyde (Executive Director, Chartered Institute of Loss Adjustors):  What I want 

first to say is that the loss adjusters are certainly not insensitive.  They are selected for their good 

communication skills and for their empathy.  I have dealt with thousands of claims.  The whole 

principle is to help someone through a crisis.  You are dealing with someone whose house has 

been burned down, has been flooded or whatever.  That is what we do every day.  Without a 

doubt we deliver that service. 

 

It was very disappointing to note that there was a suggestion that loss adjusters were insensitive.  

The way you have put it in terms of the language issue is understandable.  Anything we can do to 



 

learn from that would be beneficial.  Involving local authorities.  As a loss adjuster I speak English 

and French but I do not speak any other languages so I am not going to be able to help someone 

who only speaks Greek.  If we could get the local authorities involved in that then, yes of course, 

that would be helpful. 

 

Joanne McCartney (AM):  Was that an issue that you found? 

 

Claire Kober (Deputy Chair and Executive Member for Crime and Public Protection, 

London Councils):  The issue that we found really was the inconsistent approach adopted by 

different insurance companies.  I am aware that a number of boroughs met with parts of the 

industry but that did not necessarily reflect itself in better outcomes in that there was an 

inconsistent approach.  Now that was something we put forward as London Councils as a concern 

to central government but, as I alluded to earlier, one of the things that we have learned from this 

is to think about how, as London Councils, we co-ordinate more effectively with the industry 

through the ABI at regional London level.  That would seem to me a piece of learning and 

something that we could put in place that would be quite simply but may be effective. 

 

Joanne McCartney (AM):  Were language difficulties an issue? 

 

Claire Kober (Deputy Chair and Executive Member for Crime and Public Protection, 

London Councils):  It was an issue.  I did not get too many reports of insensitivities but just that 

the level of bureaucracy required for people who were experiencing a time of extreme stress made 

the situation more stressful than anyone would have wanted.  There was the support that local 

authorities brought to the table in fulfilling some of that work and there was support that traders’ 

groups themselves brought.  That was an issue. 

 

Joanne McCartney (AM):  Were those interpretation services? 

 

Claire Kober (Deputy Chair and Executive Member for Crime and Public Protection, 

London Councils):  Yes, but not just interpretation.  Some communities have languages which 

are largely oral.  Spoken language may be fine but communicating effectively in writing may be a 

challenge.  It is those sorts of issues; aspects of language. 

 

Jonathan Clark (Director, Corporate and Technical Risks, Cunningham Lindsey UK):  If I 

can also add to the point that Claire has made.  The most important thing that we feel comes out 

of this is that ability to tune in to the local authority and understand what some of these issues on 

the ground were.  To some degree, some of that came out a little bit after the event but we sense 

there is great value in being able to understand some of these issues much earlier on.  We 

welcome that. 

 

John Biggs (Chairman):  Can we thank you very much for your evidence this morning and, with 

the exception of Claire Kober who has the full range of punishment, the other four of you could 

leave if you would like to.  We may be in correspondence - either directly or through our lawyers.  

I am just saying that for a bit of humour!  If we can invite our next set of witnesses to arrive at the 

table.  Thank you everyone. 
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John Biggs (Chairman):  Sorry to keep our next set of witnesses waiting.  I hope you found the 

conversation as riveting as I have.  Thank you very much for coming this morning.  This final 

section is about the superbly philanthropic endeavours which were one of the highlights - if you 

are going to have a highlight in a post-riot position.  At a previous session we heard from 

Sir William about his leadership.  Of course the Mayor’s office was involved in this as well.  We 

also have David Cruickshank from Deloitte who was one of the donors - does that describe your 

role? 

 

David Cruickshank (Chairman, Deloitte):  Yes, we gave hours and time and helped organise 

the fund. 

 

John Biggs (Chairman):  Again, I echo what we said last time about how superb this was.  

Perhaps we could start with you, Claire, about this which was excellent and it was very helpful.  

The question is the role that the authorities play in supporting the efforts of the private sector.  In 

this case there was the philanthropic and other efforts of an organisation which covered the 

whole of London, but it could well be that it is something more local as well, about pulling in the 

resources of your local private sector players to help in incidents like this.  Could you shed some 

light on that from a local authority’s point of view? 

