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Blow your own trumpet…

It’s that time of year again… We’re delighted to 
announce that the Housing Technology 2025/26 

Awards are now open so this is your annual 
opportunity to highlight the brilliance of your 
teams, share your successes and demonstrate 
great examples of innovation in our sector.

The Housing Technology Awards are unique for being 
completely free to enter and entirely sponsor-free, so 

�Á�0�Á���3���Á�î����� �î�����¸� �î���·�Á���¸�ô�î�>�½�Á�î�����ô�Ò���·�Á�Ù�î�Ó���ä���½�Ó�Á�½���Ò� �Ù���è�3��� �î�½��
without any commercial bias.

�6�������×�Á���í�ô���Á�w���î�ô�����ô�î�è�3��� ���Á���ô������� �1� ���½�����ä���½�Ó�Á�½���ô�������Á�2���Á���î� �è����� �î�Á�è���ô�Ò���3�ô���������Á�Á�����w��
our marking framework is publicly available ( conference.housing-technology.
com/awards-submission ) for complete transparency. We also consider each 
entrant’s size when assessing the award entries in order to create a level playing 
�>�Á�è�½��� �¸���ô�����w����� �3�w���=�{���·���½�Ó�Á�����w�����æ�Ù�è�è����� �î�½������� �Ò�Ò�����Á���ô�����¸�Ù�î�Ó�|

The categories for the Housing Technology Awards 2025/26 are:

�n�è�Á� ���Á���î�ô���Á�����×� ���������ô�ä�Á�¸�����‚�����ô�Ó��� �í�í�Á���������¸�×��� �����½� ��� ���í� �î� �Ó�Á�í�Á�î���w���;�Q�u��
�í�Ù�Ó��� ���Ù�ô�î�w��� �����Á�����í� �î� �Ó�Á�í�Á�î�����ô�������Á��� �Ù�����‚�í� �Ù�î���Á�î� �î�¸�Á���ˆ�������Á�è�3��� �����Á�2� �í���è�Á���‰��
�1�ô���è�½���>�����Ù�î���ô���ô�î�Á���ô�����í�ô���Á���ô�Ò�����×�Á��� �·�ô�0�Á���¸� ���Á�Ó�ô���Ù�Á���w���½�Á���Á�î�½�Ù�î�Ó���ô�î�����×�Á�������Á�¸�Ù�>�¸����
�ô�Ò���3�ô�����������ô�ä�Á�¸���‚�����ô�Ó��� �í�í�Á�|

�{�ô���×�Á�è�����3�ô�����¸�ô�î���Ù�½�Á�����1�×�Á���×�Á�����3�ô�����������ô�ä�Á�¸�����í�Ù�Ó�×�����·�Á�������Ù��� �·�è�Á���Ò�ô�������×�Á���;�ô�����Ù�î�Ó��
Technology Awards, we recommend reading some of our winners’ stories 
(conference.housing-technology.com/award-winner-stories) from our 2024 
and 2025 awards.

The Housing Technology Awards are only open to social housing providers 
�ˆ�q�u�L���‰�w���è�ô�¸� �è��� �����×�ô���Ù���Ù�Á����� �î�½�����L�Q�W���|���=�{�����������è�Ù�Á�����w���·�����Ù�î�Á�������¸�ô�î�����è��� �î�¸�Ù�Á����
� �î�½���n�q���¸�ô�í��� �î�Ù�Á�����¸� �î���Á�î���Á�������×�Á��� �1� ���½�����·�������ô�î�è�3���ˆ�·�3�������ô�2�3�‰���0�Ù� �����×�Á�Ù�����×�ô�����Ù�î�Ó��
customers.

The Housing Technology Awards 2025/26 are now open for entries until 
midnight on 31 December 2025. The awards will be announced at the Housing 
�{�Á�¸�×�î�ô�è�ô�Ó�3���X�V�X�\���¸�ô�î�Ò�Á���Á�î�¸�Á���ô�î���“�Á�½�î�Á���½� �3���W�W���Q� ���¸�×���X�V�X�\���Ù�î���R�ô�����Ù�î�Ó�×� �í���ˆ� �è���ô��
now open for discounted tickets for Housing Technology readers at conference.
housing-technology.com ).

We strongly encourage you to enter our 2025/26 awards, so please visit 
conference. housing-technology.com/awards  for full details.

�u���������Ù�>�¸�Ù� �è���Ù�î���Á�è�è�Ù�Ó�Á�î�¸�Á�•
�u�����������ô�í�Á���‚���Á�î� �î�������Á���0�Ù�¸�Á���•
�u�����3�·�Á�������Á�¸�����Ù���3�•

�u���!�Ù�Ó�Ù��� �è������� �î���Ò�ô���í� ���Ù�ô�î�•
�u���=�î�î�ô�0� ���Ù�ô�î�•
�u���=�{���{�Á� �í���ô�Ò�����×�Á���3�Á� ���•
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Forthcoming events

TECHNOLOGY SHOWCASEPlease see housing-technology.com/showcase  for more information
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Environmental monitoring

The Home Environment Gateway, with 
in-built temperature & humidity sensors, 
helps pinpoint properties at risk of damp 
& mould.  

Fire, damp & mould risk insight

Predict® uses unrivalled insight to 
support busy housing teams in protecting 
residents, properties and communities.  

Futureproof properties  

FireAngel Connected has the adaptability 
to support social landlords in navigating 
evolving legislation and tenants needs.

Remote monitoring made simple 

The Gateway is easy to install and can be 
added as the base plate of an SM-SN-1 or 
HM-SN-1 device, reducing installation cost 
and time.   

FireAngel Connected

Remotely monitor interlinked alarms, 
environmental sensors, compliance updates 
and access real-time status updates with 
our Connected cloud-based platform.

Smart solutions
for safer homes

Discover More

360 o views 
of housing
Application spaghetti, 
middleware, business 
intelligence, analytics 
& reporting Retrofitting a 1930s 

property 51

Listening at scale – Making 
sense of unstructured data 34

���������������	�����������
�������������������������������
�����������
������������������������������
�����
���
�������������������������������������������������������������������	��������������

�����������	�
��������������

powered by PIMSS
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Coming soon...  
�ü�"�O�B�ÿ���÷�Ò�J�ã�Ù�ü���"���"�÷�i�»�Ù�"��
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THE NO.1 TECH
CONFERENCE 
IN HOUSING 

AS A HOUSING TECHNOLOGY SUBSCRIBER, 
YOU’RE PART OF THIS COMMUNITY. 

Unlock your special rate with code HTC26-COMM 
when registering.

Bring colleagues too, group pricing is available for 
2+ colleagues with code HTC26-COMM-GROUP

Visit our conference website for full details
conference.housing-technology.com  
+44 (0)208 336 2293

HOUSING TECHNOLOGY IS WHERE THE SECTOR COMES 
TOGETHER AND HERE’S WHAT MAKES IT SPECIAL:

•   Learn from 40+ expert-led sessions across AI,  
data, �nance, compliance & cyber security

•   Spark fresh ideas & resolve challenges in  
peer-led workshops

•   Network and connect with 600+ like-minded  
housing professionals

•   Celebrate innovation in housing at the  
Housing Technology 2026 Awards

IF YOU ATTEND 
JUST ONE EVENT 
IN 2026, MAKE IT 

THIS ONE

TAKE 
ADVANTAGE 

OF OUR SPECIAL 
COMMUNITY 

RATE

10-12 MARCH 2026
East Midlands Conference Centre | Nottingham
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Gentoo’s mission has always been to deliver 

exceptional outcomes for our tenants. But to 

do that properly, we must empower our 

people. Our journey with Microsoft 365 Copilot, 

supported by our technology partner Phoenix, 

has been a transformative step in reshaping 

how we work, collaborate and serve.

From vision to value – Why we started
The decision to explore Copilot wasn’t only about 
adopting new technology, it was also about rethinking 
how we work. At the start of the project, I explained to 
our team how Copilot has the potential to remove some 
of our repetitive, time-consuming tasks from our plates, 
giving us more time to focus on what really matters.

Keeping people at the heart of innovation
We believe that technology should empower people by 
enhancing their expertise and supporting their decisions. 
�(�S�T�M�P�S�X���L�E�W���X�L�I�V�I�J�S�V�I���F�I�I�R���û�V�Q�P�]���V�S�S�X�I�H���M�R���X�L�I���T�V�M�R�G�M�T�P�I��
of ‘AI-assisted human’, where our people remain the 
decision-makers, problem-solvers and innovators, 
supported by intelligent tools that enhance their 
capabilities.

Rather than automating away the human element, 
Copilot lets our teams focus on work that needs empathy, 
judgment and creativity. Whether that’s IT professionals 
making infrastructure decisions, HR teams engaging with 

�G�S�P�P�I�E�K�Y�I�W���S�V���J�V�S�R�X�P�M�R�I���W�X�E�ú���W�Y�T�T�S�V�X�M�R�K���G�Y�W�X�S�Q�I�V�W�����X�L�I��
technology works in the background, surfacing insights, 
streamlining tasks and freeing up time.

Copilot has also shown considerable promise in 
supporting our colleagues with neuro-diverse needs. By 
reducing cognitive load, simplifying complex tasks and 
�S�ú�I�V�M�R�K���W�X�V�Y�G�X�Y�V�I�H���L�I�P�T�����(�S�T�M�P�S�X���L�I�P�T�W���X�S���G�V�I�E�X�I���E���Q�S�V�I��
inclusive working environment. For some people, it’s the 
ability to focus on high-value work without distraction, 
�[�L�M�P�I���J�S�V���S�X�L�I�V�W���M�X�¶�W���X�L�I���G�S�R�û�H�I�R�G�I���X�S���G�S�R�X�V�M�F�Y�X�I���Q�S�V�I���J�Y�P�P�]��
with the support of AI-enhanced tools.

As we evolve our use of AI, we’re committed to 
ensuring that every deployment reinforces our values 
of trust, inclusion and service. Above all, Copilot isn’t a 
replacement for our people; it’s a partner in helping them 
to do their best work.

Unlocking time and talent
The early results have been compelling. In our IT and HR 
�X�I�E�Q�W�����(�S�T�M�P�S�X���L�E�W���W�M�K�R�M�û�G�E�R�X�P�]���V�I�H�Y�G�I�H���X�L�I���X�M�Q�I���W�T�I�R�X���S�R��
routine tasks.

A 20 per cent decrease in task completion time has been 
reported, saving up to 90 minutes per day on activities 
such as report writing and meeting minutes. Our HR 
team has used Copilot to generate job descriptions 
and interview questions in minutes rather than hours, 
�E�G�G�I�P�I�V�E�X�M�R�K���V�I�G�V�Y�M�X�Q�I�R�X���[�S�V�O�ü�S�[�W���E�R�H���I�R�E�F�P�M�R�K���F�I�X�X�I�V��
engagement with candidates.

These time savings are more than just operational w ins; 
they’re opportunities to redirect our energies towa rd deeper 
collaboration with our customers and communities.

HOUSING MANAGEMENT

Productivity & 
empowerment 
– Gentoo’s Copilot journey

Paul Brockbanks, IT Director, Gentoo Group

HOUSING MANAGEMENT
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Data-driven, secure and scalable
Our success with Copilot is underpinned by a strong 
foundation in data governance and security. Working 
closely with Microsoft, we conducted a comprehensive 
readiness assessment to ensure our Microsoft 365 
tenancy met the highest standards for data protection. 
We enabled commercial data protection features and 
�G�S�R�û�K�Y�V�I�H�����L�E�V�I�5�S�M�R�X���E�G�G�I�W�W���G�S�R�X�V�S�P�W���X�S���W�E�J�I�K�Y�E�V�H��
sensitive content while maximising usability.

�8�L�M�W���H�E�X�E���û�V�W�X���E�T�T�V�S�E�G�L���L�E�W���F�I�I�R���G�V�M�X�M�G�E�P���M�R���F�Y�M�P�H�M�R�K���X�V�Y�W�X��
and ensuring that our AI tools enhance, not compromise, 
our operational integrity.

Our Microsoft and Phoenix partnership
Our collaboration with Microsoft and Phoenix has 
been fundamental. Phoenix’s customer success team 
helped us to establish a centre of excellence (CoE) for 
�(�S�T�M�P�S�X�����S�ú�I�V�M�R�K���W�X�V�Y�G�X�Y�V�I�H���W�Y�T�T�S�V�X�����[�I�I�O�P�]���X�V�E�M�R�M�R�K���E�R�H��
a community space for sharing feedback and success 
stories. The two companies’ guidance ensured that our 
roll-out was not only technically sound but also culturally 
embedded.

Gentoo’s head of IT service management and 
infrastructure, Michael McCarroll, said, “We want to move 
quickly, with purpose and securely. Phoenix has helped 
us do just that, bringing in the right expertise to support 
�G�S�R�û�K�Y�V�E�X�M�S�R�����G�L�E�R�K�I���Q�E�R�E�K�I�Q�I�R�X���E�R�H���T�V�S�N�I�G�X���H�I�P�M�Z�I�V�]���¹

Our tips for Copilot
If you're considering Copilot, here are a few lessons we’ve 
learned that may help:

•  Start with a clear purpose – �)�I�û�R�I���[�L�E�X���W�Y�G�G�I�W�W���P�S�S�O�W���P�M�O�I��
for you. Whether it’s freeing up time, improving service 
delivery or enhancing collaboration, clarity of purpose 
will guide your implementation.

•  Build a cross-functional team –���.�R�Z�S�P�Z�I���.�8�����-�7�����J�V�S�R�X�P�M�R�I���W�X�E�ú��
and your senior leadership team early. Their respective 
perspectives will help to shape a roll-out that works for 
everyone.

•  Focus on data readiness – Ensure your Microsoft 365 
environment is secure, well-governed and structured. 
Good data hygiene is absolutely essential for Copilot to 
deliver meaningful results.

•  Create a centre of excellence – Establish a space, virtual 
or physical, where users can share tips, ask questions 
and celebrate wins. This builds momentum and fosters a 
culture of innovation.

•  Start small, scale smart – Begin with a pilot group, gather 
feedback and then iterate. Use early successes to build 
�G�S�R�û�H�I�R�G�I���E�R�H���M�R�J�S�V�Q���]�S�Y�V���[�M�H�I�V���V�S�P�P�S�Y�X��

•  Lean on your partners – Microsoft and Phoenix have each 
been invaluable during our journey. Don’t hesitate to ask 
for support from your technology partner(s) – they’re 
likely to have seen your challenges before and can help 
you deal with them.

Paul Brockbanks is the IT director 
at Gentoo Group.



Maryhill Housing and Ark Housing are migrating 

to HomeMaster, Aareon’s recently-acquired 

SaaS housing management system.

Following its acquisition by Aareon earlier this year, 
HomeMaster is now part of Aareon’s suite of cloud-native 
housing software. Both housing providers have chosen to 
�M�Q�T�P�I�Q�I�R�X���-�S�Q�I�2�E�W�X�I�V�¶�W���J�Y�P�P���L�S�Y�W�M�R�K�����E�W�W�I�X���E�R�H���û�R�E�R�G�I��
suite to support their respective digital transformation 
strategies.

Maryhill Housing chose HomeMaster in order to 
modernise its systems, improve the responsiveness of its 
customer-facing services and reduce its administrative 
burden.

Steve Bruce, director of resources, Maryhill Housing, said, 
“Improving customer experience is a key objective for us, 
and we knew we needed to modernise our systems to 
�I�R�E�F�P�I���S�Y�V���W�X�E�ú���X�S���T�V�S�Z�M�H�I���X�L�I���F�I�W�X���W�I�V�Z�M�G�I��

“When looking at the market, HomeMaster stood out as a 
new generation of SaaS housing management system that 
was user-friendly, able to streamline our operations and 
�W�Y�T�T�S�V�X���E���Q�S�V�I���E�K�M�P�I���G�Y�W�X�S�Q�I�V���W�I�V�Z�M�G�I���Q�S�H�I�P���¹

�&�V�O���-�S�Y�W�M�R�K���W�E�[���-�S�Q�I�2�E�W�X�I�V���E�W���E���ü�I�\�M�F�P�I�����M�R�X�I�K�V�E�X�I�H��
SaaS solution capable of underpinning its future 
development and service delivery.

�/�S�L�R���2�G�:�I�]�����H�M�V�I�G�X�S�V���S�J���û�R�E�R�G�I���E�R�H���G�S�V�T�S�V�E�X�I���W�I�V�Z�M�G�I�W����
Ark Housing, said, “Selecting Aareon HomeMaster was 
about aligning our technology with our wider vision of 
empowering people and communities.

“What impressed us most was how existing HomeMaster 
customers were such strong advocates of the platform 
�E�R�H���X�L�I���-�S�Q�I�2�E�W�X�I�V���X�I�E�Q�����.�X���K�E�Z�I���Y�W���E���P�S�X���S�J���G�S�R�û�H�I�R�G�I��
�X�L�E�X���[�I�¶�H���J�S�Y�R�H���X�L�I���V�M�K�L�X���T�E�V�X�R�I�V���¹

Maryhill & Ark 
Housing move 
to Aareon 
HomeMaster

housing-technology.com
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We’re never far from a doom-laden headline 

about the threat of AI to our jobs or a silver 

bullet-type promise that AI will transform public 

services, save money, grow the economy and 

enhance citizen wellbeing.

While there are some possible truths in both, you c an also 
quell each side by looking at the steps that organi sations 
must take in setting up their AI capabilities befor e any truly 
sustainable value can be created. Without taking th ese 
steps, not only is there an increased risk that an AI application 
will ultimately fail or need reworking, it could al so end up 
breaking the law or causing more harm than good.

Still, when AI offers so much promise, it’s vital to set up 
solid foundations to ensure that sustainable success can 
be realised as soon as possible. Just as AI depends on 
the quality of data going in to deliver quality outputs, so 
too does the right investment in early-stage deployment 
mean that it will deliver the best returns in the long run.

�-�I�V�I���[�I���S�Y�X�P�M�R�I���X�L�I���û�Z�I���R�S�R���R�I�K�S�X�M�E�F�P�I���W�X�I�T�W���J�S�V���E��
successful deployment of AI.

STEP ONE – Will your AI applications break the law?
Since AI is essentially a way to get data working for you, 
such as identifying patterns, making predictions and 
generating outputs without manual involvement, many 
people assume that AI-enablement must also start with 
cleaning up your data.

Yes, this is extremely important but you will see that the 
step around managing data quality doesn’t come until 
further down on this list, and that’s for good reasons.

Before getting into the data play, start instead by setting 
out the legal frameworks for the use of data in your AI 
applications. This is where data protection and privacy 
�Q�I�E�W�Y�V�I�W���E�V�I���H�I�û�R�I�H���X�S���L�I�P�T���]�S�Y���E�Z�S�M�H���K�I�X�X�M�R�K���M�R�X�S��
�P�I�K�E�P���H�M�ý�G�Y�P�X�M�I�W���E�R�H���T�S�X�I�R�X�M�E�P�P�]���L�Y�K�I���û�R�I�W���M�J���E�R�]���H�E�X�E���M�W��
misused.

For example, how will you make sure that you are only 
collecting and storing the minimal data necessary 
for your application’s purpose? Do you have the right 
safeguards that restrict data access, allow for corrections 
or entitle data owners to opt-out? Do your plans meet the 
regulations in all jurisdictions in which you operate? Do 
you need to consider the data compliance of any third 
parties involved?

You will need to consult a legal expert and ensure that the 
appropriate mechanics are in place to make disclosures 
on what data is being used and how it is being collected, 
stored, shared, used and disposed of to stay compliant.

STEP TWO – How can you ensure ethical AI?
Beyond compliance obligations, there are also hugely 
important ethical questions to consider.

For example, how do you plan to deliver fair and 
representative outputs where the AI avoids biases? 
What safeguards will there be to avoid any opportunities 
for criminality, misuse or unintended uses? How will 
�]�S�Y�V���&�.���G�S�R�X�V�M�F�Y�X�I���X�S���X�L�I���F�I�R�I�û�X���S�J���W�S�G�M�I�X�]���E�R�H���S�V���X�L�I��
environment?

Five steps to AI 
enablement

Andy Baker, AI & Data Consultant, 
Civica
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Eliminating bias continues to be a challenge in AI. A 
common cause will be when the data going in isn’t an 
appropriate representation of the target population, 
such as gender, race or culture. There are also risks that 
�W�S�Y�V�G�I���M�R�J�S�V�Q�E�X�M�S�R���G�S�Y�P�H���F�I���M�R�ü�Y�I�R�G�I�H���F�]���W�X�I�V�I�S�X�]�T�I�W��
or perhaps demonstrate favouritism towards (or against) 
�T�I�S�T�P�I���J�V�S�Q���H�M�ú�I�V�I�R�X���K�I�S�K�V�E�T�L�M�I�W���S�V���W�S�G�M�S���I�G�S�R�S�Q�M�G��
backgrounds if the inputs aren’t objective.

A starting point to counter this is to hire a diverse team 
that can provide alternative viewpoints. They should work 
together to fully understand the target audience and be 
�V�I�E�H�]���X�S���G�L�E�P�P�I�R�K�I���X�L�I���U�Y�E�P�M�X�]���S�J���H�E�X�E���M�R�T�Y�X�W���S�V���ü�E�K���Y�T���E�R�]��
assumptions that could impact the results.

This is also a time to seek advice from external experts, 
�W�Y�G�L���E�W���E���û�R�E�R�G�M�E�P���G�V�M�Q�I���T�V�I�Z�I�R�X�M�S�R���W�T�I�G�M�E�P�M�W�X�����E���9�<���I�\�T�I�V�X��
or a digital accessibility consultant. They will be able to 
highlight blind spots and make useful recommendations 
to avoid creating any AI that is liable to harmful or 
unethical outputs.

STEP THREE – Risk management
Completing the holy trinity of pre-development non-
negotiables for AI, alongside legal and ethical frameworks, 
is establishing a robust approach to risk management.

Cyber threats continue to grow and evolve, and AI only 
�G�V�I�E�X�I�W���Q�S�V�I���S�T�T�S�V�X�Y�R�M�X�M�I�W���J�S�V���F�E�H���E�G�X�S�V�W���X�S���û�R�H���E���[�E�]��
in. Protecting an application against adversarial attacks, 
data breaches and misuse begins by regularly auditing 
your cyber-security policies and processes to make sure 
�X�L�I�]���E�V�I���Y�T���X�S���H�E�X�I�����û�X���J�S�V���T�Y�V�T�S�W�I���E�R�H���T�V�S�Z�M�H�I���E�H�I�U�Y�E�X�I��
coverage for AI, especially as the technology moves 
forward.

Risk management will also look at reputational threats. 
�+�E�P�P�M�R�K���Z�M�G�X�M�Q���X�S���E���H�E�X�E���F�V�I�E�G�L���[�M�P�P���G�E�V�V�]���W�M�K�R�M�û�G�E�R�X��
reputational damage when tenants lose trust in your ability 
to secure their personal information. Other instances could 
occur if the AI starts to misbehave, such as a chatbot 
handing out bad advice.

A good risk management playbook will prepare you for 
handling all kinds of situations. However, if you want to be 
�M�R���X�L�I���F�I�W�X���T�S�W�W�M�F�P�I���T�S�W�M�X�M�S�R�����.���4���.�*�(���������������E�G�G�V�I�H�M�X�E�X�M�S�R��
provides a vital framework for organisations to manage 
their AI risks, ensure ethical AI development and comply 
�[�M�X�L���V�I�P�I�Z�E�R�X���V�I�K�Y�P�E�X�M�S�R�W�����.�X���M�W���X�L�I���û�V�W�X���M�R�X�I�V�R�E�X�M�S�R�E�P��
�W�X�E�R�H�E�V�H���J�S�V���E�V�X�M�û�G�M�E�P���M�R�X�I�P�P�M�K�I�R�G�I���Q�E�R�E�K�I�Q�I�R�X���W�]�W�X�I�Q�W��
(AIMS) and should be a priority for any housing provider 
�[�E�R�X�M�R�K���X�S���P�I�Z�I�V�E�K�I���X�L�I���F�I�R�I�û�X�W���S�J���&�.��

STEP FOUR – The data-science skills gap
Overall, the best policing of AI development should come 
from experienced data scientists. However, it’s important 
to acknowledge that there is a serious skills gap in this 
area, especially in the public sector.

While there are extremely talented coders and 
mathematicians graduating from some of the best 
universities in the world with amazing technical skills, 
�û�R�H�M�R�K���X�L�I���V�M�K�L�X���T�I�S�T�P�I���X�S���P�I�E�H���&�.���H�I�Z�I�P�S�T�Q�I�R�X���T�V�S�N�I�G�X�W��
remains problematic.

This is because leaders also need to have good know ledge 
of the operational and regulatory landscape of a se ctor, 
as well as know about business deployment models an d 
processes, which only comes with a level of practic al 
experience gained from outside an academic setting.

It is crucial to have the right people involved who can lead 
and understand exactly what is needed to navigate these 
tricky areas of legal, ethical and risk management. Junior 
data scientists will require support until they have built 
their own expertise.

STEP FIVE – Data quality
OK, you’ve covered legal, ethics, risk and skills, so now you 
�E�V�I���û�R�E�P�P�]���E�X���X�L�I���T�S�M�R�X���[�L�I�R���]�S�Y���G�E�R���K�I�X���W�X�Y�G�O���M�R�X�S���X�L�I���H�E�X�E��

This is where you should be concerned with things s uch as 
data architecture, governance and quality. It means  building 
a common understanding of your data and designing 
platforms that will feed AI applications with shara ble and 
interoperable information. Of course, not all data is suitable 
for AI so you are likely to need to go through it b y use-case 
and work out exactly what is required.

For housing providers, however, low data maturity 
continues to prevail. This generally means that appropriate 
data governance policies will be needed before you can 
begin to make the data you have useful and useable. 
You’ll need to standardise practices and remove silos and 
duplication.

This can be a long hard slog but once data governance is 
in shape and being actioned, AI can really begin to remove 
labour-intensive tasks, free up time and resources and 
transform social housing services for the digital age.

�8�L�I�W�I���û�V�W�X���W�X�I�T�W���E�V�I���M�Q�T�S�V�X�E�R�X���M�R���E�R�]���&�.���H�I�Z�I�P�S�T�Q�I�R�X��
but even more so in the public sector where business 
applications are likely to involve using the general public’s 
�H�E�X�E���E�R�H���[�L�I�V�I���X�L�I�]���Q�Y�W�X�����û�V�W�X���E�R�H���J�S�V�I�Q�S�W�X�����F�I���H�I�W�M�K�R�I�H��
to deliver social good.

Find out how Civica helps local authorities to transform 
services and adapt to the pace of change within their 
communities here: civica.com/en-gb/sector-pages/
local-government .

Andy Baker is an AI and data consultant 
at Civica.



Radius Housing is using 3C Consultants’ data 

platform to clean and consolidate the entirety of 

its data ahead of its migration to a new housing 

management system and its introduction of a 

self-service tenant portal.

While the housing provider’s existing HMS held 
reasonably accurate data on active tenants, years of 
�P�I�K�E�G�]���M�R�J�S�V�Q�E�X�M�S�R���L�E�H���F�Y�M�P�X���Y�T���M�R���H�M�ú�I�V�I�R�X���J�S�V�Q�E�X�W���E�R�H��
with varying levels of quality.

Garth Pelan, senior head of ICT, Radius Housing, said, “Our 
data was held in multiple areas and sources. We had data 
in our HMS, in spreadsheets, in Word documents and even 
�M�R���T�I�S�T�P�I�¶�W���L�I�E�H�W���¹

Radius partnered with 3C Consultants and, using the 
company’s 3C Data Logic platform, the team ran an audit 
of its existing data sources.

Pelan said, “At the beginning, we were told that the data 
was in good shape but once we ran it through 3C Data 

Logic, it became clear that this wasn’t the case, especially 
for legacy information.

“It’s one thing for someone to say, ‘I don’t think that’s right’, 
and then move on. It’s another to have a tool that shows 
you exactly where the problems are and gives you a way 
�X�S���û�\���X�L�I�Q��

“The 3C team helped us break the data into subsets. We 
worked out where that data was being held and pulled it 
together, even if it came from multiple sources, into one 
master dataset. That enabled us to do proper gap analysis 
�E�R�H���W�I�I���[�L�E�X���R�I�I�H�I�H���û�\�M�R�K��

“We’ve seen a marked improvement in data accuracy, 
�[�L�M�G�L���L�E�W���P�I�H���X�S���K�V�I�E�X�I�V���G�S�R�û�H�I�R�G�I���M�R���X�L�I���W�]�W�X�I�Q�����4�Y�V��
customer service team can look up tenancy details, jobs 
or account data and be reasonably sure that what they’re 
seeing is correct.

�¸�+�Y�V�X�L�I�V�Q�S�V�I�����[�I���R�S�[���J�I�I�P���G�S�R�û�H�I�R�X���M�R���X�L�I���0�5�.�W���[�I�¶�V�I��
reporting because we know that we’re extracting reliable 
data straight from the system, instead of pulling things 
�X�S�K�I�X�L�I�V���Q�E�R�Y�E�P�P�]���M�R���*�\�G�I�P���¹

Radius 
Housing’s data 
con�dence with 
3C Consultants

housing-technology.com
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You can’t help noticing that the landscape for 

social housing technology has fundamentally 

shifted. What was once positioned as an 

aspirational digital transformation initiative 

has now become a regulatory imperative. 

