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Data, standards & straight-through processing

The common thread through almost every story in Housing Technology and 
every housing provider’s technology and business goals (or problems) is that of 
disconnected, inconsistent, disparate or just plain bad (pick your adjective) data.

Shared data standards (c.f. our recent ‘Data Standards in Social Housing 2025’ 
report, available now from housing-technology.com/research ) are now a viable 
solution to this problem. If they are applied as early as possible to ‘upstream’ 
data sources, data standards are the catalyst to remove the most frequent 
problems associated with siloed data sources. The ‘standardised’ data from all 
of those upstream sources can then be surfaced, internally and externally, for 
�í�3���Ù� �½�����������ô���Á�����ˆ�Ù�î�¸�è�|���¸�ô�î����� �¸���ô�����–���½� ��� ���?�ô�1����� �î�½�����Á�Ó���è� ���ô���3�����Á���ô�����Ù�î�Ó�‰�|

End-to-end processing
Straight-through processing extends this idea further. As far back as 2008, 
Housing Technology has espoused straight-through processing (STP) in social 
housing – this is the concept of automated, end-to-end transaction processing 
without manual intervention. For example, a tenant’s repair request can pass 
seamlessly to all relevant parts of a housing provider (and its contractors) 
without the need for re-keying data or manual interventions.

�{�×�Á���·�Á�î�Á�>�������ô�Ò���u�{�n��� �¸�¸�����Á���Á�2���ô�î�Á�î���Ù� �è�è�3��� �����í�ô���Á��� �����è�Ù�¸� ���Ù�ô�î�����¸� �î����� �è�æ�����ô���Á� �¸�×��
other (which is where data standards come in), although there will naturally be 
‘outliers’ where the time and resources needed to bring them into the STP fold 
outweigh the advantages of doing so. 

Data differences
Aside from the cultural implications and issues around STP, one of the principal 
�·� �����Ù�Á���������ô���u�{�n���¸�ô�î�¸�Á���î�����½� ��� ���>�Á�è�½���w���Ò�ô���í� ������� �î�½�����Á�í� �î���Ù�¸����� �̂Á����� �è�‰���½�Ù�Ò�Ò�Á���Ù�î�Ó��
between applications.

However, the technologies necessary to achieve STP (i.e. middleware, open APIs, 
web services & integration tools) are widely available, as are data standards from 
HACT, the Ministry of Housing, Communities & Local Government and Open 
Data Exchange (ODX).

Bite-sized approach
Housing providers can start by looking at their IT estates in conjunction with 
their business processes to assess where STP and data standards can deliver the 
�Ó���Á� ���Á�������·�Á�î�Á�>���w���·�Á�Ó�Ù�î�î�Ù�î�Ó���1�Ù���×��� ���·�Ù���Á�Œ���Ù�:�Á�½��� �������ô� �¸�×�����×� �����Ò�ô�¸�����Á�����ô�î���è�Ù�î�æ�Ù�î�Ó��
�ä��������� ���Ò�Á�1��� �����è�Ù�¸� ���Ù�ô�î����� �����>�������w���·� ���Á�½���ô�î���¸�ô�í�í�ô�î���½� ��� ������� �î�½� ���½���w���·�Á�Ò�ô���Á���ä�ô�Ù�î�Ù�î�Ó��
up the dots across the rest of the organisation.
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Forthcoming events

TECHNOLOGY SHOWCASE Please see housing-technology.com/showcase  for more information
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Asprey Assets  
�7�K�H���K�R�O�L�V�W�L�F���D�V�V�H�W���P�D�Q�D�J�H�P�H�Q�W���V�R�O�X�W�L�R�Q����

�Z�L�W�K���L�Q�V�L�J�K�W�I�X�O���E�X�V�L�Q�H�V�V���L�Q�W�H�O�O�L�J�H�Q�F�H��

�K�‰�Ÿ�u�]�•�������•�•���š�•���š�}�Á���Œ���•�����}�Œ�‰�}�Œ���š�����P�}���o�• 

Asset Management  :  Compliance   :  Works 

Management  :  Mobile Working  :  Asset 

Rationalisation & Option Appraisal  

�/�v�š���o�o�]�P���v�š�����•�•���š���D���v���P���u���v�š 

www.aspreysolutions.co.uk  

Info@aspreysolutions.co.uk  

0330 460 9752 

Holistic Asset Management  

Environmental monitoring

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

Fire, damp & mould risk insight

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

Futureproof properties  

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

Remote monitoring made simple 

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

FireAngel Connected

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

Smart solutions
for safer homes

Discover More
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Special feature - AI in housing  

powered by PIMSS

compliance
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Switching to an eSIM from EE allows 
you to change network at the push 
of a button, without the hassle of 

having to swap a physical SIM card.

Now your remote workers can keep Now your remote workers can keep 
using their devices, �4eld workers 

can dodge disruption and your 
organisation has one less thing to 

organise.

For more information, get in touch For more information, get in touch 
with our team at Social Telecoms. 

Contact us on 01743 730100 or 
sales@socialtelecoms.org.uk

�ð�C�ˆ�þ� �‚���þ�Æ���6�6���£�ð�ˆ�¸�ð���C�ˆ�þ�‚���ð�Æ� �ˆ���ª���þ�6�ª�6� �Æ�¸�ð�¯
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26 32 Mid Devon Housing tackles 
damp & mould 

All watched over by 
machines of loving grace – 
AI assistants & social care  
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A comprehensive arrears solution built to 
support staff with the analysis, prioritisation 
and management of rents and arrears.

Request a demo

Data Standards in 
Social Housing 2025
Does one size fit all?

Get your copy of our report from 
housing-technology.com.



TICKETS ARE ON SALE FROM 01 JUNE NUMBERS ARE LIMITED, SO SAVE THE DATE - DON’T MISS OUT!  
housing-technology.com/event/data-matters-2025

Housing Technology is 
proud to present the �rst 
seven expert speakers 
for Data Matters 2025. 
From harnessing 
AI to implementing 
data standards and 
achieving meaningful 
data governance, our 
speakers bring bold 
insights from across 
the sector.

BARNET GROUP
�•�B�ÿ���÷�ð���A�ð�J�"�ð���ÿ���ã�ð�i�"�O�>�ð�B�J�>�O�Ù�J�O�>�ã�ß�ð
���ð�O���B�J�>�O�Ù�J�O�>�ã�ß�ð�ˆ�€�X�ð�ß�¾�J�¾LONDON BOROUGH OF 

SOUTHWARK
A real-world implementation 
of data standards in housing 
���ð�O���B�J�>�O�Ù�J�O�>�ã�ß�ð�ˆ�€�X�ð�ß�¾�J�¾

LHP
�>�"�c�ð�Ý�ß�¾�J�¾�ð���¾�J�O�>�ã�Þ�ð�¾�>�ã�ð�i�"�O�ð���ð
getting your data ambitions 
off the ground 

FREEBRIDGE COMMUNITY 
HOUSING
�"�¾�J�¾�ð�Ý�B�c�¾���;�B�Þ�ð���ð�¾�Ù�ü�ÿ�ã�b�ÿ���÷�ð
�÷�"�"�ß�ð�ß�¾�J�¾�ð�ö�"�>�ð���A�ð���ð�>�ã�÷�O���¾�J�"�>�i�ð
compliance 

FUZA
�¡�ü�i�ð���A�ð�ÿ���ð�ü�"�O�B�ÿ���÷�ð���ã�ã�ß�B�ð
data standards  

RED KITE COMMUNITY 
HOUSING
Beyond the dashboard – A 
‘whole system’ approach to 
�ß�¾�J�¾�ð�÷�"�b�ã�>���¾���Ù�ã�ð���ð�ÿ���B�ÿ�÷�ü�J�ðSELWOOD HOUSING

Microsoft Fabric, data 
�B�J�¾���ß�¾�>�ß�B�ð���ð���A�É�¾���¾���i�J�ÿ�Ù�B�ð
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Rachel Ratty, Sales & Marketing Director, Asprey Ma nagement Solutions

I love spreadsheets… I think they’re great, indispensable 
and I’ve used them daily for years (in fact, Microsoft Excel 
turns 40 this year). They’re simple, familiar and incredibly 
powerful, like a trusty old pair of shoes that you can 
always rely on

• �Spreadsheets can do powerful calculations, they’re 
�ü�I�\�M�F�P�I���E�R�H���X�L�I�]�¶�V�I���[�M�H�I�P�]���E�Z�E�M�P�E�F�P�I��

• �Spreadsheets are easy. They allow users to play around 
with numbers, presentation, formulas and graphs.

• �They allow users to easily prototype a report/solution 
�[�M�X�L�S�Y�X���G�S�Q�Q�M�X�X�M�R�K���X�S���X�L�I���û�R�E�P���S�Y�X�T�Y�X��

• �People have invested time in them, with years spent 
honing their ‘vlookup’ skills, formatting pivot tables and 
choosing just the right graph to make their data mean 
something to someone.

I’m not alone…
Is there anyone who doesn’t use a spreadsheet? Around 
75 per cent of UK businesses rely heavily on Microsoft 
Excel for tasks such as budgeting, forecasting and 
�H�I�G�M�W�M�S�R���Q�E�O�M�R�K�����.�R���J�E�G�X�����������T�I�V���G�I�R�X���S�J���S�ý�G�I���[�S�V�O�I�V�W�¶��
time in the UK is spent using Excel, with many businesses 
depending on it for data analysis. Remarkably, over half of 
these users have never received formal training.

Excel has become an essential tool across almost every 
industry and is arguably the most powerful and successful 
form of self-service computing for rapid results.

But…
���T�V�I�E�H�W�L�I�I�X�W���E�V�I�R�¶�X���[�M�X�L�S�Y�X���X�L�I�M�V���ü�E�[�W�����&���U�Y�M�G�O���S�R�P�M�R�I��
search will yield thousands of stories about spreadsheet 
�I�V�V�S�V�W���E�R�H���L�M�K�L���T�V�S�û�P�I���*�\�G�I�P���F�P�S�S�T�I�V�W�����;�L�M�P�I���W�T�V�I�E�H�W�L�I�I�X�W��
play a vital role in businesses, it’s still worrying to see so 
many organisations using them for unsuitable purposes.

In social housing, with large volumes of critical d ata (not 
least in relation to compliance and tenants’ health  & safety), 
there are inherent process, audit, accuracy and sec urity 

risks in using spreadsheets to meet the data-proces sing 
standards needed for compliance and tenants’ data.

The problems with Excel
The problems with spreadsheets aren’t related to the 
�W�S�J�X�[�E�V�I���M�X�W�I�P�J���F�Y�X���L�S�[���M�X�¶�W���E�H�E�T�X�I�H���E�R�H���Y�W�I�H���M�R���W�T�I�G�M�û�G��
contexts. In sectors such as social housing, relying on 
spreadsheets for managing regulatory compliance or 
property conditions can be extremely risky.

Location, location, location…
Where are your spreadsheets stored? In many 
organisations, spreadsheets have proliferated across 
teams, often with multiple versions in circulation. The 
results? Fragmented and hard-to-control environments 
with no clear record of who has or had access to what 
data (and who has time to police such a thing?).

Even if there’s centralised storage (via SharePoint, for 
example), users can still create their own versions, creating 
�G�L�E�S�W���[�M�X�L���Q�Y�P�X�M�T�P�I���E�R�H���S�J�X�I�R���G�S�R�ü�M�G�X�M�R�K���H�E�X�E���W�I�X�W��

Access, control & data protection
With increasing scrutiny over data protection and 
GDPR compliance, spreadsheets often fall short. While 
�T�E�W�W�[�S�V�H�W���S�ú�I�V���W�S�Q�I���W�I�G�Y�V�M�X�]�����X�L�I�]���P�E�G�O���X�L�I���V�S�F�Y�W�X��
access controls provided by specialised software 
solutions. With spreadsheets, anyone can access sensitive 
�H�E�X�E�����G�V�I�E�X�M�R�K���W�M�K�R�M�û�G�E�R�X���V�M�W�O�W���X�S���F�S�X�L���T�I�V�W�S�R�E�P���E�R�H��
organisational information.

Errors, errors, errors…
One of the biggest dangers of using spreadsheets is 
human error. We’ve all made mistakes, whether it’s 
accidentally deleting a cell or overwriting critical data. 
As spreadsheets grow more complex, with advanced 
formulas and interconnected workbooks, errors can 
snowball (that no one has the time or capacity to 
investigate), leading to faulty conclusions and potentially 
catastrophic decisions.

I love 
spreadsheets…
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�9�P�X�M�Q�E�X�I�P�]�����[�M�X�L�S�Y�X���T�V�S�T�I�V���X�V�E�G�I�E�F�M�P�M�X�]�����M�X�¶�W���H�M�ý�G�Y�P�X���X�S��
pinpoint where things went wrong and who’s accountable.

Reporting challenges
�&�R�]�S�R�I���[�M�X�L���û�R�E�P���V�I�W�T�S�R�W�M�F�M�P�M�X�]���J�S�V���V�I�T�S�V�X�M�R�K���O�R�S�[�W���X�L�I��
frustrations of having to collate multiple spreadsheets, 
�Y�R�H�I�V�W�X�E�R�H���X�L�I�M�V���G�S�R�X�I�\�X���E�R�H���L�E�Z�I���G�S�R�û�H�I�R�G�I���M�R���X�L�I��
information they are reporting, let alone the time it takes 
to generate sensible outputs from multiple sources.

At the most basic level, each data/reporting source will 
probably have its own asset/property register (and they’re 
�E�P�W�S���P�M�O�I�P�]���X�S���H�M�ú�I�V���J�V�S�Q���I�E�G�L���S�X�L�I�V���E�R�H���S�V���F�I���S�Y�X���S�J���H�E�X�I������
�E�R�H���[�L�S���O�R�S�[�W���[�L�E�X���M�R�X�E�R�K�M�F�P�I���µ�û�P�X�I�V�W�¶���Y�W�I�V�W���L�E�Z�I���E�T�T�P�M�I�H��
�[�L�I�R���G�V�I�E�X�M�R�K���X�L�I�M�V���W�T�V�I�E�H�W�L�I�I�X�W���M�R���X�L�I���û�V�W�X���T�P�E�G�I�$

Anyone who has attempted to showcase thorough 
management processes, supported by data and 
evidence-based reports, to an auditor or senior 
management is likely to have struggled when faced 
�[�M�X�L���I�Z�I�R���X�L�I���W�M�Q�T�P�I�W�X���U�Y�I�W�X�M�S�R�W��

Why do people still use unsuitable spreadsheets?
The short answer is because they already know 
�L�S�[�����3�I�E�V�P�]���I�Z�I�V�]�S�R�I���M�R���E�R���S�ý�G�I���W�I�X�X�M�R�K���L�E�W���E���F�E�W�M�G��
understanding of Excel, with many of us relying on the 
‘Excel guru’ in our network when we need help with more 
�E�H�Z�E�R�G�I�H���X�E�W�O�W�����&�R�H���*�\�G�I�P�¶�W���T�S�[�I�V���E�R�H���ü�I�\�M�F�M�P�M�X�]���L�E�Z�I��
made it an enduring tool over the years.

The bottom line
While spreadsheets are an integral tool in virtually every 
business, and as capable and familiar for many users 
�E�W���*�\�G�I�P���M�W�����X�L�I�]���[�M�P�P���R�I�Z�I�V���T�V�S�Z�M�H�I���X�L�I���I�ý�G�M�I�R�G�]�����H�E�X�E��
�E�G�G�Y�V�E�G�]�����Z�E�P�M�H�E�X�M�S�R���G�E�T�E�F�M�P�M�X�]�����E�Y�H�M�X�E�F�M�P�M�X�]���S�V���G�S�R�û�H�I�R�G�I���M�R��
outputs that the right software solution will provide.

Asprey’s clients, many of whom previously relied on 
multiple spreadsheets and contractor portals, have found 
that cloud-based asset and compliance management 
solutions drastically reduce administrative burdens and 
improve data management. By consolidating planning, 
management and reporting into a single solution, we 
make it easier to maintain clean, accurate data and ensure 
transparency across all property-related activities.

While spreadsheets will always have a place in business, 
they simply aren’t suitable for managing the condition and 
�W�E�J�I�X�]���S�J���W�S�G�M�E�P���L�S�Y�W�M�R�K���T�V�S�T�I�V�X�M�I�W�����8�L�I�]���G�E�R���S�ú�I�V���V�E�T�M�H��
solutions for the complex manipulation of large datasets 
(albeit only temporarily, but some information is better 
than none), which is why they proliferate, but they are 
rarely future-proof when longer-term solutions demand 
more rigorous validation, robustness and data security.

Rachel Ratty is the sales and marketing director 
at Asprey Management Solutions.
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Addressing digital transformation can sometimes feel 
more suited to a team of superheroes than a housing 
provider, but every good origin story starts with a 
challenge. For us, it was realising that our systems were 
holding us back and our people deserved better tools to 
do their jobs.

We knew this wasn’t just a technology project. It 
was a mission to completely rewire how we serve 
our communities. Ultimately, we needed to deliver 
something that made life better for both our colleagues 
and our customers. And with the need to build a strong, 
empowered team and deliver change across multiple 
phases, you’d be forgiven for thinking it came straight 
from the Marvel Cinematic Universe.

Our villain – legacy complexity
�'�I�J�S�V�I���X�L�I���û�V�W�X���T�L�E�W�I���S�J���X�V�E�R�W�J�S�V�Q�E�X�M�S�R�����G�Y�W�X�S�Q�I�V���W�I�V�Z�M�G�I��
was being held back by fragmented systems, clunky 

handovers and generally poor processes. Customers 
felt the frustration – being passed from one team to 
another, chasing answers and often waiting longer than 
they should. A lot of this stemmed from the limits of our 
traditional housing management systems.

Wythenshawe Community Housing Group was the winner of the Digital 

Transformation award at the Housing Technology 2025 Awards. Kenny Kristiansen 

explains more about the housing provider’s award-winning project.

Avenging transformation 
– Beginning our Salesforce journey

Charlotte Horrocks and Kenny Kristiansen from Wythe nshawe Community 
Housing Group, with Housing Technology’s George Gra nt

DIGITAL 
TRANSFORMATION



housing-technology.com
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Behind the scenes, our ‘customer hub’ team worked 
heroically despite the technology. Processes were 
complex, data was stored in multiple places and the tools 
�H�M�H�R�¶�X���S�ú�I�V���X�L�I���J�Y�P�P���T�M�G�X�Y�V�I�����&�W���S�R�I���G�S�P�P�I�E�K�Y�I���W�E�M�H�����¸�;�I��
want to help, but we’re spending too much time looking 
for the right information.”

When we needed a beacon of hope, our legacy systems 
were more Tin Man than Ironman – unpredictable, 
�Y�R�L�I�P�T�J�Y�P���E�R�H���H�I�û�R�M�X�I�P�]���R�S�X���[�S�V�O�M�R�K���M�R���L�E�V�Q�S�R�]��

Our saviour – introducing Pulse
Enter Pulse, our internal name for our bespoke Salesforce 
implementation. But Pulse isn’t just a CRM. It’s the central 
nervous system of our new way of working. It brings 
together data, systems and services into one place, giving 
our teams the tools they need, when they need them.

Choosing Salesforce over a traditional housing 
management system wasn’t the safe or obvious choice 
�F�Y�X���M�X���[�E�W���X�L�I���V�M�K�L�X���S�R�I�����;�I���[�E�R�X�I�H���W�S�Q�I�X�L�M�R�K���ü�I�\�M�F�P�I��
and future-proof, built around people, not processes; 
Pulse gives us that. It also opens up how we develop 
and support it, without needing to rely on overstretched 
consultants and support teams tied to traditional systems.

We integrated Pulse with our core platforms such as 
Orchard, 8x8 and M3, and built custom dashboards and 
journeys shaped around real users’ needs. Whether it’s 
�Q�E�R�E�K�M�R�K���E���W�I�V�Z�M�G�I���V�I�U�Y�I�W�X�����G�L�I�G�O�M�R�K���E���G�Y�W�X�S�Q�I�V�¶�W��
communication preferences or pulling up a repair history – 
everything is faster, smarter and clearer. Everything is now 
in one place.

This wasn’t just a system upgrade, it was a culture shift.

Our heroes – one team
We knew Salesforce wouldn’t be rolled out in one big 
bang. This was always going to be gradual – mapping out 
what was needed and moving from one way of working 
to another. We took a ‘one team’ approach, forming cross-
functional groups from across the organisation. They led 
process mapping, testing and training, and making sure 
�X�L�I���R�I�[���W�]�W�X�I�Q���V�I�ü�I�G�X�I�H���L�S�[���[�I���W�L�S�Y�P�H���F�I���[�S�V�O�M�R�K�����R�S�X��
just what we’d always done.

If the members of the project team were the Avengers, 
�X�L�I�R���S�Y�V���M�R���L�S�Y�W�I���X�V�E�M�R�I�V���[�E�W���H�I�û�R�M�X�I�P�]���S�Y�V���-�E�[�O�I�]�I���³��
delivering targeted training with precision. From video 
content to in-person sessions, we brought everyone on 

the journey and gave ourselves the 
best shot at a successful launch.

We also set up strong early-
life support. Project managers, 
subject matter experts and our 
implementation partners at 
Alscient were on-site during the 
go-live to support teams in real 
time – they were our very own 
Guardians of the Galaxy.

Along the way, we learned 35 key 
lessons, covering everything from 
deployment planning to better 
communication. These are already 
being used to shape our future 
phases.

Our results – making an impact
Within three months of Pulse’s launch, we saw a positive 
shift. Customer satisfaction rose from 87 per cent to 
89 per cent and our customer hub team’s satisfaction 
with technology jumped from 4.9 to 6.7 – the biggest 
improvement across the organisation. While these might 
sound like small steps, these were achieved during what’s 
usually a fairly bumpy period of adjustment, making that 
progress even more meaningful.

�)�Y�T�P�M�G�E�X�I�H���X�E�W�O�W���E�V�I���H�S�[�R�����X�V�E�M�R�M�R�K���R�I�[���W�X�E�ú���M�W���I�E�W�M�I�V��
and updates can be made remotely. This is making us 
�Q�S�V�I���I�ý�G�M�I�R�X�����G�Y�X�X�M�R�K���X�V�E�Z�I�P���X�M�Q�I���E�R�H���V�I�H�Y�G�M�R�K���S�Y�V���G�E�V�F�S�R��
impact. It might not be saving the world but it’s certainly a 
step in the right direction.

Most importantly, our colleagues now have a clearer 
view of our customers. That means they can understand 
someone’s situation before picking up the phone, and not 
�E�J�X�I�V���P�S�K�K�M�R�K���M�R�X�S���J�S�Y�V���H�M�ú�I�V�I�R�X���W�]�W�X�I�Q�W���E�R�H���R�E�Z�M�K�E�X�M�R�K���X�L�I��
multiverse for answers.

Our future – the endgame
The customer hub was only phase one. We’re now 
expanding Pulse across our housing teams, giving them 
the same clarity and tools. We’re also integrating our 
Living Well service, which includes support such as 
safeguarding, and launching a new customer portal and 
app so residents have more control and convenience.

After that, we’ll be tackling assets and repairs – bringing 
everything under Pulse, phasing out our outdated systems 
and creating a seamless experience from end to end; in 
short, we’re just getting started!

Kenny Kristiansen is the director of ICT, data 
and digital at Wythenshawe Community 
Housing Group. The housing provider was the 
winner of our Digital Transformation award at 
the Housing Technology 2025 Awards.
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PIMSS Data Systems has launched a new module for its existing Compliance product 

�1�×�Ù�¸�×�������Á�������=�����ô���Á�2����� �¸�����½� ��� ���Ò���ô�í���½�ô�¸���í�Á�î���������ô��� �����ô�í� ���Ù�¸� �è�è�3�������½� ���Á���1�ô���æ�?�ô�1����� �î�½��

remedial works.

PIMSS Compliance AI Document Reader saves users time 
by manually extracting data from documents, removing 
the need for end-users to use templates for reading 
documents and run data-loads from spreadsheets.

Compliance AI Document Reader uses Microsoft’s Azure 
Cognitive Services to extract information from documents. 
The module recognises both typed and handwritten 
�X�I�\�X�����H�E�X�E���W�T�E�R�R�M�R�K���Q�Y�P�X�M�T�P�I���P�M�R�I�W���E�R�H���H�E�X�E���ü�S�[�M�R�K���S�Z�I�V��
separate pages. The system recognises where remedial 
actions are needed and creates work items within the 
system that can be assigned to internal teams and 
external contractors to be actioned.

The AI service is trained using the documents it ne eds to 
recognise by uploading only a few samples of a docu ment 
and identifying the data needed to be extracted. Wh en a 
document is sent for processing, it uses AI to iden tify the 
type of document and appropriate model to extract t he data.

Automatic validation of each document associates the 
�H�S�G�Y�Q�I�R�X���[�M�X�L���E���W�T�I�G�M�û�G���[�S�V�O�ü�S�[���M�R���5�.�2�������(�S�Q�T�P�M�E�R�G�I��
�
�Z�M�E���9�5�7�3���E�R�H���E�W�W�S�G�M�E�X�I�H���[�S�V�O�ü�S�[���X�]�T�I�������8�L�I���H�S�G�Y�Q�I�R�X��
�Y�T�H�E�X�I�W���X�L�I���[�S�V�O�ü�S�[���I�Z�I�R�X�W���M�R���X�L�I���W�]�W�X�I�Q�����M�R�G�P�Y�H�M�R�K���X�L�I��
creation of remedial works and actions, next inspection 
due dates and retaining the PDF document with the 
�E�W�W�S�G�M�E�X�I�H���[�S�V�O�ü�S�[��

Each line of data extracted from a document is given a 
�G�S�R�û�H�I�R�G�I���W�G�S�V�I���J�S�V���E�G�G�Y�V�E�G�]� ���E�R�]���H�E�X�E���J�E�P�P�M�R�K���F�I�P�S�[���E��
certain threshold is automatically rejected and placed ‘on 
�L�S�P�H�¶���J�S�V���E�R���I�R�H���Y�W�I�V���X�S���V�I�Z�M�I�[�����)�S�G�Y�Q�I�R�X�W���[�L�M�G�L���V�I�U�Y�M�V�I��
user review can have any erroneous data corrected in 
place and then progressed to update the system.

PIMSS releases AI Document 
Reader for compliance
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Arlene Griffin, Head of Housing Commissioning 
and Strategy, Swindon Borough Council

�&�X���û�V�W�X�����X�L�I���M�H�I�E���S�J���V�I�T�P�E�G�M�R�K���S�Y�V���P�I�K�E�G�]���L�S�Y�W�M�R�K��
management system seemed deceptively simple. All 
we had to do was choose the right system, migrate our 
existing data, integrate the two and that would be that.

�4�J���G�S�Y�V�W�I�����[�I�¶�V�I���R�S�X���U�Y�M�X�I���E�W���R�E�º�Z�I���E�W���X�L�E�X���³���[�I���O�R�I�[��
�M�X���[�S�Y�P�H�R�¶�X���F�I���U�Y�M�X�I���W�S���W�X�V�E�M�K�L�X�J�S�V�[�E�V�H�����;�I���E�R�X�M�G�M�T�E�X�I�H��
complexity. We understood the NEC system we’d selected 
�[�E�W���T�S�[�I�V�J�Y�P���E�R�H���V�I�U�Y�M�V�I�H���L�I�E�Z�]���G�S�R�û�K�Y�V�E�X�M�S�R�����;�I���I�Z�I�R��
knew we’d need external implementation skills to support 
us. What we underestimated was the true scale of the task 
ahead.

Despite having NEC consultants and our implementation 
�T�E�V�X�R�I�V���6�1�5���S�R�F�S�E�V�H�����E���W�M�K�R�M�û�G�E�R�X���E�Q�S�Y�R�X���S�J���X�L�I���[�S�V�O���W�X�M�P�P��
rested on the shoulders of our internal project team drawn 
from across the business.

On time & within budget
It soon became clear that to meet our delivery milestones 
and stay within budget without compromising on best 
�T�V�E�G�X�M�G�I�����[�I���[�S�Y�P�H���R�I�I�H���X�S���W�M�K�R�M�û�G�E�R�X�P�]���V�I�H�Y�G�I���S�Y�V��
�Q�E�R�Y�E�P���I�ú�S�V�X�W��

�8�L�I���Q�E�M�R���U�Y�I�W�X�M�S�R���[�E�W�����L�S�[���H�S���[�I���H�I�P�M�Z�I�V���µ�V�M�K�L�X���û�V�W�X���X�M�Q�I�¶��
while cutting 100s of people-hours from the project?

Exploring the potential of AI
QLP proposed a proof of concept (PoC) to see whether 
AI could streamline some of our most time-intensive 
processes, particularly the transformation of our business 
�V�I�U�Y�M�V�I�Q�I�R�X�W���M�R�X�S���G�P�I�E�V�P�]���H�I�û�R�I�H�����X�I�W�X�E�F�P�I���E�G�G�I�T�X�E�R�G�I��
�G�V�M�X�I�V�M�E�����8�L�M�W���L�E�H���T�V�I�Z�M�S�Y�W�P�]���F�I�I�R���E�R���I�R�X�M�V�I�P�]���Q�E�R�Y�E�P���X�E�W�O��

• User stories created by business analysts;
• Development of the acceptance criteria;
• �7�I�Z�M�I�[���E�R�H���W�M�K�R���S�ú���F�]���F�Y�W�M�R�I�W�W���W�X�E�O�I�L�S�P�H�I�V�W� 
• Test cases manually written by the test team.

Automating acceptance criteria
The PoC started by automating the creation of acceptance 
criteria for each user story. The early results weren’t great 
because the AI-generated outputs lacked accuracy, 
�M�R�Z�I�R�X�I�H���V�I�U�Y�M�V�I�Q�I�R�X�W���E�R�H���Y�W�I�H���M�R�G�S�V�V�I�G�X���X�I�V�Q�M�R�S�P�S�K�]��

�'�Y�X���M�X�I�V�E�X�M�S�R���S�J���X�L�I���E�G�G�I�T�X�E�R�G�I���G�V�M�X�I�V�M�E���T�E�M�H���S�ú�����;�M�X�L��
�I�R�V�M�G�L�I�H���T�V�S�Q�T�X�W���X�L�E�X���M�R�G�P�Y�H�I�H���L�S�Y�W�M�R�K���W�T�I�G�M�û�G��
legislation, user personas from front-line teams, best-
practice examples, logical constraints and clear formatting 
�M�R�W�X�V�Y�G�X�M�S�R�W�����X�L�I���U�Y�E�P�M�X�]���M�Q�T�V�S�Z�I�H���H�V�E�Q�E�X�M�G�E�P�P�]��

Where a business analyst might typically take eight 
minutes to draft a single set of acceptance criteria, our AI 
could now generate 12 accurate, comprehensive criteria in 
under a minute.

Quality over speed
�8�L�I���T�V�M�R�G�M�T�P�I���S�J���µ�V�M�K�L�X���û�V�W�X���X�M�Q�I�¶���M�W�R�¶�X���N�Y�W�X���E�F�S�Y�X���W�E�Z�M�R�K���X�M�Q�I����
it’s about getting it right from the start. Speed alone wasn’t 
enough; we needed assurance that the outputs from 
QLP’s AI met our real business needs.

Swindon BC’s 
AI-powered HMS 
migration

�u�1�Ù�î�½�ô�î�����ô���ô���Ó�×�����ô���î�¸�Ù�è���1� �����;�Ù�Ó�×�è�3�����ô�í�í�Á�î�½�Á�½���Ù�î�����×�Á���������Ù�>�¸�Ù� �è���=�î���Á�è�è�Ù�Ó�Á�î�¸�Á���¸� ���Á�Ó�ô���3���ô�Ò�����×�Á���;�ô�����Ù�î�Ó��
�{�Á�¸�×�î�ô�è�ô�Ó�3���X�V�X�[�����1� ���½���|�������è�Á�î�Á���7���Ù�Ò�>�î���Á�2���è� �Ù�î�����×�ô�1�����×�Á���¸�ô���î�¸�Ù�è�������Á�½�����=���½�����Ù�î�Ó�����×�Á�����Á���è� �¸�Á�í�Á�î�����ô�Ò���Ù������
housing management system.

ARTIFICIAL 
INTELLIGENCE

HIGHLY COMMENDED
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Fortunately, they did; the new format, clearly structured 
and grouped by business process, enabled our people 
to conduct rapid reviews. Not only did the acceptance 
criteria meet our expectations but in some instances they 
also highlighted gaps in the process that our teams hadn’t 
previously considered.

In short, the ‘human in the loop’ review process raised  
�X�L�I���U�Y�E�P�M�X�]���J�V�S�Q���Y�R�E�G�G�I�T�X�E�F�P�I���X�S���I�\�G�I�T�X�M�S�R�E�P��

Test-case automation
With generation of the acceptance criteria working smoothly, 
the next step was to apply the same AI-prompt struc tures 
and personas to create system-agnostic test cases.

�8�L�I�W�I���H�I�X�E�M�P�I�H�����W�X�I�T���F�]���W�X�I�T���X�I�W�X�W���G�S�Y�P�H���F�I���U�Y�M�G�O�P�]��
validated on the live system, allowing testers to add any 
�W�]�W�X�I�Q���W�T�I�G�M�û�G���M�R�W�X�V�Y�G�X�M�S�R�W��

The impact? A task that previously took up to two hours 
per test case now took less than a minute.

From PoC to full adoption
The success of the PoC led to full adoption of the 
methodology. What began as an experiment is now a key 
part of our project delivery toolkit.

�8�L�I���I�ý�G�M�I�R�G�M�I�W���K�E�M�R�I�H���L�E�Z�I���F�I�I�R���W�Y�F�W�X�E�R�X�M�E�P�����;�I�¶�Z�I���W�E�Z�I�H��
�X�L�I���I�U�Y�M�Z�E�P�I�R�X���S�J���S�Z�I�V���X�[�S���T�I�V�W�S�R���]�I�E�V�W���S�J���[�S�V�O���W�S���J�E�V��

• ��-�2�����E�G�G�I�T�X�E�R�G�I���G�V�M�X�I�V�M�E�����J�V�S�Q���W�M�\���Q�M�R�Y�X�I�W���
�Q�E�R�Y�E�P�����X�S��
less than one minute (AI), saving 30 days;

• ��-�2�����X�I�W�X���G�E�W�I�W�����J�V�S�Q���������Q�M�R�W���
�Q�E�R�Y�E�P�����X�S���P�I�W�W���X�L�E�R���S�R�I��
minute (AI), saving 780 days;

• �8�S�X�E�P���T�I�V�W�S�R���H�E�]�W���W�E�Z�I�H�����E�T�T�V�S�\�������������H�E�]�W���S�Z�I�V�E�P�P��

�����è�Á�î�Á���7���Ù�Ò�>�î���Ù�������×�Á���×�Á� �½���ô�Ò���×�ô�����Ù�î�Ó��
commissioning and strategy at Swindon Borough 
Council. The council was Highly Commended in 
���×�Á���������Ù�>�¸�Ù� �è���=�î���Á�è�è�Ù�Ó�Á�î�¸�Á���¸� ���Á�Ó�ô���3���ô�Ò�����×�Á���;�ô�����Ù�î�Ó��
Technology 2025 Awards.