 

Claire Kober (Deputy Chair and Executive Member for Crime and Public Protection, 

London Councils):  Thinking about the smaller type interventions from the private sector the 

way that we operated in Haringey was that we established a community assistance centre which 

was located in one of our leisure centres. That really became a hub for people who had been 

affected by the riots who were looking for support and as a focal point for those who wished to 

give, be they individuals, local businesses or others.  We had coming through that centre 

everything from individuals bringing baby clothes and bedding to local businesses - Asda and Ikea 

I remember delivering huge amounts of household goods - through to contact for other big 

organisations so we had a big electrical supplier who provided a huge range of goods for people 

who had lost their homes.  That was how things worked locally in our case and I know that those 

places that were more affected had similar sorts of operations in place. 

 

John Biggs (Chairman):  Overwhelmingly positive.  Are there lessons we can learn from that in 

terms of encouraging, nurturing and helping this to happen better in future? 

 

Claire Kober (Deputy Chair and Executive Member for Crime and Public Protection, 

London Councils):  The stuff that you have already picked up, the stuff that I suspect relates to 

the High Street Fund, and the way that they worked with local authorities.  We are, by definition, 

big organisations.  We can be sprawling.  Therefore trying to marshall our own resources in a way 

that makes it easy for the people that are giving is the best thing that we can do.  Providing that 

single point of contact, a front door to the council, that is well signposted, and people to interact 

with who are able to take decisions and say things with some weight are the things that we need 

to do in co-ordinating all of that effort. 

 

John Biggs (Chairman):  I am acutely aware I am doing my questions back to front now.  I was 

going to invite Mr Malthouse but Mr Bacon will do that in a second to add to that.  Let’s do it this 

way round and Mr Bacon can do my question then.  Kit [Malthouse], you were not in this role last 

year when the riots happened but you are now.  Can you tell us, corporately, what the GLA’s take 

on this is and how you would encourage contributions from the private and other sectors? 



 

 

Kit Malthouse (Deputy Mayor for Business and Enterprise):  It is a situation which has 

arisen a couple of times actually but in different scenarios.  You will remember after the 7/7 

bombing there was quite a lot of difficulty in reacting quickly to the spontaneous desire of people 

to donate to some kind of fund and, as a result, we now have in place - one of the first things I 

did in the policing job - a white label arrangement with the Red Cross that in the event of - 

please, God, it does not happen - a similar civil emergency happening we would be able to 

respond effectively using their infrastructure within a matter of hours.  On the collection side. 

 

Of course one of the great things about the fund that Bill [Castell] set up was that it was again a 

spontaneous reaction to a situation that came from the private sector. The fact that they were 

able to pull in expertise and infrastructure from elsewhere, including Deloitte, obviously meant 

that the response in cash collection could be much quicker. 

 

The other bit of the challenge is then distributing the money.  That is where, in many ways, the 

public sector has more difficulty for various reasons of governance, political risk and all sorts of 

stuff.  The public sector is often less able to move quickly in allocating money than the private 

sector.  To a certain extent that was recognised with the High Street Fund in that although City 

Hall made a donation of £500,000 to the fund, we very much made a decision, I understand, to 

keep our fingers out in representation on the Board or the Mayor being patron or whatever it 

might be, while obviously welcoming it as a private sector response and incorporating as much as 

we could.  We also saw that by getting heavily involved we would get into all sorts of public sector 

corporate governance difficulties that might actually hinder the distribution of the money and 

cause difficulty in the future, because whatever we do comes under a different level of scrutiny 

and carries a different level of political risk compared to what a private charitable organisation can 

do.  So the approach was less is more. 

 

Having said that, the lesson this has taught us is that in the occasion of a civil emergency, 

whether it is a bomb, a riot, a flood or whatever it may be, having some kind of white label 

approach akin to that which we have with the Red Cross, which is fundamentally about helping 

individuals in distress rather than about helping commercial interests that are in distress, might be 

a helpful card to have in our back pocket. 

 

John Biggs (Chairman):  Mr Cruickshank, here is a silly question.  Why did you do what you did 

and what lessons do you bring from it? 

