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Who we are

85,000
calls per year

30,000
repairs per year

19,000
customers

9,800
homes

330
new properties 

annually top 50
developer

£77m
income

0.1%
arrears

1,000
ASB cases per 

annum

over 1,000 
people

people assisted with 
training and services

70
shared ownership 

sales a year

£2.5m
modernising
properties

12,000
gas & electrical 
checks per year

From our 17-18 annual report

700
voids every year



Achievements to date
A very brief timeline

2016 20202016 2017 2018 2019 2020

Replacement HMS demos
Mon Oct 3

OPENHousing contract awarded
Fri Dec 23

OPENHousing go-live
Tue May 29

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…….

2016 20202016 2017 2018 2019 2020

Replacement HMS demos
Mon Oct 3

OPENHousing contract awarded
Fri Dec 23

OPENHousing go-live
Tue May 29

Appetite builds for using digital solutions - specification created

OPENHousing implementation 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
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The burning platform - 2017 – no room to move
Reporting

Old Housing 
Management

DLO 
Management

Repairs Mobile

DHAC

VAC

Process Management

Enquiries
Sales

Customer Feedback

K2 Mileage
K2 PDRs

HR

Repairs 
Scheduling

Repairs data 
(in house)

Core Data
SSIS

Conlink
 emails

Repairs data 
(external)

Contractor 
Portal 

(Hosted)

Online Services
(Hosted)Dbs

Forms 
Dbs

CRM db

Core Data
SSIS

Approved 
Contactor

CAS db

Online 
Services

DMS (in 
SharePoint)

DMS db

Scripting

Scripting

Letter 
Production Asset 

Management

HB and other 
payment data

Batch jobs
Shell scripts

Emails to CHP 
empolyees

Scripting

Mobile forms 

Email Archive Telephony MS Office

Mobile PDF 
forms

Financial 
Management

Anti-virus

Intranet
Teamsites

Virtual Env. & 
Backup etc

Business 
Intelligence

Reporting

Materials
Outlet

Alerting

Reporting

JC
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DEV
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P1

Current State



Achievements to date - 2018 – where we are now

New Housing 
Management

DLO 
Management

Repairs Mobile

K2 Mileage
K2 PDRs

HR 
Management

Repairs 
Scheduling

Repairs data 
(in house)

Forms 
Dbs

New Document 
Management

Asset 
Management

Scripting

Mobile forms 

Telephony MS Office

Mobile PDF 
forms

Security

Intranet
Teamsites

Virtual Env. 
& Backup etc

Reporting

Materials
Outlet

Alerting

Reporting
(SSRS)

Certificates / 
Assessments

 / Reports

Financial 
Management

Geographic
Information 

Business Analytics
(Power BI)

Contractor Portal & 
Comms

Resident Portal

Customer Feedback

ASB 
Management

Cloud Migrated

Email Archive

Voids Actual Costs
Decent Homes AC

Process 
Management
Performance 
Management

Phase 1
May 2018

On Premises

Business Information



The future- 2021 –Enterprise Architecture

Business Information

Next Housing 
Management

Business Analytics
(Power BI)

HR Management

Document 
Management

Scripting

Email Archive

Skype for 
Business

Office 365

Financial 
Management

Security
Intranet

Teamsites

Virtual Env. & 
Backup etc

Geographic 
Information

Cloud Migrated

ASB 
Management

Contractor Portal

Resident Portal

HOT Mobile

Phase 4
2021

DLO Management

Asset Management

Works Scheduling

Repairs Online

Documents Online



The future- 2021 –Enterprise Architecture

Dying
product

2015 2016 2017 2018 2019 2020 2021 2022

WITH THE BUSINESS
Efficiency
Projects delivered
Insight

ON OUR OWN:
Efficiency
Projects delivered
Insight



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

What else has changed?



What else has changed?

“Any sufficiently advanced technology is 
indistinguishable from magic”

- Arthur C. Clarke



What can we do differently now?
Dashboarding and business analytics



Common 
interfacing based 
on web services

What can we do differently now?
Modern integration

Housing 
system

Scheduling 
system

On-
premise 
systems

Cloud 
systems

3rd parties 
e.g. 

suppliers



What can we do differently now?
Great self-service



What can we do differently now?
Implement more systems! And ensure best use of existing systems

OPENHousing

Voids Tracker, 

Allocations, Arrears 

Ladders etc.

Self-service

Social media 

login, documents 

online, signups, 

repairs logging 

etc.



Capacity to 
deliver

The big risks

Our resources

Key members 
of staff – IS 
and business

- Business agreed 
programme of work
- Flexible options e.g. 
contractors

Use of quality 
assurance and ITIL

Suppliers

- Collapse
- Lack of functionality
- Fail to deliver



Taking a customer centric approach
Expanding our portal to offer a great customer experience

Documents 
online

With SMS or 
email 
notification

Social media 
logging in

Integrated 
payment 
provider

Direct debits

Statements

Logging of 
repairs

Including 
scheduling

Tenancy sign-
ups

Customer 
feedback, 
surveys and 
involvement

Permissions and 
workflow

Pets, 
adaptations etc.

Resident 
surveys
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m
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GIS integration

Grounds, 
Repairs, 
Boundaries, 
local 
amenities….

Great 
communication

Live chat, case 
management 
and visibility, 
CRM records 


