Issue 89 | September 2022 www.housing-technology.com | £6.95

H O U S I N G #g?w%ﬁv housingteehnology
TECHNOLOGY

2023 e
‘ E FORUM
HOUSING | IT | TELECOMS | BUSINESS | ECOLOGY

automation and servitisation

Development methodologies, arrears, ‘plug & go’ Qutsourcing, ‘the great resignation’, domestic

delivery and data quality X49XEsx ¥ FE% @ UAl+s/AE9 xx< E9 +9U 1% /EA4s
Customer management

Connected communities, money advice services, 149 - @ E58,a4xx94&xx 90U U <+, <S+9xUEs5+«¢ |
older residents’ IT services and Al Ya X) ,,X

Planned & responsive repairs, dynamic scheduling
+9U &,U x8s” T& xEucuxsé

© The Intelligent Business Company 2022. Housing Technology is published by The Intelligent Business Company. Reproduction of any material, in whole or in part, is strictly forbidden without the prior consent of the publisher.




Publisher’s Notes x ‘ September 2022

Companies
in this issue

Building compassion

One of the things that troubles me during the small hours of the night
is knowing that housing — a basic human need — is in short supply. And
| don'’t just mean in the UK, where the problem is endemic within our
socio-economic system, but globally, where the causes are even more
complex.

According to the UN, there are around three billion people in the world without a

place to call home, variously because they are victims of wars, repressive political
systems, bungled economic policies, climate-related disasters or plain, old-fashioned

poverty. As a fellow human, | can't help but feel compassion for them and, as a housing
professional, | can’t help but feel bound to do what | can to alleviate the situation.

But in case you haven't already guessed it, I've not managed to concoct a panacea
during those sleepless spells before dawn. The causes are too numerous and too varied
for any single solution to be applied, even if there existed a universal will to do so.

Undaunted, however, | am keen to do what | can. The question is, what? Well, taking
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The UK has a large (although some would say not large enough) stock of social housing, . .
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all of which requires managing in respect of rental and maintenance. Until recently,
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it with more resources to devote to improving and increasing stock.
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technology by establishing a trusted, central resource of information and an online Stirling Council 34
library of video recorded events, talks and discussions relating to relevant topics. In TAPPI 28
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century; so far, progress is promising.
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| am grateful to be in a position to contribute something to the solution and to do so in
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good for businesses and good for customers. Not that | expect to sleep any better by
resting on my laurels, mind you; there’s all those other problems to sort out yet.

George Grant is the CEO, broadcaster and publisher of Housing Technology.

EDITOR

Alastair Tweedie
alastair@housing-technology.com
@ @housingtech

DESIGN & PRODUCTION
Jo Euston-Moore
design@housing-technology.com

RECRUITMENT
recruitment@housing-technology.com
jobs.housing-technology.com

© @housingtech

EDITORIAL AND NEWS
news@housing-technology.com SUBSCRIPTIONS

Subscribe at: housing-technology.com or
email: subs@housing-technology.com

PUBLISHER

George Grant
george.grant@housing-technology.com
@ housing-technology

DIGITAL MANAGER
Sebastian Emerson
sebastian.emerson@housing-technology.com

HOUSING TECHNOLOGY IS PRINTED ON ERA SILK MADE FROM 50 PER CENT UK-RECYCLED WASTE PULP AND THE BALANCE OF PULPS FROM CERTIFIED FORESTS.

Aareon 18

Aico 30 & 34

Cambridge City Council 08
Civica 24 & 42

Clanmil Housing 14
Esuasive 12

Fireangel 10 & 22

FLS — Fast Lean Smart 42
Gamma 50

Housing Insight 15

lan Williams 28

IntoZetta 05

Karbon Homes 46

Lioness Recruitment 21

00060

THE INTELLIGENT BUSINESS
COMPANY LTD

Hoppingwood Farm

Robin Hood Way

London, SW20 0AB, UK

B&a+U kil Tadx E—Ef «..
PRINTED IN THE UK BY

The Magazine Printing Company
magprint.co.uk




What's inside

Karbon Homes’ digital
transformation

A%E9U ASAANESU

— Karbon Homes’
ANs+lc¢ T2, A»"as a9l
U <+, <s+t9xUEs5%

n 1. = Liw____ ' : |
What S next’) 8 Housing management 05

Customer management 22
Blockchains, crowdsourcing, Mobile working 28
self-ser\{ice, busines.s.pro'cess Infrastructure 30
automation anciSERIEHEN Special feature | 2023 & beyond — What's next? 42
General news 44

CosT

~f

oaif

Outsourcing and ‘the great
resignation’

Quality
Project Goals
Customer Satisfaction

TIME SCOPE

Agile vs. waterfall — A choice
between flexibility and control?

How to combine the best of agile and 36 ‘

- Combatting the consequences of
waterfall development methodologies

skills shortages, work-life balances
and hybrid working methodologies

Collaborating
with Gen Z
Reshaping the future

of work in collaboration
with ‘digital natives’

Cyber-attacks & reputation A unique digital approach

management 15 Taking a ‘plug and go’ approach
Security breaches and the impact to digital transformation

on your tenants

Please see housing-technology.com/showcase  for more information

Cybersecuri ity evolved.

M) Aaceon QIGD  CIVICA Esuasive FireAngel plhousingnsch INTOZETTA . littlefish m NEC SOPHOS

www.housing-technology.com



Housing Technology - In the know...

Available now... Have your say! Take part in

Housing Technology Guide Housing Technology’s report:
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IntoZetta’s data In
housing annual survey
results — Part three

%+9 ¥+s9E,UQ % s&l<Es@ FO9<E-8««+

Earlier this year, IntoZetta contacted many of its software and services customers
and organisations from the broader social housing sector, asking them to complete

0A3 AO »UTO xA A 060 % 1U xU7T x6 UTO 060U%A
were published in the previous two editions of Housing Technology.

In this edition, we're looking at the results of another group IVGMIRGMIW ERH LETTMIV XIRERXW 9RHIVW
of questions which asked about data quality management high quality data is essential and where data is being
and data storage practices within the housing sector gathered unnecessarily can help to focus your data
and the value that housing providers place on their data QEREKIQIRX MRZIWXQIRX ERH EZSMH [EWXI
assets. and expenditure. As one respondent said, “we need to

stop retaining information just in case we might need it
“My organisation only stores and uses the data one day.”

that it needs”
nav. Es £9 xx< E9 £x 57"Es<x9¢ 9UE-:s

O N e W Ok om0 stored in documents and shared drives”
Strongly agree

Agree 0% 10% 20% 30% 40% 50% 60% 70% 80%

Neither agree nor disagree - Strongly agree -
Strongly disagree . Neither agree nor disagree .
My organisation only stores and uses the data that it needs Disagree .
Strongly disagree

. ) i My organisation has important information stored in documents and shared
55 per cent of respondents disagreed with this statement drives
and felt that their organisation stores and uses more data

than is necessary. Data is often collected and retained

because it has ‘always been gathered’, and sometimes 95 per cent agreed that their organisation has important
there is a lack of clarity in terms of the data that is and isn't information stored in documents and shared drives;
necessary. this issue is common to almost all large organisations

. . . regardless of sector. As well as making the data less
Only by analysing and documenting the data that is used ructured ; n lead to parallel
XS JYIP FYWMRIWW TVSGIWWIW GER ]S?u;\ntjsé fﬁégﬁd ag%ﬁ?ﬁieftggzontradlcto? data
valuable data from data that should be deleted or P poc y
. emerging.
archived and no longer captured.

. At a time when data security has become a board-
Systems and business processes consume data as a . . . . )
. L level issue, the additional risks associated with data
fuel, and when the quality of that fuel is high, employees

, hat’s store. a tsi he organisation’s
GER GSQTPIXI EGXMZMXMIW |u|GXMZ|PfME5%%%EE';}? RQE&WGW%}Q&&YQWMRGW CVIEXIW
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sec and compliance risk. However, reducing the volume This question prompted a response with an equal split

of information stored and used outside housing providers’ between those people who thought that their organisation

core systems remains a complex issue without an obvious HMH G\ HEXE UYEPMX] MWWYIW UYMGOP] XLS
single solution. didn’t and those who were unsure.

And in a sector where many are undertaking major 8LI VIWYPX MRHMGEXIW XLEX HEXE GPIERWMI
transformation programmes and replacing core organisation and also by data type. Some data quality

applications, it's essential that those programmes’ solution MWWYIW EVI XMQI GSRWYQMRK ERH INTIRWMZ
design phase fully engages with operational teams and those that require a property site survey or tenant

seeks to understand where and why current solutions engagement, and other issues where existing trusted

have failed to prevent this issue historically. sources can be cleansed more swiftly.

Measurement and ownership are the key building
i blocks for improving data cleansing results within any
quality” organisation. Measurement can be achieved through a
wide variety of data quality tools on the market, which if
i P VR T SR ey used corrgctly, WI||- swiftly allow you to create. extensive
e — - data qualilty reporting across all key data en'tltes.
Ownership of data can be a more complex issue for

“My organisation actively manages data

Agree some organisations, but it's usually the teams that use
Neither agree nor disacree [ N NNNIIIN data assets every day to carry out their work who are
— FIWX TPEGIH XS YRHIVWXERH LS[ HEXE UYEPI
. business and how good data quality can be maintained.
Strongly disagree

i Ll Sl L In the next issue of Housing Technology, we will release

and discuss the remaining questions from IntoZetta's ‘Data

in Housing 2022’ annual survey.
Based on the survey’s responses, 55 per cent of housing

providers actively manage their data quality. The sheer
volume and complexity of data within areas such as assets
and components makes the active management of data

UYEPMX] E WMKRMOGERX GLEPPIRKI W, YVEKMRK XS WII
data quality management being prioritised. Ih*b ;,_,Ei.‘i‘

XYW RSX YRYWYEP XS 0RH EWWIX ERH GSQTSRIRX HEXE
fragmented across many systems, creating an

environment where duplicate and contradictory data

develops insidiously. Those organisations that have

historically neglected the quality of asset data will now be

KVETTPMRK [MXL WMKRMOGERX GLEPPIRKIW EW XLI] EXXIQTX XS
achieve compliance with new building safety laws.

Dan Yarnold is a director of IntoZetta.

nav Es 9 x+¢< E9 xp U«,% U&9« &ax +9U »ax
data errors”

0% 5% 10% 15% 20% 25% 30% 35%
Strongly agree

Agree

Strongly disagree -

My organisation swiftly identifies and fixes data errors



INTO,/ ETTA
Is Your Data
Holding You Back?

IntoZetta’s unique combination of software and expert
professional services is providing organisations across
the housing sector with solutions to their data problems.

Trusted by:

@
Q2dominion

L8Q

INTOZETTA QUALITY FOR HOUSING

With over 1000 pre-configured housing data quality rules, we can create a complete
picture of your organisation’s data quality within a few weeks. The Rules Library
contains housing specific rules for Asset, Tenant, and Finance data as well as
specific data reporting requirements for NROSH. The software allows rules to be
grouped into business processes so that you can measure your ability to Maintain
Assets, Collect Rent, Communicate with Tenants, and all other key processes.

INTOZETTA GOVERNANCE FOR HOUSING

Pre-configured with 100s of common housing data definitions that you can Accept
or Modify to create your organisation’s Data Catalogue. The software allows you to
build a comprehensive picture of where data exists, how it moves between systems,
and where the Master source is held. You can manage data ownership, data
policies, and provide your employees with an intuitive Data Search capability that
democratises data and drives a wider appreciation of good data governance.

DATA AS IT SHOULD BE CONTACT US: INFO@INTOZETTA.COM [ 08454 100 101
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rk Cambridge City Council’'s
camemee | 25 years with MRI Software

CITY COUNCIL

Cambridge City Council’s new digital portal is its latest MRI Software
implementation after over two decades as a customer .

Starting from the council’s earliest Unix solution, which

ran via DOS-style command prompts, the team at
Cambridge City Council now uses MRI Software’s Housing
Enterprise (formerly Orchard Housing) alongside Accuserv
for repairs, asset management and income analytics. The
most recent addition is MRI's digital self-service portal.

/ISR XEU WIRMSYVY ETTPMGEXMSR WYTT e e : -
(MX] (SYRGMP WEMH ,27. SJIX[EVI LE\ >0 SR —’n&
the business needed; when we looked at upgrading our 2 : k

entire MRI system, we went out to tender and again MRI
came up trumps.”

Housing rely on Income Analytics a lot when they’re making their

XEU WEMH _;I1TVI ZIV] OIIR XS YWI 27. T¥¢omméMdvdidabout which arrears cases to prioritise.”
Enterprise Web. We use servers running Remote Desktop

Services at the moment —we don’t have Housing Property and repairs management

*RXIVTVMWI MRWXEPPIH SR PETXSTW EWTBEESPIOIRBREFRWRIKANd StockgoRgitiae

access Housing Enterprise via RDS. Housing Enterprise surveys for planned repairs within its housing portfolio, the
Web means that we'd be able to get rid of most of our council is about to implement MRI Asset Management,

RDS overheads, plus it would be much faster as well.” which will manage location, HHRS, energy, servicing,
asbestos and planned projects.