With Awaab’s Law effective from October 

2025 and new Tenant Access to Information 

rights arriving in April 2027, housing providers 

can no longer rely on manual processes and 

legacy systems to meet their legal obligations.

A regulatory reality check
Awaab’s Law represents a watershed moment for housing 
compliance, with ambitious but necessary demands. 
Housing providers must now investigate hazard reports 
�
�M�R�G�P�����H�E�Q�T���E�R�H���Q�S�Y�P�H�����[�M�X�L�M�R���������H�E�]�W�����T�V�S�Z�M�H�I���[�V�M�X�X�I�R��
updates to tenants and commence remedial works within 
seven days. For emergency situations, this timescale 
�G�S�Q�T�V�I�W�W�I�W���X�S���N�Y�W�X���������L�S�Y�V�W��

These requirements alone would put a strain on 
traditional operating models. However, the challenge will 
intensify further with the introduction of Tenant Access 
to Information rights in April 2027. This will mandate 
that housing providers provide access to housing 
management information on request, potentially handling 
thousands of simultaneous enquiries from tenants seeking 
�T�S�P�M�G�]���G�P�E�V�M�û�G�E�X�M�S�R�����Q�E�M�R�X�I�R�E�R�G�I���Y�T�H�E�X�I�W���S�V���X�I�R�E�R�G�]��
information.

With increased legal obligations, tighter timelines and 
higher stakes, manual processes and spreadsheet-based 
systems simply can’t scale to meet these demands.

Beyond the AI hype
�&�V�X�M�û�G�M�E�P���M�R�X�I�P�P�M�K�I�R�G�I���S�ú�I�V�W���K�I�R�Y�M�R�I���S�T�I�V�E�X�M�S�R�E�P���W�S�P�Y�X�M�S�R�W��
when deployed strategically. Based on our work with 
housing providers such as Home Group, East Midlands 
Housing and Fairhive Homes, AI is strong in six key areas:

•  Automated hazard reporting and triage – AI-powered 
systems can process hazard reports around the 
clock across multiple channels, including web, voice, 
WhatsApp and email. Natural language processing 
ensures that urgent cases such as emergency damp or 
�Q�S�Y�P�H���V�I�T�S�V�X�W���G�E�R���F�I���ü�E�K�K�I�H���M�Q�Q�I�H�M�E�X�I�P�]���E�R�H���V�S�Y�X�I�H��
to the appropriate teams, maintaining the timelines 
mandated by Awaab's Law.

•  Compliance monitoring and SLA tracking – Intelligent 
systems can keep an eye on legal timelines, sending 
alerts when investigation deadlines approach and 
tracking the progress of remedial works. This creates a 
proactive compliance framework rather than reactive 
crisis management.

•  Instant information access – AI chatbots and voice 
assistants can deliver instant answers based on policy 
information, tenancy rights guidance and safety updates. 
This capability directly addresses the 2027 information 
access requirements without creating additional work.

•  Repair status and appointment management – Tenants can 
check job progress, request appointments and receive 
updates through AI assistants which are integrated with 
housing systems, reducing call-centre volumes while 
improving service accessibility.

•  Multi-lingual communication – AI translation tools enable 
clear, consistent messaging across dialects and 
languages, removing language barriers and making 
services more accessible.

Regulatory compliance 
via intelligent automation
AI transforms from ‘nice to have’ into an
essential tool for the new legal landscape

Richard Brown, Founder & Managing Director, 
Converse360
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•  Audit-trail generation – Every AI interaction creates 
timestamped, searchable records that provide robust 
evidence for regulatory inspections and complaint 
investigations.

AI’s current limitations
�;�L�M�P�I���&�.���H�I�P�M�Z�I�V�W���W�M�K�R�M�û�G�E�R�X���Z�E�P�Y�I�����M�X�W���W�Y�G�G�I�W�W�J�Y�P��
implementation also requires an understanding of its 
boundaries. AI systems excel at information processing, 
pattern recognition and routine task automation.

However, they aren’t suited to complex decision-
making that requires human judgment and a detailed 
understanding of context, such as diagnosing the root 
causes of building defects, approving compensation 
decisions or handling sensitive tenant welfare issues.

�8�L�I���Q�S�W�X���I�ú�I�G�X�M�Z�I���E�T�T�V�S�E�G�L���T�S�W�M�X�M�S�R�W���&�.���E�W���E�R���M�R�X�I�P�P�M�K�I�R�X��
co-pilot that enhances and supports human capabilities 
rather than replacing professional judgment.

The Access to Information Act 2027
The tenant information access requirements align 
particularly well with AI’s core strengths. This legislation 
demands structured knowledge access and instant 
information retrieval, both of which are at the heart of what 
AI systems do best.

Housing providers with digitised policies and API-
accessible CRMs and housing management systems will 
be well-placed to implement AI-powered information 

�W�I�V�Z�M�G�I�W���U�Y�M�G�O�P�]���E�R�H���G�S�W�X���I�ú�I�G�X�M�Z�I�P�]�����8�I�R�E�R�X�W���W�L�S�Y�P�H���F�I��
able to ask questions such as, “What's your policy on 
�Q�M�W�W�I�H���V�I�T�E�M�V���E�T�T�S�M�R�X�Q�I�R�X�W�$�¹���E�R�H���V�I�G�I�M�Z�I���M�Q�Q�I�H�M�E�X�I��
responses in plain language.

�8�L�M�W���V�I�T�V�I�W�I�R�X�W���E���W�M�K�R�M�û�G�E�R�X���I�ý�G�M�I�R�G�]���S�T�T�S�V�X�Y�R�M�X�]����
�7�E�X�L�I�V���X�L�E�R���R�I�I�H�M�R�K���I�\�X�V�E���W�X�E�ú���X�S���Q�E�R�Y�E�P�P�]���V�I�W�T�S�R�H���X�S��
hundreds of policy enquiries, AI systems can handle 
routine information requests instantly while identifying and 
escalating complex cases to human experts.

Start small, scale smart
Successful AI deployment doesn’t require wholesale 
system replacement; many of our customers began with a 
single, high-volume project, such as general FAQs, before 
expanding into additional services. This phased approach 
allows housing providers to:

•   Demonstrate measurable results before major 
investment;

•   �'�Y�M�P�H���M�R�X�I�V�R�E�P���G�S�R�û�H�I�R�G�I���E�R�H���G�S�Q�T�I�X�I�R�G�]� 
•   �7�I�û�R�I���T�V�S�G�I�W�W�I�W���F�E�W�I�H���S�R���V�I�E�P���[�S�V�P�H���T�I�V�J�S�V�Q�E�R�G�I� 
•   Scale successful implementations across additional 

services.

�*�E�V�P�]���E�H�S�T�X�I�V�W���E�V�I���E�P�V�I�E�H�]���V�I�T�S�V�X�M�R�K���W�M�K�R�M�û�G�E�R�X��
improvements, with AI assistants able to understand and 
respond to over 95 per cent of all inbound enquiries, fewer 
enquiries transferred to live-chat and saving time for 
�L�Y�Q�E�R���E�K�I�R�X�W���F�]���T�I�V�J�S�V�Q�M�R�K���M�H�I�R�X�M�û�G�E�X�M�S�R���E�R�H���Z�I�V�M�û�G�E�X�M�S�R��
checks. This all contributes towards faster responses, 
clearer tenant communications, fewer complaints and 
comprehensive audit trails.

The path forward
Social housing has entered a new regulatory era where 
tenant voice, wellbeing and transparency are non-
negotiable. The operational challenges are substantial but 
not insurmountable with the right technological approach.

AI won’t solve every issue facing housing providers. 
However, when implemented with experienced partners 
as a hybrid approach working with your human team, 
�M�X���G�E�R���T�V�S�Z�M�H�I���X�L�I���W�T�I�I�H�����G�S�R�W�M�W�X�I�R�G�]���E�R�H���G�S�R�û�H�I�R�G�I��
needed to meet legal obligations while delivering quality 
of service.

One housing leader recently said, “AI is the only thing that 
�[�M�P�P���Q�E�O�I���&�[�E�E�F�¶�W���1�E�[���[�S�V�O���¹���8�L�M�W���M�W�R���X���L�]�T�I�V�F�S�P�I���³���M�X�¶�W���E��
recognition that manual processes simply can’t scale to 
meet the demands of modern social housing regulations.

Richard Brown is the founder and managing director 
of Converse360.
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However, do we have to let these constraints (sometimes 
real, sometimes perceived) limit our ideas and 
expectations of what’s possible?

�+�S�P�P�S�[�M�R�K���8�I�G�L�1�E�F�W���1�S�R�H�S�R�¶�W���û�V�W�X���µ�(�S���P�E�F�¶���W�I�W�W�M�S�R�����.���E�Q��
excited by the amazing enthusiasm and openness of 
the attendees to challenge the status quo, not accept 
‘good enough’ and to embrace the ethos of ‘customer-
centric design’ that’s key to delivering great products and 
services.

Let’s rewind a little – what is a Co-lab? As the name 
suggests, they are all about collaboration, although 
not in the traditional sense of IT suppliers and housing 
customers working in partnership, but much more broadly 
to include housing leaders, consultants, specialists and 
�S�Y�X���S�J���W�I�G�X�S�V���M�R�ü�Y�I�R�G�I�V�W��

Wants vs. needs & transactions vs. experiences
Most of housing’s current digital landscape is built around 
transactions, such as paying rent, booking a repair or 
updating contact details. These are functional needs and, 
in many ways, they’re the minimum expectation of a digital 
service.

But where’s the joy, the connection or the wish to engage?

This is where experiences come in – the richer and more 
emotional layer that transforms a transactional platform or 
application into something meaningful. One of the central 

�X�L�I�Q�I�W���S�J���S�Y�V���û�V�W�X���(�S���P�E�F���[�E�W���E�W�O�M�R�K�����[�L�E�X���[�S�Y�P�H���Q�E�O�I��
a tenant want to use their housing provider’s app, rather 
than just needing to use it?

�;�I���L�I�E�V�H���E�F�S�Y�X���K�E�Q�M�û�G�E�X�M�S�R�����V�I�[�E�V�H�W�����W�S�G�M�E�P���J�I�E�X�Y�V�I�W����
community content and digital spaces for wellbeing. 
Could housing services learn from the stickiness of 
�E�T�T�W���X�L�E�X���T�I�S�T�P�I���E�P�V�I�E�H�]���P�S�Z�I�����J�V�S�Q���û�X�R�I�W�W���X�V�E�G�O�I�V�W��
to neighbourhood forums? Could a tenant log in not 
just because the boiler is broken but because there’s 
something they want to check in on?

We also asked everyone: if you had no barriers, no budget 
limits and no technology constraints, what would be your 
vision for a housing app? The answers were surprisingly 
human: personalisation, local stories, kindness and 
simplicity.

It’s a reminder that great digital design starts with 
empathy, by putting ourselves in tenants’ shoes.

We will fail (fast)
Innovation isn’t about perfection, it’s about progress. That’s 
why we’re embracing a ‘fail fast, learn fast’ mindset.

Too often in service design, there’s pressure to get things 
100 per cent right before we test anything, but that’s a 
recipe for delay, risk aversion and missed opportunities. 
Our aim isn’t to avoid failure, it’s to make it safe, visible 
and valuable.

Curiosity, 
innovation and 
collaboration
How to rethink digital 
housing services

Paul Berry, Senior Product Manager, 
TechLabs London

Few would argue that our sector is slow to change when it comes to technology and innovation. 

There are many reasons why this is the case, such as regulatory considerations, day-to-day 

operational priorities and budgetary constraints.



One powerful idea was the creation of ‘learning loops’ – 
mechanisms for quickly testing ideas, capturing insights 
and scaling what works. This could mean releasing a 
feature to 20 users before a full rollout or co-designing 
with frontline teams rather than waiting for post-launch 
feedback.

We also talked about psychological safety: the freedom 
�X�S���W�T�I�E�O���Y�T�����W�Y�K�K�I�W�X���[�M�P�H���M�H�I�E�W���S�V���T�S�M�R�X���S�Y�X���ü�E�[�W���[�M�X�L�S�Y�X��
fear. That isn’t merely a cultural bonus, it’s essential if we 
want to innovate responsibly and inclusively.

Balancing reality with ambition
We know that housing providers are operating under 
immense pressures. From backlogs of repairs to the 
complexities of building safety, it’s easy and completely 
understandable to default to survival mode, with 
innovation feeling like a luxury.

But we can acknowledge those pressures without letting 
them limit our imagination. Innovation isn’t a distraction 
from the work; it’s a way to do the work better. It’s about 
�û�R�H�M�R�K���W�Q�E�V�X�I�V���[�E�]�W���X�S���W�I�V�Z�I���X�I�R�E�R�X�W�����I�Q�T�S�[�I�V���W�X�E�ú���[�M�X�L��
the right tools and build digital experiences that reduce 
friction rather than add to it.

One of the more nuanced discussions we had considered 
the boundaries of housing services in the digital age. For 
�I�\�E�Q�T�P�I�����[�S�Y�P�H���S�ú�I�V�M�R�K���E���Q�M�R�H�J�Y�P�R�I�W�W���X�S�S�P���M�R���E���L�S�Y�W�M�R�K��
�E�T�T���F�I���F�I�]�S�R�H���E���L�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�¶�W���V�I�Q�M�X�$���&�X���û�V�W�X�����X�L�M�W��
might sound like ‘mission drift’ but scratch the surface, 
and it raises an important point. Housing isn’t just about 
buildings – it’s also about people, and people don’t 
segment their wellbeing neatly into service categories.

�.�J���P�S�R�I�P�M�R�I�W�W�����E�R�\�M�I�X�]���S�V���M�W�S�P�E�X�M�S�R���E�V�I���E�ú�I�G�X�M�R�K���W�S�Q�I�S�R�I�¶�W��
quality of life, isn’t there a case for supporting those 
needs, even gently, through the same digital platforms we 
use for rent and repairs?

Just as libraries have become community hubs and GPs’ 
surgeries now refer patients to gardening groups or debt 
advice, housing providers could be in a unique position to 
�S�ú�I�V���Q�S�V�I���L�S�P�M�W�X�M�G���J�S�V�Q�W���S�J���H�M�K�M�X�E�P���I�R�K�E�K�I�Q�I�R�X��

Not every idea is relevant to every housing provider but by 
being open to these conversations and by testing where 
the line between ‘need’ and ‘want’ might be blurred for the 
better, we can unlock a deeper kind of innovation, driven 
�F�]���I�Q�T�E�X�L�]�����R�S�X���N�Y�W�X���I�ý�G�M�I�R�G�]��

Curiosity and the road ahead
�;�I���G�P�S�W�I�H���S�Y�V���û�V�W�X���W�I�W�W�M�S�R���[�M�X�L���E���W�I�R�W�I���S�J���Q�S�Q�I�R�X�Y�Q����
but innovation doesn’t end when the sticky notes are 
taken down, that’s when it really begins. What this session 
proved is that housing professionals aren’t short of ideas, 
energy or empathy; what’s often missing is the space to 
�X�L�M�R�O���H�M�ú�I�V�I�R�X�P�]���E�R�H���X�L�I���W�Y�T�T�S�V�X���X�S���E�G�X���S�R���X�L�E�X���X�L�M�R�O�M�R�K��

Innovation doesn’t begin with answers; it begins with the 
courage to ask better questions.

Paul Berry is the senior product manager at 
TechLabs London.
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For many housing providers, the decision to invest in asset management software is driven by a need 

to for regulatory compliance, data visibility and transparency, and long-term investment planning. 

But the journey from procurement to business impact is often more fraught than expected.

The common pitfalls include underestimating the 
complexity of legacy data, treating the implementation as 
an IT project rather than a business-wide transformation, 
or focusing too heavily on system features rather than 
organisational outcomes. In some cases, teams become 
overwhelmed by the scale of data migration or fail 
to engage the right people early enough, leading to 
misaligned expectations, low adoption or a system that 
�H�S�I�W�R�¶�X���U�Y�M�X�I���û�X���L�S�[���T�I�S�T�P�I���E�G�X�Y�E�P�P�]���[�S�V�O��

These challenges aren’t unique but they are avoidable. A 
thoughtful, structured approach rooted in collaboration 
�E�R�H���G�P�E�V�M�X�]���G�E�R���Q�E�O�I���X�L�I���H�M�ú�I�V�I�R�G�I���F�I�X�[�I�I�R���E���W�]�W�X�I�Q���X�L�E�X��
merely tracks assets and one that delivers lasting value to 
your organisation and tenants.

Begin with a discovery phase
Before implementation begins, take the time to fully 
understand how your organisation currently manages its 
assets. A well-structured discovery session will help to 
�H�I�û�R�I���[�L�E�X���Q�E�X�X�I�V�W���Q�S�W�X�����W�Y�G�L���E�W���G�S�Q�T�P�M�E�R�G�I�����T�P�E�R�R�I�H��
maintenance, cost control and tenant satisfaction. It 
also highlights existing processes and systems, whether 
spreadsheets, legacy databases or standalone tools.

By asking the right questions early, such as who owns the 
data, how assets are structured and what information is 
currently missing, you’re setting the stage for a solution 
that’s rooted in operational reality.

Involve the right stakeholders
Asset management in housing touches almost every 
team, ranging across property services, compliance, 
�û�R�E�R�G�I�����.�8�����H�I�Z�I�P�S�T�Q�I�R�X���E�R�H���G�Y�W�X�S�Q�I�V���W�I�V�Z�M�G�I�����*�R�K�E�K�M�R�K��

stakeholders from all these areas ensures that your 
�M�Q�T�P�I�Q�I�R�X�E�X�M�S�R���V�I�ü�I�G�X�W���]�S�Y�V���E�W�W�I�X�W�¶���J�Y�P�P���P�M�J�I�G�]�G�P�I�����J�V�S�Q��
acquisition to disposal, and all the regulatory and safety 
considerations in between.

Cross-department engagement at this stage prevents the 
formation of silos and helps to future-proof the system by 
incorporating diverse operational needs from the start.

De�ne success upfront
Whether you're aiming for better compliance reporting, 
smoother planning of cyclical maintenance or improved 
�Z�E�P�Y�I���J�S�V���Q�S�R�I�]�����M�X�¶�W���G�V�M�X�M�G�E�P���X�S���H�I�û�R�I���[�L�E�X���W�Y�G�G�I�W�W���P�S�S�O�W��
like before the implementation begins. Agreeing on clear 
KPIs with your team and your software provider, such as 
improved data accuracy, fewer duplicate records or faster 
response times, ensures everyone is pulling in the same 
direction.

These success metrics also become vital once the system 
is live, giving you something tangible to measure, manage 
and celebrate.

Create a cross-functional implementation team
Treat your asset management implementation as a 
business change project, not just an IT upgrade. Your 
project team should include:

•   Executive sponsors to champion the project and clear 
roadblocks;

•   Asset and compliance managers to provide day-to-day 
operational insights;

•   End-users, such as surveyors and planners, who will test 
how the system works in practice.

Best practices 
for implementing 
asset management 
software

Mel Dooley, Senior Project Manager, 
PIMSS Data Systems
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This mix ensures decisions are grounded in strategy and 
�W�I�V�Z�M�G�I���H�I�P�M�Z�I�V�]�����R�S�X���N�Y�W�X���W�]�W�X�I�Q���G�S�R�û�K�Y�V�E�X�M�S�R��

Clean your data before you load it
Housing providers often hold years, sometimes decades 
�S�J���E�W�W�I�X���H�E�X�E�����Q�Y�G�L���S�J���M�X���W�T�V�I�E�H���E�G�V�S�W�W���H�M�ú�I�V�I�R�X���W�]�W�X�I�Q�W����
spreadsheets and departmental silos. Cleaning that data 
before migration is critical. Outdated entries need to be 
removed, asset types standardised, duplicates resolved 
�E�R�H���Q�M�W�W�M�R�K���û�I�P�H�W���
�W�Y�G�L���E�W���M�R�W�X�E�P�P�E�X�M�S�R���H�E�X�I�W�����[�E�V�V�E�R�X�]��
�H�I�X�E�M�P�W���E�R�H���G�S�R�H�M�X�M�S�R���V�E�X�M�R�K�W�����û�P�P�I�H���M�R��

But as my colleague Martyn Whyte highlighted in PIMSS 
Data Systems’ previous article on improving your data 
structures in the July edition of Housing Technology, 
data quality isn’t just about the records in your asset 
management system, it’s about consistency across 
systems.

Aligning asset data with housing management platforms, 
�û�R�E�R�G�I���W�]�W�X�I�Q�W�����G�S�Q�T�P�M�E�R�G�I���X�S�S�P�W���E�R�H���Q�S�F�M�P�I���[�S�V�O�M�R�K��
�W�S�P�Y�X�M�S�R�W���M�W���I�W�W�I�R�X�M�E�P�����;�L�I�R���H�M�ú�I�V�I�R�X���W�]�W�X�I�Q�W���L�S�P�H��
�G�S�R�ü�M�G�X�M�R�K���Z�I�V�W�M�S�R�W���S�J���X�L�I���W�E�Q�I���E�W�W�I�X���M�R�J�S�V�Q�E�X�M�S�R�����M�X��
�G�V�I�E�X�I�W���G�S�R�J�Y�W�M�S�R�����M�R�I�ý�G�M�I�R�G�]���E�R�H���V�M�W�O�����&���N�S�M�R�I�H���Y�T��
approach ensures that every team, from surveyors to 
�û�R�E�R�G�I���S�ý�G�I�V�W�����M�W���[�S�V�O�M�R�K���J�V�S�Q���E���W�M�R�K�P�I�����X�V�Y�W�X�I�H���W�S�Y�V�G�I���S�J��
�X�V�Y�X�L�����8�L�M�W���R�S�X���S�R�P�]���M�Q�T�V�S�Z�I�W���E�G�G�Y�V�E�G�]���E�R�H���G�S�R�û�H�I�R�G�I���M�R��
reporting but also supports better decision-making and 
long-term planning.

Plan for smart integrations
The power of asset management software grows 
when it’s connected. Plan for integrations with housing 
�Q�E�R�E�K�I�Q�I�R�X���W�]�W�X�I�Q�W�����û�R�E�R�G�M�E�P���W�]�W�X�I�Q�W���E�R�H���V�I�T�E�M�V�W��
platforms. As mentioned above, having data consistency 
across systems allows your organisation to work from 
a single source of truth, thereby reducing duplication, 
improving visibility and enabling a more joined-up service 
for tenants.

Tailor training for housing teams
Training should be shaped by role and responsibility. 
���Y�V�Z�I�]�S�V�W���E�R�H���E�W�W�I�X���T�P�E�R�R�I�V�W���[�M�P�P���R�I�I�H���H�M�ú�I�V�I�R�X���X�V�E�M�R�M�R�K��
�X�S���S�G�G�E�W�M�S�R�E�P���Y�W�I�V�W���P�S�K�K�M�R�K���M�R���J�S�V���V�I�T�S�V�X�W�����4�ú�I�V���F�M�X�I���W�M�^�I�H��
video tutorials for light users, hands-on sessions for 

�X�I�G�L�R�M�G�E�P���W�X�E�ú���E�R�H���E�W�W�M�K�R���W�]�W�X�I�Q���G�L�E�Q�T�M�S�R�W���X�S���W�Y�T�T�S�V�X��
others internally.

Make sure your training plans also cover future 
onboarding so that new starters can quickly become 
�G�S�R�û�H�I�R�X���Y�W�I�V�W��

Embed the system, don’t just launch it
The go-live date is the start of business change, not 
the end of the project. Establish weekly check-ins with 
your software provider to log and resolve issues, identify 
additional training needs and gather feedback from users. 
This embedding phase ensures the software becomes 
part of daily working life rather than something that’s 
bolted on and underused.

Handover to long-term support teams
Once implementation is complete, a structured handover 
to internal support and client relationship teams is 
essential. These teams will maintain the relationship, 
ensure the system continues to deliver value and help to 
identify opportunities for continuous improvement, such 
�E�W���R�I�[���Q�S�H�Y�P�I�W�����W�]�W�X�I�Q���V�I�û�R�I�Q�I�R�X�W���S�V���T�V�S�G�I�W�W���X�[�I�E�O�W��
�J�S�V���J�Y�V�X�L�I�V���I�ý�G�M�I�R�G�]��

Conclusion
For housing providers, asset management software has 
the potential to revolutionise how their housing stock is 
maintained, how compliance is tracked and how value is 
delivered across communities.

But unlocking that potential relies on more than just 
good software. It requires strong discovery, clean data, 
cross-functional collaboration and a clear path from 
implementation to business as usual. Get that right, and 
the system won’t just work, it will help transform your 
organisation for the better.

Mel Dooley is the senior project management at 
PIMSS Data Systems.
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Darlington Borough Council has cut its arrears 

from over £1m to £885,000, a reduction of 

£145,000, following its use of Mobysoft’s 

RentSense software for its income collection 

processes.

The council has also doubled its collections from former 
tenants’ arrears, from £81,000 to £187,000 in one year, 
alongside a caseload completion rate of 91 per cent by its 
income team.

Sarah Williams, income team leader, Darlington Borough 
�(�S�Y�R�G�M�P�����W�E�M�H�����¸�7�I�R�X���I�R�W�I���L�E�W���L�I�P�T�I�H���S�Y�V���W�X�E�ú���X�S���F�I�X�X�I�V��
understand the ‘why’ behind many of our arrears cases. 
RentSense gives us the ability to focus early on the right 
cases – when you leave it too long, the arrears build up 
�E�R�H���M�X�¶�W���L�E�V�H�I�V���J�S�V���X�L�I���G�Y�W�X�S�Q�I�V���X�S���V�I�G�S�Z�I�V���¹

VIVID Housing’s charitable arm, VIVID Plus, 

has helped thousands of its customers save 

money through its partnership with Housing 

Perks and its dedicated discount app for social 

housing residents.

Housing Perks’ app provides savings of up to 20 per cent 
at over 100 well-known retailers, including supermarkets, 
high-street shops and online stores spanning food, fuel, 
clothing and other daily purchases.

Since VIVID’s launch of Housing Perks, more than 5,000 
customers have signed up to the app and bought over 
16,000 vouchers.

VIVID has also expanded its project to allow customers 
to put their savings from the Housing Perks’ discounts 
�X�S�[�E�V�H�W���X�L�I�M�V���V�I�R�X���E�G�G�S�Y�R�X�W�����[�M�X�L���X�L�I���û�V�W�X���Y�W�I�V�W���L�E�Z�M�R�K��
already contributed over £10,000 to their rent.

Alex Nagle, customer service director, VIVID, said, “It’s 
great to see the positive impact Housing Perks is having – 
�X�L�I���W�E�Z�M�R�K�W���E�R�H���F�I�R�I�û�X�W���L�E�Z�I���F�I�I�R���W�Y�F�W�X�E�R�X�M�E�P���¹

Darlington Council 
cuts arrears & boosts 
FTA collections with 
Mobysoft RentSense

Thousands of VIVID 
residents gain 
Housing Perks
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Jenny Wilks, Head of Digital Delivery and Sam Hardy, 
Graduate Business Analyst, CHP

We’re always looking for ways to improve, including 
adopting new digital solutions to enhance our services 
�E�R�H���I�R�E�F�P�I���S�Y�V���X�I�E�Q���X�S���L�I�P�T���G�Y�W�X�S�Q�I�V�W���Q�S�V�I���I�ý�G�M�I�R�X�P�]����
One example of this is implementing RPA for invoice 
processing in our supply chain.

The challenge
One of the key responsibilities for our supply-chain team 
is processing invoices from suppliers. The team faces a 
�W�M�K�R�M�û�G�E�R�X���E�H�Q�M�R�M�W�X�V�E�X�M�Z�I���F�Y�V�H�I�R�����H�I�E�P�M�R�K���[�M�X�L���E�V�S�Y�R�H��
15,000 invoices each year. Each of these invoices has to 
be manually checked, validated and uploaded through a 
�T�V�S�G�I�W�W���S�J���E�P�Q�S�W�X���������W�X�I�T�W���J�V�S�Q���W�X�E�V�X���X�S���û�R�M�W�L� ���H�I�T�I�R�H�M�R�K��
on the size of the invoice, this could take 5-15 minutes per 
invoice to do.

The process is prone to errors (due in part to the volume of 
invoices) and often requires one employee to be allocated 
each day to meet business demand. The process 
needs a person to review the inbox to identify which 
documents are invoices, credit notes and statements, 
before extracting the relevant data from the invoices and 
creating these against purchase orders in our system, MRI 
OneContractor. Furthermore, each supplier has its own 
way of sending invoices, making it challenging for our 
team. This can result in a range of problems including:

•  Missed invoices;
•  Suppliers putting us on ‘stop’ until payment is received;
•  Newer invoices often being processed before older o nes;
•   The invoice inbox often exceeding what can be 

processed in regular working hours, meaning overtime 
is required.

