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The Digital Tenant: Setting the scene



Growing portfolio = more digital tenants

• Manages over 44,000 
homes

• Building 1,000 homes 
this year

• Targeting 1,500 homes 
next year

• GN Sign-ups Forecast:        
For FY2019 = 1,350 

For FY2020 = 2,250



Introducing MyAccount to new tenants from the start

Lettings Online



The User 
Experience

Before We Started

The Customer 
Journey



Housing Application: Introduction



How to register and apply for housing

https://youtu.be/_nOxgUMBgzI

https://youtu.be/_nOxgUMBgzI


Application stage management



Lettings Online: Introducing MyAccount from the Start

How it works 
& how we built it
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How it works today and what’s in development



We used Software and Solutions Provided by

Housing & Business Process 
Management System

Forms & Self-Service Platform
i.e. MyAccount and Dash portals

Integration Platform & Services 

Electronic Document 
Management System

MS Dynamics CRM,
MS Office and
MS SharePoint

Mobile Working Platform

Solution design and development of the
Lettings Online portal,
Document Management production
and Mobile Sign-up form



The Digital Tenant: on-boarding by default

Automated 
Document Production



Automated Document Production

Changes we’ve made to our templates
1. Before the project started

1. Standardising clauses 

2. Reducing the number of tenancy types

2. Split the agreement into 2 sections:
1. Terms & Conditions

2. Start Date and Signing Form

3. Other alterations
1. Take out the contents page (too fiddly to get right)

2. Move the signature page to the end of the document (when combined)

4. Create data place-holders and multi-record tables to handle:
1. Household members

2. Special terms and conditions 



Automated Document Production

Some Facts
1. Uses Open XML (not MS 

Office InterOp)
2. Application code in C#
3. Able to do tables for 

multiples of records e.g. 
Special Terms and 
Conditions or Household 
Members

4. Microsoft does not 
support saving as PDF as a 
service

5. Used Manifest UA to 
convert docx to PDFs



An example of a Mobile Signing Sheet

Some Facts
1. It’s an agreement for 

Former Tenant Arrears
2. Data is loaded from the 

Lettings Online 
Database

3. Used for arrears 
agreements since 2016

4. Agreement & signing 
form added to T&Cs to 
create a completed 
Tenancy Agreement



The Digital Tenant: on-boarding by default

What we’ve achieved so far



Mobile Process for the Changeover of Tenancies

1. Orig. AmicusHorizon
Now Optivo

2. Started in 2015 with 
Follow up & Pre-voids

3. Started Mobile sign-
up in March 2016

4. Mobile voids too

5. At first, encourages 
residents to join 
MyAccount

6. Now automatically 
switches on

7. 3,337 lettings 
completed Mobile of 
which 1,115 via 
Lettings Online



Resident Households on MyAccount (Lead tenant < 70yrs)

52.76% 
Feb 2019



The Digital Tenant: on-boarding by default

What we have achieved so far 
1. Digital tenants by default

2. No more paper to take out

3. Data quality improvements

4. Time management improvements

5. Sign-up meeting is a better welcome to Optivo

6. Customer journey improved for the applicants and staff

7. More efficiency with each release

8. Getting stuff out there as soon as it is useful

9. GDPR and data retention is well managed

10. Better practice and processes



The Digital Tenant: on-boarding by default

Typical Questions



Some questions to consider

1. Did we need so many platforms and systems?

2. Did we need a mobile solution?

3. Would DocuSign or similar (e.g. UIPath) be better?

4. Is it safe to put your EDM system online?

5. Could we do more online and automate further?

6. Do we need to meet people to sign them up?

7. Is MyAccount used by residents? 

8. Do we delete applications when finished with?

9. Could we have delivered this faster?

There are many more to consider…

No but

No but

Possibly

Yes but

Yes

No but

Yes but

Yes

Yes but



How to contact me

That’s all folks

robert.stewart@optivo.org.uk 

Please start your email subject line with 

HTC19