The upgrade to the web-based HMS will include MRI's
360-degree dashboard feature to give the council’'s
customer service teams a panoramic view of tenancies.

The council’s previous solution had no integration with
MRI Housing Enterprise which meant that repairs data had

to be exported into spreadsheets, leading to fragmented
XEG WEMH |.R XLI TEWX MJ ]SY [IVI MR SEM VHEXE FHRHAMGEXMSR ERH IVVSVW |

RITHIH XS GRH XLI XIRERXTW TIVWSREPgHpK EoMBli¥hcel B édhtadtRNiRIadset Management is
with a plethora of screens everywhere. All of that is now fully integrated with Housing Enterprise.

contained in a single view within Housing Enterprise Web.” ) ) )
For the management of cyclical repairs and maintenance,

% «<x, x&,0 xas’ 1a the council will use MRI’s contractor interface, removing
Cambridge City Council implemented MRI's digital self- the need for manual interventions because it will work
service portal covering rent and tenancy management from live data.

capabilities. Five months after the portal’s launch, it has )

EVSYRH VIKMWXVEXMSRW EGGSYRBEHEKIISY E aIXL SI XL

For custom reporting, the council relies on Accuserv’'s
customisable tiled report dashboard to identify

XEu WEMH ,.1Z1 WIIR QER] WIPJ WIVZ Mgy bistandiNgRs§u0ds & BabksXrbrh a repairs and
27. 5SVXEP SUIVMRK MW SRI SJ XLI FIXhtterdhtd\perspelie. Rér th-depth data interrogation,

council’s tenants.

clunky as others; it does pretty much what it says on the the council uses BusinessObijects, supplied by MRI, and a

tin and it doesn’t look too bad either.” data warehouse from IMS for deep analysis of data.

Rent arrears XEuU WEMH *ZIV] GSRWYPXERX ERH IRKMRIIV
Cambridge City Council uses MRI Income Analytics as an with from MRI has been brilliant, friendly and helpful.

early preventative measure against tenants falling into As a local authority, we're always looking for the best

serious arrears. value, and we've never had an inkling that we’d want

XEG WEMH _8LMW [EW E JEMVP] WIEQPIWWNE MBTPIQIRXEXMSR
and it has produced a lot of value. The income team



loT powered resident protection

Proactive environmental
monitoring

O Security

A network of FireAngel’'s discreet devices provides visibility
of previously hidden trends within a property. Temperature
and humidity levels can be monitored to allow housing

providers to identify environments that could lead to damp

and mould, enabling early interventions to pre-empt a

[ORSEVCWAN O Environmental

problem getting any worse.

FireAngel.

FireAngel CONNECTED

Find out how we can help protect your
residents at fireangel.co.uk/connected
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Driving down
disrepairs with data

1400 :+xIE 9&@ ,"81 0 T+< E9 a+9+ 4s@ 8 sde9 4,

As the colder months creep closer, how can housing providers use sensor
technology to target disrepairs and establish healthier homes?
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However, millions of people live in homes that don'’t

provide their most basic needs; homes that are too cold

or too hot, that are unsafe, that are too expensive to

heat, that are overcrowded and homes that have poor

SV YREUSVHEFPI HMKMXEP GSRRIGXMSRW &G
Better, those properties are most often occupied by older

people, those with existing health conditions, people on

lower incomes and those from ethnic minority groups.

With the majority (80 per cent) of the UK'’s housing stock
built before 1990 and only 4,700 properties having an
‘insulation age’ of 2013, the age of the UK’s housing stock
is one of the key drivers for disrepairs. Subsequently, there
has been a 90 per cent increase in disrepair cases brought

R TISTPI HMIH FIGEYWI XLI] GA9ainstheusiRg praviers by their tenants, and likely to

to heat their homes. And the following year, four million
properties were found to fall short of the minimum
requirements of the Decent Homes Standard. Sadly,
this year with the cost-of-living crisis and energy prices
skyrocketing, these numbers are expected to be much
higher.

The Decent Homes Standard currently covers all social
housing, excluding leasehold and shared ownership

TVSTIVXMIW 8LI WXERHEVH EMQW XS

to tenants and reduce health inequalities”, although it is
currently under review until autumn 2022 to “understand if
it is right for the social housing sector today”.

Currently, a property is considered a safe and decent
home if it meets the current statutory minimum standard
for housing, is in a reasonable state of repair, has
reasonably modern facilities and services, and provides a

increase even more if further regulation is enforced.

'YX [LIR SRI MR GZI INGIWW [MRXIV HIEXLW GE|I
attributed to cold homes, and with exposure to damp and

mould for extended periods exacerbating or inducing

respiratory and cardiovascular conditions, it's vital that

steps are taken today to not only support short-term

solutions but also to future-proof properties to create

healthier homes.

CEUMBK $IERXL BHRXY xsar+ sx

The Housing Ombudsman’s 2021 report, ‘Spotlight on
damp and mould — It's not lifestyle’ encourages housing
providers to take a “data-driven, risk-based approach to
damp and mould” to identify and anticipate interventions
before a disrepair claim is made.

The report recognises the challenges for housing
roviders in tackling the issues, such as overcrowding,

MVIEWSREFPI HIKVIIT SJ XLIVQEP GSQJ gty nt the abendbbSigh¥rhbmes, but it says they

MRWYPEXMSR ERH IyGMIRX LIEXMRK
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raised despite other indicators suggesting that there
might be problems.

Data is the key to giving these silences a voice, equipping

housing teams with the insights needed to identify current

or potential disrepair problems in properties. Unobtrusive pu
loT sensors (capable of detecting factors such as

temperature, humidity, movement or water leaks) can be &
installed in tenants’ homes to provide real-time data.

Installing intelligent IoT technology is also a key step to
supporting ‘net zero’ targets and is already required for

XLI 5& VIXVSGX WXERHEVH XS TVSZ
on internal temperature, relative humidity and fuel usage

in properties.

Proactive protection and prevention +MVI&RKIP (SRRIGXIH SUulvVW WYFWXERXMEP
The next generation FireAngel gateway enables housing dashboard yet it also deploys open-source APIs which
TVSZMHIVW XS SulV E PIZIP SJ TVSXIG Xl Ril BRgiatior with Roxs$ing braviders’ existing

measures never seen before in home safety. The gateway databases and business applications. Combining real-

is ceiling mounted, occupying the same footprint of a time data from property environments with other systems,

smoke alarm, and it can be integrated with grade D1 such as maintenance team schedules, enables housing

alarms so no extra wiring is needed. providers to actively review property environments and

. . . EPPSGEXI VIWSYVGIW QSVI IUIGXMZIP]
This gateway incorporates temperature and humidity

sensors as standard to monitor the two main indicators o o o R

of damp and mould. The gateway also caters for the HAOO 7 ,6UO0TA U A U>T UGT 7T
inclusion of third-party Zigbee-enabled devices, allowing at FireAngel.

housing providers to create bespoke networks. All of the

data gathered is uploaded to FireAngel's Connected cloud

platform to generate insights around the most vulnerable Fll'ennge,

tenants and properties.

5SXIRXMEP IRZMVSRQIRX VIPEXIH TVSFPIQW GER FI MHIRXMUQIH
before a repair becomes expensive while simultaneously
pinpointing tenants who may need further help.

www.housing-technology.com 11



Agile vs. waterfall
— A choice between
2A2U-UelU 3 1%

rojects promise successful outcomes through

ght control of the scope and risks, but it's a promise that
e>eeAnk {xA O i6 6 A x f R6 - eA e
ly sums up the problem with waterfall in situations where

60 A U AiAT U1 AT U Ae3 eA o6 1xA A xA
UA 16 A 3 0 ,01 6& e0610 xA 1 3k RAODA xAeA f
06 xA A U7 3060 >2A%{ UA1 A O ee 06aA,
Conversely, an agile methodology acknowledges the with certainty in the critical accounting areas (waterfall)
fact that often we don’t have a full understanding of the while shaping business change through continuous review
requirements at the start or know the best way to achieve and feedback (agile).

our desired outcomes before we start. Agile believes that roiect tr
MXIW FIXXIV XS GKYVI XLMRKW SYX EW. EF%%J EFT’ }QprOJecKmXLMW XSS

can lead to disappointing results, especially when agile © ‘iron triang anagement, understood
. PP 9 L P . y . 9 since the 19503, lays out the inescapable fact that the
teams lose sight of non-negotiable deadlines or ignore

expectations that even though the project is agile, its SYXGSQI SJ ER] TVSNIGX [MPP HITIRH SR

WGSTI MW O\IH EW XLI JEQSYW UYSXI bHoWmdck you RAnMo\achieFe\(dcope)|
UI\MFPI JSV XLI] GER XMI XLIQWIPZIW MRWORRIXJOL want it delivered (time);

'SXL ETTVSEGLIW [SVO MR HMaIVIRX GMIETHEWRY YRR Rpend on resources (cost).

waterfall when requirements are very well understood and Setting objectives for any two of these inexorably

the deadline is set in stone; agile if service innovation is a determines what you will get for the third. This has been
desired outcome and requirements can evolve, as is often expressed succinctly as, “Quick, cheap, good — pick two!”
the case with business transformation programmes. Waterfall methodologies seek to maximise the probability

of successful outcomes by creating frameworks to make
sure that the three choices are in equilibrium before any
WMKRMUOGERX IGSVX SV INTIRWI MW GSQQMXXI

But what if that same business transformation programme
encompasses both challenges?

* A clear need to move from one system to another at a
given point in the future;

 An objective to create innovative processes spanning
HMUOIVIRX FYWMRIWW JYRGXMSRW

Waterfall therefore seeks to manage risk and uncertainty

from the start, tracking progress through a series of

stages (such as analysis, design, build, test and go

PMZlI XS[EVHW E TVIHIGRIH KSEP 8LMW ETTV:

We faced exactly this challenge while working with a projects as a sequential set of activities. However, despite

leading housing provider in Wales that needed to replace the emergence of sophisticated project management

MXW GSVI ORERGI W]WXIQ FYX VIGSKR NMnéathddIigixd dhch as IPNheé2[ @atdpfall has a chequered

be a ‘once in a generation’ opportunity to innovate. To LMWXSV] ERH EJXIV IEGL LMKL TVSaPI JEMPY\
meet the challenge, we adopted a hybrid approach, have sought ever more control in an attempt to avoid
MQTPIQIRXMRK E RI[ ORERGI WIWXIQ 24ihEar BitdsSEVRntU¥INY MdReictd Bécame scary things,

Central) using waterfall, while simultaneously taking shrouded in a mysterious set of rituals that could only

an agile approach to the innovation programme. This be understood by ordained members of the Prince2

approach enabled our client to control its costs and plan priesthood.

12
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An alternative approach emerged following the

publication of the ‘Manifesto for Agile Software

Development’ in 2001. In contrast to waterfall, agile prides
MXWIPJ SR FIMRK E OUI\MFPI ETTVSEGL
design, implementation and testing through a series

of short iterative cycles. The manifesto opens with a
HIGPEVEXMSR SJ MXW ZEPYIW

* Individuals and interactions are more valuable than
processes and tools;

» Working software is more valuable than comprehensive
documentation;

» Customer collaboration is more valuable than
contract negotiation;

» Responding to change is more valuable than following
a plan.

The second half of each of these statements is anathema
to the risk-averse methodologies associated with
waterfall. Nevertheless, the prospect of speed, freedom

ERH VETMH TVSKVIWW LEW WIIR EKMP |oR@

in the project community. Indeed, in the UK, agile has

KEMRIH WYYGMIRX QSQIRXYQ XS HMWTPEWI

default project methodology in many organisations over
the past 20 years, particularly when delivering bespoke
line-of-business systems.

% & IEZ9<4s sdUEs5+« E9

Although Agile was principally formulated with software
development in mind, its evangelists recognised the

need for additional tools and techniques if it was going

to become mainstream. These were needed to maintain
focus, sustain collaboration over an extended period and
create checks and balances to safeguard the project team
and its stakeholders. The desire for credibility in these
areas led to the emergence of agile methodologies such
as Scrum, Kanban and Lean.

Die-hards in the waterfall camp, though, still yearned
JSV XLI GIVXEMRX] SJ G\IH WGSTI

www.housing-technology.com

0\ 1 H oppartgnitye Fheltrangdfermation programme
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COST

O]TE1114Y
Project Goals
Customer Satisfaction

 SCOPE

price projects. Eventually, sequential and iterative

methodologies were synthesised in the 2015 publicatio
of Prince2 Agile, a methodology that seeks t
Prince2 management controls with a
ptelivery toCEBIaEP and fram
best of both worlds; for other
mishmash of fundament

The dilemma

FIX[

revolutionise per
through service inn
transformation.