Solution design
We considered EDI (electronic document integration) to 
automate purchase orders into MRI OneContractor but a 
proof-of-concept revealed its limitations. For example, it 
�H�M�H�R�¶�X���E�P�M�K�R���[�M�X�L���S�Y�V���M�R�X�I�V�R�E�P���û�R�E�R�G�M�E�P���V�I�K�Y�P�E�X�M�S�R���T�V�S�G�I�W�W�I�W��
and only had a 50 per cent success rate. Furthermore, 
some suppliers don’t use EDI, preventing its applicability 
and scalability to all suppliers.

We instead decided to investigate a potential solution 
�Y�W�M�R�K���E���G�S�Q�F�M�R�E�X�M�S�R���S�J���7�5�&���E�R�H���E�V�X�M�û�G�M�E�P���M�R�X�I�P�P�M�K�I�R�G�I���
�&�.����

Our goal was to read the invoice PDFs and put the 
extracted data into a work queue which could be checked 
by our supply-chain team (where required). Once all 
�X�L�I���H�I�X�E�M�P�W���[�I�V�I���G�L�I�G�O�I�H�����X�L�I���7�5�&���F�S�X���[�S�Y�P�H���û�R�H���X�L�I��
corresponding purchase order in MRI OneContractor and 
create the invoice against it. This allows any discrepancies 
�M�R���W�X�S�G�O���G�S�H�I�W���E�R�H���U�Y�E�R�X�M�X�M�I�W���X�S���F�I���M�H�I�R�X�M�û�I�H���E�R�H���X�V�M�K�K�I�V��
an error message, highlighting that an invoice requires 
manual intervention.

The development challenges fell into four key areas:

•  Speed of delivery ;
•  Integrations with multiple systems;
•  Gathering data from unstructured documents;
•   Giving our supply-chain team control over the  

decision-making process.

We decided to combine Toca.io’s low-code RPA 
platform and Abbyy’s AI power invoice platform to 
completely overhaul the current process. The AI power 
invoice platform reads and extracts data from complex, 

CHP’s invoicing 
transformation 
with RPA

CHP was Highly Commended in the Innovation category at the Housing Technology Awards 2025. 

Jenny Wilks, head of digital delivery, and Sam Hardy, graduate business analyst, from CHP 

explain how the housing provider has overhauled its manual invoice processing using robotic 

process automation.
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Using the RPA tool is an 

exciting step forward to 

bring more automation 

into a team consumed by 

time-consuming manual 

processes. By saving 

these valuable hours, we 

can focus on contract 

management, working 

with our suppliers and 

providing a better service 

for our stakeholders.

Sam Wright, Planning & Logistics 
Performance Manager, CHP

unstructured PDFs and the Toca platform orchestrates 
the process by uploading the invoice data to MRI 
OneContractor using the RPA bot.

Implementation
�4�Y�V���û�V�W�X���G�L�E�P�P�I�R�K�I���[�E�W���V�I�G�S�K�R�M�W�M�R�K���X�L�I���H�M�ú�I�V�I�R�X���X�]�T�I�W��
of documents attached in supplier emails. The RPA bot 
integrates with a Graph API tool, which allows access to 

the supply-chain 
inbox. The bot 
reviews each email 
to identify the type 
of document so they 
can each be handled 
�M�R���E���W�T�I�G�M�û�G���[�E�]����
�8�L�M�W���G�P�E�W�W�M�û�G�E�X�M�S�R��
uses machine 
visioning to read and 
understand the email 
and key text within 
the documents. 
Once completed, 
the documents are 
sorted into three 
categories: invoices, 
delivery notes and 
statements.

The invoices are then 
sent to the AI tool, 
which analyses and 
gathers the required 
data using optical 
character resolution 
(OCR) technology. 
�8�L�M�W���G�P�E�W�W�M�û�I�W��
invoices by supplier 
and then AI is used to 
collect the following 

information: PO number, invoice number, invoice date, 
net amount, total VAT, gross amount, and stock codes, 
descriptions, quantities, item prices, total values and VAT 
rates for each line item.

To ensure high accuracy of the data collected, the AI gives 
�E���G�S�R�û�H�I�R�G�I���W�G�S�V�I���S�R���I�E�G�L���S�J���X�L�I���H�E�X�E���T�S�M�R�X�W�����.�J���X�L�I���&�.���M�W�R�¶�X��
�G�S�R�û�H�I�R�X���X�L�E�X���M�X���L�E�W���K�E�X�L�I�V�I�H���X�L�I���H�E�X�E���G�S�V�V�I�G�X�P�]�����M�X�¶�W���W�I�R�X��
to a ‘validation tasks’ work queue where the supply -chain 
team can check the details against the correspondin g 
invoice PDF and manually correct the errors.

�.�J���X�L�I���&�.���K�E�X�L�I�V�W���X�L�I���H�E�X�E���X�S���E���L�M�K�L���G�S�R�û�H�I�R�G�I���W�G�S�V�I���E�R�H��
all the data points are read correctly, the invoices are sent 

to a ‘processed documents’ work queue where they can 
then be uploaded.

Because MRI OneContractor doesn’t have a fully-
accessible API, the supply-chain team uploads the 
invoices using the RPA bot. The bot logs into MRI 
OneContractor to process the invoices. The corresponding 
PO number is found from the extracted data and the 
product lines on the invoices are matched as goods 
�V�I�G�I�M�Z�I�H���E�K�E�M�R�W�X���X�L�M�W���Y�W�M�R�K���W�X�S�G�O���G�S�H�I�W�������T�I�G�M�û�G��
exceptions are built in here to mark purchase orders as 
part-delivered if there are outstanding items or to trigger 
error messages in the Toca app where uploads have failed 
and require manual intervention. If the invoices match the 
purchase order correctly, the automation runs fully and 
creates the invoice using the extracted information.

Business impact
The overhaul of this process has led to a huge time saving 
of up to 10 minutes per invoice and our supply-chain team 
now only need to manually correct ‘errored’ invoices. As 
we increase the number of suppliers we work with, we 
�I�W�X�M�Q�E�X�I���E�R�R�Y�E�P���V�I�W�S�Y�V�G�I���I�ý�G�M�I�R�G�M�I�W���S�J���S�Z�I�V���������������L�S�Y�V�W��
or at least one full-time employee. Additionally, it has:

•   Created an accessible and reusable platform to resolve 
���9�´�E���Ï�å���g�š�å�s���å�x���å�þ�Ï���å�9�‹�,�¼�•

•  Ensured manual interventions are kept to a minimum;
•   Maximised visibility of outstanding invoices requiring 

individual attention;
•   �„���
�9�����Ï�±�9�‹�,�¼���s�å�Ú�š�Ï�å�Ú���Ú�å�,�±�¼�x�����9���^�±�¼�5�å�9�‹�x���±�9�Ú���ü�å�µ�å�s��

email follow-ups;
•  Improved performance monitoring and reporting.

�&�W���E���V�I�W�Y�P�X���S�J���X�L�I���F�I�R�I�û�X�W���W�I�I�R���F�]���S�Y�V���W�Y�T�T�P�]���G�L�E�M�R���X�I�E�Q����
we’re currently in the process of automating our estates 
management invoices, using the same automation to 
�W�M�K�R�M�û�G�E�R�X�P�]���V�I�H�Y�G�I���X�L�I���E�H�Q�M�R�M�W�X�V�E�X�M�Z�I���F�Y�V�H�I�R���M�R���E�R�S�X�L�I�V��
high-volume business area.

Jenny Wilks is the head of digital delivery and Sam 
Hardy is a graduate business analyst at CHP. The 
housing provider was Highly Commended in the 
Innovation category at the Housing Technology 
Awards 2025.
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Northern Ireland Housing Executive has  

chosen Asprey Assets for the operational  

asset management and compliance  

monitoring of its 83,000 properties.

Once implemented, NIHE will use Asprey Assets to 
manage the asset data for its entire housing portfolio, 
support investment planning, strengthen regulatory 
compliance, streamline internal operations and improve 
reporting capabilities.

Paul Isherwood, director of asset management,  
Northern Ireland Housing Executive, said, “We’re 
looking forward to working with Asprey Assets – its 
asset management platform will help us to manage  
our extensive portfolio and to plan future investments 
�E�V�S�Y�R�H���S�Y�V���X�I�R�E�R�X�W�¶���L�S�Q�I�W���¹

Look Ahead 
extends Asprey 
deployment
Look Ahead is 
in the middle of 
implementing Asprey 
Solutions’ Aspire BI 
software for better 
business intelligence 
around its property 
portfolio. This 
follows the housing 
and care provider’s 

deployment of Asprey Assets for operational asset 
�Q�E�R�E�K�I�Q�I�R�X���E�R�H���T�P�E�R�R�I�H���[�S�V�O�W���M�R���4�G�X�S�F�I�V������������

Zahra Rankin, head of property transformation and 
change management, Look Ahead, said, “The support 
provided by Asprey Solutions to get our Aspire BI module 
implemented has been exceptional – the team has always 
been available with a helping hand. Aspire BI has already 
�G�L�E�R�K�I�H���X�L�I���[�E�]���[�I���X�L�M�R�O���E�F�S�Y�X���S�Y�V���T�V�S�T�I�V�X�]���T�S�V�X�J�S�P�M�S���¹

Asprey adds 
NPV Lite
Asprey Solutions has recently added NPV Lite to its Asprey 
Assets platform as a free module to existing customers to 
�L�I�P�T���X�L�I�Q���F�I�X�X�I�V���Y�R�H�I�V�W�X�E�R�H���X�L�I���P�S�R�K���X�I�V�Q���û�R�E�R�G�M�E�P���E�R�H��
social performance of their housing assets.

�&�W�T�V�I�]���W�E�M�H���X�L�E�X���3�5�:���1�M�X�I���S�ú�I�V�W���E���W�M�Q�T�P�I���E�R�H���E�G�G�I�W�W�M�F�P�I��
way to assess asset-level net earnings using the concept 
of net present value (NPV). Using forecast maintenance 
data within Asprey Assets, NPV Lite allows users to 
input additional income and operational costs, apply key 
�û�R�E�R�G�M�E�P���T�E�V�E�Q�I�X�I�V�W���E�R�H���M�R�W�X�E�R�X�P�]���T�V�S�H�Y�G�I���M�R�J�S�V�Q�E�X�M�Z�I�����]�I�X��
basic-level NPV calculations.

The software provider said that although NPV Lite doesn’t 
�S�ú�I�V���X�L�I���Q�S�H�I�P�P�M�R�K���V�M�K�S�Y�V���S�V���Q�Y�P�X�M���W�G�I�R�E�V�M�S���T�P�E�R�R�M�R�K��
available from its main AspireBI software, by equipping 
all users with greater visibility of net earnings, NPV Lite 
helps to identify underperforming assets and build a 
case for their improvement, as well as to highlight 
�H�M�W�T�E�V�M�X�M�I�W���M�R���û�R�E�R�G�M�E�P���T�I�V�J�S�V�Q�E�R�G�I���E�R�H���W�T�E�V�O���Q�S�V�I��
informed discussions around asset interventions and 
investment decisions.

NIHE signs 
up for 
Asprey 
Assets
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Platform Housing Group has implemented a 

new complaints management system powered 

by Microsoft Dynamics 365, delivered in 

partnership with Baytree Solutions.

Platform Housing is now taking a more analytical 
approach to tenants’ complaints, with the new system 
providing insights into root causes, recurring issues and 
service trends.

The housing provider’s customer experience team now 
uses the complaints tool to track performance and ensure 
regular communication with tenants. Platform Housing is 

also exploring the use of AI and machine learning to 
extract deeper insights from its growing dataset of 
complaints, with the aim of moving towards a proactive, 
intelligence-led service that can prevent problems before 
they escalate.

Baytree Solutions’ implementation of Dynamics includes 
an ‘aftercare’ module, so that any actions promised as part 
of Platform Housing’s complaint-handling resolutions are 
tracked, followed up and completed.

Platform Housing 
tackles complaints 
with Microsoft & 
Baytree Solutions

Places for People 
takes on 
Alertacall
Places for People has installed Alertacall’s 

Housing Proactive service at 100 of its 

retirement living schemes

The Housing Proactive service is giving over 3,000 
residents access to digital touchscreens for two-way 
communications with their housing provider, reporting of 
�V�I�T�E�M�V�W���E�R�H���R�Y�M�W�E�R�G�I�W�����E�R�H���H�E�M�P�]���[�I�P�P�R�I�W�W���G�S�R�û�V�Q�E�X�M�S�R�W��
via Alertacall’s OKEachDay service.

The roll-out across Places for People’s Living Plus 
communities is following a pilot project at 800 properties 
in Huntingdon and Derby, including general needs, 
leaseholder, retirement living and supported homeless.

Christine Candlish, director of Living Plus, Places for 
People, said, “The Alertacall touchscreen device allows 
our residents to report repairs and have two-way digital 
engagement with us. At the same time, we can check 
everything is all right at their property and that their 
�G�L�E�R�K�M�R�K���R�I�I�H�W���E�V�I���F�I�M�R�K���M�H�I�R�X�M�û�I�H��

“Even those who’ve never used this kind of technology 
before have found it easy to use, and the installation 
�T�V�S�G�I�W�W���M�W���U�Y�M�G�O���E�R�H���W�M�Q�T�P�I���¹
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Bethany Christmas, FireAngel’s technical 

speci�cation manager, looks at the use 

of technology in social housing to protect 

vulnerable residents and provide early detection 

of risks to improve residents’ wellbeing.

Systemic barriers and industry challenges continue to 
�L�M�R�H�I�V���X�L�I���I�ú�I�G�X�M�Z�I���M�Q�T�P�I�Q�I�R�X�E�X�M�S�R���S�J���Q�I�E�W�Y�V�I�W���X�S���I�R�W�Y�V�I��
safer social housing. While some progress has been 
made following more than 50 recommendations in the 
Independent Review of Building Regulations & Fire Safety 
(Hackitt Review) and the establishment of the Building 
Safety Regulator, the home-safety landscape in the UK 
�V�I�Q�E�M�R�W���G�S�Q�T�P�I�\�����7�I�K�Y�P�E�X�M�S�R�W���H�M�ú�I�V���F�]���G�S�Y�R�X�V�]�����X�L�I�V�I���M�W���E��
lack of education and clarity around compliance and the 
cost-of-living crisis has had a shocking impact on fuel-
poverty levels.

���S�G�M�E�P���L�S�Y�W�M�R�K���T�V�S�T�I�V�X�M�I�W���X�L�E�X���E�V�I���Y�R�û�X���J�S�V���T�Y�V�T�S�W�I�����H�Y�I���X�S��
factors such as incomplete electrical safety tests, overdue 
�û�V�I���V�I�Q�I�H�M�E�P���E�G�X�M�S�R�W���E�R�H���H�E�R�K�I�V�S�Y�W���P�I�Z�I�P�W���S�J���H�E�Q�T���E�R�H��
mould, require a more holistic approach that considers all 
components of home safety because the risks are often 
interconnected.

For example, during the cold winter months, a tenant 
�Q�E�]���X�V�]���X�S���L�I�E�X���X�L�I�M�V���ü�E�X���[�M�X�L���E���K�E�W���û�V�I���F�Y�X���M�J���M�X���M�W���T�S�S�V�P�]��
insulated, damp and mould levels can rise and the risk of 
carbon monoxide poisoning increases. However, viable 
technological solutions exist to manage risks and improve 
the wellbeing of residents across the UK.

Current attitudes
The pandemic heightened societal awareness of health 
and safety which extended beyond that of infection and 
illness. Consumers are now more actively concerned with 
wellbeing in all areas of their lives. Greater transparency 

and availability of information means they are better 
informed to question safety measures in the home and 
demand reliable solutions. Organisations lead with more 
human-centric business strategies, and many actively 
contribute to improving people’s lives.

As part of this shift, pre-emptive work and proactive 
prevention have become more prevalent to keep people 
safe, with technology driving change. Smart alarms 
and environmental sensors that connect to individual’s 
mobiles, and alarm systems in a social housing portfolio 
that can be remotely monitored on a dashboard provide 
real-time updates on the home environment, allowing 
for greater control over home safety, enabling proactive 
intervention when necessary.

Reactive solutions are still common, especially regarding 
damp and mould but with stories of social housing in 
particular failing to meet acceptable standards, the 
demand for ‘always-on’ measures is growing.

�.�R���E�H�H�M�X�M�S�R�����X�L�I���F�I�R�I�û�X�W���S�J���M�R�X�I�V�G�S�R�R�I�G�X�I�H���W�]�W�X�I�Q�W���E�V�I��
more widely recognised. Such systems mean that if one 
alarm is triggered in a home, all alarms will sound, alerting 
residents wherever they are in the home, maximising 
critical seconds for escape.

360-degree safety 
in the home
Bethany Christmas, Technical Speci�cation Manager, 
FireAngel



Scotland is currently the only country in the UK which 
legislates that every home should be installed with 
interlinked smoke and heat alarms. In England and Wales, 
there is no legal requirement for an interlinked smoke and 
heat alarm system in buildings, but they are advised in 
larger properties.

However, the regulations outlined in the Regulatory 
Reform (Fire Safety) Order 2005 may require larger 
buildings or houses with multiple occupation (HMO) to 
install interlinked alarms if standalone alarms can’t be 
heard across the property. This falls under the duty of 
care for the ‘responsible person’, who may be the property 
owner, building manager or employer, to adequately 
protect inhabitants from risk.

For cold, damp and mould, stories of safeguarding failures 
have given rise to a wider perception and understanding 
of the risks of home environmental conditions. Awaab’s 
Law, set to come into force in October 2025, mandates 
that housing providers must address reported hazards, 
�T�E�V�X�M�G�Y�P�E�V�P�]���H�E�Q�T���E�R�H���Q�S�Y�P�H�����[�M�X�L�M�R���W�T�I�G�M�û�G���X�M�Q�I�J�V�E�Q�I�W����
This law aims to prevent similar tragedies to the death 
of Awaab Ishaak who tragically lost his life as a result of 
prolonged exposure to mould in social housing.

Trends
The integration of internet of things (IoT) into home safety 
systems has given housing providers more advanced 
options for risk management and preventative strategies.

IoT-enabled solutions deliver real-time, data-driven 
�Q�S�R�M�X�S�V�M�R�K���E�G�V�S�W�W���I�R�X�M�V�I���T�V�S�T�I�V�X�]���T�S�V�X�J�S�P�M�S�W�����S�ú�I�V�M�R�K��
scalable deployment and seamless integration with 
existing legacy systems. These technologies provide 
immediate visibility into residents’ wellbeing and 
property safety risks, enabling housing providers, carers 
or homeowners to proactively address issues such as 
recurring home safety alarm activations.

Centralised systems that analyse alarm trigger patterns 
and other risk indicators facilitate early interventions, 
�V�I�H�Y�G�M�R�K���Y�R�R�I�G�I�W�W�E�V�]���G�E�P�P�S�Y�X�W���J�S�V���û�V�I���E�R�H���V�I�W�G�Y�I���W�I�V�Z�M�G�I�W��
(FRS) by distinguishing likely false alarms. For example, 
if a deaf resident repeatedly triggers a heat alarm while 
cooking and a neighbour routinely intervenes, smart 
monitoring can alert the landlord to the pattern. The 
landlord can then investigate, address the underlying 
cause and install more suitable alarm solutions for the 
individual resident’s needs.

Combination alarms give homeowners the option of a 
�X�[�S���M�R���S�R�I���W�S�P�Y�X�M�S�R���J�S�V���û�V�I���E�R�H���G�E�V�F�S�R���Q�S�R�S�\�M�H�I���W�E�J�I�X�]����
�8�L�I�W�I���E�P�E�V�Q�W���E�V�I���S�J�X�I�R���E���Q�S�V�I���G�S�W�X���I�ú�I�G�X�M�Z�I���W�S�P�Y�X�M�S�R��
when accounting for the installation and maintenance of 
a single alarm versus two separate ones. These alarms 
�E�P�W�S���Y�W�Y�E�P�P�]���L�E�Z�I���E�R���I�P�I�Q�I�R�X���S�J���W�Q�E�V�X���M�R�X�I�K�V�E�X�M�S�R�����S�ú�I�V�M�R�K��
intuitive displays with alerts sent to users’ phones so 
that an intervention can be actioned remotely even if the 
homeowner is away. Early intervention limits damage 
�X�S���X�L�I���T�V�S�T�I�V�X�]���E�R�H���V�M�W�O���X�S���M�R�L�E�F�M�X�E�R�X�W���F�I�G�E�Y�W�I���û�V�I���E�R�H��
�V�I�W�G�Y�I���W�I�V�Z�M�G�I�W���G�E�R���F�I���R�S�X�M�û�I�H���E�R�H���E�X�X�I�R�H���X�L�I���û�V�I���W�S�S�R�I�V��
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Solutions for cold, damp and mould vary by property, 
�F�Y�X���W�Q�E�V�X���X�I�G�L�R�S�P�S�K�]���M�W���û�R�H�M�R�K���M�X�W���T�P�E�G�I���E�P�S�R�K�W�M�H�I��
conventional solutions such as insulation and 
�H�I�L�Y�Q�M�H�M�û�I�V�W�������Q�E�V�X���X�L�I�V�Q�S�W�X�E�X�W���E�R�H���I�R�Z�M�V�S�R�Q�I�R�X�E�P��
sensors can connect to users’ home safety systems and 
�W�I�R�H���R�S�X�M�û�G�E�X�M�S�R�W���S�J���E���F�Y�M�P�H���Y�T���S�J���Q�S�M�W�X�Y�V�I���S�V���T�V�S�Z�M�H�I��
warnings of any temperature variation that might cause 
risk. These sensors can also be connected to ventilation 
apparatus such as smart fans, and some have the ability to 
�E�Y�X�S�Q�E�X�M�G�E�P�P�]���X�V�M�K�K�I�V���W�Y�M�X�E�F�P�]���I�R�E�F�P�I�H���H�I�L�Y�Q�M�H�M�û�I�V�W��

For housing providers, some environmental sensing 
technology can connect to a central platform that allows 
them to remotely view the status of properties in real-time. 
This pre-emptive solution paves the way for interventions 
before environmental problems such as mould become 
a health hazard. Not only does this protect residents’ 
health and safety, but it also potentially avoids expensive 
remediations should damp and mould lead to the need 
for structural repairs.

Applying the 360-degree view
�8�L�I�W�I���R�I�[�I�V���G�S�R�R�I�G�X�I�H���H�I�Z�M�G�I�W���E�V�I���T�V�S�Z�I�R���X�S���S�ú�I�V��
�I�ú�I�G�X�M�Z�I���I�E�V�P�]���H�I�X�I�G�X�M�S�R���X�S���V�M�W�O�W���M�R���L�S�Y�W�M�R�K�����[�M�X�L��
continuous monitoring that saves lives and minimises  
the risk of expensive property damage.

With real-time data points, housing providers are also 
covered for compliance purposes because professional 
audits can be submitted more accurately and faster 
than manual reports. This transparent approach and 
opportunity for proactive prevention also saves money on 
repairs before they escalate.

�*�H�Y�G�E�X�M�S�R���S�R���X�L�I���F�I�R�I�û�X�W���S�J���X�I�G�L�R�S�P�S�K�]���M�R���L�S�Q�I���W�E�J�I�X�]���M�W��
becoming more available for homeowners and property 

managers looking to upgrade systems. This will be key for 
users looking to adopt these devices and understand the 
process of purchasing, installation, maintenance and use.

Conclusion
Holistic, tech-enabled home safety solutions will become 
even more accessible as technology continues to evolve 
to support safer and healthier homes, with devices alerting 
�M�R�L�E�F�M�X�E�R�X�W���S�V���F�Y�M�P�H�M�R�K���Q�E�R�E�K�I�V�W���E�X���X�L�I���û�V�W�X���W�M�K�R�W���S�J���V�M�W�O����
Data will be key in risk mitigation and systems that can 
provide an overview of a property’s current status in real-
time will improve the safety and wellbeing of residents in 
both public and private accommodation.

Housing providers that adopt these technologies early 
�[�M�P�P���W�I�I���E���G�S�W�X���F�I�R�I�û�X���M�R���V�I�H�Y�G�M�R�K���X�L�I���J�V�I�U�Y�I�R�G�]���E�R�H��
magnitude of costly repairs while also improving the 
customer experience and trust of residents.

As solutions become more interconnected between safety 
hazards, homeowners will be able to seamlessly monitor 
and manage the status of their home remotely, providing 
peace of mind and allowing for earlier interventions to 
protect the lives of loved ones.

Bethany Christmas is the technical speci�cation 
manager at FireAngel.

�8�L�I���û�V�W�X���W�X�E�K�I���[�E�W���S�T�I�V�E�X�M�S�R�E�P���[�M�X�L�M�R���������[�I�I�O�W���S�J��
the PanConnect project’s start, featuring income and 
debt assistance, a repairs diagnostic wizard and full 
integration with North Star’s DRS scheduling system.

Sean Lawless, director of insight and transformation, 
North Star Housing Group, said, “We’re delighted 
to be partnering with Housing Insight to deliver 
its PanConnect self-service app and portal to our 
�V�I�W�M�H�I�R�X�W�����8�L�M�W���W�S�P�Y�X�M�S�R���K�M�Z�I�W���Y�W���ü�I�\�M�F�M�P�M�X�]���E�R�H��
scalability combined with a seamless experience 
�E�G�V�S�W�W���F�S�X�L���T�P�E�X�J�S�V�Q�W���¹

North Star deploys 
Housing Insight’s self-
service app & portal
North Star Housing is in the middle of 

implementing Housing Insight’s PanConnect  

self-service app and portal, replacing an outdated 

system in conjunction with its deployment  

of a new housing management system.
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In a world where banking, shopping and 

communications are available 24/7, residents 

increasingly expect the same level of 

accessibility from their housing provider.

Providing residents with a digital engagement tool is 
crucial for modern housing providers, primarily because 
�M�X���H�I�P�M�Z�I�V�W���G�S�R�Z�I�R�M�I�R�G�I���E�R�H���G�L�S�M�G�I���X�L�V�S�Y�K�L�������������W�I�P�J��
�W�I�V�Z�M�G�I�����'�]���S�ú�I�V�M�R�K���E�R���S�R�P�M�R�I���T�S�V�X�E�P���S�V���E�T�T�����L�S�Y�W�M�R�K��
providers can empower their residents to manage their 
tenancies on their own schedule, free from the constraints 
�S�J���X�V�E�H�M�X�M�S�R�E�P���S�ý�G�I���L�S�Y�V�W��

Digital self-service unlocks ways for residents to interact 
on their own terms, such as the ability to make secure 
online rent payments, set up direct debits to avoid late 
fees and to report maintenance problems by uploading 
photos and tracking the repair request’s progress in real-
time. Such features transform essential, often frustrating 
�X�E�W�O�W���M�R�X�S���W�M�Q�T�P�I�����W�X�V�I�E�Q�P�M�R�I�H���M�R�X�I�V�E�G�X�M�S�R�W�����W�M�K�R�M�û�G�E�R�X�P�]��
improving the residents’ experience by giving them more 
control and autonomy.

Trust & transparency
These tools are key to fostering a stronger, trust-
based relationship through transparency and improved 
communication. An online portal and app serve as a single 
source of truth where residents can instantly access 
important documents such as tenancy agreements and 

payment histories, eliminating confusion and unnecessary 
contact. This transparency, combined with proactive, real-
�X�M�Q�I���Y�T�H�E�X�I�W���S�R���V�I�T�E�M�V�W���E�R�H���G�S�Q�Q�Y�R�M�X�]���R�I�[�W�����H�I�Q�]�W�X�M�û�I�W��
the housing provider's operations and keeps residents 
consistently informed.

�'�]���S�ú�I�V�M�R�K���E���G�P�I�E�V���E�R�H���S�T�I�R���G�L�E�R�R�I�P���J�S�V���M�R�J�S�V�Q�E�X�M�S�R���E�R�H��
interaction, housing providers can build greater trust and 
�G�S�R�û�H�I�R�G�I�����[�L�M�G�L���M�R���X�Y�V�R���V�I�H�Y�G�I���Q�M�W�Y�R�H�I�V�W�X�E�R�H�M�R�K�W����
disputes and formal complaints.

�8�L�I���T�V�M�Q�E�V�]���F�I�R�I�û�G�M�E�V�]���S�J���E���[�I�P�P���H�I�W�M�K�R�I�H���S�R�P�M�R�I���N�S�Y�V�R�I�]��
is the resident. For them, the shift to digital is not merely a 
technological upgrade but a fundamental improvement  
to their daily lives and their relationship with th eir housing 
�T�V�S�Z�M�H�I�V�����8�L�I���F�I�R�I�û�X�W���I�\�X�I�R�H���F�I�]�S�R�H���W�M�Q�T�P�I���G�S�R�Z�I�R�M�I�R�G�I����
fostering a sense of transparency, empowerment and control.

