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HOUSING MANAGEMENT

| love

spreadsheets...

Rachel Ratty, Sales & Marketing Director, Asprey Ma nagement Solutions

I love spreadsheets... | 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

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
WSIX[EVI MXWIPJ FYX LS[ MXTW EHETXIH ER
» Spreadsheets can do powerful calculations, they're contexts. In sectors such as social housing, relying on

GI\MFPI ERH XLI]TVI [MHIP] EZEMP E F P Ispreadsheets for managing regulatory compliance or
- Spreadsheets are easy. They allow users to play around property conditions can be extremely risky.

with numbers, presentation, formulas and graphs. . . .

. . Location, location, location...

* They allow users to easily prototype a report/solution h e vour spreadsheets stored? In man

[MXLSYX GSQQMXXMRK XS XLI GREP S\W("?!??{.y P ‘. y

. S . organisations, spreadsheets have proliferated across

 People have invested time in them, with years spent

. - o . . teams, often with multiple versions in circulation. The
honing their ‘vlookup’ skills, formatting pivot tables and .
S . . results? Fragmented and hard-to-control environments
choosing just the right graph to make their data mean

something to someone. with no clear record .of who ha; or had accgss to what
data (and who has time to police such a thing?).

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

HIGMWMSR QEOMRK .R JEGX TIV GIRXce3, SonGal gSidi@ pyovedtion

time in the UK is spent using Excel, with many businesses With increasing scrutiny over data protection and

depending on it for data analysis. Remarkably, over half of GDPR compliance, spreadsheets often fall short. While

these users have never received formal training. TEWW[SVHW SuUlV WSQI WIGYVMX]

access controls provided by specialised software

solutions. With spreadsheets, anyone can access sensitive

HEXE GVIEXMRK WMKRMUOGERX VMWOW XS F

Even if there’s centralised storage (via SharePoint, for
example), users can still create their own versions, creating
GLESW [MXL QYPXMTPI ERH SJXIR GSRUMGX

XLI1] PEGC

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. . . .
organisational information.
But...

r rrors, er
TVIEHWLITXW EVIRTX [MXLSYX XLIMV UE (\a%ros;t e;%@éﬁéﬁ ersofusm spreadsheets is
search will yield thousands of stories about spreadsheet 99 9 g P

IVVSVW ERH LMKL TVSGPI *\GIP FPSSTM')WanHﬂrWE\tXf ?—? 'tﬁ% §uvhetherits
. . . o . accideh dele ng a c I or overwriting critical data.
play a vital role in businesses, it's still worrying to see so

S . . As spreadsheets grow more complex, with advanced
many organisations using them for unsuitable purposes. .
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.

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

housing-technology.com
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9PXMQEXIP] [MXLSYX TVSTIV XVEGIE F M8§pkys clidfts hiviiny-okshGny Rexioksy relied on

pinpoint where things went wrong and who’s accountable. multiple spreadsheets and contractor portals, have found
that cloud-based asset and compliance management
Reporting challenges solutions drastically reduce administrative burdens and
&R]SRI [MXL GREP VIWTSRWMFMPMX] JSnpréverdatd KidhgemerR By @onXolidating planning,
frustrations of having to collate multiple spreadsheets, management and reporting into a single solution, we
YRHIVWXERH XLIMV GSRXI\X ERH LEZI ®&&ke ii ebsikRiGd nMiRtal tlean, accurate data and ensure
information they are reporting, let alone the time it takes transparency across all property-related activities.

to generate sensible outputs from multiple sources. . . . .
9 P P While spreadsheets will always have a place in business,

At the most basic level, each data/reporting source will they simply aren’t suitable for managing the condition and

probably have its own asset/property register (and they’re WEJIX] SJI WSGMEP LSYWMRK TVSTIVXMIW 8LI
EPWS PMOIP] XS HMUIV JVSQ IEGL SXLIsblES fdB Me EdmPlexdxn&hiputatioX bf large datasets

ERH [LS ORS[W [LEX MRXERKMFPI piP X (abaitfonty\témpatarilyFizit seneTirPaviraton is better

[LIR GVIEXMRK XLIMV WTVIEHWLIIXW M RaXhond), Wiick isivithiz Bdyproliferate, but they are

rarely future-proof when longer-term solutions demand

Anyone who has attempted to showcase thorough . L .
more rigorous validation, robustness and data security.

management processes, supported by data and
evidence-based reports, to an auditor or senior
management is likely to have struggled when faced Rachel Ratty is the sales and marketing director

Why do people still use unsuitable spreadsheets?

The short answer is because they already know 9
LS[ 3IEVP] IZIVISRI MR ER SyGI WIXXMRKIMKREW E FEWMG
understanding of Excel, with many of us relying on the Sprey

‘Excel guru’ in our network when we need help with more
EHZERGIH XEWOW &RH *\GIP{W TS[IV ERH UI\MFMPMX] LEZI
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

EW *\GIP MW XLI] [MPP RIZIV TVSZMHI XLI IyGMIRG] HEXE

EGGYVEG] ZEPMHEXMSR GETEFMPMX] EYHMXEFMPMX] SV GSROHIRGI MR
outputs that the right software solution will provide.
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Avenging transformation
— Beginning our Salesforce journey

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

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.

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, e e
empowered team and deliver change across multiple =
phases, you'd be forgiven for thinking it came straight
from the Marvel Cinematic Universe.

handovers and generally poor processes. Customers
felt the frustration — being passed from one team to
Our villain — legacy complexity another, chasing answers and often waiting longer than
"1ISVI XLI GVWX TLEWI SJ XVERWJSV Q E &y SHduldGAMIWof hiQ dtémitvdavfedbM Be limits of our
was being held back by fragmented systems, clunky traditional housing management systems.



Behind the scenes, our ‘customer hub’ team worked
heroically despite the technology. Processes were

complex, data was stored in multiple places and the tools

aw sR)CEEFBPRYMAGEN

HMHRTX SdalV XLI JYPP TMGXYVI

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,

YRLIPTJYP ERH HIGRMXIP] RSX [SVOMR Emd-RheyEW® GuRVery own

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.

i Curiere Terchucy oo Wesinien < n G e Aot G
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the journey and gave ourselves the
best shot at a successful launch.

life support roject managers, °
subject matter experts and our
implementation partners at
Alscient were on-site during the
go-live to support teams in real

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.

J)YTPMGEXIH XEWOW EVI HS[R XVEMRMRK R

Choosing Salesforce over a traditional housin and updates can be made remotely. This is making us
9 g QSVI IyGMIRX GYXXMRK XVEZIP XMQI ERH V
management system wasn't the safe or obvious choice

FYX MX [EW XLl VMKLX SRI ;I [ERXIH W'E‘EB%C&LK% ”Qtf\t G R/fng the world butit's certainly &

Intheri tdlre ction.
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.

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

EJXIV PSKKMRK MRXS JSYV HMUIVIRX W]WXI

We integrated Pulse with our core platforms such as .
multiverse for answers.

Orchard, 8x8 and M3, and built custom dashboards and

journeys shaped around real users’ needs. Whether it's Our future — the endgame

QEREKMRK E WIVZMGI VIUYIWX GLIG O MR KusorgeY Wb Qdnk/p¥ase one. We're now

communication preferences or pulling up a repair history — expanding Pulse across our housing teams, giving them

everything is faster, smarter and clearer. Everything is now the same clarity and tools. We're also integrating our

in one place. Living Well service, which includes support such as

This wasn't just a system upgrade, it was a culture shift. safeguardi.ng, and launching a new customer pqrtal and
app so residents have more control and convenience.

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 o ) )

process mapping, testing and training, and making sure Kenny Kristiansen is the director of ICT, data

XLI RIf WIWXIQ VIUIGXIH LS[ [I WLSYPH @ld[@yieMRKYytrRsixhawe Community

just what we'd always done. Housing Group. The housing provider was the

If the members of the project team were the Avengers, winner of our Digital Transformation award at
XLIR SYV MR LSYWI XVEMRIV [EW HIGRM RhEY FEIRHbGY 2025 Awards.

delivering targeted training with precision. From video
content to in-person sessions, we brought everyone on

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!

housing-technology.com 9
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PIMSS releases Al Document
Reader for compliance

PIMSS Data Systems has launched a new module for its existing Compliance product

1xU,x A = 06 A2 Yo O 0i %o, iAl 0 6i U, ee3 % A 106

5 5

remedial works.

PIMSS Compliance Al Document Reader saves users time Automatic validation of each document associates the

by manually extracting data from documents, removing HSGYQIRX [MXL E WTIGMOG [SVOuUS[ MR 5.2 (.
the need for end-users to use templates for reading ZME 9573 ERH EWWSGMEXIH [SVOUS[ X]Tl 8L
documents and run data-loads from spreadsheets. YTHEXIW XLI [SVOUS[ IZIRXW MR XLI WIWXIQ I

creation of remedial works and actions, next inspection
due dates and retaining the PDF document with the
EWWSGMEXIH [SVOUS]

Compliance Al Document Reader uses Microsoft's Azure
Cognitive Services to extract information from documents.
The module recognises both typed and handwritten
XI\X HEXE WTERRMRK QYPXMTPI PMR I WadhRri¢ dfidabd ExtieStEMRK aSdddwment is given a

separate pages. The system recognises where remedial GSROHIRGI WGSVI JSV EGGYVEG] ER] HEXE JE
actions are needed and creates work items within the certain threshold is automatically rejected and placed ‘on

system that can be assigned to internal teams and LSPHY JSV ER IRH YWIV XS VIZMI[ )SGYQIRXW
external contractors to be actioned. user review can have any erroneous data corrected in

o . . . lace and then progressed to update the system.
The Al service is trained using the documents it ne eds to P prog P 4

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 Al to iden tify the
type of document and appropriate model to extractt  he data.

10
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Swindon BC’s
Al-powered HMS
migration

ARTIFICIA
INTELLIGE
HIGHLY COM

ulUi%oil 6 6 Ox 6 1,U ; /

{A x16e603 XVX[ 1 % | A x
housing management system.

&X GVWX XLI MHIE SJ VITPEGMRK SYV [¢ mo = =2 :eun @
management system seemed deceptively simple. All S

we had to do was choose the right system, migrate our : : L

existing data, integrate the two and that would be that. =T - = s Eot e

4 GSYVWI [IVI RSX UYMXI EW RE°ZI E=«
MX [SYPHRTX FI UYMXI WS WXVEMKLXJ¢"
complexity. We understood the NEC system we'd selected

[EW TS[IVJYP ERH VIUYMVIH LIEZ] GSRI( . : . -

knew we'd need external implementation skills to support s Aegarc Crtais e e e
us. What we underestimated was the true scale of the task e
ahead.

Despite having NEC consultants and our implementation ' o

TEVXRIV 615 SRFSEVH E WMKRMUOGERX——acMPM ol Ml LellA AL DD

i . A.l.V MANUAL ACCEPTANCE CRITERIA CREATION
rested on the shoulders of our internal project team drawn s
from across the business.

It soon became clear that to meet our delivery milestones

and stay within budget without compromising on best

TVEGXMGI [I [SYPH RIIH XS WMKRMUOGE

QERYEP IUSVXW

8LI QEMR UYIWXMSR [EW LS[ HS [I HIP I I
while cutting 100s of people-hours from the project?

QLP proposed a proof of concept (PoC) to see whether 'YX MXIVEXMSR SJ XLl EGGITXERGI GVMXIVME

Al could streamlllne some ofourmostt.lme-lntenswe' IRVMGLIH TVSQTXW XLEX MRGPYHIH LSYWMRK
processes, particularly the transformation of our business legislation, user personas from front-line teams, best-

VIUYMVIQIRXW MRXS GPIEVP] HIORIH Xﬂr cfi(cgg@rhpﬁeg Bdi&ff(%rﬁesﬁ;alints and clear formatting
GVMXIVME BLMW LEH TVIZMSYWP] FIIR GR\WRY VY IR QAR VER XEWEMX] MQTVSZIH HVE

User stories created by business analysts; Where a business analyst might typically take eight

Development of the acceptance criteria; minutes to draft a single set of acceptance criteria, our Al

7IZMIL ERH W M_ KR SG F] FYWMRIWW W XEoEﬂd ln&Fg'éHeYa\% 12 accurate, comprehensive criteria in
Test cases manually written by the test team. under a minute

The PoC started by automating the creation of acceptance 8LI TVMRGMTPI SJ uVMKLX GVWX XMQIf MWRT)
criteria for each user story. The early results weren't great it's about getting it right from the start. Speed alone wasn't

because the Al-generated outputs lacked accuracy, enough; we needed assurance that the outputs from

MRZIRXIH VIUYMVIQIRXW ERH YWIH MR%&S%\%&O{)H%&?M%%%%&ES

12
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Fortunately, they did; the new format, clearly structured

SLIWI HIXEMPIH WXIT F] WXIT XIWXW GSYPH |

AUTOMATED V’s MANUAL validated on the live system, allowing testers to add any
ACCEPTANCE CRITERIA OUTPUT WIWXIQ WTIGMOG MRWXVYGXMSRW
OVER 24 HOURS The impact? A task that previously took up to two hours

per test case now took less than a minute.

-]
The success of the PoC led to full adoption of the

E MANUAL methodology. What began as an experiment is now a key
5@3 Swinpbon part of our project delivery toolkit.

BOROUGH COLNCIL
8LI lyGMIRGMIW KEMRIH LEZI FIIR WYFWXERXM
XLI' TUYMZEPIRX SJ SZIV X[S TIVWSR ]JIEVW SJ [.

and grouped by business process, enabled our people -2 EGGITXERGI GVMXIVME JVSQ WM\ QMRYX
to conduct rapid reviews. Not only did the acceptance less than one minute (Al), saving 30 days;

criteria meet our expectations but in some instances they -2 XIWX GEWIW JVSQ QMRW QERYEP XS
also highlighted gaps in the process that our teams hadn't minute (Al), saving 780 days;

previously considered. 8SXEP TIVWSR HE]W WEZIH ETTVS\ HE]W

In short, the ‘human in the loop’ review process raised

XLI UYEPMX] JVSQ YREGGITXEFPI XS INGITXMSREP

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

14

Aareon buys HomeMaster

Aareon has recently bought HomeMaster, the provider of cloud-based housing and
>T 1,A i1 OAiAT 3 Aiw Ui 6 A 06 A2 Ai2» U A2U UTO U A 60 xbo
business applications.

lan Thompson, CEO and founder, HomeMaster, said, Aareon acquires MIS ActiveH
,&EVISR MW XLI TIVJIGX JMX JSV XLI RI\X WXEKI SJ XLI FYWMRIWW
and we are excited by the opportunities this has fo r our &E\” SR LEW E?WS WM KR.I H E.R EKVIIQIRX XS E
customers and the wider social housing community.” ActiveH, the long-established HMS provider, with a
focus on supporting larger and more complex housing
Rachael Baig, managing director, Aareon UK, Said, TVSZMHIVW 8LI EGUYMWMXMSR MW TIRHMRK

SIIVE NGMXIH XS TEVXRIV [MXL -SQI2d¥h% hVtheVilM BriSingGo\hRds.

our commitment to delivering a portfolio of fully-
integrated SaaS solutions to serve the UK social &EVISRIW "EMK WEMH _;IfVI TVSYH XS FI NSM

housing sector. with MIS ActiveH as part of our long-term commitment

’ to the UK social housing sector. This agreement
LAYV SUIVMRK IREFPIW WIEQPIWW TVSFEERIRRHY XS WXVIRKXLIR SYV SUIVMRK XS

GRERGMEP QEREKIQIRX IRKEKIQIRX ﬁ%br%éﬁﬁoﬁi?@%eir digital transformation and

and contractors, and maintenance of assets, all helping them to serve their tenants better.”

while ensuring full compliance with legislation. This . )

development underlines the strategic importance Chris and Andrew McLaughlin, co-owners, MIS

of social housing for Aareon and demonstrates our &GXMZI- WEMH /SMRMRK &EVISR QEVOW ER
commitment to the sector.” chapter for us. We've developed our product with a

clear focus on the needs of housing providers and.