% & +9xpuas
+SGYWMRK SRP] SR
on a like-for-like basis would squande
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require ‘digging the road up twice’ and lose momentum, Firstly, the team was able to understand the
WS [I RITHIH E QSVI UYMH ETTVSEGL XVERWJIJSVQEXMSREP TSXIRXMEP SJ QSZMRK X

. . . data architecture as something real and tangible, rather
After ruling out Prince2 Agile, we knew we had to .
thlwstract and conceptual.

GRH E [E] XS EGLMIZI XLI HIWMVIH sYXE&8JT MK

compromising either the rigour required for the IGSRHP] XLI XIEQ GSYPH GSROHIRXP] HIGMHI
EGGSYRXMRK WIWXIQ VITPEGIQIRX SV KrhdedsésMdulbl freNhdde cross-functional as part of the

required for process innovation. The approach we move to Business Central and which could be deferred.

chose was to incorporate both agile and waterfall work Finally, and perhaps most importantly of all, much of the

TEGOEKIW GPIEVP] MHIRXMGOGEFPI EW Whn&ihg hislaWeadybédn Xdnk! efaré ke next phase

deliverables. of the transformation programme starts and, almost

WYFGSRWGMSYWP] XLI 0ORERGI XIEQ LEW IQF"

In practice, this involved the rapid implementation of a . . ) ,
functional working as ‘the new normal’.

baseline version of Business Central pre-integrated with

the client's HMS (Microsoft Dynamics CRM) which, in turn, This model has enabled us to implement Business Central
IREFPIH XLI 0RERGI XIEQ XS KS LERHWBWR MR XRIHZ0WR] HEFRH XMKLXP] GSRXVSPPIH T
stages of the project. WMQYPXERISYWP] EPPS[MRK XLI GRERGI XIEQ

. . to rethink repairs, asset management and rent accounting
In a radical departure from the conventional approach

XS GRERGI WIWXIQW MQTPIQIRXEXMSRW SYIHHIFIZ R Begqsses within the clients broader

QIQFIVW SJ XLl GRERGI XIEQ XS XEOI ER"EETA? PO MR XL
GSRUKYVEXMSR ERH HIWMKR SJ GSVI EGGSYRXMRK TVSGIWWIW o
XLVSYKL E WIVMIW SJ puPIEVRMRK WTVMRYwWR [MRE X1 Frya W 00 % UOAK

quickly becoming apparent.

Esuasive

Clanmil deploys RentSense

Clanmil Housing has gone live with Mobysoft's RentSense software in order to
reduce its arrears and mitigate the effects of the cost of living crisis.

Richard Donaghy, income recovery manager, Clanmil went very smoothly and we didn’t experience any
Housing, said, “We faced a number of issues, including problems. Our team was very positive and couldn’t wait
rising arrears plus further potential arrears owing to to get going. The follow-up support from the Mobysoft
welfare reform. There was also uncertainty about the team has been excellent.

accuracy of our arrears reporting, leaving us worried
that we might overlook some accounts that needed
attention.

L7IRX IRWI LEW IREFPIH YW XS JSGYW SYV 10S
highest risk cases. It promotes early interventions and

the overall prevention of arrears.”

“We knew that RentSense was a proven solution from

other customers in Northern Ireland. The ‘go live’ phase

14
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A unique digital
approach

U+<s 9+ BA%puEs«< @ B&+U Ei ,+,8x% BESx 9 F9x <

Here at Housing Insight, we’ve seen our ‘plug and go’ solutions trigger digital
journeys across the UK as the housing sector has sought out better ways to
improve customer experience and streamline their internal operations.

Resident
requestin
Connect

App

QOutcome
delivered to Integrgation
Connect with HMS

App

Decision /
Action
relayed to
HMS

Our approach to digital was formed around our

5ER(SRRIGX SUIVMRK MR XLIWI X[S Ol] [lannl a\%mgime £

For example, while we were working with Caledonia

Housing in Scotland, the journey began with the theme

of ‘connect’; we jointly recognised that engaging with

VIWMHIRXW QSVI IGIGXMZIP] SUIVIH XLI FMK
upside for all concerned.

Giving residents the ability to engage digitally has enabled

XLI SVKERMWEXMSR XS SulV E WSPYXMS
HE]W E JIEV MR E [E] XLEX VIQEMRW GSW

provided Caledonia with our Connect app and portal, with

integration to its existing housing management software.

The housing provider also added our PanConnect mobile

WXEUG ETT ERH XLMW GSQFMRIH ETTVSEGL

seamless journey along the road to digital.

Ongoing digital updates

At Housing insight, we regularly provide new releases
for each module within PanConnect. And we're proactive
in sourcing feedback to make sure that these ongoing
improvements are tailored as closely as possible to the
needs of the sector.

MKLX FI XLI ERRYEP WIVZMGI
akes it run more smoothly;

&R EREPSK

UNMFPI ETTVSEGL [LMGL MRZSPZIW QS ¢ ukx\étﬁ(el'cﬁ%cgcﬁb}{aglééwnsandemergency

independently, allowing for swift uptake, but which can

repairs; and decreases the overall running costs.

EPWS FI GSQFMRIH ERH VIGRIH JSV FIWTSOI YWI

Understanding the journey

We know that no two digital journeys are the same. The

overall processes may be similar from one organisation

United Welsh has adopted all of our PanConnect

QSHYPIW ERH WS MX FIRIOXW JVSQ EPP SJ
OIITMRK MXW WSPYXMSRW VMKLX YT XS HE:
Welsh's 'ourneﬂé/ to digital has centred around increasing

XS ERSXLIV FYX 1ZIV] GYWXSQIV MW H%Héa\l@lgsétanéé/nharlrcm Co%#@#i\(l:aign.

XLI uUNSYVRI] XS HMKMXEPY HSIWRTX RII

LEZI E WTTGM

WXEVX SV IRH TSMRX .RWXIEH XLI 0V ®@®ucemnxumigatipR:platiors &lows Wnited Welgh to

involves us working with a customer to identify where

we could deliver the greatest results, such as the largest
cost-saving, biggest response, maximum engagement or

XEVKIX MXW GYWXSQIV GSQQYRMGEXMSRW
reaching everyone with blanket messages when
necessary and selecting smaller groups for more nuanced

QSWX WMKRMOGERX HIPMZIVEFPI VIW S gonaunications when needed. This transformation of

www.housing-technology.com

its two-way SMS and email will prove invaluable, for

15




| HOUSING MANAGEMENT

example, when the new Renting Homes Wales Act comes Continuous digital improvement

into operation later this year, allowing it to deliver new All businesses must embrace change in order to survive,
SGGYTEXMSR GSRXVEGXW JSV WMKR E Xovt\dhtddrives o kiddicBangeMIaR dgitaGdufheys aim
within the self-service app. The housing provider will also to keep all users engaged on the way and data is a hidden
VIXEMR MXW I\MWXMRK HMKMXEP [SV O iodl[that diBWs & huXise@sHoddhielk this goaland keep
priority. evolving. Whether it's analysing the data from our cloud

VITSVXMRK WSPYXMSR SV IWXEFPMWLMRK WX

Using multi-channel communications has a huge . . .
bespoke data is a vital component in any programme for

impact on the success rates for digital delivery. Those

residents connecting digitally via their preferred channel change.

are more likely to continue to use that method, so the The project team at Greatwell Homes in Wellingborough

QSVI GLERRIPW SR SGlIV XLI KVIEXIV XLdsd? M §rhfdy bcontiniwds Kipfovement to deliver

initial engagement taking place. Once trust has been results. Alongside its Housing Insight account manager,

established, this then encourages the digital journey to ,VIEX[IPP -SQIW LEW VIGRIH MXW 5ER(SRRIGX
continue in other areas, such as help and advice, debt EVIEW JVSQ WXEU EGGIWW MR HE] XS HE] YW
recovery and repairs. support and tenancy sign-ups.

Lty £9U I8x<E5as U <+, a»”as a9lausing data from the reporting database, Greatwell

Many so-called ‘mobile’ systems or web-based solutions Homes monitors how its residents are using the self-

TVSZMHI EGGIWW JSV WXEU [LMPI [SV O 8&Rike Solkibnkv®GtRs KiodmS & Ehhnge program that

-S[IzIv WSQlI WXMPP HSRTX SulV SpMR kdrisinu@iimgfovdd eidadeniéit. Some amends are

problematic when the UK target for 4G coverage is still QMRSV [LMPI SXLIVW LEZI E WMKRMUOGERX MQ
three years away from 95 per cent saturation. Furthermore, creation of a true self-appointing repairs solution, made

RSX 1ZIV] EVIE SV FYMPHMRK EPPS[W L go¥sWI¥dy Kddvel duridi¥dmostidvrephins wizard and

FEWIH WIWXIQW QER] SJ SYV GYW XS Q invtalyrfitiy Kkith thS ScRedMiiRg 2StéhV On average,

FPSGOW [LIVI MX GER FI HMYGYPX XS Kda¥h FesiiénBdpettiE kdund/ivuKrRifufes logged into

on a mobile device. the repairs solution — just enough time to complete

the actions required. Collecting data for improvement
In addition to access issues, as a society we face a future purposes gives the team at Greatwell Homes an edge in
of hybrid working, with many millions of us now working responding to and even pre-empting residents’ needs.

from home, either full-time or at least part-time. . . ..
P %+sd <E £4 U  «+,,% U yasao«

8LIRYI -SYWMRK MR GSXPERH VIEPMW Mt ohtidrstand il chang& ¢arl BeRsealryifor both
XS [SVO WQEVXIV ERH [MXL KVIEXIV UI\WKMBMRIH[ LGWRV XBEQVMRK 8S QMRMQMWI XLMW H

better use of technology in their roles. Like many other uncertainty, many companies opt to follow what others
housing providers, it also faced an increase in arrears are doing. This is often a useful starting point, particularly
following the pandemic. To address both issues, Thenue where there are proven successes, but we genuinely
Housing rolled out the RentsConnect (Income Analytics) believe that while the ‘processes’ can be remarkably

QSHYPI SJ XLI 5ER(SRRIGX XEUuU &TT FIé&rmid\Wdmne dtdaisadihRd the next, every company
KMZIW LSYWMRK SYyGIVW XLI p[LS$T ERMWIW[IHBTIVMRX EPWS XLI
‘so what?’ contextual data. All information from a visit

MW GSPPIGXIH ERH YTPSEHIH XS XLI Féb%R§g(§”vW\<l>|0>5§\}\/\fGMx7'\l"RhK STbTSVXYRMX] XS\
automatically, without duplication. these proCesses really working for us? Is there a better

way of doing this in our organisation? Is this who we are?

The next step in the digital journey for Thenue Housing Is this what our customers want? The answers to these
will involve incorporating our self-service solution within questions and more can be discovered while undertaking
the RentsConnect module to improve the user experience the ‘journey to digital. And the end result will often have a

JSV VIWMHIRXW EW [IPP EW WXEU 8L M Wrg@rlifafady thin JzaX intieWy MehevBd<passvIR
arrears can set up payment plans, contact their housing

SYGIV YWMRK WIGYVI QIWWEKMRK ERH YA WX FoTh SR XRIRXIME at Housing
without having to phone. This will not only create a .

better overall experience for residents, but it will also InSIth'
KIRIVEXI [yGMIRGMIW JSV XLI FYWMRIW 8 TEVXMGYPEVP] EVSYRH
early interventions and ensuring that key actions aren’t

overlooker, 1 housinginsight
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»  Aareon’s QL

A Yuneo customer
collaboration
4 . programme

Neil Ward, QL Yuneo Solution Manager, Aareon

W . 0iA x 0OA -AA7 ,6eéeée -6 UTO 1U x O 6i xA 00 pL « 71Ab.
journey, using our senior leaders’ strategic workshops as part of a pioneering programme to
give our UX/UI experts and product owners an insight into our customers’ aspirations.

The strategic workshops involve CEOs and directors as interfaces by focusing on users’ journeys to ensure long-

well as expert users, enabling strategic and operational XIVQ FIRIGXW JSV XLI WXEU YWMRK XLI WSJXI[E
alignment to future-proof our housing management
system by considering exactly what customers need. In
particular, we were keen to involve housing providers
of all sizes to give us a broad view of the market during
the development of our QL Yuneo SaaS-based housing
management system. kyads 9 AEA&«<as "+,84

We are driven to deliver solutions that customers truly
need and that can add real value from day one.