The road to digital self-service
�;�L�M�P�I���X�L�I���F�I�R�I�û�X�W���S�J���H�M�K�M�X�E�P���W�I�P�J���W�I�V�Z�M�G�I���Q�E�]���W�I�I�Q��
obvious for housing professionals, the route to the 
successful procurement and implementation of such 

Katrina Heyworth, Head of Sales, Housing Insight and 
Farrukh Syed, Programme Manager, Greatwell Homes

Creating 
convenience 
and customer 
con�dence
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solutions can be daunting. The choices you make 
throughout this phase can have a lasting impact in terms 
of the service you deliver in the future.

At Housing Insight, we have supported many housing 
providers over the past 10 years to deliver resident 
engagement solutions. Here are some of the key 
questions for housing providers in the procurement and 
implementation phases.

Buy or build?
If we buy, can our supplier really deliver to our 
requirements at a fair cost? If we develop it ourselves, will 
we have the resources and capabilities to deliver on a 
consistent basis, and at what cost?

Sector-speci�c or white label solution?
�)�S�I�W���S�Y�V���W�Y�T�T�P�M�I�V���O�I�I�T���Y�T���[�M�X�L���W�I�G�X�S�V���W�T�I�G�M�û�G��
requirements? Will they be able to provide an up-to-
date, compliant and relevant solution that will help our 
customers?

What do open APIs mean?
Do you have a clear picture of your integration 
�V�I�U�Y�M�V�I�Q�I�R�X�W�$���(�E�R���]�S�Y�V���W�Y�T�T�P�M�I�V���E�R�H���S�V���M�R���L�S�Y�W�I���X�I�E�Q��
deliver against those requirements, and what does ‘open 
API’ mean in practice?

Insights from Greatwell Homes
Once you’ve made those important decisions and you 
have your solution, you’ll need to engage your customers 
to encourage adoption and regular usage.

We recently hosted a webinar with Greatwell Homes, 
which has 71 per cent of its customers regularly using 
its self-service app, and it shared some of its nuggets of 
wisdom around self-service adoption and community 
building.

•  Channel shift is a process. It takes time and trust from the 
initial provision of a self-service solution for customers 
�X�S���W�Y�G�G�I�W�W�J�Y�P�P�]���F�I�G�S�Q�I���G�S�R�û�H�I�R�X���Y�W�I�V�W���S�J���]�S�Y�V���W�S�P�Y�X�M�S�R����
Widespread promotion and educational communications 
are essential tools to drive increased usage.

•  Engage customers early and often during the design 
process. Include customers in your requirements gat hering 
phase, delivering, testing and even marketing via w ord of 
mouth. Once other customers see that real customers  have 
been involved in the process, it builds trust.

•  Provide comprehensive training and ongoing support. 
Conduct a gap analysis and provide training not just 
�J�S�V���]�S�Y�V���G�Y�W�X�S�Q�I�V�W���F�Y�X���J�S�V���]�S�Y�V���W�X�E�ú���X�S�S�����W�S���X�L�I�]���G�E�R��
get used to the technology and provide support when 
needed.

•  Test, iterate and improve based on real-world feedback. 
Make enhancements over time and improve your 
solution little by little; it’s easier for customers to digest 
incremental changes rather than a complete overhaul.

•  Communicate clearly. It’s important to be clear in your 
messaging about what the tools are for and how they will 
help customers.

•  A solution for those who can and will. Engagement 
and adoption are vital but don’t expect 100 per cent 
�V�I�K�M�W�X�V�E�X�M�S�R���V�E�X�I�W���³���X�L�M�W���M�W���E�F�S�Y�X���S�ú�I�V�M�R�K���E���W�S�P�Y�X�M�S�R���J�S�V��
those that ‘can and will’.

Final thoughts
Plan for a long-term digital strategy. This shouldn’t be 
a ‘tick in a box’ exercise – it should be aligned with your 
other business requirements and should play a large part 
in your business.

Technology is constantly evolving so make sure you work 
with your partners (incl. third-party suppliers) to align your 
goals, and be clear that you expect collaboration on all 
levels. As technologies change, your solution should and 
that also aligns to business changes and replacement of 
legacy systems. Best of breed works well.

Think outside the box. Yes, you should have the bas ics 
such as paying rent or viewing repair histories but  what else 
�G�E�R���H�V�M�Z�I���X�V�E�R�W�J�S�V�Q�E�X�M�S�R�$���8�L�I���F�Y�W�M�R�I�W�W���F�I�R�I�û�X�W���W�L�S�Y�P�H��
�E�P�W�S���F�I���G�Y�W�X�S�Q�I�V���F�I�R�I�û�X�W�����W�S���L�S�[���G�E�R���]�S�Y���E�P�M�K�R���X�S���H�I�P�M�Z�I�V��
something for all. This is the residents’ money aft er all!

To view our full webinar on delivering a successful 
resident engagement platform with Greatwell Homes, 
please email sales@housing-insight.co.uk .

Katrina Heyworth is the head of sales at Housing 
Insight, and Farrukh Syed is the programme 
manager at Greatwell Homes.



It is astonishing how quickly we’ve become 

used to using technology to make our lives 

easier. We manage so many aspects of 

our lives from our smartphones that we 

don’t think twice about reserving a table 

at a restaurant, booking an Uber or paying 

a bill with an app. The more we use digital 

solutions for our ‘life admin’, the higher our 

expectations become.

That’s why it’s not surprising that our tenants expect to 
interact with us in a similar way. Customers should be able 
to request a repair during their lunch break, check their 
rent balance on the bus or update their personal details 
while they are waiting for the kettle to boil.

Easier access to housing services
At Wolverhampton Homes, we decided to give our 
customers the same positive user experience they have 
when they’re using any of their favourite apps.

As an arm’s length management organisation (ALMO), 
we’re responsible for managing most of the council homes 
on behalf of City of Wolverhampton Council. That is about 

���������������L�S�Y�W�I�L�S�P�H�W�����I�E�G�L���[�M�X�L���H�M�ú�I�V�I�R�X���P�M�Z�I�W�����V�S�Y�X�M�R�I�W���E�R�H��
preferences in how they want to engage with us.

A customer working nights, a busy parent or someone 
with caring responsibilities might not have the tim e to call us 
�H�Y�V�M�R�K���S�ý�G�I���L�S�Y�V�W�����H�V�S�T���Y�W���E�R���I�Q�E�M�P���S�V���Z�M�W�M�X���S�Y�V���[�I�F�W�M�X�I���X�S��
reschedule a boiler repair. We wanted to make it ju st as easy 
for them to tell us about their boiler as it is to order a pizza.

There’s always a risk that in providing customers with 
another digital channel to navigate, you’re actually making 
�X�L�I�M�V���P�M�Z�I�W���Q�S�V�I���H�M�ý�G�Y�P�X�����4�Y�V���W�S�P�Y�X�M�S�R���L�E�H���X�S���F�I���I�E�W�]���X�S���Y�W�I��
and smart enough to understand and adapt to each user, 
according to the services that matter to them, rather like a 
pizza delivery app that remembers your favourite toppings 
and suggests them before you even start your order.

An answer to customers’ needs
Many customers already expect to be able to manage the 
basics of housing from their phones; being able to make 
payments, track their rent or request simple maintenance 
calls using an app is just the start.

�8�L�I�]���G�E�R���R�S�[���û�R�H���X�L�I���M�R�J�S�V�Q�E�X�M�S�R���X�L�I�]���R�I�I�H���X�S���Q�E�R�E�K�I��
their tenancies, including self-service repairs, and 
checking their eligibility for social housing if they are on 
the housing waiting list.

To properly personalise communications, you need 
something more meaningful. That’s why we wanted to 
help our customers feel more connected by giving them 
an easy, relevant and interactive way to engage with us.

Self-service 
customer 
connections
Personalised 
communications, 
24/7 access and 
responsive services

Sam Dugmore, Systems Development & Support Manager, 
Wolverhampton Homes
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Personalisation in action
It seemed the perfect opportunity to help customers feel 
more connected, not only to the housing services they use 
all the time, but also to the communities they live in.

The more our customers use our NEC Engage app, which 
is part of our housing management platform, the more 
the app learns about what is important to them. It then 
tailors the content based on their previous activity and 
�S�ú�I�V�W���X�L�I�Q���M�R�J�S�V�Q�E�X�M�S�R���X�L�E�X���M�W���V�I�P�I�Z�E�R�X���X�S���X�L�I�Q�����X�L�I�M�V��
neighbourhoods and their lives.

We wanted to personalise the information because not 
everything is useful to everyone and even when it is, they 
may not need it at the same time. It depends on their 
home, their needs and situation. Nobody welcomes those 
annoying and irrelevant updates about advice they don’t 
need or news that doesn’t apply to them.

By learning over time what’s important to each household, 
we can make it easier for people to see the updates that 
are most helpful to them.

Time-savings all round
Since the ability to report and book repairs has mo ved online, 
we’ve seen many fewer missed appointments; if a cus tomer 
needs to cancel or reschedule a job, they can do it  on the 
app rather than waiting on the phone to speak to us .

This means scheduling changes reach our maintenance 
colleagues faster, allowing them to adjust their work plans 
�J�S�V���F�I�X�X�I�V���I�ý�G�M�I�R�G�]��

Customers have already shown a preference for managing 
their tenancies on the app. The NEC Engage-based app 
has now been downloaded 23,000 times, and we’ve seen 
a 50 per cent decrease in emails, a 90 per cent reduction 
in social media messages and 15 per cent fewer calls 
coming in.

This frees up our phone lines for those customers who 
still prefer to speak to us directly and gives us more time 
to spend with people who need to talk to us about more 
complex needs.

A channel for feedback
It’s important that housing providers make it as easy as 
possible for customers to get in touch when they need 
something, but we also wanted to gather their views and 
gain a deeper understanding of what services matter most 
to them.

Digital tools make it easier to create real-time dialogues. 
One example of this was when customers asked us for a 
�[�E�]���X�S���V�I�T�S�V�X���P�S�G�E�P�M�W�I�H���ü�]���X�M�T�T�M�R�K�����W�S���[�I���Q�E�H�I���E���T�S�M�R�X���S�J��
building that functionality into the platform.

This direct input from customers gives us a better insight 
into what’s important and helps us to make changes faster. 
Importantly, customers know we’re listening to them and 
�G�E�R���W�I�I���X�L�E�X���X�L�I�M�V���J�I�I�H�F�E�G�O���Q�E�O�I�W���E���H�M�ú�I�V�I�R�G�I��

Sam Dugmore is the systems development and 
support manager at Wolverhampton Homes.



Environmental monitoring

The Home Environment Gateway, with 
in-built temperature & humidity sensors, 
helps pinpoint properties at risk of damp 
& mould.  

Fire, damp & mould risk insight

Predict® uses unrivalled insight to 
support busy housing teams in protecting 
residents, properties and communities.  

Futureproof properties  

FireAngel Connected has the adaptability 
to support social landlords in navigating 
evolving legislation and tenants needs.

Remote monitoring made simple 

The Gateway is easy to install and can be 
added as the base plate of an SM-SN-1 or 
HM-SN-1 device, reducing installation cost 
and time.   

FireAngel Connected

Remotely monitor interlinked alarms, 
environmental sensors, compliance updates 
and access real-time status updates with 
our Connected cloud-based platform.

Smart solutions
for safer homes

Discover More



Customer service teams are under sustained 

pressure to deliver better resident outcomes 

with fewer resources. At the same time, 

residents now have more ways to get in touch 

than ever before. From WhatsApp to web chat, 

from email to voice, channel choice should no 

longer be an issue.

More channels mean more interactions, more data 
and more complexity for contact centre teams to 
manage. But within every interaction are signals about 
what’s bothering residents, what’s working, what’s not 
and where the organisation needs to act. Most of this 
information is unstructured; it’s buried in free text, call 
logs and conversation transcripts that never make it into 
dashboards.

Fortunately, tools are now available to make sense of this 
telemetry data, to gather insights from every interaction, 
ensure that residents are heard and measure how 
�I�ú�I�G�X�M�Z�I�P�]���X�L�I�M�V���R�I�I�H�W���E�V�I���F�I�M�R�K���Q�I�X��

Why chatbots matter
�;�L�I�R���M�Q�T�P�I�Q�I�R�X�I�H���T�V�S�T�I�V�P�]�����G�L�E�X�F�S�X�W���S�ú�I�V���V�I�W�M�H�I�R�X�W��
the most convenient way to access support and service 
information, all wrapped up in a familiar and convenient 
channel. From the bygone days of Microsoft’s Clippy 
to the modern world of large language models, digital 
assistants have helped and hindered us in equal measure. 
Capabilities aside, one thing is universally true of them  
all – if you’re not interacting with customers by chat,  
you’re missing out on valuable insights about how your 
service operates.

Digital agents, when done well, not only give residents the 
�G�L�E�R�G�I���X�S���V�I�W�S�P�Z�I���X�L�I�M�V���M�W�W�Y�I���û�V�W�X���X�M�Q�I�����M�R���E���G�L�E�R�R�I�P���X�L�I�]�¶�V�I��
comfortable with, they also provide a facility to gather 
insights at scale while reducing the pressure on your 
contact centre.

What chatbot interactions reveal
At Fuzzlab, we build intelligent messaging pipelines that 
power guided self-service for residents. They help to 
reduce demand on frontline teams and resolve simple 
�T�V�S�F�P�I�Q�W���U�Y�M�G�O�P�]�����'�Y�X���[�I���û�R�H���X�L�I�W�I���G�S�R�Z�I�V�W�E�X�M�S�R�W���S�ú�I�V��
more than just transactional support; they’re a window into 
what people are really experiencing.

We can see that residents are comfortable sharing 
personal information with chatbots and will often disclose 
personal, detailed information about their circumstances. 
They’ll talk openly about repairs, missed payments, job 
losses, anxiety and health concerns, often in the same 
sentence. These interactions reveal more than intent; they 
carry insight into residents’ wellbeing, service quality, 
satisfaction and unmet needs.

Without the right platform, these signals get lost. 
Opportunities to intervene are missed and residents are 
left feeling ignored and unsupported.

Making chat an enterprise tool
Fuzzlab’s messaging pipeline uses natural language 
processing (NLP) and feature detection to identify and log 
insight at every step of the user journey, to help classify 
intent and respond to residents in the most appropriate 
way. For example, it might return:

•  A generative response, grounded by relevant policy;

•  A guided user journey (e.g. repairs, status updates,  
�ü�E�s�5���^�s�å���,�,�a�•

CUSTOMER MANAGEMENT

����

Listening at scale – 
How to make sense 
of unstructured data

Paul Singleton, CEO, Fuzzlab



•  �e���x�å�±�5�,�å�x�x�����±�9�Ú���E�ý���‹�E���±�����š�5�±�9�Ø���
�š���Ú�å�Ú���µ�E�s�)���E�µ��
system or other AI.

Our platform uses natural language AI to route messages 
�F�E�W�I�H���S�R���R�I�I�H�����X�V�M�K�K�I�V���[�S�V�O�ü�S�[�W���E�R�H���ü�E�K���Z�Y�P�R�I�V�E�F�M�P�M�X�M�I�W����
It can gather data from other systems and make decisions 
on how to provide personalised solutions to residents’ 
problems.

�.�J���W�S�Q�I�S�R�I���X�]�T�I�W�����¸�.�¶�Z�I���P�S�W�X���Q�]���N�S�F�����X�L�I���ü�E�X�¶�W���J�Y�P�P���S�J���Q�S�Y�P�H��
�E�R�H���.���G�E�R�¶�X���T�E�]���V�I�R�X���X�L�M�W���Q�S�R�X�L���¹���S�Y�V���W�]�W�X�I�Q���H�S�I�W�R�¶�X���N�Y�W�X���P�S�K��
the message. It recognises arrears risk, health hazards and 
connects that resident to the right process immediately, 
�[�L�I�X�L�I�V���X�L�E�X�¶�W���W�T�I�G�M�û�G���E�H�Z�M�G�I���S�R���F�I�R�I�û�X���I�R�X�M�X�P�I�Q�I�R�X�����E��
�K�Y�M�H�I�H���V�I�T�E�M�V���F�S�S�O�M�R�K���[�S�V�O�ü�S�[�����E�K�I�R�X���L�E�R�H���S�ú���S�V���I�Z�I�R��
�L�E�R�H���S�ú���X�S���E�R�S�X�L�I�V���W�T�I�G�M�E�P�M�W�X���&�.��

Multi-layered approach
While generative AI has changed the game in many ways 
and agentic AI systems are emerging, some of the best 
customer outcomes can be delivered right now.

By combining machine learning and NLP with knowledge 
engineering and systems integration, you can create 
safe, secure and predictable user journeys that resolve 
most residents’ enquiries without the need for human 
interventions. For example, we detect and diagnose 
repairs by extracting known details from a conversation, 
�T�V�S�Q�T�X�M�R�K���J�S�V���E�R�]���Q�M�W�W�M�R�K���M�R�J�S�V�Q�E�X�M�S�R���E�R�H���X�L�I�R���S�ú�I�V�M�R�K�� 
a suitable appointment slot.

Insight into every interaction
The hierarchy of insight is common sense. The more 
�R�E�X�Y�V�E�P���E�R�H���Y�R�û�P�X�I�V�I�H���X�L�I���G�S�Q�Q�Y�R�M�G�E�X�M�S�R�����X�L�I���Q�S�V�I��
revealing the data is when it comes to understanding 
customer satisfaction. Chat should not only be seen as a 
support tool that can interact with a CRM or HMS, but also 
as a data stream that informs service design and drives 
proactive action.

While outcomes matter most to residents, the insight 
gained from every message is equally valuable to the 
organisation.

Conversation data can be structured, analysed and 
used to surface trends in arrears, repairs, dissatisfaction 
and unmet needs. It means that asset teams can spot 
recurring problems earlier, income teams can intervene 
faster and customer service leads can optimise what 
really matters to residents.

By turning natural chat into structured intelligence, you 
�G�E�R���Q�S�Z�I���J�V�S�Q���û�V�I�û�K�L�X�M�R�K���X�S���J�S�V�I�W�M�K�L�X�����&�R�H���]�S�Y���G�S�Y�P�H�� 
be doing it now, not in a hypothetical AI future, but today 
and at scale.

Paul Singleton is the CEO of Fuzzlab.

housing-technology.com 35

CUSTOMER MANAGEMENT



Putting AI in 
your contact 
centre
Sarah McRow, Head of Housing Sales, In�nity Group
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With housing providers struggling to upgrade 

systems and adopt technologies that enable 

them to deliver better outcomes for their 

tenants, meaningful implementations of AI can 

understandably seem a long way off.

There is a general assumption about advanced 
technologies, such as AI, that legacy systems and data 
�M�R�J�V�E�W�X�V�Y�G�X�Y�V�I�W���Q�Y�W�X���F�I���Q�S�H�I�V�R�M�W�I�H���W�M�K�R�M�û�G�E�R�X�P�]���M�J��
�S�V�K�E�R�M�W�E�X�M�S�R�W���[�E�R�X���X�S���V�I�E�T���X�L�I���F�I�R�I�û�X�W���S�J���E�R�]���M�R�X�I�K�V�E�X�M�S�R����
but when it comes to the contact centre, this couldn’t be 
further from the truth.

The legacy problem
Most housing providers operate with decades of layered 
IT systems, such as legacy housing management 
systems, standalone repair modules and a patchwork of 
compliance databases. Rarely do these systems talk to 
each other cleanly.

When teams are used to operating independently, 
�[�M�X�L���X�L�I�M�V���S�[�R���W�]�W�X�I�Q�W���E�R�H���T�V�S�G�I�W�W�I�W�����M�R�I�ý�G�M�I�R�G�M�I�W
are unavoidable. Contact-centre employees are on 
�X�L�I���J�V�S�R�X�P�M�R�I���[�L�I�R���M�X���G�S�Q�I�W���X�S���Q�E�R�E�K�M�R�K���X�L�M�W���M�R�I�ý�G�M�I�R�G�]��
because they’re responsible for ensuring inbound 
tenant issues are directed to the right teams 
and resolved.

�4�R���X�S�T���S�J���X�L�M�W���G�L�E�P�P�I�R�K�I�����G�S�R�X�E�G�X���G�I�R�X�V�I���W�X�E�ú���H�I�E�P��
with a high volume of tenant interactions across 
multiple communication channels, such as telephone, 
SMS and email, and must be able to demonstrate 
knowledge of complex issues and contact histories. 
�;�M�X�L���H�M�W�T�E�V�E�X�I���W�]�W�X�I�Q�W�����E���W�M�K�R�M�û�G�E�R�X���E�Q�S�Y�R�X���S�J���X�M�Q�I��
is spent reviewing historical interactions, establishing 
context and assigning a level of priority.

In an age in which digital applications deliver immediate 
value in every aspect of our lives, this experience 
understandably falls well below tenants’ expectations.

Leapfrogging legacy
�1�I�K�E�G�]���W�]�W�X�I�Q�W���E�R�H���T�V�S�G�I�W�W�I�W���E�V�I���E���W�M�K�R�M�û�G�E�R�X���L�Y�V�H�P�I���X�S��
�H�I�P�M�Z�I�V�M�R�K���Q�S�V�I���W�X�V�I�E�Q�P�M�R�I�H���E�R�H���E�Y�X�S�Q�E�X�I�H���[�S�V�O�ü�S�[�W���[�M�X�L��
AI within housing providers, but when it comes to t he contact 
centre, it’s possible to harness the technology wit hout 
modernising the organisation’s entire technology st ack.

The advantage of today’s AI services is that they 
don’t require a rip-and-replace approach. Modern AI 
tools can be deployed tactically, overlaid on existing 
systems through secure connectors and APIs, to deliver 
�M�Q�Q�I�H�M�E�X�I���F�I�R�I�û�X�W���M�R���E�V�I�E�W���W�Y�G�L���E�W���G�E�P�P���L�E�R�H�P�M�R�K�����X�V�M�E�K�I��
and summarisation. For housing providers that have 
been paralysed by the complexity of modernisation, this 
modular approach makes adoption realistic. AI becomes 
an accelerator, not another multi-year IT project.

In this respect, cloud services that are abstracted from 
�X�L�I���P�I�K�E�G�]���G�S�V�I���W�]�W�X�I�Q�W���E�V�I���X�L�I���Q�S�W�X���I�ú�I�G�X�M�Z�I���Q�I�E�R�W���S�J��
overcoming legacy.

By adopting hosted AI-powered omni-channel 
communications services, such as Dynamics 365 Contact 
Center, housing providers can deliver a support posture 
that reacts in real time to inbound requests and queries, 
whether they are received via phone call, email, online 
chat or SMS.

Underpinned by large language models (LLMs) that 
understand context, these cloud-based solutions can 
immediately deliver AI capabilities and value. For example, 
the response to inbound inquiries can be categorised 
because key words and sentiment can be examined in 
real time, enabling intelligent routing to the right teams, 
alongside a prioritisation score.
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As an example, if we take a tenant following up on a 
complaint via email, a contact-centre employee would 
need to read through a lengthy explanation of the 
problem and review the previous correspondence to 
gain a full understanding of the situation. This is a time-
consuming process that only serves to help the employee 
forward and escalate the problem to the right teams. But 
by automating these processes, housing providers can 
�I�\�T�I�H�M�X�I���Q�E�R�Y�E�P���T�V�S�G�I�W�W�I�W���E�R�H���I�R�E�F�P�I���X�L�I�M�V���W�X�E�ú���X�S���J�S�G�Y�W��
on higher value tasks and customer engagement.

Enhancing remediation with automation
AI introduces a single intelligence layer across all 
channels. Every incoming interaction, whether a phone 
call transcribed in real-time, a tenant email or a portal 
request, can be categorised, prioritised and routed 
automatically. High risk or urgent cases are surfaced 
instantly while routine queries can be redirected to self-
�W�I�V�Z�M�G�I���G�L�E�R�R�I�P�W�����8�L�I���S�Y�X�G�S�Q�I���M�W���E���W�Q�S�S�X�L�I�V���[�S�V�O�ü�S�[���J�S�V��
�W�X�E�ú���E�R�H���J�E�W�X�I�V���V�I�W�S�P�Y�X�M�S�R�W���J�S�V���X�I�R�E�R�X�W��

For frontline agents, AI also reduces the burden of 
repetitive administration. Case notes can be automatically 
generated from call transcripts, saving time and ensuring 
�E�G�G�Y�V�E�G�]�����.�R�W�X�I�E�H���S�J���X�]�T�M�R�K���Y�T���I�Z�I�V�]���M�R�X�I�V�E�G�X�M�S�R�����W�X�E�ú���G�E�R��
focus on resolving the issue at hand.

�+�Y�V�X�L�I�V���X�S���E�Y�X�S�Q�E�X�M�S�R���J�S�V���X�L�I���F�I�R�I�û�X���S�J���X�I�R�E�R�X�W���E�R�H��
�G�S�R�X�E�G�X���G�I�R�X�V�I���W�X�E�ú�����X�L�I�V�I���E�V�I���S�X�L�I�V���F�I�R�I�û�X�W���X�L�E�X���H�M�V�I�G�X�P�]��
�E�ú�I�G�X���L�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W�¶���V�I�K�Y�P�E�X�S�V�]���G�S�Q�T�P�M�E�R�G�I�����M�R���E��
landscape that is becoming less forgiving. In October 
�X�L�M�W���]�I�E�V�����&�[�E�E�F�¶�W���1�E�[���[�M�P�P���X�E�O�I���I�ú�I�G�X���M�R���X�L�I���W�S�G�M�E�P���V�I�R�X�I�H��
�W�I�G�X�S�V�����V�I�U�Y�M�V�M�R�K���L�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W���X�S���û�\���I�Q�I�V�K�I�R�G�]��
hazards and damp and mould cases within strict 
timeframes. Additional phases in 2026 and 2027 will 
extend to other housing hazards.

Just as importantly, AI-generated case records can 
provide a clear audit trail with time-stamped notes, 
helping housing providers to demonstrate compliance 
across the ‘big six’ safety areas of gas, electrical, asbestos, 
�P�I�K�M�S�R�I�P�P�E�����û�V�I���W�E�J�I�X�]���E�R�H���P�M�J�X�W��

�;�M�X�L���1�1�2���H�V�M�Z�I�R���&�.���W�Y�T�T�S�V�X�����G�E�P�P���G�I�R�X�V�I���W�X�E�ú���G�E�R��
immediately identify whether a case might breach 
compliance thresholds, prompt the right escalation and 
�K�I�R�I�V�E�X�I���G�P�I�E�V���R�S�X�I�W���X�L�E�X���ü�S�[���E�Y�X�S�Q�E�X�M�G�E�P�P�]���M�R�X�S���L�S�Y�W�M�R�K��
management systems. That means less risk of things 
slipping through the cracks and greater assurance that 
the housing provider can demonstrate compliance if 
challenged.

Deeper AI capabilities for self-service
By connecting to existing systems and data sources, 
advanced contact-centre solutions enable incredible 
�I�ý�G�M�I�R�G�]���K�E�M�R�W���X�L�V�S�Y�K�L���W�I�P�J���W�I�V�Z�M�G�I�����+�S�V���I�\�E�Q�T�P�I����
chatbots can manage many low-level inquiries, often just 
through directing tenants to information that is readily 
available on the housing provider’s own website. If further 
information is needed or a tenant begins to show signs of 
frustration or distress, the chatbot will escalate the issue 
to a contact-centre agent.

When chatbots are connected to other systems, such as 
CRMs, their ability to deal with more specialised inquiries 
will be enhanced. This is perhaps a bit further on for 
�Q�E�R�]���S�V�K�E�R�M�W�E�X�M�S�R�W�����F�I�G�E�Y�W�I���X�S���V�I�E�P�P�]���K�E�M�R���X�L�I���F�I�R�I�û�X�W���S�J��
enhanced automation, data across systems must be in a 
usable state and data infrastructures must be modernised.

Ultimately, there are many advanced solutions that 
housing providers can adopt and integrate to deliver value 
for tenants, but the human element must be preserved 
with any digital transformation.

Housing contact centres deal with sensitive and often 
complex issues where empathy and reassurance matter. 
Done right, AI allows agents to spend less time searching 
for information and more time engaging with tenants.

Sarah McRow is the head of housing sales at 
In�nity Group.
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�5�P�I�R�X�M�û�G�¶�W���W�G�S�V�I�G�E�V�H�W���G�S�Z�I�V���L�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W�¶���V�I�E�H�M�R�I�W�W��
across four key areas of risk, comprising contractors, 
�S�T�I�V�E�X�M�S�R�E�P���[�S�V�O�ü�S�[�W�����V�I�W�M�H�I�R�X���G�S�Q�Q�Y�R�M�G�E�X�M�S�R�W���E�R�H��
compliance reporting.

�8�S�R�]�����Q�M�X�L���J�V�S�Q���&�G�Y�X�E�R�G�I���(�S�R�W�Y�P�X�M�R�K�����W�E�M�H�����¸�5�P�I�R�X�M�û�G�¶�W��
scorecards place the emphasis on early reporting, with 
AI support to nip small incidents in the bud before they 
�F�I�G�S�Q�I���Q�E�N�S�V���L�I�E�P�X�L���L�E�^�E�V�H�W���J�S�V���V�I�W�M�H�I�R�X�W���¹

Plenti�c’s digital scorecards 
for Awaab’s Law
Plenti�c has developed digital readiness 

scorecards for housing providers ahead of the 

introduction of Awaab’s Law in October, with 

the aim of the scorecards to make it easier for 

housing providers to act within the new law’s 

timescales for damp and mould cases.