&PSRKWMHI XLI -SQIZEWXIV EGUYMW M MRbhs §derigs We'te Felty to take that vision
also assumed ownership of Housing Online, a provider further by investing in growth, innovation and long-
of integrated portals, website services and choice- term customer value.”

based lettings software.
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HOUSING MANAGEMENT

Data, Al and private-
sector strategies

Andy Baker, Customer Solutions Consultant for Data & Al, Civica

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

x T >0A 3A 06| WO ,6 Aw Uuoiu>, 7 61 60 xU x -AAT A7 6
> A AiAvnU Ubiw - Ue»%UTO OA 3 1% ATA O3 AO> UA7T, 3| =- & o UiA

1AA% 06 %A0Ae6 A A >1 71, U e A UeUAT A 60¢ A 06 i6TA3 U -AU1O
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than ever.

Research from LocalDigital, part of the Ministry of Housing, Take manufacturing, for example. This sector is reliant on
Communities and Local Government, estimates that operations continuing without disruption or delay. Keeping
as much as £400m is wasted every year on repairs and EWWIXW VYRRMRK 3 QEGLMRIV] IUYMTQIRX EI
allocations that are not delivered correctly. Perhaps there QIER XLI HMUIVIRGI FIX[IIR WYGGIWW ERH JEN

were challenges accessing a property if the residents
[IVI YREZEMPEFPI XLI [VSRK TEVXW S

FVSYKLX XS XLI NSF MRWYYGMIRX XMéjllg %ur pap %jﬂ“rﬁ’ 5\ fSges, are all connected

. ; itally so t at real-time data on their performance
work or the wrong skillsets assigned. Overall, these factors
. ] . can be collected. This data is fed into digital twins that
can result in 40-50 per cent of responsive repairs not

N - closely monitor operations and use Al to anticipate when
FIMRK G\IH GVWX XMOQ] >el P , pate wh
maintenance should be completed. It's a way to optimise
Finding ways to reduce these avoidable failures and the the asset and extend its lifetime.
costs they carry is essential, so what stands in the way?

3fv|4~|0 ﬂi@?lo Q;such as the internet of things

8LI KEMRW JVSQ TVIHMGXMZI QEMRXIRERGI P/
&VXMUGMEP MRXIPPMKIRGI MW SJXIR X SIS Bdriteht VédedtighiR i do@ntinie; 2Gpdt céhMriRizases

bullet but does it have a role to play here, and if  so, how? in productivity; 30 per cent savings from carrying lower

A good place to start is to look at the private sec tor to see MRZIRXSV] ERH 0ZI TIV GIRX VIHYGXMSRW MF
LS WMQMPEV GLEPPIRKIW EVI WSPZIH EIRN TYIRX OWWYNWKE] )IPSMXXI

Learning from the private secto r Social housing isn’'t going to start adopting these

In the private sector, if up to half of all maintenance jobs advanced maintenance processes — not yet, at least — but

[IVIRTX GSQTPIXIH 0VWX XMQI EPEVQ wh&teanwedeam o theM? R KM 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.

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] LEZMRK VIPMEFPI EWWIX HEXE .X RIIHW Ia
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for safer homes

FireAngel CONNECTED

environmental sensors, compliance updates added as the base plate of an SM-SN-1 or
and access real-time status updates with HM-SN-1 device, reducing installation cost
our Connected cloud-based platform. and time.

Futureproof properties Fire, damp & mould risk insight
FireAngel Connected has the adaptability Predict® uses unrivalled insight to

to support social landlords in navigating support busy housing teams in protecting
evolving legislation and tenants needs. residents, properties and communities.

Environmental monitoring

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

standards so that the data is consistent and usable. This XIW EFSYX FIMRK EFPI XS SulV QYGL QSW It
HSIWRTX VIUYMVI WXEXI SJ XLI EVX XI|GérRcBPIy Kavind\a cavisistéEaRd Bdcurate view of -
managed via much simpler software, but this is exactly tenants’ interactions with their housing provider and a @
where the social housing sector is struggling. reliable history of the property. ®
Housing’s data challenges A single view of the tenant
LocalDigital's research suggests that fewer than half To borrow insights from another part of the private sector,
(46 per cent) of housing providers trust the reliability retail has been a trailblazer in building a ‘single view of the
of their data. customer’. From this, retailers can deliver consistent and
One of the most common data problems is having lots of 'YEMIRX QYPXM GLERRIP GYWXSQIV INT
disparate, unconnected records that live in silos. There You can order an item on your mobile, collect it in-
QMKLX FI HMUIVIRX WXERHEVHW JSV V Ib&\AahtiNhRrkrebbiRel StoilQrécdddcBurit for your next
from one department to the next or between one person’s purchase a few days later via email. If you have a problem
spreadsheet on their desktop and the colleague who with your purchase, Al-powered customer service is
sits next to them. This makes the data incompatible for available 24/7 through online instant messaging services
sharing, cross-referencing and gathering insights, and to resolve it. This level of data integration, where the
almost impossible for Al. retailer knows it's you at every touchpoint, has completely
Much of the time, housing providers simply don’'t have the ittr?cr:rs;c;;rzgijthe sector to the point where we all now take
tools for collecting and inputting data. Instead, i t's collected '
manually or using cumbersome legacy technologies, Of course, there is a natural desire that these kinds of
PIEZMRK MX TVSRI XS IVVSVW ERH Y P XMeamnkisfdxpetexcésschd@d/bdfolivd in all aspects of
purpose. There is also a lack of data skills within  the sector life, including in tenants’ interactions with their housing
and sometimes no training available to remedy that. providers.
LMW EPP PIEHW XS TSSV HEXE UY EP MbMdwaBH cieutigld&skyle vieswoiihd Rikant or a single
providers from unlocking the potential of their data. view of the property? While a joined-up, multi-channel
Data as an asset approach to delivering personalised services in social
. . . LSYWMRK MW E TIVJIGXP] VIEPMWXMG KSEP >

Data should instead be considered as an invaluable .

) . . fundamental data management practices that need
asset. We've already highlighted the role of predictive 10 be built.
maintenance, but its role in improving operational
IyGMIRG] NXIRHW JVSQ XLIVI -SYWM R KThis\h&2Znd teingwrig Gileds avid\éteating a single version
HEXE XS STXMQMWI WXEU EPPSGEXM S Rf Betuth/ Itwh8anid/Eildivig dateHitéfsddy &nd data skills
XS KVIEXIV GSWX IlyGMIRGMIW .X GER tlimpidreldelkrglidriraMivmerns developing capabilities
compliance in areas such as health and safety checks or for internal data governance, data sharing and opening up
IRIVK] lyGMIRG] WXERHEVHW F] XVEG O ¥ htegratdhk. Gotpletihy & dafa Katurity assessment
essential inspections. WLSYPH FI XLI VWX WXIT ERH JVSQ XLIVI GV

. . - . . strategy and roadmap.
It's also useful in strategic decision-making, such as using 9y P

demographics, location and tenant data to make smarter There is no silver bullet, but part of the later roadmap
decisions about where and how to invest in new housing will probably include Al integrations to support service
developments or refurbishments. delivery. Since Al is only as good as the data that feeds it,

This is all only possible with reliable, standardised data
collection and analysis. ) )
Andy Baker is a customer solutions consultant

Aside from operational improvements, the other main .
b P for data and Al at Civica.

objective of data management is improving tenants’
experience.

By analysing tenant data, housing providers can identify C I v I CA

MRHMZMHYEP RIITHW WYGL EW HMWEFMPMX] VIUYMVIQIRXW SV VIRX
payment patterns to provide tailored support. They can

predict potential arrears or risks of eviction and develop

early intervention strategies.
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HOUSING MANAGEMENT

Back to the future at
Housing Technology 2025

Phil Brotherhood, Managing Director, Brotherhood PR

6 60i xA i6iAT H o1 Yoo 3 0 00 {xA 7 LOA uxod]
on his hoverboard for his keynote presentation, | knew | was in
for a treat at the Housing Technology 2025 conference in March.

It was superb to be back in Nottingham for my third Innovation & robotics

consecutive Housing Technology conference, with 4R XLI GREP HE] SJ XLI GSRJIVIRGI . EXXIRHII
the opportunity to learn from thought-leaders on how Group’s session on ‘How to actually innovate in housing —

technology can support the UK social housing sector in JIZIPSTMRK 2MGVSWSJX GVWX XEGXMGEP ETT!
the future. to hear from Sarah McRow and Luke Basnett on how

.RGARMX]IW '7.0-SYWMRK IREFPIW XLI GVIEXM S

Integration &
GSHI GERZEW ETTW UYMGOP] YWMRK 5SJ[IV &T

transformation

EVVMZIH SR XLI 0V Wrgwﬁg%wr& ]AI§aJn automate numerous manual
processes.

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 started’. It was inspirational
stages for ensuring successful integration projects as well b ! to hear how working with
as plug-in Al capabilities. partners Heriot-Watt
_XLIR [IRX XS 5PIRX MULFEﬁeﬂw the National Robotarium in Ed.inburgh.and
“Transforming housing — The tephnology experts.Waterstons, thg housing prqwder hgs
digital future of housing trialled a conversational robot barista at one of its housing

operations & supply chain schemes for older people.

My last session was

WSQIXLMRK VEXLIV HMUIVIF
from North Star Housing's

Sean Lawless on ‘Robotics in

social housing — How to get

solutions’, hearing from Henrik In a class of its own

von Bahr, Emily Shaw and Phil For me, what sets Housing Technology’s annual
McCavish how digital solutions  conference apart is the opportunity to meet clients and
are revolutionising the way network, gain insights and collaborate with experts
housing operations are being committed to using technology to make a positive
managed at Anchor. It was HMUIVIRGI

also fascinating to hear how
integrating real-time centralised data, predictive analytics
and automated tools are connecting people, processes
and solutions.

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

XS KIX E HIGIRX GYT SJ GSull [LIR]SY JIIP PM
Award-winning projects having to pay for it!

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 Phil Brotherhood is the managing director
give them to people experiencing homelessness. They can  of Brotherhood PR.

then redeem them for food, clothing and pet provisi  ons.

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.

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.
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compliance

powered by  PIMSS

Effective building safety"";“
management for the
ultimate peace of mind

Single point of truth for all your compliance @ Provision of bespoke workflows for
related activities and actions all areas of compliance

Organisation wide transparency and visibility @ Automated alerts and reminders

to reduce risk of non-compli
Golden thread thorough full building history 0 reduce sk o MO

{/} Flexibility with both internal operative

Drive efficiency with mobile and contractol

working and real-time updates

@ Capture of associated compliance costs
for effective budgetary planning purposes

Automated data extraction and action
logging with Al-powered document reader
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MHPIMSS

D A T A S Y S T E M S

Celebrating 30 years of innovation

PIMSS Data Systems provides fully integrated, market leading, specialist Asset Management, Compliance and Viability software and services to UK Social Housing providers.
Please visit our website www.pimss.com for more information
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From firewalls to
fortresses

A vision for secure and
resilient housing

George Grant, CEO, Broadcaster & Publisher,
Housing Technology

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

John Fay MBE

. . Founder of DeltaV Partners
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.

& Chairman of XypherSecurity

GLEMRW QYWX FI XIWXIH ERH ZIVMQIH IGYVN
+E] WEMH [ (JFIV WIGYVMX] WXEVXW M Rorgahisatich&l Nadil/ Sob4d arfddaKprejéct.
server room, If leaders don’t understand the risk, the

entire organisation is exposed.” Zero-trust frameworks

Fay champions the concept of a zero-trust architecture

Building fortresses — a practical, proven framework that assumes no user,

Fay believes that too many housing providers still rely system or device should be trusted by default. He extends

SR SYXHEXIH VIEGXMZI QSHIPW EJXIVXEEK TVVMESRYWTEYFNEWX XIGLRSPSK] -1 WEM|
barriers. What is now needed are fortresses — structures is about never making assumptions. It's about always

built to withstand evolving threats through vigilance, verifying processes, people and behaviours.”

clarity of purpose and cross-functional teamwork. . .
yorpurp Guardians of sensitive data

It starts at the top. Boards must understand that cyber-risk This shift is especially urgent in our sector. Housing

is a business risk. They don’t need to be technical experts, providers hold sensitive data on vulnerable people so a

FYX XLI] HS RIIH XS ORS[ [LMGL UYIW X Mr&BhisnX Bsta\egutalibnalXssue. It can erode trust,

VIH GEKW XS PSSO JSV ERH LS[ XS FYMRINM\FQGGBY RXEZRWPMH MRMEKIV PIKEP VITYXE?
every layer of the organisation. GSRWIUYIRGIW

From there, it's about shifting mindset. IT should not be JIWTMXI XLMW +E] VIQEMRW STXMQMWXMG -1
WMPSIH XEUG WLSYPH FI XVEMRIH XS Vdeeté s RiMoncbmmitiédi lprstdésionals. WWhht's needed is
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clarity, not complexity. And that starts with senior
leadership teams who treat resilience not as an IT issue Cyber—security isn’'t just about the server

but as a strategic pillar of their organisation. .,
room, it's also about the boardroom. If

In his view, cyber-security is no longer a technical niche. It's leaders don't understand the risk. the

a leadership discipline and a culture, and it's fundamental

to the social contract that housing providers have with their entire organisation is exposed. ’ ’
tenants.

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

Operational questions John C. Fay MBE has spent over 30
For boards and operational leaders seeking to assess .
years shaping leaders of character

XLIMV GYVVIRX TSWXYVI WXEVX F] EWO
o across the military, elite sport, business
* Do we have clear, board-level accountability for cyber- . ) .
security and operational resilience? and public service. From founding the

* Are our people trained to recognise and respond to  threats? Air Cadet Junior Leaders to mentoring

* Do we understand the risks in our vendor and data Ryder Cup winners and board-
ecosystems? i ) ) :

* Are we applying the principles of zero trust beyond our IT level executives, his philosophy is

systems? simple: talent means nothing without
Fay's approach isn't about fear, it's about readiness. And for integrity. More than 50,000 leaders

the UK social housing sector, that readiness might be the x 0A -ATA> A O 61 xU 0 e

HMUGIVIRGI FIX[IIR HMWVYTXMSR ERH VIW o -
approach, rooted in discipline, humility

George Grant is the CEO, publisher 1% 6 Ak p UA e3 UT? Al
and co-founder of Housing Technology deeply committed, Fay’s legacy lies
(uk.linkedin.com/in/georgegrant01). not in recognition, but in the calibre
of those he’s helped to shape—resilient
» individuals capable of leading in the
HOUSING world’s most demanding environments.

TECHNOLOGY

Trust | Innovation | Purpose

xyphersecurity.com

housing-technology.com
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One bite at a time
— Legacy system

replacement

Sarah McRow, Head of Housing Sales, Infinity Group

=i>fU 37 6 f 61A 60 PO QU, 6
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.q61 O 6i =1>1U 3 7 6
housing providers can free themselves from
their legacy systems.

Remember how you eat an elephant? One bite atatim e.

The same applies to legacy system replacement, byt aking
a modular approach.

Start with a single module; in our experience, comp laints
or asset management are both strong starting points . From

XLIVI UYMGO [MRW [MPP FYMPH QS QIR XWgveyRys epdaisess ppRyEnd ¢itgp. and create

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

A2 & UT

Fﬁ Nl =
-
Compliance |
Scannin, |

f

;Desc_ripiionf_
|SOR Code_

a1

op r Void
| Reports_

VWX XLIR VIORI =SY WLSYPH EZSMH SZIV IRK
processes because they will change anyway; plan for

evolution, not perfection. Also bear in mind thate very
EHHMXMSREP pQYWX LEZIY VIUYMVIQIRX EHHW
and risk, so pick wisely.