Ian Thompson, CEO and founder, HomeMaster, said, 
� �̧&�E�V�I�S�R���M�W���X�L�I���T�I�V�J�I�G�X���J�M�X���J�S�V���X�L�I���R�I�\�X���W�X�E�K�I���S�J���X�L�I���F�Y�W�M�R�I�W�W����
and we are excited by the opportunities this has fo r our 
customers and the wider social housing community.”

Rachael Baig, managing director, Aareon UK, said, 
�¸�;�I�¶�V�I���I�\�G�M�X�I�H���X�S���T�E�V�X�R�I�V���[�M�X�L���-�S�Q�I�2�E�W�X�I�V�����V�I�M�R�J�S�V�G�M�R�K��
our commitment to delivering a portfolio of fully-
integrated SaaS solutions to serve the UK social 
housing sector.

�¸�4�Y�V���S�ú�I�V�M�R�K���I�R�E�F�P�I�W���W�I�E�Q�P�I�W�W���T�V�S�T�I�V�X�]���E�R�H��
�û�R�E�R�G�M�E�P���Q�E�R�E�K�I�Q�I�R�X�����I�R�K�E�K�I�Q�I�R�X���[�M�X�L���X�I�R�E�R�X�W��
and contractors, and maintenance of assets, all 
while ensuring full compliance with legislation. This 
development underlines the strategic importance 
of social housing for Aareon and demonstrates our 
commitment to the sector.”

�&�P�S�R�K�W�M�H�I���X�L�I���-�S�Q�I�2�E�W�X�I�V���E�G�U�Y�M�W�M�X�M�S�R�����&�E�V�I�S�R���L�E�W��
also assumed ownership of Housing Online, a provider 
of integrated portals, website services and choice-
based lettings software.

Aareon acquires MIS ActiveH

�&�E�V�I�S�R���L�E�W���E�P�W�S���W�M�K�R�I�H���E�R���E�K�V�I�I�Q�I�R�X���X�S���E�G�U�Y�M�V�I���2�.����
ActiveH, the long-established HMS provider, with a 
focus on supporting larger and more complex housing 
�T�V�S�Z�M�H�I�V�W�����8�L�I���E�G�U�Y�M�W�M�X�M�S�R���M�W���T�I�R�H�M�R�K���E�R�H���W�Y�F�N�I�G�X���X�S��
closing at the time of going to press.

�&�E�V�I�S�R�¶�W���'�E�M�K���W�E�M�H�����¸�;�I�¶�V�I���T�V�S�Y�H���X�S���F�I���N�S�M�R�M�R�K���J�S�V�G�I�W��
with MIS ActiveH as part of our long-term commitment 
to the UK social housing sector. This agreement 
�I�R�E�F�P�I�W���Y�W���X�S���W�X�V�I�R�K�X�L�I�R���S�Y�V���S�ú�I�V�M�R�K���X�S���P�E�V�K�I�V���L�S�Y�W�M�R�K��
providers, supporting their digital transformation and 
helping them to serve their tenants better.”

Chris and Andrew McLaughlin, co-owners, MIS 
�&�G�X�M�Z�I�-�����W�E�M�H����� �̧/�S�M�R�M�R�K���&�E�V�I�S�R���Q�E�V�O�W���E�R���I�\�G�M�X�M�R�K���R�I�[��
chapter for us. We’ve developed our product with a 
clear focus on the needs of housing providers and. 
with Aareon’s backing, we’re ready to take that vision 
further by investing in growth, innovation and long-
term customer value.”

Aareon has recently bought HomeMaster, the provider of cloud-based housing and 

�>�î� �î�¸�Á���í� �î� �Ó�Á�í�Á�î�������3�����Á�í���w���Ù�î���ô���½�Á�������ô���Á�2���Á�î�½���Ù�������Á�2�Ù�����Ù�î�Ó�������Ù���Á���ô�Ò���×�ô�����Ù�î�Ó�Œ�����Á�¸�Ù�>�¸��

business applications.

Aareon buys HomeMaster
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Andy Baker, Customer Solutions Consultant for Data & AI, Civica

Research from LocalDigital, part of the Ministry of Housing, 
Communities and Local Government, estimates that 
as much as £400m is wasted every year on repairs and 
allocations that are not delivered correctly. Perhaps there 
were challenges accessing a property if the residents 
�[�I�V�I���Y�R�E�Z�E�M�P�E�F�P�I�����X�L�I���[�V�S�R�K���T�E�V�X�W���S�V���I�U�Y�M�T�Q�I�R�X���[�I�V�I��
�F�V�S�Y�K�L�X���X�S���X�L�I���N�S�F�����M�R�W�Y�ý�G�M�I�R�X���X�M�Q�I���[�E�W���E�P�P�S�G�E�X�I�H���J�S�V���X�L�I��
work or the wrong skillsets assigned. Overall, these factors 
can result in 40-50 per cent of responsive repairs not 
�F�I�M�R�K���û�\�I�H���û�V�W�X���X�M�Q�I��

Finding ways to reduce these avoidable failures and the 
costs they carry is essential, so what stands in the way?

�&�V�X�M�û�G�M�E�P���M�R�X�I�P�P�M�K�I�R�G�I���M�W���S�J�X�I�R���X�S�Y�X�I�H���E�W���F�I�M�R�K���E�O�M�R���X�S���E���W�M�P�Z�I�V��
bullet but does it have a role to play here, and if  so, how? 
A good place to start is to look at the private sec tor to see 
�L�S�[���W�M�Q�M�P�E�V���G�L�E�P�P�I�R�K�I�W���E�V�I���W�S�P�Z�I�H���E�R�H���[�L�I�V�I���&�.���û�X�W���M�R��

Learning from the private secto r
In the private sector, if up to half of all maintenance jobs 
�[�I�V�I�R�¶�X���G�S�Q�T�P�I�X�I�H���û�V�W�X���X�M�Q�I�����E�P�E�V�Q���F�I�P�P�W���[�S�Y�P�H���F�I���V�M�R�K�M�R�K����
both metaphorically and probably literally as well. In fact, 
the alarms would probably be triggered at a much lower 
threshold and long before the problems had a chance to 
materialise.

Take manufacturing, for example. This sector is reliant on 
operations continuing without disruption or delay. Keeping 
�E�W�W�I�X�W���V�Y�R�R�M�R�K���³���Q�E�G�L�M�R�I�V�]�����I�U�Y�M�T�Q�I�R�X���E�R�H���Z�I�L�M�G�P�I�W���³���G�E�R��
�Q�I�E�R���X�L�I���H�M�ú�I�V�I�R�G�I���F�I�X�[�I�I�R���W�Y�G�G�I�W�W���E�R�H���J�E�M�P�Y�V�I��

Industry 4.0 technologies such as the internet of things 
(IoT) ensure that a manufacturer’s assets are all connected 
digitally so that real-time data on their performance 
can be collected. This data is fed into digital twins that 
closely monitor operations and use AI to anticipate when 
maintenance should be completed. It’s a way to optimise 
the asset and extend its lifetime.

�8�L�I���K�E�M�R�W���J�V�S�Q���T�V�I�H�M�G�X�M�Z�I���Q�E�M�R�X�I�R�E�R�G�I���P�M�O�I���X�L�M�W���E�V�I���L�Y�K�I����
15 per cent reductions in downtime; 20 per cent increases 
in productivity; 30 per cent savings from carrying lower 
�M�R�Z�I�R�X�S�V�]� ���E�R�H���û�Z�I���T�I�V���G�I�R�X���V�I�H�Y�G�X�M�S�R�W���M�R���X�L�I���G�S�W�X���S�J���R�I�[��
�I�U�Y�M�T�Q�I�R�X���
�W�S�Y�V�G�I�����)�I�P�S�M�X�X�I����

Social housing isn’t going to start adopting these 
advanced maintenance processes – not yet, at least – but 
what can we learn from them?

Irrespective of the level of available technology, taking 
a more predictive approach to maintenance, rather than 
a reactive or periodically-planned approach, is driven 
�F�]���L�E�Z�M�R�K���V�I�P�M�E�F�P�I���E�W�W�I�X���H�E�X�E�����.�X���R�I�I�H�W���I�ú�I�G�X�M�Z�I���H�E�X�E��

Data, AI and private-
sector strategies

In 2024, social housing providers in the UK spent more on repairs and maintenance than ever 

before – almost £9bn, which was 13 per cent more than the previous year and 55 per cent more 

���×� �î���>�0�Á���3�Á� ������� �Ó�ô�|���W�Ò���¸�ô�������Á�w��� �����Ù�Ó�î�Ù�>�¸� �î����� �í�ô���î�����ô�Ò�����×�Ù�����×� �����·�Á�Á�î�������Á�î�����ô�î�������Ó��� �½�Á����� ���ô���î�½��

�>���Á�����Á�í�Á�½�Ù� ���Ù�ô�î�w���·���Ù�è�½�Ù�î�Ó����� �Ò�Á���3��� �î�½���Á�î�Á���Ó�3���Á�Ò�>�¸�Ù�Á�î�¸�3�|���=���–����� �è���ô��� �����Ù�í�Á���1�×�Á�î���×�ô�����Ù�î�Ó�������ô�0�Ù�½�Á������

�î�Á�Á�½�����ô���½�Á�0�Á�è�ô�����·�Á�����Á�����>�î� �î�¸�Ù� �è�����Á���Ù�è�Ù�Á�î�¸�Á�����ô���0� �è���Á���Ò�ô�����í�ô�î�Á�3���Ù�����·�Á�Ù�î�Ó�����¸�������Ù�î�Ù���Á�½���í�ô���Á���¸�è�ô���Á�è�3��

than ever.



Environmental monitoring

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

Fire, damp & mould risk insight

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

Futureproof properties  

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

Remote monitoring made simple 

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

FireAngel Connected

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

Smart solutions
for safer homes

Discover More
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standards so that the data is consistent and usable. This 
�H�S�I�W�R�¶�X���V�I�U�Y�M�V�I���W�X�E�X�I���S�J���X�L�I���E�V�X���X�I�G�L�R�S�P�S�K�M�I�W� ���M�X���G�E�R���F�I��
managed via much simpler software, but this is exactly 
where the social housing sector is struggling.

Housing’s data challenges
LocalDigital’s research suggests that fewer than half 
(46 per cent) of housing providers trust the reliability 
of their data.

One of the most common data problems is having lots of 
disparate, unconnected records that live in silos. There 
�Q�M�K�L�X���F�I���H�M�ú�I�V�I�R�X���W�X�E�R�H�E�V�H�W���J�S�V���V�I�G�S�V�H�M�R�K���M�R�J�S�V�Q�E�X�M�S�R��
from one department to the next or between one person’s 
spreadsheet on their desktop and the colleague who 
sits next to them. This makes the data incompatible for 
sharing, cross-referencing and gathering insights, and 
almost impossible for AI.

Much of the time, housing providers simply don’t have the 
tools for collecting and inputting data. Instead, i t’s collected 
manually or using cumbersome legacy technologies, 
�P�I�E�Z�M�R�K���M�X���T�V�S�R�I���X�S���I�V�V�S�V�W���E�R�H���Y�P�X�M�Q�E�X�I�P�]���R�S�X���û�X���J�S�V���M�X�W��
purpose. There is also a lack of data skills within  the sector 
and sometimes no training available to remedy that.

�8�L�M�W���E�P�P���P�I�E�H�W���X�S���T�S�S�V���H�E�X�E���U�Y�E�P�M�X�]���E�R�H���T�V�I�Z�I�R�X�W���L�S�Y�W�M�R�K��
providers from unlocking the potential of their data.

Data as an asset
Data should instead be considered as an invaluable 
asset. We’ve already highlighted the role of predictive 
maintenance, but its role in improving operational 
�I�ý�G�M�I�R�G�]���I�\�X�I�R�H�W���J�V�S�Q���X�L�I�V�I�����-�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W���G�E�R���Y�W�I��
�H�E�X�E���X�S���S�T�X�M�Q�M�W�I���W�X�E�ú���E�P�P�S�G�E�X�M�S�R���E�R�H���V�I�W�S�Y�V�G�I�W�����P�I�E�H�M�R�K��
�X�S���K�V�I�E�X�I�V���G�S�W�X���I�ý�G�M�I�R�G�M�I�W�����.�X���G�E�R���F�I���Y�W�I�H���X�S���I�R�W�Y�V�I��
compliance in areas such as health and safety checks or 
�I�R�I�V�K�]���I�ý�G�M�I�R�G�]���W�X�E�R�H�E�V�H�W���F�]���X�V�E�G�O�M�R�K���E�R�H���W�G�L�I�H�Y�P�M�R�K��
essential inspections.

It’s also useful in strategic decision-making, such as using 
demographics, location and tenant data to make smarter 
decisions about where and how to invest in new housing 
developments or refurbishments.

This is all only possible with reliable, standardised data 
collection and analysis.

Aside from operational improvements, the other main 
objective of data management is improving tenants’ 
experience.

By analysing tenant data, housing providers can identify 
�M�R�H�M�Z�M�H�Y�E�P���R�I�I�H�W���W�Y�G�L���E�W���H�M�W�E�F�M�P�M�X�]���V�I�U�Y�M�V�I�Q�I�R�X�W���S�V���V�I�R�X��
payment patterns to provide tailored support. They can 
predict potential arrears or risks of eviction and develop 
early intervention strategies.

�.�X�¶�W���E�F�S�Y�X���F�I�M�R�K���E�F�P�I���X�S���S�ú�I�V���Q�Y�G�L���Q�S�V�I���T�I�V�W�S�R�E�P�M�W�I�H��
services by having a consistent and accurate view of 
tenants’ interactions with their housing provider and a 
reliable history of the property.

A single view of the tenant
To borrow insights from another part of the private sector, 
retail has been a trailblazer in building a ‘single view of the 
customer’. From this, retailers can deliver consistent and 
�I�ý�G�M�I�R�X���Q�Y�P�X�M���G�L�E�R�R�I�P���G�Y�W�X�S�Q�I�V���I�\�T�I�V�M�I�R�G�I�W��

You can order an item on your mobile, collect it in-
store and then receive a tailored discount for your next 
purchase a few days later via email. If you have a problem 
with your purchase, AI-powered customer service is 
available 24/7 through online instant messaging services 
to resolve it. This level of data integration, where the 
retailer knows it’s you at every touchpoint, has completely 
transformed the sector to the point where we all now take 
it for granted.

Of course, there is a natural desire that these kinds of 
seamless experiences should be found in all aspects of 
life, including in tenants’ interactions with their housing 
providers.

How about creating a single view of the tenant or a single 
view of the property? While a joined-up, multi-channel 
approach to delivering personalised services in social 
�L�S�Y�W�M�R�K���M�W���E���T�I�V�J�I�G�X�P�]���V�I�E�P�M�W�X�M�G���K�S�E�P�����X�L�I�V�I���E�V�I���û�V�W�X���W�S�Q�I��
fundamental data management practices that need 
to be built.

This means removing siloes and creating a single version 
of the truth. It means building data literacy and data skills 
to improve self-reliance. It means developing capabilities 
for internal data governance, data sharing and opening up 
to integrations. Completing a data maturity assessment 
�W�L�S�Y�P�H���F�I���X�L�I���û�V�W�X���W�X�I�T�����E�R�H���J�V�S�Q���X�L�I�V�I���G�V�I�E�X�M�R�K���E���H�E�X�E��
strategy and roadmap.

There is no silver bullet, but part of the later roadmap 
will probably include AI integrations to support service 
delivery. Since AI is only as good as the data that feeds it, 
�G�P�I�E�R�M�R�K���Y�T���]�S�Y�V���H�E�X�E���M�W���X�L�I���I�W�W�I�R�X�M�E�P���û�V�W�X���W�X�I�T��

Andy Baker is a customer solutions consultant 
for data and AI at Civica.
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Switching to an eSIM from EE allows 
you to change network at the push 
of a button, without the hassle of 
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using their devices, �4eld workers 

can dodge disruption and your 
organisation has one less thing to 
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For more information, get in touch For more information, get in touch 
with our team at Social Telecoms. 
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It was superb to be back in Nottingham for my third 
consecutive Housing Technology conference, with 
the opportunity to learn from thought-leaders on how 
technology can support the UK social housing sector in 
the future.

Integration & 
transformation
�.���E�V�V�M�Z�I�H���S�R���X�L�I���û�V�W�X���J�Y�P�P���H�E�]���S�J��
the conference and attended 
an excellent presentation from 
Manifest Software Solutions’ 
Alan Swift on ‘Implementing 
integration & automation – 
What are you waiting for?’. It 
was useful to hear about the 

stages for ensuring successful integration projects as well 
as plug-in AI capabilities.

�.���X�L�I�R���[�I�R�X���X�S���5�P�I�R�X�M�û�G�¶�W��
‘Transforming housing – The 
digital future of housing 
operations & supply chain 
solutions’, hearing from Henrik 
von Bahr, Emily Shaw and Phil 
McCavish how digital solutions 
are revolutionising the way 
housing operations are being 
managed at Anchor. It was 
also fascinating to hear how 

integrating real-time centralised data, predictive analytics 
and automated tools are connecting people, processes 
and solutions.

Award-winning projects
The evening drinks reception was a great opportunit y to 
network and a precursor to the ceremony for the sec ond 
Housing Technology Awards. It was good to see Georg e 
Grant dressed up in his dinner jacket for the award s. It was 
particularly interesting to learn about the Outstan ding 
Achievement Award winner BillyChip. You can buy 
BillyChips (£2 each) from a growing number of outle ts and 
give them to people experiencing homelessness. They  can 
then redeem them for food, clothing and pet provisi ons.

Homelessness is a cause close to my heart; to its credit, 
Housing Technology supports The Big Issue and backed 
the making of the inspirational documentary ‘Someone’s 
Daughter, Someone’s Son’, directed by Lorna Tucker.

Innovation & robotics
�4�R���X�L�I���û�R�E�P���H�E�]���S�J���X�L�I���G�S�R�J�I�V�I�R�G�I�����.���E�X�X�I�R�H�I�H���.�R�û�R�M�X�]��
Group’s session on ‘How to actually innovate in housing – 
�)�I�Z�I�P�S�T�M�R�K���2�M�G�V�S�W�S�J�X���û�V�W�X���X�E�G�X�M�G�E�P���E�T�T�W�¶�����.�X���[�E�W���M�R�X�I�V�I�W�X�M�R�K��
to hear from Sarah McRow and Luke Basnett on how 
�.�R�û�R�M�X�]�¶�W���'�7�.�0�-�S�Y�W�M�R�K���I�R�E�F�P�I�W���X�L�I���G�V�I�E�X�M�S�R���S�J���P�S�[���R�S��
�G�S�H�I���G�E�R�Z�E�W���E�T�T�W���U�Y�M�G�O�P�]���Y�W�M�R�K���5�S�[�I�V���&�T�T�W���E�R�H���L�S�[��
Microsoft’s Azure AI can automate numerous manual 
processes.

My last session was 
�W�S�Q�I�X�L�M�R�K���V�E�X�L�I�V���H�M�ú�I�V�I�R�X��
from North Star Housing’s 
Sean Lawless on ‘Robotics in 
social housing – How to get 
started’. It was inspirational 
to hear how working with 
partners Heriot-Watt 

University, the National Robotarium in Edinburgh and 
technology experts Waterstons, the housing provider has 
trialled a conversational robot barista at one of its housing 
schemes for older people.

In a class of its own
For me, what sets Housing Technology’s annual 
conference apart is the opportunity to meet clients and 
network, gain insights and collaborate with experts 
committed to using technology to make a positive 
�H�M�ú�I�V�I�R�G�I��

Everything is on site at the East Midlands Conference 
Centre, with the catering included in the cost of the ticket 
(not always the case at housing events!) – it’s novel just 
�X�S���K�I�X���E���H�I�G�I�R�X���G�Y�T���S�J���G�S�ú�I�I���[�L�I�R���]�S�Y���J�I�I�P���P�M�O�I���M�X���[�M�X�L�S�Y�X��
having to pay for it!

Special mentions and thanks to Alastair Tweedie, George 
Grant and the entire Housing Technology team who once 
again put together another fun and thought-provoking 
conference.

Phil Brotherhood is the managing director 
of Brotherhood PR.

�6���ô�í�����×�Á���í�ô�í�Á�î�����H� ���ô�î������� �½�·�����3���Ò���ô�í���{�×�Á���7� �½�Ó�Á�����u�×�ô�1���?�Á�1���Ù�î��
on his hoverboard for his keynote presentation, I knew I was in 
for a treat at the Housing Technology 2025 conference in March.

Back to the future at 
Housing Technology 2025
Phil Brotherhood, Managing Director, Brotherhood PR
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His credentials span defence, government, energy and 
now housing. Through his work with XypherSecurity and 
DeltaV Partners, he’s helping organisations rethink their 
approach to cyber-security and operational resilience. His 
message? Technology is part of the solution, but without 
strong leadership and the right culture, it’s not enough.

�+�E�]���W�E�M�H�����¸�(�]�F�I�V���W�I�G�Y�V�M�X�]���W�X�E�V�X�W���M�R���X�L�I���F�S�E�V�H�V�S�S�Q�����R�S�X���X�L�I��
server room, If leaders don’t understand the risk, the 
entire organisation is exposed.”

Building fortresses
Fay believes that too many housing providers still rely 
�S�R���S�Y�X�H�E�X�I�H�����V�I�E�G�X�M�Z�I���Q�S�H�I�P�W� ���E�J�X�I�V���E�P�P�����û�V�I�[�E�P�P�W���E�V�I���N�Y�W�X��
barriers. What is now needed are fortresses – structures 
built to withstand evolving threats through vigilance, 
clarity of purpose and cross-functional teamwork.

It starts at the top. Boards must understand that cyber-risk 
is a business risk. They don’t need to be technical experts, 
�F�Y�X���X�L�I�]���H�S���R�I�I�H���X�S���O�R�S�[���[�L�M�G�L���U�Y�I�W�X�M�S�R�W���X�S���E�W�O�����[�L�E�X��
�V�I�H���ü�E�K�W���X�S���P�S�S�O���J�S�V���E�R�H���L�S�[���X�S���F�Y�M�P�H���E�G�G�S�Y�R�X�E�F�M�P�M�X�]���M�R�X�S��
every layer of the organisation.

From there, it’s about shifting mindset. IT should not be 
�W�M�P�S�I�H�������X�E�ú���W�L�S�Y�P�H���F�I���X�V�E�M�R�I�H���X�S���V�I�G�S�K�R�M�W�I���X�L�V�I�E�X�W�������Y�T�T�P�]��

�G�L�E�M�R�W���Q�Y�W�X���F�I���X�I�W�X�I�H���E�R�H���Z�I�V�M�û�I�H�������I�G�Y�V�M�X�]���F�I�G�S�Q�I�W���E�R��
organisational habit, not an annual project.

Zero-trust frameworks
Fay champions the concept of a zero-trust architecture 
– a practical, proven framework that assumes no user, 
system or device should be trusted by default. He extends 
�X�L�E�X���T�L�M�P�S�W�S�T�L�]���F�I�]�S�R�H���X�I�G�L�R�S�P�S�K�]�����-�I���W�E�M�H�����¸�>�I�V�S���X�V�Y�W�X��
is about never making assumptions. It’s about always 
verifying processes, people and behaviours.”

Guardians of sensitive data
This shift is especially urgent in our sector. Housing 
providers hold sensitive data on vulnerable people so a 
breach isn’t just a reputational issue. It can erode trust, 
�H�M�W�V�Y�T�X���P�M�Z�I�W���E�R�H���X�V�M�K�K�I�V���P�I�K�E�P�����V�I�T�Y�X�E�X�M�S�R�E�P���E�R�H���û�R�E�R�G�M�E�P��
�G�S�R�W�I�U�Y�I�R�G�I�W��

�)�I�W�T�M�X�I���X�L�M�W�����+�E�]���V�I�Q�E�M�R�W���S�T�X�M�Q�M�W�X�M�G�����-�I���W�E�M�H�����¸�8�L�I���L�S�Y�W�M�R�K��
sector is full of committed professionals. What’s needed is 

John Fay MBE doesn’t deal in jargon. He speaks clearly about systems, culture and 
what happens when they fail. When I met him, I expected a ‘deep dive’ into cyber-
security. What I received instead was a masterclass in leadership, resilience and 
the hidden vulnerabilities inside the organisations that house millions of people 
across the UK.

George Grant, CEO, Broadcaster & Publisher,
Housing Technology

From firewalls to 
fortresses
A vision for secure and 
resilient housing

 
John Fay MBE
Founder of DeltaV Partners  
& Chairman of XypherSecurity
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John C. Fay MBE has spent over 30 

years shaping leaders of character 

across the military, elite sport, business 

and public service. From founding the 

Air Cadet Junior Leaders to mentoring 

Ryder Cup winners and board-

level executives, his philosophy is 

simple: talent means nothing without 

integrity. More than 50,000 leaders 

�×� �0�Á���·�Á�î�Á�>���Á�½���Ò���ô�í���×�Ù�����0� �è���Á���{�è�Á�½��

approach, rooted in discipline, humility 

� �î�½�����������ô���Á�k���p���Ù�Á���è�3���Ù�î�?���Á�î���Ù� �è��� �î�½��

deeply committed, Fay’s legacy lies 

not in recognition, but in the calibre 

of those he’s helped to shape—resilient 

individuals capable of leading in the 

world’s most demanding environments.

xyphersecurity.com

clarity, not complexity. And that starts with senior 
leadership teams who treat resilience not as an IT issue 
but as a strategic pillar of their organisation.

In his view, cyber-security is no longer a technical niche. It’s 
a leadership discipline and a culture, and it’s fundamental 
to the social contract that housing providers have with their 
tenants.

The firewall era is ending; the future belongs to fortresses.

Operational questions
For boards and operational leaders seeking to assess  
�X�L�I�M�V���G�Y�V�V�I�R�X���T�S�W�X�Y�V�I�����W�X�E�V�X���F�]���E�W�O�M�R�K��

• �Do we have clear, board-level accountability for cyber-
security and operational resilience?

• �Are our people trained to recognise and respond to threats?
• �Do we understand the risks in our vendor and data 

ecosystems?
• �Are we applying the principles of zero trust beyond our IT 

systems?

Fay’s approach isn’t about fear, it’s about readiness. And for 
the UK social housing sector, that readiness might be the 
�H�M�ú�I�V�I�R�G�I���F�I�X�[�I�I�R���H�M�W�V�Y�T�X�M�S�R���E�R�H���V�I�W�M�P�M�I�R�G�I��

George Grant is the CEO, publisher 
and co-founder of Housing Technology
(uk.linkedin.com/in/georgegrant01).

HOUSING MANAGEMENT

Cyber-security isn’t just about the server 
room, it’s also about the boardroom. If 
leaders don’t understand the risk, the 
entire organisation is exposed.



�=�î�>�î�Ù���3���7���ô�����f���ô�î�Á���ô�Ò���P�O���Q�Ù�¸���ô���ô�Ò���…�����„�Ù�î�î�Á����
circle’ partners in the UK, has developed its 
BRIKHousing system to work seamlessly with 
Microsoft Dynamics, replacing legacy systems 
brick-by-brick, one module at a time. Sarah 
�Q�¸�q�ô�1���Ò���ô�í���=�î�>�î�Ù���3���7���ô�������Á�2���è� �Ù�î�����×�ô�1��
housing providers can free themselves from 
their legacy systems.

Remember how you eat an elephant? One bite at a tim e. 
The same applies to legacy system replacement, by t aking 
a modular approach.

Start with a single module; in our experience, comp laints 
or asset management are both strong starting points . From 
�X�L�I�V�I�����U�Y�M�G�O���[�M�R�W���[�M�P�P���F�Y�M�P�H���Q�S�Q�I�R�X�Y�Q���E�R�H���G�S�R�û�H�I�R�G�I�����E�W��
well as reducing risk by containing any problems in  one 
area. You can then take the lessons learned and app ly them 
to your next module.

Analysis paralysis
UK housing providers all operate in a more similar 
fashion than they’d like to admit, so best practice s can 
�F�I���P�I�Z�I�V�E�K�I�H���X�L�E�X���L�E�Z�I���E�P�V�I�E�H�]���F�I�I�R���V�I�û�R�I�H���F�]���S�X�L�I�V��
housing providers across the sector. As a corollary , pristine 
�ü�S�[�G�L�E�V�X�W���S�J���J�Y�X�Y�V�I���T�V�S�G�I�W�W�I�W���Q�E�]���F�I���L�S�P�H�M�R�K���]�S�Y���F�E�G�O����
and ‘analysis paralysis’ can be the result of over- engineered 
processes before implementation.

�&�F�S�Z�I���E�P�P�����V�I�Q�E�M�R���ü�I�\�M�F�P�I���X�S���E�H�E�T�X���[�L�I�R���]�S�Y���H�M�W�G�S�Z�I�V��
better ways of working. We recommend starting with 
�X�I�Q�T�P�E�X�I�W���S�J���T�V�S�G�I�W�W�I�W���E�R�H���G�S�R�û�K�Y�V�E�X�M�S�R�W���[�L�M�G�L���G�E�R���F�I��
adjusted based on actual usage, rather than theoret ical, 
�M�H�I�E�P�M�W�I�H���[�S�V�O�ü�S�[�W��

Data first
Begin your data migration early, using your most 
critical information. Take a proactive approach to data 
management by cleaning and validating as you go wit h 
products such as Microsoft’s Dataverse, and establi sh 
strong governance standards from the start. From ou r 
experience, 40 per cent of housing system projects are 
derailed by data problems discovered too late.

Manage expectations (incl. your own)
Embrace the minimum viable product (MVP) mindset, w ith 
enough features to ensure early adopters’ feedback to 
improve solutions, and focus on solving the core pr oblems 

�û�V�W�X�����X�L�I�R���V�I�û�R�I�����=�S�Y���W�L�S�Y�P�H���E�Z�S�M�H���S�Z�I�V���I�R�K�M�R�I�I�V�I�H��
processes because they will change anyway; plan for  
evolution, not perfection. Also bear in mind that e very 
�E�H�H�M�X�M�S�R�E�P���µ�Q�Y�W�X���L�E�Z�I�¶���V�I�U�Y�M�V�I�Q�I�R�X���E�H�H�W���G�S�Q�T�P�I�\�M�X�]�����X�M�Q�I��
and risk, so pick wisely.

Bring your people on the journey
Involve your end-users early and often, and create ‘system 
champions’ who are available to support their colle agues. 
To that end, build a sandbox environment where end- users 
can practice without fear. Remember that technology  
adoption is primarily about human psychology, not 
technical features.

Embrace the 80 per cent rule
Perfection is the enemy of progress (c.f. analysis paralysis 
above). Out-of-the-box solutions deliver 80 per cen t of 
what you need; the last 20 per cent often consumes 80 per 
cent of your budget and timeline. Launch with what works, 
�X�L�I�R���V�I�û�R�I���F�E�W�I�H���S�R���Y�W�E�K�I�����[�L�M�P�I���T�V�M�S�V�M�X�M�W�M�R�K���F�Y�W�M�R�I�W�W��
value over completeness of features.

As an example, North Star Housing implemented and 
transformed its compliance model in weeks rather th an 
months by following this principle. Microsoft’s Azu re AI 
�R�S�[���L�E�R�H�P�I�W���G�I�V�X�M�û�G�E�X�I���W�G�E�R�R�M�R�K�����H�E�X�E���I�\�X�V�E�G�X�M�S�R���E�R�H��
�Z�I�V�M�û�G�E�X�M�S�R�����Q�E�W�W�M�Z�I�P�]���V�I�H�Y�G�M�R�K���X�L�I���L�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�¶�W��
processing time from days to hours.

Partner, don’t just buy
To deliver best value, build genuine relationships with your 
technology providers (that includes giving and rece iving 
honest feedback!). Choose partners who understand s ocial 
housing, not just technology. Like any relationship , the best 
partnerships thrive by embracing challenges to achi eve the 
best results.

Sarah McRow is head of housing sales at 
�=�î�>�î�Ù���3���7���ô�����k
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Sarah McRow, Head of Housing Sales, Infinity Group

One bite at a time 
– Legacy system 
replacement 





CUSTOMER MANAGEMENT

26

Staying ahead of technological advances is crucial for 
delivering great customer service. At VIVID, we recognised 
the need to modernise our services to meet the growing 
expectations of our 74,000 customers across the South of 
England.

Our customers expressed a clear need for more 
�E�G�G�I�W�W�M�F�P�I���E�R�H���I�ý�G�M�I�R�X���[�E�]�W���X�S���M�R�X�I�V�E�G�X���[�M�X�L���Y�W�����8�V�E�H�M�X�M�S�R�E�P��
�Q�I�X�L�S�H�W�����W�Y�G�L���E�W���I�Q�E�M�P�W�����[�I�V�I���W�P�S�[���E�R�H���M�R�I�ú�I�G�X�M�Z�I����
leading to longer resolution times and decreased 
customer satisfaction. We needed a solution that would 
streamline our processes and enhance our customers’ 
overall experience.

Comprehensive digital transformation
In partnership with TechLabs London and Microsoft, we 
embarked on a comprehensive digital transformation 
programme. Our primary goals were to improve customer 
�W�E�X�M�W�J�E�G�X�M�S�R�����E�G�L�M�I�Z�I���S�V�K�E�R�M�W�E�X�M�S�R�E�P���I�ý�G�M�I�R�G�M�I�W���E�R�H��

transform our customer service culture. We implemented 
TechLabs London’s iProperty Cloud and Microsoft’s Digital 
Contact Centre Platform (DCCP) to digitally enable our 
services and provide a seamless, multi-channel customer 
experience.

We successfully launched a new responsive online 
account, modernising how customers interact with us 
and our services. Customers can access our services 
24/7; they can raise cases, review their rent and service 
charge accounts, make payments, set up direct debits, 
update their personal details and access information to 
help them to manage their tenancies anytime, anywhere. 
It boasts a seamless, fast and user-friendly interface, 
meeting modern accessibility standards with a mobile-
�û�V�W�X���H�I�W�M�K�R���M�R���P�M�R�I���[�M�X�L���;�(�&�,�����������K�Y�M�H�I�P�M�R�I�W�����8�L�M�W���V�I�H�I�W�M�K�R��
�L�E�W���W�M�K�R�M�û�G�E�R�X�P�]���M�Q�T�V�S�Z�I�H���X�L�I���W�M�X�I�¶�W���W�T�I�I�H�����E�P�P�S�[�M�R�K��
�G�Y�W�X�S�Q�I�V�W���X�S���U�Y�M�G�O�P�]���E�R�H���I�ý�G�M�I�R�X�P�]���E�G�G�I�W�W���M�R�J�S�V�Q�E�X�M�S�R��
and services.

VIVID was the winner of the Customer Services award at the Housing Technology 

2025 Awards. The housing provider explains how it has put its customers in 

control of their own tenancies with help from TechLabs London and Microsoft.

Putting VIVID’s customers in 
control of their tenancies

Fiona Harris and Hannah Bailey from VIVID with Hous ing Technology’s 
George Grant.

CUSTOMER 
SERVICES
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�+�M�S�R�E���-�E�V�V�M�W�����:�.�:�.�)�¶�W���G�L�M�I�J���M�R�J�S�V�Q�E�X�M�S�R���E�R�H���H�E�X�E���S�ý�G�I�V����
�W�E�M�H�����¸�;�I���[�E�R�X�I�H���X�S���I�R�W�Y�V�I���[�I���[�I�V�I���E�L�I�E�H���S�J���X�L�I���G�Y�V�Z�I��
regarding digital services and meeting the needs of 
modern customers. Our digital transformation has been 
key in improving customer experience and modernising 
our systems and ways of working.