INFRASTRUCTURE

Don’t worry, 
be happy
Easy IoT networks for 
the future of housing

John Clarke, Managing Director, Social Telecoms

The road to hell is paved with good intentions, 

and nobody sets out to build a tangled system 

with fragmented data.

���E�H�P�]�����X�L�M�W���M�W���E���V�I�E�P�M�X�]���X�L�E�X���Q�E�R�]���L�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W���û�R�H��
themselves dealing with when complications creep into 
their technology infrastructure. However, a solution does 
�I�\�M�W�X�����S�ú�I�V�M�R�K���I�E�W�]���M�R�X�I�K�V�E�X�M�S�R�W���E�R�H���E���G�S�Q�T�V�I�L�I�R�W�M�Z�I���Z�M�I�[��
of properties.

More than just an IoT platform, HappyIoT is delivered as 
a complete survey, installation and hosting service. From 

assessing properties and selecting the best devices, to 
installing and maintaining them, this solution ensures 
housing providers have everything they need for a reliable, 
integrated IoT ecosystem.

Tailored to the needs of the housing sector, say ‘hello’ to 
HappyIoT.

Things fall apart
Many housing providers began digitising decades ago, 
�S�J�X�I�R���E�H�H�M�R�K���W�T�I�G�M�E�P�M�W�I�H���T�S�M�R�X���W�S�P�Y�X�M�S�R�W���X�S���û�\���X�L�I�M�V��
immediate problems. Over time, these solutions became 
deeply embedded, expensive to replace and ill-suited to 
new integrations.



housing-technology.com 39

CUSTOMER MANAGEMENT



INFRASTRUCTURE

����

At the same time, budget pressures and short-term g oals 
can push housing providers towards tactical decisio n-
making over long-term planning; while these solutio ns make 
�W�I�R�W�I���M�R���M�W�S�P�E�X�M�S�R�����X�L�I�]���V�E�V�I�P�]���E�H�H���Y�T���X�S���E�R���I�ú�I�G�X�M�Z�I���[�L�S�P�I��

�-�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W���G�E�R���û�R�H���X�L�I�Q�W�I�P�Z�I�W���M�R���E���W�X�E�X�I���S�J��
paralysis, chained to legacy infrastructures, unable to 
integrate new solutions and stuck with siloed information 
where systems can’t communicate effectively.

Borrowed time for legacy infrastructure
One additional and frequently discussed point to consider 
�M�W���X�L�I���5���8�3���W�[�M�X�G�L���S�ú�����+�S�V���S�V�K�E�R�M�W�E�X�M�S�R�W���W�X�V�Y�K�K�P�M�R�K���X�S��
keep track of their systems and devices, the PSTN switch-
�S�ú���G�S�Y�P�H���T�V�S�Z�M�H�I���E�R���Y�R�T�P�I�E�W�E�R�X���W�Y�V�T�V�M�W�I���S�R�G�I���E�R�E�P�S�K�Y�I��
connections are severed.

While the transition to digital infrastructures poses 
a logistical headache for many organisations, the 
disconnection of analogue lines presents a unique 
opportunity to rethink system architectures. This allows 
�L�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W���X�S���P�I�E�Z�I���X�L�I�M�V���S�P�H�����M�R�I�ú�I�G�X�M�Z�I���W�]�W�X�I�Q�W��
behind, providing they take a strategic view and avoid 
repeating their previous mistakes.

Furthermore, recent regulations, such as Awaab’s Law, 
Tenant Satisfaction Measures and the Social Housing 
Regulation Act, require housing providers to be better 
aware of property conditions. This necessitates new 
approaches to property management, data integration 
and reporting.

Integration & interoperability
�-�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W���E�V�I���R�S�[���V�I�G�S�K�R�M�W�M�R�K���X�L�I���Z�E�P�Y�I���S�ú�I�V�I�H��
�F�]���.�S�8���H�I�Z�M�G�I�W���[�L�I�R���M�X���G�S�Q�I�W���X�S���I�ú�I�G�X�M�Z�I���T�V�S�T�I�V�X�]��
�Q�E�R�E�K�I�Q�I�R�X�����-�S�[�I�Z�I�V�����H�M�ú�I�V�I�R�X���G�S�Q�Q�Y�R�M�G�E�X�M�S�R��
protocols, data formats and vendor ecosystems all 

introduce new complications for IoT integration. This could 
manifest as devices not communicating with one another, 
having to manage multiple dashboards or incompatible 
datasets. In some cases, this can lead to the same data 
silos that IoT solutions aim to remove.

Housing providers need IoT devices that work together. 
For example, when smart heating systems and 
environmental sensors share data, heating changes can 
be automated to prevent the development of damp or 
mould. If these devices can’t communicate then manual 
interventions are required, removing the major advantages 
that IoT networks offer.

HappyIoT removes the roadblocks for organisations 
wanting to implement IoT solutions. Completely brand-
neutral, the HappyIoT platform allows integration 
with virtually any device with connectivity. This allows 
organisations to mix-and-match devices, such as Aico, TP-
�1�M�R�O�����9�R�M�û�����>�M�K�F�I�I���E�R�H���Q�E�R�]���Q�S�V�I�����K�I�X�X�M�R�K���X�L�I���F�I�W�X���X�S�S�P��
for each job with none of the complications.

Furthermore, as a modular solution, you can use as 
much or as little of the HappyIoT platform as desired, 
implemented across as many sites as you require.

Insight and reporting
Developed for the housing sector, HappyIoT connects and 
displays all of your IoT devices on a single dashboard. This 
allows housing providers to get a comprehensive view 
of property conditions without having to check across 
multiple sources.

With the ability to check the status of properties at a 
glance, the HappyIoT dashboard goes beyond being a 
simple data repository and becomes a useful tool for 
housing providers to identify trends, track compliance 
and detect anomalies. By recognising wider patterns 
in property conditions, housing providers can detect 
problems before they develop, allowing for proactive 
decision-making and repairs.

Comparing data across properties also allows housing 
providers to benchmark performances and spot 
underperforming assets. This could include comparisons 
�S�J���I�R�I�V�K�]���I�ý�G�M�I�R�G�]�����Q�E�M�R�X�I�R�E�R�G�I���H�I�Q�E�R�H�����I�R�Z�M�V�S�R�Q�I�R�X�E�P��
conditions and more, providing a useful metric to help 
diagnose and remedy issues across homes.

�'�I�R�G�L�Q�E�V�O�M�R�K���E�G�V�S�W�W���T�V�S�T�I�V�X�M�I�W���H�S�I�W�R�¶�X���N�Y�W�X���ü�E�K��
underperformance; it creates clear, data-backed targets 
for improvement. By setting measurable goals for energy 
�I�ý�G�M�I�R�G�]�����Q�E�M�R�X�I�R�E�R�G�I���X�Y�V�R�E�V�S�Y�R�H���S�V���I�R�Z�M�V�S�R�Q�I�R�X�E�P��
quality, HappyIoT enables housing providers to track their 
�T�V�S�K�V�I�W�W���S�Z�I�V���X�M�Q�I���E�R�H���H�I�Q�S�R�W�X�V�E�X�I���X�L�I���I�ú�I�G�X���S�J���R�I�[��
initiatives and programmes.

Not only does HappyIoT ensure information is shared 
between devices, it aggregates data into a single location 
�J�S�V���Q�S�V�I���I�ú�I�G�X�M�Z�I�����M�R�W�M�K�L�X�J�Y�P���V�I�T�S�V�X�W�����(�I�R�X�V�E�P�M�W�I�H���V�I�T�S�V�X�M�R�K��
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�O�I�I�T�W���M�R�J�S�V�Q�E�X�M�S�R���Y�R�M�û�I�H���E�R�H���E�G�G�I�W�W�M�F�P�I�����T�V�I�Z�I�R�X�M�R�K���H�E�X�E��
silos and keeping everybody on the same page.

Control and resilience
With HappyIoT, data processing happens locally for better 
system resilience. This means that even if an internet 
connection is temporarily lost, HappyIoT will continue 
recording and reporting.

The HappyIoT platform doesn’t just monitor devices, it also 
allows administrators to control them directly. This could 
mean better energy management and damp prevention 
through the control of smart heating, granting temporary 
access to properties through door-entry controls or 
�G�S�Q�T�P�M�E�R�G�I���X�I�W�X�M�R�K���J�S�V���û�V�I���E�P�E�V�Q�W���E�R�H���W�Q�S�O�I���H�I�X�I�G�X�S�V�W��

�&�H�H�M�X�M�S�R�E�P�P�]�����Q�E�R�]���E�W�T�I�G�X�W���S�J���T�V�S�T�I�V�X�M�I�W���G�E�R���F�I���V�I�X�V�S�û�X�X�I�H��
for IoT compatibility. For example, the introduction of 
smart radiator valves enables remote control through the 
HappyIoT platform.

With support for CCTV and live viewing, HappyIoT allows 
you to watch security footage in real time and download 
snapshots, while its Logbook feature records sensor and 
CCTV activity, keeping you updated.

To prevent access by any bad faith actors, multi-factor 
authentication is available for the HappyIoT dashboard.

The last word in IoT
No housing provider should have to make do with tangled 
�W�]�W�X�I�Q�W���E�R�H���H�M�W�G�S�R�R�I�G�X�I�H���H�E�X�E�����-�E�T�T�]�.�S�8���S�ú�I�V�W���E���G�P�I�E�R��
slate – one platform, bringing all of your devices together 
on one screen, regardless of brand. With streamlined, 
centralised reporting, it turns fragmented data into a 
�W�M�R�K�P�I���Y�R�M�û�I�H���E�W�W�I�X��

�8�L�I���V�I�W�Y�P�X���M�W���Q�S�V�I���I�ý�G�M�I�R�X���L�S�Y�W�M�R�K���X�I�E�Q�W�����W�E�J�I�V���L�S�Q�I�W��
and better resident experiences. Book a live demo with 
���S�G�M�E�P���8�I�P�I�G�S�Q�W���X�S�H�E�]���X�S���W�I�I���X�L�I���H�M�ú�I�V�I�R�G�I���E���X�V�Y�P�]��
connected approach could make for your organisation.

John Clarke is the managing director of 
Social Telecoms.
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Moving beyond 
mould – Diagnosis, 
data and pragmatism
Rosie Wills, Chartered Construction Manager & Building 
Surveyor, Nova Surveyors

The focus must shift from identifying and treating mould 
to understanding why it’s forming at all, and whether it’s 
�I�Z�I�R���X�L�I���Q�S�W�X���M�Q�T�S�V�X�E�R�X���J�E�G�X�S�V���E�ú�I�G�X�M�R�K���L�I�E�P�X�L��

“Is mould dangerous?” – The wrong question
Much of the conversation around mould is unhelpfully 
black-and-white. Public concern is often based on the 
idea that all mould exposure is acutely harmful. But a 
�H�I�I�T���H�M�Z�I���M�R�X�S���X�L�I���W�G�M�I�R�X�M�û�G���I�Z�M�H�I�R�G�I�����M�R�G�P�Y�H�M�R�K���T�I�I�V��
reviewed human studies, reveals a more complex picture.

While mould is linked to respiratory and skins conditions, 
the direct link between mould and any disease or chronic 
neurological illness remains suggestive, not conclusive. 
�2�E�R�]���W�X�Y�H�M�I�W���T�S�M�R�X���X�S���M�R�ü�E�Q�Q�E�X�M�S�R���E�R�H���M�Q�Q�Y�R�I���V�I�W�T�S�R�W�I��
as key mechanisms, but often in conjunction with other 
environmental stressors, such as poor air quality, under-
heating or dampness.

�&���W�X�Y�H�]���S�J���������V�I�W�M�H�I�R�X�W���P�M�Z�M�R�K���[�M�X�L���Q�S�Y�P�H���G�S�R�G�P�Y�H�I�H���X�L�E�X����
“In all cases, sensitisation to moulds was accompanied 
by allergy to other common allergens. No isolated 
hypersensitivity to moulds was found. […] Although the 
frequency of self-reported symptoms was high, the 
prevalence of atopy and allergic diseases seems to be 
�W�M�Q�M�P�E�V���X�S���X�L�E�X���J�S�Y�R�H���M�R���X�L�I���K�I�R�I�V�E�P���T�S�T�Y�P�E�X�M�S�R���¹

Perhaps we’ve been asking the wrong question; instead 
�S�J���E�W�O�M�R�K�����¸�.�W���Q�S�Y�P�H���X�S�\�M�G�$�¹�����[�I���W�L�S�Y�P�H���F�I���E�W�O�M�R�K���� 
“What are the conditions in this home, and how do  
�X�L�I�]���E�J�J�I�G�X���L�I�E�P�X�L�$�¹��

A pragmatic & proportionate approach
That’s not to say mould should ever be ignored. Mould 
indicates excess moisture and it can be unpleasant, 
embarrassing and, in some cases, harmful. But like dust, 
pollen or even carbon monoxide, its risk depends on the 
concentration, duration of exposure and vulnerability of 
the occupant. A UCL study on normal background mould 
levels provides important context: low-level spores are 
always present.

This is where context and communication matter. 
Scaremongering headlines or dismissive contractor 
comments both miss the mark. A more proportionate 
approach means:

•  Treating small patches of surface mould promptly 
and safely, whether that’s a housing provider or tenant 
responsibility.

•  Providing guidance and tools to tenants for prevention.
•  Ensuring building defects, leaks and ventilation failures 
are diagnosed and resolved.

•  Investing in skilled surveyors, multi-skilled teams, 
increasing building pathology practice, environmental 
monitors and empathetic tenant engagement.

•  Using AI-powered diagnostic and communication tools.

Just as with health, early intervention works best. By 
combining tools for accurate diagnosis with preventative 
�Q�E�M�R�X�I�R�E�R�G�I�����[�I���G�E�R���Q�S�Z�I���J�V�S�Q���û�V�I�û�K�L�X�M�R�K���Q�S�Y�P�H��
problems to foresight, stopping small problems before 
they escalate and harm both structure and wellbeing.

In social housing, few topics evoke as much concern and confusion as mould. From headlines 

warning of toxic spores to social media posts blaming ‘lazy’ tenants for its presence, the debate 

is often polarised. But scratch beneath the surface and it’s clear that we need a more nuanced, 

diagnostic approach, combining people, process and technology, not just annual mould washes.
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The advice for treatment:

•  Organisations such as WHO and CDC stress that while 
mould should be prevented and removed, small-scale 
cleaning is often appropriate if done carefully.

•  �8�L�I���9�0���K�S�Z�I�V�R�Q�I�R�X�¶�W�������������K�Y�M�H�I���S�R���H�E�Q�T���E�R�H���Q�S�Y�P�H��
suggests tenants may reasonably clean or treat small 
areas, avoiding bleach.

From mould washes to modern maintenance
For too long, the go-to response has been the annual 
‘mould wash’. It’s merely a ‘sticking plaster’ over potential 
problems and, in many cases, it also reinforces the 
�F�I�L�E�Z�M�S�Y�V�W���X�L�E�X���G�E�Y�W�I���X�L�I���Q�S�Y�P�H���M�R���X�L�I���û�V�W�X���T�P�E�G�I��

�.�R���E���T�V�S�N�I�G�X���E�R�E�P�]�W�M�R�K���û�Z�I���]�I�E�V�W���S�J���V�I�T�E�M�V�W���H�E�X�E���E�R�H��
tenant feedback, I found that tenants who treated mould 
themselves and were given clear advice were over twice 
as likely to report ‘no mould returning’ compared with 
tenants who received advice plus a mould treatment by 
their housing provider.

Those who succeeded said the advice was clear and 
simple, and that the changes they implemented improved 
their home environment. Those whose mould returned 
often assumed that because the housing provider had 
treated it, there must have been a structural defect and so 
felt that the advice didn’t apply to them.

The Ombudsman’s ‘It’s Not Lifestyle’ report and Awaab’s 
Law don’t exclude tenant behaviours from consideration, 
but they do shift the default. Housing providers must 
prove the absence of defects, consider improvements and 
�S�ú�I�V���Q�I�E�R�M�R�K�J�Y�P���W�M�K�R�T�S�W�X�M�R�K���E�R�H���W�Y�T�T�S�V�X��

The bigger picture – It’s not always mould
Research consistently shows that homes with visible 
mould often have other overlapping risk factors, such as 
underheating and high levels of carbon dioxide. In some 
cases, homes with no visible mould may still be harming 
occupants through stale air, pollutants or excessive 
dryness. That’s why we must consider:

•  �:�I�R�X�M�P�E�X�M�S�R���I�ú�I�G�X�M�Z�I�R�I�W�W�����R�S�X���N�Y�W�X���[�L�I�X�L�I�V���J�E�R�W���E�V�I��
installed;

•  Temperature variation across the home, not just during 
inspections;

•  Fuel poverty, tenant behaviour and fear of energy bills;
•  Dust, VOCs, cooking pollutants and overcrowding;
•  Mental health and behavioural habits, including hoarding 
or isolation.

Taking a whole-system view allows us to see how building 
condition, indoor environment and occupant health 
interact, and how good maintenance, data and advice can 
improve all three.

Communication is a diagnostic tool
Finally, none of this works without trust. Tenants often 
don’t report mould early due to fear of blame, previous 
bad experiences or not knowing what ‘normal’ is. At the 
same time, surveyors and operatives may fall back on 
routine scripts or misattribute causes to ‘lifestyle’.

We need better conversations. That means:

•  Using SET communication models (support, empathy & 
truth);

•  Avoiding loaded terms such as ‘tenant fault’;
•  Being honest about uncertainty and how we’re 
investigating it;

•  Explaining next steps and timeframes clearly.

Communication isn’t just customer service, it’s part of the 
diagnostic process.

Diagnosis over decibels
As public awareness grows, the social housing sector is 
rightly under scrutiny. But our response must be calm, 
evidence-based and focused on systems, not symptoms.

�2�S�Y�P�H���M�W���V�I�E�P�����.�X�W���L�I�E�P�X�L���I�ú�I�G�X�W���E�V�I���T�P�E�Y�W�M�F�P�I���F�Y�X���X�L�I�]�¶�V�I��
also often entangled with other avoidable environmental 
and social factors. Treating the wall is easy; understanding 
the home and supporting its inhabitants takes more skill.

If we embrace technology, train our people well, engage 
tenants meaningfully and commit to accurate diagnoses 
�S�Z�I�V���G�S�W�Q�I�X�M�G���û�\�I�W�����[�I���[�S�R�¶�X���N�Y�W�X���V�I�H�Y�G�I���H�E�Q�T���E�R�H��
mould, we’ll improve homes and health for the long term.

Rosie Wills is a chartered construction manager 
(MCIOB) and building surveyor (AssocRICS) at Nova 
Surveyors.
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Digital transformation, evolving customer 

expectations and the need for sustainable 

operations are reshaping how Link Group 

delivers its services.

To achieve this, Link has focused on building strong 
foundations through modernising our infrastructure, 
embedding robust governance and investing in data 
�E�R�H���G�]�F�I�V���W�I�G�Y�V�M�X�]�����8�L�I�W�I���I�ú�S�V�X�W���L�E�Z�I���G�V�I�E�X�I�H���E���W�X�E�F�P�I����
secure and ethical digital environment that enables 
�M�R�R�S�Z�E�X�M�S�R���X�S���ü�S�Y�V�M�W�L�����'�]���E�P�M�K�R�M�R�K���S�Y�V���H�M�K�M�X�E�P���X�V�E�R�W�J�S�V�Q�E�X�M�S�R��
with our strategic goals, we can now take on emerging 
technologies such as AI and reimagine our customers’ 
experience through more personalised, accessible and 
responsive services.

Building the foundations
Link’s digital transformation began with modernising our 
infrastructure. Migrating our housing management system 
to Microsoft Azure’s cloud environment brought scalability, 
�G�S�W�X���I�ý�G�M�I�R�G�]���E�R�H���I�R�Z�M�V�S�R�Q�I�R�X�E�P���F�I�R�I�û�X�W�����;�I�¶�Z�I���E�P�W�S��
�Y�T�K�V�E�H�I�H���S�Y�V���;�&�3���E�R�H���û�V�I�[�E�P�P�W�����I�R�W�Y�V�M�R�K���J�E�W�X�I�V���E�R�H��
more reliable connectivity across our sites.

Cyber security remains a cornerstone of our strategy. 
Recognising the increasing complexity and frequency of 
cyber threats, Link has adopted a robust ‘defence in depth’ 
approach. This includes maintaining our Cyber Essentials 
�G�I�V�X�M�û�G�E�X�M�S�R�����E�P�M�K�R�M�R�K���[�M�X�L���.���4���������������W�X�E�R�H�E�V�H�W���E�R�H��
�M�Q�T�P�I�Q�I�R�X�M�R�K���E�������������Q�E�R�E�K�I�H���I�R�H�T�S�M�R�X���H�I�X�I�G�X�M�S�R���E�R�H��
response (EDR) service.

These measures provide continuous monitoring, rapid 
threat detection and proactive incident response, ensuring 
that our systems, data and customer information remain 
protected. Our cyber strategy isn’t only about compliance; 
it’s also about building trust and resilience into every layer 
of our digital estate.

Governance and data-driven decisions
With our infrastructure modernised and cyber security 
embedded at every level, we have turned our focus to 
strengthening our governance and unlocking the value 
of our data. A secure digital estate is only as powerful as 
the insights it enables; for our part, we now treat data as a 
strategic asset.

�;�I�¶�Z�I���Q�E�H�I���W�M�K�R�M�û�G�E�R�X���T�V�S�K�V�I�W�W���M�R���M�Q�T�V�S�Z�M�R�K���H�E�X�E���U�Y�E�P�M�X�]��
and management, advancing through our data maturity 
model to ensure our information is accurate, accessible 
and actionable.

Link Group’s 
positioning for 
change
Craig Stephenson, Digital Participation & Innovation 
Of�cer, Link Group

PRACTICAL TIP: Regularly review your 
cyber posture through penetration testing, 
risk assessments and staff training. 
Consider running tabletop exercises to 
simulate incident responses and identify  
any gaps in your resilience.

PRACTICAL TIP: Use a phased approach to 
data maturity, beginning with foundational 
data audits, then build governance 
structures and embed processes to track 
progress. Crucially, involve your wider 
business in understanding why data quality 
matters. Educating teams on the value 
of accurate, accessible data helps build 
ownership and brings everyone on the 
journey, fostering a culture where data is 
seen as a shared strategic asset.
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This enables us to better understand customers’ needs, 
monitor performance and make informed decisions that 
drive service improvements.

To support this, Link’s digital services team has 
implemented a comprehensive ‘digital services 
�K�S�Z�I�V�R�E�R�G�I�¶���J�V�E�Q�I�[�S�V�O�����'�E�W�I�H���S�R���X�L�I���4�ý�G�I���S�J��
Government Commerce’s ‘Managing Successful 
Programmes’ methodology, our framework ensures that 
all digital initiatives are aligned with our strategic priorities, 
risks are managed properly and innovation is introduced in 
a controlled and transparent manner.

All changes to our digital estate are subject to rigorous 
governance and change-management protocols. This 
disciplined approach ensures that transformation is not 
only secure and sustainable but also delivers real value to 
customers and colleagues alike.

Looking ahead – AI & customer experience
With strong foundations in place, Link is now positioned 
to embrace the next wave of innovation. A key focus is 
the development of our AI strategy for enhanced service 
delivery, the automation of routine tasks and the provision 
of predictive insights.

We’re also transforming our customer experience in 
line with our strategic framework. This includes plans 
to develop an omni-channel engagement platform for 
customers to interact with us through their preferred 
channels.

We’re working towards enabling self-service options 
and real-time access to service information, while 
designing customised service plans based on distinct 
customer personas. Alongside this, we aim to enhance 
our performance reporting and feedback mechanisms to 
ensure our services can be continually shaped by those 
people who actually use them.

These initiatives are intended to make our services 
more accessible, responsive and intuitive. By investing 
in AI and digital engagement, we’re creating a future 
where technology enhances, not replaces, the human 
connections at the heart of housing.

Link’s strategic framework also emphasises collaboration, 
accountability and innovation. We’re fostering a culture 
�[�L�I�V�I���S�Y�V���W�X�E�ú���J�I�I�P���Z�E�P�Y�I�H���E�R�H���I�Q�T�S�[�I�V�I�H�����E�R�H���[�L�I�V�I��
decisions are driven by high-quality data and business 
intelligence.

Craig Stephenson is the digital participation and 
innovation of�cer at Link Group.

PRACTICAL TIP: Establish a governance 
board with cross-functional representation 
to oversee your digital initiatives and use 
scorecards to measure the impact of 
change.

PRACTICAL TIP: Map out your customers’ 
journeys to identify pain points and 
opportunities for improvement. Use those 
insights to prioritise digital channels and 
ensure accessibility standards are met 
across all platforms.

PRACTICAL TIP: Start small with AI by 
identifying low-risk, high-impact use cases, 
such as chatbots or predictive maintenance. 
Involve frontline staff in co-designing these 
solutions to ensure they’re practical and 
user-friendly. Embedding ethical principles 
from the outset is essential, but so is 
securing your senior leadership’s buy-in. 
Educating the wider organisation on how AI 
aligns with your overall vision helps to build 
trust and ensures the whole business is 
brought along on the journey.
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Connexus Housing’s  
nightmare before Christmas…
Nick Chamberlain, IT Technical Security Analyst and Dan Patch (r), IT Senior Systems 
Analyst, Connexus Housing, with George Grant, CEO, Housing Technology

Cyber Security

Cyber security can be an unnerving topic to discuss for 
even the most vigilant organisations. We all understand 
what needs to be protected – the data, the people and 
the services – yet when the threats become real, you 
ask yourself, “did we do enough and were we really 
�T�V�I�T�E�V�I�H�$�¹���8�L�M�W���V�I�E�P�M�X�]���W�X�V�Y�G�O���(�S�R�R�I�\�Y�W���-�S�Y�W�M�R�K���S�R��������
December 2023. What began as a routine morning quickly 
escalated into a full-scale cyber-security incident, one 
that would test the whole organisation.

First response
�;�I���û�V�W�X���F�I�G�E�Q�I���E�[�E�V�I���S�J���X�L�I���M�R�G�M�H�I�R�X���X�L�V�S�Y�K�L���S�Y�V��
automated reporting systems which began sending email 
�E�P�I�V�X�W���E�R�H���R�S�X�M�û�G�E�X�M�S�R�W���M�R���X�L�I���I�E�V�P�]���L�S�Y�V�W���S�J���X�L�I���Q�S�V�R�M�R�K����

�4�Y�V���M�R�M�X�M�E�P���T�V�M�S�V�M�X�]���[�E�W���X�S���G�S�R�û�V�Q���[�L�I�X�L�I�V���X�L�I���X�L�V�I�E�X���[�E�W��
real. This was quickly established when we reviewed 
our activity logs and saw signs of a breach in our internal 
�R�I�X�[�S�V�O�����)�I�W�T�M�X�I���E�P�P���S�J���S�Y�V���F�I�W�X���I�ú�S�V�X�W���E�R�H���M�R�Z�I�W�X�Q�I�R�X��
in cyber-security training and software, something had 
got through.

Once we were aware, our team acted quickly, making 
�X�L�I���G�V�M�X�M�G�E�P���H�I�G�M�W�M�S�R���X�S���X�E�O�I���(�S�R�R�I�\�Y�W���S�þ�M�R�I�����&�X���X�L�I���W�E�Q�I��
time, a major incident team was being assembled; this 
included IT personnel and senior colleagues from across 
Connexus who would make key decisions and respond as 
the situation evolved. At around midday, our data centres 
�E�R�H���E�P�P���S�X�L�I�V���R�I�X�[�S�V�O�W���[�I�V�I���X�E�O�I�R���S�þ�M�R�I���S�V���M�W�S�P�E�X�I�H���X�S��
safeguard our information.

Connexus Housing was the Winner in the Cyber-Security category at the Housing Technology 

Awards 2025. Nick Chamberlain and Dan Patch from Connexus Housing explain about their  

security nightmare before Christmas.
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We also began working with our insurers and cyber-
security experts to help shape our response further, with 
our early engagement and the intelligence they gave 
�Y�W���T�V�S�Z�M�R�K���M�R�Z�E�P�Y�E�F�P�I���E�R�H���K�M�Z�M�R�K���Y�W���G�S�R�û�H�I�R�G�I���M�R���S�Y�V��
approach.

The nightmare before Christmas
There is never a good time for a cyber-security incident 
but the timing couldn’t have been worse, with it being just 
days before the Christmas break. Our immediate concern 
�[�E�W���X�L�E�X���S�Y�V���W�]�W�X�I�Q�W���[�S�Y�P�H���F�I���Y�R�E�Z�E�M�P�E�F�P�I���J�S�V���S�Y�V���W�X�E�ú��
delivering an emergency service over the festive period, 
especially for those customers with complex support 
needs and vulnerabilities. Any outage would also have a 
knock-on impact on our data and systems into the new 
year so, as with our initial response, we needed to act fast.