While Ul changes can make some users feel nervous at
GVWX MXTW E TSWMXMZI GYPXYVEP GLERKI ;
modern screens, users can navigate and complete daily
XEWOW [MXL QMRMQEP ItSVX ERH XVEMRMRK

Collaborative development
QL Yuneo's collaborative engagement began early on

with a presentation of internal reviews and wireframes. Customer engagement is key to ensuring that what is
Gathering feedback from stakeholders and collating developed is right for the market, so working closely
evidence from other projects and experts in the business together with customers is important in ensuring the next
ensured we involved all the right people from the start. generation of housing management systems is right for
customers today and scalable for a sustainable future

Features and improvements were then reviewed with
customers so that we could tweak the designs and
prioritise the backlog to aid the development process. The importance of customer engagement workshops

This continuous delivery model. using an agile and programmes like these is to ensure they are not
- g e NYWX E SRI St IZIRX FYX MRKVEMRIH MRXS XL
methodology, ensures that QL Yuneo can be developed,

HIPMZIVIH ERH QEMRXEMRIH QSVI IGM ﬁi{g{ogieﬂj pf\ﬂ‘i‘fszs%%%%rﬁrﬁ%d AR

. at's exactly what we so been doing with our other
customers in the development process, software .
. . _ developments this year, the Aareon Versaa Platform and
suppliers like us maximise overall customer value. .
. . Versaa Mobile Worker Modules.
Customers are more involved in the future roadmap of
the solution as well as getting more immediate value than
with more traditional approaches. Fi “4ES +s& 9<4sdx<&U 9 9U 9 ES«< 5Es& zA&£E
our customers are directly involved in developing
XE,8< E9x <E 588« < & s Ep9 983aUx@ ~,8xx4& ~ x
aareon.co.uk/solutions ¢

tomorrow.

The introduction of agile working is by no means a quick
transition, requiring a cultural change and the involvement
of all stakeholders from the start. Teams permanently
GSPPEFSVEXI XS HIGRI ZEPMHEXI ERH MRXVSHYGI RI[ WIVZMGIW
as the need arises, in turn also helping housing providers T , s <
to be more agile and digital themselves. RAUe 72 U xA pL - TAG 06e UOGT I 1O
cap EE) +9U (44, at Aareon.
One of the most noticeable outcomes from the
engagement workshops was a completely new user V\H(

MRXIVJEGI .X [EW GPIEV XS SYV 9< 9. I\ /( &’X-%QBN XMQI

to bring QL into the modern world of SaaS-based user
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OUR 2022 RECRUITMENT
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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.
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Avalilable now...

Housing Technology Guide to

Connected Homes

Housing Technology Guide to Connected Homes is F ’reanEI@,

9Ep =+ + ,+&£.,840 "SA&, x aU p « x3""Es< USE5 8 sae9 &,c
¥ES 129 UEN9,E+U %ESs s adudifpitéehiady.
com/research ¢

OUSING TREANOLOGY GUIEE TG
CONNECTED HOMES

The focus of this free guide is around how housing
providers can use networks of loT devices across
their property portfolios to gather data to support
their ongoing operations and strategic planning.
Moving beyond the ‘tactical’ use of IoT device
data by individual tenants (e.g. smart meters and
reduced energy consumption), the guide covers
how housing providers and local authorities can
aggregate torrents of loT data and turn it into
meaningful insights while ensuring their tenants
and properties remain secure and protected.

Some of the loT-aggregated solutions and insights
GSZIVIH MR SYV (SRRIGXIH -SQIW KYMHI MRGPYHI
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Crucial

connections

al &, 8 %%,4s@ a+x9+ 9

% sal«Es UEs ,EIl +, BESx 9 @

Better connected homes and communities, enabled by smart technology, are the key

to tackling the major challenges ahead for social housing.

If we've learnt anything from the past two years, it's

the power of collective action during a crisis. The way
communities, housing providers and local authorities
pulled together during the pandemic showed the real
impact of working collaboratively for the collective good.

Technology played a crucial role in this. And not just long-
established technologies such as web, mobile apps and
video conferencing; new and emerging technologies

JVSQ EVXMOGMEP MRXIPPMKIRGI EYKQ
to connected devices and machine learning now play a

vital role in moving our public services forward in 2022

and beyond.

e EEEx«< UEs I1E,,&l« & 9«a,, a9ia

In the light of the social housing sector’s challenges, such
as building safety, waiting lists, net zero demands and the
cost of living crisis, digital technologies can make a real
HMUIVIRGI

In a recent Civica survey, as part of our latest ‘Greener
Homes, Connected Communities, Changing Landscape’
report, over 90 per cent of housing leaders agreed that Al
technologies, connected devices and machine learning
would become more relevant in the future.

There’s no doubt that Al and smart devices will be vital to
help the housing sector. From spotting opportunities for
earlier intervention and identifying variations in service
use to optimise costs, these technologies will ultimately
free up front-line workers to focus on services that require
more personal contact.

Data is the crucial component for how we connect the
dots and build better housing services. The good news is
housing providers have all this data to hand, with 78 per

that the quality of their data and processing is good. It's
through better sharing of this asset that we’ll be able to
prevent more issues before they become a problem.

EQ9948i« <E « & 8<8sa
We are on the cusp of how connected devices can
give us insights to make better decisions. In Civica’s
latest Perspectives* report, ‘Connect to the Future’, we
uncovered some positive ways this is already helping. For
example, to support vulnerable residents, sensors around
a property can send information about patterns of activity
or if medication is being taken, helping older adults to live
independently.

When it comes to home safety, the technology is being

used to monitor temperature, humidity and carbon dioxide

levels in homes to help improve the welfare and safety of
VIWMHIRXW 8LI] GER LIPT YW QEOI GVQIV TVI

GIRX SJ LSYWMRK PIEHIVW GSRGVQM R KURRNAIGRG REPES| By wsifg {n{pgmation to provide early

24

alerts and optimise maintenance.



monoxide detectors can issue alerts and contact
emergency services or landlords.

Connected devices will play a crucial role in better
listening to residents’ voices, improving the experience
by adding smart technologies such as an Amazon Alexa
to properties so residents can remain in contact and get
EHZMGI ERH MRJSVQEXMSR

% a 9<as9a« Eu $x

But despite so many use-cases in housing, we've still not
yet realised the full potential of these connected devices.
The catalyst for this will be connecting wider networks

of devices from the individual, their home and the wider
community to create an ‘internet of us’. Much of this value
will come from building citizens’ trust in sharing their data

) ) QSVI VIKYPEVP] JSV IZIV]SRITW FIRI0X
In housing management, connected home appliances

such as boilers can send data which, combined with The good news is that most current uses for connected

analytics, predict their need for maintenance, avoiding devices focus on enhancing existing products and

expensive routine and invasive inspections. These can also ~ Processes rather than rethinking them. There are

help residents and landlords predict the cost of energy RYQIVSYW FIRIOXW JSV XLI LSYWMRK WIGXSE
YWI ERH XEOI WXITW XS MQTVSZI |yG M lrese|canrertions H fersafer,ygrgener and more resilient

costs. While in Australia, where two thirds of homes have homes, and ultimately better engaged and empowered

smart devices, they are helping to manage and reduce residents.

water demand.

In time, we will gain more control by interacting with new Michelle Tyler is the managing director for

technologies better to help us control our surroundings. For social housing at Civica.
example, smart locks can be operated remotely using a
smart phone to grant access for repairs or if a resident loses

their keys, they can get into their home via remote access. ‘ : I V I ‘ :A

For crucial areas such as leak detection, sensors placed

on pipes or in bathrooms can detect water escape or

SZIVUiS[MRK FEXLW ERH EGXMZEX|I WXSTGSGOW FIJSVI QENSV
damage is caused. Smart smoke alarms and carbon

www.housing-technology.com 25
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Meaningful
resident

engagement

s89U0+9 ,+sxi &4,U0 ,«<s+<& [ eU” xEs ‘Y% &4» )k@ {4+FE
c) ,Elcu+xsd ,E,8< E9x ZU

At 7 u >Ae%nf xA 06 iA %W 60 nA 8%
761 AOU, %O0U o R% u60 1 A ude
UK explores how technology can create a new type of
shared ownership and drive resident engagement.

When you work in the complex and challenging world meeting is being held in a community centre at night, but
of social housing, you know it's about the property, the you might be able to join online.

people and how they interact. 43 GSYVWI MJ]SY EVI SGIVMRK XIRERXW QYP

Over the years, | have witnessed the pendulum swinging contact you then the channels must be joined up to avoid
back and forth between a focus on homes and a focus the risk of messages being overlooked and perhaps a
on tenants as priorities change. At the moment, the power ceiling falling in. Quite literally.

of resident involvement and engagement is high on the
agenda, but this will only add value if housing providers
are listening and using the feedback to improve their
homes and services; for this to happen, there needs to be
the right culture and systems in place to support it.

Using Al to spot tenants’ priorities

&VXMIGMEP MRXIPPMKIRGI &. GER LIPT HVM.
engagement because it makes it easier to spot patterns

and trends.

. For example, a tenant has called the contact centre
For example, there should be mechanisms to create . . . .
. . . . because they think there is drug dealing on their estate
a circle of learning. A loop of listening to customers,

MQTVSZMRK TVSGIWWIW VIUIGXMRK XLf%ﬁékwlﬂslﬁzﬂéowgéeMUG.EPP] EWO JSV E VIWT
. . . . spot that drug dealing has been reported in other calls
residents and demonstrating providers are acting on any

. or messages and even in comments on the housing
feedback or concerns. It is about people and property. o . .
provider’s social media pages.

Improving collaboration . . .
P . 9 . . . The Al-derived data then gives the housing team a fuller
Genuine resident involvement must be widespread and

VITVIWIRXEXMZI [MXL E VERKI SJ H|v|u|Q)‘itﬁr‘is‘%@‘?\%&a[‘\(?i"téa&“?’ww%re"°”°r°°mme“t

was seen as an isolated concern. If this information is
Tempting though it can be to rely solely on the input fed back to the right department and acted on, it can
of those more actively involved in formal engagement improve systems and processes, attitudes and culture and
channels such as residents’ panels, it will naturally only encourage more tenants to have an input.

ever provide a snapshot of the opinions of those residents
who have self-selected to engage, when what's needed .
MW E VERKI SJ STMRMSRW XS VIUIGX XII\r/\le\ﬁ 5{'}'7 Wf&bi@\}l&[ﬁ#@z\ygsEE;K[;IE )':ALJI XGLS”\
WYFKVSYTW ERH IZIR HMUIVIRX KISKVETL P délj XW J XLJI .

crisis. This could lead the organisation to consider that a
more strategic response is needed rather than dealing

Or Al could also pick up on multiple contacts from

estates so that everyone can have their say.

The future of our sector is all about improving with things on a case-by-case basis. In this instance, the

collaboration on a larger scale so that more residents solution might be signposting to another organisation but

GER NSMR MR XLI GSRZIVWEXMSR EX EitX¥&iQ stiESRdv thak tB&SHousing ptovidenms listening

around them. It's not always easy to have your say when, ERH EGXMRK SR XLI GSRGIVRW XIRERXW EVI

for example, you're a single parent of four and a residents’



This is a quick win for housing providers because it helps
improve engagement by aligning service delivery with
tenants’ day-to-day priorities. All contact with residents
can then be treated as learning opportunities and a
chance to engage. After all, it's often the smaller things
that matter the most to tenants.

The landlord and tenant relationship

Ultimately, how residents think of their housing provider
often boils down to the quality of the home they live in
and how it is maintained.

Housing stock, like so much in life, goes through
cycles. It is new and then it becomes old and in need of
refurbishment and, of course, not all homes across an

estate will need the same type of repairs at the same time.

CUSTOMER MANAGEMENT |

Housing providers can then engage better with their
residents because they can see the bigger picture and
can take appropriate pre-emptive action to reduce voids,
arrears and disrepair.

e <ME px% "sETaxx
IoT sensors have also opened a world of possibilities for
resident engagement.

It's now possible to use the data fed back from sensors

XS HIXIVQMRI JSV IN\EQTPI MJ E LSYWI MW
by monitoring heat loss and areas of condensation. Being

able to involve tenants in keeping their homes damp- and

mould-free by showing them that it's possible to ventilate

ERH RSX PSWI WMKRMUOGERX LIEX [MPP LIPT
heathier home environment.

& SRI WMAI GXW EPP ETTVSEGL XS IR K ETisdviss fdvaats the BpRaRIXWY to be an integral part

therefore won't work because the tenants’ concerns and

SJ XLI TVSGIWW ERH XLI] GER WII XLI FIRIG!

TVMSVMXMIW [MPP HMuUIV EGGSVHMRK K®Ndmant brkngsNVAC¢hievin@ idveWWhelhRgilrésident

repair cycle and their personal circumstances.

For example, a couple with a new baby will feel more
concerned about the timescale of a boiler replacement
than perhaps a young single tenant would. A more
nuanced and targeted approach to resident engagement
helps providers make earlier interventions where needed.