�¸�'�]���Y�W�M�R�K���X�L�I���P�E�X�I�W�X���X�I�G�L�R�S�P�S�K�]�����[�I�¶�Z�I���W�X�V�I�E�Q�P�M�R�I�H��
�T�V�S�G�I�W�W�I�W�����M�Q�T�V�S�Z�I�H���I�ý�G�M�I�R�G�]���E�R�H���T�V�S�Z�M�H�I�H���Q�S�V�I��
responsive services. This transformation isn’t just about 
technology; it’s about creating a seamless and engaging 
experience for our customers, ensuring they have access 
to the services they need, when they need them.”

Virtual assistance & new channels
We introduced new chat channels on our website and 
via WhatsApp. Customers message our Copilot virtual 
�E�W�W�M�W�X�E�R�X�����[�L�M�G�L���[�M�P�P���X�V�]���X�S���V�I�W�S�P�Z�I���U�Y�I�V�M�I�W���Y�W�M�R�K���M�X�W���F�E�R�O��
�S�J���O�R�S�[�P�I�H�K�I���E�V�X�M�G�P�I�W���S�V�����M�J���Y�R�E�F�P�I���X�S�����J�S�V�[�E�V�H���X�L�I���U�Y�I�V�]���X�S��
one of our customer advisors. They can also raise cases 
out of hours which update directly on their online account 
and on iProperty Cloud. This functionality enables our 
teams to access all the information they need to resolve 
problems faster.

Internally, our teams transitioned to the iProperty Cloud 
housing management platform. This allows all customer 
contacts to be recorded in one place and for our teams 
to view all past customer contact and history. AI-enabled 
�W�Y�Q�Q�E�V�M�I�W���S�J���G�Y�W�X�S�Q�I�V�W�¶���U�Y�I�V�M�I�W���L�I�P�T���S�Y�V���E�H�Z�M�W�S�V�W���X�S��
�U�Y�M�G�O�P�]���Y�R�H�I�V�W�X�E�R�H���T�V�I�Z�M�S�Y�W���M�R�X�I�V�E�G�X�M�S�R�W�����W�E�Z�M�R�K���X�M�Q�I���E�R�H��
enabling faster resolutions.

Quantitative results
The impact of our digital transformation has been 
profound. Customer engagement and satisfaction have 
�W�M�K�R�M�û�G�E�R�X�P�]���M�Q�T�V�S�Z�I�H�����[�M�X�L���S�Y�V���Q�S�W�X���V�I�G�I�R�X���G�Y�W�X�S�Q�I�V��
satisfaction score reaching 8.86/10 against our own 
target of 8.5. The new online account has seen a 39 per 
cent increase in logins and a 38 per cent increase in 
registrations, both exceeding our initial targets.

The introduction of chat channels has led to an increase 
�M�R���û�V�W�X���G�S�R�X�E�G�X���V�I�W�S�P�Y�X�M�S�R�W���F�]���S�Y�V���G�Y�W�X�S�Q�I�V���I�\�T�I�V�M�I�R�G�I��
team. Contact volumes have decreased compared with 

the same period last year, improving waiting times and 
customers’ overall experience. The average speed to 
answer has improved by an average of 10 minutes, thanks 
to enhanced routing and skills-mapping.

Our Copilot chatbot usage has increased by 70 per cent 
since its launch, surpassing our original ‘stretch’ target of 
40 per cent, and 2,800 customers have set up new direct 
debits, automating the payment process and giving them 
�Q�S�V�I���G�S�R�X�V�S�P���S�Z�I�V���X�L�I�M�V���û�R�E�R�G�I�W�����2�I�W�W�E�K�M�R�K���G�Y�W�X�S�Q�I�V�W��
�X�L�V�S�Y�K�L���X�L�I���S�R�P�M�R�I���E�G�G�S�Y�R�X���L�E�W���E�P�W�S���F�I�I�R���Z�I�V�]���I�ú�I�G�X�M�Z�I��
�J�S�V���M�R�G�S�Q�I���V�I�G�S�Z�I�V�]�����S�ú�I�V�M�R�K���E���P�I�W�W���M�R�X�M�Q�M�H�E�X�M�R�K���E�R�H���Q�S�V�I��
customer-friendly solution.

Looking ahead, we plan to add more features to the online 
account, allowing customers to better manage their 
repairs, grounds and estates, and planned maintenance 
from their phone or computer.

�&�P�I�\���3�E�K�P�I�����:�.�:�.�)�¶�W���G�Y�W�X�S�Q�I�V���W�I�V�Z�M�G�I���H�M�V�I�G�X�S�V�����W�E�M�H�����¸�;�I�¶�V�I��
committed to providing a great customer experience 
– it’s one of our core values. We’ve empowered our 
customers to take control of their tenancies and homes by 
introducing new digital channels. These enhancements 
�E�P�P�S�[���S�Y�V���G�Y�W�X�S�Q�I�V�W���X�S���I�ú�S�V�X�P�I�W�W�P�]���Q�E�R�E�K�I���X�L�I�M�V���E�G�G�S�Y�R�X�W����
�V�I�U�Y�I�W�X���W�I�V�Z�M�G�I�W���E�R�H���G�S�Q�Q�Y�R�M�G�E�X�I���[�M�X�L���Y�W��

�¸�8�L�M�W���L�E�W���Q�E�H�I���X�L�M�R�K�W���Q�S�V�I���G�S�R�Z�I�R�M�I�R�X���J�S�V���S�Y�V���G�Y�W�X�S�Q�I�V�W��
�E�R�H���M�Q�T�V�S�Z�I�H���S�Y�V���E�F�M�P�M�X�]���X�S���V�I�W�T�S�R�H���X�S���X�L�I�M�V���R�I�I�H�W���U�Y�M�G�O�P�]��
�E�R�H���I�ý�G�M�I�R�X�P�]�����;�I�¶�Z�I���W�I�I�R���K�V�I�E�X���V�I�W�Y�P�X�W���M�R���M�Q�T�V�S�Z�M�R�K��
customer satisfaction scores, showing the positive impact 
of these initiatives. We’re excited about the future and look 
forward to further improving customer satisfaction and 
engagement.”

VIVID was the winner of the Customer Services 
award at the Housing Technology 2025 Awards.

Alex Nagle, Customer Service 
Director, VIVID



John McEwan, Head of Systems Development, FireAngel

With digital transformation gaining pace across the sector, housing providers can 
�î�ô�1�����Á�½�Á�>�î�Á���×�ô�1�����×�Á�3��� �������ô� �¸�×�����Á���Ù�½�Á�î������� �Ò�Á���3�f��� �����Á�����í� �î� �Ó�Á�í�Á�î����� �î�½�����Á�Ó���è� ���ô���3��
compliance.

By embracing connected technology, housing providers 
can reduce their administrative burden, make informed 
decisions faster and deliver safer, smarter homes. But to 
�H�S���X�L�M�W���I�ú�I�G�X�M�Z�I�P�]�����L�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W���Q�Y�W�X���X�Y�V�R���µ�H�E�V�O���H�E�X�E�¶��
into actionable insights.

From fragmented reports to real-time risk
Fire safety compliance has traditionally depended on 
time-stamped inspections, with alarms checked on-site 
�E�R�H���Y�T�H�E�X�I�W���P�S�K�K�I�H���Q�E�R�Y�E�P�P�]�����8�L�I�W�I���W�R�E�T�W�L�S�X�W���U�Y�M�G�O�P�]��
become outdated, particularly if residents disable alarms 
or environmental conditions deteriorate between visits.

With the introduction of the Social Housing Act 2023 and 
Awaab’s Law, compliance can no longer be a tick-box 
exercise. An increasing number of housing providers are 
using technology to monitor environmental risks (incl. 
damp & mould) as well as to prove that their properties 
�Q�I�I�X���û�V�I���E�R�H���G�E�V�F�S�R���Q�S�R�S�\�M�H�I���V�I�K�Y�P�E�X�M�S�R�W��

Instead of reacting to problems retrospectively, 
connected technology enables housing providers to 
maintain a real-time view of the condition and safety of 
their homes, from the performance of installed alarms to 
the early signs of environmental risks.

Centralising insight, not just data
The adoption of internet of things (IoT) devices from 
heat and smoke alarms to water leak detectors and 
environmental sensors is growing rapidly. But many 
housing teams face the challenge of ‘data overload’. With 
each device generating its own feed, teams can become 
bogged down in spreadsheets and disconnected systems.

A centralised platform such as FireAngel Connected 
solves this problem by consolidating all device dat a into a 
single dashboard. Housing providers can view the st atus 
�S�J���I�Z�I�V�]���E�P�E�V�Q���E�G�V�S�W�W���X�L�I�M�V���T�S�V�X�J�S�P�M�S�����ü�E�K���T�V�S�T�I�V�X�M�I�W���E�X���V�M�W�O��
and access digital compliance records with one clic k. The 
system logs installation details, training records and device 
diagnostics automatically, supporting a full audit trail in line 
�[�M�X�L���)�E�Q�I���/�Y�H�M�X�L���-�E�G�O�M�X�X�¶�W���µ�,�S�P�H�I�R���8�L�V�I�E�H�¶���V�I�U�Y�M�V�I�Q�I�R�X�W��

And thanks to open API integration, this data can be 
pulled directly into housing providers’ existing asset 
management systems, eliminating manual inputs, 

Unlocking safer living 
through data
How housing providers can build 
trust and tackle compliance
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�V�I�H�Y�G�M�R�K���L�Y�Q�E�R���I�V�V�S�V���E�R�H���J�V�I�I�M�R�K���Y�T���W�X�E�ú���X�S���J�S�G�Y�W���S�R��
tenant engagement and high-priority interventions.

Predicting risks before they escalate
One of the most powerful outcomes of connected 
housing is the ability to proactively intervene, not just 
respond. Through our patented technology, FireAngel 
Predict, housing teams can go one step further by 
�M�H�I�R�X�M�J�]�M�R�K���T�V�S�T�I�V�X�M�I�W���E�R�H���V�I�W�M�H�I�R�X�W���E�X���L�I�M�K�L�X�I�R�I�H���û�V�I���V�M�W�O��
by using analysis of behavioural trends.

Built in collaboration with the UK Fire and Rescue Service, 
Predict uses algorithms to detect patterns such as 
repeated alarm triggers at odd hours or devices being 
removed. These insights enable housing teams to target 
interventions, check in with vulnerable tenants and resolve 
risks before an incident occurs, a step change in how we 
protect residents.

Tailoring protection for the most vulnerable
With one in six adults in the UK living with hearing 
�P�S�W�W���E�R�H���S�Z�I�V�������������������T�I�S�T�P�I���E�ú�I�G�X�I�H���F�]���H�I�Q�I�R�X�M�E����
ensuring inclusive safety strategies is critical. Smart home 
technologies can support independent living while still 
providing robust protection.

FireAngel’s Home Environment Gateway, which can 
operate as a standalone unit or integrate with alarms, 
includes built-in temperature and humidity monitoring, 
�>�M�K�F�I�I���G�S�R�R�I�G�X�M�Z�M�X�]���J�S�V���E�H�H�M�X�M�S�R�E�P���W�I�R�W�S�V�W���E�R�H���G�I�P�P�Y�P�E�V��
�G�S�R�R�I�G�X�M�S�R���J�S�V���V�I�P�M�E�F�M�P�M�X�]���I�Z�I�R���[�M�X�L�S�Y�X���[�M���û��

When deployed, it gives housing providers complete 
visibility into environmental conditions, enabling the early 

�M�H�I�R�X�M�û�G�E�X�M�S�R���S�J���T�S�X�I�R�X�M�E�P���T�V�S�F�P�I�Q�W���W�Y�G�L���E�W���G�S�R�H�I�R�W�E�X�M�S�R��
build-up or under-heated properties. Not only does this 
improve living conditions, it also reduces the long-term 
cost of repairs, improves health outcomes and supports 
housing teams in building trust with their communities.

The future of compliance is connected
As the housing sector continues to grapple with resource 
constraints, legacy systems and rising compliance 
pressures, embracing connected technology is no longer 
optional but essential.

By centralising data, enabling proactive decision-making 
and improving transparency across departments and 
partnerships, housing providers can remain resilient in the 
face of future legislation and better protect the wellbeing 
of the people they serve.

To learn more about how FireAngel Connected 
and Predict can support your housing team, 
visit fireangel.co.uk/trade/connected .

John McEwan is head of systems development 
at FireAngel.
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The customer experience (CX) specialist’s Local Authority 
Digital Transformation Index shows technology usage 
alongside every council area in England, Wales and 
Scotland. The index combines census information with 
FourNet’s CX analysis to plot the channels, such as 
landline, mobile, email, web, social media or chatbot, 
which residents are more likely to want to use in each 
council’s area.

According to FourNet’s index, the UK’s most ‘digita l savvy’ 
populations (as a percentage of the index’s UK aver age) are 
City of London (133 per cent), Tower Hamlets (126 p er cent) 
and Lambeth (122 per cent). These council areas hav e the 
fewest elderly residents and the highest ratio of s o-called 
‘digital natives’ (incl. ‘gen x’, ‘millennials’ and  ‘gen z’).

Based on FourNet’s CX analysis, the index shows that 
those three local authorities will need to focus mostly 
on digital channels when communicating with their local 
residents and considering newer social media platforms 
such as TikTok to remain engaged with them in future.

At the other end of FourNet’s index is North Norfolk with 
the least digital savvy population in the country (78 per 
cent), with more residents from the ‘greatest generation’, 
‘silent generation’ and ‘baby boomers’ than anywhere else 
in Britain and who are more likely to want to use landlines, 
post and in-person appointments.

Alan Linter, group director of customer experience, 
�+�S�Y�V�3�I�X�����W�E�M�H�����¸�;�I���L�E�Z�I���H�I�W�M�K�R�I�H���E���K�S���X�S���Q�E�T���J�S�V���I�Z�I�V�]��
local authority considering the next steps in their digital 
transformation plans. Our analysis of the demographics 
of local populations will be vital for councils to consider 
when deciding how to invest in technology and designing 
their services for the future.

�¸�8�L�I�V�I���M�W���E���L�Y�K�I���H�M�ú�I�V�I�R�G�I���M�R���X�L�I���[�E�]���X�L�I���T�I�S�T�P�I���M�R�X�I�V�E�G�X��
with council services from the top of our index to the 
bottom, and councils ignore that data at their peril.”

�6�ô�����R�Á�����×� �����¸���Á� ���Á�½�����×�Á���>���������½�Ù�Ó�Ù��� �è�Œ�¸�×� �î�î�Á�è���í� �����ô�Ò���è�ô�¸� �è��� �����×�ô���Ù���Ù�Á���–���½�Á�í�ô�Ó��� ���×�Ù�¸��
�����Á�î�½����� ���ô���î�½���¸�Ù���Ù�:�Á�î���–�����Á�¸�×�î�ô�è�ô�Ó�3������� �Ó�Á�����ô���×�Á�è�����¸�ô���î�¸�Ù�è�����1�Ù���×�����×�Á�Ù�����½�Ù�Ó�Ù��� �è��
transformation plans.

FourNet launches digital 
transformation index
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Richard Harvey, Assistant Director of 
Digital Transformation & Organisation Design, 
Housing Solutions

Housing Solutions’ digital transformation began in 2014. 
�&�W�O�M�R�K���S�Y�V�W�I�P�Z�I�W���[�L�E�X���S�Y�V���W�L�I�P�X�I�V�I�H���W�G�L�I�Q�I�W�¶���S�ú�I�V�M�R�K�W��
�[�S�Y�P�H���P�S�S�O���P�M�O�I���M�R���������]�I�E�V�W�¶���X�M�Q�I�����[�I���H�I�G�M�H�I�H���X�L�E�X���[�M���û��
access was an important part of that vision and the whole 
project grew from there.

�;�S�V�O�M�R�K���[�M�X�L�����S�G�M�E�P���8�I�P�I�G�S�Q�W�����S�Y�V���û�V�W�X���W�L�I�P�X�I�V�I�H���W�G�L�I�Q�I��
�L�E�H���������ü�E�X�W�����[�M�X�L���W�Y�G�L���M�Q�Q�I�H�M�E�X�I���W�Y�G�G�I�W�W���X�L�E�X���W�M�\��
additional schemes were rolled out. Social Telecoms and 
�-�S�Y�W�M�R�K�����S�P�Y�X�M�S�R�W���R�S�[���[�S�V�O���X�S�K�I�X�L�I�V���X�S���T�V�S�Z�M�H�I���[�M���û��
access to approximately 2,000 homes, covering almost 
400 sheltered homes and 1,600 general-use properties. 
�;�M���û���E�G�G�I�W�W���M�W���T�V�S�Z�M�H�I�H���J�V�I�I���X�S���-�S�Y�W�M�R�K�����S�P�Y�X�M�S�R�W�¶��
�V�I�W�M�H�I�R�X�W�����E�P�P�S�[�M�R�K���I�Z�I�V�]�F�S�H�]���X�S���I�\�T�I�V�M�I�R�G�I���X�L�I���F�I�R�I�û�X�W��
of internet connectivity and removing the digital divide.

�8�s�å�å���µ���������±�Ï�Ï�å�x�x
�&�X���û�V�W�X�����V�I�W�M�H�I�R�X�W���Y�W�I�H���X�L�I�M�V���J�V�I�I���[�M���û���E�G�G�I�W�W���X�S���Q�E�R�E�K�I��
universal credit and tenancy services online. However, 
�Y�W�I�V�W�¶���V�I�U�Y�M�V�I�Q�I�R�X�W���L�E�Z�I���M�R�G�V�I�E�W�I�H���Q�E�W�W�M�Z�I�P�]���W�M�R�G�I���X�L�I�R����
Applications such as video streaming have become a 
part of daily life, placing greater demands on our network 
capacity.

�.�R���/�Y�R�I���������������X�L�I���X�S�X�E�P���H�E�X�E���Y�W�E�K�I���J�S�V���-�S�Y�W�M�R�K�����S�P�Y�X�M�S�R�W�¶��
�V�I�W�M�H�I�R�X�W���[�E�W�������������,�'� ���F�]���)�I�G�I�Q�F�I�V���������������X�L�M�W���û�K�Y�V�I���L�E�H��
increased by 12,000 per cent to 1,600,000GB (1.6PB). Also, 
individual data usage per resident was up by over 7,000 
per cent to 820GB and data usage per site grew from 
660GB to 80,000GB (80TB). The total number of devices 
connected (on average) has risen from 140 to 1,900 
devices over the same period.

Daily digital reliance
�8�L�I�W�I���û�K�Y�V�I�W���L�M�K�L�P�M�K�L�X���X�L�I���I�\�X�I�R�X���X�S���[�L�M�G�L���S�Y�V���V�I�W�M�H�I�R�X�W��
rely on connectivity and how much demand has 
grown – a demand that Housing Solutions’ network 
infrastructure has grown to keep up with. Additionally, 
the increasing demand supports our initial hypothesis 
from over a decade ago, that online connectivity would 
�F�I���E�R���M�Q�T�S�V�X�E�R�X���X�S�S�P���J�S�V���I�Z�I�V�]�H�E�]���P�M�J�I���E�R�H���E�R���S�ú�I�V�M�R�K���X�L�E�X��
Housing Solutions had to make for its residents.

�-�S�[�I�Z�I�V�����H�I�W�T�M�X�I���M�X�W���M�Q�T�S�V�X�E�R�G�I�����G�S�Q�Q�Y�R�M�X�]���[�M���û��
is not the only aspect of Housing Solutions’ digital 
transformation. Having built a powerful digital 
�M�R�J�V�E�W�X�V�Y�G�X�Y�V�I���J�S�V���S�Y�V���V�I�W�M�H�I�R�X�W�����[�I�¶�V�I���û�R�H�M�R�K���R�I�[���[�E�]�W���S�J��
leveraging that connectivity to support them and further 
�M�Q�T�V�S�Z�I���X�L�I�M�V���U�Y�E�P�M�X�]���S�J���P�M�J�I��

Residents’ access
A specialised Alexa skill was also developed for Housing 
Solutions, allowing residents to make a number of 
�V�I�U�Y�I�W�X�W���V�I�K�E�V�H�M�R�K���X�L�I�M�V���X�I�R�E�R�G�M�I�W�����W�Y�G�L���E�W���G�S�R�û�V�Q�M�R�K��
�X�L�I�M�V���G�Y�V�V�I�R�X���F�E�P�E�R�G�I���S�V���P�E�W�X���T�E�]���H�E�X�I�����V�I�U�Y�I�W�X�M�R�K���E���T�L�S�R�I��
call or home visit, or informing us about any repairs that 

Housing Solutions’ 
2,000 home wi-fi 
network

Housing Solutions was Highly Commended in the Customer Services category of the 
Housing Technology 2025 Awards.

CUSTOMER 
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need doing. This gives our residents more options for 
contacting us, particularly around improving accessibility 
for those who struggle with computers or device screens.

One of our Blandford House residents commented on how 
�X�L�I�]���F�I�R�I�û�X���J�V�S�Q���H�M�K�M�X�E�P���G�S�R�R�I�G�X�M�Z�M�X�]�����8�L�I�]���W�E�M�H�����¸�.�X���F�V�M�R�K�W��
so much into my life. I can watch my smart TV, play music 
using Alexa and even connect with my family by asking 
Alexa to call my son. I appreciate having it so much.”

�'�]���S�J�J�I�V�M�R�K���J�V�I�I���[�M���û���E�G�G�I�W�W�����[�I���E�P�W�S���V�I�H�Y�G�I���X�L�I���G�S�W�X�W��
for our communities. One resident, who connects to our 
�R�I�X�[�S�V�O���Z�M�E���X�L�I�M�V���Q�S�F�M�P�I���T�L�S�R�I�����I�W�X�M�Q�E�X�I�H���X�L�E�X���S�Y�V���[�M���û��
scheme saves them almost £400 a year.

�.�R���E�H�H�M�X�M�S�R���X�S���S�Y�V���S�R�K�S�M�R�K���I�ú�S�V�X�W���S�J���T�V�S�Z�M�H�M�R�K���G�S�Q�Q�Y�R�M�X�]��
�[�M���û���X�S���V�I�W�M�H�I�R�X�W���E�R�H���M�Q�T�P�I�Q�I�R�X�M�R�K���W�Q�E�V�X���H�I�Z�M�G�I�W�����[�I��
also encourage and incentivise our communities to 
get online. We regularly host digital roadshows, talking 
�V�I�W�M�H�I�R�X�W���X�L�V�S�Y�K�L���X�L�I���F�I�R�I�û�X�W���S�J���H�M�K�M�X�E�P���G�S�R�R�I�G�X�M�Z�M�X�]���E�R�H��
teaching them how to use the internet.

Laptops and extra perks
�;�I���E�P�W�S���M�R�G�I�R�X�M�Z�M�W�I���S�Y�V���V�I�W�M�H�I�R�X�W���X�S���N�S�M�R���S�Y�V���[�M���û���R�I�X�[�S�V�O��
through our Housing Perks partnership. With Housing 
�5�I�V�O�W�����-�S�Y�W�M�R�K�����S�P�Y�X�M�S�R�W�¶���[�M���û���Y�W�I�V�W���K�E�M�R���H�M�W�G�S�Y�R�X�W���J�V�S�Q���E��
range of retailers.

Finally, we are taking a small but direct approach to bridge 
�X�L�I���H�M�K�M�X�E�P���H�M�Z�M�H�I�����;�L�I�R���[�I���V�I�T�P�E�G�I���S�Y�V���S�ý�G�I���P�E�T�X�S�T�W���[�M�X�L��
newer models, we donate the old laptops to our residents.
Over the course of the past decade, Housing Solutions 
has been consistent in its dedication to getting our 
residents online and using modern digital solutions to 
improve our residents’ experience.

�;�L�I�X�L�I�V���M�X�¶�W���T�V�S�Z�M�H�M�R�K���J�V�I�I���[�M���û���E�R�H���X�V�E�M�R�M�R�K���W�I�W�W�M�S�R�W���J�S�V��
residents or monitoring the condition of homes with smart 
�W�I�R�W�S�V�W�����E�P�P���S�J���S�Y�V���I�ú�S�V�X�W���G�E�R���F�I���X�V�E�G�I�H���F�E�G�O���X�S���S�Y�V���S�V�M�K�M�R�E�P��
mission – envisioning what communities will need in years 
�X�S���G�S�Q�I���X�S���T�V�S�Z�M�H�I���X�L�I���F�I�W�X���T�S�W�W�M�F�P�I���U�Y�E�P�M�X�]���S�J���P�M�J�I���J�S�V���S�Y�V��
residents.

Richard Harvey is the assistant director of 
digital transformation and organisation design 
at Housing Solutions. The housing provider was 
Highly Commended in the Customer Services 
category of the Housing Technology 2025 
Awards.

Rosie Wills, Technical Support & Repairs Manager, 
Mid Devon Housing

As social housing providers, we’re all constantly 
seeking innovative solutions to ensure safe, healthy and 
compliant homes for our residents. One of the most 
pressing challenges we face is managing damp and 
�Q�S�Y�P�H���I�ú�I�G�X�M�Z�I�P�]�����F�E�P�E�R�G�M�R�K���S�Y�V���X�I�R�E�R�X�W�¶���[�I�P�P�F�I�M�R�K���[�M�X�L��
regulatory compliance. At Mid Devon Housing, we’ve 
embraced Aico’s HomeLink Case Management (HCM) 
system to improve our approach to property management 
and resident engagement.

This partnership and joint commitment to improving tenant 
services was recognised at the Housing Technology 
2025 Awards, where we were ‘highly commended’ in th e 
customer services category for our use of HCM in tr acking 
and managing damp and mould cases.

A new approach to compliance & tenant 
engagement
HCM is a digital platform that provides a structured and 
proactive way to manage damp and mould cases. 

Mid Devon 
Housing tackles 
damp & mould 
with Aico

Mid Devon Housing was Highly Commended in the Customer Services category of 
the Housing Technology 2025 Awards. Rosie Wills from Mid Devon Housing explains 
the background and outcome of its damp and mould programme.

CUSTOMER 
SERVICES

HIGHLY COMMENDED
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By integrating real-time environmental monitoring, 
case tracking and automated alerts, it enables us to 
take a more data-driven and transparent approach. The 
�W�]�W�X�I�Q���E�P�W�S���S�ú�I�V�W���E���G�P�I�E�V���E�Y�H�M�X���X�V�E�M�P�����I�R�W�Y�V�M�R�K���[�I���Q�I�I�X��
the expectations set out by Awaab’s Law and the Social 
Housing Regulation Act 2023.

For housing providers, compliance is just one aspect 
of the challenge; communication and engagement 
�[�M�X�L���X�I�R�E�R�X�W���E�V�I���I�U�Y�E�P�P�]���G�V�M�X�M�G�E�P�����-�(�2���J�E�G�M�P�M�X�E�X�I�W���X�L�M�W���F�]��
providing a structured, two-way communication platform, 
allowing us to keep tenants informed about the status 
�S�J���X�L�I�M�V���G�E�W�I�W���E�R�H���S�ú�I�V���T�V�E�G�X�M�G�E�P���K�Y�M�H�E�R�G�I���S�R���Q�E�R�E�K�M�R�K��
indoor conditions to reduce the risk of damp and mould.

Tracking damp & mould cases
HCM has transformed how Mid Devon Housing tracks and 
manages damp and mould cases. The system allows us to 
�P�S�K�����Q�S�R�M�X�S�V���E�R�H���E�R�E�P�]�W�I���G�E�W�I�W���I�ý�G�M�I�R�X�P�]�����I�R�W�Y�V�M�R�K���X�M�Q�I�P�]��
interventions and resolutions. Some of the key ways in 
�[�L�M�G�L���[�I���Y�W�I���-�(�2���M�R�G�P�Y�H�I��

•  Early detection & monitoring –  By integrating HCM 
with environmental sensors, we can track humidity, 
temperature and ventilation patterns in homes, 
identifying potential damp and mould risks before they 
escalate.

•  Case management & audit trails – Each damp and 
mould report is logged in HCM, allowing our teams to 
track progress, document interventions and ensure 
regulatory compliance.

•  Tenant engagement & education –  HCM enables us to 
share data-driven insights with tenants, helping them 
to understand how their home environment impacts 
damp and mould levels. This allows for more productive 
conversations and informed decision-making.

•  Resource allocation & trend analysis –  By analysing 
data across multiple properties, we can identify high-risk 
�E�V�I�E�W�����T�V�M�S�V�M�X�M�W�I���S�Y�V���Q�E�M�R�X�I�R�E�R�G�I���I�ú�S�V�X�W���E�R�H���T�P�E�R���P�S�R�K��
term improvements to our housing stock.

Real-world impact
�4�R�I���S�J���X�L�I���O�I�]���F�I�R�I�û�X�W���S�J���-�(�2���M�W���M�X�W���E�F�M�P�M�X�]���X�S���T�V�S�Z�M�H�I��
evidence-based solutions. For example, in a case where 
previous inspections had ruled out structural defects 
and remote monitoring highlighted poor ventilation, 
our tenants still felt certain that the problem was one of 
rainwater ingress.

By using HCM, we pinpointed the root cause using 
sensor data combined with tracking the home against 
other homes locally and nationally. Thus, combined with 
�X�V�E�G�O�M�R�K���W�T�I�G�M�û�G���[�I�E�X�L�I�V���I�Z�I�R�X�W���
�M���I�����L�I�E�Z�]���V�E�M�R�����E�R�H���M�R�H�S�S�V��
�I�R�Z�M�V�S�R�Q�I�R�X�E�P���J�E�G�X�S�V�W�����[�I���[�I�V�I���E�F�P�I���X�S���G�S�R�û�V�Q���X�L�E�X���X�L�I��
�Q�S�Y�P�H���V�M�W�O���[�E�W���R�S�X���E�ú�I�G�X�I�H���F�]���V�E�M�R���F�Y�X���W�T�M�O�I�H���H�Y�V�M�R�K��
school holidays, allowing us to implement a targeted 
solution and prevent further deterioration.
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Tenants’ concerns & behavioural change
One of the ongoing challenges in damp and mould 
management is addressing the behavioural factors that 
contribute to indoor moisture levels. While building fabric 
problems such as insulation and ventilation play a crucial 
role, tenants’ habits such as blocking vents or under-
�L�I�E�X�M�R�K���V�S�S�Q�W���G�E�R���W�M�K�R�M�û�G�E�R�X�P�]���M�Q�T�E�G�X���H�E�Q�T���G�S�R�H�M�X�M�S�R�W��
HCM helps bridge this gap by providing tenants with 
evidence-based, real-time insights into their home 
environment. By sharing relevant data and educational 
resources, we can empower residents to take simple but 
�I�ú�I�G�X�M�Z�I���W�X�I�T�W���X�S���V�I�H�Y�G�I���G�S�R�H�I�R�W�E�X�M�S�R���E�R�H���Q�S�Y�P�H���K�V�S�[�X�L����
This collaborative approach helps shift the conversation 
from blame to shared responsibility, making tenants feel 
more engaged in the solution.

The future beyond damp & mould
While our primary focus has been on tackling damp 
and mould, HCM’s potential extends further. Future 
�Y�T�H�E�X�I�W���[�M�P�P���M�R�G�S�V�T�S�V�E�X�I���û�V�I���W�E�J�I�X�]�����G�E�V�F�S�R���Q�S�R�S�\�M�H�I��
�G�S�Q�T�P�M�E�R�G�I���E�R�H���H�I�G�E�V�F�S�R�M�W�E�X�M�S�R���W�X�V�E�X�I�K�M�I�W�����S�ú�I�V�M�R�K���E�R��
all-encompassing case management tool for housing 
providers.

Fire safety remains a top priority for housing providers and 
�M�R�X�I�K�V�E�X�M�R�K���û�V�I���V�M�W�O���Q�E�R�E�K�I�Q�I�R�X���M�R�X�S���-�(�2���[�M�P�P���I�R�E�F�P�I���Y�W��
to streamline our compliance processes and ensure timely 
interventions. And while the housing sector moves further 
towards decarbonisation, having a robust data-driven 
�T�P�E�X�J�S�V�Q���[�M�P�P���E�P�W�S���W�Y�T�T�S�V�X���I�R�I�V�K�]���I�ý�G�M�I�R�G�]���M�R�M�X�M�E�X�M�Z�I�W����
�I�R�E�F�P�M�R�K���L�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W���X�S���X�V�E�G�O���X�L�I���M�Q�T�E�G�X���S�J���V�I�X�V�S�û�X��
projects and improve home energy performance.

Key take-aways
Our experience with HCM has reinforced several key 
�P�I�W�W�S�R�W���X�L�E�X���Q�E�]���F�I�R�I�û�X���S�X�L�I�V���L�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W��

•  Proactive monitoring improves outcomes –  Early 
detection through environmental data helps to prevent 
minor issues from becoming major problems.

•  Tenant communication is vital – A structured case 
management system fosters transparency and builds 
trust between housing providers and their tenants.

•  Compliance is streamlined –  A digital audit trail ensures 
that housing providers can demonstrate due diligence 
and regulatory adherence with ease.

•  Scalability is key – �8�L�I���ü�I�\�M�F�M�P�M�X�]���S�J���-�(�2���E�P�P�S�[�W���J�S�V��
expansion beyond damp and mould, providing a future-
proof solution for wider housing challenges.

•  Data-driven decisions lead to smarter investments –  
Using insights from environmental monitoring, housing 
providers can allocate their resources better, prioritising 
�T�V�S�T�I�V�X�M�I�W���X�L�E�X���V�I�U�Y�M�V�I���M�R�X�I�V�Z�I�R�X�M�S�R���E�R�H���V�I�H�Y�G�M�R�K��
unnecessary costs.

The future of digital case management
�;�I�¶�V�I���G�S�R�X�M�R�Y�M�R�K���X�S���V�I�û�R�I���S�Y�V���Y�W�I���S�J���X�I�G�L�R�S�P�S�K�]���X�S���G�V�I�E�X�I��
healthier, safer homes. By adopting data-led approaches 
such as HCM, housing providers can meet regulatory 
�V�I�U�Y�M�V�I�Q�I�R�X�W���E�R�H���I�R�L�E�R�G�I���X�L�I���U�Y�E�P�M�X�]���S�J���P�M�J�I���J�S�V���X�L�I�M�V��
residents. As the housing sector evolves, embracing smart 
solutions will be crucial in delivering sustainable and 
�I�ú�I�G�X�M�Z�I���T�V�S�T�I�V�X�]���Q�E�R�E�K�I�Q�I�R�X��

For other housing providers considering similar sol utions, 
the key takeaway is that technology alone isn’t a 
silver bullet; it must be matched by strong process es, 
tenant engagement and a commitment to continuous 
improvement. With the right approach, digital case 
management can transform how we manage homes, 
�H�I�P�M�Z�I�V�M�R�K���F�I�R�I�û�X�W���J�S�V���F�S�X�L���L�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W���E�R�H���V�I�W�M�H�I�R�X�W��

Rosie Wills is the technical support and 
repairs manager at Mid Devon Housing. The 
housing provider was Highly Commended in 
the Customer Services category of the Housing 
Technology 2025 Awards.

Angharad Rogers, director of 
housing and communities, Cynon 
�8�E�J���(�S�Q�Q�Y�R�M�X�]���-�S�Y�W�M�R�K�����W�E�M�H�����¸�;�I��
chose to replace our previous 
arrears software with PanConnect 
Arrears Manager because it’s cost-
neutral around our implementation 
and will save us money over the 
contract term.