By 27 December, a full rebuild of our infrastructure had 
begun. This was a crucial step because we couldn’t trust 
anything on our existing infrastructure due to the risks 
of ransomware being present. We also couldn’t simply 
restore what was lost from backup without 100 per cent 
�G�S�R�û�H�I�R�G�I���X�L�E�X���X�L�M�W���H�M�H�R�¶�X���T�V�I�W�I�R�X���E���W�I�G�Y�V�M�X�]���V�M�W�O���W�S���[�I���W�I�X��
out to build something better. By 2 January, all of our core 
systems were rebuilt to meet the latest best practices, 
with enhanced security and performance.

All in it together
�4�R�I���S�J���X�L�I���Q�S�W�X���W�M�K�R�M�û�G�E�R�X���Y�R�H�I�V�X�E�O�M�R�K�W���[�E�W���X�L�I���V�I��
�M�Q�E�K�M�R�K���S�J���E�V�S�Y�R�H�����������P�E�T�X�S�T�W�����8�L�M�W���M�R�Z�S�P�Z�I�H���V�S�P�P�M�R�K���S�Y�X��
the latest supported version of Windows 11, fully patched 
and secured, applying Connexus branding and installing 
all necessary software. Our old way, which was largely 
manual, wasn’t an option so we developed a new and 
�J�E�W�X�I�V���W�S�P�Y�X�M�S�R���S�þ�M�R�I���F�I�J�S�V�I���J�Y�P�P�]���X�I�W�X�M�R�K���M�X���E�R�H���V�I�G�E�P�P�M�R�K���E�P�P��
���������P�E�T�X�S�T�W��

By 12 January, every employee had received a newly-
imaged laptop, a remarkable feat considering the number 
of devices and our geography, which covers most of the 
Welsh borders and beyond. This achievement wouldn’t 
have been possible without the support of teams outside 
�.�8�����[�L�S���L�E�R�H�P�I�H���G�S�Q�Q�Y�R�M�G�E�X�M�S�R�W�����P�S�K�M�W�X�M�G�W���E�R�H���E�R���M�R�ü�Y�\��
of questions from colleagues, allowing IT to focus on the 
technical aspects of the recovery.

Data recovery – Precision & and planning
On 16 January, our attention shifted from our infrastructure 
to the data in our systems. Led by our project 
�Q�E�R�E�K�I�Q�I�R�X���S�ý�G�I���E�R�H���.�8�����E�R�H���W�Y�T�T�S�V�X�I�H���F�]���R�S�Q�M�R�E�X�I�H��
colleagues from across all departments who knew the 
data and the systems, the process was governed by a set 

of clear principles:

•   �(�S�V�I���W�]�W�X�I�Q�W���[�I�V�I���X�S���F�I���V�I�W�X�S�V�I�H���M�R���E���H�I�û�R�I�H���W�I�U�Y�I�R�G�I����
�T�V�M�S�V�M�X�M�W�M�R�K���P�I�K�E�P�����G�S�Q�T�P�M�E�R�G�I���E�R�H���û�R�E�R�G�M�E�P���H�E�X�E��

•   Data entry would occur only in designated ‘clean’ 
systems, managed onsite to prevent contamination.

•   Access would be restricted to selected colleagues to 
maintain data integrity.

•   �7�I�G�S�Z�I�V�]���[�S�Y�P�H���F�I���T�L�E�W�I�H�����û�V�W�X���X�L�I���[�I�I�O���F�I�J�S�V�I���X�L�I��
incident (10-17 December) then sequential restoration 
from 18 December onward.

•   �8�L�I���V�I�R�X���V�I�Z�M�I�[���T�V�S�G�I�W�W���
�X�L�I���û�V�W�X���Q�E�N�S�V���H�E�X�E���P�I�H���T�V�S�G�I�W�W��
of the year) was the starting point, alongside a key goal 
�S�J���û�R�E�P�M�W�M�R�K���S�Y�V���û�R�E�R�G�M�E�P���E�G�G�S�Y�R�X�W���F�]���������2�E�]��

•   A dedicated Microsoft Teams channel and intranet 
tracker would keep everyone informed about live system 
availability from late January through to early June.

Scrutinising the data
To ensure the accuracy of the data being restored, the IT 
team created an isolated environment where colleagues 
could review applications and data from before the 
�M�R�G�M�H�I�R�X�����J�S�G�Y�W�M�R�K���Q�S�W�X���S�J���X�L�I�M�V���I�ú�S�V�X�W���S�R���X�L�I���[�I�I�O���F�I�J�S�V�I��
our systems were taken down, when the likelihood for any 
data loss was at its highest.

�8�L�M�W���T�V�S�G�I�W�W���E�P�P�S�[�I�H���X�L�I���Q�E�R�Y�E�P���V�I���I�R�X�V�]���S�J���Z�I�V�M�û�I�H��
data into newly-rebuilt and secure systems. It was a 
painstaking but necessary step to ensure the integrity of 
our data and ensure that nothing from the incident was 
being inadvertently transferred.

A rapid recovery
Despite the scale of the challenge, departments across 
Connexus supported the recovery with remarkable 
determination and collaboration.

•  Our HR and payroll teams ensured the December payroll 
was delivered on time despite system outages by using 
manual records, rebuilding the payroll system by 18 
January, with updated pension, sickness and job-role 
�H�E�X�E���E�H�H�I�H���J�S�V���S�Z�I�V�����������W�X�E�ú���F�]���������+�I�F�V�Y�E�V�]��

•  Our housing team completed the tenancy updates and 
rent calculations by 2 February, issuing rent review letters 
�X�S���Q�S�V�I���X�L�E�R�����������������X�I�R�E�R�X�W���F�]���������+�I�F�V�Y�E�V�]���E�R�H���û�R�E�P�M�W�M�R�K��
our arrears and other important tenancy data by 31 March.

•  The asset management team restored our property 
and project data by 20 February, managed payments 
through emergency processes and manually recovered 
or rescheduled all property surveys.

•  Our compliance team reverted to hard-copy gas 
�G�I�V�X�M�û�G�E�X�I�W���E�R�H���Y�T�H�E�X�I�H���F�E�G�O�P�S�K���H�E�X�E���F�]���������+�I�F�V�Y�E�V�]��
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Sureserve has been chosen as Aico’s �rst 

Platinum partner, recognising Sureserve’s 

commitment to compliance, innovation and 

excellence in home-life safety across the UK’s 

housing sector.

Aico’s Platinum partner programme is intended to raise 
standards and establish long-term collaborations, with 
the programme requiring technical excellence, quality 
management, sustainability and commitment to training.

���X�I�Z�I���8�V�E�ú�S�V�H�����W�E�P�I�W���H�M�V�I�G�X�S�V�����&�M�G�S�����W�E�M�H�����¸���Y�V�I�W�I�V�Z�I�¶�W��
�E�G�L�M�I�Z�I�Q�I�R�X���E�W���S�Y�V���û�V�W�X���5�P�E�X�M�R�Y�Q���T�E�V�X�R�I�V���V�I�T�V�I�W�I�R�X�W���X�L�I��
very best of what our initiative stands for - dedication to 
high standards, continued professional development and 
true partnership.

“Sureserve has a longstanding pedigree in social housing 
and is setting a new benchmark in the sector, not just 
through its technical ability but through leadership and 
�Z�M�W�M�S�R���¹

Sureserve 
becomes Aico 
Platinum partner

•  Our customer-services teams restored contact notes, 
safety awareness alerts and customer updates by 20 
February.

•  Our development team recovered all data from 
spreadsheets and shared drives by 1 March.

•  �4�Y�V���û�R�E�R�G�I���X�I�E�Q���T�E�M�H���E�P�P���W�Y�T�T�P�M�I�V�W���F�I�J�S�V�I���(�L�V�M�W�X�Q�E�W��
to avoid hardship, resuming normal payments by 20 
�+�I�F�V�Y�E�V�]���E�R�H���W�M�K�R�I�H���S�ú���S�Y�V���E�Y�H�M�X�I�H���E�G�G�S�Y�R�X�W���F�]���������2�E�]��

A driver for change
As well as being the catalyst for rebuilding our 
infrastructure and core systems, the cyber-security 
incident helped accelerate the introduction of new 
technology at Connexus.

Originally planned as a 12-month project starting in 
�W�Y�Q�Q�I�V���������������X�L�I���Q�M�K�V�E�X�M�S�R���X�S�����L�E�V�I�5�S�M�R�X���J�V�S�Q���S�P�H���û�P�I��
shares was completed in just eight weeks. By the end of 
February, all teams were migrated, trained and operating 
on the new platform, transforming the way we collaborate 
and share information across the organisation.

Learning the lessons
After the incident in December 2023, we felt it was 
essential to share our experience to help others in 
the sector. Since then, we have presented at Housing 

Technology’s annual conference, the Social Housing 
Strategy Forum and various security and risk management 
events, as well as engaging directly with other housing 
providers to discuss our response and the measures we’ve 
implemented to strengthen our defences against future 
threats.

While it’s not an experience we would wish to relive, it 
demonstrated how teams can come together to turn a 
crisis into an opportunity. The swift actions and collective 
�I�ú�S�V�X�W���S�J���I�Z�I�V�]�S�R�I���M�R�Z�S�P�Z�I�H���I�R�W�Y�V�I�H���[�I���W�X�S�T�T�I�H��
the attack in its tracks, protected our data and rebuilt 
stronger than before. Importantly it shows that planning 
and preparation can only take you so far; it takes a 
collaborative and forward-thinking approach when things 
to go wrong to come out on top.

Nick Chamberlain is an IT technical security analyst 
and Dan Patch is a senior IT systems analyst at 
Connexus Housing. The housing provider was 
the Winner in the Cyber-Security category at the 
Housing Technology Awards 2025.
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Vericon Systems and Hispec have joined 

forces to integrate Vericon’s intelligent 

monitoring platform with Hispec’s portfolio of 

�re and carbon-monoxide detection solutions, 

enabling housing providers to take a more 

proactive approach to managing �re safety 

across their housing stock while making 

regulatory compliance easier.

Taking data from Hispec’s detection and monitoring devices, 
Vericon’s online platform gives housing providers real-time 
data on the condition and status of their properties. The 
�T�P�E�X�J�S�V�Q���E�P�W�S���T�V�S�Z�M�H�I�W���M�R�W�X�E�R�X���R�S�X�M�û�G�E�X�M�S�R�W���W�S���X�L�E�X���T�S�X�I�R�X�M�E�P��
problems can be dealt with as soon as they happen.

Bernard Cook, managing director, Vericon Systems, said, 
�¸�9�R�X�M�P���R�S�[�����Q�E�R�E�K�M�R�K���û�V�I���E�R�H���G�E�V�F�S�R���Q�S�R�S�\�M�H�I���W�E�J�I�X�]���M�R��
social housing has often relied on scheduled inspections and 
hoping that nothing goes wrong in between inspections.

“By integrating Hispec’s detection technology with our 
monitoring platform, we’re enabling housing providers to go 
�F�I�]�S�R�H���F�S�\���X�M�G�O�M�R�K���G�S�Q�T�P�M�E�R�G�I���¹

Vericon & Hispec 
partner for 
�re safety
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Gloucester City Homes has cut its ‘repeat repair’ 

visits by 25 per cent and saved £42,000 during 

the �rst six months of using Mobysoft’s AI-

powered RepairSense application and Damp & 

Mould module.

Lee Duty, director of homes and sustainability, Gloucester 
City Homes, said, “Instead of just repairing the same 
problem again and again, we’re now confident about 
deciding whether something needs replacing altogether 
because RepairSense gives our teams the data they need 
�X�S���Q�E�O�I���M�R�J�S�V�Q�I�H���H�I�G�M�W�M�S�R�W���¹

Before implementing RepairSense, the housing provider 
grappled with a large number of repeat repairs, had 

�H�M�ý�G�Y�P�X�]���X�V�E�G�O�M�R�K���X�L�I���U�Y�E�P�M�X�]���S�J���M�X�W���V�I�T�E�M�V�W���E�R�H���[�E�W���J�E�G�I�H��
with rising costs. With Mobysoft’s solution, GCH now 
conducts monthly performance reviews and workshops 
based on real-time insights, allowing it to reduce 
�Y�R�R�I�G�I�W�W�E�V�]���Z�M�W�M�X�W���E�R�H���S�T�X�M�Q�M�W�I���W�X�E�ú���X�M�Q�I��

Paul Haines, director of data, systems and change, 
Gloucester City Homes, said, “Before RepairSense, we 
didn’t have a system to alert us to problematic repeat 
repair jobs or get to the root causes quickly. Now, our 
data-led approach is helping us make smarter decisions 
across the board. Mobysoft has been an outstanding 
�T�E�V�X�R�I�V���³���M�J���.���G�S�Y�P�H�����.�¶�H���F�Y�]���E�P�P���Q�]���W�S�J�X�[�E�V�I���J�V�S�Q���X�L�I�Q���¹

GCH slashes 
‘repeat repairs’ 
with Mobysoft
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Retro�tting a 
1930s property
How to reduce the risk of 
damp and mould with smart 
technology

Matt Powell, Relationship Manager for North Wales 
& West England, Aico

Older homes, particularly those built in the 

early 20th century, often present a unique set 

of challenges when it comes to maintaining 

healthy indoor environments. From outdated 

ventilation systems and inef�cient windows 

to poor insulation and air�ow, these types of 

properties are frequently at risk of damp,  

mould and poor air quality.

This article explores how the owners of a 1930s semi-
detached home used Aico’s HomeLink environmental 
sensors, Ei1000G gateway and resident app to tackle 
those issues head-on, achieving a successful reduction in 
the property’s damp and mould score (DMS), from a h igh risk 
(100) to a consistently low risk (20–25) within jus t three months.

The home is occupied by two professionals, one of whom 
�[�S�V�O�W���J�Y�P�P���X�M�Q�I���J�V�S�Q���E���G�S�Q�T�E�G�X�����T�S�S�V�P�]���Z�I�R�X�M�P�E�X�I�H���S�ý�G�I����
Before any changes were made, carbon-dioxide levels 
�M�R���X�L�I���S�ý�G�I���V�I�K�Y�P�E�V�P�]���I�\�G�I�I�H�I�H���������������T�E�V�X�W���T�I�V���Q�M�P�P�M�S�R��
(PPM), far above recommended limits. Elsewhere in the 
house, common indicators of damp and mould were 
becoming increasingly visible, particularly in the kitchen 
and bathroom (both rooms with high moisture output and 
minimal ventilation).

Rather than immediately spending money on expensive  
�W�X�V�Y�G�X�Y�V�E�P���V�I�R�S�Z�E�X�M�S�R�W�����X�L�I���S�[�R�I�V�W���û�V�W�X���H�I�G�M�H�I�H���X�S��
understand their indoor environment. By installing smart 
monitoring devices, they gained valuable, real-time  
insights into the conditions that were contributing  to damp, 
mould and poor air quality. These insights then inf ormed a 
�W�X�I�T���F�]���W�X�I�T���V�I�X�V�S�û�X���T�V�S�G�I�W�W���X�L�E�X���R�S�X���S�R�P�]���E�H�H�V�I�W�W�I�H���X�L�I��
symptoms but also tackled the underlying causes.

Smart monitoring – The 
foundation for change
�&�X���X�L�I���L�I�E�V�X���S�J���X�L�I���V�I�X�V�S�û�X��
was the use of Aico’s 
HomeLink environmental 
sensors. These devices 
were installed throughout 
the property to monitor key 
environmental variables, 
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“ Working from home, I spend 

most of my time indoors and 

just having that extra prompt to 

let in some fresh air has been 

really handy and helped with 

my productivity.”

including temperature, humidity and carbon-dioxide 
levels. The sensors are designed for both wall and ceiling 
mounting, powered by a sealed 10-year lithium battery, 
and require no complex wiring, making them ideal for 
�V�I�X�V�S�û�X���T�V�S�N�I�G�X�W��

The sensors feed data into Aico’s Ei1000G gateway, which 
forms the hub of our Connected Home solution. The 
gateway communicates with all linked sensors and alarms 
in the property, collecting data and transmitting it securely 
to the HomeLink portal. From here, residents or property 
managers can remotely monitor and manage the home’s 
environmental performance. The system also supports 
RadioLink+ and SmartLink-enabled devices, further 
�I�R�L�E�R�G�M�R�K���M�X�W���M�R�X�I�K�V�E�X�M�S�R���E�R�H���ü�I�\�M�F�M�P�M�X�]��

The insights gained from this system quickly showed  
problem areas. The bathroom and kitchen both showed  
�I�\�G�I�W�W�M�Z�I���L�Y�Q�M�H�M�X�]���W�T�M�O�I�W���E�J�X�I�V���Y�W�I�����E�R�H���X�L�I���L�S�Q�I���S�ý�G�I���L�E�H��
alarmingly high carbon-dioxide levels during workin g hours. 
The temperature readings also showed inconsistencie s that 
�T�S�M�R�X�I�H���X�S���M�R�I�ý�G�M�I�R�X���L�I�E�X�M�R�K���H�M�W�X�V�M�F�Y�X�M�S�R�����T�E�V�X�M�G�Y�P�E�V�P�]���M�R���E�V�I�E�W��
with poor insulation or window quality.

Structural and behavioural improvement
With clear data in hand, the owners began to make 
improvements. Structurally, they replaced the origi nal 
�W�M�R�K�P�I���K�P�E�^�I�H���[�M�R�H�S�[�W���[�M�X�L���H�S�Y�F�P�I���K�P�E�^�I�H���Y�R�M�X�W���û�X�X�I�H���[�M�X�L��
�X�V�M�G�O�P�I���Z�I�R�X�W�����8�L�I�W�I���Z�I�R�X�W���T�V�S�Z�M�H�I���T�E�W�W�M�Z�I���E�M�V�ü�S�[�����L�I�P�T�M�R�K��
to reduce condensation without requiring constant w indow 
�S�T�I�R�M�R�K�����[�L�M�G�L���M�W���F�I�R�I�û�G�M�E�P���M�R���G�S�P�H�I�V���Q�S�R�X�L�W��

In the bathroom, an outdated extractor fan was replaced 
with a more powerful, humidity-sensing model so that 

moisture was removed quickly after showers. The kitchen 
�[�E�W���E�P�W�S���û�X�X�I�H���[�M�X�L���E���R�I�[���I�\�X�V�E�G�X�S�V���L�S�S�H���X�S���H�I�E�P���[�M�X�L��
steam and cooking vapours.

However, while these physical upgrades were important, 
�X�L�I���Q�S�W�X���W�M�K�R�M�û�G�E�R�X���G�L�E�R�K�I�W���[�I�V�I���F�I�L�E�Z�M�S�Y�V�E�P�����8�L�I���H�E�X�E��
prompted the owners to adopt new habits that addressed 
the environmental conditions contributing to damp and 
mould. These included:

•  Post-use ventilation – Opening windows in the kitchen 
and bathroom immediately after cooking or showering to 
allow excess humidity to escape.

•  Weekly cross-ventilation – Opening windows at opposite 
ends of the house for 10–15 minutes to refresh the air and 
balance the moisture levels.

•  Consistent low-level heating – Rather than heating the 
home sporadically, the owners shifted to maintaining 
a steady, lower baseline temperature, which helped to 
prevent condensation on cold surfaces.
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•  Monitoring air quality – Using our HomeLink resident app to 
keep an eye on carbon-dioxide levels and opening wi ndows 
�M�R���X�L�I���L�S�Q�I���S�ý�G�I���[�L�I�R���P�I�Z�I�P�W���I�\�G�I�I�H�I�H���������������5�5�2��

These behavioural changes were easy to adopt but had a 
�T�V�S�J�S�Y�R�H���I�ú�I�G�X�����;�M�X�L�M�R���X�L�V�I�I���Q�S�R�X�L�W���S�J���G�S�Q�F�M�R�M�R�K���H�E�X�E��
led habits with modest structural upgrades, the DMS 
for the property fell from a maximum score of 100 to an 
average of 20–25, even during the winter months, when 
such issues usually get worse.

The role of the HomeLink resident app
Aico’s HomeLink resident app was vital in empowering 
the owners to take charge of their own environment. 
Much more than just a passive monitoring system, the 
app provided real-time insights and personalised advice 
�X�E�M�P�S�V�I�H���X�S���X�L�I���W�T�I�G�M�û�G���G�S�R�H�M�X�M�S�R�W���M�R���X�L�I�M�V���L�S�Q�I��

The key features of the HomeLink resident app include:

•  Personalised home health insights – Users receive 
continuous updates on indoor air quality, including 
temperature, humidity and carbon-dioxide readings, 
�E�W���[�I�P�P���E�W���R�S�X�M�û�G�E�X�M�S�R�W���[�L�I�R���P�I�Z�I�P�W���J�E�P�P���F�I�]�S�R�H��
recommended ranges.

•  Preventative maintenance alerts – The app provides early 
warnings for any environmental conditions that could 
lead to mould or poor air quality, prompting residents to 
take action.

•  Tenant-landlord communication – Where applicable, 
the system can be shared with property managers 
or landlords, ensuring transparency and shared 
responsibility for the property’s upkeep.

•  User-friendly design – The app’s intuitive layout and 
accessible interface make it easy to understand and act 
on its insights.

Grace Lee, one of the owners, said, “Using the HomeLink 
resident app was eye-opening. I’d never really considered 
the air quality in my home before, but the app really 
�L�M�K�L�P�M�K�L�X�I�H���X�L�I���F�I�R�I�û�X�W���S�J���E���L�I�E�P�X�L�]���L�S�Q�I��

“Working from home, I spend most of my time indoors and 
just having that extra prompt to let in some fresh air has 
�F�I�I�R���V�I�E�P�P�]���L�E�R�H�]���E�R�H���L�I�P�T�I�H���[�M�X�L���Q�]���T�V�S�H�Y�G�X�M�Z�M�X�]���¹

A healthier, smarter home
By leveraging real-time data, modern sensors and 
practical behavioural changes, the owners transformed 
their 1930s house into a healthier and more energy-
�I�ý�G�M�I�R�X���W�T�E�G�I�����;�L�E�X���F�I�K�E�R���E�W���E���V�I�E�G�X�M�Z�I���I�ú�S�V�X���X�S���V�I�H�Y�G�I��
mould and humidity became a proactive lifestyle change 
driven by technology and insight.

Our Connected Home solution provided a comprehensive 
picture of indoor conditions, allowing for strategic, phased 
improvements. Unlike traditional approaches that rely on 
�X�V�M�E�P���E�R�H���I�V�V�S�V�����X�L�M�W���W�Q�E�V�X���V�I�X�V�S�û�X���[�E�W���K�Y�M�H�I�H���F�]���I�Z�M�H�I�R�G�I����
leading to faster results and greater long-term impact.

In the end, the success of this project lowered DMS 
scores, improved air quality and empowered the 
residents. With tools like the HomeLink app and the 
Ei1000G gateway, they gained control over their indoor 
environment and took simple, consistent steps to 
safeguard their home and health.

Conclusion
As housing providers and private homeowners modernise 
their properties, solutions like Aico’s Connected Home 
�W�]�W�X�I�Q���S�ú�I�V���E���W�G�E�P�E�F�P�I�����H�E�X�E���H�V�M�Z�I�R���T�E�X�L���J�S�V�[�E�V�H�����8�S��
�û�R�H���S�Y�X���Q�S�V�I���E�F�S�Y�X���&�M�G�S�¶�W���-�S�Q�I�1�M�R�O���(�S�R�R�I�G�X�I�H���-�S�Q�I��
solution, visit aico.co.uk .

Matt Powell is the relationship manager for North 
Wales and West England at Aico.



����

REPAIRS  & MAINTENANCE

RHP brings 
repairs 
in-house with 
Totalmobile

RHP Group is preparing to move its repairs 

service in-house, supported by Totalmobile’s 

Field First software. The move is intended to 

improve response times, increase service 

control and provide better service for RHP’s 

customers.

By replacing its legacy systems with Field First, RHP can 
�K�M�Z�I���V�I�E�P���X�M�Q�I���N�S�F���E�R�H���W�G�L�I�H�Y�P�M�R�K���M�R�J�S�V�Q�E�X�M�S�R���X�S���M�X�W���û�I�P�H��
based operatives and stream live operational data to its 
managers.

Gareth Levingston, head of technology, RHP, said, 
“Bringing repairs in-house is a big step forward, and 
Totalmobile’s platform is helping us do it right. It gives our 
�X�I�E�Q�W���X�L�I���X�S�S�P�W���X�S���[�S�V�O���Q�S�V�I���I�ý�G�M�I�R�X�P�]�����V�I�W�T�S�R�H���J�E�W�X�I�V��
�E�R�H���O�I�I�T���V�I�W�M�H�I�R�X�W���F�I�X�X�I�V���M�R�J�S�V�Q�I�H���¹

Signix scales up 
with Totalmobile
���M�K�R�M�\���L�E�W���W�M�K�R�I�H���E���û�Z�I���]�I�E�V���H�I�E�P���[�M�X�L���8�S�X�E�P�Q�S�F�M�P�I���X�S��
�H�M�K�M�X�M�W�I���M�X�W���û�I�P�H���S�T�I�V�E�X�M�S�R�W���E�R�H���W�X�V�I�R�K�X�L�I�R���W�I�V�Z�M�G�I���H�I�P�M�Z�I�V�]��
as it expands across the UK.

���M�K�R�M�\���[�M�P�P���F�I���H�I�T�P�S�]�M�R�K���8�S�X�E�P�Q�S�F�M�P�I�¶�W���û�I�P�H���W�I�V�Z�M�G�I��
management system, including its workforce manageme nt, 
�P�S�R�I���[�S�V�O�I�V���E�R�H���û�I�P�H���W�I�V�Z�M�G�I���M�R�X�I�P�P�M�K�I�R�G�I���Q�S�H�Y�P�I�W��

David Mash, managing director, Signix, said, “Now that 
�[�I�¶�V�I���Q�E�R�E�K�M�R�K���S�Z�I�V�����������������T�V�S�T�I�V�X�M�I�W���[�M�X�L���������S�T�I�V�E�X�M�Z�I�W��
across the UK, we needed a platform that could keep up 
with us without adding complexity.

“Totalmobile gives us the visibility and control we need 
to manage our teams, deliver faster services and meet 
the expectations of our housing customers and their 
�V�I�W�M�H�I�R�X�W���¹

Nottingham City Council goes live 
with Field First from Totalmobile
Nottingham City Council has just gone live with 
Totalmobile’s Field First software, aimed at modernising 
how the council’s services are delivered to 27,000 homes 
across Nottingham.

The council has already implemented smarter scheduling 
�T�V�S�G�I�W�W�I�W���X�S���E�Y�X�S�Q�E�X�I���M�X�W���[�S�V�O�ü�S�[�W���J�S�V���J�E�W�X�I�V���E�R�H���Q�S�V�I��
efficient repairs and maintenance. The deployment of 
Field First follows the council’s earlier implementations 
of lone-work protection and voids management software 
from Totalmobile over the past four years.

Jon Peel, business transformation project manager, 
Nottingham City Council, said, “Our partnership with 
Totalmobile marks a major moment in how we deliver 
repairs and maintenance for our housing services. Field 
First lets us address key operational challenges while 
�K�M�Z�M�R�K���S�Y�V���V�I�W�M�H�I�R�X�W���Q�S�V�I���Z�M�W�M�F�M�P�M�X�]�����G�S�R�X�V�S�P���E�R�H���G�S�R�û�H�I�R�G�I��
�M�R���X�L�I���W�I�V�Z�M�G�I�W���X�L�I�]���V�I�P�]���S�R���¹
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REPAIRS  & MAINTENANCE

Propeller launches globally-
optimised scheduling

BACK FOR ITS 
17TH YEAR...
Targeted business intelligence, 
fresh ideas and informal networking

See page 3 for 
more info...

Propeller has launched new technology for 

allocating and bulk-scheduling thousands of 

maintenance, repair and servicing visits in 

seconds.

The intelligent scheduling solution can generate 
thousands of appointments up to three months in advance 
�[�L�M�P�I���S�T�X�M�Q�M�W�M�R�K���I�R�K�M�R�I�I�V�W�¶���I�ý�G�M�I�R�G�]�����8�L�I���X�I�G�L�R�S�P�S�K�]���G�E�R��
�E�P�W�S���F�I���G�S�R�û�K�Y�V�I�H���J�S�V���G�S�Q�T�P�I�\���N�S�F�W���V�I�U�Y�M�V�M�R�K���Q�Y�P�X�M�T�P�I��
�X�V�E�H�I�W���S�R���H�M�ú�I�V�I�R�X���H�E�]�W��

This ‘global optimisation’ approach allows multiple 
�[�S�V�O�ü�S�[�W���X�S���F�I���Q�E�R�E�K�I�H���W�M�Q�Y�P�X�E�R�I�S�Y�W�P�]���F�]���E���T�S�[�I�V�J�Y�P��

algorithm. Compared with conventional scheduling 
methods, Propeller said that global optimisation can 
�V�I�H�Y�G�I���S�T�I�V�E�X�M�S�R�E�P���G�S�W�X�W���F�]���Y�T���X�S���������T�I�V���G�I�R�X��

Dave Carr, managing director, Propeller, said, “What sets 
our new technology apart is its ability to intelligently 
schedule compliance servicing programmes, responsive 
repairs and planned maintenance, automating as much of 
the process as possible.

