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Mining your data
resources, Al &
automation

Chris Crane, Solutions Manager, Aareon

In the world of housing management solutions, the focus has always been

on capturing data as a user progresses through a process. Historically, most
systems were based on the concept of where a software developer thought it

i A AT A 6 & A xA % >Aels f xA  x T x61 e60lL
vwA>1Av» o6,A 06 e¥wn A, A Av 06 xA Ak

Because of this rather unstructured approach, slips and invoices all requiring manual interventions. Or the
dissatisfaction in systems was a common theme with the EVVIEVW QEREKIQIRX TVSGIWW 3 [MXL WXEC
WXEU [LS EGXYEPP] LEH XS YWI XLI W]W$ QM afredtsRddsds evéry weel, sending swathes of

of poor-quality data was an inevitable result — something expensive printed letters, yet not really understanding the

that has often only recently been brought into focus as IGIGXMZIRIWW SJ XLMW EGXMZMX]

organisations begin their shift to digitisation and then

) . The necessity is to analyse where in each process we
realise that data quality is a central part of that strategy. y y P

can add value by automation. Given that a housing

Start with your customers... management system doesn’t exist in isolation, we see that
Due to the obvious cost and resource advantages, the a lot of the customer-facing work can now be picked up
shift in thinking within the housing sector towards the by self-service tools such as portals and apps.

cloud and browser-based systems has been vastly
accelerated during the past few years when home
working has become the default, accompanied by IT

suppliers in our sector making this journey with varying ; -
. . game as far as customer interactions go. Capable also
degrees of urgency. But cloud and indeed software itself

. . of integration with other channels such as social media,
are the means to an end, not the end itself. | believe that 9

[LEX (MPP viERe) QEol XLt Anuivire: WIESIOSHREY e s o oo e
future solutions will add the greatest value is the adoption 9 P ) !

. . . EFMPMX] XS PIEVR ERH MX MRGVIEWIW I1yGN
of customer value as the starting point, seen in the context
of the overall tenant journey. For example, as questions are asked more frequently, the
best answer can be ‘learned’ by the software using Al, and
so customer enquiries that would once have tied up a
GYWXSQIV WIVZMGI VITVIWIRXEXMZI JSV Gz
FI VIWSPZIH [MXLSYX LYQER MRXIVZIRXMSR

These portals and apps have been augmented by virtual
assistants which can deal with both message-based
interactions but also voice activation, changing the

The key components that will help in adding this value are
intelligent automation, clear management information and
a focus on processes as the starting point in our thinking.

Introducing automation in the tenant journey
Starting with the concept of intelligent automation, my
experience is that the housing sector, like any other
service sector, has traditionally done a great deal of
repetitive, manual work. Almost every area of the tenant
journey will prove this; for example housing providers’
repairs processes have always been notoriously paper-
heavy, with works orders, variations requests, completion

Al for better tenant outcomes

There are myriad other scenarios where the deployment

of intelligent automation can add huge value to an

organisation. I've mentioned the arrears process; simply

sending out letter after letter to a tenant because they

happen to have an outstanding rent balance is the clerical

equivalent of banging your head against the desk —

VITIEXMRK XLI WEQI EGXMZMX] ERH INTIGXMF
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What if the system could ‘learn’ as it goes along? If The current vogue is for dashboards to provide more real-

an arrears letter, email or text message is sent, and a XMQI MRIJSVQEXMSR SR TIVIJSVQERGI XEMPSV
TE]JQIRX SV GSRXEGX MW QEHI F] XLI XidkeESuih yisudlisaliGhsEarh€liRusHo notice trends

timeframe, then we have a more positive result than if no or problems so that more can be done to correct the

response comes back from the tenant. If the software can situation quickly.

FIKMR XS PIEVR [LEX XLI QSWX 101GXMz MR X! VAMiRos YoRiBed When’al ¥ added to the mix;
a particular tenant, when to send it, and what channel to

YWI XLIR RSX SRP] MW 1GSVX VIHYGIH FEAMIF] | \RHsIg RYiqers gre sitting on vast,
barely-tapped data resources, with potentially 20+ years
of a better outcome for the tenant as well.

of data in their housing and asset management systems.

Predictive maintenance to save time and money By applying modern analytical tools to this data, patterns

Looking at the maintenance side of a housing provider’s can be revealed that can help organisations in planning

business, predicting asset failures is one of the holy grails and changing the way they do things. If you can begin to

of controlling costs while again minimising inconvenience understand which factors will make a person’s tenancy

XS XIRERXW '] EKKMRK YT XLI VIUYMVI@MXGISN FSVIEBFP[MXLMR XLI VWX XLVII QSR
interventions based on known variables (an example of the in, then you can focus your support on those areas and

massive value lying hidden and mostly unused in housing intervene much earlier when needed.

providers’ existing databases), a system can enable more

I[IyGMIRX TPERRIH WTIRHMRK SR 0\MRK )Jg:]PrEW‘g{;[WWHQTé%I’W

. . e of ey areas we are worlqng on is to look at
more likely to go wrong, rather than relying on tenants .
. . . . how systems can make the tenant journey as smooth
to report the repair when it breaks. Using predictive

technologies in this area of the business is the modern as possible, by enabling housing providers to deliver an
. g e - IyVGMIRX WIVZMGI XS WTSX XLI FYQTW MR XLI
equivalent of the adage ‘a stitch in time saves nine’.

ERH XS JVII YT WXEU JVSQ QERYEP XEWOW W

Data is king deployed in roles that add value to the tenants. | believe

The next area where housing systems have traditionally these can be achieved by introducing tools that let us all

been weak is the provision of management information. [SVO MR QSVI IyGMIRX [E]W EGVSWW EPP EVIE
Swathes of printed reports that were the staple of every service and end-user experience.

housing manager 25 years ago, have developed into

graphical reports, yet what they tell us is what has already Chris Crane is a solutions manager at Aareon.

happened. While that may be interesting or even useful,
there’s not much we can do about it.

?/ Hareon

Wales & West Housing signs with Decision Time

Wales & West HOUSiI’]g has Decision Time makes it easier , IS4G - MKKMRW (*4 )IGMWMSR
for housing providers to achieve Time, said, “Following a pilot
become the 15th Welsh housing strong governance by running project, Wales & West Housing
. . IGIGXMZI QIIXMRKW Q BBsHkwWwidRdsen Decision
prowder to 'mplement risk and monitoring strategic Time as its portal software
Decision Time’s governance performance based around a to manage its board and
central information portal. committee meetings. This
and performance management Claire McDougall, governance means that Def:|5|on Time
, has now been implemented
software. The company's other manqger, Walef, &We§t by 15 housing associations
Housing, said, “It was important . .
customers in Wales include that our administrators and In Wales, demonstrating a

strong commitment by the
Welsh housing sector to
streamline and consolidate

TA ST N A ~ ~ board attend i
71 37A>7f ; O6% ;o6 URgfiedecsueraln

of the new software.

Taff Housmg and North Wales As p_a_rt of t.he p||0t. project, their corporate governance
) Decision Time delivered requirements.”
Housing. training for both groups and q '

the feedback was excellent.”



FireAngel CONNECTED

The Connected solution for Social Housing
that enables active fire risk management and
prepares properties for a smarter future.

FireAngel.

@ Fire Safety
Enviconmental

Fire | Carbon Monoxide | Humidity and Temperature | Water Leak
Panic Button | Smart Siren | Room Occupancy | Dashboard | Tenant App

Fire Risk
Mitigation

FireAngel Predict™ provides an
instant, real-time fire risk level
unigue to each property, allowing
you to actively mitigate risk and
prioritise intervention for those
who need it most.

FireAngel Safety Technology Limited 2021

Manage data
and insights

Integrate data into your existing
asset management system or use
our dashboard to monitor conditions
within the property or when devices
are activated, are removed or require
maintenance.

Smart Network
Infrastructure

Create a compliant network of
protection that prepares properties
for a smarter future and can be
enhanced as resident needs evolve,
with robust connectivity that doesn't
depend on tenant Wi-Fi.
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Goldeni analytics launch from
Morgan Sindall

Construction and regeneration group Morgan Sindall has launched loT-based
machine-learning software for the housing sector. The Goldeni platform
generates real-time analytics for social housing providers to monitor their
buildings’ performance and ensure regulatory compliance.

Using loT sensors throughout a property, Goldeni Phil Copperwheat, information systems director,

collects temperature, air pressure, light levels and Morgan Sindall Property Services, said, “This is

carbon-dioxide data. The platform also monitors XLI VWX XMQI [I11ZI PEYRGLIH SYV S[R FIWTSC
heating systems, detects for water leaks and monitors comprehensive software platform, developed

electricity and gas consumption. entirely in-house. By using machine learning, Goldeni

T ST PraEr e S e e (e 6 constantly updates and improves itself, so the more

XLl GVWX TVSTIVX] QEMRXIRERGI Tvﬁfﬁmzf%se?-'ﬂe?ir fhg fpore useful and insightful

an in-house platform to consolidate and interpret
data in real time from a number of commercially
available loT sensors.
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Documents —

Are they an
unmanaged risk?

Stephen Burnett, Senior Data Consultant, Intozetta

While the drive to an all-digital future
continues, physical documents are still

a fundamental part of most (if not all)
housing providers’ processes. How can
housing providers ensure that they apply
the same rigour to documents as they
apply to databases and other electronic
storage media, and really leverage the
information they contain to enhance the
customer experience?

SXLIV VIKYPEXMSRW
process. For example, while we can mandate archiving
routines within our own systems to ensure compliance,
documents can often persist on home drives, thereby
breaching retention policies without a plan for retiring.

Some of the most challenging risks to identify are those
where data is making an unknown and unsanctioned
journey through document drives. These can be as simple
as a headcount spreadsheet in HR containing employee
data stored on a drive, or tenant application forms stored
in document format feeding into downstream processes.
Ensuring these are catalogued and indexed is a key
aspect of complying with GDPR processes, such as the
right to be forgotten.

7IXIRXMSR TSPMGMIW EVI RSXSVMSYWP] HMyC

documents, yet both regulatory and internal policies are
often breached by documents containing personal and

;LIXLIV MXTW ETTPMGEXMSR JSVQW W seusttivendataG Thexomplexiiyis W disepvering where

the seemingly unavoidable creation of spreadsheet
after spreadsheet, businesses still rely on documents.
Colleagues and customers constantly exchange
documents and data, with often unknown quantities
stored on a maze of drives that are rarely subject to the
same rigorous protocols applied to ‘production’ systems.

Document storage is usually the responsibility of the user

internal drives and even external devices. Documents
are downloaded, duplicated and reshared across
numerous shared drives, mailboxes and platforms such
as SharePoint, with little thought to the risks and costs
involved.

Acknowledging the risks

The disparity between the control applied to structured
data in databases and documents stored on drives is
concerning when considered in the context of GDPR and

10

these documents are and what policies have been applied
to them; the right software tools can greatly accelerate
the journey and mitigate the risks.

Counting the cost
Leaving risks aside, the costs to a housing provider of
storing the same document multiple times soon escalates

MR FSXL GRERGMEP ERH IRZMVSRQIRXEP XIVQ
[LS LEW XLI EFMPMX] XS QSZI HSGYQ'R&o#m'ér#ér&ch'ées‘?n’@l&devi

tle'r?a%g version numbers of
the same document, downloading the same document
multiple times or sending a copy of a document to
multiple recipients. While solutions such as OneDrive
and link-sharing have contributed to reducing this issue,
old habits die hard. As with the duplication of data in a
database, this practice requires unnecessary storage and

XLI QEREKIQIRX SJ WMKRMUOGERX EQSYRXW S.

data at a cost to the business.

GRERGMEP VMWO ERH X
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Count

1,240,204
To Delete
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To Delete
195,039
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To Delete
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Count
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To Delete

I 126,934
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There is an energy and material overhead too. This
overhead may seem to be small at a local level, but
globally, accounting for the energy used by datacentres,
the materials used for storage and the lifespan of drives,

Once indexed, applying data-quality rules to the
information retrieved from documents is a powerful
capability. Processes that produce the most document
issues can be redesigned, and documents that breach

XLIVI EVI WMKRMUOGERX IRZMVSR QIR X E polGi&\or XeguldtibGsEEanie dsalt with by the business.

unnecessary document retention.

Quantifying the problem

To start improving document management, the state
SJ XLI HSGYQIRX WTEGI
need to be able to answer questions such as: how many
documents do we have; how much space is taken up by
duplicate documents; where are my documents stored;
and are we retaining information that we should have
disposed of?

Here again, the right software can help. The goal is to
consolidate all the information that can be retrieved from
documents into an accessible and manageable platform.
This will allow a business to search for critical information,
WYGL EW PEWX QSHMOIH HEXI
author and other metadata.

The second crucial element is being able to search not
only the metadata but also the contents of a document.
There are a number of methodologies for this; the one
we have found to be the most useful is condensing the
document content and storing it alongside the metadata.
Although this is duplicating the information, a good data
management tool can then interact with the information
and provide transformational functionality.

Change the future

Consolidating document data into a searchable format
is half the journey; the other half is leveraging the
technology to change the way documents are managed,
understood and, most importantly, used to improve
outcomes.

www.housing-technology.com

QYWX VWX FI WIRKNPEVXWSHERRMRK SJ GPI WIVZIVW

The highly changeable nature of documents means
interacting and monitoring must be as continuous and
as automated as possible. This is normally achieved by

resources, and the application of data-quality rules to
identify documents requiring action. It's important to treat
document discovery and management not as a single,
one-time project but as an ongoing component of the
organisation’s overall data management strategy.

Ideally, document analysis is a two-way street. On the
back of the resolution of issues, the business should set
and enforce document standards. A tool that automatically
MWWYIW XLIWI

to demonstrate that data is managed pro-actively across
your document and production system space.

By applying tried and trusted technologies, combined
with the latest in algorithmic natural language processing,
modern document management software can liberate
businesses from the burden of manual document
maintenance activities, and provide their processes with
higher quality, more reliable data to drive the organisation
forward.

Stephen Burnett is a senior data consultant at
Intozetta.

INTOZETTA
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Housing In
2035...

Mark Holdsworth, Sales Director, Civica

0fA 16 aUTOf O AAT A 1% ATA 03 AO> UAT 3
housing priorities for the next decade; Civica’s Mark Holdsworth looks
ahead to the future of social housing in 2035.

8SHE]TW LSYWMRK TVSZMHIVW EVI JE G MR a6V pélaRvMa chaleRdeR Bdosistent policy
[LMPI FEPERGMRK EGSVHEFPI VIRXW 8 LtH3npes are\alsdd lReEonxii®) dnlisQuS.\Bbme organisations

responsive to the resident voice. They’re having to meet
new and sometimes inconsistent policies. And, recently,

are wary of acting too quickly in fear of making mistakes or
spending money on something that is simply the current

XLI]IVI LEZMRK TVSFPIQW ORHMRK ERHUIEM8SMRIK R NXLW RBR XL

There’s no shortage of challenges in this sector.