Bring your people on the journey

‘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

FI PIZIVEKIH XLEX LEZI EPVIEH] FIIR V|a%ﬁrﬁc@giéB?‘i‘FK'PmVOfprogress(c-f-a”a'ySis paralysis

housing providers across the sector. As a corollary , pristine

GS[GLEVXW SJ JYXYVI TVSGIWWIW QE] FVNAYBYHES NS Bt 20 pes ggnt often consumes
and ‘analysis paralysis’ can be the result of over- engineered

processes before implementation.

above). Out-of-the-box solutions deliver 80 per cen t of

80 per

cent of your budget and timeline. Launch with what ~ works,

XLIR VIORI FEWIH SR YWEKI [LMPI TVMSVMXMW

value over completeness of features.

&FSZlI EPP VIQEMR GI\MFPI XS EHETX [LIR ]SY HMWGSZIV

better ways of working. We recommend starting with

As an example, North Star Housing implemented and

XIQTPEXIW SJ TVSGIWWIW ERH GSROKYVERHNOANS Fomplapcenoge! pweeks ratherth - an

adjusted based on actual usage, rather than theoret ical,
MHIEPMWIH [SVOiUS[W

Data first

Begin your data migration early, using your most

critical information. Take a proactive approachto data
management by cleaning and validating as you gowit  h
products such as Microsoft's Dataverse, and establi sh
strong governance standards from the start. Fromou 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

24

months by following this principle. Microsoft's Azu  re Al

RS[ LERHPIW GIVXMUGEXI WGERRMRK HEXE I\X
ZIVMOGEXMSR QEWWMZIP] VIHYGMRK XLI LSYW
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
=i>7U 3 7 0 Kk



NEC Housing

STREAMLINE YOUR
REPAIRS PROCESS

Improve customer satisfaction
and reduce disrepair with
simplified repairs logging.

NEC Repairs Diagnostics is a new solution that enables the full repair lifecycle by simplifying
identifying, reporting, and scheduling repairs.

By utilising known property and resident data, it accurately identifies the correct pathway
and assigns priorities, taking into consideration critical factors like resident vulnerabilities.
This intelligent approach ensures compliance with the Consumer Standards Code of Practice
and will help you minimise cases of maladministration and disrepair.

on N 000 1,@
5 0\ S &% |0

Make it easy for residents Improve optimum and Increase customer Reduce costs
to request a repair first-time fix rates satisfaction with quick and deliver savings
and upload evidence and easy diagnosis

. OO0

necsws.com/housin
al% housing@necsws.co?n \Orchestrating a brighter world N Ec
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Putting VIVID’s customers In
control of their tenancies

SERVICES
WINNER

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.

Staying ahead of technological advances is crucial for transform our customer service culture. We implemented
delivering great customer service. At VIVID, we recognised TechLabs London’s iProperty Cloud and Microsoft’s Digital
the need to modernise our services to meet the growing Contact Centre Platform (DCCP) to digitally enable our
expectations of our 74,000 customers across the South of services and provide a seamless, multi-channel customer
England. experience.

Our customers expressed a clear need for more We successfully launched a new responsive online

EGGIWWMFPI ERH IyGMIRX [E]W XS MR Xdcedui@, Xdddrkising Miw @igténtehd Kielr&cRvEtR us
QIXLSHW WYGL EW IQEMPW [IVI WP S[ &R élr8eR/loes GCXstbimers can access our services

leading to longer resolution times and decreased 24/7; they can raise cases, review their rent and service
customer satisfaction. We needed a solution that would charge accounts, make payments, set up direct debits,
streamline our processes and enhance our customers’ update their personal details and access information to
overall experience. help them to manage their tenancies anytime, anywhere.

It boasts a seamless, fast and user-friendly interface,
N . meeting modern accessibility standards with a mobile-
In partnership with TechLab; Lon.d(_)n and Mlcrosqft, we GVWX HIWMKR MR PMRI [MXL :(&, KYMHIPMR
embarked on a comprehensive digital transformation

. . LEW WMKRMOGERXP] MQTVSZIH XLI WMXITW W
programme. Our primary goals were to improve customer

WEXMWJIEGXMSR EGLMIZI SVKERMWEXanygglglkseﬁlé/h\hvl&(équgRolf] ERH IYGMIRXP] EGGI
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+MSRE -EVVMW :.:.)IW GLMIJ MRJSV Q EtheM&hie [eifoH ladteaE inSpyoSihy waiting times and
WEMH ;I [ERXIH XS IRWYVI [I [IVI ELIE¢us®hersldve@l ak@gdrience. The average speed to
regarding digital services and meeting the needs of answer has improved by an average of 10 minutes, thanks
modern customers. Our digital transformation has been to enhanced routing and skills-mapping.

key in improving customer experience and modernising

our systems and ways of working. Our Copilot chatbot usage has increased by 70 per cent

since its launch, surpassing our original ‘stretch’ target of
VT YWMRK XLIE PEXIWX XIGLRSPSK] [11240 péXcentEa@dP2y8BO tlistomers have set up new direct
TVSGIWWIW MQTVSZIH IyGMIRG] ERH Tdaebits MitdratiQgstvel payment process and giving them

responsive services. This transformation isn’t just about QSVI GSRXVSP SZIV XLIMV 0RERGIW 2IWWE
technology; it's about creating a seamless and engaging XLVSYKL XLI SRPMRI EGGSYRX LEW EPWS F
experience for our customers, ensuring they have access JSV MRGSQI VIGSZIV] SUlIVMRK E PIWW MRX
to the services they need, when they need them.” customer-friendly solution.

Looking ahead, we plan to add more features to the online
We introduced new chat channels on our website and account, allowing customers to better manage their
via WhatsApp. Customers message our Copilot virtual repairs, grounds and estates, and planned maintenance
EWWMWXERX [LMGL [MPP XV] XS VIWS PRrdm the¥f pYidvié @ cy¥riipdeR K M XW FERO
SJ ORS[PIHKI EVXMGPIW SV MJ YREFPI XS 1SV[EVH XLI UYIV] XS
one of our customer advisors. They can also raise cases g
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 &PI\ 3EKPI :.:)fW GYWXSQIV WIVZMGI HMVI
contacts to be recorded in one place and for our teams committed to providing a great customer experience
to view all past customer contact and history. Al-enabled — it's one of our core values. We've empowered our

WYQQEVMIW SJ GYWXSQIVWT UYIVMIW tustomes YotakedahioWbEheiMeXaBcies and homes by

UYMGOP] YRHIVWXERH TVIZMSYW MR X | MtEoGuxivy SEWigitel ehArividtsKThebb @iha&hBerhents

enabling faster resolutions. EPPS[ SYV GYWXSQIVW XS IGSVXPIWWP] QEI
VIUYIWX WIVZMGIW ERH GSQQYRMGEXI [MXL

The impact of our digital transformation has been LMW LEW QEHI XLMRKW QSVI GSRZIRMIRX
profound. Customer engagement and satisfaction have ERH MQTVSZIH SYV EFMPMX] XS VIWTSRH X
WMKRMOGERXP] MQTVSZIH [MXL SYV QERM WIGMIRXPYWXBRQIWIIR KVIEX VIWYPXW M
satisfaction score reaching 8.86/10 against our own customer satisfaction scores, showing the positive impact

target of 8.5. The new online account has seen a 39 per of these initiatives. We're excited about the future and look

cent increase in logins and a 38 per cent increase in forward to further improving customer satisfaction and

registrations, both exceeding our initial targets. engagement.”

The introduction of chat channels has led to an increase
MR GVWX GSRXEGX VIWSPYXMSRW F] SYV'GYWXSQIV'IVT W MTR-GH
team. Contact volumes have decreased compared with
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. = Unlocking safer living
- AY through data

e How housing providers can build
trust and tackle compliance

John McEwan, Head of Systems Development, FireAngel

With digital transformation gaining pace across the sector, housing providers can
161 A®“BA>TA x61 xA3 6 ,x A U®RAI OA 3f A i1 OAiAl
compliance.

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

QlIX VI ERH GEVFSR QSRS\MHI VIKYPEXMSRW

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 (loT) 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.

FireAngel Connected
loT powered resident protection

By embracing connected technology, housing providers . .
can reduce their administrative burden, make informed A centralised platform such as FireAngel Connected

decisions faster and deliver safer, smarter homes. But to solves this problem by consolidating all device dat  ainto a

HS XLMW 1GIGXMZIP] LSYWMRK Tvszmﬁé’\?'\?l\/;ﬁ/r?%rﬂ'ws\iﬁﬁp Yigess epnyigwtpegst  atus

into actionable insights. V] .E.PEVQ'E VSWW .XLIM ' TSVXJSPMS UEK
and access digital compliance records with one clic k. The

From fragmented reports to real-time risk system logs installation details, training records  and device
Fire safety compliance has traditionally depended on diagnostics automatically, supporting a full audit trail in line
time-stamped inspections, with alarms checked on-site [MXL )EQI /YHMXL -EGOMXXTW Hu,SPHIR 8LVIEHT

ERH YTHEXIW PSKKIH QERYEPP] 8LIWI WRETWLSXW UYMGOP] .
become outdated, particularly if residents disable alarms And thanks to open API integration, this data can be

or environmental conditions deteriorate between visits. pulled directly into hOUS'“Q proylders emstmg asset
management systems, eliminating manual inputs,
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VIHYGMRK LYQER IVVSV ERH JVIIMRK YMMWREKMHEGENVSMBYRV SSIRTSXIRXMEP TVSFPIQW V

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

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

MHIRXMJIMRK TVSTIVXMIW ERH VIWMH | coXsthairtislelghdy KylstérnR ahtl ris\y condpiaace

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
PSWW ERH SZIV
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,

>MKFIIl GSRRIGXMZMX] JSV EHHMXMSR

TISTPI EUIGXIH F

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.

EE%%QHP!PH GIPPYPEV

GSRRIGXMSR JSV VIPMEFMPMX] IZIR [MXLSYX [M @

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

housing-technology.com
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Landline Telephone

Mobile Phone (Calls)

1% in Channel

In-Person Visits

% in Channel

FourNet launches digital
transformation index

66 RA x | A A% xA > Y U

Ailvs 6 7% ,U U:AT — A _xioeé
transformation plans.

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 | 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,

+SYV3IX WEMH ;1 LEZI HIWMKRIH E KS XS QE
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.

,8LIVI MW E LYKI HMUIVIRGI MR XLI [E] XLI TIS
with council services from the top of our index to the
bottom, and councils ignore that data at their peril.”
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Housing Solutions’
2,000 home wi-fi

network

SERVICES
HIGHLY COM

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

Housing Solutions’ digital transformation began in 2014.
&WOMRK SYVWIPZIW [LEX SYV WLIPXIVI
[SYPH PSSO PMOI MR JTEVWY XMQI [I
access was an important part of that vision and the whole
project grew from there.

; SVOMRK [MXL SGMEP 8IPIGSQW SYV (

LEH UEXW [MXL WYGL MQQIHMEXI W\ ‘
additional schemes were rolled out. Social Telecoms and
- SYWMRK SPYXMSRW RS[[SVO XSKIXLI
access to approximately 2,000 homes, covering almost
400 sheltered homes and 1,600 general-use properties.
M 0 EGGIWW MW TVSZMHIH JVII XS -SY
VIWMHIRXW EPPS[MRK IZIV]FSH] XS I\Tjg
of internet connectivity and removing the digital divide.

&X VWX VIWMHIRXW YWIH XLIMV JVII
universal credit and tenancy services online. However,
YWIVWYT VIUYMVIQIRXW LEZI MRGVIEWI
Applications such as video streaming have become a :
part of daily life, placing greater demands on our network

capacity.
.R /YRI XLI XSXEP HEXE YWEKI JSV§
VIWMHIRXW [EW ' F]1)IGIQFIV

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 -S[1ZIV HIWTMXI MXW MQTSVXERGI GSQQYF
connected (on average) has risen from 140 to 1,900 is not the only aspect of Housing Solutions’ digital
devices over the same period. transformation. Having built a powerful digital

MRIJVEWXVYGXYVI JSV SYV VIWMHIRXW [ITV

. leveraging that connectivity to support them and further
SLIWI GKYVIW LMKLPMKLX XLI INXIRX XSMb“Fggiz‘?’YxVLl\MW%W ] SJ PMJI

rely on connectivity and how much demand has
grown — a demand that Housing Solutions’ network

infrastructure has grown to keep up with. Additionally, A specialised Alexa skill was also developed for Housing

the increasing demand supports our initial hypothesis Solutions, allowing residents to make a number of

from over a decade ago, that online connectivity would VIUYIWXW VIKEVHMRK XLIMV XIRERGMIW W
FI ER MQTSVXERX XSSP JSV IZIVIHE] PMUULIMRNHGER \ERIXY MRREREIXSY PEWX TE] HEXI
Housing Solutions had to make for its residents. call or home visit, or informing us about any repairs that
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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

Finally, we are taking a small but direct approach to bridge

XLI HMKMXEP HMZMHI ;LIR [I VITPEGI SYV SyC
newer models, we donate the old laptops to our residents.

Over the course of the past decade, Housing Solutions

XLI] FIRIGX JVSQ HMKMXEP GSRRlGXMZreS%jeeeQEﬂSi\%eE Nyt dedicafion {p gegipg our

so much into my life. | can watch my smart TV, play music
using Alexa and even connect with my family by asking
Alexa to call my son. | appreciate having it so much.”

nts online and using modern digital solutions to
improve our residents’ experience.

;LIXLIV MXTW TVSZMHMRK JVII [M 0 ERH XVEMI

, R resi ts.Qr njtoring t dition of homes with smart
] SJIJIVMRK JVII[M 0 EGGIWW [I EPWS V\jlglg?/\%g\y\%‘ I§F§IW%WSYV IGSVXW GER FI XVEGIH

for our communities. One resident, who connects to our

issjon — envisjonin ommupities will need in years
RIX[SVO ZME XLIMV QSFMPI TLSRI IWX@§Q&éBI>§>LE>$\\g§yMWT LI FIWX TSWWMFPI UYE

scheme saves them almost £400 a year.

residents.

.R EHHMXMSR XS SYV SRKSMRK IGSVXW SJ TVSZMHMRK GSQQYRMX]
[M 0 XS VIWMHIRXW ERH MQTPIQIRXMRK, WOEVX HIZMGIW__[]

also encourage and incentivise our communities to
get online. We regularly host digital roadshows, talking

VIWMHIRXW XLVSYKL XLI FIRIOXW SJ HMKMXER)GSRRIGXMZNMX}EIERH

teaching them how to use the internet.

;1 EPWS MRGIRXMZMWI SYV VIWMHIRXW2XSNSMR SYV [M 0 RIX[SVO

through our Housing Perks partnership. With Housing

51lVOW -SYWMRK SPYXMSRWY [M 0 YWIVW KEMR HMWGSYRXW JVSQ E

range of retailers.

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.

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
QSYPH IGIGXMZIP]
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.

32

This partnership and joint commitment to improving  tenant
services was recognised at the Housing Technology
2025 Awards, where we were ‘highly commended’ inth e

customer services category for our use of HCM in tr  acking

FEPERGMRK SYV XIRERiaMIgIng darREFand Rauld dh3ek.

HCM is a digital platform that provides a structured and
proactive way to manage damp and mould cases.



By integrating real-time environmental monitoring,

case tracking and automated alerts, it enables us to

take a more data-driven and transparent approach. The
WIWXIQ EPWS SuUlIVW E GPIEV EYHMX 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

[MXL XIRERXW EVI IUYEPP] GVMXMGEP
providing a structured, two-way communication platform,
allowing us to keep tenants informed about the status

SJ XLIMV GEWIW ERH SulV TVEGXMGEP
indoor conditions to reduce the risk of damp and mould.

