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Who we are

From our 17-18 annual report

12,000

gas & electrical
checks per year

over 1,000
people

people assisted with
training and services

330

new properties
annually

£2.5m

modernising
properties 70

shared ownership
sales a year

top 50

developer

0.1%

arrears

700

voids every year

30,000

repairs per year

YcHp

£77m

income

1,000

ASB cases per
annum

85,000

calls per year




Achievements to date wCHP

A very brief timeline

Replacement HMS demos

Mon Oct 3
OPENHousing contract awarded OPENHousing go-live
Fri Dec 23 Tue May 29
2016 2016 2017 2018 2019 2020 2020

Appetite builds for using digital solutions - specification created
| \
OPENHousing implementation and testing

OPENHousing investigating what's possible

Cloud migration strategy




But it’s getting busy....... wCHP

Replacement HMS demos

Mon Oct 3
OPENHousing contract awarded OPENHousing go-live
Fri Dec 23 Tue May 29
2016 2016 2017 2018 2019 2020 2020

Appetite builds for using digital solutions - specification created
| ‘ OPENHousing implementgtion and testing
OPENHousing investigating what's possible
| Cloud migration strategy

Portal - Documents online
Portal - Repairs online
Portal - Online signups
Portal - Omni channel
Interfacing - contractors
Interfacing - customer feedback

Mobility - HMS on the go

+ etc etc etc +




Tension between maintenance & development capacity ¢CHP
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Maintanence & support  Systems development & business partnership




The burning platform - 2017 — no room to move

Alerting R
Mobile forms Reporting
@
Materials Repairs Mobile
0 Outlet

Contractor DHAC
g ®
emails (Hosted) [ vac__]
Process Management

E‘ religent

Contad .

Repairs Intelligence
Scheduling

Online Services
@ (Hosted)

DLO
Mana
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Old Housing
Management

DMS (in

SharePoint) ﬂ
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Enquiries

Sales
Customer Feedback

HB and other
payment data

Letter
Production

Asset °

Management
Financial Mobile PDF

Emai Intranet K2 Mileage
mails to CHP .
Teamsites K2 PDRs Managem 0 forms
Virtual Env. & Email Archive Telephony Anti-virus MS Office
Backup etc
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Achievements to date - 2018 — where we are now
&
Repairs Mobile

Business Information

Geographic
Information

New Document New Housing
Management Management

Contractor Portal &
Comms

Resident Portal
Customer Feedback

Assessments (SSRS)

/ Reports

Intranet K2 Mileage HR Mobile PDF
Teamsites K2 PDRs Management forms

Virtual Env. ) '
& Backup etc Telephony Security MS Office

Email Archive

ASB
Management
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The future- 2021 —Enterprise Architecture

Document
Management

HR Management

Virtual Env. &
Backup etc

Next Housing
Management

Intranet
Teamsites

Skype for
Business

Security

Office 365

Business Information

Business Analytics
(Power BI)

Financial
Management

Geographic
Information

Email Archive

ASB
Management
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The future- 2021 —Enterprise Architecture

Dying
product

Technica/ deby

YcHp

WITH THE BUSINESS
Efficiency

Projects delivered
Insight

ON OUR OWN:
Efficiency
Projects delivered
Insight

2015 2016 2017 2018 2019 2020 2021

2022




What else has changed?

Summer 2018 - New Chief Executive
Autumn 2018 - New Board Chair
Spring 2019 - New Corporate Strategy

1
_—
EEENEN



What else has changed?

“Any sufficiently advanced technology is
indistinguishable from magic”

- Arthur C. Clarke
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What can we do differently now?