 

David Cruickshank (Chairman, Deloitte):  That was not the question I was expecting!  You 

have got to take yourself back to the time.  We were all really shocked by what was happening 

and there was a huge desire within our firm to do something about it.  Galvanising support within 

the firm, frankly, was not difficult.  Then the second reason we did it is Bill asked!  He picked up 

the phone.  We mobilised a team very quickly over the summer period to put in place all the 

systems to manage the grant applications and then a vetting process to make sure that we could 

weed out ones that were not valid.  Then we worked with the banks, principally Barclays and 

Santander, without any real bureaucratic impediments.  They had all the systems set up to give 

out money.  We worked with Capita who were our call centre to deal with questions and so on.  In 

a very virtual way we set up a team.  I guess why?  That is the sort of thing we do in our 

professional lives, so we brought what we thought were our normal skills to bear on the project. 
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John Biggs (Chairman):  Turning to your second reason for doing, it if there had not been a 

Bill Castell would you have done it? 

 

David Cruickshank (Chairman, Deloitte):  Probably not.  We did other things, we released 

people in our Manchester office to help out up there with some of the reparation work.  We were 

doing other initiatives on a local basis but not in this scale, no. 

 

John Biggs (Chairman):  OK.  Sir William, a year and a half has passed.  Everyone is 

extraordinarily grateful.  Hopefully you will be here next time that it does not happen.  What can 

we pull out of this that will, without stifling it in the way that public authorities allegedly do, 

engender the spontaneity but ensure that spontaneity is guaranteed in future? 

 

Sir William Castell (Chairman of Trustees, High Street Fund):  The most important thing is 

the mutual respect between the private and the public sector; that we are all there, at the end of 

the day, to create a civil society.  The other most important thing is to create the trust between 

those two sectors and the culture of trust so that there is an expectation, where there is a crisis 

which would go beyond what society should normally plan for, that society does come together to 

rectify it. 

 

I remain very concerned about Hurricane Sandy because I just see the same issues coming up.  

There is 1,000 miles of waterfront been impacted.  I read with joy Warren Buffett’s [American 

philanthropist] statement that his enormous wealth has attributed to his positive cash flow which 

at the moment is $70 billion.  It seems to me that he profits out of making sure that he has a 

positive cash flow.  The most important thing you do is to make sure that there is an expectation 

in society that at times of crisis not only do the public and private sectors come together, but 

each of us in our own responsibilities has a degree of transparency and public accountability to 

report how we are contributing.  That was not evident in the London riots and I was as much 

stimulated by the hardship on the high street as I was to the news to the world of the home of 

democracy failing in such a tragic way.  The idea that we would communicate this message on 

every network across the world of London in flames was something I could not take personally, so 

I felt very much obliged to have a reaction.  God bless the GLA for their support and David 

Cruickshank who supported me for coming together to support the High Street Fund. 

 

Coming back to the issue of culture, the execution of the Olympics was beyond anything that 

anyone would expect and, again, beyond the volunteers, there was a good deal of private sector 

work that contributed to the successful outcome of the Olympics. 

 

We have to create the expectation in society that we look to the various structures we create to 

contribute when there are times of crisis.  David did it like a shot from Deloitte.  I hope we can 

create an expectation that in terms of those people resident in the United Kingdom if you want 

the licence to operate with the trust of society you will respond to these crises. 

 

My message is, first and foremost, culture.  Secondly it is transparency and having a system of 

accountability where you can actually measure what is going on so we move from hearsay to 

understanding how many people have filed for a riot act claim and how many insurance claims 

have gone in.  I can tell you exactly how many claims.  You all have the transparency on what the 

High Street Fund did.  I have not seen an equivalent transparency either from the police force or 

from the insurers.  Unless we pool that information, subject to how far we can pool it under data 



 

privilege, then we really have challenges to understand what is going on.  For me the messages 

are a culture of trust and let’s work under the thesis that this trust is between the private and 

public sector until you prove otherwise.  Both sides have bad players.  Both sides have good 

players. The second thing is let’s make sure that we create a mechanism of accountability which 

means quantification so we can see what is going on and that data is published earlier on so there 

is accountability at the local authority level and at the national government level. 