The issues the housing sector has had to overcome will
have a big impact on communities well into the future. In a
recent roundtable discussion hosted by Civica, we set out
to ask: what will social housing look like in 2035?

To uncover some common trends in the housing sector,
the session began by looking at what challenges
organisations are facing today. Responses to these
challenges will have a strong bearing on the nature of
social housing moving forwards.

Today’s main challenges

2ER] WTIGMGG MWWYIW GSQI FEGO XS u’E‘Etﬁ”c‘ﬁware’f
SVKERMWEXMSRW RIIH XS TE] JSV |\X|RW‘59| | PE|d

as insulating older homes, while others are preparing for
potential future upgrades such as moving away from gas
heating. At the same time, the need for expenditure has to

A transitional time

The range of challenges discussed in the session
highlighted a general sense of uncertainty. Changes in
the sector, such as new policies coming into force, a
broad shift towards greater tenant rights and sustainability
initiatives, are welcome but still far from clear.
Organisations are already facing a backlog of tasks, with
the pandemic only compounding the problem.

The situation is complicated enough in England despite
the release of the government’s green and white papers.
But in the other nations of the UK, there is even more

le, Northern Ireland is in a politically

glwv% t?_ackground to

suppor changes |n ousmg |n rastructure

Looking ahead to 2035, it's clear that the pandemic has
accelerated many changes that were already happening.

FI FEPERGIH [MXL EUSVHEFMPMX] JSV Xkhgakations adapt to life after lockdown, there’'s a

4XLIV GLEPPIRKIW MRGPYHI 0RHMRK Mﬁé}%}&g%M

give residents a voice, especially since many in-person
meetings have been put on hold because of the
pandemic. The pandemic has also caused an increasing
number of residents to fall behind on payments, although

Vf?([_MWOX%EX LSQI ERH SyGl WTEGIW

BE5& “xc Epia
Many organisations have adopted a hybrid approach to
[SVOMRK JSV I\EQTPI EWOMRK IQTPS]IIW XS

XLMW SR MXW S[R LEWRSYX FIIR E Q E N Sfor dirRiirRus) Mdf EhireeFdéy iddrRvelS Bome have found

most housing providers.
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E HMYyGYPX LSQI [SVOMRK IRZMYV SR Q | R XTheRetreGmreAding nMrhBePsNdMigportunities to expand
how much they miss when working remotely. as town centres evolve and new premises become
available. However, a community isn’t just a home and
o\_t? be carefully planned to maintain

The water cooler moments aren't just idle chit-chat. ne
'RRSZEXMSR WIIQW XS LEZI WY aIVIH XL}??’@% gy %

andemic, despite productivity remaining high. There was ne Ioca community eco-system.
P » despiie p y 'g ign. 1 < :MXL SVKERMWEXMSRW SGIVMRK QSVI GI\M]
a strong sense from attendees at the Civica session that

. . EVVERKIQIRXW MX{W QSVI MQTSVXERX XL
remote tools are no substitute for face-to-face meetings, . . . .. . .
. . .. . on board with the wider social mission. Without the right
especially when important decisions are involved.

WXEG IRKEKIQIRX RI[ XIEQ QIQFIVW [MPP F
-SQI SYGIW LEZI FIGSQI ZEPYEFPI ERH HGWWXEBRY WIVZMGI [MPP WYUulV

spaces. Housing organisations developing new stock will - Fire safety and sustainability are still key issues, but since
RIITH XS XLMRO EFSYX [LEX XLI] GER Sultfiepda#enxd, helwtighds have emerged. These include
this will have on space and density. With the Scottish ORERGMEP GSRWXVEMRXW MR XLI JEGI SJ

KSZIVRQIRX SUIVMRK EHHMXMSREP KVERXYWJISQIRIWRYKMWEWMWMWLY IW VIWYPXMRK J
SyGl WTEGI XLIVI EVI WMKRW XLEX XLI vo&k@omshp@d, antha helvdpptesiation of the value of

stay. green spaces.

More people working from home has put the high street These challenges and the sector’s responses to them will
in more trouble than ever. This presents new opportunities shape what social housing will look like in 2035.

for housing organisations, but many are also aware of

their responsibility to wider society. The sector needs Mark Holdsworth is the sales director at Civica.

to be involved in ‘placemaking’ discussions, following
the example of areas such as Exeter that are working to
revitalise their communities. C I v I CA
Insights from the session
» With so much happening, it can be tempting to focus on
big strategic changes. But it's important to remember
the day-to-day aspects too, such as making sure current

housing stock is in great condition and looking after
residents.

www.housing-technology.com 13
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Loreburn Housing'’s
new HomeMaster
HMS

Gary Alison, Director of Property & Development, Loreburn Housing

Loreburn Housing’s director of property and development, Gary Alison,
describes how the housing provider’s implementation of the HomeMaster
housing management system from Designer Software has been a ‘game

x TOA .. 06 U - UTA 1% >17T. U &6 A UbT k
We decided to move to an agile working environment Implementation
back in 2017 but our incumbent housing management Prior to the implementation, we completed a data-
system was a serious impediment to achieving that, so cleansing and reformatting exercise so that all of our data
when [ joined Loreburn Housing in 2019, we decided to could be migrated to HomeMaster in a consistent format,
replace our HMS. albeit from numerous disparate systems.

;I MHIRXMGOIH WIZIVEP STXMSRW ERH G $H¥ipenfdntati¥ri degahBrQafuéry 2020 and
Designer Software for a demonstration of HomeMaster; -SQI2EWXIV [IRX EVSYRH 0ZI QSRXLW PEXIV
its functionality combined with its simple cost structure experience, | would normally expect this type of project
and zero implementation fees were our main reasons for to take 12-18 months. During the implementation, the
wanting a closer look. We then found that not only was Designer Software team was always on hand to answer
-SQI2EWXIV XLI QSWX GSWX IulGXMZI SahykjfeReXdnt th&réspoMs times were excellent,
management systems we considered, but it was also the with system changes made almost instantly, completely

QSWX MQTVIWWMZI -SQI2EWXIV S0lVIHextd¥dibg YuMRgnR expeitdtibrs.
MRXIKVEXIH LSYWMRK ERH GRERGI QEREKIQIRX W]WXI
WTIGMUGEPP] HIWMKRIH JSV EKMPI [SVO

Before we signed the contract, the Designer Software
XIEQ HIQSRWXVEXIH -SQI2EWXIV
because our executive team was keen to achieve
universal buy-in. These demo sessions were very,
because they allowed end-users to ask questi
ERH GPIEVP] HIGRI XLIMV V
their requirements could be immediately ac
SR MQTPIQIRXEXMSR [M
developed soon afterwards.

For example, we needed an additional
module, so a scoping meeting was hel
signing the contract, and a working pr
available within just three weeks.
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Designer Softw:
HIPMZIV X 00 of
sense of collective
embed HomeMaste
working practices wi
internal IT resources.

8391« E9+, <Y
-SQI2EWXIV LEW
business applications, such as a
electronic document management,
functions can now managed within Ho
Designer Software team also integrated our exis

Mobile and M3 Locator applications with HomeMaster SO
XLEX HEXE US[W MR VIEP XMQI FIX[IIR %irdtcgDbisctGrv FY X [MXL

just one point of entry. Like most organisations, the pandemic accelerated our

8LMW LEW GVIEXIH WMKRMGaGERX XMQ IMRVE PXHKAR E% H°'|“;‘é¥?xﬁ%‘?@éb'ed us to deliver

. . . . E WEJI VSFYWX RH IyGMIRX QSFMPI [SVON
gains as well as helping us deliver exceptional customer ) . ‘b, h q ,
INTIVMIRGI SYV STIVEXMSREP WXE( GE'ﬁreﬁ”é’L'WJf'Pﬁ'i‘-PV‘Q’Ee\ﬂr ing a ‘hub, home and roam
. . . . . . . QSHI XS KMZ1 SYV WXEU GI\MFMPMX] EVSYF
time in their communities while still having easy remote h K
access to all the information that they need. they work.

AYV GYWXSQIV WIVZMGI WXEG ERH S XL [USYYRHSE: 96 4RY qasong fa i switch to

|
HomeMaster were:

F] VIHYGMRK XI

HYI XS W[MXGLMRk
dintenance);

RKW SR TVIZMSYWP] MHIF
w functions which are instead

now have access to real-time data when answering

tenants’ queries, and by having access to all relevant » Robust and easy-to-use cloud-based platform for agile

parts of the HomeMaster system, they can see the bigger working;

picture around each property or tenant, enabling them to c (SWX IGIGXMZI WSPYXMSR

take a more holistic approach to customer service. *& GSQTVILIRWMZI Salv [MXL JI[IV FSPX SR
required,;

The real-time data and management information from
HomeMaster is also helping our executive team make
better-informed decisions. Loreburn Housing’s director
of housing, Sue Irving, said, “Real-time data is available
in several formats; the HomeMaster dashboard, quick-
access tiles and reports. This means that all processes Gary Alison is the director of property and
are clear and transparent, allowing greater clarity and development at Loreburn Housing.

more objective decision-making, rather than relying on

anecdotal or inaccurate information.”

* Real-time performance data;
« Fast and responsive service;
* &R IUIGXMZI VIWTSRWMZI TEVXRIV

www.housing-technology.com 15
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West Kent
Housing’'s £830k

Civica deal

West Kent Housing has signed a £830,000 deal over seven years with Civica for its cloud-based Cx
Housing, Asset Management and Contractor Workforce software. The all-in-one housing platform
will replace West Kent Housing’s numerous business applications and spreadsheets with a single
cloud system to give one source of data, improved automation and up-to-the-minute reporting.

The new platform will be used to MRIJSVQEXMSR RIIHIH EX XinéMddingRefuleVfot bumdlstomers.

support key activities such as tenant to resolve tenants’ problems quickly A single cloud system and better-

self-service, repairs and maintenance, ERH IyGMIRXP] ERH XIRE R0 ecfdd Baa méan we can see

tenancy enquiries, rent and arrears, and able to complete more activities the full picture of a property or

service charge processes. online via the Cx portal, such as tenancy and act faster to resolve any
uploading images for repairs, report problems.”

As part of the housing provider’s

- - anti-social behaviour and manage
core objective of moving more

Looking ahead, Civica and West Kent

WIVZMGIW XS XLI GPsyYH (ETRMBRQUS Housing expect to jointly explore

better connectivity. For example, Cathy McCarthy, housing director, EVXMOGMEP MRXIPPMKIRGI ZMV)
maintenance and repairs operatives West Kent Housing, said, “The real building information modelling and

[MPP LEZI XLI GI\MFMP M X] vl pBReivica platform is that the internet of things.

anywhere, anytime, with all the SYV WXEU [MPP FI EFPI XS WTIRH QSVI

| FINANCE MANAGEMENT

Wrekin-kickstarts digital
transformation with Advanced

Wrekin Housing has embarked on a widescale digital transformation programme, starting
with the adoption of Advanced’s Cloud Financials software.

As a real-time, cloud-based solution, the housing QYGL WMQTPIV JSV MXW WXEG 8LI] [MPP RIIH
provider's new budgeting and forecasting system is based time on reporting and have greater access to accurate,
on live information; all changes to data are immediate real-time information for better planning.

and reporting processes that previously took days can
be completed within hours. Wrekin Housing is also
introducing a new purchasing system which will highlight
cost savings and automatically recalculate budgets
against spending.

/ISR 1EQF INNIGYXMZI HMVIGXSV SJ 0RERGI ;VI
WEMH 2SWX SJ SYV GRERGI XIEQ EVI GYVVIR
from home and, as the past year has demonstrated, the

EFMPMX] XS QEMRXEMR WIGYVI ERH IGUIGXMZI

remotely has been critical. Implementing Advanced’s

The housing provider said that Cloud Financials from (PSYH +MRERGMEPW [MPP EPPS[ WXEU XS [SV
Advanced will enable greater agility and make things wherever they are, using the same real-time data.”
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Today at-a-glance
Sumimary of haw your lenanls and staff zre perfaming

TITAL MDATLACY FMIENTS TERUANTE B ARBEARS NTACTED TEWAAT

£16,120,000 8,000 150

You've successiully prevented B9 new arfears cases in the last 30 days

That's a £44.000 reduction aganst predicled amears

Pivigo predicts tenants’ arrears

Pivigo has developed Al software for housing providers to predict when tenants are

likely to fall behind with their rent, up to six months before it happens.

As well as looking into the future, Pivigo’s Rent Arrears
Prediction platform distinguishes between high-risk and/
or chronic arrears’ cases and temporary cases, enabling

Pivigo’s ‘propensity to pay’ algorithm uses data from a
wide variety of sources including tenant, household,
property and rent information; weekly rent account

LSYWMRK TVSZMHIVW XS JSGYW XLIMV WEERRWG WS YIME] QVRXSIWWMW XSV] KVSWW MRGSQI
IGIGXMZIP] EW [IPP EW QSZI E[E] JVSQ diRlicp@iiS aqulddidpliance visits.

activities, such as evictions, towards engaging with
tenants around positive preventative measures.

Alex Willard, CEO, Pivigo, said, “Our technology gives
housing providers a new ability to see far over the horizon.
We've trained our Al platform with tenancy data from
multiple housing providers to develop an accurate and
reliable model to predict future arrears and understand the
likelihood of those arrears becoming a long-term problem.

_QTSVXERXP] SYV WSJIX[EVI HMGIVIRX eﬁxr[:ﬁf‘elglxp
cases and temporary cases, enabling housing providers

to make smarter use of their resources.

“Our Rent Arrears Prediction platform is cloud-based, can
be deployed in just eight weeks and integrated with the
majority of housing management systems. We want to

Pivigo said
that other
arrears
management
systems

only issue
alerts once a
payment has

tenant-

WTIGMOG TVIHMGXMSRW SJ EVVIEVW YT XS W|
advance, Pivigo’s Al provides actionable insights into

tenants’ ‘propensity to pay’ and then suggests optimal

repayment plans for long-term cases that have the best

QEOI XLI FIRIOXW SJ &. EGGIWWMEPI| E Glkslhodd of béingkepvity.l WSGMEP

housing sector, regardless of whether the housing provider
is large or small, technically advanced or on a budget.”
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Q&A with Thirteen
Housing

— Dealing with
service charges

rﬂ]ﬂ
\ W ﬂmw

Rob Thompson, Head of Finance (Income), & Emma Parker, Senior
Business Partner (Income), Thirteen Housing Group

e }Yae p < % S<889 BE3x 9 :sE37qx *EA % E5"XxE9@ 4&+U
(income), and Emma Parker, senior business partner (income), both of
whom are primarily focused on setting service charges and rents.

What problems did you have with centres or at unit or scheme Ievelsj These modules are
. s add-ons so you need to use a particular HMS to get

service charges : anything from its service charge module.