We also know sustainable assets and sustainable
tenancies go hand in hand. Having access to the data on
one platform on the age of the property, when it was last
refurbished and how many tenants are living there and if
they are old, young, a couple or single is vital because it
provides context and makes it easier to know why more
repairs might be needed in one property compared with
the one next door.

www.housing-technology.com

engagement will create a more symbiotic relationship
which will pay dividends for both housing providers and
their tenants.

Al Tu >Aév U xA 06 iA %W 6C
i U 161 AOU, »%OoU 6 R% u
Solutions UK.
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£440,000
funding for
older residents
I'T services

UAe¥ ;6 UTOf; UTOA3 o6 1T, Uefne O6 i ;06 UIOfno-& 76 fud x/
“Ueé xU A 6 17, Ue 1Uee A x A _AUOA 6 1% «VOfOOO Ui O 1%UTO ¢
residents in shaping new digital services.

The funding is part of the TAPPI project (Technology for importantly, it will be delivered together with older people
SYV &KIMRK 5STYPEXMSR S5ERIP JSV .RRiSZeX tMeSoRtcoptel! tBait mameQrwst Xo3hem.”
lf?rpglc;veertheeowzy Eﬁ:::q_ilg% Isr:'sei?i;nlzgubSIr;gea:iS;f Residents from each housing organisation will be given
people. pro) y 9 WLEVIH VIWTSRWMFMPMX] EPSRKWMHI LSYW N\

Learning and Improvement Network and the TEC Services
Association and funded by the Dunbhill Medical Trust.

Dr Lynne Douglas, CEO, Bield Housing & Care, said, “We're
very excited to be the testbed in Scotland. This project

has huge potential to shift people’s thinking on how

housing can be integral to new models of delivery. Most

which digital support services to develop.

2EVMSR )YUu] GLMIJ STIVEXMRK SyGIV 5PEXJS
said, “We are a proud partner in phase 2 of the TAPPI

journey and are looking forward to playing a key role in

driving innovation and digital change to improve the lives

of older and vulnerable people.”

MOBILE WORKING

Localz powers lan Willilams’

responsive & plan

L6, é: -AAT [ x6 AT -3 x
planned and responsive repair services.

X

ned repairs

6 U0 A 0U, A 60U %

The Localz platform enables automated customer
updates, live operative tracking and real-time feedback
around service appointments, all via a management

With lan Williams’ customers more aware of an
operative’s arrival time and having the ability to
communicate directly with their technician, ‘no access’

HEWLFSEVH GSRRIGXMRK .ER ;MPP M EQpiimint3 Endribauhd cilistdits call centres are

ERH SYGI [SVOIVW

The housing services provider has chosen to
implement Track My Appointment for real-time
tracking of technicians combined with automated

expected to decrease and overall customer satisfaction
increase.

Anthony Pycraft, response operations director, lan
Williams, said, “By partnering with Localz, we have the

GYWXSQIV RSXMAGEXMSRW ERH X[S [Ehcé & @iadvinaGappoMiBIenw are tracked and
(LEX 2] ;E] WS XLEX .ER ;MPPMEQW Y GBRXEGRMGIRXNH WEEIRXP] ¢

can take part in group conversations with customers
and the relevant mobile operatives, and Rate My
Experience for real-time customer feedback.
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Sullding safer
Nnomes

with Cx Asset
Management

Energy ® Stock condition ® HHSRS ® Planned work ®
Forecasting ® Housing quality standards ®
Sustainability modelling ® Asbestos ® Compliance ®

BIM @ |oT smart homes ® Golden thread

civica.com/asset-management

“We wanted an integrated
asset management solution
that would give us a single
source of data to access
accurate information, at any
time. We chose Cx Asset
Management cloud software
because it delivers what we

want, i.e. asset tagging, BIM.
It's secure, resilient and
accessible on multiple
devices and allows us to use
APl's which supports our
wider digital agenda.”

John Chambers,
Group Head of IT,
Stockport Homes
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United Living
signs with
Totalmobile

«TU A% LUOUIO U A 06 Ui eAiAid
service software from Totalmobile. The software
covers job management, mobile working and
lone-worker protection, with the overall aim

of streamlining the property service provider's
operations through faster response times and
better value for money.

An integrated solution comprising Totalmobile’s HMUIVIRX FYWMRIWW RIIHW 8LVSYKL
Connect, Mobilise, Protect and Utilise solutions will Totalmobile, we realised that this was a real possibility.

now become part of United Living’s business model
covering all current and future operations.

“Not only will the immediate deployment of these
products have a positive impact on our current business

(SRSV 'VE] GLMIJ STIVEXMRK SyGIV 9RMNPH EMXMBKEWMEIAMPI SUlVW XLI
“Having looked for a solution that could accommodate operations to keep growing, empowering us with

a new contract win, we began to consider the possibility continuous deployment and new innovations.”

SJ ER SUIVMRK XLEX GSYPH EGGSQQSHEXI EPP SJ SYV

INFRASTRUCTURE

Aico launches AudioLink+

U6 x & 1, xA% xA A _61% 0A U671 60 U 1 %{1UiUTO0 %UBLL
to make it easier and faster to access real-time data from Aico’s alarms via its free

BUOLUTae . k

With the average time to take a All of the alarm data can be emailed VITSVX XS LIPT PMRO MX XS E WTIC
VITSVX XEOMRK EVSYRH 0(died\icB S RHdie or tablet to one alarm and to communicate important

the Aico app generates a simple- or multiple addresses, being sent information.

to-read, colour-coded report on a as a PDF report for the property or

range of alarm data including alarm NTSVXIH EW E GWZ OGPl JSV MRXIKVEXMSR

activations, sensor status, alarm- with housing management and

testing information, battery and back- maintenance systems. Additional

up status and carbon monoxide. information can be added to the
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Cyber-attacks
and reputation
management

IE9+« +9 X44@ % sdli«Es Eu {§4&, | ,4i1<Es +&,+< E9x@ ,E"

~ ~ s

“xAT [3-A , UiUT e UeA -
for housing providers to forget the
Impact a breach can have on their
tenants as they focus their energies
on restoring IT systems.

Housing providers might not seem to be obvious targets
for cybercriminals, but they appeal to them for several
VIEWSRW

* They hold a treasure chest of personal data;

 They often lack the IT resources of other sectors;

 They rely heavily on digital solutions to manage
tenancies.

The RSM'’s ‘Health of the Social Housing Sector 2021’

survey revealed that 25 per cent of housing providers had
WYUlVIH E G]JFIV EXXEGO 4ZIV XLI TEV
notable attacks include those on Flagship Group and on
TVSTIVX] WIVZMGI TVSZMHIVW 1MFIVX
{Ex< FEsa+l ayalx

More recently, in June 2022, the UK’s largest housing
provider, Clarion, was breached. While carrying out the
necessary post-breach forensic investigations, Clarion
disabled its online services that its tenants rely on to

make payments, request repairs and report antisocial
behaviour. Communications between the organisation and

its tenants were limited to emergencies only and at the

time of writing, most of its digital services still hadn't been
reinstated.

adequate dialogue with their housing providers, they
increasingly turn to social media and the press to express
their frustration.

With the Clarion incident, tenants were particularly
malicious attempts to access its systems. Although it concerned about rent payment processing and whether
. ) - - . XLIMV TIVWSREP MRJSVQEXMSR LEH FIIR I\NGP)
reported that its data hadn’t been compromised, its online ome imed that 'd seen an increase in
WIWXIQW [IVI EUIGXIH [MXL MXW GYWXZ%:QIR} W\é\??@j#ﬂgt ga\/t)lz%llg

becoming temporarily unavailable hing emails: IS ongoing investigation, Clarion
g temporartly ‘ GSROVQIH XLEX MXW (72 WIWXIQ LEHRIX FIIR

With many services being digitised, tenants are frustrated but it was still investigating the impact on data stored
when normal operations aren’t resumed quickly. Without elsewhere. The Social Housing Action Campaign (SHAC)

And then in July 2022, Bromford Group discovered
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group took up the tenants’ cause and wrote to Marcus
Jones, government minister for housing, and Fiona
McGregor, chief executive of the Regulator of Social
Housing, asking for Clarion’s board to be replaced. In turn,
this action made its way into the press.

Reputation and communication

It's important not to underestimate the reputational impact
of breaches. Your IT team might be doing a brilliant job
behind the scenes to re-establish normal operations,
often working around the clock to reinstate services. Yet

INFRASTRUCTURE |

XLSWI IGSVXW [SRIX FI ETTVIGMEXIH YRPIW?
XS QEMRXEMR WIVZMGIW SpMRI [LIR XIRERX
ERH LS[]SYTPP GSQQYRMGEXI HIZIPSTQIRX

stakeholders.

Reducing the time to recovery is critical to maintaining
smooth relationships with tenants, but this is one area
where cyber insurance won't solve your problems. Yes, if
you qualify, it will help with remediation costs but it won't

help you get systems back online quicker. Sophos’s recent

ransomware report revealed that it took respondents an
average of one month to recover from a breach.

What can you do to increase the chances of stopping a

Managed detection and response
As a result, a growing number are using managed
detection and response (MDR) services such as

FVIEGL MR XLI VWX TPEGI ERH FI F|xﬁwh?s\’flsf"ﬁ\i?rﬁlﬁ&?ﬁ’r‘i;\%woﬁgrmer’50percem°f

get compromised?

Not just IT's responsibility

IT teams can’t carry all the responsibility for managing
cyber-attacks. Executive boards need to take an active
role in incident response planning or potentially face
legal action from tenants and investigation by the ICO.

1EGO SJ G]JFIV VIWMPMIRGI GER EPWS ES8ITGX% W RWS ¥ KFE RVWZBNIGM STRASAZ M H | W

credit rating; in a recent report, ratings agency Standard
and Poor’s said it could change a housing provider’s
management score based on its cyber-risk preparedness.

A ‘whole organisation’ approach is needed. As phishing
attacks are often the entry point for cybercriminals,
focus on your organisation’s cyber hygiene and train

WXEU XS VIGSKRMWI QEPMGMSYW FILE

phishing exercises. Create an incident response plan
that addresses not only how you will communicate with

organisations will be using"MDR services by 2025 (up from
JI[IV XLER GZI TIV GIRX MR

Peter Firstbrook, a Gartner analyst, said, “We see a huge
interest in managed security services because the whole
security market is becoming far too complicated for the
average organisation.”

XLVIE
detection and response capabilities delivered by an expert

team as a fully-managed service. Going beyond simply

notifying you of attacks or suspicious behaviour, our team

takes targeted actions on your behalf to neutralise even

the most sophisticated and complex threats. They also

provide actionable advice for addressing the root cause of

Eeﬂ.jggq)ngﬂ_e(}t% Wrgvigggl%ubsecurity posture.

We have a very helpful document on our website
IRXMXPIH p*GIGXMZI (SQQYRMGEXMSRW ERF

IQTPS]IIW [LIR WIWXIQW EVI XEOIR Sp MaRdr &Gykel Sexurity Bofdént ( XEA ExcIE5x49 &xx

tenants too.

When a breach occurs, it can be overwhelming for small
.8 XIEQW
respond quickly; do they have the skills and expertise to
deal with sophisticated hands-on attacks or indeed hunt

(SRWMHIV [LIXLIV ]SYV WXEU

58U +, As+sux UlUxxE« &sxIv%u/E4as xalds «¥ 9]
IE553%9 T+« E9 (is+5a&pf which pravides a

J[}(A';%IIF%VEOFgf,\{(éulGXMD GSVTSVEXI GSQQYH

H67T x 1 LAA U xA %U A, 6 60 -euU

JSV XLIQ MR XLI VWX TPEGI$ 3SX EPP rEGNONMER KOPRGEZMHIVW LEZI

the right products, people and processes in-house to

IGIGXMZIP] QEREKI XLIMV WIGYVMX] VMS@PHGSXLI GPSGO

while proactively defending against new and emerging
threats.

www.housing-technology.com

Cybersecurity evolved.
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with a view to moving towards proactive maintenance.

The data collected from the HomeLink sensors, including
indoor temperature, relative humidity and carbon dioxide,
is helping combat problems such as damp and mould and
poor indoor air quality. Stirling Council's HomeLink sensors
will also be used to identify which properties are likely

to need repairs and to develop proactive maintenance
schedules to solve problems before they arise.