Dashboarding and business analytics

YcHp

‘CHP Income - IM##: Rent Collection

Weekly
Void
Quartesty

Monthly

DAILY-CREDIT

Date

£21

-£20M

-26.56M

TOTAL

CALENDAR-DATE

Total by Rent Group and Transaction Type

Co——

Transaction Type @ BROUGHT FORWARD @/CHARGES @ INCOME @ OTHER

28.75M

DAILY-DEBIT

TOTAL

VEAR MONTH Thi,

01/04/2018 000000
01/04/2018 0000:00
01/04/2018 000000
01/04/2018 000000
01/04/2015 020000
01/04/2018 000000
01/04/2018 000000
01/04/2018 600000
01/04/2016 000000
01/04/2018 000000
61/04/2018 000,00
10472018 000000
61/04/2018 000,00

Asrears Breakdoy

@ djusted arrears @48 Due @ Total Direct Debits Due

01/04/2018 00:00:00
01/4/2018 00:03:00
01/04/2018 00:00:00
01/4/2018 00:03:00
01/04/2018 00:00:00
01/04/2018 00:00:00
01/04/2018 00:0200
01/04/2018 00:00:00
01/04/2013 00:00:00
01/04/2018 00:02:00
01/04/2018 00:03:00
01/04/2018 00:00:00
01/04/2018 00:05:00

01/04/2018 000000
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Financial Year ~  Rent Group ~  Transaction Type
All e All e All
Date - Account Code
24/03/2018 Al
£20M
Tenancy Ref w Account Type “ Account Group
Al ~ Al e All
Tenancy Status
VOID-TENANCY  ~  Sub-AccountCode Current
Al v Al v Former
Terminating
VoID
@ LostBolance @ BALANCE @ Adjusted Total
am
M
om
oM
Apr 2018 May 2018 Jun 2018 sl 2018 Aug 2018 Sep2018

ﬂCHP Customer Contact - My Home Resident Portal

Total Registered Users

1159

Logins and Registrations Per Day

Registrations Logins
Registrations Today
0 100
Users Logged In Today
3 7 50
Logins Last 30 Days
)
Dec 2018 Jan 2019 Feb 2019
Cumulative Users by Date
1000
500
0
Sep 2018 Oct 2018 Nov 2018 Dec 2018 Jan 2019

Feb 2019

Age Demographics of Registered Users
Under 25 —

Over 65 —,
26-35

56465 —

46-55 —" N 36-45

10 Most Visited Pages
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What can we do differently now?

Modern integration

TN
o

Housing

system

N

TN
N

Scheduling
system

N
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Common

interfacing based
on web services
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On-
premise

systems

N
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31 parties
e.g.

suppliers
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Cloud
systems
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What can we do differently now?

Great self-service YcHp My Home

@ Home
= . g 00 My account Hide balance My lenancy
-~} y 2ccount G d
£2 9 7 44 - Tenancy reforence number
= A in arrears :
/' My repalrs > morn ' ng Rent £101.71 per week
AR My community > ;\J | ( () ‘ 6’
| A > Make payment
M My tenancy >
& My bids & applications > My repairs My scheduled repairs
The easkest way Lo report a = .
. My documents repale Is to use our online torm 25th January 11:45
and 3 memder of our team will Leak undernzath upstainy bathroom sink basin Last payment amount
got An touch with you £3538 90
L My detaits >
B Contactus

Contact us

Report any issues ¢ LTS YOou

Write your feedback on the new tenant portal here.
in touch




What can we do differently now?

Implement more systems! And ensure best use of existing systems

é ronts rovef@

Digital Workforce Management

OPENHousing Self-service
Voids Tracker, Social media .
Allocations, Arrears login, documents A rCG I S
Ladders etc. online, signups, »

repairs logging i

etc.
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The big risks Key members o ”CHP
Use of quality

of staff - IS «~—
. assurance and ITIL
and business
Our resources

_ - Business agreed
. Capacity to «— programme of work

deliver - Flexible options e.g.
contractors
- Collapse
Suppliers - » - Lack of functionality

- Fail to deliver
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Taking a customer centric approach

Expanding our portal to offer a great customer experience

Documents
online

With SMS or
email
notification

Tenancy sign-
ups

Potential enhancements

Customer
feedback,
surveys and
involvement

Integrated
payment
provider

Direct debits

Statements

YcHp

GIS integration

Grounds,
Repairs,
Boundaries,
local
amenities....

Resident
surveys