“By optimising job allocations across an entire workforce, 
rather than individually, the system maximises 
�T�V�S�H�Y�G�X�M�Z�M�X�]���¹
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Housing Technology interviewed 

housing operations and data integration 

specialists from Mobysoft, Plenti�c 

and Voicescape about fragmented 

data, disconnected systems, manual 

processes and realistic expectations 

when it comes to getting better views 

of housing providers’ operations.

360o views 
of housing
Application spaghetti, 
middleware, business 
intelligence and reporting
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Blinkered vision
�*�Q�M�P�]�����L�E�[�����W�I�R�M�S�V���H�M�V�I�G�X�S�V���E�R�H���T�V�S�H�Y�G�X���P�I�E�H���E�X���5�P�I�R�X�M�û�G��
said, “Fragmented systems, de-centralised data and 
manual processes are the main barriers to housing 
providers getting a 360-degree view of their operations.

“Housing providers usually have a patchwork of legacy 
solutions that don’t communicate with each other. Data 
about properties might be in one system, tenant data 
�W�X�S�V�I�H���W�S�Q�I�[�L�I�V�I���I�P�W�I�����û�R�E�R�G�M�E�P���H�E�X�E���M�R���E���W�I�T�E�V�E�X�I��
platform and maintenance requests in another, creating 
data silos and inconsistencies.

“Even if a housing provider’s systems are integrated to 
some extent, the core data itself is often not centralised. 
Information can be in spreadsheets, on individual 
�G�S�Q�T�Y�X�I�V�W���S�V���M�R���T�E�T�I�V���û�P�I�W�����8�L�M�W���P�E�G�O���S�J���E���W�M�R�K�P�I���W�S�Y�V�G�I���S�J��
truth means there are multiple versions of the same data, 
leading to further inconsistencies and confusion.

“Furthermore, many housing providers still rely on manual, 
paper-based or email-heavy processes for operations 
such as repairs, inspections and tenant communications. 
�8�L�M�W���G�E�R���G�V�I�E�X�I���E���W�M�K�R�M�û�G�E�R�X���P�E�K���F�I�X�[�I�I�R���E�R���I�Z�I�R�X��
happening and the data being recorded.

“These all combine to prevent real-time visibility and 
make it almost impossible to understand the true state of 
�S�T�I�V�E�X�M�S�R�W�����X�V�E�G�O���0�5�.�W���E�R�H���I�R�W�Y�V�I���V�I�K�Y�P�E�X�S�V�]���G�S�Q�T�P�M�E�R�G�I���¹

Gary Haynes, managing director of Voicescape, said, “The 
main reason is fragmentation. Disconnected systems 
and processes mean that information shared with one 
department often doesn’t reach another, even when both 
are dealing with the same customer.

“Another major barrier is a landlord-centric mindset. 
Many housing providers fail to recognise that system 
�J�V�E�K�Q�I�R�X�E�X�M�S�R���M�W���X�L�I�M�V���V�I�W�T�S�R�W�M�F�M�P�M�X�]���X�S���û�\�����.�R�W�X�I�E�H�����X�L�I�]��
assume tenants should navigate the confusion, placing 
�X�L�I���F�Y�V�H�I�R���S�R���X�L�I���Z�I�V�]���T�I�S�T�P�I���X�L�I���W�]�W�X�I�Q���W�L�S�Y�P�H���W�I�V�Z�I���¹

Realistic goals
Engin Yilmaz, director of product innovation at Mobysoft, 
said, “A true 360-degree view of housing doesn’t mean 
a single monolithic system that does everything – that’s 
neither practical nor desirable. Instead, it’s about creating 
connected insights across critical domains, such as 
customers, properties and services, so that housing teams 
�G�E�R���E�G�X���[�M�X�L���G�S�R�û�H�I�R�G�I��

“New technologies, such as AI-driven data platforms, 
are making this achievable today. Rather than chasing 
perfection, housing providers should focus on having 

‘good enough to act’ models, where data is timely, reliable 
and joined-up enough to support decision-making, 
�G�S�Q�T�P�M�E�R�G�I���E�R�H���W�I�V�Z�M�G�I���M�Q�T�V�S�Z�I�Q�I�R�X���¹

�5�P�I�R�X�M�û�G�¶�W�����L�E�[���W�E�M�H�����¸�8�L�I�V�I�¶�W���E���Q�M�W�G�S�R�G�I�T�X�M�S�R���X�L�E�X���E��
‘360-degree view of housing’ means having a single 
platform to view everything, and that’s where some 
housing providers may be chasing the end of the rainbow.

“If you have a manageable number of integrated, purpose-
built systems that integrate where needed, the data in 
each system should be reliable and referenceable. Too 
often, a centralised data warehouse is seen as the ‘silver 
bullet’ to overcome poor systems and processes, and 
chasing this goal might be both unattainable and won’t 
produce the results that you’re looking for.

“Rather than saying you need ‘everything’, clearly 
articulating what data you do need to see and why will 
�L�I�P�T���X�S���H�I�û�R�I���X�L�I���W�G�S�T�I���S�J���[�L�E�X�¶�W���R�I�I�H�I�H���¹

Business- and role-speci�c views
�2�S�F�]�W�S�J�X�¶�W���=�M�P�Q�E�^���W�E�M�H����� �̧&���L�S�Y�W�M�R�K���S�ý�G�I�V���Q�E�]���S�R�P�]���R�I�I�H��
a clear, actionable view of a tenant’s rent, repairs history 
and vulnerabilities, whereas a senior executive may need 
a broader perspective across arrears, stock performance 
and regulatory risk.

“However, they must both be fed from the same trusted 
data foundation. Without a shared version of the truth, 
�F�Y�W�M�R�I�W�W�����E�R�H���V�S�P�I���W�T�I�G�M�û�G���H�E�W�L�F�S�E�V�H�W���V�M�W�O���F�I�G�S�Q�M�R�K���]�I�X��
�Q�S�V�I���W�M�P�S�W���¹

�:�S�M�G�I�W�G�E�T�I�¶�W���-�E�]�R�I�W���W�E�M�H�����¸�7�S�P�I���W�T�I�G�M�û�G���Z�M�I�[�W���E�V�I��
essential for specialists to do their jobs properly but they 
must sit within a system that also enables a 360-degree 
view of housing for those who need it.

“At the moment, tenants often bear the burden of 
fragmentation. They may call one department to report 
a repair, only to be contacted separately by income 
or customer experience teams, each unaware of the 
other’s actions. The result is confusion, duplication and 
�J�V�Y�W�X�V�E�X�M�S�R���¹
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“ 360-degree views of housing don’t 
mean single monolithic systems 
that do everything – that’s neither 
practical nor desirable.” 
 
Engin Yilmaz, Director of Product 
Innovation, Mobysoft
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Application spaghetti
Mobysoft’s Yilmaz said, “Housing providers put up with 
‘application spaghetti’ because, historically, they’ve had 
little choice. Housing providers have grown their IT estates 
reactively, adding ‘point’ solutions to meet their immediate 
needs or to address new regulations. Over time, those 
decisions have resulted in the creation of complicated, 
overlapping systems that are expensive to untangle.

�¸�-�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W���X�S�P�I�V�E�X�I���X�L�M�W���W�X�E�X�I���S�J���E�ú�E�M�V�W���F�I�G�E�Y�W�I��
ripping out and replacing their core systems feels too 
expensive, disruptive and risky. But the downsides are 
�S�T�I�V�E�X�M�S�R�E�P���M�R�I�ý�G�M�I�R�G�]�����H�Y�T�P�M�G�E�X�M�S�R���E�R�H���H�M�ý�G�Y�P�X�M�I�W���W�I�I�M�R�K��
�X�L�I���F�M�K�K�I�V���T�M�G�X�Y�V�I���¹

�5�P�I�R�X�M�û�G�¶�W�����L�E�[���W�E�M�H�����¸�-�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W���E�V�I���S�J�X�I�R��
victims of sunk cost and legacy investments. Many 
�L�E�Z�I���W�T�I�R�X���]�I�E�V�W���E�R�H���W�M�K�R�M�û�G�E�R�X���E�Q�S�Y�R�X�W���S�J���Q�S�R�I�]��
investing in legacy software for core functions such as 
�L�S�Y�W�M�R�K�����û�R�E�R�G�I���E�R�H���E�W�W�I�X���Q�E�R�E�K�I�Q�I�R�X�����8�L�I�W�I���W�]�W�X�I�Q�W����
while often clunky and lacking integration, are deeply 
embedded in their daily operations. The thought of a 
full rip-and-replace project is daunting, expensive and 
disruptive, so they continue to make do with what they 
have.

“Departmental silos and ownership can also feed a ‘good 
enough’ mindset because the change management 
of cross-functional tools is a large undertaking. While 
knowingly frustrating, this is often seen as an acceptable 
cost of doing business.

“However, new regulatory pressures, such as Awaab’s Law, 
�E�V�I���G�L�E�R�K�M�R�K���X�L�M�W�����.�R�I�ý�G�M�I�R�X�����H�M�W�G�S�R�R�I�G�X�I�H���W�]�W�X�I�Q�W���G�E�R��
now have serious, real-world consequences for residents’ 
safety and regulatory compliance. What was once ‘good 
enough’ is becoming a critical business risk, making poor 
�E�T�T�P�M�G�E�X�M�S�R���E�V�G�L�M�X�I�G�X�Y�V�I���M�R�G�V�I�E�W�M�R�K�P�]���M�R�X�S�P�I�V�E�F�P�I���¹

What’s the solution?
Voicescape’s Haynes said, “Application spaghetti isn’t 
unique to housing providers – it’s a common technical 
challenge across most business sectors.

“For example, the retail banking sector successfully 

addressed it through targeted systems integration, 
middleware and smart data sharing, not by overhauling 
every system. These acted as a bridge, enabling 
�M�R�J�S�V�Q�E�X�M�S�R���X�S���ü�S�[���F�I�X�[�I�I�R���J�V�S�R�X�����E�R�H���F�E�G�O���I�R�H���W�]�W�X�I�Q�W��

“Housing providers should take a similar approach. Rather 
than pursuing expensive, over-engineered CRM rollouts 
that risk discarding valuable knowledge embedded in 
housing and asset management systems, they should 
�J�S�G�Y�W���S�R���T�V�E�G�X�M�G�E�P���M�R�X�I�K�V�E�X�M�S�R�W���¹

�5�P�I�R�X�M�û�G�¶�W�����L�E�[���W�E�M�H�����¸�8�L�I���W�S�P�Y�X�M�S�R��
to application spaghetti isn’t to 
�û�R�H���S�R�I���Q�]�X�L�M�G�E�P���T�P�E�X�J�S�V�Q��
that does everything; that 
usually leads back to 
the same problem, 
just with a new IT 
supplier.

“Instead, the 
solution is a two-
part strategy. 
�8�L�I���û�V�W�X���T�E�V�X��
is to create a 
connected 
ecosystem 
where systems 
can talk to 
each other 
through robust, 
API-based 
integrations. 
Housing providers 
get to keep their 
best-of-breed 
systems while being 
able to connect to and 
extract data from them.

“The second part is working out 
what the ‘systems of operation’ are 
and what the ‘systems of record’ are 
(in some instances, they may be one and the 
same) – establishing clear boundaries of use cases 
between systems will drive the architectural design in an 
�M�R�J�S�V�Q�I�H���Q�E�R�R�I�V���¹

Shared/open data standards
Mobysoft’s Yilmaz said, “Shared data standards are 
absolutely essential for reducing complexity, improving 
interoperability and ensuring that data can be trusted 
across organisations. Initiatives such as HACT’s housing 
data standards are already showing the value of creating 
�G�S�Q�Q�S�R���H�I�û�R�M�X�M�S�R�W��

“ The solution to ‘application 
spaghetti’ isn’t to �nd one mythical 
platform that does everything.” 
 
Emily Shaw, Senior Director & Product 
Lead, Plenti�c
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“However, data standards alone aren’t enough. Housing 
providers also need technology platforms that can put 
those standards into practice, transforming their data 
into insights and embedding them into their day-to-
day processes. Without that bridge, data standards risk 
�V�I�Q�E�M�R�M�R�K���E���X�L�I�S�V�I�X�M�G�E�P���I�\�I�V�G�M�W�I���¹

Voicescape’s Haynes said, “In theory, open data standards 
sound like a sensible solution, and nearly every sector 

has explored them, but in practice, they quickly 
become unmanageable.

�¸�'�I�]�S�R�H���X�L�I���Q�S�W�X���E�F�W�X�V�E�G�X���H�I�û�R�M�X�M�S�R�W��
such as ‘tenant’, ‘property’ or ‘repair’, 

�X�L�I���H�M�ú�I�V�I�R�G�I�W���F�I�X�[�I�I�R���W�]�W�X�I�Q�W��
and housing providers are 

�X�S�S���W�M�K�R�M�û�G�E�R�X�����&�X�X�I�Q�T�X�W���X�S��
create a ‘common data 
model’ often become too 
complicated, expensive 
and slow to deliver value.

“Rather than chasing 
perfection through 
rigid standardisation, 
the sector should 
aim for practical 
progress towards better 
integration and data-
sharing where it matters 

most, without getting 
�W�X�Y�G�O���X�V�]�M�R�K���X�S���H�I�û�R�I��

�I�Z�I�V�]�X�L�M�R�K���J�S�V���I�Z�I�V�]�S�R�I���¹

Examples of 360-degree 
views

Mobysoft’s Yilmaz said, “We’re 
seeing housing providers beginning 

to achieve 360-degree views through 
�X�E�V�K�I�X�I�H�����H�S�Q�E�M�R���W�T�I�G�M�û�G���Z�M�I�[�W���X�L�E�X���X�L�I�R��

connect into a broader operational picture.

“For example, some housing providers have used anal ytics 
platforms to bring together rent, arrears and tenan t 
vulnerability data, giving income teams a clearer a nd 
more proactive way to support tenants, while others  are 
integrating damp and mould, repairs and complaints data 
to meet the impending requirements for Awaab’s Law.

“The next stage, and this is where platforms such as 
Mobysoft’s PropertySense are heading, is to take those 
successes and scale them, so that housing providers can 
gradually build toward a comprehensive, 360-degree view 
�S�J���X�L�I�M�V���L�S�Q�I�W�����X�I�R�E�R�X�W���E�R�H���W�I�V�Z�M�G�I�W���¹

Voicescape’s Haynes said, “Some housing providers don’t 
acknowledge there’s a problem at all and are content to 
maintain the status quo.

“Others are trying to solve the problem by scrapping their 
housing and asset management systems entirely and 
rebuilding their business operations from the ground up. 
This approach is risky, very expensive and often ends in 
failure, especially when it involves discarding decades of 
specialised knowledge embedded in established systems.

“In our view, the most sustainable route forward is to 
assemble best-of-breed systems and use internal 
integration ‘glue’ to stitch them together, with a customer-
�J�E�G�M�R�K���P�E�]�I�V���S�R���X�S�T���¹

�5�P�I�R�X�M�û�G�¶�W�����L�E�[���W�E�M�H�����¸�;�I���V�I�K�Y�P�E�V�P�]���[�S�V�O���[�M�X�L���L�S�Y�W�M�R�K��
providers to help them achieve a 360-degree view of their 
�S�T�I�V�E�X�M�S�R�W���S�V���E�X���P�I�E�W�X���Q�E�O�I���E���W�M�K�R�M�û�G�E�R�X���N�Y�Q�T���X�S�[�E�V�H�W��
�X�L�E�X���K�S�E�P���F�]���Y�W�M�R�K���X�L�I���5�P�I�R�X�M�û�G���T�P�E�X�J�S�V�Q���X�S���G�I�R�X�V�E�P�M�W�I���E�R�H��
digitise their repairs, inspections, voids, damp and mould 
�E�R�H���G�S�Q�T�P�M�E�R�G�I���[�S�V�O�ü�S�[�W��

“Before, that data would have been scattered across 
�I�Q�E�M�P�W�����W�T�V�I�E�H�W�L�I�I�X�W���E�R�H���H�M�ú�I�V�I�R�X���G�S�R�X�V�E�G�X�S�V���W�]�W�X�I�Q�W����
Now, they have a single, real-time platform that connects 
�X�L�I���O�I�]���H�E�X�E���T�S�M�R�X�W���E�G�V�S�W�W���E�P�P���S�J���X�L�I�W�I���S�T�I�V�E�X�M�S�R�E�P���E�V�I�E�W���¹

Housing Technology would like to thank Engin Yilmaz 
(Mobysoft), Emily Shaw (Plenti�c) and Gary Haynes 
(Voicescape) for their contributions to this article.

“ Instead of chasing perfection 
through rigid standardisation, aim 
for practical progress towards 
better integration and data 
sharing.” 
 
Gary Haynes, Managing Director, 
Voicescape
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With over 20 years in the housing sector, 

one challenge never fails to pop up in my 

conversations, and that’s the question of how 

to achieve that elusive 360-degree view of 

housing. It's like chasing a unicorn; often talked 

about but rarely spotted in the wild.

On one side of the ring, we have the best-of-breed’ 
systems, those clever little tools designed to solve 
�W�T�I�G�M�û�G���T�V�S�F�P�I�Q�W���³���F�V�M�P�P�M�E�R�X���E�X���X�L�I�M�V���T�E�V�X�M�G�Y�P�E�V���N�S�F�W�����F�Y�X���R�S�X��
so brilliant at playing nicely with others.

On the other side? The almighty housing management 
system, that big, bold and do-it-all behemoth. Powerful, 
yes, but setting it up can feel rather like trying to launch a 
rocket using a manual written in ancient Greek!

The dream – One view to rule them all
Now imagine this – you open one screen and ‘bam!’, 
there’s everything you need to know about your residents 
�E�R�H���T�V�S�T�I�V�X�M�I�W�����3�S���W�T�V�I�E�H�W�L�I�I�X�W�����R�S���W�[�M�X�G�L�M�R�K���F�I�X�[�I�I�R��������
tabs and no psychic powers needed.

Thanks to clever platforms and integrations, this dream is 
becoming a reality and it’s transforming the way housing 
providers work.

Too many systems, not enough connections
Let’s be honest, most housing teams are juggling more 
systems than a circus act. Repairs, assets, ASB, cu stomer 
contact... then add a few random spreadsheets for g ood 
measure. Trying to pull useful, real-time data from  this 
�N�Y�Q�F�P�I���M�W���E�O�M�R���X�S���H�S�M�R�K���E���N�M�K�W�E�[���[�M�X�L���T�M�I�G�I�W���J�V�S�Q���û�Z�I��
�H�M�ú�I�V�I�R�X���T�Y�^�^�P�I�W� ���]�S�Y���Q�M�K�L�X���I�Z�I�R�X�Y�E�P�P�]���K�I�X���W�S�Q�I�X�L�M�R�K��
�V�I�W�I�Q�F�P�M�R�K���E���T�M�G�X�Y�V�I�����F�Y�X���R�S�X���[�M�X�L�S�Y�X���P�S�W�M�R�K���]�S�Y�V���W�E�R�M�X�]���û�V�W�X��

The utopian vision
As an alternative, picture this – you’re supporting a 
resident and can instantly see their rent history, boiler 
service schedule, repairs, communication preferences and 
even their support needs, all in one place.

�3�S���Q�S�V�I���G�L�E�W�M�R�K���û�P�I�W���S�V���E�W�O�M�R�K���]�S�Y�V���G�S�P�P�I�E�K�Y�I�W���J�S�V��
updates, just real-time, relevant insights that help you 
respond with empathy, clarity and speed. As a result, you 
become more proactive, your residents feel heard and 
your team’s jobs become a whole lot easier.

Sounds pretty magical, right? That’s the power of a 
360-degree view.

And here's the best part. You don’t need more data or 
yet another bolt-on system, you just need to make better 
connections with the data you already have, such as 
tenancies, repairs and arrears, all pulled together in a way 
that’s useful, accessible and actionable.

Untangling 
the spaghetti
Making the 
case for a 
360-degree view

Jude Comber, Account Manager for 
Social Housing, Alscient
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Behold, the platform approach
�8�L�M�W���M�W���[�L�I�V�I���X�L�I���µ�T�P�E�X�J�S�V�Q���Q�S�H�I�P�¶���W�L�M�R�I�W�����.�X���S�ú�I�V�W���E��
�ü�I�\�M�F�P�I�����Q�S�H�Y�P�E�V���W�S�P�Y�X�M�S�R���X�L�E�X���F�V�M�R�K�W���E�P�P���]�S�Y�V���W�]�W�X�I�Q�W��
together. Rather than waiting years for one massive HMS 
to deliver value (spoiler alert: it often doesn’t), you get 
quick wins fast.

Start with what matters most to your organisation, whether 
that’s CRM, complaints, repairs or communications. Then 
build from there, connecting your tools to create o ne smart, 
streamlined system that works for you, not against you.

�'�]���P�E�]�I�V�M�R�K���M�R���L�S�Y�W�M�R�K���W�T�I�G�M�û�G���J�I�E�X�Y�V�I�W�����O�R�S�[�R���E�W��
‘accelerators’, and using smart integrations, housing 
providers can roll out functional improvements 
incrementally and with minimal disruption.

What it looks like in action
�5�M�G�X�Y�V�I���E���L�S�Y�W�M�R�K���S�ý�G�I�V���T�V�I�T�E�V�M�R�K���J�S�V���E���Z�M�W�M�X���X�S���E���X�I�R�E�R�X����
Instead of digging through folders and half-updated 
reports, they can simply pull up a dashboard. There it all is, 
�W�T�E�R�R�M�R�K���V�I�R�X���F�E�P�E�R�G�I�W�����V�I�G�I�R�X���V�I�T�E�M�V�W�����W�E�J�I�K�Y�E�V�H�M�R�K���ü�E�K�W����
ASB cases, everything else besides, sitting on their device 
as they walk up the tenant’s path.

Or take a resident reporting a problem via their housing 
�T�V�S�Z�M�H�I�V�¶�W���W�I�P�J���W�I�V�Z�M�G�I���E�T�T�����8�L�I�]���V�I�G�I�M�Z�I���E���G�S�R�û�V�Q�E�X�M�S�R��
text or WhatsApp message instantly, the system logs the 
case, updates the CRM and outlines the next steps – 
no hold music, no chasing and no confusion.

Housing providers using this kind of technology 
have reported brilliant results, such as:

•   25 per cent reduction in missed 
appointments;

•   55 per cent faster case resolutions;
•   50 per cent fewer pre-inspections;
•   Higher employee satisfaction;
•   Faster call-handling.

That’s what happens when your 
systems talk to each other and people 
�L�E�Z�I���[�L�E�X���X�L�I�]���R�I�I�H���E�X���X�L�I�M�V���û�R�K�I�V�X�M�T�W��

It’s not just data, it’s people too
Ultimately, technology should make life easier. For 
�L�S�Y�W�M�R�K���W�X�E�ú�����X�L�E�X���Q�I�E�R�W���P�I�W�W���û�V�I�û�K�L�X�M�R�K���E�R�H���Q�S�V�I���J�S�G�Y�W��
on helping people. For residents, it means feeling valued, 
supported and heard.

True transformation isn’t just about the technology, it’s 
also about aligning people, processes and tools to deliver 
meaningful outcomes. The technology bit should feel 
second nature, with your real focus on how your teams 
operate and how your services are delivered.

Come along for the ride
Want to make change stick? Involve key stakeholders and 
residents from the start. Understand what information 
they really need and why it matters to them. Let them 
help shape the journey; they’ll be more invested and you’ll 
build trust and clarity along the way.

Open, honest communication, shared accountability and a 
clear roadmap all go a long way in making transformation 
feel less scary and more empowering.

Start small, think big & move fast (but steadily)
�=�S�Y���H�S�R�¶�X���R�I�I�H���X�S���ü�M�T���X�L�I���[�L�S�P�I���X�E�F�P�I���S�Z�I�V�R�M�K�L�X�����'�I�K�M�R��
with a manageable area, such as complaints or ASB, and 
build your momentum from there. Choose a technology 
that works with your existing tools, not against them, 
and before long, those small wins will add up to real and 
lasting change.

If your technology stack feels more like spaghetti than 
structure, perhaps it’s time to embrace a platform 
approach. Get the right tools, plug them in properly 
and start unlocking your inner housing superhero (cape 
�S�T�X�M�S�R�E�P���F�Y�X���H�I�û�R�M�X�I�P�]���I�R�G�S�Y�V�E�K�I�H����

Jude Comber is the account manager for 
social housing at Alscient.
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360-degree 
views and data 
dashboards
Gursh Lail, CEO, i4Housing

In social housing, the push for 360-degree 

operational views, spanning tenants, repairs, 

compliance, complaints and more, is growing 

rapidly. Yet, for many organisations, the reality 

is far from streamlined; what’s intended to 

be a uni�ed data ecosystem often results 

in a complex, disjointed tangle of systems, 

platforms and temporary �xes.

The CRM & HMS divide
At the heart of the issue is a divide between custo mer 
relationship management (CRM) systems for viewing 
data and housing management systems (HMS) for core 
functions. For example, when a resident calls about  rent 
arrears, their balance may appear in the CRM. Howev er, 
�H�I�X�E�M�P�I�H���X�V�E�R�W�E�G�X�M�S�R���L�M�W�X�S�V�M�I�W�����V�I�R�X���G�P�E�W�W�M�û�G�E�X�M�S�R�W���E�R�H��
payment plans often exist in separate systems. This  
fragmentation leads to the need for extensive integ rations, 
custom APIs, service buses and middleware which, wh ile 
�J�Y�R�G�X�M�S�R�E�P�����E�H�H���W�M�K�R�M�û�G�E�R�X���S�T�I�V�E�X�M�S�R�E�P���G�S�Q�T�P�I�\�M�X�]���E�R�H���G�S�W�X��

This situation isn’t just inconvenient, it also has regulatory 
and ethical implications. Recent events, including the 
consequences of Awaab’s Law and increasing scrutiny 
from the Regulator of Social Housing, have brought 
attention to the importance of accessible, auditable and 
reliable data. Despite this, many housing providers still 
manage vital compliance processes through outdated 
means, such as spreadsheets, leaving room for errors, 
�M�R�I�ý�G�M�I�R�G�M�I�W���E�R�H���Q�M�W�W�I�H���V�I�W�T�S�R�W�M�F�M�P�M�X�M�I�W��

Dr. Lisa Thompson, professor of urban systems, Institute 
for Data Driven Policy, said, “There’s a critical need for 
foundational data architectures across the housing 
sector. Housing providers must move beyond surface-
level dashboards and focus on creating integrated, 

interoperable systems that support transparency, 
�G�S�Q�T�P�M�E�R�G�I���E�R�H���T�V�S�E�G�X�M�Z�I���W�I�V�Z�M�G�I���H�I�P�M�Z�I�V�]���¹

Lake houses & medallion architectures
Encouragingly, some organisations are beginning 
to adopt modern data strategies. These include the 
development of centralised ‘lake houses’ and ‘medallion’ 
architectures, which incorporate layers of data-quality 
checks, automated reporting and real-time dashboards. 
These frameworks serve not only to meet regulatory 
requirements but also to create the foundation for 
predictive analytics, resident engagement strategies and 
AI-powered services.

To move forward, several priorities must be addressed:

•   Enterprise architecture must lead transformation. Digital 
systems should be core components of operational 
planning, not auxiliary additions.

•   Minimise system fragmentation. New technologies 
should be vetted for interoperability, ideally through REST 
APIs or Webhooks to ensure seamless integration.

•   View data as a strategic asset. This includes investing 
in human capital such as data stewards, analysts and 
data governance professionals, not just in the platforms 
themselves.

As AI becomes an increasing area of interest in housing, 
it’s vital that the sector lays down the groundwork for 
its effective use. Without clean, consistent data and 
reliable integration, the promise of AI will remain largely 
theoretical.

Ultimately, achieving a 360-degree view requires more 
than visualisation tools or reporting dashboards. It 
demands a comprehensive strategy built on architectural 
integrity, robust governance and the prioritisation of data 
as a critical operational resource.

Gursh Lail is the CEO of i4Housing.
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Futures Housing Group is using Cadcorp’s GIS 

and spatial-mapping software to assess its 

properties’ present and future �ood risks.

Futures Housing had originally considered using open-
�W�S�Y�V�G�I���ü�S�S�H���H�E�X�E���F�Y�X���J�S�Y�R�H���X�L�I���G�S�R�W�I�U�Y�I�R�X���R�I�I�H���X�S��
search on a property-by-property basis to be unfeasible 
when dealing with thousands of properties.