 

Those are my two major messages as to how we go forward. 

 

Stephen Knight (Deputy Chair):  Sir William, I was very taken by what you said about a real 

sense of shock. Nothing like this had happened before and it was something we could not have 

expected anybody to plan for.  We all hope that this was a one off but let’s say we were to get 

further riots next summer.  How would you, and the people alongside you who helped do this 

work that you did in setting up the High Street Fund, react if this happened two years later from 

2011?  Would you have the same motivation to throw your weight behind support or would you 

have a feeling that perhaps this was a bit more predictable and the State might have planned 

better? 

 

Sir William Castell (Chairman of Trustees, High Street Fund):  You go beyond your sell by 

date.  I still have a network of contacts that allow me to pick up the phone to friends.  That will 

not always be there.  Actually I can recognise today up to ten people who are demonstrably 

committed to social enterprise who work in the private sector.  It is those people that I nudge to 

say, “You should do this now”.  I have had the ability to do this for about a decade.  It goes back 

to 9/11 when I started doing it.  I have done Katrina and Brisbane.  I have done it on four 

occasions.  People get tired of you calling them and you have to be careful about that because 

you can go too far.  I think that all of the contributors to the High Street Fund need to be 

thanked in a very public way so that you endorse their behaviour.  The fact that Santander, 

Barclays, Lloyds and Rothschilds came and provided not only cash but the street force as well - so 

the 170 bankers that went out on the street and went to the hardest types of community to work 

with, enjoyed the experience and facilitated good governance as far as we were concerned - is a 

vital part of the message.  They were thrilled to do it.  It is nice that we can recognise the so-

called word, banker.  They were proud of the fact that they were released from that branding and 

were appreciated for doing something else because they can contribute significantly to our 

society. 

 

We need to make sure that people who are committed not only to the private sector but also 

social enterprise are recognised and endorsed, then hopefully we can create this mechanism going 

forward.  It will not necessarily be a riot next time.  It might be, God forbid, another bomb.  It 

might be that London floods.  It can be anything.  Who knows what it is going to be.  At times the 

private sector, whether it is engineering or cash or the ability to create immediate transparency 

because of good digital systems, will be necessary. 

 

Stephen Knight (Deputy Chair):  What I was trying to get at was when something unexpected 

happens perhaps that does create a sense that people come together to solve it because nobody 

could have planned for it.  If we were to have riots next summer would you be able to pick up the 

phone to the same people you did in 2011 and say, “It’s happened again.  Can we react in the 

same way?” or do you feel there comes a time when people will say, “We did it last time”.  A bit 

different if it was a flood or a bomb -- 
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Sir William Castell (Chairman of Trustees, High Street Fund):  You pick up the phone if 

society shows that it has learned. 

 

Stephen Knight (Deputy Chair):  That is the point that I am trying to get at. 

 

Sir William Castell (Chairman of Trustees, High Street Fund):  If we get a clear resolution of 

the Riot (Damages) Act and how it should it be defined so we get rid of that ambiguity.  If we get 

a clear resolution that there is a single point of contact in local authority so we know where to go.  

If we can remove the ambiguities then you can pick up the phone.  You say, “We learned last 

time.  We have got this next tragedy.  This is how we plug in.  This is how we will deal with it”.  

But if society does not learn from the previous experience you cannot pick up the phone. 

 

Stephen Knight (Deputy Chair):  We had the Home Office here earlier - I think before you 

arrived.  It is clear that they are only now starting to think about consulting on changes to the 

Riot (Damages) Act.  We have still not seen any action.  Clearly there will be nothing in place 

should there be riots next summer.  No changes will have happened.  I question whether they will 

have got anywhere if there were riots the summer after that.  We may well be facing a situation 

where the Riot (Damages) Act is pretty much as it stands at least for the next summer and 

possibly the summer after that.  If that were to be the case, do you think that would be a major 

headache in getting more charitable help and donations; if the Government really had not been 

seen to react fast enough to reforming the State mechanisms about support and the case for a 

riot? 