�¸�-�S�W�X�I�H���M�R���X�L�I���G�P�S�Y�H�����&�V�V�I�E�V�W��
�2�E�R�E�K�I�V���T�V�S�Z�M�H�I�W���S�R�P�M�R�I���E�R�H���S�þ�M�R�I��
functionality, integrates with our 
current systems and allows varied 
communication with our tenants via 
email, letter or SMS. Its algorithms 
prioritise cases for us, simplify data 
�J�S�V���F�I�X�X�I�V���X�E�V�K�I�X�M�R�K���E�R�H���ü�E�K���T�S�X�I�R�X�M�E�P��
problems even without arrears.”

Housing Insight expects the project 
to be delivered to the housing 
provider’s test environment within 
eight weeks, ahead of its planned 
launch during this summer.

Cynon Taf Community Housing is taking on Housing Insight’s PanConnect Arrears Manager system 

to provide detailed insights into its arrears, facilitate better tenant communications and support its 

staff, in particular through its two-way integration with the housing provider’s Aareon QL housing 

management system.

Cynon Taf Community Housing gets 
Housing Insight’s Arrears Manager



A comprehensive arrears solution built to 
support staff with the analysis, prioritisation 
and management of rents and arrears.

Request a demo
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Environmental sensors are a form of smart-building 
�X�I�G�L�R�S�P�S�K�]���X�L�E�X���G�E�R���W�M�K�R�M�û�G�E�R�X�P�]���I�R�L�E�R�G�I���T�V�S�T�I�V�X�]��
�Q�E�R�E�K�I�Q�I�R�X���F�]���M�Q�T�V�S�Z�M�R�K���W�E�J�I�X�]�����I�R�L�E�R�G�M�R�K���I�ý�G�M�I�R�G�]��
and creating a healthier living environment for residents.

The role of environmental sensors
Environmental sensors use the internet of things (IoT) 
technologies to monitor indoor environments and 
provide opportunities for smart property management 
by continuously collecting real-time data on factors that 
impact a property’s environment, including temperature, 
�L�Y�Q�M�H�M�X�]�����G�E�V�F�S�R���H�M�S�\�M�H�I���E�R�H���M�R�H�S�S�V���E�M�V���U�Y�E�P�M�X�]��

Aico’s Ei1020 and Ei1025 environmental sensors connect 
wirelessly to our Aico Ei1000G gateway, forming our 

Connected Home Solution. This system extracts and 
collates data direct from the environmental sensors and 
transmits it to the user-friendly HomeLink Portal. Through 
the portal, housing providers can gain insights into each 
property’s health, identifying potential problems across 
their housing stock, such as damp, mould and poor 
ventilation, before they escalate. Actionable insights are 
also available through the portal, enabling preventative 
measures and proactive maintenance.

The HomeLink Resident app enables residents to take 
control of their living environments. Like the HomeLink 
Portal, residents can see when conditions aren’t optimal 
in their homes. Residents can receive personalised 
recommendations via the app, such as advice on how to 
remedy issues and prevent problems from occurring.

Enhancing property management
The value of environmental sensors can’t be overstated, 
particularly because Europeans typically spend around 
70 per cent of their time in their home environment. By 
providing real-time insights into challenges such as damp 
�E�R�H���Q�S�Y�P�H�����I�R�I�V�K�]���I�ý�G�M�I�R�G�]�����J�Y�I�P���T�S�Z�I�V�X�]���E�R�H���M�R�H�S�S�V���E�M�V��
�U�Y�E�P�M�X�]�����L�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W���G�E�R���F�I���Q�S�V�I���W�X�V�E�X�I�K�M�G���E�F�S�Y�X��
creating safer, healthier and more sustainable homes, 
thereby enhancing their residents’ well-being. The 
University of Exeter has found that for every £1 invested in 
an environmental sensor system, there is £2.68 worth of 
social value generated.

�8�L�I���O�I�]���F�I�R�I�û�X�W���M�R���W�Y�W�X�E�M�R�E�F�P�I���F�Y�M�P�H�M�R�K���Q�E�R�E�K�I�Q�I�R�X��
�M�R�G�P�Y�H�I��

Navigating the complexities of modern housing management can be daunting. From 

stringent regulations to sustainable building management, housing providers face 

numerous challenges to ensure their tenants’ health and wellbeing. As a result, they are 

constantly seeking ways to improve their properties, and embracing innovative solutions 

is crucial. One increasingly popular solution is the use of environmental sensors.

Jade Anderson, Marketing Executive, Aico

The holistic 
benefits of 
environmental 
sensors
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•  Early detection of potential issues – The early 
�M�H�I�R�X�M�û�G�E�X�M�S�R���
�Z�M�E���X�L�I���-�S�Q�I�1�M�R�O���5�S�V�X�E�P�����S�J���T�S�X�I�R�X�M�E�P��
problems, such as damp and mould, allows them to be 
�û�\�I�H���F�I�J�S�V�I���X�L�I�]���X�E�O�I���L�S�P�H�����8�L�M�W���I�R�W�Y�V�I�W���X�L�I���G�S�R�X�M�R�Y�I�H��
health and wellbeing of residents, preserves property 
integrity and minimises costly repairs.

�Î�����F�5�^�s�E�´�å�Ú���å�9�å�s�
�¼���å�ý���Ï���å�9�Ï�¼���ü�E�s�����E�š�x���9�
���^�s�E�´���Ú�å�s�x��
– Analysing temperature and humidity data helps 
housing providers to identify properties with high energy 
consumption. This enables targeted interventions, such 
as improved insulation, optimised thermostat settings 
and residents’ education on energy-saving behaviours. 
This reduces energy costs and minimises the properties’ 
environmental impact.

•  Compliance –  With better insights into their properties’ 
structure and environment, housing providers can better 
�G�S�Q�T�P�]���[�M�X�L���P�I�K�M�W�P�E�X�M�Z�I���V�I�U�Y�M�V�I�Q�I�R�X�W���W�Y�G�L���E�W���&�[�E�E�F�¶�W��
Law. Continuous monitoring allows them to provide 
enhanced, timely support to residents, demonstrating a 
�G�S�Q�Q�M�X�Q�I�R�X���X�S���W�E�J�I�X�]���E�R�H���U�Y�E�P�M�X�]���[�L�M�P�I���J�S�W�X�I�V�M�R�K���X�V�Y�W�X��

•  Improved living conditions –  By providing real-
time data on problems such as damp and mould, 
residents can take proactive steps, such as opening 
windows or adjusting heating settings. This also helps 
�L�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W���X�S���T�V�M�S�V�M�X�M�W�I���X�L�I�M�V���Q�E�M�R�X�I�R�E�R�G�I���I�ú�S�V�X�W����
enhancing tenants’ comfort and safety.

•  Enhanced resident engagement and wellbeing 
– The Connected Home Solution paves the way for 
improved resident-landlord relationships. By providing 
residents with real-time data and actionable insights, 
they are empowered to engage with energy-saving 

initiatives and reduce wasteful behaviours. This, 
alongside targeted interventions, improves living 
environments, which contributes to increased tenant 
satisfaction and more sustainable tenancies.

Best practice for installation
�8�S���Q�E�\�M�Q�M�W�I���X�L�I���F�I�R�I�û�X�W���S�J���I�R�Z�M�V�S�R�Q�I�R�X�E�P���W�I�R�W�S�V�W�����T�V�S�T�I�V��
installation and integration is crucial. Aico recommends 
that sensors are placed in the bathroom, kitchen and 
principal habitable room to provide the best overall view 
of the property.

Our best-practice suggestions for installing environmental 
�W�I�R�W�S�V�W��

•  Correct sensor placement involves wall-mounting at 
�F�V�I�E�X�L�M�R�K���L�I�M�K�L�X�����E�T�T�V�S�\�M�Q�E�X�I�P�]���������Q���J�V�S�Q���ü�S�S�V���P�I�Z�I�P���S�V����
where wall-mounting is impractical, ceiling mounting.

•  It is crucial to position them away from direct sunlight 
and sources of heat.

•  Environmental sensors should be placed a minimum of 
300mm away from any obstructions, such as curtains 
or furniture, for seamless communication and data 
transmission between sensors and the Ei1000G gateway.

•  The gateway itself should ideally be sited at 2m above 
�ü�S�S�V���P�I�Z�I�P�����O�I�I�T�M�R�K���X�L�I���E�V�I�E���W�Y�V�V�S�Y�R�H�M�R�K���X�L�I���E�R�X�I�R�R�E��
clear from any obstructions.

Sensor activation is achieved via our SmartLink app, 
scanning the sensor’s QR code and following the 
instructions provided. The app also facilitates data entry, 
allowing housing providers to input property and room 
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data, which is then automatically transferred to the 
HomeLink Portal for data analysis and insights.

HomeLink Case Management
�8�S���Q�E�\�M�Q�M�W�I���X�L�I���F�I�R�I�û�X�W���S�J���I�R�Z�M�V�S�R�Q�I�R�X�E�P���W�I�R�W�S�V�W���E�R�H��
their data, Aico recently launched the HomeLink Case 
Management (HCM) system. HCM is designed to address 
the biggest challenges that housing providers face in 
maintaining safe and compliant homes. The system is an 
expansion of our Connected Home Solution, providing a 
platform to help housing providers address each stage 
of property case management with greater ease and 
�I�ú�I�G�X�M�Z�I�R�I�W�W���F�]��

• Identifying potential problems;
• Managing their entire portfolio;
• Analysing property conditions;
•  Recording maintenance updates and residents’ 

feedback;
•  Communicating with residents via the HomeLink 

Resident app.

Discover more about the HomeLink Case Management 
system at aico.co.uk .

A smart investment
In today’s competitive property management landscape, 
environmental sensors are a smart investment for 
�L�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W���[�E�R�X�M�R�K���X�S���M�Q�T�V�S�Z�I���I�ý�G�M�I�R�G�]�����I�R�L�E�R�G�I��
tenant satisfaction and create more sustainable housing 
portfolios.

By embracing this technology, housing providers can 
proactively address potential problems, reduce energy 
costs and create healthier and more comfortable living 
environments for their tenants.

Jade Anderson is a marketing executive at Aico.

Vericon Systems has launched MouldSense, a new plug-and-play solution to 

help housing providers monitor, measure and manage damp and mould.

Vericon launches MouldSense

MouldSense, part of Vericon’s 
HomeHub series, includes 
battery-operated temperature 
and humidity sensors that can 
be placed around a property 
to identify and alert housing 
providers to potential problems. 
The sensors assess the risk in 
�I�E�G�L���V�S�S�Q���I�Z�I�V�]���û�Z�I���Q�M�R�Y�X�I�W����

providing accurate information 
about what is really going on 
inside the property.

It enables housing providers to 
�H�I�G�M�H�I���M�J���û�\�M�R�K���E���J�E�Y�P�X���M�W���R�I�G�I�W�W�E�V�]��
or whether educating tenants 
about the health risks associated 
with damp and mould will prevent 

a problem occurring before it 
has time to escalate. With in-
depth reporting and analysis, 
MouldSense also provides 
housing providers with a detailed 
audit trail to help with compliance.
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Perry Roche, Infrastructure & Operations Manager, 
Selwood Housing

The challenge
In mid-2023, our IT team faced mounting challenges from 
a high volume of support tickets, underperforming service 
providers, a lack of cloud expertise and an ageing IT 
infrastructure.

The team faced an overwhelming workload, with more 
than 500 support tickets raised each month (that’s the 
�I�U�Y�M�Z�E�P�I�R�X���S�J�����������X�M�G�O�I�X�W���J�S�V���I�Z�I�V�]���Q�I�Q�F�I�V���S�J�����I�P�[�S�S�H��
�-�S�Y�W�M�R�K�¶�W���W�X�E�ú�������8�L�I���T�V�I�W�W�Y�V�I���[�E�W���G�S�Q�T�S�Y�R�H�I�H���F�]���E��
backlog of over 20 essential IT projects, covering everything 
from essential upgrades and cyber-security enhancem ents 
to cost-saving cloud migrations. At the same time, our 
key managed service providers were underperforming,  
�V�I�U�Y�M�V�M�R�K���J�V�I�U�Y�I�R�X���J�S�P�P�S�[���Y�T�W���E�R�H���E�H�H�M�X�M�S�R�E�P���[�S�V�O���J�V�S�Q���E�R��
already-overstretched internal team.

The lack of cloud expertise within our team posed a 
�W�M�K�R�M�û�G�E�R�X���V�M�W�O�����T�E�V�X�M�G�Y�P�E�V�P�]���[�L�M�P�I���[�I���T�V�I�T�E�V�I�H���X�S���X�V�E�R�W�M�X�M�S�R��
�J�V�S�Q���S�R���T�V�I�Q�M�W�I���M�R�J�V�E�W�X�V�Y�G�X�Y�V�I���X�S���&�^�Y�V�I�������X�E�ú���X�Y�V�R�S�Z�I�V��
further complicated matters, with long-serving employees 
�H�I�T�E�V�X�M�R�K���[�M�X�L�S�Y�X���W�Y�ý�G�M�I�R�X���L�E�R�H�S�Z�I�V�W���S�V���H�S�G�Y�Q�I�R�X�E�X�M�S�R����
leading to knowledge gaps. Meanwhile, there was 
a recognition that training, self-service and general 
information about IT processes needed to be improved 
across the organisation.

Our team structure at the time exacerbated the problem. 
�;�M�X�L���R�S���G�P�I�E�V���H�M�ú�I�V�I�R�X�M�E�X�M�S�R���S�J���V�S�P�I�W�����E�P�P���X�I�E�Q���Q�I�Q�F�I�V�W��
�[�I�V�I���M�R�Z�S�P�Z�I�H���M�R���Q�E�R�E�K�M�R�K���W�Y�T�T�S�V�X���X�M�G�O�I�X�W�����E�ú�I�G�X�M�R�K��
�F�S�X�L���I�ý�G�M�I�R�G�]���E�R�H���Q�S�V�E�P�I�����&�X���E�R���S�V�K�E�R�M�W�E�X�M�S�R�E�P���P�I�Z�I�P�����S�Y�V��
infrastructure was entirely on-premise, spread across 
two costly data centres, and supported by an external 
IT provider. Together, these factors made it clear that 
fundamental changes were needed.

The approach
�8�L�I���W�G�E�P�I���S�J���X�L�I���T�V�S�F�P�I�Q���V�I�U�Y�M�V�I�H���E���F�S�P�H���W�X�V�E�X�I�K�]�����;�I��
decided to restructure the IT team, reduce our reliance on 
external providers and modernise our entire infrastructure.

This involved identifying the potential within our team 
and recruiting complementary skills to scale up to an 
�M�R�X�I�V�R�E�P���X�I�E�Q���S�J���I�M�K�L�X�����I�E�G�L���[�M�X�L���G�P�I�E�V�P�]���H�I�û�R�I�H���V�S�P�I�W����
�8�[�S���û�V�W�X���P�M�R�I���N�Y�R�M�S�V���I�R�K�M�R�I�I�V�W���[�S�Y�P�H���X�V�M�E�K�I���W�Y�T�T�S�V�X��
tickets while three level-two I&O analysts and two level-
three engineers would focus on higher-level support 
improvements, remediation projects and our all-important 
cloud migration. Our team would also need to rationalise 
over 200 applications.

�&�P�S�R�K�W�M�H�I���X�L�I���V�I�G�V�Y�M�X�Q�I�R�X���I�ú�S�V�X�����[�I���W�I�X���S�Y�X���E���T�P�E�R���X�S��
migrate our infrastructure to the cloud, partnering with 
a new Microsoft service provider to reduce costs and 
�M�Q�T�V�S�Z�I���W�I�V�Z�M�G�I���U�Y�E�P�M�X�]�����&�X���X�L�I���W�E�Q�I���X�M�Q�I�����[�I���M�R�X�V�S�H�Y�G�I�H��
�W�X�V�Y�G�X�Y�V�I�H���.�8�.�1���F�E�W�I�H���T�V�S�G�I�W�W�I�W���X�S���I�R�L�E�R�G�I���I�ý�G�M�I�R�G�]���E�R�H��
customer satisfaction. The road to implementation wasn’t 
without obstacles, particularly in recruiting the right talent, 
�F�Y�X���E�J�X�I�V���W�I�Z�I�V�E�P���Q�S�R�X�L�W���S�J���T�I�V�W�M�W�X�I�R�X���I�ú�S�V�X�����[�I���L�E�H���E��
team capable of delivering real change.

Delivering real impact
Once in place, our newly-structured IT team embarked 
on a series of transformative projects. Strengthening 
our cyber security was a top priority, leading to the 
implementation of multi-factor authentication across the 
organisation as well as the replacement of our outdated 
VPN with a more secure SD-WAN solution.

Rebuilding 
Selwood Housing’s 
IT infrastructure

Selwood Housing was Highly Commended in the IT Team of the Year category at the Housing Technology 
2025 Awards. Perry Roche from Selwood Housing explains how a strategic overhaul modernised the 
organisation’s IT landscape and positioned it for long-term success.

IT TEAM OF 
THE YEAR

HIGHLY COMMENDED
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Compliance improvements followed, including the 
deployment of new monitoring software to enhance our 
GDPR compliance. We then secured a new licensing 
agreement under the DTA21 pricing model, reducing our 
Microsoft costs by around £100,000 per year. This h elped to 
�W�E�Z�I���G�S�W�X�W���E�R�H���I�Q�F�I�H���S�Y�V���µ�G�P�S�Y�H���û�V�W�X�¶���2�M�G�V�S�W�S�J�X���F�E�W�I�H���W�X�E�R�G�I��

�7�I�G�S�K�R�M�W�M�R�K���X�L�I���R�I�I�H���J�S�V���E���Q�S�H�I�V�R���E�R�H���I�ý�G�M�I�R�X���[�S�V�O�M�R�K��
environment, we overhauled our hardware estate. More 
than 240 outdated laptops were replaced with HP360 
�H�I�Z�M�G�I�W�����[�M�X�L���S�Y�V���V�I�J�V�I�W�L���G�]�G�P�I���V�I�H�Y�G�I�H���J�V�S�Q���û�Z�I���X�S���X�L�V�I�I��
years to keep pace with technological advancements. 
Our transition to Windows 11 was accompanied by 
�G�S�Q�T�V�I�L�I�R�W�M�Z�I���W�X�E�ú���X�V�E�M�R�M�R�K���X�S���I�R�W�Y�V�I���E���W�Q�S�S�X�L���V�S�P�P�S�Y�X����
�4�Y�V���Q�S�F�M�P�I���M�R�J�V�E�W�X�V�Y�G�X�Y�V�I���E�P�W�S���V�I�G�I�M�Z�I�H���E���W�M�K�R�M�û�G�E�R�X��
�Y�T�K�V�E�H�I�����[�M�X�L���W�X�E�ú���T�V�S�Z�M�H�I�H���[�M�X�L���L�M�K�L���U�Y�E�P�M�X�]�����E�Q�W�Y�R�K��
devices and a switch to a new mobile network provider 
�S�ú�I�V�M�R�K���F�I�X�X�I�V���G�S�Z�I�V�E�K�I���M�R���X�L�I���V�Y�V�E�P���E�V�I�E�W���[�I���W�I�V�Z�I��

At the infrastructure level, we made substantial progress 
in streamlining our IT environment. Our virtual machine 
footprint was reduced from over 100 servers to just 20, 
�[�L�M�P�I���������8�'���S�J���H�E�X�E�����E�Q�S�Y�R�X�M�R�K���X�S���I�M�K�L�X���Q�M�P�P�M�S�R���û�P�I�W�����[�E�W��
successfully migrated to Azure. By contracting with a 
new Microsoft partner for co-managed services, we 
achieved annual cost savings of around £300,000. To 
further strengthen our security, we introduced a 24/7 co-
managed security operations centre, ensuring round-the-
clock monitoring and rapid incident resolution.

�4�R�I���S�J���S�Y�V���Q�S�W�X���W�M�K�R�M�û�G�E�R�X���T�V�S�G�I�W�W���M�Q�T�V�S�Z�I�Q�I�R�X�W���[�E�W��
the introduction of ITIL-based procedures for support 
�X�M�G�O�I�X���Q�E�R�E�K�I�Q�I�R�X�����8�L�M�W���W�L�M�J�X���M�Q�T�V�S�Z�I�H���I�ý�G�M�I�R�G�]���E�R�H��
helped drive end-users’ satisfaction to over 90 per cent, 
with SLA success rates reaching 94 per cent. These 
�V�I�û�R�I�Q�I�R�X�W���L�E�Z�I���X�V�E�R�W�J�S�V�Q�I�H���S�Y�V���.�8���X�I�E�Q�¶�W���V�S�P�I���J�V�S�Q��
a reactive support function to a proactive enabler of 
business improvements.

Transformative results
Through these initiatives, our IT team has evolved into a 
�V�I�W�T�I�G�X�I�H���E�R�H���M�R�ü�Y�I�R�X�M�E�P���T�E�V�X���S�J�����I�P�[�S�S�H���-�S�Y�W�M�R�K�����;�I�¶�V�I��
no longer simply maintaining systems but actively helping 
�X�S���W�L�E�T�I���X�L�I���S�V�K�E�R�M�W�E�X�M�S�R�¶�W���J�Y�X�Y�V�I�����H�V�M�Z�M�R�K���I�ý�G�M�I�R�G�M�I�W���E�R�H��
supporting wider business transformation.

�2�E�V�O���2�E�]�P�I�V�������I�P�[�S�S�H���-�S�Y�W�M�R�K�¶�W���G�L�M�I�J���û�R�E�R�G�M�E�P���S�ý�G�I�V�����W�E�M�H����
�¸�8�L�I���[�S�V�O���X�L�E�X���X�L�I���X�I�E�Q���L�E�W���E�G�L�M�I�Z�I�H���S�Z�I�V���X�L�I���T�E�W�X��������
months and continues to progress gives us a strong platform 
to meet the ever-increasing demands of the sector a nd to 
�I�R�W�Y�V�I���X�L�I���U�Y�E�P�M�X�]���S�J���S�Y�V���W�I�V�Z�M�G�I�W���X�S���S�Y�V���G�Y�W�X�S�Q�I�V�W���¹

Perry Roche is the infrastructure and operations 
manager at Selwood Housing. The housing 
provider was Highly Commended in the IT Team 
of the Year category of the Housing Technology 
2025 Awards.

Mark Mayler, Chief Financial 
Officer, Selwood Housing

FireAngel’s easy-to-use alarm provides visual alerts for CO, temperature and 
humidity levels, with a 10-year battery for long-lasting protection. The alarm 
was designed for bedrooms and living spaces, providing audible and visual 
warnings if temperature, humidity or CO levels become dangerous.

�+�M�V�I�&�R�K�I�P���W�E�M�H�����¸�+�S�Y�V���X�I�E�Q�W���E�G�V�S�W�W���X�L�I���F�Y�W�M�R�I�W�W���[�S�V�O�I�H���X�S�K�I�X�L�I�V���X�S���H�I�W�M�K�R��
�E�R�H���F�Y�M�P�H���X�L�I���+�&�������������[�M�X�L���X�L�M�W���E�P�E�V�Q���F�I�M�R�K���X�L�I���û�V�W�X���+�M�V�I�&�R�K�I�P���E�P�E�V�Q���X�S���Y�W�I��
our real-time operating system which makes the device so easy to use. We 
are proud to have received this recognition from Which? after the hard work 
that all of our team put into it.”

FireAngel’s premium FA3820 alarm and cost-effective FA3313 alarm also 
received recognition from the Which? review team during judging.

FireAngel wins Which? award
FireAngel has won the ‘Best Buy’ accreditation from 
Which? for its FA3322 carbon monoxide (CO) alarm.
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Swindon Borough Council is replacing its 

�Á�2�Ù�����Ù�î�Ó���>���Á��� �î�½���¸� ���·�ô�î���í�ô�î�ô�2�Ù�½�Á��� �è� ���í����

with upgraded Aico devices to improve 

its tenants’ safety. The four-year, £10.5m 

programme has so far resulted in new 

devices being installed in 1,200 council-

owned properties since September 2024.

Swindon BC moves to Aico alarms

�8�L�I���R�I�[���&�M�G�S���������������I�V�M�I�W���E�P�E�V�Q�W���[�M�P�P���F�I���û�X�X�I�H���[�M�X�L��
sensors that detect heat, smoke and carbon monoxide, 
�E�R�H���G�E�R���W�I�R�H���R�S�X�M�û�G�E�X�M�S�R�W���X�S���X�L�I���G�S�Y�R�G�M�P���Z�M�E���&�M�G�S�¶�W��
Ei1000G gateway when they need testing, repairing 
or replacing.

Alongside these new alarms, around one in ten of the 
�G�S�Y�R�G�M�P�¶�W���T�V�S�T�I�V�X�M�I�W���[�M�P�P���E�P�W�S���F�I���û�X�X�I�H���[�M�X�L���&�M�G�S�¶�W���*�M����������
environmental sensors to measure temperature, humidity 
and carbon dioxide and send real-time data and alerts to 
the council.

�/�E�R�M�R�I���-�S�[�E�V�X�L�����G�E�F�M�R�I�X���Q�I�Q�F�I�V���J�S�V���L�S�Y�W�M�R�K�������[�M�R�H�S�R��
�'�S�V�S�Y�K�L���(�S�Y�R�G�M�P�����W�E�M�H�����¸�8�L�M�W���f���������Q���Y�T�K�V�E�H�I���T�V�S�K�V�E�Q�Q�I��
�[�M�P�P���W�I�I���û�V�I���E�R�H���G�E�V�F�S�R���Q�S�R�S�\�M�H�I���E�P�E�V�Q�W���Y�T�K�V�E�H�I�H���M�R���E�P�P��
council-owned houses over the next 
four years.”

Bromford Flagship wins Aico’s smart-
home competition

Bromford Flagship has won Aico’s Smart Social Spaces 
competition, winning the installation of Aico’s award-
winning home life safety systems in ten of its properties. 
The prize includes Aico’s gateway, 3000 Series alarms and 
environmental sensors.

The competition was open to members of Aico’s Social 
Housing Professionals Network, with Bromford Flagship’s 
�[�M�R�R�M�R�K���I�R�X�V�]���J�S�G�Y�W�I�H���S�R���X�L�I���W�E�J�I�X�]���E�R�H���I�R�I�V�K�]���I�ý�G�M�I�R�G�]��
of its properties. The housing provider also wanted to 
use Aico’s technology to tackle asset management, 
compliance, disrepair, fuel poverty and improving 
residents’ wellbeing.

Bromford Flagship plans to use the pilot installations to 
target properties with electric heating systems, with the 
�E�M�Q���S�J���V�I�H�Y�G�M�R�K���X�L�I���J�V�I�U�Y�I�R�G�]���S�J���E�R�R�Y�E�P���Z�M�W�M�X�W���X�S���V�I�W�M�H�I�R�X�W��
by enabling remote monitoring through the Aico gateway.

Paul House, M&E programme manager, Bromford, said, 
�¸�;�I�¶�V�I���X�L�V�M�P�P�I�H���X�S���L�E�Z�I���[�S�R���X�L�M�W���G�S�Q�T�I�X�M�X�M�S�R���E�R�H���X�S���T�E�V�X�R�I�V��
with Aico on this project because this initiative aligns 
perfectly with our ‘customer obsession’ goals.”

Aico’s HomeLink environmental sensors connect to 
the gateway, providing real-time data on temperature, 
�L�Y�Q�M�H�M�X�]���E�R�H���E�M�V���U�Y�E�P�M�X�]���X�S���M�H�I�R�X�M�J�]���T�V�S�T�I�V�X�M�I�W���[�M�X�L���E�R��
increased risk of developing damp and mould.

�.�Q�T�S�V�X�E�R�X�P�]�����X�L�I���-�S�Q�I�1�M�R�O���X�I�G�L�R�S�P�S�K�]���G�E�R���H�M�ú�I�V�I�R�X�M�E�X�I��
between environmental and structural causes of damp 
and mould through its ‘signature of mould’ functionality. 
This distinction enables targeted solutions, whether 
addressing ventilation problems or underlying structural 
problems.
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All housing providers need to innovate to get the best 
use out of their technology to improve the customer 
experience. For me, innovation involves collaboration 
with forward-thinking partners and adjacent thinking. This 
�L�E�T�T�I�R�I�H���[�L�I�R���&�R�G�L�S�V���E�R�H���5�P�I�R�X�M�û�G���G�E�Q�I���X�S�K�I�X�L�I�V���E�R�H��
�W�E�[���X�L�I���T�S�X�I�R�X�M�E�P���J�S�V���5�P�I�R�X�M�û�G���X�S���S�T�I�V�E�X�I���E�W���E�R���M�R�X�I�K�V�E�X�M�S�R��
layer for us, unifying Anchor’s contracting partners.

The challenge
Our challenge was that our repairs supply chain and ways 
of working were largely the same as they were prior to the 
Anchor-Hanover merger in 2018, with three large regional 
repair and maintenance contractors and multiple smaller 
local contractors.

�4�Y�V���P�I�K�E�G�]���W�]�W�X�I�Q�W���[�I�V�I�R�¶�X���M�R�X�I�K�V�E�X�I�H���S�V���Y�R�M�û�I�H���E�R�H��
didn’t provide the functionality we needed, such as 

uploading photos of repairs. With Anchor operating 
across more than 85 per cent of England’s local councils, 
managing repairs was becoming a much bigger part 
of the day jobs of our operational colleagues than it 
should have been, which was getting in the way of them 
delivering their core role of focusing on residents. There 
was also limited visibility of contractors’ performance and 
�W�I�V�Z�M�G�I���S�Y�X�G�S�Q�I�W�����Q�E�O�M�R�K���M�X���H�M�ý�G�Y�P�X���X�S���I�R�W�Y�V�I���Z�E�P�Y�I���J�S�V��
money for our residents.

Furthermore, our existing systems were unsuitable for 
�E�H�E�T�X�E�X�M�S�R���X�S���Q�S�V�I���I�ý�G�M�I�R�X���[�E�]�W���S�J���[�S�V�O�M�R�K���
�I���K�����M�X���G�S�Y�P�H��

Anchor was the winner of the Innovation category at the Housing Technology 

2025 Awards. Julia Mixter from Anchor explains how the housing and care 

provider is now driving digital innovation across its operations and transforming 

ways of working for its staff.

Anchoring digital innovation 
with Plentific

Kerry Edmondson and Tracy Keighley from Anchor with  Housing Technology’s 
George Grant.

INNOVATION

Julia Mixter, Executive Director 
for Business Services, Anchor
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take up to 44 mouse clicks to raise a repair order). We 
�R�I�I�H�I�H���E���W�]�W�X�I�Q���X�S���I�ý�G�M�I�R�X�P�]���V�E�M�W�I���E�R���S�V�H�I�V�����I�R�E�F�P�M�R�K��
colleagues and residents to track and understand the 
status of that order. The cost and lead-time to self-build 
�X�L�I���V�I�U�Y�M�V�I�H���W�]�W�X�I�Q���M�R�X�I�K�V�E�X�M�S�R���[�S�Y�P�H���X�E�O�I���X�S�S���P�S�R�K����
presenting a risk to Anchor’s housing business.

The solution
�5�P�I�R�X�M�û�G�¶�W���T�P�E�X�J�S�V�Q���M�W���F�I�M�R�K���H�I�T�P�S�]�I�H���E�W���E�R���M�R�X�I�K�V�E�X�M�S�R��
layer to unify Anchor’s contracting partners, digitalising 
operations for Anchor’s main contractors and sub-
contractors, building a resilient solution with wider 
supplier visibility.

�5�P�I�R�X�M�û�G���M�W���S�Y�V���G�I�R�X�V�E�P���L�Y�F���J�S�V���&�R�G�L�S�V�¶�W�������������������[�S�V�O��
orders per year, integrating seamlessly with the 
�G�S�R�X�V�E�G�X�S�V�W���H�I�P�M�Z�I�V�M�R�K���X�L�I���W�I�V�Z�M�G�I�W�����5�P�I�R�X�M�û�G���M�W���T�V�S�Z�M�H�M�R�K��
a single real-time platform, connecting Anchor’s 
colleagues and residents with contractors across 1,700 
sites, digitalising the supply chain and adding value via 
a frictionless and more responsive solution to managing 
property operations.

�9�W�M�R�K���5�P�I�R�X�M�û�G�¶�W���W�]�W�X�I�Q�����S�Y�V���W�X�E�ú���R�S�[���L�E�Z�I���Q�Y�G�L���F�I�X�X�I�V��
visibility of repairs; for example, they can take a  photograph 
or video of the problem, thereby helping with triag ing. The 
status of orders can also be tracked, with the abil ity to carry 
�S�Y�X���V�I�T�E�M�V�W���J�E�W�X���E�R�H���I�ú�M�G�M�I�R�X�P�]���F�I�M�R�K���G�I�R�X�V�E�P���X�S���S�Y�V���V�I�W�M�H�I�R�X�W�¶��
�I�\�T�I�V�M�I�R�G�I�����&�R���&�R�G�L�S�V���G�S�P�P�I�E�K�Y�I���W�E�M�H�����¸�.�¶�Z�I���R�I�Z�I�V���L�E�H���E��
system so visible. If I was selling the dream, it w ould be the 
�Z�M�W�M�F�M�P�M�X�]���E�R�H���O�R�S�G�O���S�R���I�ú�I�G�X���J�S�V���G�Y�W�X�S�Q�I�V�W���¹

�5�P�I�R�X�M�û�G���P�M�W�X�I�R�I�H���X�S���&�R�G�L�S�V�¶�W���I�\�M�W�X�M�R�K���G�Y�W�X�S�Q�I�V�W�����F�Y�M�P�H�M�R�K��
�E���T�V�S�H�Y�G�X���X�L�E�X���X�S�S�O���M�R�X�S���E�G�G�S�Y�R�X���W�M�Q�M�P�E�V���V�I�U�Y�M�V�I�Q�I�R�X�W��
across a multiple-customer base, thereby reducing the 
�R�I�I�H���J�S�V���W�M�K�R�M�û�G�E�R�X���Z�E�V�M�E�X�M�S�R�W���E�R�H���W�T�I�I�H�M�R�K���Y�T���X�L�I���X�M�Q�I���X�S��
�H�I�T�P�S�]�Q�I�R�X�����5�P�I�R�X�M�û�G�¶�W���T�P�E�X�J�S�V�Q���T�V�S�Z�M�H�I�W���S�Y�V���M�R�X�I�K�V�E�X�M�S�R��
layer, enabling us to improve our service to residents, 
�[�M�X�L���W�M�Q�T�P�I�V���M�R�X�I�V�J�E�G�I�W�����I�R�L�E�R�G�I�H���[�S�V�O�ü�S�[�W���E�R�H���F�I�X�X�I�V��
automation.

The results
The full optimisation of processes, including embedding 
�E�R�H���M�R�X�I�K�V�E�X�M�S�R�����M�W���S�R���X�V�E�G�O���J�S�V���G�S�Q�T�P�I�X�M�S�R���M�R���/�Y�R�I��������������
with the whole process expected to have been completed 
�[�M�X�L�M�R���S�R�P�]���I�M�K�L�X���Q�S�R�X�L�W���S�[�M�R�K���X�S���5�P�I�R�X�M�û�G�¶�W���G�S�R�û�K�Y�V�E�F�P�I��
system. We estimate that around £1.7bn of Anchor’s 
�V�I�T�E�M�V�W���E�R�H���T�P�E�R�R�I�H���[�S�V�O�W���[�M�P�P���F�I���J�E�G�M�P�M�X�E�X�I�H���F�]���5�P�I�R�X�M�û�G�¶�W��
software over the next 10 years.