James Dial, head of sustainability and asset maximi sation, 
�+�Y�X�Y�V�I�W���-�S�Y�W�M�R�K���,�V�S�Y�T�����W�E�M�H�����¸�;�I���R�I�I�H�I�H���X�S���Q�E�T���X�L�I���ü�S�S�H��
risk across our housing portfolio to see which prop erties 
�[�I�V�I���E�X���V�M�W�O���R�S�[���E�R�H���[�L�M�G�L���[�S�Y�P�H���F�I���E�X���V�M�W�O���M�R���J�Y�X�Y�V�I���¹

Cadcorp assigned one of its geospatial analysts to Futures 
�-�S�Y�W�M�R�K�¶�W���T�V�S�N�I�G�X�����8�L�I���E�R�E�P�]�W�X���P�S�E�H�I�H���ü�S�S�H���V�M�W�O���T�S�P�]�K�S�R�W��
for the area of interest into a spatial database alongside 
the housing provider’s addresses. Concurrent spatial 
queries were run in Cadcorp SIS Desktop to identify 
�G�Y�V�V�I�R�X���E�R�H���J�Y�X�Y�V�I���ü�S�S�H���V�M�W�O���E�V�I�E�W���X�L�E�X���I�E�G�L���E�H�H�V�I�W�W���J�I�P�P��
within. Additional attributes such as surface water, rivers 
and the sea were also factored into Cadcorp’s modelling.

An interactive map was created in Cadcorp SIS WebMap 
�X�S���T�V�S�Z�M�H�I���E�P�P���W�X�E�ú���[�M�X�L���E�G�G�I�W�W���X�S���ü�S�S�H���V�M�W�O���M�R�J�S�V�Q�E�X�M�S�R����
�9�W�I�V�W���G�E�R���U�Y�M�G�O�P�]���W�I�E�V�G�L���E�R�H���û�P�X�I�V���V�I�W�Y�P�X�W���X�S���M�H�I�R�X�M�J�]��
properties and areas with a current or future risk of 
�ü�S�S�H�M�R�K�����8�L�I���E�R�E�P�]�W�M�W���M�W���H�I�W�M�K�R�I�H���W�S���X�L�E�X���X�L�I���L�S�Y�W�M�R�K��

�T�V�S�Z�M�H�I�V�¶�W���W�X�E�ú���G�E�R���I�E�W�M�P�]���Y�T�H�E�X�I���M�X���[�L�I�R���V�I�Z�M�W�I�H���ü�S�S�H��
risk data becomes available, alongside UPRN tagging 
of the data so that the results be integrated into Futures 
Housing’s HMS for further analysis.

NEC buys Cadcorp
NEC Software Solutions has bought Cadcorp, the UK-
based provider of geographic information systems (GIS) 
and web mapping software, with the aim of enhancing 
NEC’s capabilities in location-based intelligence for UK 
housing providers and local authorities.

Alongside Cadcorp’s wealth of expertise in spatial 
data analysis, cloud-hosted mapping and geospatial 
�G�S�R�W�Y�P�X�E�R�G�]�����M�X�W���ü�E�K�W�L�M�T���(�E�H�G�S�V�T�����.�����T�V�S�H�Y�G�X���M�W���[�M�H�I�P�]��
used by a range of sectors including housing, government, 
emergency services, energy and infrastructure.

�8�M�R�E���;�L�M�X�P�I�]�����G�L�M�I�J���I�\�I�G�Y�X�M�Z�I���S�ý�G�I�V�����3�*�(�����S�J�X�[�E�V�I��
Solutions, said, “We are thrilled to welcome Cadcorp to 
�S�Y�V���J�E�Q�M�P�]�����.�X�W���G�S�V�I���S�ú�I�V�M�R�K���G�S�Q�T�P�I�Q�I�R�X�W���S�Y�V���Q�M�W�W�M�S�R��
to create safer communities through innovation and 
�G�S�P�P�E�F�S�V�E�X�M�S�R���¹

Martin Daly, technical director, Cadcorp, said, “Joining NEC 
Software Solutions marks a new chapter for Cadcorp. 
Together, we’ll accelerate the delivery of integrated 
solutions that empower housing and public-sector 
�T�V�S�J�I�W�W�M�S�R�E�P�W���¹

Futures 
Housing’s 
Cadcorp spatial 
analysis for 
�ood risk
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Sovini’s award-winning 
legacy migration
Ian Pritchard (r), Group Head of Infrastructure & Cloud, and David Cater,  
Group Director of Technology & Performance Improvement, Sovini Group  
with George Grant, CEO, Housing Technology 

IT TEAM OF THE YEAR

Like many housing providers, Sovini had its fair sh are of 
legacy systems and IT infrastructure. These were th e 
systems you knew you had to upgrade or replace but 
�E�P�[�E�]�W���X�S�S�O���P�S�R�K�I�V���X�L�E�R���T�P�E�R�R�I�H�����.�R���������������L�S�[�I�Z�I�V�����S�Y�V��
mission was clear: to replace several key on-premis e legacy 
systems, including two housing management systems, 
�E�R�H���E���F�I�W�T�S�O�I���[�S�V�O�ü�S�[���*�)�2���W�S�P�Y�X�M�S�R�����8�L�I�W�I���W�]�W�X�I�Q�W��
�L�E�H���F�I�G�S�Q�I���M�R�G�V�I�E�W�M�R�K�P�]���H�M�ý�G�Y�P�X���X�S���Q�E�M�R�X�E�M�R���E�R�H���W�Y�T�T�S�V�X����
introduced risks, hindered business process and cau sed 
concern that they could start having an adverse imp act on 
our customers and the services we deliver to them.

Challenge #1 – Legacy on-premise systems
The transition from legacy on-premise Northgate OHMS 
�X�S���E���L�S�W�X�I�H���3�*�(���W�]�W�X�I�Q���[�E�W���X�L�I���.�8���X�I�E�Q�¶�W���Q�S�W�X���W�M�K�R�M�û�G�E�R�X��
undertaking yet. The well-documented reasons for 

upgrading or transitioning to cloud services guided us to 
focus on several critical areas:

•   Eliminating physical servers and storage;
•   Enhancing security and support;
•   Increasing automation to minimise duplication and risk;
•   Streamlining multiple systems into one;
•    Improving customer service and reducing interaction 

with the CSC team.

To get this right, we worked closely with NEC (our 
core technology partner) and Sovini’s key housing-
�V�I�P�E�X�I�H���X�I�E�Q�W���X�L�V�S�Y�K�L�S�Y�X���������������8�S�K�I�X�L�I�V���X�L�I�]���F�Y�M�P�X���E�R�H��
�G�S�R�û�K�Y�V�I�H���X�L�I���Y�R�H�I�V�P�]�M�R�K���W�X�V�Y�G�X�Y�V�I���E�R�H���G�S�R�R�I�G�X�M�Z�M�X�]��
required to deliver the wide range of modules within 
NEC’s HMS, including the build and implementation of a 
dedicated EDM system alongside it.

Sovini Group was the Winner in the IT Team of the Year category at the Housing Technology Awards 

2025. Ian Pritchard and David Cater from Sovini explain how the housing provider has moved from 

its legacy systems to a modern hosted infrastructure.
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Challenge #2 – Work�ow/EDM solution replacement
�8�L�I���R�I�\�X���G�L�E�P�P�I�R�K�I���[�E�W���V�I�T�P�E�G�M�R�K���S�Y�V���F�I�W�T�S�O�I���[�S�V�O�ü�S�[��
EDM solution with Microsoft SharePoint, internally named 
FileHive. For years, managing and supporting a multi-
server, dual-site Linux-based solution was a struggle; 
though it worked, it was fragile and support was limited 
�E�R�H���R�S�X���G�S�W�X���I�ú�I�G�X�M�Z�I��

During the transition between solutions, over 3,000 
corporate documents were successfully migrated. The 
integration brought Microsoft 365 integration, enhanced 
version control, security and system access for all users. 
The implementation process had only limited problems 
and was completed in six months.

Additional signi�cant projects
While the above transformations were almost all-
�I�R�G�S�Q�T�E�W�W�M�R�K�����S�X�L�I�V���W�M�K�R�M�û�G�E�R�X���T�M�I�G�I�W���S�J���[�S�V�O���E�P�W�S���L�E�H��
to be addressed. The removal of legacy hardware and 
software continued at pace, initially focusing on data 
and reporting. Our transition from Business Objects to 
Microsoft Power BI, Automate and Fabric was crucial. 
�;�M�X�L�M�R���N�Y�W�X���S�Z�I�V���X�L�V�I�I���Q�S�R�X�L�W�����S�Y�V���H�E�X�E���'�.���X�I�E�Q���Q�M�K�V�E�X�I�H��
over 200 reports, far ahead of the expected 6-12 month 
timescale.

Power Apps thrived, with ten in-house-developed apps 
enhancing productivity in areas such as disrepairs, case 
management, safeguarding, delivery planning and 
attendance management.

�&�W���I�E�V�P�]���E�H�S�T�X�I�V�W���S�J���2�M�G�V�S�W�S�J�X���+�E�F�V�M�G�����X�L�I���û�V�W�X���T�L�E�W�I���[�I�R�X��
�P�M�Z�I���M�R���)�I�G�I�Q�F�I�V���������������.�R�X�I�V�R�E�P���H�E�X�E���J�I�I�H�W���E�R�H���M�R�X�I�K�V�E�X�M�S�R�W��
were transitioned to Fabric, with future phases aiming to 
fully decommission our current data warehouse.

Infrastructure & security – The backbone of 
transformation
Infrastructure and security underpinned all these 
transformations. To address end-of-life problems with 
Windows, our infrastructure team completed a year-long 
upgrade program. They decommissioned 30 per cent 
of our servers, reducing risk, improving resilience and 
achieving zero business downtime. They also minimised 
our licensing costs, enhanced performance and stayed on 
time and within budget.

A key deliverable was our move to hosted ‘disaster recovery 
as a service’. With increasing data-centre costs, p ower 
consumption and ageing hardware reaching its end-of -
life, adopting a more resilient service model was v ital. 

The transition took six months, aligning with other  critical 
projects. This reduced our data-centre footprint, l owered 
our overall costs and improved resilience and secur ity.

Enhancing cyber-security
�(�]�F�I�V���W�I�G�Y�V�M�X�]���[�E�W���W�M�K�R�M�û�G�E�R�X�P�]���I�R�L�E�R�G�I�H���[�M�X�L���E���W�X�V�S�R�K��
emphasis on people and governance. Continuous 
engagement across all business levels remained crucial. 
���S�Z�M�R�M���R�S�[���S�ú�I�V�W���G�]�F�I�V���W�I�G�Y�V�M�X�]���X�V�E�M�R�M�R�K���E�X���X�L�I���F�S�E�V�H��
level and provides accurate and timely ‘executive 
information packs’ throughout the year. Collaboration 
with our technology partners led to over £20k worth 
of complimentary security assessments, enabling the 
development of a more detailed cyber-security roadmap 
and the recruitment of a cyber-security analyst.

A people-�rst approach
Despite the heavy workload, our IT team achieved over 
a 90 per cent employee-satisfaction rate. This success 
is attributed to a team-wide culture built on a ‘one team’ 
ethos, with initiatives such as away-days, social events and 
�ü�I�\�M�F�P�I���[�S�V�O�M�R�K���E�V�V�E�R�K�I�Q�I�R�X�W��

Continuous improvement was supported by allocating 
resources for analysis and collaboration with directors 
�E�R�H���F�Y�W�M�R�I�W�W���P�I�E�H�W�����I�R�W�Y�V�M�R�K���X�L�I���M�H�I�R�X�M�û�G�E�X�M�S�R���S�J���X�L�I��
�Q�S�W�X���I�ý�G�M�I�R�X���T�V�S�N�I�G�X�W���F�I�R�I�û�X�M�R�K���F�S�X�L���G�Y�W�X�S�Q�I�V�W���E�R�H���X�L�I��
organisation.

The team structure evolved to align our services with 
business priorities, introducing new roles such as project 
support, continuous improvement, cyber-security, IT 
assurance and senior support positions. These additions 
enhanced our focus on VFM, successful target delivery, 
improved security and better business integration.

While the changes posed challenges, resulting in so me 
�W�X�E�ú���X�Y�V�R�S�Z�I�V�����M�R�X�I�V�R�E�P���K�V�S�[�X�L���I�R�L�E�R�G�I�H���X�L�I���X�I�E�Q���W��
�O�R�S�[�P�I�H�K�I�����8�L�V�I�I���Q�I�Q�F�I�V�W���S�J���X�L�I���.�8���W�X�E�ú���[�I�V�I���T�V�S�Q�S�X�I�H��
and two members from the wider business joined the team.

Learning & growing together
�;�I���V�I�û�R�I�H���S�Y�V���E�T�T�V�S�E�G�L���[�M�X�L���I�E�G�L���T�V�S�N�I�G�X�����P�I�E�V�R�M�R�K��
from past experiences and collaborating closely with the 
business. This allowed us to address business risks and 
VFM savings while identifying previously uncaptured 
�F�Y�W�M�R�I�W�W���F�I�R�I�û�X�W��

The IT team’s contributions were integral to the success 
of initiatives such as cyber-security, ISOQAR, GDPR and 
�û�R�E�R�G�M�E�P���E�Y�H�M�X�W�����4�Y�V���V�I�W�L�E�T�I�H���µ�.�8���E�W�W�Y�V�E�R�G�I���E�R�H���H�E�X�E��
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�U�Y�E�P�M�X�]�¶���J�Y�R�G�X�M�S�R���W�M�K�R�M�û�G�E�R�X�P�]���M�Q�T�V�S�Z�I�H���H�E�X�E���K�E�X�L�I�V�M�R�K��
processes and received high commendations from 
our auditors.

Cross-training united our front-line support, appli cations 
and infrastructure teams, with improved triaging pr ocesses, 
knowledge-sharing and skills enhancement. By evalua ting 
�G�S�V�I���W�O�M�P�P�W�����E�V�I�E�W���J�S�V���H�I�Z�I�P�S�T�Q�I�R�X���[�I�V�I���M�H�I�R�X�M�û�I�H����
addressing succession planning and training risks.

Recognition and customer satisfaction
�7�I�G�S�K�R�M�X�M�S�R���J�S�V���X�L�I���.�8���X�I�E�Q�¶�W���I�ú�S�V�X�W���[�E�W���I�Z�M�H�I�R�X�����[�M�X�L���W�M�\��
�X�I�E�Q���Q�I�Q�F�I�V�W���R�S�Q�M�R�E�X�I�H���E�R�H���X�[�S���[�M�R�R�M�R�K���µ���X�E�V���1�I�E�H�I�V��
of the Month’. Customer satisfaction with IT services 
remained above 96 per cent, with frequent comments 
from our end-users highlighting fast, helpful, friendly, 
knowledgeable and excellent service.

�7�I�ü�I�G�X�M�R�K���S�R���X�L�I���]�I�E�V���E�W���E���[�L�S�P�I�����X�L�I���[�L�S�P�I���.�8���X�I�E�Q���E�X��
Sovini feels incredibly proud of its success and growth. 
The challenges faced have strengthened the team, 
making it ready for whatever the future holds.

Ian Pritchard is the group head of infrastructure 
and cloud, and David Cater is the group director 
of technology and performance improvement at 
Sovini Group. The housing provider was the Winner 
in the IT Team of the Year category at the Housing 
Technology Awards 2025.

Making housing 
data accessible, 
affordable & 
equitable
Kaz Sahota, Head of Commercial (Software & 
Support), The Dot Collective

My journey into social housing didn’t start in 

an of�ce. It began in my own building during 

the pandemic. Spiralling service charges, rising 

crime and limited access to services were 

affecting my local community, so I set up a 

shared email address and sent out a Zoom link, 

and our residents’ association was born. 

Soon, I found myself meeting MPs, the 

neighbourhood police and property managers 

to represent my neighbours.

We didn’t just talk, we made things happen. We secured 
�W�Q�E�P�P���F�Y�X���W�M�K�R�M�û�G�E�R�X���G�L�E�R�K�I�W���X�L�E�X���Q�E�H�I���S�Y�V���P�M�Z�I�W��
better, from tackling maintenance delays to improving 
communications between residents and management.

A few years later, I now work in housing data. My 
experience during the pandemic taught me that when 
communities have the right tools, knowledge and 
information, they can change outcomes for themselves 
and for others.

The same principles apply to organisations: when data is 
available, accessible and easy to understand, it empowers 
better decisions and stronger services.

Leaping the barriers to better data for all
At a recent Housing Technology event, we discussed 
our sector’s biggest data challenges, and regardless of 
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organisational size or technology stack, the same themes 
came up again and again:

•  Competing priorities – Data often slips down the agenda 
when immediate operational needs take over.

•  Limited capacity – Internal teams are stretched, making it 
hard to keep pace with new technologies.

•  Scaling gaps – Software built for business sectors with 
large budgets doesn't always translate into housing.

These issues aren’t just technical. They slow down 
innovation, limit what teams can achieve and in many 
�G�E�W�I�W���E�ú�I�G�X���X�I�R�E�R�X�W�¶���U�Y�E�P�M�X�]���S�J���W�I�V�Z�M�G�I��

For smaller housing providers, building an enterprise-
scale platform isn’t realistic. For larger ones, it is possible, 
but success depends on breaking the work into 
manageable steps that deliver early wins, rather than 
multi-year ‘big bang’ projects.

This is where my personal perspective from the residents’ 
association comes back: people engage more when they 
�G�E�R���W�I�I���T�V�S�K�V�I�W�W���U�Y�M�G�O�P�]�����[�L�I�X�L�I�V���X�L�E�X�¶�W���E���û�\�I�H���P�M�J�X���S�V���E��
working dashboard. That’s why in recent years there has 
been growing interest in breaking large programmes into 
smaller, faster-moving projects, so that progress is visible 
from the start.

Why we need a different approach
What about housing providers doing brilliant, ‘people 
�û�V�W�X�¶���[�S�V�O���F�Y�X���[�M�X�L�S�Y�X���F�M�K���F�Y�H�K�I�X�W���S�V���W�T�I�G�M�E�P�M�W�X���X�I�E�Q�W�$��
Increasingly, the housing sector is looking for ready-to-
use, fully-managed solutions. These remove the heavy 
lifting and let housing providers focus on service delivery 
rather than infrastructure management.

Across all sectors, we’re seeing more accessible tools. 
AI-driven search, cloud-native governance and instant 
dashboards are no longer the exclusive preserve of 
large corporates. The challenge is making sure these 

innovations are implemented in ways that work for the 
reality of social housing and its people.

One example of adapting technology from other sectors 
comes from The Dot Collective’s acquisition of The Data 
�7�I�û�R�I�V�]�����E���T�P�E�X�J�S�V�Q���S�V�M�K�M�R�E�P�P�]���H�I�Z�I�P�S�T�I�H���J�S�V���E�V�I�E�W���W�Y�G�L��
as e-commerce and sports. This illustrates how one can 
lower the barriers to entry, speed up delivery and make 
advanced data capabilities available to a wider range of 
housing providers.

Borrow, adapt & apply…
One housing provider I spoke to recently wanted to 
improve its regulatory reporting without building a team 
of in-house data specialists at a cost of hundreds of 
�X�L�S�Y�W�E�R�H�W���T�I�V���]�I�E�V�����'�]���E�H�S�T�X�M�R�K���E���ü�I�\�M�F�P�I�����G�P�S�Y�H���F�E�W�I�H��
�T�P�E�X�J�S�V�Q���S�V�M�K�M�R�E�P�P�]���H�I�Z�I�P�S�T�I�H���J�S�V���E���H�M�ú�I�V�I�R�X���W�I�G�X�S�V����
they were up and running in weeks rather than months, 
allowing them to redirect time and resources to frontline 
services while improving governance and compliance.

This highlights an important shift; our sector doesn’t 
just need technology, it needs adaptable technology. 
Platforms that can cross industry boundaries, scale to 
the size of the organisation and be maintained without an 
army of specialists.

Where do we go next?
�-�S�Y�W�M�R�K���H�E�X�E���W�L�S�Y�P�H���F�I���E���G�S�Q�Q�S�R���K�S�S�H�����.�X���W�L�S�Y�P�H���F�I�R�I�û�X��
the entire sector, not just the organisations with the 
deepest pockets. Behind every dataset are people, homes 
and communities whose lives could be improved if we 
could see more clearly and act faster.

�8�L�M�W���Q�I�E�R�W���X�L�M�R�O�M�R�K���H�M�ú�I�V�I�R�X�P�]���E�F�S�Y�X���S�[�R�I�V�W�L�M�T���E�R�H��
access. It means moving away from siloed, bespoke 
systems and towards approaches that share infrastructure 
and insights so that progress made by one organisation 
�G�E�R���F�I�R�I�û�X���Q�E�R�]�����.�R�R�S�Z�E�X�M�S�R���M�W�R�¶�X���N�Y�W�X���E�F�S�Y�X���X�S�S�P�W�����F�Y�X��
about collaboration, shared learning and a willingness to 
rethink the status quo.

�.�¶�Z�I���W�I�I�R���û�V�W�X���L�E�R�H�����F�S�X�L���E�W���E���V�I�W�M�H�I�R�X���E�R�H���E�W���W�S�Q�I�S�R�I��
working in housing data, that the more we share, the more 
we learn and the more enduring change we can create.

My experience has shown that the housing sector’s spirit 
of knowledge-sharing is strong but to truly move the dial, 
we must look beyond our own walls, borrowing proven 
ideas from other business sectors, blending them with our 
own innovations, and building shared solutions that lift the 
whole community together.

Kaz Sahota is the head of commercial software and 
support at The Dot Collective.
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Housing Technology’s Data Matters 2025 conference took place at the IET in central London in the 

middle of September, focusing on all aspects of data in social housing, with a very timely emphasis 

on data standards alongside arti�cial intelligence.

Housing Technology’s 
Data Matters 2025

Supported by Aico, GGM360, Mendix, Social Telecoms 
and TSG, the one-day event featured back-to-back 
presentations from housing providers and technology 
providers, a data- and AI-focused technology showcase 
and lots of informal networking.

Our thanks to our brilliant speakers: 

Aico  (Niall O'Driscoll), Freebridge Community Housing 
(Adam Whittle), Fuza (Dr Guy Marshall), LHP (Frank 
Manoharan), Magna Housing  (Dr Odayne Haughton), 
Microsoft  (Kishore Rajendran), ODX (Steve Dungworth), 
Red Kite Community Housing  (Sean Beckles), Selwood 
Housing  (Sarah Bridges, Annabel Hammond-Stevens  
& Mark Mayler), Social Telecoms  (John Clarke), WHG  
(Celia Warrender & Ayomide Ogunbayo) and Zoom   
(Chris Bayliss).

COMING SOON… 
Housing Technology 2026 
Our next event will be Housing Technology 
2026 at the East Midlands Conference 
Centre in Nottingham on 10-12 March 2026. 
We’re now open for bookings so please 
see conference.housing-technology.com 
for full details and to 
reserve your place.
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George Grant, CEO, Publisher & Co-founder, Housing Technology and 
Tom Robins, CEO, Switchee

Trust, technology 
and tenants
Switchee’s Tom Robins on social 
housing’s next leap

At Data Matters 2025 in September, one theme 

kept coming up – trust. Whether in data, AI or 

sector leadership, the question was the same: 

how do we turn technology into something that 

people actually believe in?

That’s exactly where my conversation with Tom Robins, 
CEO of Switchee, came in. From the potential of AI to 
leapfrog a decade of missed progress and using surplus 
wind energy to heat homes through to eliminating mould 
once and for all, he kept circling back to one point: 
technology only matters if it improves people’s lives.

The promise and risk of AI
Robins believes AI is one of the biggest opportunities 
the sector has ever had. It could help housing providers 
�V�I�G�S�Z�I�V���P�S�W�X���K�V�S�Y�R�H���E�R�H���û�R�E�P�P�]���H�I�P�M�Z�I�V���X�L�I���O�M�R�H���S�J���W�I�V�Z�M�G�I�W��
residents already take for granted elsewhere.

Robins said, “The real danger is that we leave people 
behind. AI can speak every language, engage in any 
format and connect in ways THAT humans sometimes 
can’t. But trust is everything.

“Do tenants trust the technology and do they trust their 
housing providers to use it properly? Unless we can 
demonstrate that it can solve problems faster, save money 
�E�R�H���M�Q�T�V�S�Z�I���P�M�Z�I�W�����T�I�S�T�P�I���[�S�R�¶�X���F�Y�]���M�R�X�S���M�X���¹

He also noted that some residents actually prefer 
reporting problems to a bot. He said, “There’s no 
embarrassment or awkwardness. You just get a clear 
path to resolution and then a human can step in when 
�R�I�I�H�I�H�����8�L�E�X���G�E�R���Q�E�O�I���E���V�I�E�P���H�M�ú�I�V�I�R�G�I�����T�E�V�X�M�G�Y�P�E�V�P�]���J�S�V��
groups such as older tenants or single parents who might 
�S�X�L�I�V�[�M�W�I���E�Z�S�M�H���V�I�T�S�V�X�M�R�K���T�V�S�F�P�I�Q�W���¹

Switchee’s next decade
Although Switchee has been around for more than a 
decade, Robins explained that the company’s mission 
hasn’t shifted: improving the quality of life for people 
living in rented homes. What excites him now is the 
chance to connect up what were previously standalone 
technologies.

He shared an example that felt almost futuristic. With the 
right infrastructure, it’s now possible to use excess wind 
energy to not only heat social homes for free but even to 
pay tenants to keep them warm.

�7�S�F�M�R�W���W�E�M�H�����¸�;�I�¶�Z�I���L�E�H���X�L�I���X�I�G�L�R�S�P�S�K�]���J�S�V���û�Z�I���]�I�E�V�W�����F�Y�X��
only now are the market conditions and infrastructure 
falling into place. By connecting SHDF investment with 
these capabilities, we can channel resources to the 
�T�I�S�T�P�I���[�L�S���R�I�I�H���X�L�I�Q���Q�S�W�X���¹

Partnerships are central to this approach. Robins spoke 
about Switchee’s work with Vent-Axia, the UK’s largest 
extractor fan manufacturer, and with the grid to dissipate 
surplus energy. The focus, again, is on joining the dots in 
ways that deliver real value for tenants.
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Tackling mould at its roots
Mould and damp remain among the sector’s most urgent 
problems. Robins said, “Mould isn’t an inconvenience, it’s a 
�O�M�P�P�I�V�����;�I���G�E�R�¶�X���N�Y�W�X���Q�E�R�E�K�I���M�X�����[�I���R�I�I�H���X�S���W�S�P�Z�I���M�X���¹
That determination underpins MouldIQ, Switchee’s end-
to-end service. The system spots mould, analyses the 
underlying causes, recommends interventions and then 
proves whether those interventions have worked.

Some housing providers will want the complete package, 
while others may combine Switchee’s technology with 
�X�L�I�M�V���S�[�R���G�S�R�X�V�E�G�X�S�V�W���S�V���T�E�V�X�R�I�V�W���W�Y�G�L���E�W���5�P�I�R�X�M�û�G�����+�S�V��
Robins, the important point is to demonstrate that the 
�T�V�S�F�P�I�Q���G�E�R���F�I���û�\�I�H���T�V�S�T�I�V�P�]�����-�I���W�E�M�H�����¸�8�L�M�W���M�W�R�¶�X���E��
�T�M�T�I���H�V�I�E�Q���¹

A sector in conversation
Robins was upbeat about the Data Matters 2025 
conference itself, describing it as one of the most 
valuable spaces for genuine sector-wide debate. Senior 
stakeholders were out in force and the discussions 
were frank and forward looking. He admitted the lack 
of government presence was a gap but said it didn’t 
overshadow the energy in the room.

Final thoughts
�+�S�V���Q�I�����7�S�F�M�R�W�¶���V�I�ü�I�G�X�M�S�R�W���W�Y�Q�Q�I�H���Y�T���X�L�I���I�W�W�I�R�G�I���S�J���)�E�X�E��
�2�E�X�X�I�V�W���������������&�.�����I�R�I�V�K�]���I�ý�G�M�I�R�G�]���E�R�H���X�I�R�E�R�X���L�I�E�P�X�L���E�V�I�R�¶�X��
�W�I�T�E�V�E�X�I���G�S�R�Z�I�V�W�E�X�M�S�R�W� ���X�L�I�]�¶�V�I���H�M�ú�I�V�I�R�X���W�M�H�I�W���S�J���X�L�I���W�E�Q�I��
challenge. Each depends on data we can trust, syste ms 
�X�L�E�X���G�S�R�R�I�G�X���E�R�H���P�I�E�H�I�V�W�L�M�T���X�L�E�X���T�Y�X�W���X�I�R�E�R�X�W���û�V�W�X��

What Switchee is doing shows the sector what is possible 
when innovation meets empathy. The scale of the task is 
clear but so is the opportunity.

George Grant is the CEO, publisher and co-founder 
of Housing Technology. Tom Robins is the CEO of 
Switchee.



Open for entries
Is your team achieving 
great success?

The Housing Technology awards set the 
standard for recognising best practice in 
our sector. 100% independent, free to enter 
and evaluated by your peers in the sector. 

Celebrate outstanding technology projects, 
innovations and teams driving the future 
of social housing.

Showcase your project and enter the 
Housing Technology Awards 2026; the 
perfect platform to highlight your work 
in social housing.

Entries close on 31 December 2025. 
Winners announced live at Housing 
Technology 2026 10-12 March. 

For details on how to enter and our Award winner's stories from 2025, visit our website:  
conference.housing-technology.com/awards
+44 (0)208 336 2293