HCM has transformed how Mid Devon Housing tracks and
manages damp and mould cases. The system allows us to

PSK QSRMXSV ERH EREP]WI GEWIW 1yG

interventions and resolutions. Some of the key ways in
[LMGL [I YWI -(2 MRGPYHI

« 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.

housing-technology.com
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» Resource allocation & trend analysis — By analysing
data across multiple properties, we can identify high-risk
EVIEW TVMSVMXMWI SYV QEMRXIRERGI

RTRRBVeME WP A BRSRIPET )

4Rl SJ XLI OI] FIRIGXW SJ -(2 MW MXW EFMP
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.

NS

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
XVEGOMRK WTIGMGOG [IEXLIV IZIRXW M | LI
IRZMVSRQIRXEP JEGXSVW [I [IVI EFPI XS G
QSYPH VMWO [EW RSX EUIGXIH F] VEMR FYX
school holidays, allowing us to implement a targeted

solution and prevent further deterioration.
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» Tenant communication is vital — A structured case
One of the ongoing challenges in damp and mould management system fosters transparency and builds
management is addressing the behavioural factors that trust between housing providers and their tenants.
contribute to indoor moisture levels. While building fabric « Compliance is streamlined — A digital audit trail ensures
problems such as insulation and ventilation play a crucial that housing providers can demonstrate due diligence
role, tenants’ habits such as blocking vents or under- and regulatory adherence with ease.
LIEXMRK VSSQW GER WMKRMUOGERXP] MQmR@ iskey-T &3 RIHWXENWMPIMK(] SJ -(2 EPPS[W JS
HCM helps bridge this gap by providing tenants with expansion beyond damp and mould, providing a future-
evidence-based, real-time insights into their home proof solution for wider housing challenges.
environment. By sharing relevant data and educational « Data-driven decisions lead to smarter investments —
resources, we can empower residents to take simple but Using insights from environmental monitoring, housing
[GIGXMZI WXITW XS VIHYGI GSRHIRWE X MwBRIEFRCEN giccute tHeikrgsgykes better, prioritising
This collaborative approach helps shift the conversation TVSTIVXMIW XLEX VIUYMVI MRXIVZIRXMSR ER
from blame to shared responsibility, making tenants feel unnecessary costs.

more engaged in the solution.

VI GSRXMRYMRK XS VIORI SYV YWI SJ XIGLR
While our primary focus has been on tackling damp healthier, safer homes. By adopting data-led approaches
and mould, HCM'’s potential extends further. Future such as HCM, housing providers can meet regulatory
YTHEXIW [MPP MRGSVTSVEXI (VI WEJIXVIGEMNSRIRSWSERHIIRLERGI XLI UYEPMX] SJ P
GSQTPMERGI ERH HIGEVFSRMWEXMSR Vesidemsx AL thiel Mpusisgigector RWIVER embracing smart

all-encompassing case management tool for housing solutions will be crucial in delivering sustainable and
providers. IGIGXMZI TVSTIVX] QEREKIQIRX

Fire safety remains a top priority for housing providers and For other housing providers considering similar sol  utions,
MRXIKVEXMRK VI VMWO QEREKIQIRX MireXey takgaway i thal Rehipolgyalane isn't a

to streamline our compliance processes and ensure timely silver bullet; it must be matched by strong process  es,
interventions. And while the housing sector moves further tenant engagement and a commitment to continuous
towards decarbonisation, having a robust data-driven improvement. With the right approach, digital case

TPEXJSVQ [MPP EPWS WYTTSVX IRIVK] njacagenred canm transiomn Bowweg manage homes,
IREFPMRK LSYWMRK TVSZMHIVW XS XV EGBOMZILY MROK EGRX ISKWW ISV SRIKXL LSYWMRK TVSZN

projects and improve home energy performance.

Our experience with HCM has reinforced several key
PIWWSRW XLEX QE] FIRIGX SXLIV LSYW MRKATHHSZ/M H1 WA

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

Cynon Taf Community Housing gets
Housing Insight’s Arrears Manager

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.

Angharad Rogers, director of ,-SWXIH MR XLI GPSYH &\HdugngWwsight expects the project
housing and communities, Cynon 2EREKIV TVSZMHIW SRP M Rl bE &etive®daiNbRHe housing

8EJ (SQQYRMX] -SY WM R Kfungtidbalitl] integtates with our provider’s test environment within
chose to replace our previous current systems and allows varied eight weeks, ahead of its planned
arrears software with PanConnect communication with our tenants via launch during this summer.

Arrears Manager because it's cost- emalil, letter or SMS. Its algorithms

neutral around our implementation prioritise cases for us, simplify data

and will save us money over the JSV FIXXIV XEVKIXMRK ERH UEK TSXIRXMEP
contract term. problems even without arrears.”
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Request a demo

A comprehensive arrears solution built to
support staff with the analysis, prioritisation
and management of rents and arrears.
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Jade Anderson, Marketing Executive, Aico

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.

36

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 HomelLink 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.

Environmental sensors are a form of smart-building Enhancing property management i
XIGLRSPSK] XLEX GER WMKRM@GERXP] VY &fenviipgrpqriakgensors can't be overstated,
QEREKIQIRX F] MQTVSZMRK WEJIX] IR LPEHERIRRECAYSE fyrRregns typically spend around

and creating a healthier living environment for residents. 70 p_er_ cent of t_helr_tlm_e in thelr home environment. By
providing real-time insights into challenges such as damp

The role of environmental sensors ERH QSYPH IRIVK] IYyGMIRG] JYIP TSZIVX] ER
Environmental sensors use the internet of things (loT) UYEPMX] LSYWMRK TVSZMHIVW GER FI QSVI W
technologies to monitor indoor environments and creating safer, healthier and more sustainable homes,

provide opportunities for smart property management thereby enhancing their residents’ well-being. The

by continuously collecting real-time data on factors that University of Exeter has found that for every £1 invested in

impact a property’s environment, including temperature, an environmental sensor system, there is £2.68 worth of

LYQMHMX] GEVFSR HMS\MHI ERH MR H Ssgal G/ geh¥rBi&aM X |

Aico’s Ei1020 and Ei1025 environmental sensors connect 8LI OI] FIRIGXW MR WYWXEMREFPI FYMPHMRK
wirelessly to our Aico Ei1l000G gateway, forming our MRGPYHI
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« Early detection of potential issues —  The early initiatives and reduce wasteful behaviours. This,
MHIRXMOGEXMSR ZME XLI -SQI1MRO 5 Sipngside taggetatderrentions, fmproves living
problems, such as damp and mould, allows them to be environments, which contributes to increased tenant

G\IH FI1JSVI XLI] XEOI LSPH 8LMW |IRW Y satigfaction agigrene MRanakle tenancies.
health and wellbeing of residents, preserves property
integrity and minimises costly repairs.
ITF5rsE"4U &494&s ¥ ay | 491% UEs
— 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. Our best-practice suggestions for installing environmental
This reduces energy costs and minimises the properties’ WIRWSVW
environmental impact.
Compliance — With better insights into their properties’
structure and environment, housing providers can better
GSQTP] [MXL PIKMWPEXMZI VIUYMVIQIR
Law. Continuous monitoring allows them to provide

and sources of heat.

enhanced, timely support to residents, demonsrating a * Environmental sensors should be placed a minimum of

GSQQ M.X.Q IR X .X.S WEJIX] E_R_ H UYEPMX] [§O nﬁ’rr|1 a‘\]/v%ler(%(n%\én'\{} c'?blétr%tlons, slich as curtains
Improved living conditions — By providing real-

time dat bl has d d Id or furniture, for seamless communication and data
|mg a'a on problems su.c as damp and mou i transmission between sensors and the Eil000G gateway.
residents can take proactive steps, such as opening

: o . i A * The gateway itself should ideally be sited at 2m above
windows or adjusting heating settings. This also helps

0SSV PI1ZIP OIITMRK XLI EVIE WYVVSYRHMI
LSYWMRK TVSZMHIVW XS TVMSVMXMWIC?(LIMV E XIRERGI [UGSVXW

: ear from a(r-ﬁ)y OPJAS{?UCUOHS.
enhancing tenants’ comfort and safety.

Best practice for installation
Eéx.sg Q‘%E\AQM?V\/Slx.XL.l FIRID)_(W SJ IRZMVSRQIRXE
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.

 Correct sensor placement involves wall-mounting at

FVIEXLMRK LIMKLX ETTVS\MQEXIP] Q JV!
where wall-mountir{lc\;/is imgractical ceiling mounting.

|2(I¥\{:I’LY(\:/iaY|% l[_JOS":TtiOH f%ém EV\II:aij[ rom direct sunlight

* Enhanced resident engagement and wellbeing Sensor activation is achieved via our SmartLink app,
— The Connected Home Solution paves the way for scanning the sensor's QR code and following the
improved resident-landlord relationships. By providing instructions provided. The app also facilitates data entry,
residents with real-time data and actionable insights, allowing housing providers to input property and room

they are empowered to engage with energy-saving
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data, which is then automatically transferred to the
HomelLink Portal for data analysis and insights.

HomelLink Case Management

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

A smart investment

8S QE\MQMWI XLI FIRIOXW SJ IRZMV SR Qr Bday$camp&itvesproperty Rbhagement landscape,

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
IGIGXMZIRIWW F]

* ldentifying potential problems;

* Managing their entire portfolio;

* Analysing property conditions;

» Recording maintenance updates and residents’
feedback;

* Communicating with residents via the HomeLink
Resident app.

environmental sensors are a smart investment for

LSYWMRK TVSZMHIVW [ERXMRK XS MQTVSZI ly

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.

Qico

Vericon launches MouldSense

Vericon Systems has launched MouldSense, a new plug-and-play solution to
help housing providers monitor, measure and manage damp and mould.

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

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

It enables housing providers to i raviders with ailed
HIGMHI MJ G\MRK E JEY %_WW%F&‘E?WW%‘{?#

: ail to he
or whether educating tenants
about the health risks associated

a problem occurring before it
has time to escalate. With in-
depth reporting and analysis,
MouldSense also provides

audit tr p with compliance.

IEGL VSSQ IZIV] GZI QMav}hAga\wpandmouldW|llprevent
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Rebuilding
Selwood Housing’s

IT Infrastructure

THE YEAR
HIGHLY COM

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.

Our team structure at the time exacerbated the problem.

iMXL RS GPIEV HMUIVIRXMEXMSR SJ VSPIW
[IVI MRZSPZIH MR QEREKMRK WYTTSVX XMG
FSXL IyGMIRG] ERH QSVEPI &X ER SVKERMVW
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.

8LI WGEPI SJ XLI TVSFPIQ VIUYMVIH E FSPH
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

In mid-2023, our IT team faced mounting challenges from and recruiting complementary skills to scale up to an
a high volume of support tickets, underperforming service MRXIVREP XIEQ SJ IMKLX IEGL [MXL GPIEVP
providers, a lack of cloud expertise and an ageing IT 8[S VWX PMRI NYRMSV IRKMRIIVW [SYPH X\
infrastructure. tickets while three level-two 1&0O analysts and two level-

three engineers would focus on higher-level support
The team faced an overwhelming workload, with more improvements, remediation projects and our all-important
than 500 support tickets raised each month (that's  the cloud migration. Our team would also need to rationalise

IUYMZEPIRX SJ  XMGOIXW JSV 1ZIV] QIQEMSplithbis H

-SYWMRKITW WXEU 8LI TVIWWYVI [EW GSQTSYRHIH F] E

backlog of over 20 essential IT projects, covering everything &P SRKWMHI XLI VIGVYMXQIRX 1GSVX [I WIX
from essential upgrades and cyber-security enhancem  ents migrate our infrastructure to the cloud, partnering with

to cost-saving cloud migrations. At the same time,  our a new Microsoft service provider to reduce costs and

key managed service providers were underperforming, MQTVSZI WIVZMGI UYEPMX] &X XLI WEQI XM

VIUYMVMRK JVIUYIRX JSPPS[ YTW ERH EWKNMX@AEKK¥PH[s¥3 FEIGHERVSGCIWWIW XS IRLI
already-overstretched internal team. customer satisfaction. The road to implementation wasn’t

without obstacles, particularly in recruiting the right talent,
The lack of cloud expertise within our team posed a FYX EJXIV WIZIVEP QSRXLW SJ TIVWMW XIRX

WMKRMOGERX VMWO TEVXMGYPEVP] [LR cddadiVdrbiVerllg ¥%esi KGR WM XM SR
JVSQ SR TVIQMWI MRIJVEWXVYGXYVI XS & YVl XEU XYVRSZIV

further complicated matters, with long-serving employees

HITEVXMRK [MXLSYX WYYGMIRX LERHSZRE§n glgceaynewdyrsirkattsey 1§ fgam embarked

leading to knowledge gaps. Meanwhile, there was on a series of transformative projects. Strengthening
a recognition that training, self-service and general our cyber security was a top priority, leading to the
information about IT processes needed to be improved implementation of multi-factor authentication across the

organisation as well as the replacement of our outdated
VPN with a more secure SD-WAN solution.

across the organisation.

housing-technology.com 39



INFRASTRUCTURE

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,

[LMPI 8' SJ HEXE EQSYRXMRK XS IMKLX QMI
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.

4Rl SJ SYV QSWX WMKRMUOGERX TVSGIWW MQT
the introduction of ITIL-based procedures for support
XMGOIX QEREKIQIRX 8LMW WLMJX MQTVSZIH

. . helped drive end-users’ satisfaction to over 90 per cent,
agreement under the DTA21 pricing model, reducing our With SLA success rates reachina 94 per cent. These
Microsoft costs by around £100,000 per year. This h elped to goep )

WEZI GSWXW ERH IQFIH SYV puGPSYH avwx\ﬁ'%ﬁ&%‘%&%ﬁébvﬂ%\@’&é}"?'H SYV .8 XIEQIW

a reactive support function to a proactive enabler of
business improvements.

Compliance improvements followed, including the
deployment of new monitoring software to enhance our
GDPR compliance. We then secured a new licensing

Transformative results

Mark Mayler, Chief Financial Through these initiatives, our IT team has evolved into a

Officer, Selwood Housing VIWTIGXIH ERH MRUYIRXMEP TEVX SJ IP[SSH -
no longer simply maintaining systems but actively helping

XS WLETI XLI SVKERMWEXMSRTW JYXYVI HVM
supporting wider business transformation.

7IGSKRMWMRK XLI RIIH JSV E QSHIVR ERBVOySGBMMRX [SF[GEMRKSYWMRKIW GLMIJ ORERGM

environment, we overhauled our hardware estate. More ,8LI [SVO XLEX XLI XIEQ LEW EGLMIZIH SZIV XLI
than 240 outdated laptops were replaced with HP360 months and continues to progress gives us a strong  platform

HIZMGIW [MXL SYV VIJVIWL G]GPI VIH Y6 idetihé 8v@r-incdasihg dxnavids of the sectora nd to

years to keep pace with technological advancements. IRWYVI XLI UYEPMX] SJ SYV WIVZMGIW XS SYV G

Our transition to Windows 11 was accompanied by

GSQTVILIRWMZI WXEU XVEMRMRK XS IRMEYY RECMEQSIBXkivSIRRSIYeXand operations
4YV QSFMPI MRJVEWXVYGXYVI EPWS VI | M 0GERX :
YTKVEHI [MXL WXEG TVSZMHIH [MXL LMﬁ%%@?%E&%_WE%%V%%'Th? housing
devices and a switch to a new mobile network provider provider was Highly Commended in the IT Team
SUIVMRK FIXXIV GSZIVEKI MR XLI VYVERfEWIEsr [dawgwrziof the Housing Technology

2025 Awards.

FireAngel wins Which? award

FireAngel has won the ‘Best Buy’ accreditation from
Which? for its FA3322 carbon monoxide (CO) alarm.

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.

+MVI&RKIP WEMH [+SYV XIEQW EGVSWW XLI FYWMRIWW [¢
ERH FYMPH XLI +& [MXL XLMW EPEVQ FIMRK XLI 0VWX
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.