The council involved its tenants from the earliest stages
of the project after being advised by Aico about how

TVMSVMXMWMRK XIRERXWTY FIRIGXW PIEThW/SHISF K Y EB.¥ bMioh BrégtdmnteRothelShbusing

the IoT sensors. The HomeLink tenants’ app is proving very providers fund improvements to the energy performance
important in keeping tenants informed by delivering data of their property portfolios. This latest wave of funding
about their homes in an accessible and engaging way. includes the provision of digitisation, such as loT-based
One of the council's tenants said, “Development came sensors in properties, as part of housing providers’ bids

from tenants’ feedback which really helped the project for funding.

to evolve and progress. Stirling Council has made a The UK government’s department for business, energy
WMKRMIGERX MRZIWXQIRX MR XLMW XISk R SPErY RV MEH TR OPWEX | X TW  MHIRXMGIH
TYXXMRK Q] WEJIX] GVWX TPYW MXTW {RBHasiody SekMrR cdhiondRng blattbrimX to collect

my opinion was valued. Furthermore, | think the HomeLink relevant real-world data (from the properties being

app is fantastic because it helps me easily understand VIXVSUXXIH JSV XLI EWWIWWQIRX SJ TVSTIVX
what | need to do.” VIXVSOX SV EJXIV VIXVSOX JSV QSRMXSVMRK
Alexa Scrivener, transformation lead, Stirling Council, said, purposes.”

“The future of our work with HomeLink is very exciting. Aico said that its HomeLink Portal can give housing

Stirling Council intends to ensure a brighter future for our providers an overview of the performance of their housing

tenants with the full rollout of this smart-home technology stock so they can compare their properties, identify the

across our entire housing stock, supported by our [SVWX TIVISVQMRK XS XEVKIX 0VWX ERH QSF
HIZIPSTQIRX SYyGIVW IRKEKMRK [MXL XIfebdRrédhatk \nypbtRithelr Fomes.

installation.”

{,A+x& x84 + IEcCIEc8)xxEl +, E&x 9
U&T+s/EE9 x+< E9 39U UEs U&«x ,x Eli e TEQX
m< ,B%8 £ Uxc

Aico helps with housing
decarbonisation

Applications for the next wave of the Social Housing

Decarbonisation Fund (SHDF) open in September 2022, ® o

[MXL &MGS SUIVMRK XS LIPT LSYWMRK mw [MXL XLIMV FMHW
for funding.
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LITTLEFISH

FRESH APPROACK

AN Service Desk
WELCOME TO OUR WORLD O
OF SERVICE EXCELLENCE N
ILWWOH VK GR WKLQJY D OLWWOH GLIITHUHQWO\
2XU IRFXV LV DOzZD\V FXVWRPH H U LEIQUE KServices
DQG ZH GHOLYHU VHUYLFHV LQ VRQDOLVHG

SHRSOH FHQWULF DQG DXWKHQW FZD\

RUNLQJ ZLWK PDQ\ SXEOLF VHFWRU

RUJDQLVDWLRQV DOUHDG\ ZH NQH qulxl%%ﬂ’hcture
WRXJK HFRQRPLF FKDOOHQJHV D,

WDLORUHG VXVWDLQDEOH ,7 HQ ' JRQPHQW LV YLWDO
WR \RXU RUJDQLVDWLRQeéV VXFRHYY

$W /LWWOH VK ZH&@UH KHUH WR WDQJLEO\ KHOS
\RXU RUJDQLVDWLRQ QDYLJDWH S H H Y@ger Security
HYROYLQJ ,7 ODQGVFDSH :H FD BELOLWDWH
GLJLWDO WUDQVIRUPDWLRQ ZK
PRVW ZRUNLQJ FROODERUDWLYHO\ ZLWK \RX U
LQ KRXVH WHDPV WR LPSOHPHQW WKH UHOLDEOH
HI FLHQW DQG LQQRYDWLYH ,7 ¥KOXW LR®@dyatiBiX
QHHG WR JHW WKH MRE GRQH

8/LWWOH VK GHPRQVWUDWHG WKDW WK|
HQG XVHUV DQG WUHDWHG WKHPVHOYHYV
SCAN TO SEE HOW HPSDWKLVH DQG FDUH DERXW ZKDW LW :
OUR MANAGED IT PDNLQJ WKH WUDQVLWLRQ WR WKH QHZ

SERVICES CAN HELH

YOUR BUSINESS 7KH\ GHOLYHUHG WUDLQLQJ WR RXU WHL
GROW XQGHUVWDQGLQJ RI ZKDW WKH\ GR DV D
WKHP IHHO OLNH DQ H[WHQVLRQ RI RXU

ODUN 6XWWRQ &KLHI "LJL\
Care Quality Commission
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Outsourcing
and ‘the great
resignation’

« 1 B3« 9 x@ AU % al 9E,E ¥ kiUl Tas@ X «<,al x
In the wake of the pandemic a new *2EREKIH .8 WIVZMGIW GSQQSR WIVZMGIW QN
) ’ service desks, systems and infrastructure management,
phenomenon has manifested as people service integration, monitoring and maintenance of

. . equipment, and network monitoring.
reassess their work/life balance, dubbed (PSYH WIVZMGIW GPSYH 2 5W XEOI GEVI SJ

consultancy on how best to digitally transform the
With many employees choosing to resign from their business into the cloud, such as advice on design,

jobs, the great resignation means that businesses are planning, and supplier selection.

NTIVMIRGMRK E WMKRMGGERX WOMPPW WLIYVWERY VMY XMW MW E WTIGMEPMWX EV
survey suggested that almost a third of UK workers are security knowledge and a contemporary understanding

considering moving to a new job, rising to over 40 per cent of the threat landscape. Many organisations choose to

MR XLl GEWI SJ .8 XIPIGSQW WXEG .R KIRIVEPYYG! HHMEFIFIV WIGYVMX] RITHW MR
cause seems to be a reluctance to return to full-time, from access to wider skillsets and better tools than might

SYGI FEWIH [SVO IRZMVSRQIRXW be available in-house.

2 5W GER SUIV LSYWMRK TVSZMHIVW QER] EH}
XS MRGVIEWI VIWMPMIRGI TVSHYGXMZMX] EF
MRGPYHI GSWX IGIGXMZIRIWW FIXXIV WIVZMG
workplaces.

As a consequence, many housing providers are now
struggling to meet their commitments while the lack of
skilled workers is hampering their productivity, innovation,
and growth. In such a scenario, outsourcing can be a
viable option. Ex< &yaic "894axx

Hiring a full team to run any IT department in-house

means high costs. For example, an in-house IT service

HIWO VIUYMVIW JYPP XMQI WEPEVMIW ERH FII
taking on higher operational costs.

IT outsourcing

While managed service providers (MSPs) aren’t entirely
immune to the great resignation, it makes sense that as
more organisations move away from the traditional ‘full-
XMQI [SVOMRK MR ER SyGIT QSHIP SY X\WRefiMdreMRHoud tdadmdhat Méed to scale up quickly

such as IT to MSPs has become more common. are bound to run into candidate shortages, potentially

MSPs can attract more skilled experts because they IZIR LMVMRK YRHIV NTIVMIRGIH WXEG HYI XS~

QEOI MX E TVMSVMX] XS GRH XLI VMK L @"§1agesgndcgnypsifive gpigries, as well as the months ]
often through industry connections and specialist head- MX X]TMGEPP] XEOIW XS FVMRK RI[ WXEU SR F

LYRXIVW VIGVYMXIVW WXEU EPWS YWIW YT XMQI ERH VIWSYVGIW |E
ERH TSXIRXMEP VIZIRYIW [LMPI EGIGXMRK TIV
Additionally, outsourcing allows housing providers to enter productivity.

contracts and agree SLAs with third-party organisations,
giving them greater ability to pull levers on performance
in a more objective and compelling way compared with
internal teams.

Working with an MSP allows housing providers to

GSRXVSP XLIMV GSWXW FIXXIV FIGEYWI QER]
agreed, transparent pricing structures before work starts.

Partnering with a provider in this way means housing

There are various IT services that can be outsourced, providers only pay for the IT services they need, when
MRGPYHMRK they need them, plus resources can be easily scaled up or

down when necessary.
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loT and social
housing
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“ g U e A = 6{ A x7T0e0 O 3 x _sy_é\hAs'pigh/Jjghiih@ vg]en more ventilation is needed to

] ) ) prevent mould-causing condensation.
established as an essential tool in loT technology is also capable of alerting maintenance

commercial Settings for some time, teams and tenants to more immediate issues. For

., . example, leak detection sensors can alert teams to the

it's only more recently that its many escape of water, even when it occurs in areas that aren't

A A A LAY AoAT A 1,visibletq the tqnant. This means that any repair work can
ATA> A AUTO A eU A /%e %dgtaée(nmr?nediately to limit the damage.

domestic properties (incl. social Ei +, E&x 9 +9U < A1 +, 49 &x EU FE%

housing) From reducing energy waste However, one of the challenges for housing providers is
' . the management and maintenance of multiple loT devices

i% i1 OUTO UT A1 ¢é& U ac@skh mBititude of properties.

W= pX 0 Aix T UTO A U gvflile:m@{ging multiple devices, apps and software
> > TPEXJSVQW JVSQ WIZIVEP HMUIVIRX ZIRHSVW

technology offers a way for tenants TVSFPIQ XS MRHMZMHYEP LSQIS[RIVW MXTW
. : when it comes to maintaining hundreds or thousands of

to take control of their properties properties.

and run a Safer’ healthler, and more Goldeni is addressing this problem and making the many

AO> UA’I‘ x(’jl’Ak FIRIGXW SJ .S8 EGGIWWMFPI XS LSYWMRK TVS

software platform which takes data from multiple IoT

8LI RYQIVSYW FIRIGXW SJ .S8 HIZMGIw YUrs (8espegiyg QF IoT supplier) and delivers insights

providers are increasingly evident. However, managing cqmplned e numgrous proper.t|es ',n T [PEER, 2

multiple devices from various vendors has previously bringing data from disparate devices into one ecosystem, )
presented an insurmountable challenge, making the VEPHLRN EFP S [t Ly M,R, S 7SR A8 IS
widescale deployment of loT devices in our sector AEHETS (elEn & S hUb,’ strgamllnlng how loT

prohibitively complex and expensive. systems are managed and maintained.

Multiple devices & one datastream

This single software interface combines data gathered

F] HIZMGIW ERH WIRWSVW JVSQ ZEVMSYW ZIR
landlords a holistic view of all of their properties. This

allows them to gain a deeper understanding of their

overall portfolio while also allowing a granular look at

individual properties, all from a single digital platform.

loT in domestic settings

The scope of loT devices in domestic properties

is continually evolving, and many of the available
applications could help housing providers as well as their
tenants. loT devices and sensors can continually monitor
the internal conditions of a property, such as temperature,
humidity and carbon dioxide levels. These insights can

then alert property teams to take action by arranging The second challenge is the installation of devices and

repairs or upgrading the fabric of the building. This the communication channels they operate on. While some

same data can also prompt tenants to make behavioural VIUYMVI XLI EZEMPEFMPMX] SJ XLI XIRERXTW
changes to create a safer environment for themselves, an individual SIM card for each device. Both of these
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pose problems because there is either a dependency on E WMRKPI LYF MXTW TSWWMFPI XS SZIVPE] H
XLI XIRERX{W [MO SV E WYFWXERXME P spds pétEntibEpvoliRemQHefoBe\tiwy oceur.

contracts. This is where open, wireless communication . .
. For example, an IoT system might detect that the boiler
channels such as LoRaWAN are paving the way for

o - . is using more energy than expected yet the temperature
connected smart cities and providing a suitable, scalable 9 9y P Y P

ERH GSWX IG1GXMZI TPEXJSVQ Jsv LsyNHR™E § Lug, g gmal. This information
could then alert property management teams to send

XE9 s+9 & ¥ p U&d +£sé= an engineer to carry out predictive maintenance on the
LoRa stands for ‘long range’ and this communication boiler rather than having to arrange for an expensive repair
system can wirelessly send data from multiple loT devices when it fails. This scenario not only results in a cost-saving
and sensors across large distances to a central wide area for the landlord but also ensures that the boiler remains
network (WAN) gateway. The gateway connects to the operational for the tenant.

cloud, where the data can then be managed, analysed
and interpreted before being delivered to the end-user
through the hub. LoRaWAN gateways are central to
streamlining the management and maintenance of multi-
vendor loT systems across large portfolios of properties.

FE% +9U < & 15<3s8 Eu xET +, E3x 9
As the scope and scale of loT continue to advance, it

seems inevitable that this cutting-edge technology has a
central role in the future of social housing.

loT devices, alongside platforms that unify the data

For example, a single, centrally-located LoRaWAN KEXLIVIH F] XLIQ SGIV XERKMFPI FIRIGXW JSV

gateway can collect data from loT devices installed within .
: . . providers, asset management teams and tenants. In
several domestic properties. Depending on the number o .
. . S addition to enabling the remote management and
of sensors or devices in the vicinity and the data rate, a itoring of ies. the in-denth insights and
WMRKPI KEXI[E] QE] FI EFPI xs wivzi TVLYDY RhPRPTRES (63 -dgah insia
. ; . - analytics allow housing providers to ensure safe,
kilometres of the box. This means that multiple buildings . . .
. . . . healthy and compliant homes for their tenants while
can communicate with a single piece of hardware rather

XLER IEGL TVSTIVX] RIIHMRK MXW S[R E'Q‘H“E_”éefﬁlwe‘%“ﬁm fgStg and progressing their
. . . portfolios’ journey towards the sector’s sustainability
much more economical solution to gathering data and a

. i o . targets.
less complicated and time-consuming installation process
for housing teams managing several sites. o . ; ; . p p .
nxUe 0 A 1xA U xA =u .U A, O C
This i h t and 17 A A 5 A A J A
is integrated approach to data management an ulUis e no6 A 3 uA oU A k

analysis also means that better insights can be achieved. >
When consolidating the data from around a property into
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for some of their ideas and predictions for which new business and
technology areas housing providers should be considering in the short-

and medium-term.

