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Are…Encouraging & Supportive who 

provide Honest, Candid feedback that 

may be uncomfortable to hear.

They…agree to speak truthfully but 

constructively about weaknesses, 

problems & emotionally charged issues

CRITICAL FRIENDS…

…CHECK, CHALLENGE and CO-OPERATE



•Very BUSY…era justified
•Control driven
•KPI heavy
•Speedy Blinkered
•No Collaborative working
•Customer??
•Service!!
•Processed People
•Meanwhile…17 years later…

The Allocator
1982

The Processor



Innovative Pre Tenancy

The Be Brave spectrum



Innovative Pre Tenancy

• Allow a termination to be self-
served, if account managed well

• Request for additional Shared 
Ownership

• Request to join transfer list

• Provide Apps to make it easy to carry 
out a mutual exchange 

• Web chat or chat bot support

• Think differently!







Effective & Innovative Pre Tenancy

• Good self-service customers want to 
use

• Use a 3rd Party Web Partner

• Build it yourself

• Get suppliers to improve off the self 
solutions 

• Think differently!



YEAR LAUNCH 1964 1980 1996

1971 @ 7 - -

1985 .com 21 5 -

1991 www 27 11 -

1992 txt 28 12 -

1995 Amazon/Ebay 31 15 -

1996 Twitter 32 16 0

1998 Google 34 18 2

2003 Skype 39 23 7

2004 Facebook 40 24 8

2007 I-Phone 43 27 11

2010 WhatsApp/Instagram 46 30 14

2011 Snapchat 47 31 15

2015 Periscope 51 35 19

2020 Voice Recognition 56 40 24



We need services designed as people need them 
– not as we have learned to do them





Can we think, like an estate agent?



Can we think, like an estate agent?

• Photograph it on a sunny day

• Move the bins

• Crop in, to show of the uPVC

• Modern Kitchen

• Equip staff with skills & apps to 
make our homes attractive

• Store it in EDRMS

• Think differently! 



Better Void Inspections…On 1 form

• If you have many voids, consider scheduling for 
efficiency

• Record before (& after) images & video evidence

• Record (SOR) work to be done

• Materials needed

• Recharge info and evidence

• Consider partial stock condition to complete 
essential gaps 

• Think differently! 



Manage Voids with IOT

• If you have many voids, consider adding IOT sensors

• Dampness detectors (for leaks)

• Movement detectors (for unauthorised access)

• Substance & gas analysis (inappropriate use)

• Electrical & Gas supply (theft or inappropriate use)

• Remove once tenanted 

• Think differently! 

Smart Neighbourhood
@Broomhill



End to End Digital Lettings v1.0

• Load Voids in Common 
Housing Register

• Manually receive matches

• Confirm details & certs etc

• Manually create tenancy

• Tenant sign up & keys

• Join on-line portal 

• Is there a better way?



End to End Digital Lettings v2.0 – Orbit Move

• Register & supply info only 
once

• Choose your home

• Make sure its affordable

• Go through induction (rights 
& responsibilities)

• Training

• Use on-line services for the 
new tenancy 

• Think differently! 



Do we focus on process at the expense of outcome?



@HousingITguy    /   Tony.Smith@AcutanceConsulting.co.uk
07854-655009

@BarryMarlow /   Barry@BarryMarlow.com
07702-043650
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