40



INFRASTRUCTURE

Swindon BC moves to Aico alarms

Swindon Borough Council is replacing its

A2U U0 > A 1% | -061 i6102U%A & |
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.

8LI RI[ &MGS IVMIW EPEVQW [MPP FI GXXIH [MXL

sensors that detect heat, smoke and carbon monoxide,

ERH GER WIRH RSXMUGEXMSRW XS XLI GSYRGMP ZME &MGSTW
Ei1000G gateway when they need testing, repairing

or replacing.

Alongside these new alarms, around one in ten of the

GSYRGMPYW TVSTIVXMIW [MPP EPWS FI 0XXIH [MXL &MGSIW *M
environmental sensors to measure temperature, humidity

and carbon dioxide and send real-time data and alerts to

the council.

/ERMRI -S[EVXL GEFMRIX QIQFIV JSV LSYWMRK [MRHSR
'SVSYKL (SYRGMP WEMH  8LMW f Q YTKVEHI TVSKVEQ

[MPP WIl GVI ERH GEVFSR QSRS\MH]I EP’E“\?é'ﬁ\?"\?ﬁ'%\‘?’l‘:"m‘ﬁ‘eﬁ‘/ﬁﬁs‘fé‘ﬁoﬁsCO””ec“o

council-owned houses over the next the gateway, providing real-time data on temperature,
LYQMHMX] ERH EMV UYEPMX] XS MHIRXMJ] T

four years.” . } i

increased risk of developing damp and mould.
Bromford Flagship wins Aico’s smart- .QTSVXERXP] XLI -SQI1MRO XIGLRSPSK] GE
home competition between environmental and structural causes of damp

) ) ) and mould through its ‘signature of mould’ functionality.
Bromford Flagship has won Aico’s Smart Social Spaces This distinction enables targeted solutions, whether

competition, winning the installation of Aico’s award- addressing ventilation problems or underlying structural
winning home life safety systems in ten of its properties. problems.

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

[MRRMRK IRXV] JSGYWIH SR XLI WEJIX] ERH IRIVK] I[yGMIRG]
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

EMQ SJ VIHYGMRK XLI JVIUYIRG] SJ ERRYEP ZMWMXW XS VIWMHIRXW
by enabling remote monitoring through the Aico gateway.

Paul House, M&E programme manager, Bromford, said,

I TVIE XLVMPPIH XS LEZI [SR XLMW GSQTIXMXMSR ERH XS TEVXRIV
with Aico on this project because this initiative aligns

perfectly with our ‘customer obsession’ goals.”
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Anchoring digital innovation
with Plentific

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

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.

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
LETTIRIH [LIR &RGLSYV ERH 5PIRXM0G GEQI AowIXLIV ERH

WE[ XLI TSXIRXMEP JSV 5PIRXMAG XS suploadingphois ¢ FePRirR Witk Anehorrgesating

layer for us, unifying Anchor’s contracting partners. 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

Julia Mixter, Executive Director

for Business Services, Anchor

The challenge
Our challenge was that our repairs supply chain and ways

of working were largely the same as they were prior to the delivering their core role of focusing on residents. There

Anchor-Hanover merger in 2018, with three large regional was also limited visibility of contractors’ performance and

repair and maintenance contractors and multiple smaller WIVZMGI SYXGSQIW QEOMRK MX HMYGYPX XS
local contractors. money for our residents.

4YV PIKEG] WIWXIQW [IVIRTX MRX'KVEXF*d'r‘thérMoPé,RoM@*ighnE%/E‘cemswere unsuitable for
didn’t provide the functionality we needed, such as EHETXEXMSR XS QSVI IYyGMIRX [E]W SJ [SVOMF
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take up to 44 mouse clicks to raise a repair order). We The results

RITHIH E WIWXIQ XS IyGMIRXP] VEMWI ErRe NV dpiliMisatiBrEdF frddddes, including embedding

colleagues and residents to track and understand the ERH MRXIKVEXMSR MW SR XVEGO JSV GSQT
status of that order. The cost and lead-time to self-build with the whole process expected to have been completed

XLI VIUYMVIH WIWXIQ MRXIKVEXMSR [SYRNILVEROBRBBIMEKRK QSRXLW S[MRK X3 5PIR]
presenting a risk to Anchor’s housing business. system. We estimate that around £1.7bn of Anchor’s

The solution VITEMVW ERH TPERRIH [SVOW [MPP FI JEGM
5PIRXMAGIW TPEXJSVQ MW FIMRK HITPEONEEOW PRIFIRINGEGE x M s R

layer to unify Anchor’s contracting partners, digitalising S5PIRXMOIGIW WSPYXMSR MW WEZMRK ER EZ
operations for Anchor’s main contractors and sub- to raise each repair compared with raising repairs via our

contractors, building a resilient solution with wider housing management system. With 180,000 repairs raised

supplier visibility. TIV ]JIEV EGVSWW &RGLSVIW TVSTIVXMIW X
5PIRXMGG MW SYV GIRXVEP LYF JSV &RBYR§iydays oftimesgysd.

orders per year, integrating seamlessly with the 5PIRXMUGGIW TPEXJSVQ [MPP EPWS IREFPI E
GSRXVEGXSVW HIPMZIVMRK XLI WIVZM G@ltdnatioRd, mHlididGEwdvkWirdennadadgdrnenRitr

a single real-time platform, connecting Anchor’s proactive planned and reactive maintenance and

colleagues and residents with contractors across 1,700 inspections as well as to support our supply chain, voids

sites, digitalising the supply chain and adding value via and compliance management. The platform includes

a frictionless and more responsive solution to managing a marketplace of local SME contractors, supporting

property operations. Anchor’'s communities with a range of vetted contractors

IWMRK 5PIRXMAGIW WIWXIQ SYV wxEa ‘WS ESY et BRIR v

visibility of repairs; for example, they can take a photograph Our innovative repairs service demonstrates the

or video of the problem, thereby helping with triag  ing. The transformative potential of using a single platform to unify
status of orders can also be tracked, with the abil ity to carry  operations, reduce operational waste, remove process
SYX VITEMVW JEWX ERH IUMGMIRXP] FIMRions 4RwWeW &sRen¥ISing & 5rgé r¥ddtidhRICYE.
NTIVMIRGI &R &RGLSV GSPPIEKYI WEMH ,.9ZI RIZIV LEH E

system so visible. If | was selling the dream, itw ould be the Julia Mixter is the executive director for

ZMWMFMPMX] ERH ORSGO SR IUIGX JSV GYWXS
] gusmess%erwces at Anchor. The housing and

5PIRXMOG PMWXIRIH XS &RGLSVIW I\MWXMBK, G XSV EYMPE MRKation

E TVSHYGX XLEX XSSO MRXS EGGSYRX WMOQMP VIUYMV IRX
categdry aFtY1e I—||ou5|ng lI'%cﬁnoy\égy 2025
across a multiple-customer base, thereby reducing the

RITH JSV WMKRMUOGERX ZEVMEXMSRW E'ﬁWlar‘ﬂﬁTllHMRK YT XLI XMQI XS
HITPS]QIRX 5PIRXMIGIW TPEXJSVQ TVSZMHIW SYV MRXIKVEXMSR
layer, enabling us to improve our service to residents,

[MXL WMQTPIV MRXIVJEGIW IRLERGIH [SVOUS[W ERH FIXXIV
automation.

Mobysoft — Data problems affecting complaints’ handling

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 report, ‘From data to decisions their ability to fully address complaints information

- A comprehensive guide to and meet complaint-handling management
developing & executing a data timescales. impairing
strategy’, sheds light on the challenges IaIGXMZI

The report highlights the costs of poor ; o
HEXE UYEPMX] [MXL RIEVP] sﬁ;ﬁpgnia LSYWMRK
leaders citing increased operational

of fragmented systems, unreliable
records and a lack of trust in the

information needed to make decisions. providers
costs and impacts on tenant satisfaction. 0 their

Mobysoft's survey of 100 senior Other problems included inaccurate residents

executives found that 56 per cent reporting, compliance risks and missed Its abSO|L.J tely

had experienced problems accessing opportunities for proactive interventions. . . .

or being provided with records to . . Vlt? Ithat housing providers have an

respond to complaints. Of those, nearly Richard Blakeway from the Housing IAIGXMZI JVEQI[SVO JSV IRWYV

TIV GIRX WEMH XLIWI Tv§9|§ M% EMH J*ZIV] HBEJUN VIGSVHMRK SJ HEXE MW LN

see poorreco s knowledgeand JEGMPMXEXIW MXW I0IGXMZI
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Andium Homes has partnered with Propeller for compliance processes and property

data management.

The partnership has resulted in Propeller developing

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

Matt Bougourd, regulatory assurance lead, Andium

-SQIW WEMH ['"IJSVI TEVXRIVMRK [MXL 5VSTII
on multiple systems. We wanted a single system that

would streamline our data collection and allow us to take

a proactive approach to maintenance.

,&IXIV NTPSVMRK 5VSTIPPIVIW GETEFMPMXMI
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.

MXW GVWX L]JFVMH WSPYXMSR F] MRXIKVSELXMRK MXW GPSYH FEWIH

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

MW IRLERGIW SYV EFMPMX] XS QSRMXSV Q
activities and access key documentation. We can easily
YTPSEH ERH VITSVX WTIGMOG TVSTIVX] MRJS\
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
GIVXMIUGEXIW VMWO EWWIWWQIRXW QIXLSH

XMQI WXEQTIH TLSXSKVETLW IPIGXVMESTIPOIMIEEXMSRW ERH

records of missed visits. Andium Homes can access this

44



REPAIRS & MAINTENANCE

Smart repairs &
smarter homes

Deborah Matthews, Managing Director for Social Hous ing
& VP Product Management, MRI Software

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
A 060 A2 AiaU A 1% i a6 U1? AT A 61 AT 1 Uu o, uoi
regulatory ratings.

(@}
T

.R SYV WIGXSV JI[| WYFNIGXW WXMV UYMXI EW QYGL HIFEXI EW
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

MRUOYIRGI SR XIRERX WEXMWJEGXMSR WGSVIW ERH XLIVIJSVI
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 WSFIVMRK TMGXYVI TIV GIRX SJ LSYWMRK TVSZMHIVW EW

assessed) have received a C3 or C4 rating, well below the Now picture a smarter scenario. The tenant logs into their

threshold expected by the new consumer standards. The tenant portal and is guided through a visual diagnostic

underlying reasons behind these low ratings are only too tool. They select an appointment that suits them, receive a

familiar — health and safety failings, data inaccuracies, out- GSROVQEXMSR MRWXERXP] ERH XLIR KIX PM

of-date maintenance records, repair backlogs and weak of the appointment, complete with the operative’s photo
handling of complaints. ERH .) 8LI VITEMV MW GSQTPIXIH GVWX XMC(

STIVEXMZI EVVMZIW [MXL XLI GSVVIGX TEVX

From changing a tap to systemic change stock management.

Let's imagine a typical tenant with a leaky hot water tap. ]

It's not an emergency but it will increase their utility bills 8LI HMAIVIRGlI MW WXEVO RSX NYWX JSV XL
with the unnecessary consumption of hot water. In the the organisation managing their home.

traditional process, they would call the contact centre, Technology that listens, learns and acts

wait on hold, be given an appointment slot and then At the heart of this transformation is the convergence

often have to chase updates. The repair takes weeks and of data, automation and mobile technology. These

communications are patchy at best. innovations don’t just make things faster, they make them

WQEVXIV 3 LIVI EVI NYWX E JI[ INEQTPIW

housing-technology.com 45



REPAIRS & MAINTENANCE

* Real-time communication & scheduling—  From MRI's However, technology isn’t a silver bullet; what matters is
own Find My Engineer tracking to instant appointment how it's implemented.

GSROVQEXMSRW ERH YTHEXIW XIRERX GSQN YRMqEXM_SR RSL
. . . . It starts With strong foundations — accurate data,
mirrors the seamless experiences residents expect in

. . GSRWMWXIRX [SVOUS[W ERH [IPP XVEMRIH WX
their consumer lives.

Self-service portals & diaanostics Empowerin these foundations are in place, housing providers can
P gnostics = =mpowering GSROHIRXP] PEJIV SR XLI XSSPW XLEX QEOI E
tenants to log and manage repairs via intuitive portals

VIHYGIW MRFSYRH GEPP ZSPYQIW ER HZ”JC('/??WtQ/U‘QtErﬂf '9<Tsang§q8b%\?°'“tions’ without

on high-priority cases. Visual diagnostic tools also vercomplicaling the process.

IRWYVI XLI VMKLX STIVEXMZIW ERH X LlorvaMEivenX MRI gdftwagel Rdiedov of product

dispatched. QEREKIQIRX WEMH | 1IXTW RSX SZIVGSQTPMC
Mobile workforce, doorstep appointments & smart basics right. Build on that.”

stocking— 4TIVEXMZIW IUYMTTIH [MXL QSFE%[F?I HIZM

| W
R S . . iciency mee% empathy
receive job information in real-time, complete on-site

WYVZI]W | K JSV HEQT ERH QsypH eRH FERANC DRMeanG] solutions are more than
. . just operational upgrades; they’re about dignity, trust and
appointments for follow-up work before leaving the

property. Accurate van stock and location-based tools UYEPMX] SJ PMJI

.

.

streamline repairs and reduce repeat visits. For tenants, it means fewer delays, more control and
« |oT & predictive maintenance — With 10T sensors a sense that their voices are being heard. For housing
monitoring humidity and temperature, housing providers providers, it means fewer no-access visits, greater
can identify mould risks before tenants report them. IVGMIRG] MRGVIEWIH XIRERX WEXMWJEGXMSTF
These triggers can escalate automatically from a simple regulatory outcomes.

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

The repair revolution has arrived

This isn’t about bells and whistles. It's about getting

VITEMVW HSRI FIXXIV JEWXIV ERH QSVI IlyGMI
. o - turning operatives into front-line ambassadors, leveraging

across a housing provider's ‘data ecosystem' in order to real-time data for smarter decisions and staying one step

surface trends through intuitive dashboards. Whether

XVEGOMRK XIRERX WEXMWJEGXMSR s0"¢8 RIIRIFRH" <A A)dPoupRiales:

operatives, decision-makers get the visibility they need 8LI JYXYVI SJ VITEMVW MR WSGMEP LSYWMRK
to act fast. taps. It's about building trust, and that’'s something worth

investing in.

.

Awaab’s Law and the new consumer standards

Awaab Ishak’s tragic death highlighted the real-world ) . .
GSRWIUYIRGIW SJ QOMWWIH QEMRXIR E rReaberahyMagtaews is the managing director for
communication. New consumer standards and legislative social housing and vice-president of product

frameworks are rightly demanding faster responses, management at MRI Software.
better data and greater transparency.
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The rent revolution

The case for Al-powered

payments

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

For millions of people across the UK, spend disproportionate amounts of time chasing overdue

ial h . t th accounts, diverting their focus from proactive tenant
soclal housing represents more than a support. Chasing, reconciling, escalating and (in the worst

roof over their head — it's a family home, a GEWIW MRMXMEXMRK JSVQEP VIGSZIV] TVS
lifeline against rising rents and a foothold WMKRMOGGERX QERYEP 1GSVX JSV EPVIEH] W
in uncertain times. But behind every rent This dynamic leaves both sides stuck on the back foot,

reacting to problems rather than preventing them. It's

payment lies an uneasy balancing act of NTIRWMZI MRIJGMIRX ERH IQSXMSREPP] H\
A xAY% AT T w  AA:AY & 1Y andproviders alike.
rising costs and capped increases. Social &VXMOGMEP MRXIPPMKIRGI SUlVW E [E] XS J

housing providers are expected to juggle this dynamit_:, ar_1d not by replacing the human touch but
) ) . ) by augmenting it.
tighter budgets with the growing social Al - predictive, proactive & personal
responsibility of providing support to tenants &. TS[IVIH TE]QIRX WSJX[EVI SUlVW LSYWMR
through economic turbulence. something traditional processes never could — foresight.