Emma Parker,. senior business partner (income), We wanted a solution that could sit on top of what we

Thirteen Housing Group: There were a few challenges already had and integrate with it. So even if we later

for us to solve! Around 10,000 residents across our decided to move away from our current HMS, we would

housing portfolio are eligible to pay service charges. still have a service charge module that would integrate

BLSWI VIWMHIRXW EVI WTVIEH EGVSW Wyith whatdWMithlethBrenbe S0 Wext HMS,
or schemes, and each of those schemes had a separate

schedule set up in Excel. Then within each block or How did you discover Trace Solutions’

WGLIQI TISTPI TE] HMUIVIRX WIVZMGI %}Llr:e\gﬁ)»b WS [I

GSYPH LEZI E ZEVMEXMSR SJ WE] 0ZlI HMUIVIRX WIVZMGI GLEVKI

WGLIHYPIW EGVSWW GZI WLIIXW MR XLI*WEVAEHWKHKX? a+U Ed 9+914 ° 9/E58a0 % s«
Housing Group: I'd heard from Peabody Housing about

Trace Solutions’ BlueBox software, plus I'd seen how

Peabody (and prev. Family Mosaic) had been able to break

down thelr |nformat|on in the service charge booklets

Those sheets were updated annually by hand for our
annual service reviews. We also had a spreadsheet for
every scheme to show how we’d collected funds to

VITPEGI EWWIXW MR XLI JYXYVI 8LSWI I% yl OKYVIW [IVI
) g| en 1o Iesi ents
then added to a master balance sheet, taking three to four
weeks per team member, so around 10 weeks in total to I was intrigued by the level of detail it contained and
update the sheets. LS[ XLI WIWXIQ LEH FVSOIR MX HS[R MR XLI 0\

wanted a system that could grow with us, but also extend

XS SXLIV EVIEW WYGL EW VIRX WIXXMRK 'PYI
that, so we added Trace Solutions to our list of vendors in

the tender process, and consequently ended up buying

For a small specialist team, managing the data input and
ensuring accuracy and attention to detail was so time-
consuming. We really needed to automate the processes
in order to be more transparent for customers and to

) BlueBox.
break down their charges so we could be sure they were
correct. What can you do now that you couldn’t
Didn’t your HMS have service charge before?
modules? Emma Parker: We currently have 80 per cent of our

stock up on the system and working. The rest is being
implemented now, although admittedly that’s the stock
with greater inherent complexities to deal with. Once

Emma Parker: It seems that many of the housing
management systems do have a service charge module,
but they can't deliver the detail broken down into cost



they’'ve been added to the new solution, we'll be ready to
move to the next phase.

We found that you really do need to understand your data
before you begin the project. And don't underestimate the
complexities of service charges; you need input from the
wider organisation so that you can be clear about what
you want the end result to be.

We chose to set up BlueBox on the basis of three levels:
estate, property and unit. Any changes to tenancy and
lease data are all automatically updated every day via an
interface from our HMS direct into BlueBox.

For the 80 per cent of properties set up so far, we've
matched these to creditors, expense types and schedules
to easily identify which units pay towards, for example,
emergency lighting. We chose to load data going back to
2019/20 so that we can pull reports and data at the touch

FINANCE MANAGEMENT |

if somebody asks, ‘give me the door entry charges per
scheme’, we can tell them.

Rob Thompson: Best of all, by automating so much,
we're making better use of our resources and letting the
technology take the strain in the number crunching. We
have to be conscious of value for money and BlueBox
means we can grow without needing to expand our
IWMWXMRK XIEQ WMKRMUOGERXP]

S QER] SJ SYV TVSGIWWIW EVI RS[ JEV QSV
EPPS[MRK VIWSYVGIW XS FI YWIH QYGL QSV
the risk of human error has been considerably reduced.

What's next?

Rob Thompson: We are currently focused on getting
the remaining 20 per cent of complex schemes loaded
into the system, at which point we’ll be able to use the

SJE FYXXSR JSV XLI PEWX GSYTPI SJ Ufpering syitefo jteful) potenti@y w RS

more manual number crunching!

We can also pull reports for units where we're unable to
charge service charges to see what the costs are and how
much we’re unable to recover, so that in future, we can
work out what to charge new tenants.

We can also work out the service charge portion of an
EUSVHEFPI VIRX WGLIQI
in one payment, so again we can see what's not being
charged out. And everyone can now see what costs
comprise each service charge — in other words, how much
we're collecting for each granular service. For example,

We'll then look at the rent-setting solution, and as
leasehold laws become more complex, we'll be looking to
make use of BlueBox's Section 20 functionality; the more
that can be automated, the better!

qb6- {x0i 6T U xA % 60 >71 1, A

[LIVI 1Z1V]XLMRK RwnmR@Ekey [§1a4senior business partner

(income) at Thirteen Housing Group.

Mobysoft and Manifest’s integration

partnership

Mobysoft and Manifest Software Solutions have formed a partnership to help housing providers
reduce arrears at the same time as breaking down the data siloes caused by ‘application spaghetti’.

Mobysoft is best known for its RentSense software used
to combat rent arrears, while Manifest specialises in
integration software and services for housing providers.
The partnership will enable housing providers to
integrate RentSense with their housing management
and CRM systems through Manifest’s universal adaptor.

Paul Evans, commercial director, Mobysoft, said,
“Many of our customers want to integrate their myriad
systems; Manifest’s reputation in our sector for helping
housing providers to do exactly that is unrivalled.

This partnership will help our customers integrate
RentSense across their IT estates.”

www.housing-technology.com

Alan Swift, technical director, Manifest Software
Solutions, said, “Our focus is helping our customers
maximise the returns from their technology investments
by providing fully-supported integration solutions; the
challenge many housing providers face is getting their
systems to talk to each other.”
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Avalilable now...

Housing Technology Guide to
CRMy& Omni-Channel 2021

We have just published the Housing Technology Guide to W
CRM & Omni-Channel Communications, with support from / Hareon

Aareon UK. You can order your free copy of the guide now
from housing-technology.com/research

* Embracing digital customer experience
Orbit's experience of integrating its brand and ‘tone
of voice’ into all of its digital customer experiences to
avoid the housing provider and tenant relationship being
perceived as entirely transactional.

« Retall, shopping and tenants’ omni-channel
experience
What can housing providers learn from the retail sector
when delivering seamless end-to-end omni-channel
services to their tenants?

« Driving digital transformation with better UX
Aareon explains the importance of focusing on
predictable and intuitive user interfaces combined with
contemporary user experiences for tenants and housing
WXEU EPMOI TEVXMGYPEVP] [LIVI PE
data need to be handled and displayed.

with better UX

 Wiltshire Council's Aareon 360 Customer Portal
Full omni-channel self-service combined with the ability
for tenants’ data to be captured once and then shared
across the organisation via ‘a single source of the truth’.

* Connected homes & tenants
Housing Technology interviewed a number of
senior executives on the alignment of omni-channel
communications with smart/loT-enabled homes to
improve tenants’ lives while helping housing providers’
operational performance.

« Omni-channel or omni-shambles? You can order your free copy of the guide
Housing providers are increasing talking about adopting now from housing-technology.com/ :
a multi-channel communications strategy, but how research, as well as access our full archive
WLSYPH MX FI HSRI [LEX EVI XLI FIRIQ of reports, guides and market intelligence.
housing providers, and are the IT suppliers ready with
the right solutions?




NEC Housing
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Welcome to the future of
digital housing management

Blending the latest tech with deep housing experience, our digital platform is purpose-built for you.
We've invested over £29m and counting in the latest innovations so you can do things differently.

(3] S

Work remotely with Work smarter with Work on the go with our Work centrally with our
REMOTE ASSISTANCE ACCOUNT ANALYTICS SCHEDULER for a dynamic RISK MANAGEMENT to maintain
for live streaming for a full picture of arrears and adaptable approach the golden thread of data

Are you looking for a low code, single, open platform that's easy to deploy in the cloud?
Look no further than NEC Housing. It's built for your tenants. And it’s built for the future.
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Behind the scenes

at the Resident
Voice Index

Doug Sarney, Resident Voice Index Principal, MRI Software

Sometimes the tools we have to hand don’t quite get the job done and when
that happens, you might need to build new tools yourself. The team behind our
Resident Voice Index initiative here at MRI Software came up against just this
problem; our solution was to build our own custom data-analysis tools.

reSIdent VOICe % & AFAa9a «<x Eu A£S ,U 9 Y4ESs Eno
‘ For the Resident Voice Index questions, we asked about
index a variety of topics, covering belonging, caring and safety.

;I [ERXIH XS 0RH LMHHIR MRJSVQEXMSR ERH +

8LI 7ZIWMHIRX :SMGI .RHI\ VIGIRXP] TY FipsighisLspHhavtechmologyweeded to be able to uncover
report, in which nearly 4,000 UK social housing residents associations between seemingly unrelated topics and
were asked about their feelings and perceptions of their questions.

neighbourhoods and housing providers. To draw out The ability to link answers gives you the power to create
actionable insights from the data, custom technology IVIRX WYEWIXW SJ XLI HEXE 8LI FIRIGXW

LEH XS FI FYMPX XS SulV WSTLMWXMG %&'&n[&b}ﬁto ekplors frbsk Yol dShips which you
the ‘associated question’ results and interpreting the otherwise wouldn't be able to reveal. Our tools give us

qualitative responses. the ability to identify all the people that thought one way

Why was a custom build necessary? about question ‘A’, make them a subset and see how they
;] HMH SYV VIWIEVGL FIJSVI GLSSW M R KoehaveH grimswered pthervarts ¢ the gurvey. That could
for the project, looking closely at the source collection tool be any part of the survey; for example, what people who
and weighing up options with other available solutions. ‘felt safe in their neighbourhood’ thought about ‘positive
What we quickly realised was that the collection analysis contributions made by their housing provider’.

tools didn’t do what we needed; we had a vision for a

HIITIV PI1ZIP SJ HEXE EREPIWMW 4RI HM
across when trying to interpret the data was the ability to
associate the answers of one question with the answers to
another. It was a big problem!

Our Bl architect behind the Resident Voice Index tools was
3EZIIR -EHEKEPM -1 INTPEMRIH LS[ GI\MF
decision to build for the Resident Voice Index: “It gives us

ways to analyse the data by applying statistical and logical
techniques that help in deriving insights. More importantly,

MX MW WGEPEFPI GI\MFPI ERH MRXYMXN
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|Bresident voice”

Neighbourhoods &
Communities Report

ll ' swEnw
L
L

Moving on from that, the ability to cross tabulate the ‘good’ because we asked for ‘good’ things in the question.
results was developed. For example, those who answered Techniques like this exclude the obvious words that would
this way with question ‘A’ and that way with question ‘B, otherwise dominate, drawing out the data that matters for
against a third set of data, such as their age or location or reporting purposes. As the project continues, we expect
the answer to another question. This really allowed us to these capabilities to evolve and grow.

identify some of the niche results that wouldn’t have been stan iberate imorovement
JSYRH YWMRK GSRZIRXMSREP Su XLI W&?Bj i&%dpqﬁ) P

e are now developing the second survey of the Resident
Dealing with qualitative responses 'SMGI .RHI\ ERH XLI XSSPW FYMPX JSV XLI ¢
&RSXLIV FIRIGX [EW XLI [SVO XLEX -EH b&teEsReNdgains &B&V set of data. Hadagali and his
did to build capabilities for dealing with qualitative team are excited to see how the project grows from this
VIWTSRWIW & VIWYPX XLEX [EW YRGS ZioihtHWeie gXihg taiéxtdhy ow ¥xisthig framework and
was people suggesting things such as ‘community strengthen the sentiment analysis and text analysis.

spaces’ or ‘community events’, which built a picture of
what the respondents wanted to see or appreciated in
their neighbourhoods. We developed an algorithm that
enabled us to associate words with each other when
they were clearly linked in the respondents’ answers.
Some other platforms only analyse individual words and
as such, the analysis would have been weaker and less
IRPMKLXIRMRK KMZMRK GEX ERW[IVW 3@ gréss8apify Yhe Resiji§nt Mod IRdex H¢ B showcase

and ‘events’. for MRI Software’s business intelligence capabilities. We

wanted to parade the skills that Hadagali's team has to

build great tools and solutions, at pace and against unique
WTIGMOGEXMSRW ;;LEX{W QSVI XLI XSSPW
often then be applied across other MRI solutions.

R XLI JYXYVI [I [MPP QEOI XLI XSSPW US|
WIEQPIWWP] WS XLEX ]JSYYPP FI EFPI XS WII S
impact a change may have rather than waiting for a day.

Soon, we'll be able to quantify the qualitative input much

more easily, working to build an intuitive framework that can

really uncover business intelligence from what people say.”

Part of our build included carefully selected points of
intervention where our human researchers can make edits
so that they can see more intuitively what was meant by
people’s qualitative answers. We were very careful not to
doctor (or ‘munge’) any of the data, while making sure that Readers can view the results at
TIVIIGXP] KSSH HEXE [EWR{X [VMXXIR ?e%ié?’e\ﬁtv IJC-I_elIEnYigX).((!(})_'m‘.]VSQ
its appropriate groups. For example, by acknowledging
spelling mistakes or by excluding extraneous data and
profanities that added nothing to the insights. ) ) )

Doug Sarney is the Resident Voice Index

We removed the word ‘good’ from a word cloud analysis. principal at MRI Software.

When we asked for positive contributions regarding
people’s housing providers, the answers naturally
included things such as ‘good communication’ or ‘good
repairs’, but the insights didn’t need to know that it's

www.housing-technology.com 25
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Designing for inclusion —

Transformation,
change, digital
& people e

Cher Lewney, Principal Consultant, Altair

The housing sector is heavily regulated, with housing providers
required to support and improve the lives of tenants while meeting
a number of regulatory requirements. It's therefore vital to keep on

6 60 A x  >T T Afi UT AT 1. A 1% A

5

voids, contractors and partner agencies and much more.

Inclusion by design develop the skills they need to build technology into
Tenants want and usually expect to be able to self- the way they bank, shop, keep in touch with friends and
serve at a time of their choosing; the time of weekday- family, and access services and support.

SRP] SyGIlI LSYVW WIVZMGIW MW SZIV Eu‘?t‘tﬂair%l(nlgl}{ls\é\{f LEW

ELLR .
lerated th h ity by th demi may not be enough to build the
accelerated through necessity by the pandemic. GSROHIRGI RIIHIH XS GLERKI E PMJIXMQI SJ L

Housing providers of all sizes have huge programmes *ZIV]SRI PIEVRW HMUIVIRXP] WS LSYWMRK TVE
to transform delivery; to use existing technologies to be thinking about the outcomes they want, in terms of

modernise the way they work, and to design and embed sustained changes of behaviour rather than focusing on a

emerging technologies to make things smarter and more blanket roll-out of high-level skills.

lyGMIRX When organisations recognise that they need more

This is obviously to be welcomed but are we doing HMKMXEPP] PMXIVEXI WXEUO XS WYTTSVX RI[ [E
enough to consider the needs of those who already roll-out training purely via e-learning, it's vaguely on a par

potentially face exclusion and barriers in their lives, as with ‘we know you don’t speak French, but we’re going to

essential services are digitised? ‘Digital by design’ is a deliver our training in French nonetheless...’

concept that is now well recognised in our sector, but
have we given enough thought to ‘inclusion by design'?