�5�P�I�R�X�M�û�G�¶�W���W�S�P�Y�X�M�S�R���M�W���W�E�Z�M�R�K���E�R���E�Z�I�V�E�K�I���S�J���X�L�V�I�I���Q�M�R�Y�X�I�W��
to raise each repair compared with raising repairs via our 
housing management system. With 180,000 repairs raised 
�T�I�V���]�I�E�V���E�G�V�S�W�W���&�R�G�L�S�V�¶�W���T�V�S�T�I�V�X�M�I�W�����X�L�M�W���I�U�Y�E�X�I�W���X�S��������������
hours or 375 days of time saved.

�5�P�I�R�X�M�û�G�¶�W���T�P�E�X�J�S�V�Q���[�M�P�P���E�P�W�S���I�R�E�F�P�I���E���R�Y�Q�F�I�V���S�J���S�X�L�I�V��
automations, including work-order management for 
proactive planned and reactive maintenance and 
inspections as well as to support our supply chain, voids 
and compliance management. The platform includes 
a marketplace of local SME contractors, supporting 
Anchor’s communities with a range of vetted contractors 
who can carry out local repairs.

Our innovative repairs service demonstrates the 
transformative potential of using a single platform to unify 
operations, reduce operational waste, remove process 
frictions as well as enabling a large reduction in costs.

Julia Mixter is the executive director for 
business services at Anchor. The housing and 
care provider was the Winner of the Innovation 
category at the Housing Technology 2025 
Awards.

Mobysoft – Data problems affecting complaints’ handling

The report, ‘From data to decisions  
- A comprehensive guide to 
developing & executing a data 
strategy’, sheds light on the challenges 
of fragmented systems, unreliable 
records and a lack of trust in the 
information needed to make decisions.

Mobysoft’s survey of 100 senior 
executives found that 56 per cent 
had experienced problems accessing 
or being provided with records to 
respond to complaints. Of those, nearly 
�������T�I�V���G�I�R�X���W�E�M�H���X�L�I�W�I���T�V�S�F�P�I�Q�W���E�ú�I�G�X��

their ability to fully address complaints 
and meet complaint-handling 
timescales.

The report highlights the costs of poor 
�H�E�X�E���U�Y�E�P�M�X�]�����[�M�X�L���R�I�E�V�P�]���L�E�P�J���S�J���L�S�Y�W�M�R�K��
leaders citing increased operational 
costs and impacts on tenant satisfaction. 
Other problems included inaccurate 
reporting, compliance risks and missed 
opportunities for proactive interventions.

Richard Blakeway from the Housing 
�4�Q�F�Y�H�W�Q�E�R���W�E�M�H�����¸�*�Z�I�V�]���H�E�]���[�I��
see poor records, knowledge and 

information 
management 
impairing 
�I�ú�I�G�X�M�Z�I��
responses 
by housing 
providers 
to their 
residents. 
It’s absolutely 
vital that housing providers have an 
�I�ú�I�G�X�M�Z�I���J�V�E�Q�I�[�S�V�O���J�S�V���I�R�W�Y�V�M�R�K���X�L�E�X��
�X�L�I���V�I�G�S�V�H�M�R�K���S�J���H�E�X�E���M�W���L�M�K�L���U�Y�E�P�M�X�]���E�R�H��
�J�E�G�M�P�M�X�E�X�I�W���M�X�W���I�ú�I�G�X�M�Z�I���Y�W�E�K�I���¹f

Over half of housing leaders say that data problems are hampering their ability to 

handle tenant complaints effectively, according to a report from Mobysoft.



The partnership has resulted in Propeller developing 
�M�X�W���û�V�W�X���L�]�F�V�M�H���W�S�P�Y�X�M�S�R���F�]���M�R�X�I�K�V�E�X�M�R�K���M�X�W���G�P�S�Y�H���F�E�W�I�H��
compliance software with its contractor workforce 
management system. Propeller’s compliance software 
analyses inspection schedules and associated 
documentation for Andium Homes’ portfolio of 4,900 
homes. A real-time online dashboard provides key 
compliance metrics, including the number of properties 
that are compliant or need a safety check.

Using the Propeller app, Andium Homes’ external 
contractors can log maintenance information such as GPS 
�X�M�Q�I���W�X�E�Q�T�I�H���T�L�S�X�S�K�V�E�T�L�W�����I�P�I�G�X�V�M�G�E�P���G�I�V�X�M�û�G�E�X�M�S�R�W���E�R�H��
records of missed visits. Andium Homes can access this 

data instantly for a centralised view of compliance and 
contractor activity.

Matt Bougourd, regulatory assurance lead, Andium 
�-�S�Q�I�W�����W�E�M�H�����¸�'�I�J�S�V�I���T�E�V�X�R�I�V�M�R�K���[�M�X�L���5�V�S�T�I�P�P�I�V�����[�I���V�I�P�M�I�H��
on multiple systems. We wanted a single system that 
would streamline our data collection and allow us to take 
a proactive approach to maintenance.

� �̧&�J�X�I�V���I�\�T�P�S�V�M�R�K���5�V�S�T�I�P�P�I�V�¶�W���G�E�T�E�F�M�P�M�X�M�I�W�����[�I���W�E�[���E�R��
opportunity to expand the system’s functionality and have 
worked with Propeller’s team to tailor the solution to our 
needs. Our contractors now use their own version of the 
software to record maintenance information, which feeds 
into our central compliance system.

�¸�8�L�M�W���I�R�L�E�R�G�I�W���S�Y�V���E�F�M�P�M�X�]���X�S���Q�S�R�M�X�S�V���Q�E�M�R�X�I�R�E�R�G�I��
activities and access key documentation. We can easily 
�Y�T�P�S�E�H���E�R�H���V�I�T�S�V�X���W�T�I�G�M�û�G���T�V�S�T�I�V�X�]���M�R�J�S�V�Q�E�X�M�S�R�����T�V�S�Z�M�H�M�R�K��
greater transparency across our compliance processes.”

Andium Homes is also collaborating with Propeller to 
develop additional tools, including a contractor portal for 
contract and document management. This would allow 
contractors to upload documents such as insurance 
�G�I�V�X�M�û�G�E�X�I�W�����V�M�W�O���E�W�W�I�W�W�Q�I�R�X�W�����Q�I�X�L�S�H���W�X�E�X�I�Q�I�R�X�W���E�R�H��
safe systems of work.

Andium Homes has partnered with Propeller for compliance processes and property 
data management.

Andium Homes maintains compliance 
with Propeller
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�.�R���S�Y�V���W�I�G�X�S�V�����J�I�[���W�Y�F�N�I�G�X�W���W�X�M�V���U�Y�M�X�I���E�W���Q�Y�G�L���H�I�F�E�X�I���E�W��
repairs. From tenant dissatisfaction to growing backlogs, 
reactive maintenance remains a persistent challenge 
for housing providers. It’s the number one source of 
complaints, the largest area of expenditure and a major 
�M�R�ü�Y�I�R�G�I���S�R���X�I�R�E�R�X���W�E�X�M�W�J�E�G�X�M�S�R���W�G�S�V�I�W���E�R�H���X�L�I�V�I�J�S�V�I��
regulatory ratings.

What if our sector could turn these pain points into a 
pathway for transformation? With new technologies 
reshaping service delivery, repairs are evolving from 
reactive to a proactive driver of operational excellence and 
resident satisfaction.

Welcome to the age of intelligent repairs.

A broken system?
Recent data from the Regulator of Social Housing paints 
�E���W�S�F�I�V�M�R�K���T�M�G�X�Y�V�I�����������T�I�V���G�I�R�X���S�J���L�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W���
�E�W��
assessed) have received a C3 or C4 rating, well below the 
threshold expected by the new consumer standards. The 
underlying reasons behind these low ratings are only too 
familiar – health and safety failings, data inaccuracies, out-
of-date maintenance records, repair backlogs and weak 
handling of complaints.

From changing a tap to systemic change
Let’s imagine a typical tenant with a leaky hot water tap. 
It’s not an emergency but it will increase their utility bills 
with the unnecessary consumption of hot water. In the 
traditional process, they would call the contact centre, 
wait on hold, be given an appointment slot and then 
often have to chase updates. The repair takes weeks and 
communications are patchy at best.

Now picture a smarter scenario. The tenant logs into their 
tenant portal and is guided through a visual diagnostic 
tool. They select an appointment that suits them, receive a 
�G�S�R�û�V�Q�E�X�M�S�R���M�R�W�X�E�R�X�P�]���E�R�H���X�L�I�R���K�I�X���P�M�Z�I���X�V�E�G�O�M�R�K���S�R���X�L�I���H�E�]��
of the appointment, complete with the operative’s photo 
�E�R�H���.�)�����8�L�I���V�I�T�E�M�V���M�W���G�S�Q�T�P�I�X�I�H���û�V�W�X���X�M�Q�I���F�I�G�E�Y�W�I���X�L�I��
�S�T�I�V�E�X�M�Z�I���E�V�V�M�Z�I�W���[�M�X�L���X�L�I���G�S�V�V�I�G�X���T�E�V�X�W�����X�L�E�R�O�W���X�S���I�ú�I�G�X�M�Z�I��
stock management.

�8�L�I���H�M�ú�I�V�I�R�G�I���M�W���W�X�E�V�O�����R�S�X���N�Y�W�X���J�S�V���X�L�I���X�I�R�E�R�X���F�Y�X���E�P�W�S���J�S�V��
the organisation managing their home.

Technology that listens, learns and acts
At the heart of this transformation is the convergence 
of data, automation and mobile technology. These 
innovations don’t just make things faster, they make them 
�W�Q�E�V�X�I�V���³���L�I�V�I���E�V�I���N�Y�W�X���E���J�I�[���I�\�E�Q�T�P�I�W��
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Deborah Matthews, Managing Director for Social Hous ing 
& VP Product Management, MRI Software

Smart repairs & 
smarter homes

In our sector, few subjects stir quite as much debate as repairs. From tenant 
dissatisfaction to growing backlogs, reactive maintenance remains a persistent 
challenge for housing providers. It’s the number one source of complaints, the largest 
� ���Á� ���ô�Ò���Á�2���Á�î�½�Ù�������Á��� �î�½��� ���í� �ä�ô�����Ù�î�?���Á�î�¸�Á���ô�î�����Á�î� �î������� ���Ù���Ò� �¸���Ù�ô�î�����¸�ô���Á����� �î�½�����×�Á���Á�Ò�ô���Á��
regulatory ratings.



46

REPAIRS  & MAINTENANCE

•  Real-time communication & scheduling – From MRI’s 
own Find My Engineer tracking to instant appointment 
�G�S�R�û�V�Q�E�X�M�S�R�W���E�R�H���Y�T�H�E�X�I�W�����X�I�R�E�R�X���G�S�Q�Q�Y�R�M�G�E�X�M�S�R���R�S�[��
mirrors the seamless experiences residents expect in 
their consumer lives.

•  Self-service portals & diagnostics –  Empowering 
tenants to log and manage repairs via intuitive portals 
�V�I�H�Y�G�I�W���M�R�F�S�Y�R�H���G�E�P�P���Z�S�P�Y�Q�I�W���E�R�H���J�V�I�I�W���W�X�E�ú���X�S���J�S�G�Y�W��
on high-priority cases. Visual diagnostic tools also 
�I�R�W�Y�V�I���X�L�I���V�M�K�L�X���S�T�I�V�E�X�M�Z�I�W���E�R�H���X�L�I���V�M�K�L�X���I�U�Y�M�T�Q�I�R�X���E�V�I��
dispatched.

•  Mobile workforce, doorstep appointments & smart 
stocking – �4�T�I�V�E�X�M�Z�I�W���I�U�Y�M�T�T�I�H���[�M�X�L���Q�S�F�M�P�I���H�I�Z�M�G�I�W��
receive job information in real-time, complete on-site 
�W�Y�V�Z�I�]�W���
�I���K�����J�S�V���H�E�Q�T���E�R�H���Q�S�Y�P�H�������E�R�H���V�E�M�W�I���E�R�H���S�ú�I�V��
appointments for follow-up work before leaving the 
property. Accurate van stock and location-based tools 
streamline repairs and reduce repeat visits.

•  IoT & predictive maintenance –  With IoT sensors 
monitoring humidity and temperature, housing providers 
can identify mould risks before tenants report them. 
These triggers can escalate automatically from a simple 
SMS to scheduling a surveyor’s visit, reducing disrepair 
claims and improving health outcomes.

•  Intelligent data & business dashboards – Platforms 
such as MRI’s Agora Insights can aggregate data from 
across a housing provider’s ‘data ecosystem’ in order to 
surface trends through intuitive dashboards. Whether 
�X�V�E�G�O�M�R�K���X�I�R�E�R�X���W�E�X�M�W�J�E�G�X�M�S�R���S�V���ü�E�K�K�M�R�K���Y�R�H�I�V�T�I�V�J�S�V�Q�M�R�K��
operatives, decision-makers get the visibility they need 
to act fast.

Awaab’s Law and the new consumer standards
Awaab Ishak’s tragic death highlighted the real-world 
�G�S�R�W�I�U�Y�I�R�G�I�W���S�J���Q�M�W�W�I�H���Q�E�M�R�X�I�R�E�R�G�I���E�R�H���T�S�S�V��
communication. New consumer standards and legislative 
frameworks are rightly demanding faster responses, 
better data and greater transparency.

However, technology isn’t a silver bullet; what matters is 
how it’s implemented.

It starts with strong foundations – accurate data, 
�G�S�R�W�M�W�X�I�R�X���[�S�V�O�ü�S�[�W���E�R�H���[�I�P�P���X�V�E�M�R�I�H���W�X�E�ú�����4�R�G�I��
these foundations are in place, housing providers can 
�G�S�R�û�H�I�R�X�P�]���P�E�]�I�V���S�R���X�L�I���X�S�S�P�W���X�L�E�X���Q�E�O�I���E���H�M�ú�I�V�I�R�G�I����
such as automation, IoT and mobile solutions, without 
overcomplicating the process.

Lorna Given, MRI Software’s director of product 
�Q�E�R�E�K�I�Q�I�R�X�����W�E�M�H�����¸�1�I�X�¶�W���R�S�X���S�Z�I�V�G�S�Q�T�P�M�G�E�X�I���M�X�����,�I�X���X�L�I��
basics right. Build on that.”

Efficiency meets empathy
Smart repairs and maintenance solutions are more than 
just operational upgrades; they’re about dignity, trust and 
�U�Y�E�P�M�X�]���S�J���P�M�J�I��

For tenants, it means fewer delays, more control and 
a sense that their voices are being heard. For housing 
providers, it means fewer no-access visits, greater 
�I�ý�G�M�I�R�G�]�����M�R�G�V�I�E�W�I�H���X�I�R�E�R�X���W�E�X�M�W�J�E�G�X�M�S�R���E�R�H���F�I�X�X�I�V��
regulatory outcomes.

The repair revolution has arrived
This isn’t about bells and whistles. It’s about getting 
�V�I�T�E�M�V�W���H�S�R�I���F�I�X�X�I�V�����J�E�W�X�I�V���E�R�H���Q�S�V�I���I�ý�G�M�I�R�X�P�]�����.�X�¶�W���E�F�S�Y�X��
turning operatives into front-line ambassadors, leveraging 
real-time data for smarter decisions and staying one step 
ahead of disrepair claims and regulatory penalties.

�8�L�I���J�Y�X�Y�V�I���S�J���V�I�T�E�M�V�W���M�R���W�S�G�M�E�P���L�S�Y�W�M�R�K���M�W�R�¶�X���N�Y�W�X���E�F�S�Y�X���û�\�M�R�K��
taps. It’s about building trust, and that’s something worth 
investing in.

Deborah Matthews is the managing director for 
social housing and vice-president of product 
management at MRI Software.



For millions of people across the UK, 

social housing represents more than a 

roof over their head – it’s a family home, a 

lifeline against rising rents and a foothold 

in uncertain times. But behind every rent 

payment lies an uneasy balancing act of 

�������Á���¸�×�Á�½�����Á�î� �î�����w�����
���Á�Á�:�Á�½���è� �î�½�è�ô���½���w��

rising costs and capped increases. Social 

housing providers are expected to juggle 

tighter budgets with the growing social 

responsibility of providing support to tenants 

through economic turbulence.

�7�I�G�I�R�X���û�K�Y�V�I�W���T�E�M�R�X���E���W�S�F�I�V�M�R�K���T�M�G�X�Y�V�I���F�I�G�E�Y�W�I���E�V�V�I�E�V�W��
across social housing are rising at an unsustainabl e rate. 
Data from March 2024 showed that an average of 4,40 0 
social housing units were in arrears per local auth ority, a 17 
�T�I�V���G�I�R�X���M�R�G�V�I�E�W�I���S�J���S�Z�I�V���û�Z�I���]�I�E�V�W���J�V�S�Q���������������Y�R�M�X�W���M�R��������������
The average value of arrears per local authority al so rose by 
70 per cent, from £1.8 million in 2019 to £3.1 mill ion in 2024.

As the government moves to restrain rent hikes and 
push the sector towards digital modernisation, housing 
�T�V�S�Z�M�H�I�V�W���Q�Y�W�X���E�R�W�[�I�V���E�R���M�R�G�V�I�E�W�M�R�K�P�]���T�V�I�W�W�M�R�K���U�Y�I�W�X�M�S�R����
�L�S�[���H�S���[�I���F�E�P�E�R�G�I���E�ú�S�V�H�E�F�M�P�M�X�]���[�M�X�L���û�R�E�R�G�M�E�P���W�X�E�F�M�P�M�X�]�$

Why payments are ripe for reinvention
At the heart of this problem lies the often overlooked, 
manual processes of rent collection. The traditional rent 
cycle is rigid and, despite its importance, these processes 
�V�I�Q�E�M�R���J�V�E�K�Q�I�R�X�I�H�����M�R�ü�I�\�M�F�P�I���E�R�H���T�V�S�R�I���X�S���J�E�M�P�Y�V�I���E�X��
�Q�S�Q�I�R�X�W���[�L�I�R���X�I�R�E�R�X�W���E�V�I���Q�S�V�I���û�R�E�R�G�M�E�P�P�]���Z�Y�P�R�I�V�E�F�P�I��

For tenants, paydays rarely align with rent cycles and one 
missed payment, from illness, job loss, unexpected costs 
�S�V���W�M�Q�T�P�]���G�E�W�L�ü�S�[���Q�M�W�Q�E�X�G�L�I�W�����G�E�R���I�E�W�M�P�]���W�R�S�[�F�E�P�P���M�R�X�S��
arrears, debt, stress and disengagement.

For housing providers, each late payment triggers a 
chain of labour-intensive interventions. Housing providers 

spend disproportionate amounts of time chasing overdue 
accounts, diverting their focus from proactive tenant 
support. Chasing, reconciling, escalating and (in the worst 
�G�E�W�I�W�����M�R�M�X�M�E�X�M�R�K���J�S�V�Q�E�P���V�I�G�S�Z�I�V�]���T�V�S�G�I�I�H�M�R�K�W���E�P�P���V�I�U�Y�M�V�I��
�W�M�K�R�M�û�G�E�R�X���Q�E�R�Y�E�P���I�ú�S�V�X���J�S�V���E�P�V�I�E�H�]���W�X�V�I�X�G�L�I�H���X�I�E�Q�W��

This dynamic leaves both sides stuck on the back foot, 
reacting to problems rather than preventing them. It’s 
�I�\�T�I�R�W�M�Z�I�����M�R�I�ý�G�M�I�R�X���E�R�H���I�Q�S�X�M�S�R�E�P�P�]���H�V�E�M�R�M�R�K���J�S�V���X�I�R�E�R�X�W��
and providers alike.

�&�V�X�M�û�G�M�E�P���M�R�X�I�P�P�M�K�I�R�G�I���S�ú�I�V�W���E���[�E�]���X�S���J�Y�R�H�E�Q�I�R�X�E�P�P�]���V�I�X�L�M�R�O��
this dynamic, and not by replacing the human touch but 
by augmenting it.

AI – predictive, proactive & personal
�&�.���T�S�[�I�V�I�H���T�E�]�Q�I�R�X���W�S�J�X�[�E�V�I���S�ú�I�V�W���L�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W��
something traditional processes never could – foresight. 
Instead of waiting for arrears to accumulate, these 
systems can use historical payment data, economic 
indicators and behavioural patterns to predict which 
tenants might soon struggle to pay, sometimes weeks or 
even months before the problem materialises.

This predictive intelligence allows housing providers to act 
�W�S�S�R�I�V���E�R�H���Q�S�V�I���W�I�R�W�M�X�M�Z�I�P�]�����S�ú�I�V�M�R�K���X�E�M�P�S�V�I�H���W�Y�T�T�S�V�X���S�V��
alternative payment schedules. By doing so, providers can 
take an active role in prioritising tenant wellbeing, easing 
�û�R�E�R�G�M�E�P���W�X�V�E�M�R���E�R�H���L�I�P�T�M�R�K���X�S���T�V�I�Z�I�R�X���E�V�V�I�E�V�W���F�I�J�S�V�I���X�L�I�]��
take hold.

At Access PaySuite, we’ve embedded this thinking into 
Evo, our soon-to-be-launched AI-enabled payments 
platform designed to support organisations facing 
�E�ú�S�V�H�E�F�M�P�M�X�]�����I�ý�G�M�I�R�G�]���E�R�H���I�R�K�E�K�I�Q�I�R�X���G�L�E�P�P�I�R�K�I�W�����9�W�M�R�K��
real-time data, Evo can help housing providers predict 
payment risks, automate outreach and adjust collection 
�W�X�V�E�X�I�K�M�I�W���M�R���[�E�]�W���X�L�E�X���E�V�I���F�S�X�L���û�R�E�R�G�M�E�P�P�]���W�S�Y�R�H���E�R�H��
human-focused.

Reducing administrative drag with automation
AI isn’t just about data-informed predictions. It also 
excels at lifting the heavy administrative burden from 
front-line housing teams, freeing them to focus on more 
meaningful, human-centric work.

Alex Common, Divisional Product & Engineering Direc tor, 
Access PaySuite, part of The Access Group

www.housing-technology.com

FINANCE MANAGEMENT  |  

47

The rent revolution
The case for AI-powered 
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�.�R���E���[�S�V�P�H���[�L�I�V�I���L�S�Y�W�M�R�K���S�ý�G�I�V�W���E�V�I���Y�R�H�I�V���M�R�G�V�I�E�W�M�R�K��
pressure to ‘do more with less’, intelligent automation 
can handle the mundane but mission-critical tasks that 
have traditionally soaked up time and resources, such 
as sending reminders, processing payments, managing 
�V�I�G�S�R�G�M�P�M�E�X�M�S�R�W���E�R�H���I�Z�I�R���ü�E�K�K�M�R�K���M�R�G�S�R�W�M�W�X�I�R�G�M�I�W���S�V��
potential frauds.

Rather than spending hours manually managing 
spreadsheets and chasing payments, teams can focus on 
supporting their tenants and improving services.

���±�,�±�9�Ï���9�
���±�ý�E�s�Ú�±�Æ���,���‹�¼���¼���x�š�x�‹�±���9�±�Æ���,���‹�¼
The government’s drive to cap rent increases in social 
housing aims to shield tenants from the full brunt of 
�M�R�ü�E�X�M�S�R�E�V�]���T�V�I�W�W�Y�V�I�W�����F�Y�X���J�S�V���L�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W���X�L�I�W�I��
�G�E�T�W���G�V�I�E�X�I���E�R���Y�R�H�I�R�M�E�F�P�I���W�U�Y�I�I�^�I���S�R���S�T�I�V�E�X�M�R�K���F�Y�H�K�I�X�W��

AI-powered systems present a way to navigate this 
tightrope.

�'�]���K�I�R�I�V�E�X�M�R�K���V�I�E�P���X�M�Q�I�����H�E�X�E���P�I�H���M�R�W�M�K�L�X�W���M�R�X�S���G�E�W�L�ü�S�[��
trends, payment risks and arrears hotspots, platforms 
like Evo can give housing providers the tools they need 
�X�S���T�P�E�R���[�M�X�L���K�V�I�E�X�I�V���G�S�R�û�H�I�R�G�I�����I�Z�I�R���M�R���Z�S�P�E�X�M�P�I���Q�E�V�O�I�X��
conditions. This means housing providers are better 
�I�U�Y�M�T�T�I�H���X�S���Q�E�M�R�X�E�M�R���E�ú�S�V�H�E�F�M�P�M�X�]���J�S�V���X�I�R�E�R�X�W���[�L�M�P�I��
�Q�I�I�X�M�R�K���X�L�I�M�V���S�[�R���û�R�E�R�G�M�E�P���S�F�P�M�K�E�X�M�S�R�W�����[�L�I�X�L�I�V���X�L�E�X�¶�W��
repaying loans, investing in housing stock or maintaining 
customer-facing services.

A human-centric transformation
At its core, this isn’t just about collecting rents more 
�I�ý�G�M�I�R�X�P�]�����M�X�¶�W���E�F�S�Y�X���V�I�M�Q�E�K�M�R�M�R�K���X�L�I���X�I�R�E�R�X���P�E�R�H�P�S�V�H��
relationship.

Intelligent payment systems allow housing providers to 
step away from the traditional ‘chase and collect’ model 
towards something far more collaborative. Imagine a 
system where tenants receive personalised nudges 
�F�E�W�I�H���S�R���X�L�I�M�V���Y�R�M�U�Y�I���G�M�V�G�Y�Q�W�X�E�R�G�I�W�����W�I�P�J���W�I�V�Z�M�G�I��
�ü�I�\�M�F�M�P�M�X�]���X�L�E�X���I�Q�T�S�[�I�V�W���X�L�I�Q���X�S���Q�E�R�E�K�I���X�L�I�M�V���T�E�]�Q�I�R�X�W��
�ü�I�\�M�F�P�]���E�R�H���&�.���T�S�[�I�V�I�H���E�W�W�M�W�X�E�R�X�W���J�S�V�������������W�Y�T�T�S�V�X���[�M�X�L��
�E�R�]���U�Y�I�W�X�M�S�R�W�����T�E�]�Q�I�R�X�W���S�V���F�Y�H�K�I�X�M�R�K���E�H�Z�M�G�I��

As well as easing operational pressure on housing teams, 
this shift builds trust and improves tenant engagement. 
When people feel seen, supported and treated as 
individuals rather than account numbers, they’re more 
likely to communicate early, take ownership of their 
�û�R�E�R�G�M�E�P���G�S�Q�Q�M�X�Q�I�R�X�W���E�R�H���E�Z�S�M�H���E�R�]���H�S�[�R�[�E�V�H���W�T�M�V�E�P�W���S�J��
debt. In this context, AI isn’t replacing the human touch; it’s 
enhancing it, making space for genuine conversations and 
�I�E�V�P�M�I�V���M�R�X�I�V�Z�I�R�X�M�S�R�W���F�I�J�S�V�I���û�R�E�R�G�M�E�P���H�M�ý�G�Y�P�X�M�I�W���L�E�V�H�I�R���M�R�X�S��
arrears.

�8�I�G�L�R�S�P�S�K�]���G�E�R���U�Y�M�I�X�I�R���X�L�I���R�S�M�W�I���W�S���L�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W��
can focus on helping people stay secure and supported in 
their homes.

A smarter, more resilient sector
With arrears climbing and economic pressures showing 
no signs of relenting, now’s the time to adopt systems that 
�E�V�I���ü�I�\�M�F�P�I�����M�R�X�I�P�P�M�K�I�R�X���E�R�H���L�Y�Q�E�R���G�I�R�X�V�I�H��

AI-powered platforms like Evo represent a cultural 
shift. From reactive to resilient, from transactions to 
�V�I�P�E�X�M�S�R�W�L�M�T�W���E�R�H���J�V�S�Q���W�L�S�V�X���X�I�V�Q���û�\�I�W���X�S���P�S�R�K���X�I�V�Q��
sustainable thinking.

At the end of the day, social housing is about people, and 
with the right technology, we can make sure the systems 
behind the scenes are just as supportive and adaptable as 
the front-line services tenants rely on.

Alex Common is the divisional product and 
engineering director at Access PaySuite, part of 
The Access Group.



South Yorkshire Housing has cut its arrears from four per 

cent to two per cent after its implementation of Mobysoft’s 

RentSense software.

South Yorkshire 
Housing halves arrears 
with Mobysoft

Before implementing RentSense, the housing provider’s 
approach to arrears was mainly reactive, resulting in small 
�E�V�V�I�E�V�W���G�E�W�I�W���J�V�I�U�Y�I�R�X�P�]���I�W�G�E�P�E�X�M�R�K���H�Y�I���X�S���E���P�E�G�O���S�J���I�E�V�P�]��
interventions. With RentSense, South Yorkshire Housing’s 
income team can now identify arrears earlier and take 
preventative action.

�)�E�V�V�I�R���/�S�]�G�I�����M�R�G�S�Q�I���X�I�E�Q���P�I�E�H�I�V�������S�Y�X�L���=�S�V�O�W�L�M�V�I��
�-�S�Y�W�M�R�K�����W�E�M�H�����¸�'�]���T�V�I�Z�I�R�X�M�R�K���S�Y�V���X�I�R�E�R�X�W���J�V�S�Q���J�E�P�P�M�R�K��
�H�I�I�T�I�V���M�R�X�S���H�I�F�X�����7�I�R�X���I�R�W�I���L�I�P�T�W���T�V�S�X�I�G�X���X�L�I�M�V���û�R�E�R�G�M�E�P��
well-being. It also enables our team to work much more 
�I�ý�G�M�I�R�X�P�]�����8�L�M�W���M�W���G�P�I�E�V���J�V�S�Q���S�Y�V���T�I�V�J�S�V�Q�E�R�G�I���W�M�R�G�I���Y�W�M�R�K��
RentSense; we’ve gone from having four per cent of our 
rents outstanding down to just two per cent.

�¸�;�L�I�R���[�I���û�V�W�X���M�Q�T�P�I�Q�I�R�X�I�H���7�I�R�X���I�R�W�I�����W�S�Q�I���S�J���Y�W���[�I�V�I��
sceptical. Now, if we took it away, our team would be up in 
arms! They rely on it and value how much easier it makes 
their work.”

Calico Homes cuts arrears with 
RentSense

Calico Homes has reduced its arrears to 2.4 per cent after 
its deployment of RentSense, alongside its former-tenant 
arrears falling to 1.9 per cent.

Calico Homes’ income team is primarily using RentSense 
to focus on its tenants needing the most support, resulting 
in the team’s weekly caseload falling from 1,200 to 870 
arrears cases.

Hayley Crook, income services manager, Calico Homes, 
�W�E�M�H�����¸�8�L�I���H�E�X�E���M�R�W�M�K�L�X�W���J�V�S�Q���7�I�R�X���I�R�W�I���L�E�Z�I���F�I�I�R��
incredible. A single report previously took a day and a half 
to generate but now it only takes 10 minutes. RentSense’s 
ability to proactively identify tenants at risk has been 
transformational, with tangible results in both arrears 
reduction and tenancy sustainment.”

Calico Homes is also using Mobysoft’s Assisted 
Automation software for better tenant engagement. 
Since its implementation, the housing provider has 
conducted 35 campaigns and made almost 10,000 tenant 
contacts, with targeted messaging leading to an average 
reduction in arrears of £315 for 10 per cent of the engaged 
customers.
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Leo Stanislaus, Operations Manager for Income, Sout hwark Council

Maximising income 
and preventing 
homelessness

Making time for residents
�5�V�I�Z�M�S�Y�W�P�]�����S�Y�V���M�R�G�S�Q�I���S�ý�G�I�V�W���Q�E�R�E�K�I�H���E�P�P���X�]�T�I�W���S�J��
arrears cases on their individual patches. This structure 
meant that our residents received inconsistent service 
�F�I�G�E�Y�W�I���S�J���X�L�I���[�E�]���E�V�V�I�E�V�W���G�E�W�I�W���[�I�V�I���M�H�I�R�X�M�û�I�H���E�R�H��
prioritised. Our new ways of working have enabled our 
residents to be supported in sustaining their tenancies and 
avoid losing their homes.

Our strategy was to allocate all arrears cases into one of 
three workstreams, comprising ‘prevent’, ‘resolve’ and 
�µ�V�I�G�S�Z�I�V�¶�����I�E�G�L���[�M�X�L���E���H�I�H�M�G�E�X�I�H���X�I�E�Q���S�J���S�ý�G�I�V�W�����&�W���T�E�V�X��
of this strategy, we implemented NEC Software Solutions’ 
Account Analytics to prioritise our rent account selections, 
�E�Y�X�S�Q�E�X�I���S�Y�V���T�V�S�G�I�W�W�I�W���E�R�H���S�ú�I�V���V�I�E�P���X�M�Q�I���H�E�X�E���X�L�E�X�¶�W��
easier to analyse, track and share.

One year on…
A year after we completed our full transition to ‘prevent, 
resolve and recover’, the results are clear. We’ve 
successfully shifted our focus towards being more 
�T�V�S�E�G�X�M�Z�I���E�R�H���I�ý�G�M�I�R�X���M�R���T�V�I�Z�I�R�X�M�R�K���E�V�V�I�E�V�W���E�R�H���W�Y�W�X�E�M�R�M�R�K��
tenancies, with support given to prevent homelessness. 
We have twice as many people attending our ‘rent 
surgeries’ to get advice, and case completions and 
support referrals are both up by over a third.

Even during the ‘recover’ phase (where a case has g one to 
�G�S�Y�V�X�������S�Y�V���S�ý�G�I�V�W���E�V�I���W�X�M�P�P���[�S�V�O�M�R�K���X�S���T�V�I�Z�I�R�X���L�S�Q�I�P�I�W�W�R�I�W�W����
For example, if a resident agrees to a repayment pl an that 
we know is unrealistic, we will advise them to comp lete an 
income and expenditure assessment form and apply to  the 
court for a variation to their court order.

�U�å�å�^���9�
���‹�å�9�±�9�Ï���å�x���¼�����9�±�9�Ï�å�x���x�š�x�‹�±���9�±�Æ�,�å
It’s our job to recover the debt but we want to do that 
while keeping people in their homes. We’ve therefore 
incorporated a salary calculator into our arrangement 
�T�V�S�G�I�W�W�����8�L�M�W���L�I�P�T�W���Y�W���X�S���Q�E�O�I���U�Y�M�G�O���G�L�I�G�O�W���S�R���M�R�G�S�Q�I��
and enable reasonable arrangement decisions that help 
to avoid future possession actions.

By improving our productivity and refocusing on 
�T�V�I�Z�I�R�X�M�S�R�����[�I�¶�V�I���E�P�W�S���O�I�I�T�M�R�K���S�Y�V���û�R�E�R�G�I�W���S�R���W�S�P�M�H��
ground. Collection rates are higher than they were before 
and the proportion of direct debit payments has increased.

