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A bit about Paul...

PERSONAL STUFF

● Married with
2 kids

● Cycling
● Travelling

WORK STUFF

● Manage Housing 
Systems and 
Support teams

● 13 years at org



A bit about Adur and Worthing...

GENERAL STUFF

● 2 small-ish councils
● Pop: 175k
● Near Brighton
● Adur: housing stock 

of 3k

DIGITAL STUFF

● SOCITM Award for 
Innovation 2015

● Computing Digital 
Tech Leaders 
Award 2017
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WHAT WE ARE TRYING TO ACHIEVE:

More efficient
More joined up
More agile
Enable residents and officers
Financially sustainable
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Off the Shelf
Open source
Low Code

LOW CODE AND SOME ALTERNATIVES



OFF THE SHELF

Data silos

Can be complex, rigid, inefficient

Reliant on software providers to be 
innovative - one size fits all?



OPEN SOURCE

Can share and reshare 

Lots of development needed - too 
expensive to be sustainable



WHAT IS LOW CODE?

… a platform for application 
development

… with reusable capabilities

Market worth $15.5 billion by 2020



SOME BENEFITS OF LOW CODE

Can follow through on ideas

Capabilities are built in

Quicker to learn and develop

Less expensive



POSSIBLE RISKS OF LOW CODE

‘All eggs in one basket’ - data 
architecture diagrams + Escrow

Too risky for mission-critical?  
Robust but requires change control.

Risk of shadow IT - change control
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LOW CODE CASE STUDY:REPAIRS
Discovery phase



What the original challenge was

To discover what a good value-for-money 
repairs service looks like.



CUSTOMER 
RESEARCH

JOURNEY 
MAPPING

DATA 
MAPPING

TECHNOLOGY 
DISCOVERY

HORIZON 
SCANNING

LEADERSHIP 
VISION

What we looked at



Who was involved

Residents, operatives, external 
contractors, officers, surveyors, 
administrators, customer service 
agents, digital and design.



We interviewed 28 people

We wanted residents to shape the future 
service



Milestones
Jan 2017 - start Discovery phase

June 2017 - start Create phase

June 2018 - live (internal only)

Sep 2018 - live (self-service portal)



Key issues with the previous service experience

Set expectations

Residents and staff don’t 
understand their 
responsibilities and the 
landlord responsibilities

Lack of guidance and 
incentives for residents to do 
their own repairs

Vulnerable residents are 
unable to do small repairs 
that are their responsibility

Diagnose a repair & 
provide appointment

Quality of diagnosis is poor

Staff have inconsistent 
knowledge about repairs

Poor communication about 
what work is going to be 
carried out and when

Not providing appointment at 
first contact

Carry out a repair

Wrong trade/ underprepared

Poor communication about 
progress updates and having 
to chase job

Standard is not right

Operatives don’t turn up

Repairs carried out but not 
resolved problem

Completion

Not feeling listened 
to and respected

Lack of feedback 

Feedback perceived 
as a waste of time

Entry

Self-service portal is not 
easy to use and not 
advertised, resulting in large 
amounts of calls

Long wait on the phone to 
report a repair

Phone calls feel rushed



We developed service design principles
Listening to customers
Get it right first time
Smooth and transparent 
customer journeys
Proactive comms
Enabling residents/staff
Well defined service standards



LOW CODE CASE STUDY: REPAIRS
Create phase



SLAs
SLAs for residents, 
staff and operatives

Integrated ways of 
working

Staff training

ENGAGEMENT

New user group

New handbook & 
web pages

New external 
comms

TECH
Low Code apps:

Portal

Scheduling

Mobile workforce

Resulting in a ‘create phase’ with 3 workstreams



New self-service experience

We designed and built a new portal 
for residents needing to report a 
repair.



Tested with residents

We carried out usability testing on the 
designs with some of our residents.



Self booking (from the next available 
slot)

Sending images to help assess the 
repair

Receiving updates, including when 
the operative is on their way

Request feedback when visit is 
complete

The new portal  includes:

https://drive.google.com/open?id=0ByEu-rxpIc70QUdWcHNXU0I3bElyLXk4WTdLWmlpeUNNVzZZ


New scheduling app

We designed and built a new 
scheduling app for our admin staff.



Tested with admin staff

We carried out usability testing on the 
designs with our admin team.



The new scheduling app includes 

● Calendar, map and list views of jobs. by 
type, priority, operative and trade

● Automated reporting and invoicing

https://adur-worthing-housing-build.onmats.com/i/AdurHomesRepairs/p/311BBFCE9/361BBFCE9/541BBFCE9/3451BBFCE9


New mobile workforce app

We designed, tested and built a new 
mobile workforce app for our 
operatives and maintenance officers.



The new mobile workforce app includes 

Start and end of day routines

Customer sign-off and 
feedback

Managing variations and 
photographing repairs for 
effective audit trail

https://adur-worthing-housing-build.onmats.com/i/Opslight/p/342BBFCE1/397BBFCE1/583BBFCE1/4294BBFCE1?context_record_id=1753925


Which we hope will lead to...

Clear and consistent standards
Better service experience
Better decisions, made quicker
Ability to act on insight
More efficient operations



Some impacts to date...

Operational efficiency Increased
Call volume No change
Portal usage doubled (need campaign)
Satisfaction up 3% (but with response 
rate up 150%)
Appointments Improved 93% kept
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What next?
Asset management (compliance)
Estates inspections
Voids repairs
Improved design for back-office



What next?

Train more systems admins in Low Code
Train more in User-Centred Design
Co-location and mentoring
Make better use of our data



Learnings

Good design is vital
Need to test and prototype
Do Discovery and Build concurrently
Workarounds



Learnings

Co-design and co-creation can engage 
staff and residents

Co-locate for efficient collaboration



Learnings

Works best when policies and 
procedures are clear

Works best when led by the business 
and ‘Product Owner’



Learnings
It’s an iterative process!

We can be genuinely flexible, experiment 
and learn



Overall we think Low Code has given us
Improved customer experience
More efficient processes
Lower costs
Innovation for long-term



ADUR & 
WORTHING NEW 
COLOUR PALETTE

A&W BLUE
A&W GREY
A&W DARK GREY
ORANGE
GREEN
YELLOW
BLUE
PURPLE

Thank you for listening!


