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Greg Johns



Channel Shift 2.0



“The times they are a 
changing”

https://www.youtube.com/watch?v=EqqBWLzojZA&feature=youtu.be
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General 
Election

Tories Win

https://www.youtube.com/watch?v=EqqBWLzojZA&feature=youtu.be
https://www.youtube.com/watch?v=EqqBWLzojZA&feature=youtu.be


Right to 
Buy
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Rent 
Reduction

https://www.youtube.com/watch?v=EqqBWLzojZA&feature=youtu.be
https://www.youtube.com/watch?v=EqqBWLzojZA&feature=youtu.be


Cut social housing 
rents by 1 % each 
year for the next 4 

years

Change means a 
12 % reduction in 
average rents by 

2020/21

14,000 fewer 
‘affordable homes’ 

will be built

Significant Cost 
Cutting
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The Evolution of 
Mobile Working in Housing





The Internet of 
Things at home

https://www.youtube.com/watch?v=EqqBWLzojZA&feature=youtu.be
https://www.youtube.com/watch?v=EqqBWLzojZA&feature=youtu.be
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Widening our Choice of 
Channels



Click and Connect



The rise and rise of the connected

• 90% 

• 66% 

•
•

•

•

•

•
•

•

•

•

The same is true for
staff and contractors



Channel Shifting
Channels
Home visit
Office visit
Letter
Phone
Email
Text
Website
Portal
Webchat
Social Media
Mobile App
IoT (incoming)

Efficiency

Promote

Insight

Channel 
Choice



AmicusHorizon’s
Application Strategy



To achieve this

Digital Enterprise















Our Application Approach

Presentation & Production Layer

integration & interpretation layer

Core Systems



SunSystems

Anti-Social Behaviour

Customer 
Relationship
Management

Asset Management

Document Management (Swordfish)

Purchase 2 Pay (eBuy)

Finance system

HR and Payroll System (ResourceLink)

Core Systems

Housing Management

http://spweblive/crm/
http://spweblive/crm/
http://proactis.com/
http://proactis.com/


integration & interpretation layer

Portfolio of 
specified 
transactions via 
web-services

Library of single 
view stored 
procedures

Reporting schemas 
and frameworks to 
model our 
information

Collection of 
widgets, web-parts 
and snippets

Code to process 
and handle 
integrations



1. Single views of data

2. Web services

3. Direct database access

4. Widgets, web-parts, i-frames 
or similar

5. Copied model supported by 
batch interface 

6. Screen automation

Used here*









X

Note: * Tick size indicates usage. The bigger the size the more frequently it is currently used.



Summary

AH Control; fast; good volume

Supplier supported; transactional

Limited support; can directly write

Great UX; maintain specialism

Reliable; slow; not transactional 

“Robot” processes; not v. reliable

integration & interpretation methods



integration model: web-services & views

ApexOH ReAct CRM Web 1st T

WS WS WS WSWSWS

Integration Management

My
Account

WS

SF

WS“Single Views” Library



Presentation Layer

Mobile Working Our websites
Our Intranet on 
Sharepoint

Performance 
management and 
analysis

Operational 
knowledge and 
information

Customer 
Relationship 
Management
& Embedded “Apps”

Orchard Housing / 
Orchard Liberty
& Embedded “Apps”

MyAccount
Self Service

http://www.1sttouch.com/
http://www.1sttouch.com/
http://spweblive/crm/
http://spweblive/crm/


AmicusHorizon’s
MyAccount
(Customer Portal)



MyAccount Portal

•

•

•

•

•

•

•

•
•

•



Launch of MyAccount

Since launch we’ve added:

• Chase a repair

• Time period filtering on histories

• Improved data collection

• Mystery shopping

• Improved repair logging

Currently working on:

• Self-service repair appointments 



Did channel shift occur?

Unique IP address new users 11,762

Sessions 33,644

Page views per session 5.68 views

Average session duration 6:40 minutes

Returning visitors 65%

Did channel shift occur?

We have 28,000 homes



Most Visits

Calls to our Customer 
Service concerning rent 
statements have dropped



Usage by June 2015

Page collection Total hits

launch to 

date

Unique hits

Launch to 

date

Total hits

Month

May 15

Unique hits

Month

May 15

Rent statement 21596 18939 3193 2857

Rent breakdown 3440 3093 443 396

My Repairs 3151 2908 353 318

Household details 2518 2031 207 175

My Details 1631 1393 135 122

Mobile usage

Desktop usage
Now we have over 
6,000 verified active 
users 
With a further 
2,000 signed up 
We add about 
5 new accounts each day



Summary of MyAccount

1.

2.

3.

4.

5.

6.

7.

8.

9.
1.

2.

3.



Mobile Working
at
AmicusHorizon



Last 2 Month’s Mobile Visits

Mobile Working with 1st Touch January 2016 February 2016 Grand Total
ASB 56 47 103

Avenue Pre Void 5 5
FI Case Visit 71 26 97

H&S and Quality Inspection 1182 1228 2410
HO Follow Up 48 68 116
HO Pre Void 39 38 77
HO Transfer Inspection 7 10 17
Post Inspection 270 212 482
Pre Inspection 463 516 979
Report Incident 13 18 31
Visiting Income Officers 719 781 1500
Grand Total 2873 2944 5817
Visiting Income Officers 1500

As at 26/02/2016

Focus on Visiting Income Visits

• We look to arrange 3 types of visit:
o Arranged appointments
o Cold calls
o Chance visits

• Do as much we can to provide service and be 
productive

• Require a lot of supporting information
• Not always welcome
• Can lead to changes in yours & team’s work plan
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•

1st Touch Mobile Forms



What’s next for us

•

•

•

•

•

•



1st Touch 360

•

•

•

•



Any Questions

Please email me: 
robert.stewart@amicushorizon.org.uk

With “Housing Technology”
in the subject line



Mark Moynihan



Channel Shift 2.0 and 1st 
Touch 360˚



1st Touch 360

360



The 
Internet 
of Things





Environment

EnergySecurity

Media





Automated 
Diagnostics 
and Repair 
Actions





- Dan Ariely

“Big data is like teenage sex: everyone 
talks about it, nobody really knows how 
to do it, everyone thinks everyone else is 
doing it, so everyone claims they are 
doing it.”



Analyse Data to Look for Patterns



Develop a Hypothesis



Random Control Trials



Predicting 
Patterns



Concierge 
Service 



Collective 
Buying Power



Thank You