We can do better...
However, even while recognising these limitations, other

Risk factors risk factors that our tenants face from digitisation appear
The digital divide and risk of exclusion of some of the to be less consciously considered or built into the way
most vulnerable people in our communities could be we are designing and launching digital services at the
exacerbated by the digital acceleration unless this is moment.

explicitly factored into service design from the outset. For example, we know that people with lower incomes

8LI MWWYI SJ] WOMPPW ERH GSROHIR G lam morgNikely ro]ba/oiGrgoKtRIWHasa plans and therefore
particularly in relation to older people, and many housing might have reduced access to online information and
TVSZMHIVW SGIV XVEMRMRK XS LIPT XI|REREsA CEIMan BORES W e rEdRtA. This lack of access
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could potentially result in a vulnerable applicant missing

a property they are eligible for if the only way to access a
GLSMGI FEWIH PIXXMRKW WJWXIQ MW ¢
window each week.

While one could argue that people can access laptops
in public spaces if it's important enough for them to

. . or can it be tailored to the individual (for example, to
do so, we could do more to reduce the impact of this . o . .
N . . support independent living in a wider range of scenarios)
by considering changes to advertising or allocations

TVSGIWWIW TIVLETW GEK [LIVI TIsTPI §EPREPEP eByesgualy?

bid and automate an expression of interest for example? Core principles

It's not rocket science, but if we plan for the realities of Across the sector, as new digital channels are introduced
each of these risk factors in the design of our business to contact centres, it's important that all customers have
processes and systems, we can help to reduce any the same quality of experience, regardless of their channel
negative impact they might have. of access or personal situation.

&PWS EVI [I GSROIHIRX XLEX SYV W]WXIQW BYIHMKRMVXE R XIRBXRISPSK] YRHSYFXIHP]

fully responsive and accessible via mobile phone (as to address some of the barriers to inclusion, but an
opposed to via tablet, laptop or desktop) so that people investment in ‘inclusion by design’ needs to be embedded
aren’t discouraged from using services because the user as part of the digitisation process from the outset.
experience is poor? Again, lower-income tenants are more

likely to only have digital access via a mobile device, so if Cher Lewney is a principal consultant

a system works less well on a smaller device, the impact it

. ) at Altair.
has for them is disproportionately greater.

Similarly, are translation tools built-in for all customer-

facing processes to provide easy support for customers

[LSWI VWX PERKYEKI MWR{X *RKPMWLS$ .J WS LS[ VSFYWX
and accurate are they and are there

appropriate escalation processes if

something goes wrong or a situation

becomes too complex to automate? The

customer shouldn’t disengage because

the service just stops or because they

don’t know what to do next.

Where customers have physical
disabilities, can they access support

to help them engage with services
appropriately or is there an expectation
that they will do it via an advocate (which
could be discriminating in its assumptions
or have a range of unintended
consequences)? Are accessibility tools
considered in the way that services are
delivered digitally, in order to support
issues with mobility, vision, hearing,
neurodiversity or even mental health?

Similarly, are assistive technologies

understood and considered in the way

XLEX WIVZMGIW EVI SuUlVIH X¢
learning disabilities? Does the business

process design focus on the application of

a standard experience for all customers,

www.housing-technology.com 27
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What's the problem?

Managing formal complaints

with Dynamics 365

Jordan Wheat, New Business Consultant, Crimson

In the last edition of Housing
Technology, | discussed how mobile
apps, portals, virtual agents (Al-
enabled chatbots) and other digital
channels can help housing providers
manage issues such as repairs and
anti-social behaviour. The next stage
of this process is managing formal
complaints, including escalation to
the housing ombudsman’s complaints
process.

Listening to tenants

In the Charter for Social Housing Residents’ whitepaper,
one key issue highlighted was that tenants “didn’t feel
listened to when they raised concerns and complaints”.
Our recent ‘housing breakfast’ webinar showed housing
providers how to manage issues, but the next step is
managing customers’ complaints and in doing so treating
tenants with dignity and respect.

Tenants sit at the heart of social housing, and tenants
expect to have their complaints dealt with promptly

and fairly, alongside access to fair redress from the
ombudsman. Complaints management is not only key

to customer satisfaction, but the number of complaints
can also provide insights into how the housing provider is
operating and highlighting the ways it could improve.

Ultimate case management tool

Dynamics 365 is the ultimate tool for case management.
A complaint can enter the process via a simple email,
which in turn triggers the creation of a case, an auto-
reply email, and the case is then entered into a queue. It's
then assigned to a case worker, who has a conversation
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with the complainant to either resolve the complaint or
escalate it to the ombudsman.

Because Dynamics 365 enables customers to raise
complaints at every lifecycle stage, through a virtual
agent, contact centre or online, it is suitable for all
ages, abilities, and technologies. Complaints can be
automatically passed to the relevant department, with
SLAs to ensure complaints are handled quickly.

Speed and accuracy

As a cloud-based platform, Dynamics 365 can be

EGGIWWIH ER][LIVI EPPS[MRK LSYWMRK TVSZ
FEWIH WXEU XS PSK YTHEXI ERH VIWSPZI GSC
remotely. Not only does this ensure details from home

visits aren’t forgotten, but it also improves the accuracy

and speed of the complaint-handling process for tenants.

Customer portals enable complainants to check the

progress of their complaints rather than waiting for an

YTHEX]I SV GLEWMRK EHQMRMWXVEXMZI WXEUU
the portal (which can also be used to submit complaints)

which then leads them through a transparent process

until the complaint is resolved or escalated. This reduces

the administrative burden and cuts the customer service

XMQlI KMZMRK GYWXSQIV GEVI WXEU QSVI XM
complex cases, and means tenants can access all of their

information whenever and wherever they want.

EXMWOIH XIRERXW EVI XLI OlI] XS E WYGGIWW
provider; while reducing complaints is the overall aim, the
RINX FIWX STXMSR MW XS LERHPI XLI GSQTPEN

Jordan Wheat is a new business consultant
at Crimson.

crimson

part of the Harvey Nash Group
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M-Files buys Hubshare for next-gen

tenant experience

M-Files has bought Hubshare in order to provide an information exchange
platform and portal to strengthen housing providers’ digital relationships with

their tenants.

-YEWLEVI SUlVW E WIGYVI HMKMXEP [&¥doh&lity & MY s BaigkedHox the provision of

enhances end-user and tenant engagement through

key information such as documents, people, processes,

GSPPEFSVEXMZI [SVOMRK WIGYVI (P distussondaRKmBEre td eXtefisaNuser, such as housing

management tools.

providers’ tenants, via a branded portal optimised for a

9RPMOI QSWX 0PI WIRG FEWIH HSGYQTRY &V S JIPEIFUF

information is copied from an enterprise content

Antti Nivala, founder and CEO, M-Files, said, “The

VITSWMXSV] 2 +MPIW RS[ SGUIVW E W | BubsharE R4LisiGdhely/ s Xol deliver a better digital

system for internal and external collaboration
without data duplication. While the M-Files user
experience is optimised for streamlining internal

document management processes, the new Hubshare

experience for tenants through timely information

WLEVMRK ERH GSPPEFSVEXMSR 4YV MRXIK
IWXIRHW 2 +MPIW JVSQ XLI FEGO SyGIl XS XL
our housing customers’ businesses.”

Central wins
Brighter Futures

contract

INFRASTRUCTURE |

Central has been appointed by Brighter Futures Housing as its dedicated technology

partner for the next three years.

(IRXVEP [MPP FI TVSZMHMRK 0VWX

support for the housing provider's 230-strong workforce.
The IT provider will also be delivering managed IT
services, including endpoint and patch management,
capacity and availability monitoring, plus regular service
and maintenance reviews.

Central's IT engineers are currently working behind the
scenes to build a picture of Brighter Future’s technology
stack and digital infrastructure.

W | Bafl RigharEsRiktedint. e atbf BoktiRdts and procurement,

Brighter Futures Housing, said, “The social and community
work we carry out relies on us having 24/7 online
availability.

“We chose Central not only because its tender was the
most professional, but because having seen its wider work
in the housing sector, we knew it would understand how
to assess our IT infrastructure requirements.”

www.housing-technology.com
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loT building moisture monitoring at Places for People

Places for pe0p|e is trialling a small Dr Paula Lopez-Arce, research scientist, Property Care
Association, said, “The data we’ve received has helped

number of bu”ding moisture index (BMI) us to create a picture of the issues surrounding excess

. . . . FYRKEPS[W XIVVEGIH ERH HIXEGLIH LSYWIW
and prOteCt its trial pfopertles agalnSt regions, to cover a representative mix of property types.
excess moisture. “With the
BMI system, 4
8LI LSYWMRK TVSZMHIV MW XLI GVWX I'\hhigyEP YW &
technology, launched by the Property Care Association providers can R Dr Paula Lopez-
(PCA) following a three-year research project with the now identify Arce, Research
Institute for Environmental Design and Engineering at and quantify Scientist,
University College London. moisture Property Care
problems Association

The BMI system works by placing loT devices, including
IRZMVSRQIRXEP WIRWSVW MRXS HMul\PFﬁekaﬂé’]ﬂw ¢
to measure conditions such as temperature and relative evaluate

humidity. Bespoke software then uses the devices’ data to targeted ways .
show why an individual property is out of balance in terms to address any issues. The system helps to avoid costly
of its moisture levels. The technology then suggests the repairs and, most importantly, improves housing quality
correct solutions to address the issue. and living conditions.”

The PCA’'s BMI system is now available in the UK via Maple

Mark Winstanley, head of asset management, Places for
Research and Development.

People, said, “We've successfully used the BMI system to
accurately identify the best way to reduce condensation
and mould growth in tenants’ homes. The clear reports
also help us discuss with tenants how they can gain the
KVIEXIWX FIRIGXW JVSQ XLI GLERKIW [I WYKKIWX 1

Regenda’s Propeller Powered asset-tagging software

Regenda Group is working with Propeller
Powered to deploy the software provider's
no6 {6u>A %66 3 Ai , 0
properties. The Prop-FS digital toolkit
comprises inspection scheduling, QR asset

tagging, job management and reporting.

+VSQ XLI IRH SJ 7IKIRHETW 0VI M RanScht Xd®drd/QRWEIR and access vital safety
FI YWMRK 5VSTIPPIVIW QSFMPI ETT Xigfo@rafioK abgut ii dhling.S S V
inspection outcomes on site, tagging all door assets as

ey D 1) i o ey s e E ey Mike Bradley, account director, Propeller Powered

said, “A crucial element of all building safety data

elizais is the ‘golden thread’. Prop-FS enables those with

All data is logged in the Propeller platform, with priority responsibility for tenants’ safety to identify, understand,
actions raised for repairs against individual doors, manage and mitigate risks relative to every door, all tied
instantly traceable via each door’s QR code. The together by a unique QR code, throughout the lifecycle
QR asset-tagging system can also be used by non- of a building, ensuring that the golden thread is instantly
Propeller users, so that anyone with a smart device and clearly visible.”
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loT cybersecurity —
Attack vectors, fraud
and data breaches

Simon Flint, chief information & digital officer, Aico

Many of us love our smart home
technologies, from internet-enabled
doorbells to intelligent boiler
controls but very few of us really
think about the technology that

we put in our homes. The cost of

a device or platform often plays a
key factor in the decision-making
process, with popular shopping
sites offering numerous cut-price,
no-name, smart home devices

with features that seemingly offer
parity with known brands and
market leaders. It's heart-warming
to see that smart IoT devices are
now accessible to so many with the
ability to transform people’s lives.
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However, if every IoT device in your home is viewed as

a potential attack vector or as the source of a privacy
breach, the picture of your home may be bleak. Imagine if
the camera you've bought could be accessed illegally by
another person, if the boiler controls in your house could
be manipulated without your consent or if all smart smoke
and carbon-monoxide alarms were maliciously activated
remotely.

These may seem like unlikely scenarios more suited to

a Hollywood movie but the media is full of examples of

companies whose devices have been compromised in

WYGL E [E] MRGPYHMRK WQEVX XLIVQSWXE X\
baby monitors, children’s toys and smart doorbells.

Security by design

-S[1ZIV PIX QI EPWS SUIV ]SY WSQI VIEWWYVE
all loT devices or platforms are equal and therefore the

risk of a device being compromised is also variable. Some
companies design their entire platforms with security in
mind to reduce the risk that any single component could be
compromised and therefore prevent the device ecosystem
from being abused. ‘Security by design’ from the ground up
should be a proactive ethos for all technology companies
rather than retrospectively adding security to your platform
and devices to address security holes.

Common standards

Common standards have long existed for internet-facing

components such as websites and web services but 10T

is a relatively new area, so the quality of standards has

ZEVMIH KVIEXP] .RHYWXV] TIIVW LEZI VIGSKR
ERH LEZI [SVOIH XSKIXLIV XS HIORI WXERHEVEH
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loT industry as part of recognised bodies such as the loT which present a long-term operational risk as well as a
Security Foundation. This helps to ensure that there's a commercial liability risk in the event that the devices or
known good starting point for all members, learning from platforms are compromised.

llective experience in this area. .
collective experience In this The future of the connected world looks bright and

FOU&MNEa9UA9« "&s I+« E9 +9U +11saU strongEyBersecurity is the backbone needed for the loT

The BSI Kitemark for loT devices was introduced in 2018 PERHWGETI XS tSYVMWL MQTPI HYI HMP M|
ERH SUIVW GSRWYQIVW JYVXLIV EWWY ¥rsRe&thatyblEn{ake srhav didiged Mbhéh it comes to

of their devices has been independently assessed device and platform selections.

by a leading, independent industry body. Very few

organisations have achieved this benchmark so including Simon Flint is the chief information and digital

XLMW EW TEVX SJ ]SYV TVSGYVIQIRX W I&yG%EXMw %l\/‘(PP KMzl ]SY
EHHIH GSROHIRGI XLEX ]JSYV .S8 HIZMGI E VI IGY g

Commercial liability ®
Ensuring an IoT device has a genuine CE mark may seem ®
obvious but it establishes a clear line of responsibility 0“ o
for the manufacturing of devices as well as conformity

to established health, safety and standards within the

EEA. This standard is often abused and fraudulently
VITVIWIRXIH F] GLIETIV SUIVMRKW WS
diligence before procurement to ensure loT devices

EHLIVI XS MX GSYPH FI E WMQTPI FYX
risk. The inability to satisfy CE requirements should be a
warning sign that other areas, such as security, are likely to
have been neglected.