 

Sir William Castell (Chairman of Trustees, High Street Fund):  I do not think central 

Government’s activity on this was in any way impressive.  There seemed to be a lot of air.  I had 

absolutely no interaction that was in any way supportive - and I tried hard.  If central Government 

has not, in my opinion, distinguished itself - I felt the GLA did distinguish itself in terms of 

considerable support in getting the fund out -  but I do think we need to see some clarity of 

progress if you are to pick up the phone again and say, “Private sector, put your hand in your 

pocket”. 

 

John Biggs (Chairman):  OK.  It ranges from your enterprise to that of people who wielded 

brooms in Croydon and appeared on the television -- presumably there was the odd broom in 

Haringey as well. 

 

Claire Kober (Deputy Chair and Executive Member for Crime and Public Protection, 

London Councils):  160. 

 

John Biggs (Chairman):  160.  That is an even number but there we are!  I have four little 

strands in my mind out of this.  One is that we talk about spontaneity but spontaneity requires 

leadership, most of the time.  People may, without thinking about it, come out of their front 

doors with their brooms and do stuff but it probably requires a bit of co-ordination and leadership 

so there is the question of leadership there.  These are facile points but they tie together. 

 

The second is William Castell has made this point; last year there was a well of goodwill from a 

number of players, whether it is private sector places like Deloitte or individual householders who 

were outraged at what had happened, and you need to maintain and nurture that goodwill as 



 

well.  If you take it for granted or disregard it or over regulate it to discourage it then it is not 

going to be there. 

 

The third strand of this is you need to know your community.  If there was a lesson for any future 

Mayor of London, or the current one, it would be that you need to have sufficient knowledge and 

contacts that you can pick up the phone to people, or you can trust other people who will pick up 

the phone to people, in a situation like this.  Although it is not a formal statutory role of the 

Mayor or of a council leader, knowing your community and knowing who the key people who 

could be helpful are is a pretty important part of this. 

 

There is another part of this then which is where one of our questions came in about nurturing 

the interface, if I could give it that technical term, between the public and private sectors in our 

different communities.  Again, that is at risk of being a bit of a platitude, but there is something 

in there in occasional remoteness between the different bits of our civic society and making sure 

that they do not fester or fail to develop.  That encapsulates my thinking on this.  Who can add 

something to that? 

 

Sir William Castell (Chairman of Trustees, High Street Fund):  I feel awkward talking on 

behalf of one of the banks that was involved in this but I will not name them.  One of the banks 

was very impressed with the way that all of their branch staff engaged with the process of finding 

out about what was going on in the communities and handing out the grant monies after they 

had been through the process. As a result of that, it is looking for further ways of continuing that 

community engagement apart from running their banking business in the communities.  There is 

some sort of legacy for that particular bank coming out of it in future engagement with the 

communities.  It probably does not answer your question directly but some people found out 

some things about their own organisations after being involved with this initiative which will 

benefit them and the local communities in the future. 

 

John Biggs (Chairman):  That is helpful.  From the other end, from a local authority’s point of 

view, we pick on Claire.  Every local authority does resilience planning, what ifs, if something 

might happen in your community and whether you are well equipped for that, You have duties, it 

is co-ordinated through City Hall, and there is a resilience role here.  As part of that one needs to 

understand the different players in one’s community.  We clearly did know that to a degree.  Do 

you think there are things that we can equip ourselves better with in resilience planning?  Should 

we, for example, in every local authority area look at an annual initiative of partnership which is 

looking at, say, an environmental grot spot?  This could all be very micro and very green and 

community based but in nurturing the links between the different parts of our community - 

private and public sectors but also the voluntary sectors - to make sure that that is there and 

ready, from a cynical point of view perhaps, and adds value to what we are doing in our 

community? 

 

Claire Kober (Deputy Chair and Executive Member for Crime and Public Protection, 

London Councils):  A lot of this stuff is the bread and butter of local authorities.  Across London 

local authorities are pretty well connected to the communities that we serve because it is the work 

that we do every day of the week, be it organisations that we will commission within adult social 

care, be it residents’ associations that we interface with at a democratic level at neighbourhood-

type assemblies or be it individual community groups, faith groups, cultural groups, that we all 

work with as locally elected politicians. 
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The lessons of August 2011 are that we are effective at responding to a crisis as local authorities 

and as the GLA.  If we then look to the further phases, there is the immediate crisis response, 

then there is the recovery period, and then there is the challenge of rebuilding. To me the greater 

challenge is how we marshall a recovery.  We have done a fair job of that around working with the 

insurance industry and working with local businesses to try to get people back on their feet.  The 

rebuilding phase is the bit that is more retractable in the challenges that it presents.  Crisis 

management, in a sense, requires a command and control response and local councils are pretty 

effective at that sort of working. 