Disruption and innovation

Helen Rogers, product director at Civica, said, “With the
increasing cost and volume of disrepair cases, housing
providers should be thinking about how to reduce the
time, cost and overall fall in customer satisfaction and
compliance risk arising from disrepairs. loT sensors in

LSQIW EVI RS[ WS QYGL QSVI EUSVHEFP

proactive monitoring of domestic environments to trigger
alerts and actions.

“In addition, crowd-sourcing technologies are now

well established; these can be used to inform housing
providers about the state of their properties without
needing expensive surveyors in every instance.
Furthermore, the use of digital twins coupled with rich
asset data can also help with stock-condition processes to
improve budgetary forecasting and reduce waste through
3D modelling and data standards.”

The most important thing is integration;
none of the technologies that housing
providers are considering is possible
without systems integration.

Alan Swift, Technical Director, Manifest Software
Solutions

Alan Swift, technical director at Manifest Software
Solutions, said, “Self-service and automation are the two
key areas to consider. That said, self-service portals need
to be continually enhanced to deliver new, value-adding
services. For example, data from IoT-based sensors
should be available to tenants via their self-service portal,
as demonstrated by Optus Homes’ app, and ‘virtual

42

assistants’ from companies such as Converse360 are
providing new ways for tenants to interact at any time.

“The integration of IT systems should be the cornerstone
of all business activities, with more systems moving to
the cloud. For 2023 and beyond, as housing providers
continue their business transformation journeys, the
|nkegrEa{T)olr:1> §f[n'\élm$ a}ﬁd legacy systems will be vital to
meeting their VFM targets through improved process

automation.”

+58 17T 9 9 <&l 9E,E &x

Trevor Hampton, director of housing solutions at NEC

Software Solutions UK, said, “When you are already busy

dealing with compliance and the cost-of-living crisis, it

can be tempting to see the implementation of loT sensors

as tomorrow’s problem but it shouldn’t be. IoT sensors

have the potential to deliver the smarter, safer and more

IyGMIRX WSGMEP LSYWMRK [I EPP WXVMZI JSV

“The future of social housing is about achieving greater
collaboration and more meaningful engagement with
tenants. For this reason, the second game-changing
technology housing providers should consider is apps.
The latest generation of apps allows housing providers to
go beyond simple transactional activities, such as logging
repairs or ASB, and move towards more collaboration and
giving more of their tenants a voice, rather than just those
who turn up at residents’ meetings.”

Jeremy Squire, UK managing director at FLS — Fast Lean
Smart, said, “More comprehensive housing services
require more predictive analytics and Al in order to provide
better business intelligence, alongside augmented reality
changing how some housing providers operate.



What's next?

For example, we're already seeing AR being used in BIM
design, with further use of AR helping to improve service
delivery and the customer experience.”

Civica’'s Rogers said, “The most innovative technologies
aren’t necessarily the most complex or cutting-edge;
it could be about relatively-simple technologies being

ETTPMIH XS E WTIGM0OG TVSFPIQ XLEX

game-changing results because these solutions can

LIPT TISTPI SV TVSGIWWIW UYMGOP] Il'éhg;o

risk. For example, connecting devices and connecting
communities can be achieved relatively quickly while
providing value-adding insights into tenants’ needs and
the state of housing providers’ properties.”

IoT and asset monitoring have been

6 1% 06 60A QO 3A p o
been using IoT to monitor inventory and
temperatures in its vending machines
since 1982!

5

Helen Rogers, Product Director, Civica

Manifest’s Swift said, “The most important thing is
integration; none of the technologies that housing
providers are considering is possible without systems
integration — an integration layer enables any system

to exchange data with any other system, simply and
easily. However, integration is often seen as a barrier,
with housing providers often needing to plead for APIs
from their HMS provider, with complex discussions about
aspects such as SOAP, REST and XML.

www.housing-technology.com
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“xUeA x6 UTO 060U%A
to catch up with, say, retailers’ offers
to their customers, the demand for
‘servitisation’ in the housing sector
is just beginning.

Jeremy Squire, UK Managing Director,
FLS — Fast Lean Smart

“It doesn’t have to be that way. An integration layer is
composed of microservices that don’t care what format
the data is in, and this is the path towards making
IZIVIXLMRK LETTIR &R IUIGXMZI MRXIKVEXN
o'uvsvlng%?évi%% t?l(a"rﬁe\g r?r%f@éts and services from
cutting-edge cloud companies, opening up thousands
i%igilelzs) 40tEd§IiUerF|§(ngw§[9rvices to tenants and
WXEU EPMOI 8LI WEQI MRXIKVEXMSR PE]IV
deliver automation, eliminating the boring, repetitive tasks
WXEUO HS 1ZIV] HE] 1

X&+s9 9 (USE5 E< &8s /AESx 98xx xal<Esx
Civica’'s Rogers said, “loT and asset monitoring has been

around for over 20 years. Supermarkets and other food

rétailers use sensors on refrigerators to monitor food

temperate and reduce wastage; for example, Coca-Cola

has been using loT to monitor inventory and temperatures

in its vending machines since 1982! This technology is

easily adaptable to the housing sector to help inform,

predict and control.”

NEC’s Hampton said, “Consider blockchain... this isn’'t

just about Bitcoin and other cryptocurrencies. At its core

blockchain creates an unbroken and unalterable audit trail

of transactions. This could be used to build trust because

MX KYEVERXIIW XLI GHIPMX] SJ HEXE VIGSV
could be used when raising a repair or making a payment

FIGEYWI MX [SYPH KMZI XIRERXW EFWSPYXI
the accuracy and veracity of any data records generated

between them and their housing provider.”
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Blockchain creates an unbroken and
unalterable audit trail of transactions
— this could be used to guarantee the

accuracy and veracity of any data “For example, housing teams need a clear strategy and
records generated between tenants and vision to provide a solid foundation on which to start
housing providers. building. Income teams are likely to need to work with
Trevor Hampton, Director of Housing Solutions, the repair teams, who in turn need to work with planned
NEC Software Solutions UK and cyclical maintenance, who then work with the safety

teams and so on.

FLS’s Squire said, “While housing providers are starting “With a clear strategy at the core, the technological

XS GEXGL YT [MXL WE] VIXEMPIVWY S chihge ¢as théh bditack@y b byDif blotk by block,

the demand for ‘servitisation’ in the housing sector is just VEXLIV XLER EPP EX SRGI =SY GSYPH WXEVX
beginning. Servitisation goes beyond good customer repairs process by improving the automation, then adding

service, with many material products increasingly HMKMXEP PSKKMRK WGVIIRW ERH GREPP] EYK

losing perceived value. For housing providers, software

ownership is taking a back seat and they are instead

PSSOMRK JSV XLI QSWX GSWX IL'JIGXMZIHELhSH]gMTIg@IQQIWM%’PlfIS]“KF 0 thank Helen

complete tasks and solve problems.” , Xt HA Ai3 u U A wéLu {
BEW <E 9<sEUSIA 94pu 9 < +< “Ax Smart), Alan SW|ft (Manlfest Software Solutions)

NEC's Hampton said, “For housing providers to introduce any %2 { A0OG ;i 07T wR% u60 1 A ude U
of these ideas (as outlined above) alongside their day-to- UK) for their editorial contribution to this
day operations, they fundamentally need strong buy-in and article.

unequivocal support from their executive teams; this will set
the direction for the rest of the organisation to follow.
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Kindly supported by Aareon UK, Aico, Capita One, FireAngel and IntoZetta,

0 UTO {A x16e603 x6 Ay ! Q A QO0QQ.. ~ i Ui
AT @ LoT%6T Ul iU%{uA Ai-Af 1U x - yeeu i POO
guests for our new one-day event focused exclusively on all aspects of data

within social housing.

Golding Homes (Anna Marie Lawrence-Lovell) opened Aico (Simon Flint) on the importance of APIs and data
the event with a talk on the importance of data quality integration, and Sanctuary Housing (Priyanka Kakkar) on
followed by Aareon (Jack McLean) on zero-party data and assessing your data management maturity.

ARI -SYWMRK 8EVMU "LEXXM SR n0 KLXDgl;talt3 a't:teflsszgzﬁc%seg\ﬂntw %rl?lfe(m takfrom
to data governance.

)V EFVMRE (SLIR -EXXSR EYXLSV GOVIGKLXIV
Capita One (Glenn Allan) covered how to use data to psychologist) on how to make better decisions under
automate building management and maintain regulatory pressure, based on her life-threatening experiences in
compliance, with Optivo (Robert Stewart) on the vital role the emergency services.
of data in its merger with Southern Housing and FireAngel
(Nick Rutter) covering smart homes and IoT. Based on the success of our inaugural Data Matters

4°89«@ pa 8a»"80« <E s89 %+<t atccdsx —E—« 98»
,ar<&5/F8s U+ +9U ,Ei+< E9 </Ela* ", 8+x8 &45:
+,+x<+x sA E&x 9 <&l 9E far fusthéE 5

information.

IntoZetta (Dan Yarnold and David Bamford) then co-
hosted an interactive discussion with Southern Housing
(Nicole Brosnan) and Shaw Consulting (Chris Shaw) on
the consequences of poor housing data, followed by
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Karbon

Homes’ digital
transformation
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Karbon Homes
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not broken down and made into something that both customers and colleagues can

Ve ~ 7

T%A % 1% OA -AxUi%f U 1 -A 6iA 16 xA iA fUiOe
merely pay lip service to.

>\

When | joined Karbon Homes as assistant director of ICT needed large-screen phones for our trade colleagues,
and digital transformation in March 2020, we had just quality tablets for those doing servicing and checks, and
added ‘digital transformation’ to my title. We've made mobile devices with high-quality cameras for housing

WMKRMOGERX TVSKVIWW WMRGI XLIR JISy&SYVWN BLYSY RI] KK X[EXEWI TLSXSW VIKYPEVP]

digital transformation has still only just begun. . )
9 ¥l 9 The handover process, albeit rather daunting because

Getting the basics right it involved the exchange of around 1,500 devices, was
Digital transformation isn’t about implementing the the perfect opportunity to take our colleagues on the
newest, most advanced and innovative systems; in journey with us and get them behind what we were trying
fact, that would just send some of our colleagues and to achieve. Self-service was prominent, with everyone
customers running in fear. Instead, it's about strengthening encouraged to set up their own devices and work

our digital foundations and getting the basics right, through back-to-basics study guides to ensure they were
ensuring the needs of our colleagues and customers are comfortable with the devices and apps’ functionality.
met. We began with how we provide IT services for our

At the same time, our day-to-day collaboration tools, such
as email, chat and document sharing, needed to become
8LI VWX WXEKI SJ SYV HMKMXEP XV E R wmligdx¥dMrepromeS Workrng practices so that
focused on hardware. That included a complete refresh collaboration via their new devices became a regular

of our end-user computing networks and planning our activity for everyone.

migration to cloud services.

colleagues.

;I EPVIEH] LEH XLI 2MGVSWSJX 4yGl WYMXI Y

Everyone needs to interact with some form of hardware case of raising our colleagues’ awareness of its capabilities
in order to engage digitally, so ensuring our colleagues and making the most of the tools available to stimulate
had the right devices for their jobs and that our systems digital collaboration.

FILMRH XLI WGIRIW [IVI EPP YT XS HEX{NE(FH.GX Jg.\l TYVTSWI .
. . . e did this via a digital champions education programme,
was the obvious starting point.