Another risk mitigation measure is to ensure that any

loT vendor you engage with is in full control of their data
transmission and processing to prevent ‘man in the
middle’ attacks and to ensure that end-to-end commercial
liabilities are in place. Some long-range, low-powered loT
devices use non-commercial data processing platforms

www.housing-technology.com 33
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Cybersecurity

— What's the
problem?

Gerard Joyce, CTO, CalQRisk

The problem is that cybersecurity is everybody’s problem and unless every
department is involved in discussions on the solution then no solution will

be truly effective.

The USA’s National Association of Corporate
Directors (NACD) puts it very well in its Cyber-
Risk Oversight Handbook: “Directors need to
understand and approach cybersecurity as an
enterprise-wide risk management issue, not just
an IT issue”.

It's more than just keeping the bad guys out, more

TPERW XIRERX MRJSVQEXMSR OR

information, employee information and

so on). We will also look at what can be

done to minimise those risks and keep

MRJIJSVQEXMSR GSROHIRXMEP EGC
available.

Where are the threats coming from?

XLER OGVI[EPPW ERH MRXVYWMSR HIRéfeRdhS h yduRchintext and the nature of the

more than just spyware and malware.
It's about protecting your corporate
integrity, such as making sure that
-— the data your published reports are
based on is accurate and unaltered.
It's also about availability, ensuring

Joluoiold ]SY ]SYV WXEu ERH |SYV

access applications and information
as and when needed. It's about people,
their behaviour, sometimes careless and
sometimes malicious. And it's also about prioritisation —
what matters most and which information needs the most
protection?

In this article, we'll take a look at the current state of
cybersecurity and what organisations should be doing to
keep the information they hold secure and private.

What does ‘cyber’ mean?

The word cyber could, depending on the context, be
replaced by computer, network, virtual or simply ‘very
modern’, but keeping information secure and private is
not new. What is new is the multiplicity of ways (‘threat
vectors’ in techno-speak) that can be used to access your
information.

In the following paragraphs we will look at the threats
and the vulnerabilities that together create the risks that
threaten the achievement of your objectives with regard
to your valuable information. (corporate strategies and
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information you hold, the chief threats could be one or
more of the following:

» Aggressive competitors;

* Hostile nation states;

« Criminal organisations;

X EECE%SM ‘Ea?ﬁgvists’;

* Disgruntled employees.

What are your vulnerabilities?

To access your information, they will exploit your
vulnerabilities so it's imperative that you're aware
of and address these. For a typical organisation, the
vulnerabilities include:

* 9RTEXGLIH GE[W MR STIVEXMRK WJWXIQW ERI
» Unwitting employees who are unaware of the methods
employed by those who would steal and/or corrupt your
data;
.8 WIWXIQ QMWGSRIOKYVEXMSR EOMR XS PIE
open);
* Mobile devices — whether under your control or not, they
provide an access point to your information;
 Supply chains and service providers with poor cyber
HIJIRGIW GER SulV ER IEW] VSYXI XS ]SYV MR
« Storing data in the cloud — do you know how secure it is?

Risk categories
8LI VMWOW EVI [LEX XLVIEXIRW XLI GSRUOHIRX
and availability of your information. They include, but aren’'t
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limited to the following: /

« Denial of service attack — attacking
your systems in a way that prevents
legitimate users from accessing your
information and systems;

« Extortion and ransomware — encrypting your data and
demanding payment for the decryption key;

« Data breaches (external or internal);

 Data changed or manipulated maliciously;

» Spyware — stealing information and routing it to external
parties;

« Identity theft — criminals masquerading as clients.

Managing your risks

The wide range of threats, vulnerabilities and resulting
risks mean that the right solution requires a combination
of preventative and mitigation measures. As you would
expect, many of these have an IT component, but

many are dependent on human behaviour and a sound
corporate culture.

Preventing undesirable consequences can be achieved
by a combination of the following controls:

« Policies and procedures — set the tone from the top and
enforce good practice;

« Training and awareness — make sure people know your
policies and procedures;

« Verify — train people to recognise attempts at identity

INFRASTRUCTURE |

necessarily assume that your IT department
understands your business operations, so you
therefore can’'t assume that they will have addressed
all of your information security concerns. By involving

people from across the organisation, you can be more
GSRUOHIRX XLEX XLI WSPYXMSR W [MPP FI G
IGIGXMZI .J TISTPI EVI EGXMZIP] MRZSPZIH
solution to a problem, they are then more likely to own it
and implement it.

Some questions that this cross-departmental group
should consider and which will help stimulate discussion:

*;LEX MRJSVQEXMSR MW WIRWMXMZI ERH L

* Are there rules governing how sensitive information is to
be treated?

* Who decides who has access to what information?

*-S[ SIXIR HS QEREKIVW GSROVQ XLEX XLI E
those reporting to them are correct and appropriate?

» Have all legal, regulatory and contractual obligations
VIKEVHMRK XLI MRIJSVQEXMSR ]SY LSPH FII
are there appropriate processes to ensure compliance?

» Have you outsourced any critical functions or activities?

If so, is somebody responsible for ensuring that your
service provider has security controls that comply with
your policies?

» Do any of the products or services you sell include
access to information systems? If so, are discussions
on information security held at an early stage in the

XLIJX ERH XS JSPPS[ WXVMGX VYPIW S Revelopiient bf g @rodubtids $eX/iveS 8o that security

» Responsible person — have one person who ‘owns’
information security;

 Access control — only provide access to as much
information as is required;

« Limited access between systems — only allow as much
access as is necessary;

* Intrusion prevention — do you have secure and robust
GVI[EPPW$

* Intrusion detection — do you know if you're being
attacked?

* Integrity monitoring — do you know if information has
been altered?

*2SRMXSV XLI XVEyG 3 HS ]SY ORSJ [LE Xcirend Si¢apsEardwdreradilties

leaving your organisation?

» Backup your data regularly — know how much you can
EUSVH XS uPSWIT

» Manage all mobile devices that can be used to access
your information;

« Train all employees on good practice when using mobile
devices;

* Get a third party to verify your defences, such as a
penetration test;

» Monitor adherence to your own rules;

* Incident response plans — have a plan for when it does
go wrong.

Solution discussions

On an on-going basis, it's recommended that a cross-
departmental group is formed to discuss how to address
the many aspects of information security. You can’t

www.housing-technology.com

can be built in rather than bolted on later?

» Do you actively restrict what can be downloaded and/or
installed on computers?

» Does your HR department address information security
concerns when recruiting or promoting people?

» Do you have robust processes around the sourcing and
retention of information on which key business decisions
are made?

» Do you have robust processes governing the transfer of
sensitive data from your organisation to
third-party organisations?

* Is somebody staying abreast of

oO—
==10

cA+XE9+ /A& ,a Aax< ayEs«x o

And if you do buy cybersecurity

risk insurance, remember that the

insurance company will still expect you

XS LEZI IQTPS]IH pVIEWSREFPI FIWX 1G4SV XW
keep secure the information that you hold. Have you?

and ensuring that your
organisation’s defences remain
up-to-date?

Gerard Joyce is the CTO of CalQRisk.
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Solving network
headaches with
virtualisation

Paul Fisher, Technical Consultant, Parallels

Mergers are never simple. When Platform Housing became one of the UK’s largest
housing providers after the merger of Fortis Living and Waterloo Housing, it
inherited a major IT headache. How did Platform Housing go about solving an
overly-complicated networking situation that came with a high price tag?

Z9 &U A£3%< TE5",8»

Following the successful merger of Fortis Living and
Waterloo Housing, the expanded organisation found
itself with a disjointed IT estate. For example, one housing
provider had a computer system where most of the
resources were installed locally rather than distributed
over a network, whereas the other housing provider’'s
resources were remotely distributed via a virtual desktop
infrastructure (VDI). The combination of the two systems
left the newly-merged organisation struggling with a
set-up that needed overly complicated maintenance and
came with a high price tag.

Simplicity optimised

i MXL EVSYRH WXEU

the challenges of combining the two separate IT

MX [EW MQTSV
-SYWMRK XS GRH E PSRK XIVQ WSPYXM

Platform Housing solved its challenges by using a remote

application delivery solution to optimise its VDI solution,

enabling it to reduce its 50+ post-merger servers down to

20. The best remote application delivery solutions work

with VDI, Remote Desktop Session Host (RDSH), Azure

Virtual Desktop and Remote PC to ensure that users can

access all the apps needed for work easily and smoothly,

IZIR [LIR [SVOMRK VIQSXIP] 8LI] GER EPWS S
UGIW\MFMPMX] ERH HEXE WIGYVMX] WS MX{W [SV
VIWIEVGL XS 0RH E WSPYXMSR XLEX YWIW QY
ETT [SVOUS[W ERH WYTTSVXW QYPXM GPSYH t
including Microsoft Azure and Amazon Web Services.

Some are very adaptable, and some will allow the mixing

ERH QEXGLMRK_ SJ HMUIVIRX STIVEXMRK W]JWX
%Eiga)ﬁof;sscgn Béj cFe c‘)] gﬂvog\-;)rem\i/sve but then scaled
ou

o)ﬁ}bﬁ&(or[pﬁjglig oud, o5

w'i_{h auto-provisioning and
auto-scalin

MRIJVEWXVYGXYVIW 8LI SVKERMWEXMSR LEH %VSQI WTIGMOG EVIEW
XLEX MX [ERXIH XS EHHVIWW MRGPYHMRKIGNMFMPMX] EREP]XMGW

and total cost of ownership.

The IT set-up inherited by Platform Housing after its
merger meant that in order to access their work and

Even before we all learned to work remotely in 2020

during the pandemic, it was important for organisations

XS FYMPH UGI\MFMPMX] MRXS XLIMV .8 WIWXIQ\
than ever, it's understood to be a crucial part of enabling

ETTPMGEXMSRW YWIVW LEH XS aVWX GGGl WA KIY R WEER fhdhbdd gobal

then navigate an additional screen. What was needed

[EW E WMQTPMGIH .8 WIWXIQ XLEX KEZI

events. Part of this is ensuring that departments using
QITGPI\IFL”]HV%T['ILIJ?&[GI XMSRW EVIRTX JSVGIH XS |

[SVOMRK MR XLI SyGl EX LSQI SV VIQ Sjﬂ(slt%éca&(slé lthgt"; v'\\/llh%rj(\—.(l ﬁ%éir)s(psecialist software resides.

access their applications direct from a central location
instead of having to open multiple screens to start
working.

VDI and remote application solutions are a great way for
employees to access what they need to work from any
location, but not all VDI and remote access solutions are
equal. It's a good idea to shop around and look for one
that has simple installation, all-inclusive licensing and
easy options for scalability.
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+SV IN\EQTPI EX 5PEXJSVQ -SYWMRK XLI GRER
management teams use SDS Proval, IPOS, Capita Open

LSYWMRK [SVHOWL ERH )7 EW [IPP EW 2MGV
ERH YWIVW [SVO FSXL MR XLI SyGlI ERH VIQSX
teams, wherever they are working, are unaware that they

are accessing their applications and desktops through the

server.

This illustrates how, when looking for an all-in-one VDI
and remote application delivery solution, it's important
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to choose one that allows users to launch and work with
their own desktops and applications, which are published
virtually to wherever they are and on whatever device
they are using from inside an HTML5-enabled web
browser; users don't have to install additional software
on their PCs or laptops and aren’t limited to a particular . .

. . . Making a choice
platform. Additional features such as high-availability

PSEH FEPERGMRK KVERYPEV uPXIVMRI%?r jﬁl‘_\ms%ﬁ?ag%{ggwsmg"tscruc'a'

. WSPYXMSR MW GI\MF
authentication also help ensure optimum security and
accessed remotely to ensure no interruption to business
redundancy.

processes. A remote application solution that optimises
Central management the experience of using VDI, Remote Desktop Session
Platform Housing wanted simplicity for users and Host, Azure Virtual Desktop and Remote PC can be a
.8 EHQMRMWXVEXSVW XS MQTVSZI |yGMd&RasdeERH XLI YWIV
experience. A solution that publishes users’ desktops and
applications from a central server keeps things simple
for managers because all dashboards are in one place,
providing clear insights into performance and resource

usage. IT administrators should be able to review and
detect patterns or spot any problems, all from a ‘single
pane of glass’. Users need single sign-on (SSO) so that
they only have to log in once to access what they need
without re-entering numerous authentication codes.

Paul Fisher is a technical consultant
at Parallels.

Aico

launches new
environmental
Sensors

Aico has launched a new range of loT-based HomeLink environmental sensors,
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and carbon-monoxide alarms since its acquisition of HomeLink in 2020.

Available in two models, the Ei1020 measures
temperature and humidity while the Ei1025 measures
temperature, humidity and carbon dioxide; both loT-
based sensors are designed to provide actionable
insights into conditions such as mould, draughts,
excess cold, heat loss and indoor air quality for both
tenants and their housing providers.

Integrating with Aico’s SmartLink Gateway, the
environmental sensors overcome many challenges,
from compliance and carbon footprint to mould risk
and fuel poverty. The SmartLink Gateway extracts data
from the environmental sensors into a central data
repository. Advanced machine-learning technology
interprets the data to provide insights via the HomeLink
reporting dashboard.

The dashboard provides detailed property and
portfolio views and is designed for multiple user
roles. With data from the environmental sensors and

www.housing-technology.com
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segmented by high, medium and low risk, top-level

data can be viewed on the main dashboard, while

deeper insights can be accessed to tackle problems,

maintain compliance and enable preventative

strategies.

(LVMW /SRIW GLMIJ INIGYXMZI SyGIV
“Before our acquisition by Aico, we had huge demand

for environmental sensors because of the obvious and
sizeable compliance and maintenance business case

XLI] TVIWIRXIH &W &MGSTW GVWX WQEVX LS
beyond smoke and carbon-monoxide alarms, these

sensors represent a large milestone.

-SQI1N

“Having already connected 65,000 devices in UK social
housing, and with several thousand back orders for the
new sensors, it's clear that loT technologies have truly
taken hold in our sector.”
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Modular housing —
Production, process &

standardisation

Deborah Smyth, Managing Director, Tempohousing

To meet the UK’s challenge of delivering
two million homes during a time of

skills shortages and rising materials’
costs, we need to show that technology
can help us achieve our goals; adopting
a manufacturing approach means
embracing the principles of production,
process and standardisation.

Standardised components

Often referred to as ‘platform design for manufacture

and assembly’ (PDfMA), this enables multiple versions of
a product to be made from standardised components,

as demonstrated by car manufacturers. We can use our
standardised products as a digital twin replicated on other
projects within social housing.