Investing in automation
Working with NEC, we have automated our rent arrears 
�P�I�X�X�I�V�W���M�R���P�M�R�I���[�M�X�L���S�Y�V���T�V�S�G�I�W�W�I�W�����V�M�K�L�X���J�V�S�Q���X�L�I���û�V�W�X��
�R�S�X�M�û�G�E�X�M�S�R���X�L�E�X�¶�W���W�I�R�X���[�L�I�R���E�V�V�I�E�V�W���V�I�E�G�L���f���������X�L�V�S�Y�K�L��
to the notice of seeking possession. Instead of manually 
�T�V�I�T�E�V�M�R�K���X�L�I���P�I�X�X�I�V�W�����S�Y�V���M�R�G�S�Q�I���S�ý�G�I�V�W���G�E�R���R�S�[���W�T�I�R�H��
that time contacting residents, whether that’s making 
an early phone call or sorting out a more reasonable 
payment arrangement.

�4�Y�V���M�R�G�S�Q�I���S�ý�G�I�V�W���E�V�I���R�S�[���X�L�V�M�Z�M�R�K���M�R���X�L�I�M�V���V�S�P�I�W���F�I�G�E�Y�W�I��
�X�L�I�]���G�E�R���R�S�[���T�P�E�]���X�S���X�L�I�M�V���T�E�V�X�M�G�Y�P�E�V���W�O�M�P�P�W���M�R���S�Y�V���H�M�ú�I�V�I�R�X��
workstreams, knowing exactly where to prioritise and 
having more time to help residents.

Life-changing support
�4�R�I���S�J���S�Y�V���µ�V�I�G�S�Z�I�V�]�¶���[�S�V�O�W�X�V�I�E�Q���S�ý�G�I�V�W�������E�R�H�V�E�����M�R�G�P�E�M�V����
now has more time to reach out to people who are in 
arrears but haven’t responded to phone calls. She recently 
helped one family who had a child who was unwell and 
were not coping; by working with them to review their 
�û�R�E�R�G�I�W���E�R�H���I�R�X�M�X�P�I�Q�I�R�X�W�����E�R���E�ú�S�V�H�E�F�P�I���V�I�T�E�]�Q�I�R�X���T�P�E�R��
was agreed that prevented the escalation of the rent 
recovery process.

�;�I���O�R�S�[���X�L�E�X���T�I�S�T�P�I���E�V�I���W�X�M�P�P���J�E�G�M�R�K���W�M�K�R�M�û�G�E�R�X���G�S�W�X���S�J��
living challenges but we are committed to using analytics 
to identify residents who may be vulnerable so that we 
can provide targeted support.

Leo Stanislaus is the operations manager for 
income at Southwark Council.

One of Southwark Council’s goals is to maximise our rental income while preventing 

homelessness by engaging at the right time; we do this by enabling our income team to deal 

with the causes of arrears, not just the symptoms.
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Voicescape’s Agreements Manager has been developed 
to enable social landlords to manage, track and optimise 
failing tenant payment agreements in a more controlled, 
active and lower risk way. The aim is to reduce break rates, 
lower the cost of managing agreements and improve 
�û�R�E�R�G�M�E�P���S�Y�X�G�S�Q�I�W��

Agreements Manager combines behavioural science, 
�T�V�I�H�M�G�X�M�Z�I���E�R�E�P�]�X�M�G�W���E�R�H���E�V�X�M�û�G�M�E�P���M�R�X�I�P�P�M�K�I�R�G�I�����.�X���T�V�S�Z�M�H�I�W��
�G�S�Q�T�P�I�X�I���Z�M�W�M�F�M�P�M�X�]���E�R�H���V�M�W�O���T�V�S�û�P�M�R�K���W�S���X�L�E�X���L�S�Y�W�M�R�K��
providers and local authorities can draft and track 
agreements that are suited to tenants’ needs as well as 
�E�P�M�K�R���[�M�X�L���X�L�I�M�V���S�[�R���û�R�E�R�G�M�E�P���0�5�.�W���E�R�H���S�F�N�I�G�X�M�Z�I�W��

Gary Haynes, managing director, Voicescape, said, 
� �̧&�P�X�L�S�Y�K�L���V�I�T�E�]�Q�I�R�X���E�K�V�I�I�Q�I�R�X�W���E�V�I���W�I�X���Y�T���[�M�X�L���K�S�S�H��
�M�R�X�I�R�X�M�S�R�W���X�S���L�I�P�T���W�S�G�M�E�P���P�E�R�H�P�S�V�H�W���ü�I�\�M�F�P�]���V�I�G�S�Z�I�V���E�V�V�I�E�V�W��
over a period of time, the data shows us that the majority 
of agreements fail. This consistent trend has resulted in 
debts remaining uncollected, with those debts only being 
�X�E�G�O�P�I�H���M�J���E�R�H���[�L�I�R���X�L�I�]���L�E�Z�I���F�I�I�R���Q�E�R�Y�E�P�P�]���M�H�I�R�X�M�û�I�H��
and a new approach to recovery has been implemented.

�¸�.�R�J�S�V�Q�E�P���S�V���G�S�Y�V�X���Q�E�R�H�E�X�I�H���V�I�T�E�]�Q�I�R�X���E�K�V�I�I�Q�I�R�X�W���E�V�I��
used by many social landlords to recover arrears that 

have built up. When they function as intended, repayment 
�E�K�V�I�I�Q�I�R�X�W���E�V�I���E�R���I�ú�I�G�X�M�Z�I���[�E�]���S�J���Q�E�R�E�K�M�R�K���H�I�F�X���E�R�H��
�Q�I�I�X�M�R�K���V�I�K�Y�P�E�X�S�V�]���V�I�U�Y�M�V�I�Q�I�R�X�W���[�L�M�P�I���T�V�S�Z�M�H�M�R�K���ü�I�\�M�F�M�P�M�X�]��
and support to tenants. The real challenge with these 
agreements is that the system support to establish robust 
agreements, manage them over time and detect when 
�X�L�I�]���W�X�E�V�X���X�S���H�V�M�J�X���M�W���W�M�Q�T�P�]���M�R�E�H�I�U�Y�E�X�I���¹

According to research from Voicescape, 25-50 per cent 
of arrears debt is typically tied up in tenant repayment 
agreements, with the average agreement valued at 
£700 and scheduled to run for 2-3 years. However, most 
agreements break within 3-6 months, with an overall 
failure rate often in excess of 90 per cent.

�&�K�V�I�I�Q�I�R�X�W���2�E�R�E�K�I�V���Y�W�I�W���H�]�R�E�Q�M�G���V�M�W�O���T�V�S�û�P�M�R�K���X�S��
customise instalment amounts and repayment durations 
for each tenant. It provides behavioural insights and 
data analytics on customers’ behaviours, allowing 
housing providers to consult with tenants and formalise 
agreements better. It also automates messaging and 
alerts to maintain optimal tenant engagement and reduce 
recovery costs, while accurately predicting and monitoring 
the status, progress and performance of each agreement.

Voicescape has launched new income 
recovery software for unsecured debts from 
tenant repayment agreements.

New income 
recovery software 
from Voicescape

Asprey Assets will be used 
to improve YMCA SPG’s 
property condition processes, 
ensuring that the facilities it 
�S�ú�I�V�W���]�S�Y�R�K���T�I�S�T�P�I���E�V�I���[�I�P�P��
maintained and safe. The 
partnership is also intended to 
streamline operations so that 
YMCA SPG can focus more on 
supporting the young people 
it serves.

Nilavra Mukerji, group director 
of property and places, YMCA 
���X���5�E�Y�P�¶�W���,�V�S�Y�T�����W�E�M�H�����¸�;�I�¶�V�I��
excited about this partnership 
with Asprey which will provide 
us with a strong system to 
help manage and maintain the 
homes we provide.”

Asprey Assets at YMCA
YMCA St Paul’s Group has begun a three-year partnership with Asprey Management Solutions with the 
introduction of its Asprey Assets solution for planned works and asset management.
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Housing Technology interviewed AI practitioners from DASH (Demystifying AI for 
Social Housing), Infinity Group, Mobysoft, NEC Housing, Plentific and TrustMarque 
�ô�î�����×�Á�����ô�è�Á���ô�Ò��� �����Ù�Ò�Ù�¸�Ù� �è���Ù�î���Á�è�è�Ù�Ó�Á�î�¸�Á���ˆ���=�‰���Ù�î���×�ô�����Ù�î�Ó�w���Ù�î�¸�è���½�Ù�î�Ó�����×�Á���·�Á�î�Á�>���������ô���×�ô�����Ù�î�Ó��
staff and tenants, pitfalls to avoid, how to get started, cutting through the hype, 
real-life examples and ethics.

The roles of AI, RPA, ML & NLP
���E�V�E�L���2�G�7�S�[�����L�I�E�H���S�J���L�S�Y�W�M�R�K���W�E�P�I�W���E�X���.�R�û�R�M�X�]���,�V�S�Y�T����
�W�E�M�H�����¸�8�L�M�R�O���S�J���E�V�X�M�û�G�M�E�P���M�R�X�I�P�P�M�K�I�R�G�I���
�&�.�������V�S�F�S�X�M�G���T�V�S�G�I�W�W��
automation (RPA), machine learning (ML) and natural 
language processing (NLP) like a team.

�¸�7�5�&���L�E�R�H�P�I�W���X�L�I���V�I�T�I�X�M�X�M�Z�I���G�L�S�V�I�W�����2�1���U�Y�M�I�X�P�]���[�E�X�G�L�I�W��
for patterns, NLP listens and talks, and AI weaves them 
together, turning your raw operations into smarter, kinder 
services.”

�*�Q�V�I���0�E�^�E�R�����G�S���J�S�Y�R�H�I�V���E�R�H���G�L�M�I�J���X�I�G�L�R�S�P�S�K�]���S�ý�G�I�V���E�X��
�5�P�I�R�X�M�û�G�����W�E�M�H����� �̧&�.���H�V�M�Z�I�W���W�Q�E�V�X�I�V���H�I�G�M�W�M�S�R�W�����7�5�&���F�V�M�H�K�I�W���X�L�I��
integration gaps between legacy systems by mimicking 
human tasks, ML predicts future trends and NLP improves 
communication, together transforming housing operations 
into seamless, proactive services.

�¸�;�L�I�V�I���&�5�.�W���J�E�P�P���W�L�S�V�X�����7�5�&���W�X�I�T�W���M�R� ���[�L�I�V�I���V�Y�P�I�W���I�R�H�����2�1��
begins; where data speaks, NLP listens. AI unites them to 
deliver proactive, data-driven housing services.”

Professor Alan Brown, AI expert at DASH (Demystifying AI 
for Social Housing) and professor in the digital economy 
�E�X���9�R�M�Z�I�V�W�M�X�]���S�J���*�\�I�X�I�V���'�Y�W�M�R�I�W�W�����G�L�S�S�P�����W�E�M�H�����¸�*�E�G�L���T�P�E�]�W��
a distinct role in building a more intelligent housing 
system. RPA automates repetitive tasks, such as logging 
repairs and generating compliance reminders. ML 
�M�H�I�R�X�M�û�I�W���T�E�X�X�I�V�R�W���M�R�����W�E�]�����E�V�V�I�E�V�W���S�V���H�M�W�V�I�T�E�M�V���M�R���S�V�H�I�V���X�S��
�ü�E�K���T�S�X�I�R�X�M�E�P���T�V�S�F�P�I�Q�W���I�E�V�P�]�����E�R�H���3�1�5���T�S�[�I�V�W���X�I�R�E�R�X��
facing tools such as chatbots, improving access and 
responsiveness.

� �̧&�.���T�Y�P�P�W���X�L�I�W�I���X�S�S�P�W���X�S�K�I�X�L�I�V���X�S���W�Y�T�T�S�V�X���F�I�X�X�I�V�����J�E�W�X�I�V��
decisions. At North Star Housing, for example, AI-driven 
automation means that 1000s of safety actions are now 
completed on time.”

Artificial intelligence 
in housing

SPECIAL FEATURE
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SPECIAL FEATURE: AI IN HOUSING

Realistic housing use-cases
�(�L�V�M�W���+�P�I�G�O�����G�L�M�I�J���X�I�G�L�R�S�P�S�K�]���E�R�H���T�V�S�H�Y�G�X���S�ý�G�I�V���E�X��
�2�S�F�]�W�S�J�X�����W�E�M�H����� �̧&�.���M�W���E�P�V�I�E�H�]���H�I�P�M�Z�I�V�M�R�K���X�E�R�K�M�F�P�I���Z�E�P�Y�I��
within income collections, repairs management and 
customer service. Our RentSense customers, for example, 
have seen their arrears reduce to a much greater extent 
than housing providers not using our AI-powered platform.

�¸�4�X�L�I�V���V�I�E�P���P�M�J�I���I�\�E�Q�T�P�I�W���M�R�G�P�Y�H�I���X�L�I���E�Y�X�S�Q�E�X�I�H���X�V�M�E�K�M�R�K���S�J��
tenant communications, predictive modelling for voi ds and re-
lets, and smart resource allocation based on likely  demand.”

Trevor Hampton, director of housing solutions at NE C 
�-�S�Y�W�M�R�K�����W�E�M�H����� �̧&�.���M�W���L�I�P�T�M�R�K���L�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W���X�S���T�V�I�H�M�G�X��
which tenants are at risk of missing their rent pay ments 
by identifying patterns of circumstances, such as t he 
�P�M�O�I�P�M�L�S�S�H���S�J���H�I�F�X���S�V���I�\�T�I�V�M�I�R�G�M�R�K���û�R�E�R�G�M�E�P���L�E�V�H�W�L�M�T�����E�R�H��
then intervene early to improve outcomes for both t he 
resident and the housing provider. ML models can id entify 
the combined factors which could cause vulnerabilit y, such 
as someone who has recently been in hospital, lives  in an 
area with antisocial behaviour or is socially isola ted following 
a bereavement. And for asset management, AI can pre dict 
which properties are likely to have damp and mould by 
�X�V�E�G�O�M�R�K���G�S�R�X�V�M�F�Y�X�S�V�]���J�E�G�X�S�V�W�����W�Y�G�L���E�W���û�R�E�R�G�M�E�P���L�E�V�H�W�L�M�T�����S�Z�I�V��
occupation and poor ventilation.

�¸�8�L�I�V�I���E�V�I���E�P�W�S���R�I�[���S�T�T�S�V�X�Y�R�M�X�M�I�W���J�S�V���L�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W���X�S��
manage their repairs using a combination of NLP or,  more 
�W�T�I�G�M�û�G�E�P�P�]�����E���P�E�V�K�I���P�E�R�K�Y�E�K�I���Q�S�H�I�P���
�1�1�2�������.�J���E���V�I�W�M�H�I�R�X���X�E�O�I�W��
a photograph of a leaking tap, the housing provider  could 
use NLP to describe the photograph and say if the l eak 
�M�W���J�V�S�Q���X�L�I���J�E�Y�G�I�X�����X�L�I���X�E�T���M�X�W�I�P�J���S�V���E���ü�E�R�K�I���F�I�P�S�[���X�L�I���X�E�T����
thereby helping their maintenance teams to plan rep airs and 
�E�V�V�M�Z�I���E�X���X�L�I���T�V�S�T�I�V�X�]���[�M�X�L���X�L�I���V�M�K�L�X���W�O�M�P�P�W���E�R�H���I�U�Y�M�T�Q�I�R�X���¹

���I�F���'�Y�V�V�I�P�P�����L�I�E�H���S�J���&�.���E�X���8�V�Y�W�X�Q�E�V�U�Y�I���,�V�S�Y�T�����W�E�M�H����
� �̧&�.���G�E�R���F�I���Y�W�I�H���X�S���W�X�V�I�E�Q�P�M�R�I���Q�E�M�R�X�I�R�E�R�G�I���V�I�U�Y�I�W�X�W����
predict property problems before they escalate and 
improve tenant communications through chatbots. These 
applications can all help in reducing response times and 
enhancing service delivery. Additionally, AI can help in 
analysing patterns in rent payment to identify tenants 
who might need support, allowing for better-targeted 
interventions.”

Is AI under- or over-hyped?
�.�R�û�R�M�X�]�¶�W���2�G�7�S�[���W�E�M�H����� �̧&�.���M�R���L�S�Y�W�M�R�K���M�W���F�S�X�L���S�Z�I�V���L�]�T�I�H��
�E�R�H���Y�R�H�I�V���M�Q�E�K�M�R�I�H�����.�X�¶�W���S�Z�I�V�W�S�P�H���E�W���E���Q�M�V�E�G�P�I���û�\���J�S�V���H�I�I�T��
social problems, yet undersold as a practical tool for 
�K�M�Z�M�R�K���L�S�Y�W�M�R�K���W�X�E�ú���X�L�I���R�I�G�I�W�W�E�V�]���F�V�I�E�X�L�M�R�K���W�T�E�G�I���X�S���H�S��
what only humans can do – listen, care and build trust.

� �̧&�.���M�W�R�¶�X���E���W�M�P�Z�I�V���F�Y�P�P�I�X� ���M�X�¶�W���E���T�V�E�G�X�M�G�E�P���X�S�S�P���X�L�E�X�¶�W���S�J�X�I�R��
�Y�R�H�I�V�I�W�X�M�Q�E�X�I�H�����9�W�I�H���X�L�S�Y�K�L�X�J�Y�P�P�]�����M�X���G�E�R���K�M�Z�I���W�X�E�ú��
more time to focus on building trust and making a real 
�H�M�ú�I�V�I�R�G�I���X�S���X�I�R�E�R�X�W�¶���P�M�Z�I�W���¹

�5�P�I�R�X�M�û�G�¶�W���0�E�^�E�R���W�E�M�H�����¸�+�S�V�[�E�V�H���X�L�M�R�O�M�R�K���S�V�K�E�R�M�W�E�X�M�S�R�W��
�V�I�G�S�K�R�M�W�I���X�L�I���M�Q�T�S�V�X�E�R�G�I���S�J���E���W�X�V�Y�G�X�Y�V�I�H�����L�M�K�L���U�Y�E�P�M�X�]��
data foundation and a well-architected software 
infrastructure as the critical foundations without which AI 
can’t function reliably, reach its full potential, be trusted to 
support operational decision-making or deliver consistent 
outcomes at scale.

� �̧&�.���M�W���F�S�X�L���E�R���S�T�T�S�V�X�Y�R�M�X�]���E�R�H���E�R���M�Q�T�I�V�E�X�M�Z�I�����8�L�I���V�I�E�P��
challenge for housing providers isn’t deciding whether to 
�E�H�S�T�X���&�.�����M�X�¶�W���L�S�[���W�[�M�J�X�P�]���E�R�H���I�ú�I�G�X�M�Z�I�P�]���X�L�I�]���G�E�R���F�Y�M�P�H���X�L�I��
underlying data and software foundations that make AI 
truly valuable.

�¸�;�L�I�R���V�I�G�S�V�H�W���E�R�H���S�T�I�V�E�X�M�S�R�E�P���H�E�X�E���E�V�I���W�T�V�I�E�H���E�G�V�S�W�W��
�5�)�+�W�����W�T�V�I�E�H�W�L�I�I�X�W���E�R�H���I�Q�E�M�P�W�����M�X���F�I�G�S�Q�I�W���H�M�ý�G�Y�P�X���J�S�V��
AI models to generate accurate or timely insights. It’s 
tempting to believe that all unstructured data, emails, 
reports and raw logs can simply be collected in a data 
lake for AI agents to interpret later. Although AI has 
made impressive progress in processing unstructured 
information, relying on a ‘data swamp’ approach remains 
�M�R�I�ý�G�M�I�R�X� ���&�.���T�I�V�J�S�V�Q�W���F�I�W�X���[�L�I�R���M�X���L�E�W���E�G�G�I�W�W���X�S���[�I�P�P��
structured, contextualised data, rather than needing 
to decipher meaning from an organised collection of 
documents.”

�)�&���-�¶�W���'�V�S�[�R���W�E�M�H����� �̧&�.���M�W���S�Z�I�V���L�]�T�I�H���[�L�I�R���M�X�¶�W���T�S�W�M�X�M�S�R�I�H��
�E�W���E���U�Y�M�G�O���û�\���J�S�V���G�S�Q�T�P�I�\�����L�Y�Q�E�R���W�]�W�X�I�Q�W�����'�Y�X���M�X�¶�W���Y�R�H�I�V��
hyped when we look at the real improvements already 
emerging.

�¸�+�S�V���I�\�E�Q�T�P�I�����*�\�X�V�E�(�E�V�I���(�L�E�V�M�X�E�F�P�I���8�V�Y�W�X�¶�W���Y�W�I���S�J���&�.���X�S��
support independent living is subtle but powerful, and 
Manningham Housing’s chatbot delivers better service, 

�Û�ð���A�Þ�B�ð�b�¾���O�ã�ð�ÿ�B���Þ�J�ð�ÿ���ð�J�>�¾���B�ö�"�>���¾�J�ÿ�"���¾���ð
headlines; it’s in quiet, measurable 
progress.”  
 
Prof. Alan Brown, AI Expert, DASH 
(Demystifying AI for Social Housing)

�Û�ð���A�ð�ÿ���ð�ü�"�O�B�ÿ���÷�ð�ÿ�B�ð�Ø�"�J�ü�ð�"�b�ã�>�Ò�ü�i�;�ã�ß�ð 
and under-imagined.”  
 
Sarah McRow, Head of Housing Sales,  
�F�9���9���‹�¼���:�s�E�š�^



�R�S�X���X�L�V�S�Y�K�L���ü�E�W�L�]���X�I�G�L�R�S�P�S�K�]�����F�Y�X���F�]���W�S�P�Z�M�R�K���E���T�I�V�W�M�W�X�I�R�X��
contact challenge. AI’s value isn’t in transformational 
�L�I�E�H�P�M�R�I�W�����M�X�¶�W���M�R���U�Y�M�I�X�����Q�I�E�W�Y�V�E�F�P�I���T�V�S�K�V�I�W�W���¹

Business risks and considerations
�2�S�F�]�W�S�J�X�¶�W���+�P�I�G�O���W�E�M�H�����¸�8�L�I���O�I�]���V�M�W�O�W���E�V�I���H�E�X�E���U�Y�E�P�M�X�]����
transparency and an over-reliance on automation. An AI is 
�S�R�P�]���E�W���K�S�S�H���E�W���X�L�I���H�E�X�E���M�X�¶�W���J�I�H���W�S���I�R�W�Y�V�M�R�K���L�M�K�L���U�Y�E�P�M�X�]����
well-labelled and representative data is essential.

�¸�8�L�I�V�I�¶�W���E�P�W�S���X�L�I���K�S�Z�I�V�R�E�R�G�I���E�W�T�I�G�X�����-�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W��
need to be clear on when and how decisions are being 
made or supported by ‘responsible’ AI, particularly when 
�X�L�S�W�I���H�I�G�M�W�M�S�R�W���E�ú�I�G�X���X�I�R�E�R�X�W�����+�S�V���I�\�E�Q�T�P�I�����2�S�F�]�W�S�J�X��
designs responsible AI tools to augment, but not replace, 
�L�Y�Q�E�R���H�I�G�M�W�M�S�R���Q�E�O�M�R�K���M�R���S�V�H�I�V���K�M�Z�I���L�S�Y�W�M�R�K���W�X�E�ú���G�P�I�E�V�I�V��
insights rather than removing accountability.”

�3�*�(���-�S�Y�W�M�R�K�¶�W���-�E�Q�T�X�S�R���W�E�M�H�����¸�8�L�I�V�I���E�V�I���V�M�W�O�W���E�W�W�S�G�M�E�X�I�H��
with using generic AI and LLMs which haven’t been 
properly trained with housing data. AI is only as good as 
the data used to train it so it’s important to maintain high 
standards of data management and to tackle the root 
�G�E�Y�W�I���S�J���E�R�]���T�V�S�F�P�I�Q�W���[�M�X�L���H�E�X�E���U�Y�E�P�M�X�]��

�¸�9�W�I�V�W���S�J���&�.���R�I�I�H���X�S���Y�R�H�I�V�W�X�E�R�H���[�L�E�X���E���Q�S�H�I�P���M�W���H�S�M�R�K����
such as why it is predicting that a resident might be 
�Z�Y�P�R�I�V�E�F�P�I���S�V���L�S�[���M�X���M�H�I�R�X�M�û�I�W���E���T�V�S�T�I�V�X�]���[�M�X�L���H�E�Q�T���E�R�H��
mould. To avoid using ‘black box’ technology, housing 
providers should adopt ‘explainable AI’, with clear 
reasoning behind the AI’s recommendations.

�¸�.�X�¶�W���K�S�S�H���T�V�E�G�X�M�G�I���X�S���I�\�E�Q�M�R�I���X�L�I���T�V�S�F�E�F�M�P�M�X�]���X�L�E�X���E�R���&�.��
generated recommendation is accurate. By saying we are 
�������T�I�V���G�I�R�X���G�S�R�û�H�I�R�X���X�L�E�X���E���T�E�V�X�M�G�Y�P�E�V���L�S�Y�W�I���L�E�W���H�E�Q�T��
�E�R�H���Q�S�Y�P�H���J�S�V���X�L�I�W�I���V�I�E�W�S�R�W���S�V���������T�I�V���G�I�R�X���G�S�R�û�H�I�R�X���X�L�E�X��
�E���W�T�I�G�M�û�G���X�I�R�E�R�X���[�M�P�P���J�E�P�P���M�R�X�S���H�I�F�X���S�[�M�R�K���X�S���X�L�I�W�I���J�E�G�X�S�V�W����
we reduce the risk of relying too heavily on AI to make the 
�û�R�E�P���G�E�P�P���¹

�5�P�I�R�X�M�û�G�¶�W���0�E�^�E�R���W�E�M�H����� �̧&���G�S�Q�Q�S�R���V�M�W�O���M�W���Y�R�H�I�V�I�W�X�M�Q�E�X�M�R�K��
the importance of a structured software and data 
foundation. Without clean, connected and well-archi tected 
systems, AI struggles to deliver insights that are timely, 
reliable or actionable. Without that foundation, ev en the 
most advanced AI models can fall short of their pot ential 
and undermine trust in AI-supported decision-making .

�¸�-�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W���Q�Y�W�X���G�E�V�I�J�Y�P�P�]���Q�E�R�E�K�I���X�L�I�M�V���&�.��
implementation risks, including ensuring data privacy, 
addressing potential biases within AI algorithms, avoiding 
�E�R���S�Z�I�V���V�I�P�M�E�R�G�I���S�R���E�Y�X�S�Q�E�X�I�H���W�]�W�X�I�Q�W���[�M�X�L�S�Y�X���W�Y�ý�G�M�I�R�X��
human oversight and complying with relevant regulatory 
frameworks.”

Ethical considerations
�8�V�Y�W�X�Q�E�V�U�Y�I�¶�W���'�Y�V�V�I�P�P���W�E�M�H�����¸�*�X�L�M�G�E�P�P�]�����L�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W��
must ensure that their AI applications don’t inadvertently 
discriminate against any group and that any AI-derived 
decisions are fair and justifiable. Transparency is key, so 
tenants should be informed when AI is used in processes 
�X�L�E�X���E�ú�I�G�X���X�L�I�Q���E�R�H���X�L�I�V�I���W�L�S�Y�P�H���F�I���E�Z�I�R�Y�I�W���J�S�V���L�Y�Q�E�R��
review and appeal.”

�2�S�F�]�W�S�J�X�¶�W���+�P�I�G�O���W�E�M�H�����¸�+�E�M�V�R�I�W�W�����E�G�G�S�Y�R�X�E�F�M�P�M�X�]���E�R�H��
transparency must be at the heart of any use of AI. 
Algorithms mustn’t reinforce biases or exclude vulnerable 
customers, and housing providers must ensure that 
their AI models are explainable, auditable and subject to 
human oversight.

�¸�;�I���F�I�P�M�I�Z�I���M�X�¶�W���I�X�L�M�G�E�P���E�R�H���I�W�W�I�R�X�M�E�P���X�S���Y�W�I���&�.���X�S���M�Q�T�V�S�Z�I��
service delivery, reduce arrears and prevent problems 
such as disrepair, but it must be balanced with privacy, 
consent and a human touch.”

�3�*�(���-�S�Y�W�M�R�K�¶�W���-�E�Q�T�X�S�R���W�E�M�H�����¸�8�L�I���O�I�]���X�S���I�X�L�M�G�E�P���&�.��
is to make sure that decision-making remains in the 
hands of humans, not machines. For example, if an 
AI model recommends contacting a person to ask if 
�X�L�I�]���E�V�I���M�R���H�I�F�X�����E���L�Y�Q�E�R���W�L�S�Y�P�H���û�V�W�X���P�S�S�O���E�X���[�L�]���X�L�I��
recommendation has been made.”

Where are the ‘quick wins’?
�.�R�û�R�M�X�]�¶�W���2�G�7�S�[���W�E�M�H�����¸�8�L�I���F�I�W�X���T�P�E�G�I���X�S���W�X�E�V�X���M�W���[�L�I�V�I��
�&�.���G�E�R���X�E�O�I���T�V�I�W�W�Y�V�I���S�ú���]�S�Y�V���X�I�E�Q�W�����W�Y�G�L���E�W���W�T�S�X�X�M�R�K��
�Q�E�M�R�X�I�R�E�R�G�I���T�V�S�F�P�I�Q�W���I�E�V�P�]�����X�V�M�E�K�M�R�K���V�S�Y�X�M�R�I���U�Y�I�W�X�M�S�R�W���S�V��
�ü�E�K�K�M�R�K���X�I�R�E�R�G�]���V�M�W�O�W�����.�X�¶�W���E�F�S�Y�X���W�L�M�R�M�R�K���E���P�M�K�L�X���S�R���L�M�H�H�I�R��
problems, not replacing human connections, so use AI to 
illuminate hidden problems such as unnoticed complaints 
about mould, maintenance backlogs and patterns of 
missed communications. Use AI to shine a light, not to 
cast shadows.”

�5�P�I�R�X�M�û�G�¶�W���0�E�^�E�R���W�E�M�H����� �̧&�.���M�W���E���T�S�[�I�V�J�Y�P���X�S�S�P���F�Y�X���M�X�¶�W���R�S�X��
�E���µ�S�R�I���W�M�^�I���û�X�W���E�P�P�¶���W�S�P�Y�X�M�S�R�����.�X�W���W�Y�M�X�E�F�M�P�M�X�]���H�I�T�I�R�H�W���S�R��
�X�L�I���R�E�X�Y�V�I���S�J���X�L�I���T�V�S�F�P�I�Q�����X�L�I���U�Y�E�P�M�X�]���S�J���X�L�I���E�Z�E�M�P�E�F�P�I��
data and the clarity of the desired outcomes. In some 
instances, traditional software logic or process redesign 
may deliver better results with less complexity so it’s 
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���A�ð�ÿ�B�ð�Ù�>�O�Ù�ÿ�¾���»�Ü 
 
Seb Burrell, Head of AI, Trustmarque Group



important to assess each case on its own merits before 
deciding whether AI is the right approach.

�¸���S�Q�I���U�Y�M�G�O���[�M�R�W���M�R�G�P�Y�H�I���E�Y�X�S�Q�E�X�M�R�K���W�X�V�E�M�K�L�X�J�S�V�[�E�V�H��
administrative tasks, deploying AI chatbots to handle 
�G�S�Q�Q�S�R���X�I�R�E�R�X���I�R�U�Y�M�V�M�I�W���E�R�H���P�I�Z�I�V�E�K�M�R�K���&�.���E�R�H���2�1���J�S�V��
predictive maintenance.

�¸���X�E�V�X���W�Q�E�P�P�����W�S�P�Z�I���V�I�E�P���T�V�S�F�P�I�Q�W���E�R�H���X�L�I�R���W�G�E�P�I���J�V�S�Q��
your initial success because AI adoption works best 
when it’s grounded in everyday results. Furthermore, 
most software providers are implementing AI within their 
existing products so take advantage of these ready-
�Q�E�H�I���G�E�T�E�F�M�P�M�X�M�I�W���V�E�X�L�I�V���X�L�E�R���K�S�M�R�K���M�R�X�S���E���µ�K�V�I�I�R���û�I�P�H�¶���&�.��
implementation.”

�3�*�(���-�S�Y�W�M�R�K�¶�W���-�E�Q�T�X�S�R���W�E�M�H����� �̧&���K�S�S�H���W�X�E�V�X�M�R�K���T�S�M�R�X���[�S�Y�P�H��
be to predict which tenants are likely to be experiencing 
�û�R�E�R�G�M�E�P���L�E�V�H�W�L�M�T���E�R�H���L�E�Z�I���H�M�ý�G�Y�P�X�]���T�E�]�M�R�K���X�L�I�M�V���V�I�R�X����
This is one of the more straightforward uses of AI because 
it’s very structured and mathematical, with a focus on 
�û�R�E�R�G�I���F�E�W�I�H���H�E�X�E��

�¸�9�W�M�R�K���&�.���X�S���Q�E�R�E�K�I���T�V�S�T�I�V�X�M�I�W���G�S�Y�P�H���X�L�I�R���F�I���]�S�Y�V�� 
next step, although making predictions about housing 
assets tends to be more complex because of the 
numerous variables you need to consider, such as  
building archetype, construction details, building  
materials and surveys.”

AI disclosure
�.�R�û�R�M�X�]�¶�W���2�G�7�S�[���W�E�M�H�����¸�-�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W���W�L�S�Y�P�H���H�I�û�R�M�X�I�P�]��
disclose their use of AI but not just buried in a 300-page 
privacy policy – tenants deserve to know if a chatbot, 
repairs system or a housing waiting-list is AI-powered.

�¸�.�X�¶�W���M�Q�T�S�V�X�E�R�X���X�S���F�I���S�T�I�R�����8�I�R�E�R�X�W���W�L�S�Y�P�H���O�R�S�[���[�L�I�R���&�.��
is being used and always have the option to speak to a 
person if they need to. Being clear and honest helps build 

trust and shows that technology is there to support, not 
replace, human relationships.”

�8�V�Y�W�X�Q�E�V�U�Y�I�¶�W���'�Y�V�V�I�P�P���W�E�M�H�����¸�8�V�E�R�W�T�E�V�I�R�G�]���E�F�S�Y�X���X�L�I���Y�W�I��
of AI is crucial. Housing providers should inform tenants 
about AI applications through clear communication 
channels, such as tenant portals or informational 
brochures, explaining how AI is being used and the 
�F�I�R�I�û�X�W���M�X���F�V�M�R�K�W�����[�L�M�P�I���E�P�W�S���T�V�S�Z�M�H�M�R�K���L�Y�Q�E�R���G�S�R�X�E�G�X��
�T�S�M�R�X�W���J�S�V���U�Y�I�W�X�M�S�R�W���S�V���G�S�R�G�I�V�R�W���¹

�)�&���-�¶�W���'�V�S�[�R���W�E�M�H�����¸�-�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W���W�L�S�Y�P�H���F�I���S�T�I�R��
about their use of AI because tenants deserve to know 
�[�L�I�R���E���G�L�E�X�F�S�X���M�W���E�R�W�[�I�V�M�R�K���X�L�I�M�V���U�Y�I�V�]���S�V���[�L�I�R���E��
�T�V�I�H�M�G�X�M�Z�I���W�]�W�X�I�Q���M�W���ü�E�K�K�M�R�K���X�L�I�M�V���E�G�G�S�Y�R�X�����+�V�S�Q���S�Y�V��
experience, Manningham Housing’s decision to be open 
about AI helped to build confidence and not confusion.

�¸�8�S���X�L�E�X���I�R�H�����&�.���H�M�W�G�P�S�W�Y�V�I���W�L�S�Y�P�H���F�I���M�R�X�I�K�V�E�X�I�H���M�R�X�S���X�I�R�E�R�X��
communications, from welcome packs to online portals 
and regularly reviewed with scrutiny groups. Being open 
isn’t just responsible, it’s good business.”