Instead of waiting for arrears to accumulate, these

7IGIRX GKYVIW TEMRX E WSFIVMRK TM G RFONSERE #5¢ Yisoficghppyrme(y data, economic
across social housing are rising at an unsustainabl e rate. indicators and behavioural patterns to predict which
Data from March 2024 showed that an average of 4,40 0 tenants might soon struggle to pay, sometimes weeks or
social housing units were in arrears per local auth ority, a17 ~ €ven months before the problem materialises.

TIV GIRX MRGVIEWI SJ SZIV Gzl J[IEVW JV{RQ predicti%%%ﬁfg‘éhc@glows housing providers to act
The average value of arrears per local authority al soroseby wsSSRIV ERH QSVI WIRWMXMZIP] SGIVMRK X
70 per cent, from £1.8 million in 2019 to £3.1 million in 2024. alternative payment schedules. By doing so, providers can

As the government moves to restrain rent hikes and take an active role in prioritising tenant wellbeing, easing
push the sector towards digital modernisation, housing URERGMEP WXVEMR ERH LIPTMRK XS TVIZIR

TVSZMHIVW QYWX ERW[IV ER MRGVIEW #€KPY TVIWWMRK UYIWXMSR
LS[ HS [I FEPERGI EGSVHEFMPMX] [MXL A REREPAShiteMis GdhBMadd $his thinking into

Evo, our soon-to-be-launched Al-enabled payments

Why payments are ripe for reinvention
platform designed to support organisations facing

At the heart of this problem lies the often overlooked,
manual processes of rent collection. The traditional rent EGSVHEFMPMX] IyGMIRG] ERH IRKEKIQIRX C
cycle is rigid and, despite its importance, these processes real-time data, Evo can help housing providers predict

VIQEMR JVEKQIRXIH MRUI\MFPI ERH TVRSYer Bsks gapyigmaig pyirgach and adjust collection

QSQIRXW [LIR XIRERXW EVI QSVI aRERGKEPP]IEMBW | VERFPRIW XLEX EVI FSXL GRERG
human-focused.

For tenants, paydays rarely align with rent cycles and one ) o ) ) )

missed payment, from illness, job loss, unexpected costs Reducing administrative drag with automation

SV WMQTP] GEWLUS[ QMWQEXGLIW G E R [SBWUBRoyy g ipfepes pegistigns. It also

arrears, debt, stress and disengagement. excels at lifting the heavy administrative burden from
front-line housing teams, freeing them to focus on more

For housing providers, each late payment triggers a meaningful, human-centric work.

chain of labour-intensive interventions. Housing providers
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.R E [SVPH [LIVI LSYWMRK SyGIVW EVI ARwwell ¥s baBirg dp&raidvidR gtessure on housing teams,

pressure to ‘do more with less’, intelligent automation this shift builds trust and improves tenant engagement.

can handle the mundane but mission-critical tasks that When people feel seen, supported and treated as

have traditionally soaked up time and resources, such individuals rather than account numbers, they're more

as sending reminders, processing payments, managing likely to communicate early, take ownership of their
VIGSRGMPMEXMSRW ERH IZIR IEKKMRKINREGSRW P \VESIRGWXWIBRXW ERH EZSMH ER] HS|
potential frauds. debt. In this context, Al isn’t replacing the human touch; it's

enhancing it, making space for genuine conversations and
IEVPMIV MRXIVZIRXMSRW FIJSVI GRERGMEP HN
arrears.

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

+,+91 9 *yEsUx/&E , <Y Y xSx<+x 9+ A&
The government’s drive to cap rent increases in social
housing aims to shield tenants from the full brunt of
MRUEXMSREV] TVIWWYVIW FYX JSV LSYAWNMRE, TVOSZd8HEN NECKL | W I
GETW GVIEXI ER YRHIRMEFPI WUYIIN S\WRittsarresrg it aRdraddaoXigvpressures showing
no signs of relenting, now’s the time to adopt systems that
EVI GI\MFPI MRXIPPMKIRX ERH LYQER GIRXVIt

8IG/LRSPSK] GER UYMIXIR XLI RSMWI WS LSYW
can focus on helping people stay secure and supported in
their homes.

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

'] KIRIVEXMRK VIEP XMQI HEXE PIH MR@VEX’KT@?\W&?W@Q \éo\ﬁfﬁre ta culral

trends, payment risks and arrears hotspots, platforms rom reactive o resilient, from nsactlons 0 |
VIPEXMSRWLMTW ERH JVSQ WLSVX XIVQ O0\IW .

like Evo can give housing providers the tools they need . thinki

XS TPER [MXL KVIEXIV GSRaHIRGI 1z1RWRPUHUYN | oevoix

conditions. This means housing providers are better At the end of the day, social housing is about people, and

IUYMTTIH XS QEMRXEMR EUSVHEFMP M XJith $¥ righHtReEHRMAYY, WeMdh Imake sure the systems

QIIXMRK XLIMV S[R GRERGMEP SFPMKE XéhisSdRiW scehéxdréd Wisias Bupfioftive and adaptable as

repaying loans, investing in housing stock or maintaining the front-line services tenants rely on.

customer-facing services.

A human-centric transformation Alex Common is the divisional product and

At its core, this isn't just about collecting rents more engineering director at Access PaySuite, part of
IYVGMIRXP] MXTW EFSYX VIMQEKMRMRKT}(]éIAe(dé;gggibLEbERHPSVH

relationship.

Intelligent payment systems allow housing providers to )
step away from the traditional ‘chase and collect’ model O a CceSS PaySU |te
towards something far more collaborative. Imagine a

system where tenants receive personalised nudges

FEWIH SR XLIMV YRMUYI GMVGYQWXERGIW WIPJ WIVZMGI
UIN\MFMPMX] XLEX IQTS[IVW XLIQ XS QEREKI XLIMV TE]JQIRXW
UI\MFP] ERH &. TS[IVIH EWWMWXERXW JSV WYTTSVX [MXL

ER] UYIWXMSRW TE]JQIRXW SV FYHKIXMRK EHZMGI
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South Yorkshire
Housing halves arrears
with Mobysoft

South Yorkshire Housing has cut its arrears from four per
cent to two per cent after its implementation of Mobysoft's
RentSense software.

Before implementing RentSense, the housing provider’s Calico Homes’ income team is primarily using RentSense
approach to arrears was mainly reactive, resulting in small to focus on its tenants needing the most support, resulting
EVVIEVW GEWIW JVIUYIRXP] IWGEPEXMR teke¥drh’ s\eely Pasatoad falling EdanP1,200 to 870
interventions. With RentSense, South Yorkshire Housing’s arrears cases.

income team can now identify arrears earlier and take

SRR el Hayley Crook, income services manager, Calico Homes,

WEMH ,8LI HEXE MRWMKLXW JVSQ 7IRX IRW
JEVVIR /S]GI MRGSQI XIEQ PIEHIV SY Mtredible. @ ¥hglel port previously took a day and a half
- SYWMRK WEMH '] TVIZIRXMRK SYV X idderei bdtwexJt any PaRdd FOKninutes. RentSense’s
HIITTIV MRXS HIFX 7IRX IRWI LIPTW TV SaXilig % poactMely idéhERE &S Rt risk has been
well-being. It also enables our team to work much more transformational, with tangible results in both arrears
IVGMIRXP] 8LMW MW GPIEV JVSQ SYV Treduttov @ Ri@hcy\shsRiGmeNtW M R K
RentSense; we've gone from having four per cent of our

. . Calico Homes is also using Mobysoft's Assisted
rents outstanding down to just two per cent.

Automation software for better tenant engagement.
LIR [ VWX MQTPIQIRXIH 7IRX IRWI VBide ltsSdpl¥iveéntdtidn, the housing provider has

sceptical. Now, if we took it away, our team would be up in conducted 35 campaigns and made almost 10,000 tenant

arms! They rely on it and value how much easier it makes contacts, with targeted messaging leading to an average

their work.” reduction in arrears of £315 for 10 per cent of the engaged
customers.

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.
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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.

Making time for residents By improving our productivity and refocusing on

5VIZMSYWP] SYV MRGSQI SYyGIVW QEREKVH ERPAMB R IWIsJ EPWS OIITMRK SYV ORERGIV
arrears cases on their individual patches. This structure ground. Collection rates are higher than they were before

meant that our residents received inconsistent service and the proportion of direct debit payments has increased.

FIGEYWI SJ XLI [E] EVVIEVW GEWIW [IV||n%gtlr%%%£d%£igd—|

prioritised. Our new ways of working have enabled our Working with NEC, we have automated our rent arrears

residents to be supported in sustaining their tenancies and PIXXIVW M R PMRI [MXL SYV TVSGIWWIW VMKL
avoid losing their homes. RSXMIGEXMSR XLEXTW WIRX [LIR EVVIEVW VIt

Our strategy was to allocate all arrears cases into one of to the notice of seeking possession. Instead of manually

three workstreams, comprising ‘prevent’, ‘resolve’ and TVITEVMRK XLI PIXXIVW SYV MRGSQI SyGIVW
UVIGSZIVY IEGL [MXL E HIHMGEXIH XIE thaSimesop@acting residents, whesher that's making

of this strategy, we implemented NEC Software Solutions’ an early phone call or sorting out a more reasonable

Account Analytics to prioritise our rent account selections, payment arrangement.

EY,XSQEIX' SY\( TdviG'WW'W ERH SUIV VIER ZMBLEBFE R AW Wy RS[ XLVMZMRK MR XL
easier to analyse, track and share. XLI] GER RS[ TPE] XS XLIMV TEVXMGYPEV WON

One year on... workstreams, knowing exactly where to prioritise and
A year after we completed our full transition to ‘prevent, having more time to help residents.
resolve and recover’, the results are clear. We've Life-changing support

successfully shifted ourfocus,towards being more ARI SJ SYV uVIGSZIV ;g SVOWXVIEQ SYGIVW E
TVSEGXMZI ERH IyGMIRX MR TVIZIRXMRE AoV SR WY WIS HRIRR

tenancies, W'th support given to prevellwt home‘Iessness. arrears but haven't responded to phone calls. She recently

we haYe ,tW|ce as mgny people attending qur rent helped one family who had a child who was unwell and

surgeries’ fo get advice, and case complgnons and were not coping; by working with them to review their

support referrals are both up by over a third. GRERGIW ERH IRXMXPIQIRXW ER EGSVHEFPI V
Even during the ‘recover phase (where a case has g one to was agreed that prevented the escalation of the rent

GSYVX SYV SyGIVW EVI WXMPP [SVOMR Kesogery progessX LSQIPIWWRIWW

For example, if a resident agrees to a repayment pl an that I ORS[ XLEX TISTPI EVI WXMPP JEGMRK WMKR

yve know |sdunrealls(;|t.|tc, we will adwsettfhem o (cj:ompl tlete 6:2 living challenges but we are committed to using analytics
income and expenditure assessment form and apply 1o € to identify residents who may be vulnerable so that we

court for a variation to their court order. can provide targeted support.

Udar 9 <a9+91 ax % 9+91ax x8x«x 9+/4&,4
It's our job to recover the debt but we want to do that Leo Stanislaus is the operations manager for

yvhlle keeping people in their homes. We've therefore income at Southwark Council.
incorporated a salary calculator into our arrangement

TVSGIWW 8LMW LIPTW YW XS QEOI UYMGO GLIGOW SR MRGSQI
and enable reasonable arrangement decisions that help
to avoid future possession actions.
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New income
recovery software
from Voicescape

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

Voicescape’s Agreements Manager has been developed have built up. When they function as intended, repayment

to enable social landlords to manage, track and optimise EKVIIQIRXW EVI ER IUIGXMZI [E] S] QEREKM|
failing tenant payment agreements in a more controlled, QIIXMRK VIKYPEXSV] VIUYMVIQIRXW [LMPI T
active and lower risk way. The aim is to reduce break rates, and support to tenants. The real challenge with these

lower the cost of managing agreements and improve agreements is that the system support to establish robust
ORERGMEP SYXGSQIW agreements, manage them over time and detect when

. . . XLI] WXEVX X HVYVMJX MW WMQTP] MREHIUY |
Agreements Manager combines behavioural science, ] S J Q ] v

TVIHMGXMZI EREP]XMGW ERH EVXM (G MAEEbrdinB & IresBavtK frénGMoice¥capée/ 35230 pier\dent
GSQTPIXI ZMWMFMPMX] ERH VMWO TV S dRveRKdaNtSs tydidally tiedup\ kdfakt repayment
providers and local authorities can draft and track agreements, with the average agreement valued at
agreements that are suited to tenants’ needs as well as £700 and scheduled to run for 2-3 years. However, most
EPMKR [MXL XLIMV S[R 0RERGMEP 05.Wadgdeime@dtela® Witz 3\& months, with an overall

. . . . failure rate often in excess of 90 per cent.
Gary Haynes, managing director, Voicescape, said,

L&PXLSYKL VITE]QIRX EKVIIQIRXW EVI WHEKWIMIRXW RERHEKIV YWIW HIREQMG VMWO
MRXIRXMSRW XS LIPT WSGMEP P ERH P SaustatiselinMefnreht WinGuni Bvid Eeyay et Wirations

over a period of time, the data shows us that the majority for each tenant. It provides behavioural insights and

of agreements fail. This consistent trend has resulted in data analytics on customers’ behaviours, allowing

debts remaining uncollected, with those debts only being housing providers to consult with tenants and formalise
XEGOPIH MJ ERH [LIR XLI] LEZI FIIR QE RgreErRdnts betier RtXélsblalikbmates messaging and
and a new approach to recovery has been implemented. alerts to maintain optimal tenant engagement and reduce

__RISVQEP SV GSYVX QERHEXIH VITE]Q BRI Qe 2e5ugigly predicting and monitoring
. the status, progfess and performance of each agreement.
used by many social landlords to recover arrears that

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.

Asprey Assets will be used Nilavra Mukerji, group director

to improve YMCA SPG'’s of property and places, YMCA
property condition processes, X BEYPIW ,VSYT WEMH
ensuring that the facilities it excited about this partnership
SUIVW JSYRK TISTPI BEnith A$dy which will provide
maintained and safe. The us with a strong system to

partnership is also intended to help manage and maintain the
streamline operations so that homes we provide.”

YMCA SPG can focus more on
supporting the young people
it serves.
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The roles of Al. RPA. ML & NLP LIVl &5. W JEPP WLSVX 75& WXITW MR [LIVI"

begins; where data speaks, NLP listens. Al unites them to
EVEL 2G7S[ LIEH SJ LSYWMRK WEPIW geiverR@pechiys patg-driyen housing services.”

WEMH BLMRO SJ EVXMGGMEP MRXIPPMIGIRG) adh mronkSAl SX5M G BAGH fothbeying a

automation (RPA)_' machine I.earning (ML) and natural for Social Housing) and professor in the digital economy
language processing (NLP) like a team. EX 9RMZIVWMX] SJ *\IXIV '"YWMRIWW GLSSP W
,75& LERHPIW XLI VITIXMXMZI GLSVIW 2distingt galexrpouifding & mesgyintelligent housing

for patterns, NLP listens and talks, and Al weaves them system. RPA automates repetitive tasks, such as logging
together, turning your raw operations into smarter, kinder repairs and generating compliance reminders. ML
services.” MHIRXMOIW TEXXIVRW MR WE] EVVIEVW SV H

UEK TSXIRXMEP TVSFPIQW IEVP] ERH 315 TSJI

*QVI OE"ER GS JSYRHIV ERH GLMIJ XIGLd, E)ocfsj%hcﬁg@ch\étb'étéim roving access and
5PIRXMOG WEMH ,&. HVMZIW WQEVXIVré-Sld M&%§RW 75& FVMHKIW XLI

integration gaps between legacy systems by mimicking

human tasks, ML predicts future trends and NLP improves L& TYPPW XLIWI XSSPW XSKIXLIV XS WYTTSVX
communication, together transforming housing operations decisions. At North Star Housing, for example, Al-driven
into seamless, proactive services. automation means that 1000s of safety actions are now

completed on time.”