Tempohousing originally set out to design a modular
unit to meet all the UK Building Regulations but this was
also an opportunity to aim for zero-energy costs and
associated carbon emissions. Tackling fuel poverty is a
key driver for us and has consequently informed all our
‘downstream’ decisions. We have adopted the minimum
space standards so that comfort and wellbeing aren’t
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demanded by planning departments.

IWMRK E WXIIP JVEQI WIWXIQ [I GER EGLMIZI
tolerances, yet it is a robust and versatile material, and

VIWSYVGI IlyGMIRX .X PIRHW MXWIPJ XS QERY
no waste and is recyclable at the end of the life of the

building, not leaving an unwanted legacy for future

generations.

Building information modelling

Using building information modelling (BIM) as the basis
of our design creates a common language between the
design team, factory and client. It provides a long-term
digital record of the clients’ assets, critical to a housing
provider's management of its housing stock.

'.2 GER XLIR PMRO XLI FYMPHMRKWY WTIGMUG
manufacturing process, with staged and recorded

assembly ensuring accuracy, proof and materials’

provenance. This ultimately leads to the intended energy

performance of the modules, without any dreaded

performance gaps. This process also includes a detailed

VIGSVH SJ XLI JEFVMG FYMPH YT XS QIIX XLI i
the dwelling.

With the fabric of the dwelling optimised, we need to

GLSSWI E LIEXMRK WIWXIQ XLEX FIRIOXW JVS(
WTIGMOGEXMSR *RIVK] QSHIPPMRK WLSJ[IH XL
losses were reduced to the point where hot water was

the greater energy demand above space heating, so we
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chose a class-leading air-source heat pump, designed for Zero-carbon homes can be achieved and fuel poverty
E RI[ KIRIVEXMSR SJ WYTIV IyGMIRX L S&ldssedW XLI IRIVK]
mix in the UK shifts to more renewable sources, electric

LIEXMRK MW GSQMRK XS XLI JSVI IWTI%MEEF[ ‘iy(?&&%&tolé” nufacturing processes

umps, and where locally-generated renewable energy is IH HMQIRWMSRW [MXL
pumps, ¥ 4 GIVXMGIH TVSHYGXW [I GER EGLMIZI XLI Iy¢

available. . .
will meet the government’s ambitious ‘Future Homes’
Renewable sources standard.
8LI OREP WXEKI MW XS GLSSWI XLI VIRI[EFPI IRIVK] STXMSR
Photovoltaics will provide the energy, though feed- Deborah Smyth is the managing director of

MR XEVMUW EVI QMRMQEP XLIWI HE]W 1, SulY E WQEVX
energy trading platform with a communal battery, so 'f%l%p[ohgusmg
excess energy can be traded within the local community.

WDH awards geospatial contract
to Landmark Information

“@&A>Aew, 'U U, ;6 UTO x TA A% 1U x L 1%i & =106 i U61
intelligent location data and advanced mapping services.

By working with Landmark Information, WDH now has “We can now immediately see where we own land
access to a wealth of Ordnance Survey MasterMap, and view non-developed land, we can drill down

Address Point, raster and Land Registry ownership data. to codepoints, polygons or undertake postcode

The geospatial data underpins the housing provider's level analysis to conduct deprivation or price-paid
web-based mapping service that is accessed by hundreds assessments, as well as produce data for internal studies
of users across the organisation. looking at arrears or claims analytics, and all within our
AVEWIV 1YQF .. EREPJWX :EolaipH )mWREUSH E3ICPRIP IRt

said, “Using high quality, rich data to manage our assets “For example, with our ground maintenance or tree

is vital to our ongoing operations. Landmark can take us QEREKIQIRX GSRXVEGXW . GER GSRUOHIRXP
to another level of data analytics, such as enabling us to requirements to ensure we get best value for money from
cross-reference our stock list with the address database, our contractors. It's very powerful.”

apply a Unique Property Reference Number (UPRN) for
every property and streamline the way we’re working.

www.housing-technology.com 39



| SPECIAL FEATURE

Digital twins
In housing

Housing Technology interviewed executives from CGA Simulation, Chimni,
Civica, Gray Fox Consulting, NEC Software Solutions, Simul8 and Twinview
about the role of digital twins in housing and how they can be used for better
business operations, improve tenant safety and support more rigorous

governance and regulatory compliance.

What is a digital twin?

Gray Fox Consulting’s CEO, Alistair McLeod, said, “A
digital twin is a virtual representation of the elements
and dynamics of a physical object. In housing, a digital
twin is a complete, real-time digital replica of all your
FYMPHMRK EWWIXW
information and the ability to walk through the buildings
using immersive technology, all while sitting at your desk.”

Chimni’s founder and managing director, Nigel Walley,
said, “A digital twin could cover a range of software types
including, at its simplest, a digital building logbook that
captures and stores information about a building or, at
the end other end of the spectrum, a 3D digital model
that enables the use and performance of buildings to be
recreated and measured. When the underlying model
has been created during construction using building
information management (BIM) software then there would
be a strong emphasis on operational and maintenance
information.”

{xA ATA> 1 -A Ui eA
having access to ‘as built’ property
information on a mobile device

through to Al to improve operational
performance.

Rob Charlton, CEO, Twinview

Civica’'s product director, Helen Hurley, said, “A digital
twin can be anything from a 3D model, such as a virtual
representation of a property or an asset, through to
populating the twin with data to support performance
management, scheduling and monitoring maintenance
routines, risk modelling and planning of future
investments.”

NEC Software Solutions UK'’s director of housing solutions,
Trevor Hampton, said, “A digital twin is a complete
representation of a physical building in digital form. The
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We use ‘found’ and ‘created’ data

to build our digital twins; this

S means we can model situations
#|§ for which data doesn't yet exist.

; Jaine Pickering, Communications &
. Business Manager, CGA Simulation

X TVSZMHIW TIVJISVC

technology is still relatively new to the housing sector, but
it's an exciting advance that could have a really positive
impact on tenants’ lives.”

What can you do with a digital twin?

Simul8’s CTO, Frances Sneddon, said, “Acting as a virtual

test lab, a digital twin can run alongside and in constant
WJ]RGLVSRMWEXMSR [MXL E PMZI WIWXIQ XLI\
prospect of real-time monitoring and improvements in

TVSGIWW IyGMIRG]

“The digital twin can be fed with data from across a

housing provider’s business applications to create an

accurate digital replica of its operations and processes.

From there, you can run a variety of simulations to test

HMUIVIRX WGIREVMSW MR I4IGX JEWX JSVI[EV
impact of decisions before they are implemented in the

real world.”

CGA Simulation’s communications and business manager,
Jaine Pickering, said, “A digital twin is a way of simulating,
mapping and modelling the world around us. We use
‘found’ and ‘created’ data to build our digital twins; this
means we can model situations for which data doesn'’t yet
exist. We've modelled road networks, autonomous vehicle
technology, pollution and even the spread of coronavirus
around a town.

“We use agent-based modelling (ABM) for our digital
twins. ABM is a form of mathematical modelling that lets
us model things, such as people, vehicles, pollution or the
placement of loT devices on a 5G network. ABM assumes
that each thing being modelled operates with individual
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agency, rather than as a ‘hive mind’, interacting naturally
with the other things being modelled in the digital twin.

P30k i«BXrLEEA0 WS

“This autonomy enables us to predict what the

future might look like and, say, how homes and their
surrounding networks might work together. This is useful
for people designing the homes and neighbourhoods of
XLI JYXYVI FIGEYWI XLI] GER PSSO E
housing design and technologies.”

[

Civica’s Rogers said, “Digital twins can help to make big
data easier to interpret, analyse and act on. For example,
a housing provider’s digital twin could augment its asset
management strategy by modelling and forecasting
various future scenarios or improve building safety
through real-time, IoT-based asset monitoring and
building information modelling.” “For example, CGA Simulation has created digital twins of
road networks in cities to test the safety of autonomous
vehicle technologies and mapped out a hybrid 5G

©Twinview 2021

digital space, before committing resources and money in
the real world.

Twinview's CEO, Rob Charlton, said, “A digital twin
can provide accurate historic and current operational - | ) )
and performance data, which can be invaluable for network in a dense city neighbourhood. These projects

compliance, communications and environmental controls. were both faster and less expensive than trialling
8LI FIRIOXW GER FI EW WMQTPI Ew LE zHPARNPORESSWRaNTE. fie gpfer in context of

built’ property information on a mobile device through to autonomous vehicles.”

EVXMUOGMEP MRXIPPMKIRGI XS MQTVSZIcKinni¥ WM S&dEBeyohd paNHRE deSidn ‘and

“ 5 A xA -ATA> 50 KLUOU & fcl?slru tion, there is always an emphasis on digital twins’
X o ) |tyt aggregate and report data on operational and
NEC’s Hampton said, "When overlayed with virtual reality, maintenance issues. With good data like this, the more
E HMKMXEP XIMR GSYPH EPPS[ ER EVG MG %igtal whr%tvéé‘é?a"&ppo%fo?‘ecxs%&of
‘wallf’ around the digital building and outside spaces and maintenance issues and related costs.”
VIORI XLIMV HIWMKRW MR EHZERGI SJ GSRWXVYGXMSR EZSMHMRK
expensive reworks later. 8[MRZMI[TW (LEVPXSR WEMH ,8LI STIVEXMS
include access to building information, communication
with tenants and lower running costs. Financially, digital
regulations are likely to be applied to most buildings twins can reduce malntenance and energy costs through

WS HMKMXEP X[MRW GSYPH FI YWIH X SmonYorln%aX(f(prgdlc ion. BverXII] a digital twin maintains

QIEWY\_/IW_ JSV INEQTPI _XS_ QET XLI NS\C()t}j/chzztl\Je fol?mgncea%gt%ératlonaldatalnone
and smoke in a simulated emergency situation.”

environment, providing a single source of truth.”

“From a regulatory perspective, new building safety

Most of us will start with a ‘baby Whlch housing assets & data types are most
suitable?

digital twin’ in the form of a !
digital property logbook. Q Q Gray Fox’s McLeod said, “While digital twins can be
created across all types of assets, it's not a case of ‘one
WM~ GXW EPPY XLIVIfW E WPMHMRK WGEP|
and operational gains. For large, complicated assets, the
FIRIGOXW SJ HIXEMPIH EWWIX MRIJSVQEXMSR
(,& MQYPEXMSRIW 5MGOIVMRK WEMH vigualis#ipr a@xlgar,Hot iEcan risoNexuseatul for smaller,
twin are manifold. A common premise is using one to less complex assets for real-time monitoring of security,
explore and eliminate issues and pain points via a safe heating and cooling.”

Nigel Walley, founder & managing
director, Chimni
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Given that data is expensive

to create and maintain, simple
3D models coupled with asset
data is a great way to start with
digital twins.

Q Q Minimum requirements

Chimni's Walley said, “At the very minimum, a digital

X[MR RIITHW XS FI WSJX[EVI XLEX MW GSROKYV
mimics the physical asset it's meant to represent. At its

simplest, this could be a system that stores information in

NEC’s Hampton said, “The ability to analyse costs against 0PI WXVYGXYVIW VITVIWIRXMRK XLI VSSQW P
FIRIGXW [SYPH LIPT LSYWMRK TVSZMH | YoWm&sSf ¥y YiildiXgXdr ENaNiple, the simplest ‘digital

investments where they will have the greatest impact. For TVSTIVX] PSKFSSOWY SulvV XLMW JYRGXMSREP

Helen Rogers, product director, Civica

example, this might involve using a digital twin to model
whether changing access points or upgrading windows
and doors in high transit areas of a building would reduce
energy costs enough to warrant the disruption and
expense. In future, digital modelling in the construction
and management of multi-occupancy buildings will

CGA Simulation’s Pickering said, “Not all digital twins are
the same; you can create a digital twin in 2D or 3D online,
potentially with mixed and/or virtual reality. Regardless of
the complexity of what you're trying to do, your data is key
because without data you have no scope for a digital twin.

FIGSQl MRGVIEWMRKP] MQTSVXERX JSV EG

and cost savings at scale.”

Integration with existing IT platforms & data

hierarchies

Civica’'s Rogers said, “From IoT device data, building
information modelling, repairs and ASB through to
tenancy data, in order to understand the whole picture

of both properties and tenants, digital twins need to
integrate with housing, asset and contractor management

systems and reporting solutions to enable successful data

BIM provides information about
the asset; digital twins provide
data about how that asset
performs.

Alistair McLeod, CEO, Gray Fox
Consulting

“For example, CGA's digital twins are underpinned by Al,
so for the Al to work the algorithms must be fed as much

QEREKIQIRX ERH IUIGXMZI SYXGSQIW * relevant data as possible. They are self-generating and

Chimni’s Walley said, “Depending on the nature of the
reporting and forecasting capabilities within a digital twin,
we envisage them eventually being incorporated into

learn from the data they are fed, in terms of building the
digital twin picture.

“To create a really meaningful digital twin, you also need

FYMPHMRK QEMRXIRERGI ERH JEYPX V lat&¥tdveRdtnVdndirsrirevtal dakEréholrganisations

systems and customer management tools. However, a
digital twin needs to be designed with these roles in mind
from the outset.”

Gray Fox’'s McLeod said, “Digital twins should be
considered as an extension to the information you already
capture. After all, most housing providers already have
rudimentary digital twins in some form, based on the
information in their housing management systems, even if
they're not formally referred to as a digital twin.”

NEC’s Hampton said, “A seamless link between a digital
twin and a housing management system would capture
a wealth of data that can be used to improve services.
With details such as the number of people a building can
accommodate, how many bedrooms or bathrooms there
are and whether windows are double- or triple-glazed

such as the ONS, Ordnance Survey, local authorities and
other housing providers if you're modelling loT around
housing; you need to know what's where and why as
accurately as possible.

A digital twin is a complete
representation of a physical
building in digital form.

Trevor Hampton, director, housing
solutions, NEC Software Solutions UK

“Finally, for a digital twin that is presented beautifully and
realistically, you need somebody to design the assets and
environments for you on an engine like Unity. In our case,

EX XLIMV GRKIVXMTW LSYWMRK TVSszMEFITHLELPBLLORFIGI TSGR photorealistic

time gathering this information manually and more time
meeting tenants’ needs.

“As buildings are updated or occupancy levels change,
integration between systems allows for a live data feed to be
used to understand what impact these changes might have

backdrops for our digital twins.

Gray Fox’'s McLeod said, “There are no minimum
requirements; the more data you capture about your
assets, the better your digital representation will be. Start
with the data you already have and build up a coherent

SR JEGXSVW WYGL EW aVI WEJIX] QIEW Y VR SERHVERMMERLYQY fvant to measure and how
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Digital twins aren’t about creating
complicated replicas of an entire
organisation, but about zooming in-en
UisUoU% e o6,A A
improve them.
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you want to improve your business operations and
services to your tenants.”