 

Sir William Castell (Chairman of Trustees, High Street Fund):  Two things to add.  The 

biggest challenge we had was marketing in the first instance. We had money but we did not know 

what the problem was and how did we communicate that we had a pot of money that people 

could apply for.  Fortunately we managed to get on to the regular networks and that became the 

vehicle for marketing.  If I may, the marketing on the other side was not evident.  Who was telling 

us what the need was?  I had no idea other than looking at flames in Croydon and it was only 

latterly, as the claims came in, that we started to see Haringey and Croydon as the two majors. 

Maybe Greenwich was a total void in where we had really missed out that had been quite hit.  We 

had no way of getting at where the need was and yet we wanted to get to the need.  I would say 

the marketing of the need as well as the marketing of the opportunity in a crisis are two major 

issues. 

 

Then in terms of effectiveness I come back to accountability.  It is terribly important that there is 

concurrence around what are the metrics we are going to measure your success.  I was listening to 

quotes from our Prime Minister about some of the devastation of the floods in North Wales.  Fine.  

We know that you are promising that society will do everything to help you, but what does that 

mean?  How are we going to measure that the local authority and others actually delivered what 

you have espoused them to do? 

 

For me, I would add to your list of four points. It is critical that we have accountability, then we 

can all talk about where we have got a success or not. Then the marketing both of the need and 

of the opportunity, if you are willing to bring this together in a more effective way, are absolutely 

critical. 

 

John Biggs (Chairman):  How do you, Claire, decide whether what you need is support for small 

businesses, blankets for people who do not have a home or people to give up spare bedrooms in 

their homes for people?  How did you prioritise and decide what the need was?  If William Castell 

came to you and said, “I’ve got £5 million here.  What do I need to do with it?”  How would you, 

as an authority, have pulled things together to respond to that and how did you? 

 

Claire Kober (Deputy Chair and Executive Member for Crime and Public Protection, 

London Councils):  We got a handle on things pretty quickly.  We had riots on the Saturday 

evening.  I would say by the Wednesday morning, by which point the community assistance centre 

that we had established had been up and running for about 48 hours in its more sophisticated 

form and had been operating since the Saturday night in providing refuge for people who had 

literally been burned out of their homes.  By that point we had a handle on the scale of the issue 

that was being faced by individuals and families and then by businesses. 

 



 

Sir Bill’s point about marketing that need is a very well made point.  What I am reflecting on 

sitting here is how effective were we at gathering all of that together in quite a proactive way and 

going out and saying, “This is our issue here and this is the support that is required”.  We 

articulated that in an anecdotal sense but did we actually bring it together and go out there and 

tell people in a very clear way?  Probably not. 

 

John Biggs (Chairman):  Did you actively encourage your business community to offer things? 

 

Claire Kober (Deputy Chair and Executive Member for Crime and Public Protection, 

London Councils):  Yes.  From the moment that the community assistance centre opened its 

doors we had local banks in there assisting people.  There was a lot of willingness and a lot of 

support.  We certainly marshalled that locally. 

 

Stephen Knight (Deputy Chair):  I presume there is also a role, once local authorities have 

assessed what the need is and what the ask is, for London Councils - with your other hat on - to 

collate all of that so that when Sir Bill or someone like him comes along and wants to help there is 

a single point in London where you can be told this is the need across the patch? 

 

Claire Kober (Deputy Chair and Executive Member for Crime and Public Protection, 

London Councils):  That is what the recovery group of chief executives that was established was 

doing but it is fairly new territory for London Councils. I suspect that there are things that would 

be done differently and better in the future, albeit, as I said earlier, the informal nature of that 

grouping was probably critical to its success.  They are quite difficult things to prescribe in 

advance of situations because you cannot anticipate every circumstance.  By definition they are 

always going to be reactive but I would hope - and I am fairly confident - that the next time that 

something happens that requires a co-ordinated pan-London response we will be better equipped 

to deal with it as London boroughs across the piece than we were this time. 