52



SPECIAL FEATUREAI IN HOUSING

Realistic housing use-cases o o :
@AY dU"OBY ~dyBd@"Jid"

(LVMW +PIGO GLMIJ XIGLRSPSK] ERH T and under-imagined”
2SFIWSJX WEMH ,&. MW EPVIEH] HIPM. :

e . . Sarah McRow, Head of Housing Sales,
within income collections, repairs management and FO O <Y :SE&A
customer service. Our RentSense customers, for example,
have seen their arrears reduce to a much greater extent

than housing providers not using our Al-powered platform. Is Al under- or over—hyped?
LAXLIV VIEP PMJI NEQTPIW MRGPYHI XLI EY&%%WHW\/M@%M[R\W@%H &. MR LSYWMRK M

tenant communications, predictive modelling forvoi  ds and re- ERH YRHIV MOQEKMRIH .XfW SZIVWSPH EW E
lets, and smart resource allocation based on likely demand.”

social problems, yet undersold as a practical tool for
Trevor Hampton, director of housing solutions at NE  C KMZMRK LSYWMRK WXEUG XLI RIGIWWEV] FVI|

-SYWMRK WEMH ,&. MW LIPTMRK LSYW MW®&hat gnymmans gay dg s listen, iganecgrd build trust.

which tenants are at risk of missing their rent pay ments & MWRYIX E WMPZIV FYPPIX MXJW E TVEG X
by identifying patterns of circumstances, suchast he ;(RHIVIWXMgEXIH 9WIH XLSYKLXJYPP] MX C

PMOIPMLSSH SJ HIFX SV NTIVMIRGMRK 0RER GMEFoLE #BﬂilldMthrugtgr\ﬁmakingareal
then intervene early to improve outcomes for botht  he HMGIVIRGI XS XIRERXWY PMZIW !

resident and the housing provider. ML models can id  entify
the combined factors which could cause vulnerabilit y, such 5PIRXMUGTW OE"ER WEMH _+SV[EVH XLMRO

as someone who has recently been in hospital, lives  in an VIGSKRMWI XLI MQTSVXERGI SJ E WXVYGXY
area with antisocial behaviour or is socially isola ted following ~ data foundation and a well-architected software

a bereavement. And for asset management, Al can pre dict infrastructure as the critical foundations without which Al

which properties are likely to have damp and mould by can't function reliably, reach its full potential, be trusted to
XVEGOMRK GSRXVMFYXSV] JEGXSVW WY sipperypparptpraigcspninalippgndeliver consigtent

occupation and poor ventilation. outcomes at scale.

,&. MW FSXL ER STTSVXYRMX] ERH ER MQTI\
BAPBSObY: O&A3YB PJdY 8> challenge fer housing providers isn’t deciding whether to

EHSTX &. MX{W LS[ W[MJXP] ERH IGIGXMZIP
underlying data and software foundations that make Al

truly valuable.

headlines; it's in quiet, measurable

progress.”

Prof. Alan Brown, Al Expert, DASH
(Demystifying Al for Social Housing) ,;LIR VIGSVHW ERH STIVEXMSREP HEXE EVI
5)+W WTVIEHWLIIXW ERH IQEMPW MX FIGS
Al models to generate accurate or timely insights. It's
,8LIVI EVI EPWS RI[ STTSVXYRMXMIW JSVt%NﬂWM&%\LY@FM%QM&U&ﬁ data, emails,
manage their repairs using a combination of NLP or, more reports and raw lo%i/can Simﬁ)g be collected in a data

tO'

WTIGMOGEPP] E PEVKI PERKYEKI QSHIP IgllgezforAl‘]ag%n}él M&Hr& téﬁ&@ﬂcyyghAlhas

a photograph of a leaking tap, the housing provider  could made impressive progress in processing unstructured
use NLP to describe the photograph and say ifthe | eak information, relying on a ‘data swamp’ approach remains

MW JVSQ XLI JEYGIX XLI XET MXWIPJ SV ﬁFQ]Fy%mlleSEXLI"I%E§VQW FIWX [LIR MX LEW
thereby helping their maintenance teams to plan rep  airs and structured, contextualised data, rather than needing

EVVMZI EX XLI TVSTIVX] [MXL XLI VMKLX YMQGM&&\%eEMf}éﬁYaMa-rgalr&édlcollectionof

IF 'YVVIPP LIEH SJ &. EX 8VYWXQE VU Ydocwnsntsy’ WEMH

,&. GER FI YWIH XS WXVIEQPMRI QEMRXIRERG L Wb WY & MW SZIV LITIH [LIR N

predict property problems before they escalate and EW E UYMGO @G\ JSV GSQTPI\ LYQER W]WXIQ
improve tenant communications through chatbots. These hyped when we look at the real improvements already
applications can all help in reducing response times and

enhancing service delivery. Additionally, Al can help in emerging.

analysing patterns in rent payment to identify tenants +SV INEQTPI *\XVE(EVI (LEVMXEFPI 8VYWXJ
who might need support, allowing for better-targeted support independent living is subtle but powerful, and

interventions.” Manningham Housing’s chatbot delivers better service,
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,-SYWMRK TVSZMHIVW QYWX GEVIJYPP] QEREF
implementation risks, including ensuring data privacy,

addressing potential biases within Al algorithms, avoiding

ER SZIV VIPMERGI SR EYXSQEXIH WIWXIQW [M
human oversight and complying with relevant regulatory

frameworks.”

RSX XLVSYKL UEWL] XIGLRSPSK] FYX FEMJ\%{M@WSEQI»{M%M@XIRX

contact challenge. Al's value isn’t in transformational

LIEHPMRIW MXIW MR UYMIX QIEWYVEFPYIYMSKENWW W "YVVIPP WEMH  *XLMGEPP] |
must ensure that their Al applications don’t inadvertently

. isk d id . discriminate against any group and that any Al-derived

Business risks and considerations decisions are fair and justifiable. Transparency is key, so
2SFIWSJIXIW +PIGO WEMH ,8LI OI] VM WténaihtEstiduld BeXrforiétEvReM Kl]is used in processes
transparency and an over-reliance on automation. An Al is XLEX EUIGX XLIQ ERH XLIVI WLSYPH FI EZIRY !
SRP] EW KSSH EW XLI HEXE MXTW JIH WeiehRand¥appeeR’K LMKL UYEPMX]

well-labelled and representative data is essential. 2SFIWSIXTW +PIGO WEMH _+EMVRIWW EGGSY

LBLIVITW EPWS XLI KSZIVRERGI EWTIG Xtranspargvidy RSt be/ed théhddry allany use of Al.

need to be clear on when and how decisions are being Algorithms mustn’t reinforce biases or exclude vulnerable

made or supported by ‘responsible’ Al, particularly when customers, and housing providers must ensure that

XLSWI HIGMWMSRW EUGIGX XIRERXW + Stieir ¥ Qobi&ld ar@ &plpivablé Xauditable and subject to

designs responsible Al tools to augment, but not replace, human oversight.

LYQER HIGMWMSR QEOMRK MR SVHIV KMZIch Sy WHRK WX FE RRIEY Yru wwirxmer xs
insights rather than removing accountability. :

service delivery, reduce arrears and prevent problems
3*( -SYWMRKIW -EQTXSR WEMH  8LIVI &eH aV diswmivVbuE MW sS Itz MeaXiddd with privacy,
with using generic Al and LLMs which haven’t been consent and a human touch.”
properly trained with housing data. Al 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
GEYWI SJ ER] TVSFPIQW [MXL HEXE UY

3*( -SYWMRKIW -EQTXSR WEMH _8LI OI] XS IX
is to make sure that decision-making remains in the
I%TIPE/F)? humans, not machines. For example, if an
model recommends contacting a person to ask if
LOWIVW SJ &. RIIH XS YRHIVWXERH [LEXXEIREMIRMRV IFKMEKLYQER WLSYPH GVWX PSS

such as why it is predicting that a resident might be recommendation has been made.”
ZYPRIVEFPI SV LS[ MX MHIRXMOIW E TVSTIVX] [MXL HEQT ERH
mould. To avoid using ‘black box’ technology, housing Where are the ‘C]UiCk wins’?

providers should adopt ‘explainable Al’, with clear

reasoning behind the Al's recommendations. -RARMX]IW 2G7S[ WEMH ,8LI FIWX TPEGI XS W

&. GER XEOI TVIWWYVI St ]SYV XIEQW WYGL E
- XTW KSSH TVEGXMGI XS NEQMRI XLI T¥BSHRRMPMXG IXLEXFPRQ& IEVP] XVMEKMRK VS
generated recommendation is accurate. By saying we are UEKKMRK XIRERG] VMWOW . X{W EFSYX WLMRI
TIV GIRX GSRUHIRX XLEX E TEVXMGY BrnentsSnoikeblddmyvhumBidnnections, so use Al to
ERH QSYPH JSV XLIWI VIEWSRW SV  T|NnrnbR Kideeh Prodithi? Xuch la& dhnoticed complaints
E WTIGMUOG XIRERX [MPP JEPP MRXS HIGpoubrhdR KknainterihceWdclddgSan® paMérns of

we reduce the risk of relying too heavily on Al to make the missed communications. Use Al to shine a light, not to

OREP GEPP ! cast shadows.”

5PIRXMUGTW OE"ER WEMH & GSQQSR VM@ MW & RN IYEWKN QEEWRK & . MW E TS[IVIYP
the importance of a structured software and data E USRI WMAI 0XW EPPY WSPYXMSR .XW WYMXE
foundation. Without clean, connected and well-archi  tected XLI REXYVI SJ XLI TVSFPIQ XLI UYEPMX] SJ XI|
systems, Al struggles to deliver insights that are  timely, data and the clarity of the desired outcomes. In some

reliable or actionable. Without that foundation, ev  en the instances, traditional software logic or process redesign

most advanced Al models can fall short of their pot  ential may deliver better results with less complexity so it's

and undermine trust in Al-supported decision-making
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@®o AdyBd"
used to train it.”

Trevor Hampton, Director of Housing Solutions,
NEC Housing

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

B

administrative tasks, deploying Al chatbots to handle

SPECIAL FEATUREAI IN HOUSING

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

SVYWXQEVUYIfW 'YVVIPP WEMH ,8VERWTEV
of Al is crucial. Housing providers should inform tenants

about Al applications through clear communication

channels, such as tenant portals or informational

brochures, explaining how Al is being used and the

FIRIGXW MX FVMRKW [LMPI EPWS TVSZMHMI
TSMRXW JSV UYIWXMSRW SV GSRGIVRW ?

SQI UYMGO [MRW MRGPYHI EYXSQEXMRK WXVEMKLXJSV[EVH

)& -TW 'VS[R WEM ,-SYWMRK TVSZMHIVW W

GSQQSR XIRERX IRUYMVMIW ERH P|z|vé%ﬂﬂﬂ%‘&seCﬁﬁﬁe%‘ﬂs‘%@'?ﬁ‘”ts‘jeser"eto"”OW

predictive maintenance.

IR E GLEXFSX MW ERW[IVMRK XLIMV UYIV]
TVIHMGXMZI WIWXIQ MW GEKKMRK XLIMV EG

. XEVX WQEPP WSPZI VIEP TVSFPIQW ERddrightd, RanhtadghBrh HoUSiHd's decision to be open

your initial success because Al adoption works best
when it's grounded in everyday results. Furthermore,
most software providers are implementing Al within their
existing products so take advantage of these ready-

about Al helped to build confidence and not confusion.

,8S XLEX IRH &. HMWGPSWYVI WLSYPH FI M
communications, from welcome packs to online portals

QEHI GETEFMPMXMIW VEXLIV XLER K S MRKCRHRIY SRR Wil Bryli graung. Being open

implementation.”

3*( - SYWMRKIW -EQTXSR WEMH
be to predict which tenants are likely to be experiencing

ORERGMEP LEVHWLMT ERH LEZI HMyG Y RPSFTW A K RWK IV & @ Wk M H

This is one of the more straightforward uses of Al because
it's very structured and mathematical, with a focus on
ORERGI FEWIH HEXE

& KSS

isn't just responsible, it's good business.”

A torMdlisiig' Srafs ¥ P 1

,+SV WXEUO &. VIl
highlights the right priorities and improves job satisfaction.

+SV NEQTPI LSYWMRK SyGIVW GER WTIRH (
supporting their tenants and less time trawling through

caseloads or repair logs.”
FrsSYv

LOWMRK &. XS QEREKI TVSTIVXMIW GSYPH XLIR

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.”

Biad 4i0>yB BOY%>A40R %I Y0
J>% B:;%>8 Uid¥% RO% d"ba
on automation.”

s x 8,4l)@
Mobysoft

Al disclosure

.RORMX]IW 2G7S[ WEMH
disclose their use of Al but not just buned in a 300-page
privacy policy — tenants deserve to know if a chatbot,
repairs system or a housing waiting-list is Al-powered.

Al % A&l 9E,E % Y% {s|

,"SYWMRK TVSgZME

3*( -SYWMRK{W -EQTXSR WEMH
identify patterns from complex data in a fraction of the
time it would take a human (or even a team of humans).

Al can predict, say, vulnerabilities or risks of debt, and

LSYWMRK WXEU GER XEOI XLEX ZEPYEFPI M
with a human touch.”

,&. GER GE"

5PIRXMU0GIW OE"ER WEMH  &. LIPTW LSYWM
their routine iasks and reducing human error, freeing them
to Yocus on straiegic priorities and, importantly, fostering

stronger relationships with tenants.”

ATA> 6 AT 1

.RORMX]TW 2G7S[ WEMH ,+SV XIRERXW XLI
JIPX XLVSYKL JEWXIV GSQQYRMGEXMSRW L
of their problems and services that feel more connected

E\ér}é’.vé/" Behind thé géér'l’e@ Ml)gfrnggthens data
UYEPMX] LIPTMRK LSYWMRK TVSZMHIVW XS
more securely and reliably, all of which builds better
experiences and greater satisfaction for the people they

.XTW MQTSVXERX XS FI STIR 8IRERXWS&WVESYPH ORS[ [LIR &.

is being used and always have the option to speak to a
person if they need to. Being clear and honest helps build

housing-technology.com
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SPECIAL FEATURE

TR AR shown its potential to reduce the need for emergency

then scale from your initial success.” repairs.
Emre Kazan, Co-Founder & Chief Technology ,&W ERSXLIV NEQTPI 2ERRMRKLEQ -SYWMRK H
kplds@ {,49¢ 1 Al-powered chatbot to provide tenants with accurate , 24/7
VIWTSRWIW XS GSQQSR UYIVMIW 8LMW RSX SRP]
faster responses, more accurate information and improved SR LSYWMRK WXEU FYX EPWS MQTVSZIH pavWX X|
service overall, enhancing their satisfaction and trust in 8SKIXLIV -SYWMRK .RGSQQYRMXMIW ERH 2EF

their housing provider.” Housing each demonstrate that Al innovation isn’t limited

)& -TW 'VS[R WEMH _&. GER VIWYPX MRPYSZHXFRR I TEMVW GPIEVIV
updates and better.support. qu example, Extrgcliare . .RGRMX]IW 2G7S[ WEMH _3SVXL XEV -SYWMRI
uses Al to support its older residents in maintaining their systems have been replaced with our BRIKHousing

independence, a ‘win’ for both well-being and service software for a modern, Al-driven approach to compliance
lYyGMIRG] [LIR HSRI VMKLX &. HSIWRXnY bEREnahagdmeht Usifd Xi to scan and check

empowers them.” GIVXMOGEXMSRW GSZIVMRK IZIVIXLMRK JVSQ
maintenance to lift inspections and legionella testing, has

Sector-wide examples transformed how North Star's compliance team works.