Gains for housing staff
�2�S�F�]�W�S�J�X�¶�W���+�P�I�G�O���W�E�M�H�����¸�+�S�V���W�X�E�ú�����&�.���V�I�H�Y�G�I�W���Q�E�R�Y�E�P���[�S�V�O����
highlights the right priorities and improves job satisfaction. 
�+�S�V���I�\�E�Q�T�P�I�����L�S�Y�W�M�R�K���S�ý�G�I�V�W���G�E�R���W�T�I�R�H���Q�S�V�I���X�M�Q�I��
supporting their tenants and less time trawling through 
caseloads or repair logs.”

�3�*�(���-�S�Y�W�M�R�K�¶�W���-�E�Q�T�X�S�R���W�E�M�H����� �̧&�.���G�E�R���G�E�V�V�]���S�Y�X���X�E�W�O�W���E�R�H��
identify patterns from complex data in a fraction of the 
time it would take a human (or even a team of humans). 
AI can predict, say, vulnerabilities or risks of debt, and 
�L�S�Y�W�M�R�K���W�X�E�ú���G�E�R���X�E�O�I���X�L�E�X���Z�E�P�Y�E�F�P�I���M�R�J�S�V�Q�E�X�M�S�R���E�R�H���Y�W�I���M�X��
with a human touch.”

�5�P�I�R�X�M�û�G�¶�W���0�E�^�E�R���W�E�M�H����� �̧&�.���L�I�P�T�W���L�S�Y�W�M�R�K���W�X�E�ú���F�]���E�Y�X�S�Q�E�X�M�R�K��
their routine tasks and reducing human error, freeing them 
to focus on strategic priorities and, importantly, fostering 
stronger relationships with tenants.”

���Á�î�Á�>���������ô�����Á�î� �î����
�.�R�û�R�M�X�]�¶�W���2�G�7�S�[���W�E�M�H�����¸�+�S�V���X�I�R�E�R�X�W�����X�L�I���F�I�R�I�û�X�W���S�J���&�.���E�V�I��
�J�I�P�X���X�L�V�S�Y�K�L���J�E�W�X�I�V���G�S�Q�Q�Y�R�M�G�E�X�M�S�R�W�����U�Y�M�G�O�I�V���V�I�W�S�P�Y�X�M�S�R�W��
of their problems and services that feel more connected 
and responsive. Behind the scenes, AI strengthens data 
�U�Y�E�P�M�X�]�����L�I�P�T�M�R�K���L�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W���X�S���Q�E�R�E�K�I���X�L�I�M�V���L�S�Q�I�W��
more securely and reliably, all of which builds better 
experiences and greater satisfaction for the people they 
serve.”

�8�V�Y�W�X�Q�E�V�U�Y�I�¶�W���'�Y�V�V�I�P�P���W�E�M�H�����¸�+�S�V���X�I�R�E�R�X�W�����&�.���W�L�S�Y�P�H���P�I�E�H���X�S��
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�Û�ð�ˆ�ü�ã�ð���ã�i�ð�>�ÿ�B���B�ð�¾�>�ã�ð�ß�¾�J�¾�ð�=�O�¾���ÿ�J�i�¼�ð
�J�>�¾���B�;�¾�>�ã���Ù�i�ð�¾���ß�ð�¾���ð�"�b�ã�>�Ò�>�ã���ÿ�¾���Ù�ã�ð
on automation.”  
 
�����s���x���8�,�å�Ï�)�Ø���������å�ü���‰�å�Ï���9�E�,�E�
�¼���¼���{�s�E�Ú�š�Ï�‹���k�þ�Ï�å�s�Ø��
Mobysoft

�Û�ð�����ð���A�ð�ÿ�B�ð�"�����i�ð�¾�B�ð�÷�"�"�ß�ð�¾�B�ð�J�ü�ã�ð�ß�¾�J�¾�ð
used to train it.”  
 
Trevor Hampton, Director of Housing Solutions, 
NEC Housing
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faster responses, more accurate information and improved 
service overall, enhancing their satisfaction and trust in 
their housing provider.”

�)�&���-�¶�W���'�V�S�[�R���W�E�M�H����� �̧&�.���G�E�R���V�I�W�Y�P�X���M�R���J�E�W�X�I�V���V�I�T�E�M�V�W�����G�P�I�E�V�I�V��
updates and better support. For example, ExtraCare 
uses AI to support its older residents in maintaining their 
independence, a ‘win’ for both well-being and service 
�I�ý�G�M�I�R�G�]�����;�L�I�R���H�S�R�I���V�M�K�L�X�����&�.���H�S�I�W�R�¶�X���V�I�T�P�E�G�I���T�I�S�T�P�I�����M�X��
empowers them.”

Sector-wide examples
�3�*�(���-�S�Y�W�M�R�K�¶�W���-�E�Q�T�X�S�R���W�E�M�H�����¸�;�S�P�Z�I�V�L�E�Q�T�X�S�R���-�S�Q�I�W����
PA Housing, Lambeth Council and Gateshead Council 
�E�V�I���I�E�G�L���Y�W�M�R�K���W�I�G�X�S�V���W�T�I�G�M�û�G���&�.���X�S���Q�E�O�I���U�Y�E�R�X�M�X�E�X�M�Z�I��
predictions about which of their assets are most at risk of 
damp and mould.

�¸�+�S�V���I�\�E�Q�T�P�I�������S�Y�X�L�[�E�V�O���(�S�Y�R�G�M�P���M�W���Y�W�M�R�K���&�.���X�S�S�P�W���X�S��
analyse historical data on how its tenants manage their 
�û�R�E�R�G�I�W���E�R�H���T�E�]���X�L�I�M�V���V�I�R�X�����8�L�I���&�.���X�E�O�I�W���M�R�X�S���E�G�G�S�Y�R�X��
multiple factors and provides a risk score, helping the 
council to spot people at risk of missing payments in 
the future, even if they appear to be managing at the 
moment.”

�)�&���-�¶�W���'�V�S�[�R���W�E�M�H�����¸�;�I�¶�Z�I���J�S�Y�R�H���E���W�X�V�M�O�M�R�K���F�V�I�E�H�X�L���S�J��
�W�Y�G�G�I�W�W���E�G�V�S�W�W���Z�I�V�]���H�M�ú�I�V�I�R�X���X�]�T�I�W���S�J���S�V�K�E�R�M�W�E�X�M�S�R�W����
These include Together Housing which has developed 
an AI model capable of identifying tenants at high risk 
of tenancy failure with above 80 per cent accuracy, and 
Incommunities’ pilot project for predictive maintenance, 
in collaboration with University of Bradford, has already 

shown its potential to reduce the need for emergency 
repairs.

� �̧&�W���E�R�S�X�L�I�V���I�\�E�Q�T�P�I�����2�E�R�R�M�R�K�L�E�Q���-�S�Y�W�M�R�K���H�I�T�P�S�]�I�H���E�R��
AI-powered chatbot to provide tenants with accurate , 24/7 
�V�I�W�T�S�R�W�I�W���X�S���G�S�Q�Q�S�R���U�Y�I�V�M�I�W�����8�L�M�W���R�S�X���S�R�P�]���V�I�H�Y�G�I�H���T�V�I�W�W�Y�V�I��
�S�R���L�S�Y�W�M�R�K���W�X�E�ú���F�Y�X���E�P�W�S���M�Q�T�V�S�Z�I�H���µ�û�V�W�X���X�M�Q�I���û�\�¶���V�E�X�I�W��

�¸�8�S�K�I�X�L�I�V���-�S�Y�W�M�R�K�����.�R�G�S�Q�Q�Y�R�M�X�M�I�W���E�R�H���2�E�R�R�M�R�K�L�E�Q��
Housing each demonstrate that AI innovation isn’t limited 
by size or scale.”

�.�R�û�R�M�X�]�¶�W���2�G�7�S�[���W�E�M�H�����¸�3�S�V�X�L�����X�E�V���-�S�Y�W�M�R�K�¶�W���P�I�K�E�G�]��
systems have been replaced with our BRIKHousing 
software for a modern, AI-driven approach to compliance 
and asset management. Using AI to scan and check 
�G�I�V�X�M�û�G�E�X�M�S�R�W�����G�S�Z�I�V�M�R�K���I�Z�I�V�]�X�L�M�R�K���J�V�S�Q���K�E�W���W�E�J�I�X�]���E�R�H���û�V�I��
maintenance to lift inspections and legionella testing, has 
transformed how North Star’s compliance team works.

�¸�7�S�Y�X�M�R�I���T�V�S�G�I�W�W�M�R�K���X�L�E�X���T�V�I�Z�M�S�Y�W�P�]���X�S�S�O���E�V�S�Y�R�H���������L�S�Y�V�W��
per week has been reduced to just a couple of days, 
giving North Star’s team time to focus on new initiatives 
such as damp, mould and condensation monitoring.”

�>�"�O�B�ÿ���÷�ð� �̂ã�Ù�ü���"���"�÷�i�ð�c�"�O���ß�ð���ÿ���ã�ð�J�"�ð�J�ü�¾�����ð 

Prof. Alan Brown (DASH), Sarah McRow 

�Ì�A���|���ÿ�J�i�ð�9�>�"�O�;�Í�¼�ð���ü�>�ÿ�B�ð�8���ã�Ù���ð�Ì�X�"�Ø�i�B�"�ö�J�Í�¼�ð 

�ˆ�>�ã�b�"�>�ð�>�¾���;�J�"���ð�Ì�Z�&���ð�>�"�O�B�ÿ���÷�Í�¼�ð�&���>�ã�ð�P�¾�q�¾���ð

�Ì�y���ã���J�ÿ�|�Ù�Í�ð�¾���ß�ð�€�ã�Ø�ð���O�>�>�ã�����ð�Ì�ˆ�>�O�B�J���¾�>�=�O�ã�ð 

Group) for their editorial contributions to  

this article.

�Û�ð�€�J�¾�>�J�ð�B���¾�����¼�ð�B�"���b�ã�ð�>�ã�¾���ð�;�>�"�Ø���ã���B�ð�¾���ß�ð
then scale from your initial success.”  
 
Emre Kazan, Co-Founder & Chief Technology 
�k�þ�Ï�å�s�Ø���{�,�å�9�‹�����Ï
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Aisling Jubb, Social Housing Lead, Workday

The emergence of AI is a game-changer for 
housing providers. AI is already helping 
organisations across the UK to become 
more productive, streamline operations 
and enhance decision-making. For housing 
organisations, AI offers a way to operate 
�í�ô���Á���Á�Ò�>�¸�Ù�Á�î���è�3�f���·�Á�¸�ô�í�Á���í�ô���Á�����Á���Ù�è�Ù�Á�î����� �î�½��
ultimately improve the lives of tenants. 
What’s not to like? 

The trouble is the sheer number and variety of AI 
applications can feel overwhelming, leaving many housing 
providers unsure of where to begin on their journey.

The good news is that many housing providers might be 
further along their AI journeys than they realise. There are 
�[�I�P�P���H�I�û�R�I�H���E�G�X�M�S�R�W���X�L�E�X���X�L�I�]���G�E�R���X�E�O�I���X�S�H�E�]���[�L�M�G�L���G�E�R��
�T�E�Z�I���X�L�I���[�E�]���X�S���E���Q�S�V�I���T�V�S�H�Y�G�X�M�Z�I�����E�K�M�P�I���E�R�H���I�ú�I�G�X�M�Z�I��
future.

Here are three key recommendations to help housing 
�T�V�S�Z�M�H�I�V�W���K�I�X���W�X�E�V�X�I�H���S�R���X�L�I�M�V���&�.���N�S�Y�V�R�I�]��

1. Embrace your existing AI capabilities
While the allure of new AI tools is undeniable, housing 
providers should take a closer look at their existing 
software licences. In parallel with that, Gartner predicts 
that over 80 per cent of organisations (incl. housing) will 
have used generative AI APIs or deployed generative AI-
enabled applications by 2026.

Many of your current business applications are likely to 
have AI capabilities that are lying dormant, just waiting to 
�F�I���E�G�X�M�Z�E�X�I�H�����'�]���û�V�W�X���Y�W�M�R�K���X�L�I�W�I���X�S�S�P�W���E�R�H���E�T�T�P�]�M�R�K���X�L�I�Q��
�X�S���J�E�Q�M�P�M�E�V���H�E�X�E�W�I�X�W�����L�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W���G�E�R���U�Y�M�G�O�P�]���E�R�H��
�G�S�R�û�H�I�R�X�P�]���L�E�V�R�I�W�W���X�L�I���T�S�[�I�V���S�J���&�.�����8�L�M�W���E�T�T�V�S�E�G�L���R�S�X��
only unlocks the power of AI faster, but you’ll be using AI 
from a trusted source and a clean dataset that you can 
(hopefully) have faith in.

For example, your housing management system might 
already have features that use AI to automate the initial 
�X�V�M�E�K�M�R�K���S�J���V�I�T�E�M�V���V�I�U�Y�I�W�X�W���F�E�W�I�H���S�R���O�I�]�[�S�V�H�W�����L�I�P�T�M�R�K��
�X�L�I�Q���X�S���û�\���Y�V�K�I�R�X���T�V�S�F�P�I�Q�W���J�E�W�X�I�V�����*�\�T�P�S�V�M�R�K���X�L�I�W�I��

functionalities within your existing software could give 
your organisation an instant productivity boost.

2. Fix what’s in front of you
Rather than just playing in the ‘AI sandpit’, the real-world 
application of AI to your existing processes is where you 
�[�M�P�P���V�I�E�P�P�]���W�I�I���U�Y�E�R�X�M�û�E�F�P�I���F�I�R�I�û�X�W��

For example, in an HR context, automating the creation of 
job descriptions saves time and resources. The average 
job description takes a couple of hours to write, but with 
help from tool such as Workday’s generative AI, this can 
be cut to just a few minutes.

Another area for review is the time spent manually 
processing invoices or scheduling property repairs; these 
are both prime candidates for AI-powered automation, 
�J�V�I�I�M�R�K���Y�T���W�X�E�ú���X�S���J�S�G�Y�W���S�R���Q�S�V�I���G�S�Q�T�P�I�\���E�R�H���X�I�R�E�R�X��
facing tasks.

3. The SaaS advantage
�8�L�I���F�I�R�I�û�X�W���S�J���W�S�J�X�[�E�V�I���E�W���E���W�I�V�Z�M�G�I���
���E�E�������W�S�P�Y�X�M�S�R�W��
have been obvious for some time. But in the current 
context, they really shine. SaaS solutions present an open 
door to the AI revolution and put you continuously on the 
front foot.

Put simply, SaaS means that you don’t need to upgrade to 
�K�I�X���X�L�I���F�I�R�I�û�X�W���S�J���&�.���F�I�G�E�Y�W�I���]�S�Y���O�R�S�[���]�S�Y�¶�V�I���E�G�G�I�W�W�M�R�K��
the latest AI advances and that you’re constantly at the 
forefront of innovation.

Most software providers, including Workday, are already 
integrating AI features seamlessly into their solutions. 
By leveraging these platforms, housing providers can 
access cutting-edge AI capabilities without needing 
�W�M�K�R�M�û�G�E�R�X���Y�T�J�V�S�R�X���M�R�Z�I�W�X�Q�I�R�X�W���M�R���M�R�J�V�E�W�X�V�Y�G�X�Y�V�I���S�V���P�S�R�K��
implementations.

AI optimism
There is a palpable sense of excitement around AI, not 
�P�I�E�W�X���F�I�G�E�Y�W�I���M�X���S�ú�I�V�W���E�R���S�T�X�M�Q�M�W�X�M�G���E�R�H���[�I�P�G�S�Q�I���R�S�X�I��
about what the future could hold that’s been missing for 
a while. But also because it’s a catalyst for real change for 
organisations that are continuously asked to do more with 
less, and nowhere is that truer than in social housing.

Aisling Jubb is the social housing lead at 
Workday.

Achieving three 
quick wins in AI



Adam Rigg, IT Digital Analyst, Housing Solutions

If you don’t recognise the above voice-intro from a popular 
1980s television programme then you’re probably too 
young to understand the majority of this article. However, 
please humour me and read it anyway – I hope this will be 
of some use to you.

In the ever-evolving world of technology, staying ahead 
of the curve isn’t just a goal, it’s a necessity. That’s why we 
embarked on an exciting journey to trial Microsoft Copilot, 
a cutting-edge AI assistant designed to revolutionise the 
way we work. But why did we do it, who was involved and 
what did we discover? Buckle up, because we’re about 
to take you on a rollercoaster ride through our Copilot 
adventure with the A.I. Team!

Doing more and doing bette r
�5�M�G�X�Y�V�I���X�L�M�W�����E���F�Y�W�X�P�M�R�K���S�ý�G�I���û�P�P�I�H���[�M�X�L���X�L�I���W�S�Y�R�H���S�J��
keyboards clacking, phones ringing and the occasional cry 
for help when someone accidentally deletes an important 
�û�P�I�����;�I���R�I�I�H�I�H���E���L�I�V�S���E�R�H���2�M�G�V�S�W�S�J�X���(�S�T�M�P�S�X���W�I�I�Q�I�H���P�M�O�I��
�X�L�I���T�I�V�J�I�G�X���G�E�R�H�M�H�E�X�I�����4�Y�V���K�S�E�P���[�E�W���W�M�Q�T�P�I�����X�S���I�R�L�E�R�G�I��
�T�V�S�H�Y�G�X�M�Z�M�X�]�����W�X�V�I�E�Q�P�M�R�I���[�S�V�O�ü�S�[�W���E�R�H���V�I�H�Y�G�I���X�L�I���R�Y�Q�F�I�V��
�S�J���¸�4�S�T�W�����.���H�M�H���M�X���E�K�E�M�R�¹���Q�S�Q�I�R�X�W�����5�P�Y�W�����[�L�S���[�S�Y�P�H�R�¶�X��
want a digital sidekick that can draft emails, summarise 
documents and even crack a joke or two? We’d heard the 
rumblings about AI being used in the housing sector but 
couldn’t see anyone really nailing it, yet…

Our trial was spearheaded by a team of tech-savvy 
enthusiasts from across the business. Together, they 
formed the A.I. Team, ready to put Copilot through its 
�T�E�G�I�W�����*�E�G�L���Q�I�Q�F�I�V���F�V�S�Y�K�L�X���X�L�I�M�V���Y�R�M�U�Y�I���R�I�I�H�W���E�R�H��
�T�S�M�R�X���S�J���Z�M�I�[���X�S���X�L�I���X�E�F�P�I�����J�V�S�Q���û�R�E�R�G�I���E�R�H���-�7���X�S���L�S�Y�W�M�R�K��
and assets, ensuring a comprehensive evaluation of 
Copilot’s capabilities.

Versatile assistance
As we delved into the trial, we uncovered a treasure trove 
of insights. Copilot proved to be a versatile and intelligent 
assistant, capable of handling a wide range of tasks. From 
drafting emails to summarising lengthy documents, it was 
like having a supercharged assistant who never needed 
�E���G�S�ú�I�I���F�V�I�E�O�����;�I���E�P�W�S���H�M�W�G�S�Z�I�V�I�H���X�L�E�X���(�S�T�M�P�S�X���L�E�H���E��
knack for understanding context, making it an invaluable 
asset in meetings and brainstorming sessions. Its ability 
to generate creative content and provide relevant 
information on demand was particularly impressive.

The benefits of our Copilot trial were nothing short 
of impressive. Productivity soared as Copilot took on 
mundane tasks, freeing our team to focus on more 
strategic initiatives. Collaboration improved, with Copilot 
acting as a bridge between departments, ensuring 
everyone was on the same page. Copilot’s integration with 
our existing Microsoft tools and systems made it easy to 
�M�R�G�S�V�T�S�V�E�X�I���M�R�X�S���S�Y�V���[�S�V�O�ü�S�[�����I�R�L�E�R�G�M�R�K���S�Z�I�V�E�P�P���I�ý�G�M�I�R�G�]����
And let’s not forget the entertainment factor; Copilot’s 
witty responses and occasional jokes brought a smile to 
our faces, even on the busiest days.

Human interventions
Of course, no trial is without its hiccups. While Copilot 
was a fantastic assistant, it occasionally struggled with 
�Q�S�V�I���G�S�Q�T�P�M�G�E�X�I�H���X�E�W�O�W�����V�I�U�Y�M�V�M�R�K���L�Y�Q�E�R���M�R�X�I�V�Z�I�R�X�M�S�R����
Additionally, some team members felt that relying too 
heavily on Copilot might lead to a loss of critical-thinking 
skills. After all, it’s important to keep our brains sharp, even 
in the age of AI.

Another challenge we faced was the occasional 
misinterpretation of context. While Copilot was generally 
accurate, there were instances where it misunderstood 

“In 2025, a crack commando unit was sent to trial Microsoft Copilot by their company 

for a productivity enhancement they didn’t commit. These men and woman promptly 

escaped from their mundane tasks to the digital underground. Today, still wanted by their 

colleagues, they survive as soldiers of fortune. If you have a problem, if no one else can 

�×�Á�è����� �î�½���Ù�Ò���3�ô�����¸� �î���>�î�½�����×�Á�í�w���í� �3�·�Á���3�ô�����¸� �î���×�Ù���Á�x���{�×�Á�����|�=�|���{�Á� �í�|�”

The A.I. Team 
– Our Microsoft 
Copilot adventure

AI IN HOUSING

58



housing-technology.com

AI IN HOUSING

59

the nuances of certain tasks, leading to errors that 
�V�I�U�Y�M�V�I�H���Q�E�R�Y�E�P���G�S�V�V�I�G�X�M�S�R�W�����)�I�W�T�M�X�I���X�L�I�W�I���G�L�E�P�P�I�R�K�I�W����
the overall experience was positive and the advantages 
far outweighed the disadvantages.

Let’s talk about the real value of our Copilot trial. By 
�E�Y�X�S�Q�E�X�M�R�K���X�L�I���Q�Y�R�H�E�R�I���W�X�Y�ú�����[�I���G�S�Y�P�H���J�S�G�Y�W���S�R���X�L�I���J�Y�R����
creative and strategic parts of our jobs. The time we saved 
was used for brainstorming sessions, innovative projects 
�E�R�H���Q�E�]�F�I���I�Z�I�R���E���J�I�[���I�\�X�V�E���G�S�ú�I�I���F�V�I�E�O�W�����.�R���W�L�S�V�X����
Copilot showed us that AI can be a game-changer, making 
�S�Y�V���[�S�V�O���P�M�Z�I�W���I�E�W�M�I�V���E�R�H���Q�S�V�I���I�ý�G�M�I�R�X��

Feedback & improvements
Feedback from our team members was crucial in 
�I�Z�E�P�Y�E�X�M�R�K���X�L�I���I�ú�I�G�X�M�Z�I�R�I�W�W���S�J���(�S�T�M�P�S�X�����4�Z�I�V�E�P�P�����X�L�I��
feedback was positive, with team members recognising 
the potential of Copilot to enhance productivity and 
�W�X�V�I�E�Q�P�M�R�I���[�S�V�O�ü�S�[�W�����2�E�R�]���Y�W�I�V�W���E�T�T�V�I�G�M�E�X�I�H���(�S�T�M�P�S�X�¶�W��
ability to draft and summarise emails as well as its 
integration with our existing tools. The feedback also 
�L�I�P�T�I�H���Y�W���X�S���M�H�I�R�X�M�J�]���E�V�I�E�W���J�S�V���M�Q�T�V�S�Z�I�Q�I�R�X���E�R�H���û�R�I��
tune our approach to integrating Copilot into our daily 
�S�T�I�V�E�X�M�S�R�W�����;�I���L�E�Z�I���E�P�W�S���L�I�P�H���F�V�M�I�û�R�K�W���[�M�X�L���S�Y�V���S�X�L�I�V���W�X�E�ú��
members who are now keen to join the A.I. Team.

During our trial, we gathered some interesting statistics 
�X�L�E�X���L�M�K�L�P�M�K�L�X���X�L�I���M�Q�T�E�G�X���S�J���(�S�T�M�P�S�X���S�R���S�Y�V���[�S�V�O�ü�S�[��

•�����������T�I�V���G�I�R�X���S�J���Y�W�I�V�W���V�I�T�S�V�X�I�H���E���W�M�K�R�M�û�G�E�R�X���V�I�H�Y�G�X�M�S�R���M�R��
the time they spent drafting and summarising emails.

•  69 per cent of users found Copilot’s ability to summarise 
Teams chats and meetings extremely helpful.

•  85 per cent of users appreciated the integration of 
�(�S�T�M�P�S�X���[�M�X�L���S�Y�V���I�\�M�W�X�M�R�K���X�S�S�P�W�����Q�E�O�M�R�K���X�L�I�M�V���[�S�V�O�ü�S�[�W��
�W�Q�S�S�X�L�I�V���E�R�H���Q�S�V�I���I�ý�G�M�I�R�X��

•  90 per cent of users expressed interest in continuing to 
use Copilot after the trial.

�8�L�I�W�I���û�K�Y�V�I�W���H�I�Q�S�R�W�X�V�E�X�I���X�L�I���T�S�W�M�X�M�Z�I���M�Q�T�E�G�X���S�J���(�S�T�M�P�S�X��
�S�R���S�Y�V���X�I�E�Q�¶�W���T�V�S�H�Y�G�X�M�Z�M�X�]���E�R�H���I�ý�G�M�I�R�G�]�����V�I�M�R�J�S�V�G�M�R�K���X�L�I��
value of integrating AI into our daily operations.

The potential of AI in our sector is immense. It has the 
�T�S�[�I�V���X�S���V�I�Z�S�P�Y�X�M�S�R�M�W�I���X�L�I���[�E�]���[�I���S�T�I�V�E�X�I�����S�ú�I�V�M�R�K��
innovative solutions to complex problems and improving 
service delivery. Here are some key areas where we 
�F�I�P�M�I�Z�I���&�.���G�E�R���Q�E�O�I���E���W�M�K�R�M�û�G�E�R�X���M�Q�T�E�G�X��

•  Predictive maintenance – AI can analyse data from 
diverse sources to predict when maintenance problems 
are likely to occur, allowing for proactive repairs and 
reducing downtime.

•  Tenant engagement –  AI-driven chatbots and virtual 
assistants can provide tenants with instant support and 
information, enhancing their overall experience.

•  Data analysis –  AI can process vast amounts of data to 
identify trends and insights, helping us to make informed 
decisions and optimise our operations.

•  �)�9�å�s�
�¼���å�þ�Ï���å�9�Ï�¼���ô AI can monitor and optimise energy 
usage in buildings, reducing costs and our environmental 
impact.

What’s next?
We’re now planning to integrate Copilot into more areas 
�S�J���S�Y�V���[�S�V�O�ü�S�[�W�����J�S�V���E���K�V�I�E�X�I�V���R�Y�Q�F�I�V���S�J���W�X�E�ú�����J�S�G�Y�W�M�R�K��
on tasks where it truly excels. We’ll continue to monitor its 
performance and make adjustments as needed – our goal 
is to strike the right balance between human ingenuity 
�E�R�H���&�.���I�ý�G�M�I�R�G�]��

We also plan to explore additional features and 
capabilities of Copilot, such as Copilot Studio and its 
potential for data analysis and predictive insights. By 
leveraging these advanced functionalities, we aim to 
further enhance our decision-making processes and foster 
innovation.

Our Microsoft Copilot trial was an eye-opening 
experience that showcased the immense potential of AI in 
transforming our work environment. We discovered that 
Copilot could handle a variety of tasks, boost productivity 
and even add a touch of humour to our daily routines.

�;�L�M�P�I���X�L�I�V�I���[�I�V�I���W�S�Q�I���G�L�E�P�P�I�R�K�I�W�����X�L�I���S�Z�I�V�E�P�P���F�I�R�I�û�X�W��
far outweighed the negatives. As we move forward, 
we’re excited to integrate Copilot into more areas of our 
�[�S�V�O�ü�S�[�W���E�R�H���I�\�T�P�S�V�I���R�I�[���T�S�W�W�M�F�M�P�M�X�M�I�W�����8�L�I���J�Y�X�Y�V�I���M�W��
bright, and with AI by our side, we’re ready to embrace it 
with open arms.

Adam Rigg is an IT digital analyst at 
Housing Solutions.
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Pippa Saunders, Business Development Director, Soci al Telecoms

In previous editions of Housing Technology, we’ve w ritten 
about environmental sensors, contact centre solutio ns 
and how they work together to identify maintenance 
�T�V�S�F�P�I�Q�W���E�R�H���M�Q�T�V�S�Z�I���û�V�W�X���X�M�Q�I���û�\���V�E�X�I�W�����+�S�V���X�L�M�W���I�H�M�X�M�S�R����
we’re looking at how AI and machine learning augmen t 
these tools, enabling powerful new solutions and al lowing 
housing providers to leverage the same resources to  their 
fullest potential.

Me, myself & AI – Zoom’s free AI companion
�>�S�S�Q���M�W���F�Y�R�H�P�M�R�K���M�X�W���&�.���(�S�Q�T�E�R�M�S�R���J�I�E�X�Y�V�I�W���M�R�X�S���E�P�P��
subscriptions for the housing sector at no extra co st, giving 
every user a free digital assistant out-of-the-box.

AI Companion supports agents across a range of ever yday 
processes, providing valuable insights and reducing  
workloads. For example, AI Companion features for C ontact 
Centre include auto-generated chat summaries for ag ents 
before they accept engagements, showing real-time 
speech metrics, visualising customer sentiment, gen erating 
lists of follow-up tasks based on customer conversa tions 
and allowing agents to auto-generate messages based  on 
conversational context.

�8�L�M�W���M�W���N�Y�W�X���S�R�I���S�J���>�S�S�Q�¶�W���W�I�V�Z�M�G�I�W���F�S�P�W�X�I�V�I�H���F�]���&�.�����4�X�L�I�V��
services include Meetings, Team Chat, Mail, Whitebo ard, 
�*�Z�I�R�X�W�����5�L�S�R�I�����(�P�M�T�W�����)�S�G�W���E�R�H���8�E�W�O�W�����E�P�P���I�R�L�E�R�G�I�H���F�]���>�S�S�Q��
AI Companion. Additionally, the AI Companion Panel allows 
users to send prompts and receive tailored response s.

���S�Q�I���S�V�K�E�R�M�W�E�X�M�S�R�W���Q�E�]���U�Y�I�W�X�M�S�R���[�L�I�X�L�I�V���&�.���M�W���V�M�K�L�X���J�S�V��
them or if they have enough use cases to justify th e spend. 
�-�S�[�I�Z�I�V�����[�M�X�L���>�S�S�Q�¶�W���Q�S�Z�I���M�R�X�S���G�S�R�X�E�G�X���G�I�R�X�V�I���W�S�P�Y�X�M�S�R�W����
�L�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W���L�E�Z�I���X�L�I���T�I�V�J�I�G�X���S�T�T�S�V�X�Y�R�M�X�]���X�S���û�R�H���S�Y�X����
�'�]���K�M�Z�M�R�K���E�K�I�R�X�W���[�M�X�L���E�R���I�\�M�W�X�M�R�K���>�S�S�Q���;�S�V�O�T�P�E�G�I���P�M�G�I�R�W�I��
access to an abundance of AI applications, contact centre 
teams can discover the features that work best for their needs.

Carebuilder & the Social Care Crisis
�2�E�R�]���L�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W���S�ú�I�V���E�H�Y�P�X���W�S�G�M�E�P���G�E�V�I���W�I�V�Z�M�G�I�W����

itself another sector experiencing exceptional pres sure. A 
�������������O�M�P�P�W���J�S�V���(�E�V�I���T�E�T�I�V���V�I�T�S�V�X�I�H���X�L�E�X���W�X�E�ú���X�Y�V�R�S�Z�I�V���J�S�V��
social care was around 25 per cent, with roughly 35 0,000 
people changing roles last year. Additionally, an e ight per 
cent vacancy rate suggest that a further 130,000 po sitions 
�E�V�I���Y�R�û�P�P�I�H��

�8�L�M�W���H�I�Q�S�R�W�X�V�E�X�I�W���X�L�I���W�X�V�E�M�R���S�R���G�E�V�I���W�X�E�ú�����E�R�H���[�L�I�R���X�L�I�W�I���W�X�E�ú��
leave, they take experience and knowledge of care r ecipients 
with them, impacting the care provider’s standard o f service.

The social care sector faces numerous challenges, f rom 
�V�I�W�M�H�I�R�X�W���R�I�I�H�M�R�K���E�V�S�Y�R�H���X�L�I���G�P�S�G�O���G�E�V�I���X�S���û�R�H�M�R�K��
�F�I�W�T�S�O�I���W�S�P�Y�X�M�S�R�W���X�S���W�Y�T�T�S�V�X���Y�W�I�V�W�¶���W�T�I�G�M�û�G���R�I�I�H�W�����E�P�P��
alongside an aging population with increasing needs .

At Social Telecoms, our Backbone to the Future init iative 
�I�R�G�S�Y�V�E�K�I�W���L�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W���X�S���X�L�M�R�O���H�M�ú�I�V�I�R�X�P�]���E�F�S�Y�X���[�M��
�û���E�R�H���M�X�W���E�T�T�P�M�G�E�X�M�S�R�W�����F�I�]�S�R�H���N�Y�W�X���T�V�S�Z�M�H�M�R�K���M�R�X�I�V�R�I�X���E�G�G�I�W�W��
to residents. Carebuilder has become a perfect exam ple 
of this philosophy, with services to uplift and imp rove the 
social care system as we know it.

Carebuilder’s focus on ‘technology-assisted care’ h as 
�X�[�S���Q�E�N�S�V���F�I�R�I�û�X�W�����E�P�P�S�[�M�R�K���G�E�V�I���V�I�G�M�T�M�I�R�X�W���X�S���V�I�Q�E�M�R��
independent for longer; and reducing cases where ca rers 
�Q�Y�W�X���J�V�I�U�Y�I�R�X�P�]���Q�S�R�M�X�S�V���V�I�W�M�H�I�R�X�W�����8�L�I���V�I�W�Y�P�X�M�R�K���W�]�W�X�I�Q��
�F�I�R�I�û�X�W���W�X�E�ú���E�R�H���W�I�V�Z�M�G�I���Y�W�I�V�W���E�P�M�O�I�����E�R�H���S�ú�I�V�W���E���K�I�R�Y�M�R�I��
�W�S�P�Y�X�M�S�R���X�S���X�L�I���H�M�ý�G�Y�P�X�M�I�W���X�L�E�X���G�E�V�I���T�V�S�Z�M�H�I�V�W���J�E�G�I��

Audio monitoring and resident support
Carebuilder’s AI Sound works proactively, providing  crucial 
care and support for a broad range of vulnerable gr oups. 
This solution boasts minimal reliance on sensors an d 
integrates seamlessly with existing systems.

�'�]���M�H�I�R�X�M�J�]�M�R�K���W�T�I�G�M�û�G���W�S�Y�R�H�W�����X�L�I�M�V���J�V�I�U�Y�I�R�G�]���E�R�H���X�M�Q�M�R�K����
AI Sound builds an understanding of how residents l ive 
their lives. It is ideal for non-verbal care recipi ents, such as 
detecting the nuance and meaning behind utterances,  and in 
emergency situations, such as detecting falls or cr ies for help.