 

It is probably important to say while Kit is here that the co-ordination between London Councils 

and the GLA was pretty effective. 

 

John Biggs (Chairman):  Mr Cruickshank, the worst thing of all would have been for you to 

receive a call saying, “Thanks for all your generosity.  We are going to have a committee meeting 

next Wednesday morning and you are invited to attend to discuss item 3 where we’ll consider 

what to do with it”?  But you did not have to deal with it in that way. 

 

David Cruickshank (Chairman, Deloitte):  It was a mix of informality and formality.  The first 

grants - I have the timeline here - were paid out on 1 September 2011.  That involved lots of our 

people working round the clock to put in place the infrastructure and behind the scenes to create 

all the governance structures with the sign offs of the grants coming too.  We had some retired 

Partners involved to give some independence and dragged them in to review all the work that our 

people were doing.  Then they went to the Trustees and they reviewed them.  Behind the scenes 

there was a lot of formality but there was not an office anywhere and there was nothing you 

could point to to say, “There’s the office.  Go and speak to them”.  It was a virtual organisation 

with some hard wiring behind the scenes.  I would put it that way. 

 

John Biggs (Chairman):  Would you be happy to do it again? 
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David Cruickshank (Chairman, Deloitte):  I would rather the riots did not happen again! 

 

John Biggs (Chairman):  That sounds like a politician’s answer by the way! 

 

David Cruickshank (Chairman, Deloitte):  We had the skills for this and we could see that by 

doing what we did we would make a huge difference.  Yes, it was hopefully an extraordinary 

situation and it will not happen again. 

 

Joanne McCartney (AM):  That leads into my question.  It is for Kit.  If something like this 

happens again and someone like Sir Bill does not come forward do you see that the Mayor’s role 

would be to try to replicate something? 

 

Kit Malthouse (Deputy Mayor for Business and Enterprise):  It depends.  The point is - 

forgive me - you are trying to prepare for the unexpected and the unknown and that is extremely 

difficult.  This was a particular type of riot.  I was born and brought up in Liverpool and it had 

some significant differences to the riots that took place in the 1980s.  It seemed to be largely 

retail focused.  There was quite a lot of damage to retail premises which there were not back in 

the 1980s.  Those were anti-police riots.  It is completely different in consequence to the other 

civil emergencies that we have had like the bombs or, as Bill said, floods or whatever it might be.  

What you have to be able to do is to remain flexible. 

 

If you look at the 7/7 bombs, although it took the GLA some time to set up the appeal, when 

eventually it did get set up it was very popular and stuff came forward.  People saw that as a 

legitimate thing for the GLA to do and there was no adverse response.  If Bill had not appeared 

and the Mayor had appealed for all the businesses that had been affected I doubt it would have 

been as successful because people would have said, “Hold on.  We pay our tax already.  You’ve 

got all these instruments and arms of the State that are able to do things.  You get quite a lot of 

regeneration money anyway.  Why should we?”  The trouble with that is that we are not as 

nimble, we cannot move as quickly and we certainly could not have got money out the door quite 

as fast as the High Street Fund did and its value, as Sir Bill says, as a civil society response would 

have been completely diminished.  We have to be slightly careful about it. 

 

There are lessons about having white label systems in place to deal with things so that if someone 

like Bill had emerged we are able to say, “We didn’t quite have the rolodex but there is this thing 

you can do with the Red Cross or with Deloitte or whoever it might be”.  Having that play book 

would be helpful. 

 

I doubt very much we will ever face a situation that will be the same.  We will face other situations 

and they will require a different kind of response.  It is about being flexible. 

 

John Biggs (Chairman):  OK.  Are there any further questions from Members?  Can I thank you 

all for coming then.  It is very helpful.  We may be producing another note from this meeting.  

Thank you very much for all your help and keeping the rolodex as well.  Hopefully it will gather 

cobwebs.  Thanks everyone. 