TVSZMHMRK QSRXLWYT XVEMRMRK SR SYV 4yG

§+s 4U +sUu+sé sdgs sd5a9«x platforms for the digital champions and then empowering

In common with most housing providers, Karbon Homes'’ them to pass on their skills to colleagues. It quickly became
[SVOJSVGI GSQTVMWIW E ZEVMIX] SJ S ylear tha Bhete iveRetd few who really embraced this role
based roles. This diversity forced us to focus on which and loved getting the badges to show progress but, as
XIGLRSPSKMIW [IVI VMKLX JSV HMUIVIRWXe &peeted, i Hidnhit\yiteSgors endughYnxensuring all

of laptops was never going to work for everyone; we also colleagues were getting the most from the tools.
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The last building block in our digital foundations was

0:4¢< £+1) *Eq *"SE s+554 MQTVSZMRK XLI LEVH[EVI MR SYV SyGIW ERH |
We are now in the second phase of extending our use of docking stations, screens and a new gigabyte software-

4yGl ERH LEZI IWXEFPMWLIH E u,IX 'EFGIORIA TS NIGXI VXBEWH] JSV LIFVMH [E]W SJ [SV
aim is to help colleagues get back 30 minutes per week ;1IVI EPWS XVMEPPMRK 2MGVSWSJX 8IEQW WT
by digitising or automating their regular activities. We're rooms, providing space away from the main desks for

approaching this department by department, asking them colleagues to join remote meetings.

to suggest what could be digitised or automated within

Now we have these hardware foundations, we're

their teams. looking at applying cloud migration to infrastructure-,

We have now created a product backlog and we're platform- and software-as-a-service. We've just moved

delivering the ‘Get Back 30’ outputs through Agile sprints SYV XIPITLSR] ERH GSRXEGX GIRXVI WSPYXM S
and releases, supporting our cultural shift towards product communications-as-a-service and contact centre-as-a-

management and agile delivery. service with help from IT supplier 8x8.

Better digital habits .,<SE9 8s UE39U+« E9x

We're also running a series of ‘digital habits’ sessions to It's an exciting time for us. Digital has become a key

support our ‘Get Back 30" campaign. Over a 10-month element of how we do things at Karbon Homes and it

TIVMSH [ITPP HIPMZIV GZI XLIQIW [LIVIplays¥ keySdreRr BuK stidhges fBURdations strategy’ over
PIEVR E WMQTPI HMKMXEP LEFMX XS QKQI RLIXQ (Z$VIEBEYBEMIRX

An example is our ‘collaborate’ theme. One habit is to When it comes to successful digital transformation at
EZSMH EXXEGLMRK OGPIW XS IQEMPW E Rk oigaRivatonHike ok, B YeklIRigKaboutl glaying the
via OneDrive or SharePoint, meaning both parties can both long game, starting strong and keeping our focus on the

[SVO SR XLI WEQI 0PI ERH RS PSRKIV RdustbmeantEmeayu® expexidhdel |
versions back and forth. Habits like this might seem very
straightforward but we need to encourage the adoption x U & q3 U x A U T U A 6 06f

R
SJI XLIWIF EWM G LEF MXW VWX Fl1J SVl [éng Eisitél B3 sfornfatd® & Karbon Homes.
further along our digital transformation process.
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Housing providers’ digital transformation projects could be at risk due to the
challenge of recruiting and retaining the right skills. Tim Cowland, a senior
consultant at Socitm Advisory, looks at how the sector is responding.

.,<xl0 9 @ §~x) ,, 9 +9U s&<a9« E9

One issue that consistently comes up in the conversations ;LIR XLIVI MW TVIWWYVI SR WXEG VIWSYVGI
that we have with senior housing professionals is the rushed, resulting in long-standing, clumsy work-arounds
HMYGYPX] XLI] LEZI SJ EXXVEGXMRK E ROHMigsiRgFunetiondity. Range pagagmes can become
skills in their organisations to deliver digital transformation JVEKQIRXIH ERH SYXGSQIW XLEX QMKLX FIF
and change projects. an organisation might have a negative impact on another

part.

The market has become increasingly employee-led.
MRGI XLl TERHIQMG WXEU LEZI QSVI (lQTPVM@INRXMRKHI & IGHXWEI GLERKI XEOIW XMQ|

on where they work as geographical barriers are broken time isn’t always readily available, especially in smaller

down. Furthermore, wages are rising for those who have organisations. A further risk is that these smaller teams

the skills to deliver digital change and people can now SIXIR PEGO E TVSNIGX QEREKIQIRX SyGIl XS
choose to work for organisations who better understand IGIGXMZI KSZIVRERGI SR GLERKI TVSNIGXW

the value of their role. Put simply, people with the right
skills for digital transformation projects don't want to work
for leaders who fail to understand the power of data and

Leaders and organisational structure

How an organisation’s leadership team approaches the

. digital agenda is becoming increasingly important. We

digital. SIXIR GRH XLEX XLIVI EVI PIKEG] VIEWSRW
As skills become more in demand and wages increase, digital sit within an organisation and that they are rarely

WQEPPIV SVKERMWEXMSRW ERH HMK M XEIRepreseqiat aitReHopM IGVY MX QIR X

ERH VIXIRXMSR TEVXMGYPEVP] HMyGY El'é\ditroﬁal\é{r\d\étﬂr%sRa\r/g holgn% grlganisations back, and

QIQ u Lmder runnmg%Mhe business.Ml'ﬁis can résul?(ln siloed

the government’s ‘apprenticeship levy’ becoming an

. . . ) o ways of working and a focus on tactical, short-term
increasingly attractive way of investing in team members.

matters rather than building a wider digital strategy and
8EI3x 9 E9 <s+9xiEs5+«< E9 road map that will meet strategic business objectives.

Housing providers have also told us that it's becoming This is nothin({raew. In all my years managing and advising

QSVI HMyGYPX XS KIX XIEQ QIQFIVW X S|n I?e|a|%‘|gnl tOdegIt'g‘,\{jaEl%Ad technology services, there
to-day roles to work on change programmes. Many

L o . have always been criticisms that “we’re pulled this way
organisations have traditionally used this method so that N . ,
and that” to resQond to ever-cgasngn users’ demands,

WXEUO WIGSRHIH JVSQ [MXLMR GER FVMRﬁ IH—|HM l\/le.REP I\dXYEP
: i . without there ever beinga stratégic roadmap in place.
knowledge to a project team and provide continuity

: : This needs to change, and it starts with developing a
when a project closes. However, this approach also has

more detailed understandirég,of the technical issues and
MXW HMWEHZERXEKIW JSV I\EQTPI [LIR Ié)l\(IV\{XMRK W X E Wh .

. X ) support within executive teams. Without this, we see
brought into business change teams, it can leave gaps

. . . . organisations exposed to a variety of risks and missing out
in other parts of the business and the quality of services

, 3 on innovation.
SUlVIH XS GYWXSQIVW GER WYulV
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Adopting innovation and technology VIXEMRMRK JYPP XMQI QIQFIVW SJ WXEUO SV [S'
It's clear that many leadership teams and boards want IW\MWXMRK WXEU QIQFIVW MR HIZIPSTQIRX VSPI
to adopt technology but often don’t understand the them to create and shape a resilient future team.

detail and wider implications, including the strategic
opportunities and risks. For this reason, there is a growing

derEaFd f;)/lr at least opetl?)oard merlnber to havela O,“g'tal model is becoming increasingly popular. It enables boards
portiofio. Many organisations are aiso now empioying a and executive teams to implement the technical and

GLMII MRISVQEXMSR SYGIV 1ZIR MI SRE| SKT | bYrb AW &1t MW € osvi oswx 1a16x
o bring digital skills to the boardroom. reducing risk and avoiding the mistakes that other housing

As organisations wrestle with the problem of attracting and
VIXEMRMRK WXEUG MR XLI GYVVIRX GMVGYQWXE

This isn’t always achievable for smaller organisations. As providers have made before them.
a consequence, we're now receiving a growing number
of requests to provide this expertise ‘as a service.' As a Tim Cowland is a senior consultant at Socitm

vendor-neutral partner, this involves us advising boards and

. . . Advisory.
executive teams on digital matters without the overhead of

Collaborating

with Gen Z

Richard McPhee, Solutions Director, Gamma

{xA 1 3 1A 16 .8 x _x T10A%k “xUeA
reality a ‘new normal’ is a cliché, we can’t ignore how
the pandemic acted as a catalyst for change.

+PI\MFPI SV L]JFVMH [SVOMRK SRGI| ER fé&ld sthse 6flfRripb3e ant\Achie@&ment and are basing
INTIGXIH F] QSWX IQTPS]IIW .R TEV XM Ghéirdakéer Holcdas bhlpiupdse iand principles’, as well as
priorities of the younger generation of workers are shaping work-life balance.

XLI [E] GSQTERMIW ETTVSEGL RI[ XIGLR&S\XI’%IYII

OV\\I/V\}:)JR-’M&\MXEPP] REXMZI KIRIVEXMSR
and processes.

F] XLI TVSWTIGX SJ GI\MFPI [SVOMRK STXMSR\
For business leaders, this poses new challenges to TERHIQMG NYWX SRI MR NSFW SR 1MROIH.F
IRWYVI EPP EVI WEXMW(OIH TVSHYGXMZATERME B XBPERSVEXMZXIP] XLEX GKYVI JIPP XS
VIKEVHPIWW SJ PSGEXMSR -S[IZIV XL thestartion2022. EPWS SUIVW RI]J
opportunities to create workplaces where any barriers to
positive behavioural changes are removed and where the
adoption of new technologies is fostered and encouraged.

Business leaders must therefore re-evaluate the tools
and solutions they have to cater for the needs of this new
group of workers. While established employees might
cdXx M 9 <« & U8«8sda EU PEs)x :49 -  struggle to adapt to new technologies and be more

Gen Z (also known as ‘digital natives’ and ‘zoomers’) will resistant to change, Gen Z recognises the importance
comprise almost a third of the workforce by 2025, bringing of technology to encourage collaboration and welcome
with them fresh perspectives on values and ways of new solutions that can help them establish better working
working; for them, work is what you do, not where you do relationships and better work-life balance.

it. More than other earlier generations, Gen Z are looking



Company culture EQusx E9Q E'as | E Ta

When remote working became the norm, it shook the Adopting the right technology to enable collaboration is
foundations of most corporate cultures. It became clear vital. With the right tools, employees are empowered to
that business leaders had been reluctant to change for [SVO JVSQ XLIMV PSGEXMSR SJ GLSMGI IRN
no real reason; employees continued to do their work uaI\MFPI [SVOMRK LSYVW ERH MR XYVR MRG

remotely with the same level of productivity. . .
y P y Yet the number and variety of collaboration tools can

Housing providers should foster a culture of change and be overwhelming. Faced with this situation, business
GIN\MFMPMX] [LIVI WXEUG JIIP IQTS[IVIH X@nhQricstiBrGandprpductivity are often fragmented
ways of working that can increase productivity and foster a and left to end-users’ own preferences. A lack of

better work-life balance. direction and messaging around what the business is

working toward also threatens to hinder the adoption of

8a+ts Eu | +9 & : . : .
collaboration tools, particularly without adequate training.

Humans are creatures of habit; when anything changes

in our daily lives, we tend to be resistant to it and are While Gen Z and millennials are more receptive than most

scared it will complicate and disrupt our lives. TISTPI XS LJFVMH [SVOMRK ERH XLI FIRIOXW
GSPPEFSVEXMSR XSSPW I\MWXMRK IQTPS]I
hard to adapt to the sea of changes we’ve had to face in

the past few years.

This is evident when new technology is adopted.
Changing processes with new tools can often jeopardise
that feeling of comfort in the ‘old ways’, with some people
refusing to adopt new ways of working and defaulting to +SV RS[ MX{W EPP EFSYX 0RHMRK E FEPER
what they know. clear direction and training will be vital. Co-creating the

S future of work can’t be done with a divided workforce.
To ensure new technology adoption is welcomed,

FYWMRIWW PIEHIVW QYWX XEOI XLI XMQI. XS [EPO_XLIMY WXEU R o N ,
XLVSYKL XLI FIRIGXW SJ RI[ XIGLRSPSKMHv XL X 1fsAA U 6e UoT LU A, I
improve their day-to-day lives and why it will be Gamma.

important to the individual's work.
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2 O 2 3 We are excited

to launch ticket
registrations on
Monday 03 October.

Introducing our modern new venue for our

13th consecutive Housing Technology
conference and executive forum : The

East Midlands Conference Centre in

CE<< 9 *50 %=*) 9 D8x0baV&Eh
2023 @ < )&« s& x<s+< E9x +*sa 9
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SECURE YOUR REDUCED RATE THEMES FOR HOUSING
TICKET PRICE TECHNOLOGY CONFERENCE 2023
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AE&UESE - %aild5/&4s —E—— <E xal§sacompliance
the bestrate ¢ ¥ES 1+9 AEE) +9 9 "asxE Agile infrastructures

< 1)a<@ Es E9, 9ac 5 Data management

Please visit our website for more Dl Lyl eilion

details: conference.housing-
technology.com.

Finance & procurement
Innovation & resilience

Tenants as consumers

PE PR

The internet of housing

get involved!

Looking ahead
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CONTACT US FOR ENQUIRIES ABOUT BEING A POTENTIAL SPEAKER, SPONSOR,

Housing provider and local authorities’ Sponsorship and exhibitor enquiries from

speaker and presentation opportunities , please technology suppliers and IT/business

contact Alastair Tweedie, editor and co-founder consultancies , please email George Grant,

of Housing Technologyat +,+x<+* sA E3§x 9 CEO and co-founder of Housing Technology at
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