Twinview's Charlton said, “Digital twins work for both new
and existing buildings. A model isn't strictly necessary, but
it does help with the data visualisation. Overall, for a twin
to work properly, there needs to be a data connection
between your assets and the platform of your digital twin.

“With an existing building, data builds over time; a simple
3D model can be produced and information added over
time. With new buildings, the initial information is more
detailed, with the priority being keeping that information
up to date.”

BIM and digital twins

NEC’s Hampton said, “Using BIM, a digital replica of a physical
entity can be manipulated and measurements of the available
space can be taken with relative accuracy, but the scope for
interaction with the space beyond that is limited.

“Enhancing this with a digital twin means an avatar could
‘walk’ through the virtual space, change lighting levels in
a stairwell or check elevators are easily accessible and it
would behave in a similar way to the physical building.”

CGA Simulation’s Pickering said, “A digital twin sitting
alongside BIM software could be really useful because
the twin could be a way of collating and capturing any BIM
knowledge and presenting it in a dynamic and interactive
way. However, the quality of the digital twin is critical
because it would need to demonstrate something beyond
what was already available via the BIM software.”

Gray Fox’s McLeod said, “BIM is a key data source for
any twin, but BIM alone can’'t answer the operational
questions facility managers might have about optimising
their operations. BIM provides information about the asset;
digital twins provide data about how that asset performs
and how it needs to be maintained.”

www.housing-technology.com
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0 . .
‘Baby’ digital twins
Chimni’s Walley said, “We're not sure that scalability
has been built into the early concepts for digital twins
in housing, but the idea that the underlying data model

WLSYPH KIX QSVI NXIRWMZI
functionality over time is compelling.

GPIZIVIV ERH ¢

“It's likely that most of us will start with a ‘baby digital twin’

in the form of a digital property logbook, and it's also likely

that housing providers and local authorities will head

XS[EVHW pHMKMXEP X[IIRWY [MXL WMQTPI
surrounding areas. These would be considered ‘babies’ in

terms of their capabilities, even though their geographic

remits would be quite large.”

Civica's Rogers said, “Given that data is expensive to
create and maintain, some simple 3D models coupled
with meaningful asset data is a great way for housing
providers to start with digital twins. You can then build
out from there once the return on investment has been
understood and proven.”

Simul8’s Sneddon said, “It's a myth that digital twins are

only the preserve of large companies, requiring huge

investments in IT to produce complex, futuristic models

of their operations. In fact, digital twin technology has

now been democratised to the point where just about any
SVKERMWEXMSR GER XET MRXS XLIMV FIRIG

“Digital twins aren’t about creating large, complicated

replicas of an entire organisation, but about zooming in

SR MRHMZMHYEP TVSGIWWIW XS O0RH [E]W X
improve them or to plan ahead to deal with any possible

contingency.”

Housing Technology would like to thank

Jaine Pickering (CGA Simulation), Nigel

Walley (Chimni), Helen Roger (Civica), Alistair
McLeod (Gray Fox Consulting), Trevor Hampton
(NEC Software Solutions), Frances Sneddon
(Simul8) and Rob Charlton (Twinview) for

their comments and editorial contributions

to this article.
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Remotely monitoring
& protecting
connected
communities

Andy Greenhorn, Regional Sales Manager, FireAngel

The concept of digital twins and using
data to create a virtual representation
of a physical object has been part of

FireAngel’s innovations since 2007 when

the IoT landscape began to take shape.

With housing providers facing growing pressure to

Silent testing or organised audible testing can be
performed remotely across a network at individual
property levels on a daily, weekly or monthly basis to
make sure all devices are in working order. This ensures
every alarm in every property is tested every time and
doesn't rely on waiting for a member of the maintenance
team to gain access for an annual test.

By processing, sorting and structuring data in real-time,

XLI VIWMHIRXW QSWX EX VMWO SJ E VI MR M

are automatically pinpointed, allowing housing providers

MQTVSZI GVI WEJIX] JSV VIWMHIRXW E Rbls@FoMRdl EMR inkervektisH | R

thread’ of asset information, meeting these challenges
within current budget parameters can feel like an
overwhelming prospect.

However, similar to how digital twins operate, connected

Harnessing the capabilities of connected technology
and the loT enables housing providers to eliminate

[EWXIJYP QEMRXIRERGI ZMWMXW WEZMRK WX

reducing administrative costs. The technology can also

XIGLRSPSK] WYGL EW XLI MRXIVRIX SJ iXiédvhR fiM oth&r&ssbtmbindgdmeM 8ysiéds B enable

intelligence (Al) can be used to virtually represent and

automated maintenance scheduling and streamlining

VITSVX MR VIEP XMQI SR E aVI WEJIX] Rubkicad®rBuksy@aMsRW ERH

battery-powered alarms installed across a property.

By ensuring a constant channel of communications from

physical devices to a digital dashboard, it creates a secure

audit trail of data, thereby complying with the Hackitt
report’s ‘golden thread’ recommendation.

Real-time environmental monitoring

One major challenge many housing providers are facing
is the onset of damp and mould in properties, with around
60,000 complaints received by local authorities across
the UK relating to mould, damp or condensation between

_.RWXEPPMRK GSRRIGXIH aVI WEJIX] X1E%BaW¥3UB- 1 oTs[ivw

housing providers to take advantage of centralised,

Unobtrusive connected temperature and humidity

SU WMXI QSRMXSVMRK ERH IREFPIW Q YsRnsdfsTchrehtdld BdWisEd WewkoRiE environment inside a

properties to be managed from a single place.

Proactive over reactive maintenance

Connected smoke, heat and carbon-monoxide alarms that

are powered by the loT are monitored around the clock to

keep landlords informed on the complete status of alarms

in a property. Any devices that have been tampered with,
removed or need urgent attention will be highlighted,
helping property owners proactively plan for future
maintenance investments.
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property. Devices can capture humidity and temperature
data and provide real-time information for housing
providers to actively review and spot any environments
where mould or damp could easily develop. They can
then deliver tailored advice to tenants and provide
accurate information about where they need to adopt
better ventilation and heating practices or refer them to
fuel poverty support groups if they need further help.



Smart sensors can also provide a clear audit trail,

recording accurate and regular environmental readings
WTIGMOG XS IEGL TVSTIVX] ERH VSSQ 3
comply with the Hackitt report’s golden thread. And

because the data can be analysed remotely, there’s less

need for intrusive on-site investigations.

Detecting risk hidden behind closed doors

In the year ending March 2021, the UK Fire & Rescue
IVZMGI EXXIRHIH QSVI XLER H[IPPMRK VI MRGMHIRXW

[MXL TIV GIRX SJ XLIWI GVIW SGGY VVarRdeniiyrroperijes they are=paionlxrly prone to damp
FYMPHMRKW -S[IZIV [MXL SRP] SRI MRSIMSTYVRUVPMRIRY|IWMEIRXW [LS EVI QSWX EX

the Fire & Rescue Service, the actual number of incidents

) ) However, all this requires the right technology. With
is thought to be much higher.

FireAngel Connected, housing providers and tenants can

When connected technology is paired with Al it uses real- QSRMXSV ERH QMXMKEXI GVl VMWOW XLVSY
time insights to fuel proactive interventions and provide With the automated capabilities of FireAngel Predict

E LMKLIV PIZIP SJ GVI TVIZIRXMSR XLV ¥ilkin, BreAngeRGopnpgtad helps Jo create the reliable,

trends and patterns of data. accurate insight housing providers need to protect their

tenants, while maintaining a manageable and secure audit

Developed with support from the UK Fire and Rescue trail of data for each property.

Service, FireAngel Predict runs a unique algorithm with

a patented application that spots trends of behaviours The FireAngel Gateway can be connected to enhgnce
PSKKIH F] WQSOI ERH LIEX EPEVQW GV FERMaiascatiutar oeihernet to remotelymonltC}r
safety triggers and categorising properties according to risk. smoke, heat and carbon-monoxide alarms, with built-

in temperature and humidity sensors identifying
environments which may lead to the onset of damp and
mould in a property.

Tried, tested and trusted after 10 years’ development,
FireAngel Predict gives visibility of previously hidden
trends within social housing properties, such as alarms
activating through the night or devices being removed. 85 GRH SYX LS[ +MVI&RKIPTW NXIRWMZI VER
GVl WEJIX] WSPYXMSRW GER WYMX ]JSYV LSY
to discover more about FireAngel Predict, get in touch

behaviours to housing providers enables active [MXL SYV XIEQ SJ WTIGMEPMWXW F] ZMW M X
interventions to mitigate risk with a personalised ‘safe and connected.

[IPPY GLIGO F] XLI VIWMHIRX WEJIX] XIEQ SV XLI aVI WIVZMGI
to help prevent a life-threatening event.

Automatically highlighting these potentially dangerous

Andy Greenhorn is a regional sales manager

Grow a connected community at FireAngel.

Connected technology, digital twins and the data
collected from loT sensors will continue to play a growing

VSPI MR XLI JYXYVI SJ 0VI WEJIX] MR S 1
analysing data for trends and patterns, housing providers SAFETY TECHNOLOGY
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Digital twin or
digital cousin?

Camilla Shrieve, Data Consultant, Data Futurists

A digital twin is a virtual model of a physical object. It comprises an
interconnected system of sensors and data analysis methods using aspects of

U> U & UT AeeUOAT A 6 eA 1 -6 xA 3 Ai U U i6il
when issues may arise based on the experience it has seen.

The impact on an organisation of having a fully-functional The digital twin reports the issue and a ticket is raised to

digital twin could be vast: knowing what's going to happen replace the lightbulb on the eighth storey. The person

FIJSVI MX LETTIRW LEZMRK I\EGX G S R whblgcksluptiie fitkevrhalf ileview the location and reject

action needs to take place; replacing equipment before it the ticket, saying that there must be something wrong

FVIEOW HS[R ERH EREP]J]WMRK XLI TIV IV QeEBvEsysih bebhudath® pfoperty database says

component models. All of these things can give housing that there are only seven storeys. The lightbulb therefore

providers insights that will save them money, improve VIQEMRW FVSOIR ERH XLI GSROHIRGI XLI YWI\
customer services and provide better homes for their digital twin is reduced. The customers then have to

tenants. QERYEPP] VITSVX XLI FVSOIR PMKLX ERH XLI |

. o . . . digital twin is lost.
Getting an application with this much impact up and 'grtaltwin 15 fos

running isn't as easy as installing a new piece of software. Meet your digital cousin

The integrated nature of the digital twin needs to be If your data is incomplete or has inaccuracies, you won’t

carefully considered, not just with the physical location have a digital twin but more of a digital cousin; something

of sensors and how they interface the data but also with that acts and looks similar but in practice is really quite

how that data is interpreted within business processes. HMUIVIRX =SY [SYPH WXMPP FI EFPI XS YWI X
You would also need to consider what data you are the output wouldn’t be accurate and might cause further

feeding into the system, how reliable that data is and issues. This isn’t an irreconcilable issue; it just means there

how frequently it's updated. The last thing you want is to is more work to be done and there is a larger margin of

rely on a system that is using incorrect information and error until the data has been cleansed.

therefore giving you poor quality actions. Just like with

a new development where the buildings need strong
foundations, a digital twin is reliant on the quality of your
housing and asset data.

Data cleansing is often a daunting task that has been
attempted before, but over time the quality has
deteriorated again. Unfortunately, having high-quality
data is not a ‘one and done’ task. The data needs to be
How many storeys? maintained and managed but with the right processes in
For example, consider an eight-storey building and the place this doesn’'t need to be an onerous task.
PMKLX KSIW SYX SR XLI WXEMV[IPP SR S(%I .?(ST 0SSV =SYV
o afa litecycles

property database may have this (incorrectly) recorded .

S . . To really make the most out of any data cleansing
as a seven-storey building (surprisingly likely because the

RYQFIVMRK SJ XLI WXSVI]W WxXxEVxw ESRUBYRIE AR (AR preated robust



lifecycle processes for your data, from initial collection
through maintaining the data and into the end of its life.

DIGITAL TWINS IN HOUSING |

as well as valid and accurate. Where data is reported, it's
important to consider who it's reported to; in this context,

_QTPIQIRXMRK 1GIGXMZ| HEXE GsvasJW@%%W%'?WEWW%?%T@O to establish data

around the changes to data will ensure that the quality

SJ |JSYV HEXE ERH ]SYV GSRUOHIRGI MR
because all changes that are needed will be actioned
appropriately and in a timely fashion. This is the point

where you can go over your existing data and ensure that

it's correct, making changes to the data where errors are
located and following the data-change protocols that had

been designed and implemented previously.

Qualitative & quantitative reporting

Once the data has been cleansed, then it needs to be
QSRMXSVIH ERH QEMRXEMRIH XLVSYKL
reporting; this should be a combination of quantitative

and qualitative reporting to ensure the data is complete

www.housing-technology.com

governance roles adapted to the nee particular roles.

MXT\WEBZAMRKJEVWR XEMERIHYEPMX] [MPP LEZI W
SZIV XLI FYWMRIWW ERH MQTVSZI XLI 14aIGX
new technologies.

Quite simply, you will stop looking after lots of people

born on 01/01/1900, inspecting phantom components

ERH LEZI XVYI GSROHIRGI MR ]SYV GSQTPME
GER XLIR FI GSRUOHIRX XLEX ]SYV HMKMXEP
twin, not a distant cousin.

CH@ifMSHrievEHs aMRtEPdonsultant at
Data Futurists.
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Lioness.

With almost 20 years’ experience recruiting for social housing technology and
IT roles, we know the kind of talent businesses are looking for — and where we
can help them look.

& sdliss <« UEs "4s5+949«@ »aU <&s5 x+,+s aU sE,ax 9
We use our unique network of connections across social housing and local
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and specialist software houses.

Remote Remote
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C|IE M+

Find out more about these vacancies and apply at
jobs.housing-technology.com
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Speculative design —
The wider implications
of Al In housing

Dr Laura Benton & Professor Mina Vasalou, UCL Knowledge Lab

This article is based on work from the CHAI academic research project, which

explores how individuals can best recognise and protect themselves against
potential security risks posed by Al-enabled smart technologies in the home.

= U

x AA{3A

o

4938 «x “xc s x)x Eu eF <al 9E,E ax
Al-enabled smart technologies, such as voice assistants,
smart locks and smart thermostats, are becoming more
common in our homes because they can make many

aspects of our domestic lives easier. There has been

increasing interest in introducing these technologies within

XLI WSGMEP LSYWMRK WIGXSV KMZIR X
LSYWMRK TVSZMHIVW XS MRGVIEWI IyG

safety across their properties at the same time as providing

FIRIOXW XS XIRERXW WYGL EW WEZMRK\%Epéoﬁhqgeggmﬁa

However, these technologies also come with new risks,
both known and unknown, and there’s currently limited
regulation around many of these smart devices. Of
particular concern is the fact that they can make us more
vulnerable to cybercriminals looking to cause harm
through stealing our data or seizing control of the devices.