All watched over by 
machines of loving grace
AI assistants and adult 
social care

New challenges require new solutions. With waves of regulations hitting the housing sector 
in recent years, there’s unprecedented demand for innovative solutions to keep things 
running smoothly.
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Using AI and machine learning, AI Sound continually 
improves its service, better-identifying sounds to monitor 
care recipients via an on-site tablet. By monitoring daily 
routines, it provides valuable insights into the habits of 
residents and works to identify potential short- and long-
term health risks.

Lifestyle monitoring
This proactive approach to care doesn’t end with AI Sound. 
With the recipient’s consent, Carebuilder’s full range of 
lifestyle monitoring services provides a comprehensive 
overview of how residents live, analysing lifestyle patterns 
�Z�M�E���W�Q�E�V�X���W�I�R�W�S�V�W���X�S���S�ú�I�V���F�I�W�T�S�O�I���W�Y�T�T�S�V�X��

This array of sensors can include detection for motion or 
water, or monitor usage of doors, cookers, fridges, beds 
�E�R�H���Q�S�V�I�����8�L�I�W�I���W�I�R�W�S�V�W���G�S�R�R�I�G�X���S�Z�I�V���[�M���û�����Q�E�O�M�R�K��
installation and integration incredibly simple.

Once protocols and preferences are set, Carebuilder will 
track day-to-day activities and raise a ‘passive alarm’ 
should the sensors detect a concerning situation. This 
could include scenarios where a patient hasn’t got out of 
bed or moved from a single room for a long period of time, 
hasn’t used the fridge or left home. Unintrusive heart-rate 
monitors are also available, sending an alert if any abrupt 
changes occur.

Intelligent matching
Carebuilder’s services don’t just monitor and raise alerts; 
with triage and escalation protocols, service providers can 
optimise their responses as well. Carebuilder’s Intelligent 
Matching functionality determines the best person to 
�V�I�W�T�S�R�H���X�S���E�R���E�P�E�V�Q�����V�I�U�Y�I�W�X���S�V���X�V�M�K�K�I�V�����F�E�W�I�H���S�R���E��
number of criteria.

These criteria could include urgency, distance, role, 
�U�Y�E�P�M�û�G�E�X�M�S�R�����K�I�R�H�I�V���S�V���S�X�L�I�V���J�E�G�X�S�V�W�����;�L�I�X�L�I�V���X�L�I�V�I�¶�W���E��
�J�E�P�P���M�R���X�L�I���L�S�Q�I���S�V���E���V�I�W�M�H�I�R�X�¶�W���W�M�Q�T�P�I���V�I�U�Y�I�W�X�����(�E�V�I�F�Y�M�P�H�I�V��
ensures service providers can respond appropriately.

�(�S�P�M�R���+�S�W�O�I�X�X�����9�0���H�M�V�I�G�X�S�V�����(�E�V�I�F�Y�M�P�H�I�V�����W�E�M�H�����¸�8�L�I���W�Q�E�V�X��
triage is a lifesaver, sending alerts to people who are close 
�F�]���S�V���L�E�Z�I���W�T�I�G�M�û�G���U�Y�E�P�M�û�G�E�X�M�S�R�W���S�V���W�O�M�P�P�W� ���]�S�Y���E�P�[�E�]�W���O�R�S�[��
the right support is at hand.”

�8�L�I���I�\�X�I�R�X���S�J���(�E�V�I�F�Y�M�P�H�I�V�¶�W���W�I�V�Z�M�G�I�W���S�ú�I�V�W���E���W�X�V�S�R�K��
contrast to existing solutions such as warden call systems. 
These alarms rely on residents being able to access a 
pull cord should anything go wrong, and in many cases 
raise an alarm without giving the proper information to 
coordinate a response.

�‰���å���ü�š�‹�š�s�å�Ø���x�š�^�^�E�s�‹�å�Ú���E�´�å�s���µ������
With the introduction of AI features and machine learning, 
�G�S�Q�T�E�R�M�I�W���W�Y�G�L���E�W���>�S�S�Q���E�R�H���(�E�V�I�F�Y�M�P�H�I�V���E�V�I���û�R�H�M�R�K���R�I�[��
�E�R�H���M�R�R�S�Z�E�X�M�Z�I���W�S�P�Y�X�M�S�R�W���X�S���F�I�R�I�û�X���L�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W��

The strength of these solutions isn’t just their impact on 
care or contact centre services, but also their accessibility. 
Carebuilder’s proactive approach to care uses sensors and 
�X�E�F�P�I�X�W�����M�R�X�I�K�V�E�X�M�R�K���I�E�W�M�P�]���S�Z�I�V���[�M���û�����*�U�Y�E�P�P�]�����F�]���M�R�G�P�Y�H�M�R�K��
�&�.���(�S�Q�T�E�R�M�S�R���[�M�X�L���M�X�W���W�X�E�R�H�E�V�H���;�S�V�O�T�P�E�G�I���P�M�G�I�R�W�I�����>�S�S�Q��
allows everybody to engage with AI features for a smarter 
contact centre.

Easy to implement and easy to use, these solutions give 
care and housing providers the tools they need to meet 
�E�R�H���I�\�G�I�I�H���X�S�H�E�]�¶�W���V�I�U�Y�M�V�I�Q�I�R�X�W�����;�M�X�L���M�R�G�V�I�E�W�M�R�K�P�]��
sophisticated solutions available, AI and machine learning 
give organisations the edge they need to keep up with 
ever-increasing demands.

Pippa Saunders is the business development 
director for Social Telecoms.
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Trevor Hampton, Director of Housing Solutions, NEC Software Solutions

But AI isn’t a magic wand; it won’t instantly solve problems 
or improve standards.

Generic AI isn’t enough
The thing about generic AI is that it doesn’t ‘get’ the 
nuances of housing. It’s certainly useful for tasks such as 
summarising documents or organising calendars but it 
won’t understand the language of housing, the meaning of 
tenancy data or the risks associated with getting it wrong.

Think about the word ‘void’. To a general AI tool, it could 
mean just an empty space. But to someone working in 
housing, that means an empty property, something that 
needs attention to get a family moved in and rent coming 
in again.

AI could be transformational for this sector, but only if it’s 
trained to act like a housing expert.

�-�I�V�I���E�V�I���X�L�V�I�I���[�E�]�W���&�.���G�E�R���Q�E�O�I���E���V�I�E�P���H�M�ú�I�V�I�R�G�I��

1. Speaking our language
One of the big challenges in social housing is that people 
�W�E�]���S�R�I���X�L�M�R�K���M�R���E���Q�M�P�P�M�S�R���H�M�ú�I�V�I�R�X���[�E�]�W�����4�R�I���V�I�W�M�H�I�R�X��
might say they have a ‘bit of damp’ in their home while 
�E�R�S�X�L�I�V���Q�M�K�L�X���X�E�P�O���E�F�S�Y�X���µ�W�M�K�R�M�û�G�E�R�X���Q�S�Y�P�H�¶�����8�L�I�R���X�L�I��
�L�S�Y�W�M�R�K���S�ý�G�I�V���Q�M�K�L�X���P�S�K���X�L�I���G�S�Q�T�P�E�M�R�X���E�W���)�2�(���
�H�E�Q�T����
mould & condensation). A standard AI could easily 
�K�I�X���G�S�R�J�Y�W�I�H���[�M�X�L���X�L�I�W�I���H�M�ú�I�V�I�R�X���I�\�T�V�I�W�W�M�S�R�W���E�R�H��
terminologies.

It’s essential to make sure the AI you use really 
�Y�R�H�I�V�W�X�E�R�H�W���X�L�I���H�M�ú�I�V�I�R�X���[�E�]�W���T�I�S�T�P�I���Q�E�]���G�S�Q�Q�Y�R�M�G�E�X�I����
�.�X���R�I�I�H�W���X�S���F�I���X�E�Y�K�L�X���X�L�I���W�T�I�G�M�û�G���[�S�V�H�W�����T�L�V�E�W�I�W���E�R�H���I�Z�I�R��
slang that residents will use, whether they are talking 
about a broken window or showing signs that they are 
�W�X�V�Y�K�K�P�M�R�K���û�R�E�R�G�M�E�P�P�]�����8�L�I���E�M�Q���M�W���X�L�E�X���&�.���G�E�R���Y�R�H�I�V�W�X�E�R�H��
what someone means, however they say it, so nothing 
important gets missed.

We are building a comprehensive housing dictionary for 
AI so that it understands the words and what they actually 
mean in a housing context and how serious they might be.

This is really valuable. For example, a resident might 
email to say they are feeling exasperated, at the end 
of their tether or extremely vulnerable, and the system 
will assign them a sentiment rating out of 10 so that the 
�L�S�Y�W�M�R�K���S�ý�G�I�V���G�E�R���E�P�I�V�X�I�H���X�L�E�X���X�L�I�]���R�I�I�H���X�S���G�S�R�X�E�G�X��
them immediately. Another resident might call and state 
�X�L�I�]���E�V�I���G�S�R�û�H�I�R�X�����H�S�R�¶�X���R�I�I�H���L�I�P�T���E�R�H���E�V�I���L�E�T�T�]���[�M�X�L��
everything, in which case the system will give them a 
�W�I�R�X�M�Q�I�R�X���V�E�X�M�R�K���S�J���S�R�I�����P�I�E�Z�M�R�K���X�L�I���L�S�Y�W�M�R�K���S�ý�G�I�V���X�S��
focus on higher priority cases.

2. Better data, not perfect data
When you work in housing, you know the headache of 
information spread across multiple systems. You might 
have tenancies in one place, rent collections in another 
and repairs somewhere else.

A well-trained AI system doesn’t throw its metaphorical 
hands up in frustration at this; instead, it should thrive on 
connecting these dots.

Housing providers often assume they need to sort out 
poor data before they can use AI. However, AI can help 
�M�Q�T�V�S�Z�I���H�E�X�E���U�Y�E�P�M�X�]���F�I�G�E�Y�W�I���M�X���G�E�R���M�H�I�R�X�M�J�]���Q�M�W�W�M�R�K����
mismatched or inaccurate information and learn from 
patterns.

�+�S�V���I�\�E�Q�T�P�I�����M�X���G�E�R���G�L�I�G�O���M�J���E���K�E�W���W�E�J�I�X�]���G�I�V�X�M�û�G�E�X�I���M�W��
missing or if something a resident reported doesn’t match 
the repair that was logged. AI can look at information from 
�H�M�ú�I�V�I�R�X���T�P�E�G�I�W���E�R�H���L�M�K�L�P�M�K�L�X���X�L�M�R�K�W���X�L�E�X���P�S�S�O���[�V�S�R�K���E�R�H��
�I�Z�I�R���W�Y�K�K�I�W�X���L�S�[���X�S���û�\���X�L�I�Q��

For better data and data insights, AI is only as good as 
�X�L�I���X�V�E�M�R�M�R�K���M�X���V�I�G�I�M�Z�I�W�����;�L�M�P�I���&�.���X�V�E�M�R�M�R�K���Q�S�H�I�P�W���V�I�U�Y�M�V�I��
millions of data points to learn properly, social housing is a 

AI as a social 
housing 
expert

�������Ù�>�¸�Ù� �è���Ù�î���Á�è�è�Ù�Ó�Á�î�¸�Á���Ù�����¸�������Á�î���è�3�����×�Á���·���:�:�1�ô���½���Ù�î�����ô�¸�Ù� �è���×�ô�����Ù�î�Ó�|���“�Ù���×��
increased regulation, rising workloads and constant pressure on budgets, 
housing teams have a lot to deal with.
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small sector and most housing providers have fewer than 
100,000 properties. This creates a challenge.

The solution lies in having both domain expertise and data 
science knowledge to identify which information matters 
�Q�S�W�X�����'�]���J�S�G�Y�W�M�R�K���S�R���X�L�I���Q�S�W�X���W�X�E�X�M�W�X�M�G�E�P�P�]���W�M�K�R�M�û�G�E�R�X���H�E�X�E��
features, we can make AI systems valuable even when 
working with limited data volumes or data of varying 
�U�Y�E�P�M�X�]��

3. Predicting the unpredictable
Where AI can really shine is by predicting problems before 
they happen. This means housing teams can get in early 
to help people and prevent things from getting worse. 
For instance, we worked with Southwark Council and 
Wolverhampton Homes to get AI doing exactly that.

For Southwark Council, we trained AI to analyse how 
people manage their rent and spot those who might be 
at risk of falling behind, even if they seem okay at that 
�Q�S�Q�I�R�X�����8�L�I���&�.���P�S�S�O�W���E�X���H�M�ú�I�V�I�R�X���G�P�Y�I�W���X�S���K�M�Z�I���E���V�M�W�O��
score, so the council can focus its support on where it’s 
really needed. This is smarter than just chasing people 
who owe the most rent because someone with higher 
arrears might still be able to pay, while someone with a 
smaller debt might be really struggling.

Similarly, Wolverhampton Homes is using AI to predict 
which homes are at risk of damp and mould. By learning 
from past repairs, complaints, the condition of properties 
and even the weather, the AI can highlight the at-risk 
homes. This means they can carry out inspections and 
repairs before those homes become unsafe.

The success of these projects is down to using AI that  
�L�E�W���F�I�I�R���W�T�I�G�M�û�G�E�P�P�]���F�Y�M�P�X���J�S�V���W�S�G�M�E�P���L�S�Y�W�M�R�K�����8�L�I�]���L�E�Z�I��
been created with housing experts and trained on years  
�S�J���W�I�G�X�S�V���W�T�I�G�M�û�G���M�R�J�S�V�Q�E�X�M�S�R��

The systems are all connected, so the AI can learn from 
what’s happening right now, such as a resident’s phone 
call or a new complaint. This means it gets better and 
�F�I�X�X�I�V���E�X���Y�R�H�I�V�W�X�E�R�H�M�R�K���H�M�ú�I�V�I�R�X���W�M�X�Y�E�X�M�S�R�W���E�R�H���E�X���K�M�Z�M�R�K��
�L�I�P�T�J�Y�P���M�R�W�M�K�L�X�W�����E�P�S�R�K�W�M�H�I���X�L�I���û�R�E�P���H�I�G�M�W�M�S�R���S�J���[�L�E�X���X�S���H�S��
always being made by a human.

What’s also important is to use ‘explainable AI’. This means 
that the AI doesn’t just give an answer, it also tells you why 
it thinks something and how sure it is. This makes a big 
�H�M�ú�I�V�I�R�G�I���F�I�G�E�Y�W�I���L�S�Y�W�M�R�K���X�I�E�Q�W���G�E�R���W�I�I���X�L�I���V�I�E�W�S�R�W��
behind an AI’s suggestions and decide if it makes sense 
rather than blindly following the advice of a computer. If 
�X�L�I���&�.���M�W�R�¶�X���G�S�R�û�H�I�R�X���S�V���X�L�I���V�I�E�W�S�R�W���E�V�I���[�I�E�O�����X�L�I�]���O�R�S�[��
not to act on the AI’s advice.

What’s next for housing AI?
Looking ahead, AI has the potential to do some amazing 
things in social housing such as analysing photos of 
�V�I�T�E�M�V�W���E�R�H���I�\�T�P�E�M�R�M�R�K���I�\�E�G�X�P�]���[�L�E�X���R�I�I�H�W���û�\�M�R�K�����&��
resident could send a picture of a leaky tap to their 
housing provider and the AI could suggest to the housing 
�S�ý�G�I�V���X�L�E�X���E���R�I�[���[�E�W�L�I�V���M�W���R�I�I�H�I�H��

As the regulatory burden grows and budgets remain 
tight, AI that really understands housing could be hugely 
�F�I�R�I�û�G�M�E�P�����'�Y�X���M�X���R�I�I�H�W���X�S���W�T�I�E�O���X�L�I���W�E�Q�I���P�E�R�K�Y�E�K�I���E�R�H��
�Y�R�H�I�V�W�X�E�R�H���X�L�I���W�I�G�X�S�V�¶�W���W�T�I�G�M�û�G���G�L�E�P�P�I�R�K�I�W���X�S���Q�E�O�I���E���V�I�E�P��
�H�M�ú�I�V�I�R�G�I�����.�X�¶�W���M�Q�T�S�V�X�E�R�X���X�S���V�I�Q�I�Q�F�I�V���X�L�E�X���&�.���[�M�P�P���S�R�P�]���F�I��
as clever as we teach it to be.

Trevor Hampton is the director of housing 
solutions at NEC Software Solutions.

AI IN HOUSING
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Armed with AI-powered legal assistants, property 
condition detection tools and auto-generated complaint 
letters, tenants can hold housing providers to account 
with unprecedented accuracy and speed.

For housing providers, this presents an emerging 
compliance risk that few are prepared for. The threat is no 
longer limited to regulatory bodies or legal advocates; it 
now includes every resident with a smartphone.

The rise of well-informed tenants
Tenants now have immediate access to comprehensive 
guidance grounded in UK legislation.

�;�L�I�X�L�I�V���E�W�O�M�R�K�����¸�[�L�E�X���E�V�I���Q�]���V�M�K�L�X�W���M�J���Q�]���P�E�R�H�P�S�V�H���G�E�R�¶�X��
�W�L�S�[���Q�I���Q�]���K�E�W���W�E�J�I�X�]���G�I�V�X�M�û�G�E�X�I�$�¹���S�V���¸�[�L�E�X�¶�W���X�L�I���P�I�K�E�P��
�W�X�E�R�H�E�V�H���J�S�V���V�S�S�û�R�K���V�I�T�E�M�V�W�$�¹�����X�I�R�E�R�X�W���G�E�R���R�S�[���V�I�G�I�M�Z�I��
answers in seconds, citing Section 11 of the Landlord 
and Tenant Act 1985, the Homes (Fitness for Human 
Habitation) Act 2018 or the relevant local authority’s repair 
guidance.

These tools can also draft formal letters of complaint, 
organise timelines of disrepair and recommend next steps, 
including how to escalate to the Housing Ombudsman or 
explain the pre-action protocol for a disrepair claim.

Detecting damp and disrepair with AI
While housing providers are still exploring applications 
of AI, claim.co.uk, in partnership with the University of 
Salford, has launched an app aimed at transforming 
�X�I�R�E�R�X�W�¶���H�M�W�V�I�T�E�M�V���T�V�S�F�P�I�Q�W���W�Y�G�L���E�W��

• Damp patches on walls and ceilings;
• Signs of black mould;
• Water ingress and condensation-related disrepair;
• Potential cold and heat loss.

By combining image recognition AI, temperature and 
humidity data, the app can produce evidence-based 
reports that tenants can use when contacting their 
housing provider.

Winning when there’s nothing to lose
�8�I�R�E�R�X���J�S�G�Y�W�I�H���P�E�[���û�V�Q�W���M�R�G�V�I�E�W�M�R�K�P�]���E�H�Z�I�V�X�M�W�I���µ�R�S���[�M�R����
no fee’ housing disrepair claims, targeting problems such 
as damp, defective heating, leaks and structural faults. 
�;�M�X�L���&�.���X�S�S�P�W�����W�S�P�M�G�M�X�S�V�W���G�E�R��

• Pre-screen claims to assess viability.
•  Generate letters rapidly and accurately, citing relevant 

legislation.
•  Guide tenants through legal escalation, even 

�E�Y�X�S�Q�E�X�M�G�E�P�P�]���û�P�P�M�R�K���J�S�V�Q�W���J�S�V���G�S�Y�V�X���û�P�M�R�K�W���S�V��
Ombudsman complaints.

�8�L�M�W���M�R�X�I�R�W�M�û�I�W���X�L�I���F�Y�V�H�I�R���S�R���L�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W���M�R���W�I�Z�I�V�E�P��
�[�E�]�W��

•  Increased volume of claims – ���&�.���W�M�Q�T�P�M�û�I�W���X�L�I���T�V�S�G�I�W�W��
for tenants, increasing the likelihood of claims being 
initiated.

•  Evidence-backed cases – Tools such as the University 
of Salford’s app provide timestamped, photographic 
documentation, making disputes harder to challenge.

•   Legal accuracy – AI-enhanced letters of claim are more 
likely to cite correct legal standards and deadlines, 
reducing the scope for procedural defence.

•  Reputational impact – Tenants are encouraged to share 
reviews and complaints on social media.

When AI-generated letters get ignored
In several recent cases reported to housing charities, the 
tenants had used AI to generate formal complaint letters. 
These letters were sometimes dismissed by housing 

���������×�Á���•�J���×�ô�����Ù�î�Ó�����Á�¸���ô����� �½�ô��������� �����Ù�>�¸�Ù� �è���Ù�î���Á�è�è�Ù�Ó�Á�î�¸�Á�w��� ���
���Ù�Á�����·�����������ô�Ò�ô���î�½��
shift is taking place, driven not by housing providers or software vendors but by 
tenants themselves.

Scott Summers, CEO, Quality Led Projects

Tenants, AI & 
your biggest 
compliance risk
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�S�ý�G�I�V�W���E�W���¸�E�Y�X�S�Q�E�X�I�H���W�T�E�Q�¹���S�V���¸�R�S�X���V�I�E�P���P�I�K�E�P���P�I�X�X�I�V�W�¹� ��
that’s a mistake.

�(�S�Y�V�X�W���E�R�H���X�L�I���-�S�Y�W�M�R�K���4�Q�F�Y�H�W�Q�E�R���L�E�Z�I���Q�E�H�I���G�P�I�E�V����
it’s the content that matters, not who or how the letter 
was written. Ignoring an AI-generated disrepair complaint 
could amount to procedural unfairness.

In the Ombudsman’s 2023 report on complaints involving 
�H�E�Q�T���E�R�H���Q�S�Y�P�H�����E���O�I�]���û�R�H�M�R�K���[�E�W���X�L�E�X���L�S�Y�W�M�R�K��
providers often failed to act on early signs of disrepair. 
It referenced a case where a tenant used digital records 
and self-assessment tools to document black mould. The 
housing provider failed to act and the Ombudsman found 
�¸�Q�E�P�E�H�Q�M�R�M�W�X�V�E�X�M�S�R�¹���E�R�H���E�[�E�V�H�I�H���G�S�Q�T�I�R�W�E�X�M�S�R��

�8�L�I���-�S�Y�W�M�R�K���4�Q�F�Y�H�W�Q�E�R���W�X�E�X�I�H�����¸�;�I���E�V�I���W�I�I�M�R�K���E�R��
increasing number of residents using technology to 
bring issues to light – landlords must adapt and respond 
proportionately. Ignoring a tenant’s report because of how 
it was made, whether by app or AI, is unacceptable.”

Practical steps
Given that housing providers already have processes and 
IT systems for complaints management, risk assessments, 
compliance, communications and reporting, what’s the 
problem?

These mechanisms often fail to deliver the necessary 
protection because they’re not implemented according to 
best practices and leave gaps in the controls they should 
be applying.

�4�R���X�L�I���S�X�L�I�V���L�E�R�H�����E���U�Y�E�P�M�X�]���P�I�H���E�T�T�V�S�E�G�L���I�R�W�Y�V�I�W��
that IT systems and the associated processes meet 

their business, technical, regulatory and compliance 
�V�I�U�Y�M�V�I�Q�I�R�X�W���F�]��

1.  Having a broad and deep understanding of the project 
objectives and ensuring these are met.

2.  Applying data management best practices to ensure 
�G�Y�W�X�S�Q�I�V�����E�R�H���T�V�S�T�I�V�X�]���V�I�P�E�X�I�H���V�I�G�S�V�H�W���E�R�H���G�I�V�X�M�û�G�E�X�I�W��
are stored properly and retrieved easily.

3.  Ensuring there’s a golden source of reliable data with 
reliable system interfaces.

4.�����&�Y�X�S�Q�E�X�M�R�K���[�S�V�O�ü�S�[�W���W�Y�G�L���E�W���W�Y�V�Z�I�]���E�R�H���G�S�Q�T�P�M�E�R�G�I��
actions to ensure traceability.

5.  Focusing on customer communications being 
monitored and acted on.

6.  Assuring landlord communications are error free, timely 
and in line with statutory obligations.

The AI power shift
AI is changing the power balance between housing 
providers and their tenants, which previously often left 
tenants under-informed and under-represented.

For providers, this is a wake-up call; failing to meet 
regulatory and moral obligations is no longer an option.

If tenants know their rights, can document problems 
accurately and can escalate faster than ever, failing to 
meet the standards the law already demands is no longer 
a compliance risk, it’s a survival risk.

Scott Summers is the CEO of 
Quality Led Projects.
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Colin Sales, CEO, 3C Consultants

ChatGPT and other AI large language models (LLMs) are 
�V�I�Z�S�P�Y�X�M�S�R�M�W�M�R�K���X�L�I���[�E�]���[�I���W�I�I�O���X�L�I���E�R�W�[�I�V�W���X�S���U�Y�I�W�X�M�S�R�W����
They’ve enabled access to general best practice and 
other knowledge in the public domain in a usable and 
engaging way.

�-�S�[�I�Z�I�V�����[�L�M�P�I���X�L�M�W���M�W���û�R�I���J�S�V���K�I�R�I�V�E�P���M�R�J�S�V�Q�E�X�M�S�R�����[�L�E�X��
many crave (or need) is something similar for internal 
�S�V�K�E�R�M�W�E�X�M�S�R�E�P���U�Y�I�V�M�I�W���X�S���W�Y�T�T�S�V�X���Q�E�R�E�K�I�Q�I�R�X���E�R�H��
operations, improving speed, accuracy and relevance, 
�M�Q�T�V�S�Z�M�R�K���I�Q�T�P�S�]�I�I�W�¶���[�S�V�O�M�R�K���I�R�Z�M�V�S�R�Q�I�R�X���E�R�H���I�ý�G�M�I�R�G�]��
and, ultimately, tenant outcomes.

Proprietary information
For example, an employee asking ChatGPT or Copilot,  
�¸�;�L�E�X���M�W���S�Y�V���&���'���T�S�P�M�G�]�$�¹�����[�M�P�P���]�M�I�P�H���E���V�I�W�T�S�R�W�I���E�P�S�R�K��
�X�L�I���P�M�R�I�W���S�J�����¸�.���H�S���R�S�X���L�E�Z�I���M�R�J�S�V�Q�E�X�M�S�R���S�R���]�S�Y�V���S�[�R��
organisation’s ASB policy but I can provide you wit h general 
ASB policy information. Would you like me to do thi s?”.

The reason for this response is because, as stated in the 
AI’s reply, this type of AI doesn’t have access to your ASB 
policy documents because they are proprietary to your 
organisation. The AI hasn’t been trained on them nor 
would you want it to be because you probably don’t want 
to share that information with the rest of the world.

�.�R�W�X�I�E�H�����[�L�E�X�¶�W���V�I�U�Y�M�V�I�H���M�W���E���Q�I�E�R�W���S�J���E�Y�K�Q�I�R�X�M�R�K���]�S�Y�V��
own current, clean and up-to-date information with the AI’s 
natural language processing (NLP) capabilities to p rovide 
a comprehensive, contextual (to your business) answ er 
�X�S���X�L�I���U�Y�I�V�]�����8�S���H�S���X�L�M�W���]�S�Y���R�I�I�H���X�S���M�Q�T�P�I�Q�I�R�X���]�S�Y�V���S�[�R��
�S�V�K�E�R�M�W�E�X�M�S�R�¶�W���I�U�Y�M�Z�E�P�I�R�X���S�J���(�L�E�X�,�5�8���Y�W�M�R�K���&�.���7�&�,��

What is AI RAG?
RAG stands for retrieval-augmented generation. This 
enhances AI LLMs by combining (or augmenting) two key 
�G�E�T�E�F�M�P�M�X�M�I�W��

•  Retrieval – The system searches through a locally-
controlled knowledge base (of your documents, 
�H�E�X�E�F�E�W�I�W�����I�X�G�����X�S���û�R�H���V�I�P�I�Z�E�R�X���M�R�J�S�V�Q�E�X�M�S�R���F�E�W�I�H���S�R���X�L�I��
�Y�W�I�V�¶�W���U�Y�I�V�]��

•  Generation –  The AI LLM model then uses both the 
�F�Y�W�M�R�I�W�W���W�T�I�G�M�û�G���V�I�X�V�M�I�Z�I�H���M�R�J�S�V�Q�E�X�M�S�R���E�R�H���M�X�W���S�[�R��
training to generate a coherent, accurate and business-
�W�T�I�G�M�û�G���V�I�W�T�S�R�W�I��

�.�R���T�V�E�G�X�M�G�E�P���X�I�V�Q�W�����7�&�,���[�S�V�O�W���P�M�O�I���X�L�M�W��

•  �;�L�I�R���E���Y�W�I�V���E�W�O�W���E���U�Y�I�W�X�M�S�R�����X�L�I���W�]�W�X�I�Q���û�V�W�X���V�I�X�V�M�I�Z�I�W��
relevant documents or passages from a knowledge base 
�X�L�E�X���M�W���W�T�I�G�M�û�G�E�P�P�]���X�V�E�M�R�I�H���S�R���]�S�Y�V���H�E�X�E��

•  These retrieved passages are provided to the AI RAG.
•   This then generates a response that incorporates 

both this retrieved information and its own general 
knowledge.

The big advantage of this approach is that your dat a 
remains secure. The AI RAG system embeds your 
proprietary information within its locally-controll ed 
�O�R�S�[�P�I�H�K�I���F�E�W�I���E�R�H���Y�W�I�W���M�X���X�S���V�I�W�T�S�R�H���X�S���X�L�I���Y�W�I�V�¶�W���U�Y�I�V�]��

�‰���å���Æ�å�9�å���‹�x���E�ü���e�F���•�e�:
�+�S�V���L�S�Y�W�M�R�K���T�V�S�Z�M�H�I�V�W�����&�.���7�&�,���T�V�S�Z�M�H�I�W���R�Y�Q�I�V�S�Y�W���F�I�R�I�û�X�W��

•  Improved accuracy & relevance – �&�R���&�.���W�S�P�Y�X�M�S�R���W�T�I�G�M�û�G��
to the business, allowing responses to be grounded in 
your actual data rather than generic information.

•  Up-to-date information –  Unlike traditional AI models, 
�[�L�M�G�L���E�V�I���P�M�Q�M�X�I�H���F�]���X�L�I�M�V���X�V�E�M�R�M�R�K���G�Y�X���S�ú���H�E�X�I�W�����7�&�,��
can access and use your latest company information, 
documents, and data.

•  Reduced hallucinations –  By retrieving factual 
information before generating responses, RAG 
�W�M�K�R�M�û�G�E�R�X�P�]���V�I�H�Y�G�I�W���X�L�I���V�M�W�O���S�J���&�.���µ�Q�E�O�M�R�K���Y�T�¶��
(hallucinating) and providing inaccurate responses.

�“�×�3��� �î���„�ô���Ó� �î�Ù��� ���Ù�ô�î� �è�����=�…���í�ô�½�Á�è�f������� �Ù�î�Á�½���ô�î���3�ô�������ô�1�î���½� ��� �f���Ù�������×�Á���î�Á�2�����·�Ù�Ó�������Á�����Ò�ô����
housing providers’ operations.

Are you ready for 
organisational 
AI?
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•  �%�E�5�±���9���x�^�å�Ï�����Ï���å�»�^�å�s�‹���x�å���ô RAG enables the AI to 
become an expert in your services, processes and 
policies by accessing your proprietary information in a 
�W�I�G�Y�V�I���E�R�H���G�S�R�û�H�I�R�X�M�E�P���[�E�]�����.�X���G�E�R���E�P�W�S���M�R�G�S�V�T�S�V�E�X�I���W�S�G�M�E�P��
housing papers, reports and other resources to build a 
comprehensive expert knowledge base within your own 
organisation.

•  Transparent sourcing – RAG implementations can cite 
the exact sources used to generate responses, providing 
an audit trail and helping to build trust with users 
regarding the answers provided.

•  ���E�x�‹���å�þ�Ï���å�9�Ï�¼���ô��RAG can reduce the need for expensive 
�û�R�I���X�Y�R�M�R�K���S�J���&�.���Q�S�H�I�P�W���F�]���Y�W�M�R�K���V�I�X�V�M�I�Z�E�P���X�S���L�E�R�H�P�I��
�F�Y�W�M�R�I�W�W���W�T�I�G�M�û�G���T�V�S�T�V�M�I�X�E�V�]���O�R�S�[�P�I�H�K�I��

•  Knowledge preservation –  RAG helps businesses 
capture historical organisational knowledge from 
documents, manuals and other sources, making it 
accessible through a conversational AI interface.

• ���F�9�‹�å�
�s�±�‹���E�9�����å�»���Æ���,���‹�¼���ô��Modern RAG systems can 
connect to various data sources including documents, 
databases, APIs and internal tools enabling information 
ingestion, governance and control over what is used to 
train the system.

What can AI RAG be used for?
�&�.���7�&�,���W�S�P�Y�X�M�S�R�W���S�ú�I�V���W�M�K�R�M�û�G�E�R�X���Z�E�P�Y�I���E�G�V�S�W�W���E���Z�E�V�M�I�X�]���S�J��
�L�S�Y�W�M�R�K���J�Y�R�G�X�M�S�R�W��

•  Customer support – Self-service chatbots using 
approved company information for handling routine 
�M�R�U�Y�M�V�M�I�W��

•  Internal knowledge management –  Employee policy 
and procedure hub, cross-department knowledge 
sharing and preservation of ‘corporate memory’.

•  Legal & compliance –  Contract analysis, legal 
Q&As, policy and regulatory guidance, and potential 
compliance risks.

•  Research & development –  Analyse trends, research 
and whitepapers.

•  IT support & operations –  Self-service access to 
technical expertise from FAQs and other documentation 
sources.

•  Finance & accounting – Tax guidance and compliance, 
�E�Y�H�M�X���W�Y�T�T�S�V�X�����û�R�E�R�G�M�E�P���V�I�T�S�V�X�M�R�K�����E�R�E�P�]�W�M�W���E�R�H���M�R�W�M�K�L�X�W��

•  HR & people operations – �����I�V�Z�M�G�I���W�X�E�ú���I�R�U�Y�M�V�M�I�W���[�M�X�L��
a self-service chatbot, HR compliance assistance, and 
policies and procedures.

•  Tenant marketing & communications –  Web and 
content creation, grounded in your own guidelines and 
style.

•  Executive decision-support –  Business strategy and 
operational planning assistance.

•  Supply chain & operations –  Vendor information such as 
contracts, emails, licensing and SLA documentation.

The most successful implementations typically start with 
�[�I�P�P���H�I�û�R�I�H���Y�W�I���G�E�W�I�W���X�L�E�X���L�E�Z�I���G�P�I�E�V���7�S�.���T�S�X�I�R�X�M�E�P����
abundant documentation and measurable outcomes. 
As these sources of information evolve, the system 
automatically learns from the new material provided, 
ensuring reliable and up-to-date content, thereby driving 
�I�ý�G�M�I�R�G�]�����E�G�L�M�I�Z�M�R�K���M�R�W�M�K�L�X�W���E�R�H���H�I�P�M�Z�I�V�M�R�K���W�Y�G�G�I�W�W�J�Y�P��
tenant outcomes.

Colin Sales is the CEO of 3C Consultants.



TRUST 
Housing Technology is a trusted and 

long-established voice in social housing, 
committed to the highest levels of 

personal integrity, con�dence and reliability.

INNOVATION
Housing Technology not only showcases the latest 

technology developments in social housing, 
we’ve also been consistently forward-thinking 
in our own operations for almost two decades.

PURPOSE
Housing Technology shares and 

encourages our community’s strong sense 
of working for social good.

JOIN US AT
housing-technology.com