Given our limited experience using and living with these

%nuq {O T%AY%
collaboration with Housing Technology.

’IJI?STT ()j(tmRM

6aA, UT06e0UTO >0A -.

Wider societal implications

Emerging technologies, such as Al-enabled smart

technologies designed for home use, can introduce a

range of social, political and technical implications that

LEZI XLI TSXIRXMEP XS EUIGX TISTPI ERH [MHI
WMKRMIGERX I\XIRWMZI ERH SJIJXIR YRTVIHMC(

it I W X i ;wnhln\c/)ur research,

we use speculatlve de’\gll-gi speculative design

EE M %L\e/{?tlons to raise critical issues
out t nd use of technology in the future.

Speculative design therefore helps us as technology

designers to recognise the implications of our decisions

in advance and to develop technologies that will increase

the chance of a more desirable future.

The questions posed during speculative design can be
explored by not only the design team, but also through
involving future users of the technology in creative design

WQEVX XIGLRSPSKMIW MX GER FI HM Yy @&x@hops SivpatiRuaMspattiaieriggign methods

to imagine and assess what these risks would be, and

seek to understand participants’ experiences, needs and

XS XLIR QEOI E HIGMWMSR EFSYX [LIXLWdfriesLDuRidhé@ wWotkshops, a tangible prototype is

outweigh the risks in their particular context. For example,
a smart device enabling an elderly person to continue
living independently in their own home could be seen as

often presented to help participants imagine what the
future involving this new technology might be like and
to prompt them to think through the various issues in a

E KVIEXIV FIRIOX XLER WMQTP] LEZMRKcridalw@ySRZIRMIRGI SJ

being able to switch on your heating on your way home
from work.

This prototype can be in the form of, for example,
technology props/models, stories/videos/comics
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3D-printed props used in CHAI speculative design workshops

illustrating use of the technology, advertising campaigns, For example, consider the hacking of smart technology
device packaging or social media posts/product reviews that detects residents’ activity to regulate heating; the
about the technology. GSRWIUYIRGIW [MPP FI NTIVMIRGIH HMUIVIR

resident has young children compared to a resident living

In CHAI, we use physical 3D-printed props of existing alone with a disability

smart technologies. Our participants are given the creative

XEWO SJ uGSROKYVMRKY XLMW XIGLRS P&ICHM Wd/aReltedUXin @edple korf M Yakiety of

relevant real and imagined functionality and placing it backgrounds (older people, parents, retirees and

within their home. Following a week’s engagement with the people at work). Following our participants’ week-long

TVSTW [I GEVV] SYX E VIUIGXMZI HMW G ¥nyagekhEnRwith heteGhBdday oidiSsYleWarry out

SJ XLVII SV JSYV XIRERXW ;| HMWGYWWEWIIGEKEX® ZNTHWMWBG WWEMVE R MR WQEPP KVSY
XLIT VIPEXI XS XLI FIRIGXW ERH VMWOW MM\ ERXWNGOWSTREW I HS IMPEGMPMXEXSVW TVSQ
they had the technology prop in their homes. SR XLI FIRIGXW ERH VMWOW HMWGYWWIH M

. . . characteristics in order to capture the interplay of factors.
Including diverse voices

Academic research exploring the societal implications of The University College London team is actively looking for
smart home technologies has typically involved younger research partnerships with tenants, housing associations
users who are also digitally literate. Young people’s views and technology providers. To learn more about our

and concerns are important to understand, but this group research plans and to get involved, please get in touch

is only partly representative of social housing tenants. with us via l.benton@ucl.ac.uk .

With an increasingly ageing population, residents of social .
housing have tended to be older compared to the private- Dr Laura Benton & Professor Mina Vasalou are

rented sector. Looking beyond the issue of age as a single from the UCL Knowledge Lab.
JEGXSV XLIVIfW EPWS E VIGSKRMXMSR XLEX XIGLRSPSK] GER EUIGX
TISTPI MR HMUIVIRX [E]W FEWIH SR ER MRXIVTPE] SJ JEGXSVW

such as age, gender, disability/health status or family

circumstances.
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CONFERENCE AND
EXECUTIVE FORUM

2022

What are you doing on 02-03 March next year? If you've not already done
S0, registration is now open (numbers are limited) for Housing Technology

52

2022 in Oxfordshire; reserve your place now at conference.housing-

technology.com.

ONE CONFERENCE, TWO LOCATIONS
Our 2021 digital conference was a huge success and in
2022, we're extending our annual ‘must attend’ Housing

 Halton Housing: What's next... Proptech, digital twins
& BIM
» Housing Solutions: From private datacentre to fully

8IGLRSPSK] IZIRX [MXL SYV GVWX L]FVANS ¢rvimmnent

 Physical venue: Exclusive in-person experience at The

Oxford Belfry in Oxfordshire

« Digital platform: Watch all of the live sessions via our
new digital events platform, network with peers and
visit the digital exhibition hall.

THE UNMISSABLE EVENT FOR 2022...

After the past 18 months, the Housing Technology
2022 conference will be unmissable, giving our sector
the chance to meet again over two days of informal
networking, outstanding presentations and technology
showcases, as well as a number of evening events
before and during the main conference. And although
the conference is still over four months away, we've
already lined up some excellent speakers:

e Keynote — Andrew Girill, The Actionable Futurist: To
get digital, you need to be digital

e Aareon: The seven golden threads of housing
excellence (topic thc)

 Active Housing: Customer self-service and digital
channel shift (topic tbc)

« Aico: Al and loT-based knowledge & insights (topic
tbc)

* BPHA: Digital & cultural transformation despite a
pandemic

* CHP:Rise and shine — Digital transformation &
corporate restructuring

e FireAngel: Get connected — Fire safety monitoring,
analysis & reporting (topic tbc)

e Link Group: Link’s group-wide ‘innovation challenge’

* MHA: MHA's digital journey (incl. dogs, giant tablets,
clouds, music & apps)

* NEC Software Solutions: NEC Housing — Super-light
code & heavyweight experience

» Newport City Homes: “We've an app for that” —
NCH'’s powerful new ‘HMS in your hand’ for tenants

» Optivo: Scrum programme & roadmap for housing &
asset management

* Orbit Group: Embracing the digital customer
experience (topic thc)

* Places for People: The IT squad — IT teams that
deliver value

* Project CHAI (UCL & Univ. of Reading): Can you
handle Al?

» Raven Housing Trust: How to face and conquer the
challenges of transformation

» Redkite CRM: ‘Out of the box’ Microsoft Dynamics
CRM for housing (topic tbc)

» Rooftop Housing: Business strategy for a digital
world — Best-in-class digital transformation

» Royal Borough of Kensington & Chelsea: From
TMO to in-house services & technologies — Our
experiences and lessons learned

* Scottish Federation of Housing Associations:
maturity in Scottish housing

» South Lakes Housing: Business transformation
— Data management, tenant communications &
intelligent infrastructure

Digital



« Swan Housing: Cyber security in housing — Our front-

line experience

e Techlabs London: Microsoft Dynamics 365 & Azure in

housing (topic tbc)

» TSG:Laying strong foundations for a bright future

(topic tbc)

* Vivid Homes: ‘U can't touch this’ — Automating the

s x) 29U &4yEs< USE5 TE5~, 914

» Wrekin Housing: Overcoming ‘cloud scepticism’,

hybrid working and cyber security

« Yorkshire Housing: The future of work & technology

as an enabler for post-pandemic change

WHY ATTEND HOUSING TECHNOLOGY 20227

COMMUNITY NETWORKING
Take part in extensive digital
networking with 500+ senior IT &
business executives from across the
spectrum of UK housing providers.

?/ Aareon

IT STRATEGY
Validate your projects, avoid pitfalls
and gain new insights through 40+
presentations from leading experts
and your peers.

. A\ ® .
active housing QICO

FAST LEAN SMART ﬂs SAFETY TECHNOLOGY

NEC

BUSINESS INTELLIGENCE
Keep up-to-date with the latest
solutions from our sector and

9U ES¢  +< 94U X¢s*tcd &x =9

technologies are coming next, all in
one dedicated space.

il
RedkiteCRMz "
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Digitisation —
What’s holding
you back?

Simon Evans, CTO, Amido

Addressing digital lag observed with interest. Like any good technical strategy,
Business and IT strategies within the housing sector tend these initiatives are linked to the housing provider’s

XS FI FSVR QSVI JVSQ IyGMIRG] ERH K\bgdixess Xtrategy, withSrgome received via the fee for
the drive for innovation and investment that we see in performance paid by the tenant, as well as the expected
other sectors. With a lack of inherent competition, this maintenance and cost savings over the next 30 years,
presents a challenge — a ‘digital lag’ — that leaves the covering the cost of the work.

housing sector playing catch-up in meeting ever-growing
digital expectations. It also presents a huge opportunity
to drive meaningful change and the chance to tackle
environmental and customer-facing problems on a level
TPE]MRK GIPH

With the 2050 target of net zero emissions being one of

the major challenges facing housing providers, individual

businesses have looked to address the problem by

not only sharing the cost but also by delivering high,

SRKSMRK ZEPYI EGVSWW XLI WIGXSV .R &TVN
To scale business processes and make them more UK's largest housing providers (Abri, Anchor, Hanover,

I[IVGMIRX STIVEXMSREP TVSGIWWIW EV He& BydaveRKSap@ary) formed the Greener

EYXSQEXIH [MXL MRHMZMHYEPW FSXL+*WXEVIBRRMEXPREINYMWMT XS MQTVSZI XLI IRIVK]
having to adapt to this change. As we move towards a their combined 300,000 homes and, together, develop

future where adaptability and situational awareness are decarbonisation solutions for the social housing sector.

key, digital transformation will require employees who

can resolve complexity, upskill to meet advances in

technology, and adapt to new models of working.

For housing providers, digital transformation should
sit under a framework of a strategic plan that mirrors
key housing challenges including climate change,
collaboration, responding to human needs, creating
resilient solutions, and delivering incremental value.

Shifting towards a zero-carbon future
Although we are seeing high levels of investment in the
creation of carbon-neutral homes, it's likely that ambitions
will need to stretch further to carbon-negative solutions
that, over the next ten years, will start to pay back some
of the carbon debt that has been amassed over the last
JIEVW 8LI FYAN[SVH MW pVIXVSOXYT ERH MXTW LIVI XLEX
innovation and technology are needed to negate the high
GSWXW SJ VIXVSUXXMRK XS WXERHEVHW

Pilot schemes such as housing upgrades in Nottingham
and Maldon using the Energiesprong system are being
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MR XLI KVSYT [MPP FIRIOX JVSQ XLI 0RBER@GMERN XIGLRSPSKMGEP
ERH IRIVK] lyGMIRG] KEMRW XLEX GSPREFBSWHEXMSR FVMRKW

This signals the group’s commitment to “join forces and
resources as a sector to support the UK’s shift towards a
zero-carbon future, to help the environment and improve
the lives of millions of people.”

This is where the opportunity for the housing sector

lies: through more meaningful collaboration, complex
TVSFPIQW GER FI XEGOPIH IyGMIRXP]
shared knowledge and pooled experience, the housing
sector can prepare for the increasingly challenging

problems the future is bound to deliver.

Responding to people’s needs through technology

little and often

against a multi-

year plan. Where

changes to the

economy could

have a direct

'-'EF?(CI oY e R Iaxw SJ

apllity to pay

rent, alongside

increased costs and lower availability of materials and
resources, the housing sector needs to be delivering in
XLMW [E] MXIVEXMZI FIRIGXW ERH JSGYWM]I

.R EHHMXMSR XS PSSOMRK EX XLI XIG L&ReRB#IyIreoEeRMpyraM hRnZhak thdyl Ravé ever

that collaboration brings, businesses should consider how
new technologies can focus on people’s real needs, to

deliver value and make improvements to the lives of both
XIRERXW ERH WXEU 8LI EHSTXMSR SJ
a major part in providing tenants with a voice, in making

them feel safe, in reporting on landlord performance

and spending, in managing complaints, and in helping
landlords keep homes in good repair.

A recent survey saw respondents from across the housing
sector overwhelmingly choose ‘asset management and
property repairs’ as the area that would most positively

been.

In housing, there can be no short-term focus; metrics are
yga%\)}/»aﬁ%gjv’ssgleggﬁwdé% tch that. This creates

M a X PIRKI [LIR MX GSQIW X
essential projects and initiatives. It is impossible to have
clarity on budgets year-on-year and waterfall planning for
any project isn'’t realistic.

Successful businesses will be those that are agile enough
to work in shifting climates, but the potential overall cost
ERH XMQIPMRI WLSYPH EP[E]W FI JVSRX SJ

FIRIGX JVSQ MRZIWXQIRX MR XIGLRS P sV BTPYI F1g &y digiigl tgpsformation strategy.

Delivering solutions for self-service repairs gives tenants
UIW\MFMPMX] ERH GLSMGI
the most thorough integration can provide savings and

FIRIGXW JSV XLI LSYWMRK TVSZMHIV

Aico’s Royal visit

Aico was honoured to receive Her Royal
Highness Princess Anne at its headquarters in
early October in recognition of its impact as a
prominent business in Shropshire.

Her Royal Highness The Princess Royal arrived at Aico’s
headquarters in Oswestry, Shropshire and was met by
Aico’s managing director Neal Hooper, alongside Mandy
Thorn, deputy lieutenant of Shropshire, Vince Hunt,
chairman of Shropshire Council, Owen Paterson, MP for
North Shropshire, Mark Jones, Mayor of Oswestry, and
Ruth Jones, Mayoress of Oswestry.

Her Royal Highness was given a tour of Aico’s facilities,
providing Her Royal Highness with an insight into the
company’s history, its innovations in home life safety
and its award-winning CSR programme. At the end

of the visit, Her Royal Highness was presented with a
horse headcollar adorned with an Aico monogram.

www.housing-technology.com

ERH XLI wMoHAH W ¥ Quép¥xmsdw. ¥ A0 A x16€0603

at Amido.

Neal Hooper, managing director, Aico, said, “Aico is

committed to achieving the highest quality in all that we

HS ERH XLMW MW IZMHIRX MR SYV TEWWMS
innovation, exceptional service and unrivalled support.

“Our philosophy has provided a foundation for growth,
constantly driving forwards and seeking new ways of
doing things. To receive this recognition from Her Royal
Highness is nothing short of an absolute honour; we are
privileged to have been able to share Aico’s ethos with
The Princess Royal.”
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Housing Technology Wellbeing is a free community resource
on our recruitment website where we will be posting regular
insights into workplace wellbeing, careers and skills.

Find out more at jobs.housing-technology.com/
wellbeing or get in touch at wellbeing@housing-
technology.com.

GET IN TOUCH
If you have any thoughts, experiences, news,

case studies or advice on workplace wellbeing,
we'd love to hear from you. Alternatively, call us on: 020 8336 2293