3*( -SYWMRKIW -EQTXSR WEMH [;SPZIVIZBEQXMFR T¥GGNVWWMRK XLEX TVIZMSYWP] XSS

PA Housing, Lambeth Council and Gateshead Council per week has been reduced to just a couple of days,

EVI IEGL YWMRK WIGXSV WTIGMOG &. X@&viRgENorth S$térs ReXrivitinle ¥ ¥bZus on new initiatives

predictions about which of their assets are most at risk of such as damp, mould and condensation monitoring.”

damp and mould.

LSV INEQTPI SYXL[EVO (SYRGMP MW

analyse historical data on how its tenants manage their >"OBy +8°aUu " "+idc"0O B3 § 887"
ORERGIW ERH TE] XLIMV VIRX 8LI &. X EONeIlVAENTTanaiEnrate) s XEETE] 8L (o 2061
multip!lefactorsandlproviQelfafris.ks.core, helpingt_he iA | yJi69>"O;f1/46 i>yBd8 520 81X
council to spot people at risk of missing payments in a0 4 an xi . o0 ‘
the future, even if they appear to be managing at the \>ab >6\>,/4 ;J" 812& 8>"0BY '!/46
moment.” ly & Jy|UIdo% Ro€ado O>>a 0o1°>0
)& -fW 'VS[R WEMH _:11Z1 JSYRH E WXV Group)-forthelr editorial contributions to
WYGGIWW EGVSWW ZIV] HMUIVIRX X]TI this article.

These include Together Housing which has developed
an Al 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
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The emergence of Al is a game_changer for functionalities within your existing software could give
housing providers Alis aIready helping your organisation an instant productivity boost.
organisations across the UK to become 2. Fixwhat's in front of you _

. . . Rather than just playing in the ‘Al sandpit’, the real-world
more productlve, streamline operations application of Al to your existing processes is where you
and enhance decision-making. For housing [MPP VIEPP] WIl UYERXMGEFPI FIRIOXW
organisations, Al offers a way to operate For example, in an HR context, automating the creation of
io A AO> UAT e3f ‘A 6iA i6 A jobdessriptigns saves time and resources. The average

ltimatelv improve the liv f tenant job description takes a couple of hours to write, but with
u ately prove the lives of tenants. help from tool such as Workday’s generative Al, this can

What's not to like? 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 Al-powered automation,

JVIIMRK YT WXEU XS JSGYW SR QSVI GSQTP
facing tasks.

The trouble is the sheer number and variety of Al
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 3. The Saa$S advantage

further along their Al journeys than they realise. There are (‘g W(,Sé é [EVI EW E WIVZMG] EE
g i

[IPP HIGRIH EGXMSRW XLEX XLI] GER X 6|'b§§mlﬁvf;ﬂ L GER -
TEZI XLI [E] XS E QSVI TVSHYGXMZI EKCO@X:"%%?Rl 7 waf%el '

future ey realfly shine. SaasS solutions present an open
' door to the Al revolution and put you continuously on the
Here are three key recommendations to help housing front foot.

TVSZMHIVW KIX WXEVXIH SR XLIMV &. %tYsi\r/nISI;/,]SaaSmeansthatyoudon’tneedtoupgradeto

1. Embrace your existing Al capabilities KIX XLI FIRIGXW SJ &. FIGEYWI ]SY ORS[ ]SY
While the allure of new Al tools is undeniable, housing the latest Al advances and that you're constantly at the
providers should take a closer look at their existing forefront of innovation.

software licences. In parallel with that, Gartner predicts
that over 80 per cent of organisations (incl. housing) will
have used generative Al APIs or deployed generative Al-
enabled applications by 2026.

Most software providers, including Workday, are already

integrating Al features seamlessly into their solutions.

By leveraging these platforms, housing providers can

access cutting-edge Al capabilities without needing

Many of your current business applications are likely to WMKRMOGERX YTJVSRX MRZIWXQIRXW MR M
have Al capabilities that are lying dormant, just waiting to implementations.

FI EGXMZEXIH '] VWX YWMRK XLIWI X%\FP}N iERH ETTPIMRK XLIQ

XS JEQMPMEV HEXEWIXW LSYWMRK TV%hZO'%\g] 2EEI‘ER UeYN%itoer?léntEaﬁoUndAl, not
GSRAHIRXP] LEVRIWW XLI ,TS[IY ST & 8I5WEW§ Fl %é%ﬁ %Ii SUIVW ER STXMQMWXMG
only unlocks the power of Al faster, but you'll be using Al

about what the future could hold that's been missing for
from a trusted source and a clean dataset that you can . .
- a while. But also because it's a catalyst for real change for
(hopefully) have faith in.

organisations that are continuously asked to do more with
For example, your housing management system might less, and nowhere is that truer than in social housing.
already have features that use Al to automate the initial

XVMEKMRK SJ VITEMV VIUYIWXW FEWIHASR\@ ILEHVdINe dobal NMR&ng lead at
XLIQ XS 01 YVKIRX TVSFPIQW JEWXIV *\TRSVMRK XLIWI
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The A.l. Team

— Our Microsoft
Copilot adventure

Adam Rigg, IT Digital Analyst, Housing Solutions

“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

xAeé 1% UO 306 , 1 >1%

xAfiw i

3-A 30 T xU Ax {xA

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 — | 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 Al 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.l. Team!

Doing more and doing bette r

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 GSull FVIEO ;I EPWS HMWGSZIVIH XLEX (STI
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

5EMGXYVI XLMW E FYWXPMRK SyGI aP P HGH%[iigivesfelghgratiaq improved, with Copilot

keyboards clacking, phones ringing and the occasional cry
for help when someone accidentally deletes an important

acting as a bridge between departments, ensuring
everyone was on the same page. Copilot’s integration with

GPI 1 RITHIH E LIVS ERH 2MGVsSWSJIxX (Y @EWa MiFiassf 19ols gg gystems made it easy to

XLI TIVIJIGX GERHMHEXI

4YV KSEP [EW

%%/I%SI'\HS% XIeWEBXESYV [SVOuUS[ IRLERGMRK

TVSHYGXMZMX] WXVIEQPMRI [SVOas[wW BHSYS 094N0e! (g gepangent {pctor, Copilot's

SJ ,4STW
want a digital sidekick that can draft emails, summarise
documents and even crack a joke or two? We'd heard the
rumblings about Al 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.l. Team, ready to put Copilot through its

TEGIW *EGL QIQFIV FVSYKLX XLIMV YR_?\W“JQ'YOW%?‘I

. HMH MX EKEMR! QSQIRXW ‘é’iﬁWWpogi%ﬁ"g?%‘ﬁ'ﬂ

%‘okes 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

QSVI GSQTPMGEXIH XEWOW VIUYMVMRK LYQE
Additionally, some team members felt that relying too

heavily on Copilot might lead to a loss of critical-thinking

’Atﬁ/i"?f?{tﬁm to keep our brains sharp, even

TSMRX SJ ZMI[ XS XLI XEFPI JvsQ arReRIFERYA7 xs LsYywMRK

and assets, ensuring a comprehensive evaluation of
Copilot's capabilities.

58

Another challenge we faced was the occasional
misinterpretation of context. While Copilot was generally
accurate, there were instances where it misunderstood
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SLIWI OKYVIW HIQSRWXVEXI XLI TSWMXMZI I
SR SYV XIEQYW TVSHYGXMZMX] ERH IyGMIR(
value of integrating Al into our daily operations.

The potential of Al in our sector is immense. It has the

TS[IV XS VIZSPYXMSRMWI XLI [E] [I STIVEXI
innovative solutions to complex problems and improving

service delivery. Here are some key areas where we

FIPMIZlI & GER QEOlI E WMKRMUOGERX MQTEG

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

» Tenant engagement — Al-driven chatbots and virtual
assistants can provide tenants with instant support and
information, enhancing their overall experience.

« Data analysis — Al can process vast amounts of data to
identify trends and insights, helping us to make informed
decisions and optimise our operations.

+)948s Y apl &%Aleardmonitor and optimise energy
usage in buildings, reducing costs and our environmental

impact.
the nuances of certain tasks, leading to errors that What's next?
VIUYMVIH QERYEP GSVVIGXMSRW )IWT etk dbl pWrnifgliMEyt@eddilot into more areas
the overall experience was positive and the advantages SJ SYV [SVOUS[W JSV E KVIEXIV RYQFIV SJ
far outweighed the disadvantages. on tasks where it truly excels. We'll continue to monitor its

Let's talk about the real value of our Copilot trial. By performance and make adjustments as needed — our goal

EYXSQEXMRK XLI QYRHERI WXYd [l GS@WW‘%@VW@@%‘E?GW?Qh“ma“'”ge”“'ty

creative and strategic parts of our jobs. The time we saved &. IyGMIR

was used for brainstorming sessions, innovative projects We also plan to explore additional features and
ERH QEJFI IZIR E JI[ NXVE GSull FVIEO WapalRiitidsloBA6ilot, such as Copilot Studio and its
Copilot showed us that Al can be a game-changer, making potential for data analysis and predictive insights. By

SYV [SVO PMZIW IEWMIV ERH QSVI 1yG MdRpging these advanced functionalities, we aim to
further enhance our decision-making processes and foster

Feedback & improvements _ )
Innovation.

Feedback from our team members was crucial in

feedback was positive, with team members recognising experience that showcased the immense potential of Al in
the potential of Copilot to enhance productivity and transforming our work environment. We discovered that
WXVIEQPMRI [SVOUS[W 2ER] YWIVW ET Edplict ¥bbieXhahd(eSalvitiBy of Th¥ks, boost productivity
ability to draft and summarise emails as well as its and even add a touch of humour to our daily routines.

integration with our existing tools. The feedback also
LIPTIH YW XS MHIRXMJ] EVIEW JSV MQTVSHTOrRAVEAN h®SQ!I GLEPPIRKIW XLI SZIV
tune our approach to integrating Copilot into our daily far outweighed the negatives. As we move forward,

STIVEXMSRW ;I LEZI EPWS LIPH FVM|uMRW%M%@'EO@?W@?W'Q“W[Fareaso“’“r
members who are now keen to join the A.l. Team. VOUS[W ERH NTPSVI RI[] TSWWMFMPMXMIW

bnght, and with Al by our side, we're ready to embrace it
During our trial, we gathered some interesting statistics with open arms.

XLEX LMKLPMKLX XLI MQTEGX SJ (STMPSX SR SYV [SVOUS]|

Adam nggys an T dl)gltal aneh\/yst at
e« TIV GIRX SJ YWIVW VITSVXIH E WMKRMUGE

the time they spent drafting and summarising emails. Housmg Solutlons
* 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
(STMPSX [MXL SYV II\MWXMRK XSSPW QEOMRK XLIMV [SVOUS[W
WQSSXLIV ERH QSVI IyGMIRX
* 90 per cent of users expressed interest in continuing to
use Copilot after the trial.
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Pippa Saunders, Business Development Director, Soci al Telecoms
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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.

In previous editions of Housing Technology, we've w ritten itself another sector experiencing exceptional pres  sure. A

about environmental sensors, contact centre solutio  ns OMPPW JSV (EVI TETIV VITSVXIH XLEX WXE
and how they work together to identify maintenance social care was around 25 per cent, with roughly 35 0,000

TVSFPIQW ERH MQTVSZI VWX XMQI 0\ Vesdlechanging rslesvast year Mo RIly, an e  ight per

we're looking at how Al and machine learning augmen  t cent vacancy rate suggest that a further 130,000 po sitions

these tools, enabling powerful new solutions and al  lowing EVI YROPPIH

housing providers to leverage the same resources to  their

. LMW HIQSRWXVEXIW XLI WXVEMR SR GEVI WXEU I
fullest potential.

leave, they take experience and knowledge of care r  ecipients
Me, myself & Al — Zoom’s free Al companion with them, impacting the care provider's standard o f service.
>SSQ MW FYRHPMRK MXW &. (SQTERMSRT.JIEXYVIW MR

L . L he social care sector
subscriptions for the housing sector at no extra co st, giving
every user a free digital assistant out-of-the-box.

?( S EPP

aces numerous challenges, f rom

VIWMHIRXW RIITHMRK EVSYRH XLI GPSGO GEVI >
FIWTSOlI WSPYXMSRW XS WYTTSVX YWIVWY{ WTI
Al Companion supports agents across a range of ever yday alongside an aging population with increasing needs

processes, providing valuable insights and reducing
workloads. For example, Al Companion features for C ontact
Centre include auto-generated chat summaries forag 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. Carebuilder’s focus on ‘technology-assisted care’ h  as

BLMW MW NYWX SRI $3 >5SQ1w wivzmend EeRRUNIEFL LT AxERE S 0T TE L VIEMTIIRS
services include Meetings, Team Chat, Mail, Whitebo ard, P ger. g

QYVF%V%V%IRXE] % MXSV VIWMHIRXW 8LI VI\
*
ZIRXW 5LSRI (PMTW )SGW ERH 8EWOW FI'T'E B W éU hﬁQS

. . . ZMGI YWIVW EPMOI ERH
Al Companion. Additionally, the AI Cqmpanlon Panel allows WSPYXMSR XS XLI HMYGYPXMIW XLEX GEVI TVS
users to send prompts and receive tailored response  s.

SQI SVKERMWEXMSRW QE] UYIWXMSR [L|><§_Ulq}° .Om\%i {l Le5ydgpt support

them or if they have enough use cases to justify th e spend. arebuilder's ound works proactlfvel)l/, pm\élldmg crucial

-S[1ZIV [MXL >SSQfW QSZI MRXS GSRXEGX;:[%EeIﬁr}g@lfp L {9GApfaaagpge of vulnerable gr ZUpS'

LSYWMRK TVSZMHIVW LEZI XLl TIVJIGX ST] %V%\Lr‘tﬁn ng?ﬁn'ﬂ't reRe Otn Sensors an

'] KMZMRK EKIRXW [MXL ER NMWXMRK >ss 8 %S IBLEP LM ETRIWP systems.

access to an abundance of Al applications, contact centre 'l MHIRXMJ]MRK WTIGMOG WSYRHW XLIMV JVIU
teams can discover the features that work best for  theirneeds. Al Sound builds an understanding of how residents | ive

Carebuilder & the Social Care Crisis their lives. It is ideal for non-verbal care recipi ents, such as

2ER] LSYWMRK TVSZMHIVW SalVv EHYPx WEERY DBnepcg andmepning kehjnd uterances, - and in

emergency situations, such as detecting falls or cr  ies for help.

At Social Telecoms, our Backbone to the Future init iative
IRGSYVEKIW LSYWMRK TVSZMHIVW XS XLMRO H
0 ERH MXW ETTPMGEXMSRW FI]SRH NYWX TVSz
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.
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Using Al and machine learning, Al 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 Al 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

ZME WQEVX WIRWSVW XS SulV FIWTSOI

This array of sensors can include detection for motion or
water, or monitor usage of doors, cookers, fridges, beds

ERH QSVI 8LIWI WIRWSVW GSRRIGX SZ+Xe

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

VIWTSRH XS ER EPEVQ VIUYIWX SV XV

number of criteria.

These criteria could include urgency, distance, role,

UYEPMUGEXMSR KIRHIV SV SXLIV JEGXS
JEPP MR XLI LSQI SV E VIWMHIRX{W WM

ensures service providers can respond appropriately.

housing-technology.com

(SPMR +SWOIXX 90 HMVIGXSV (EVIFYMPHIV
triage is a lifesaver, sending alerts to people who are close

F] SV LEZI WTIGMOG UYEPMOGEXMSRW SV W
the right support is at hand.”

8LI I\XIRX SJ (EVIFYMPHIVIW WIVZMGIW Sul
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.
% Yé_l_jlj§§/“sé® x§M"Es<aU E 8s p

ith the introduction of Al features and machine learning,
GSQTERMIW WYGL EW >SSQ ERH (EVIFYMPH
ERH MRRSZEXMZI WSPYXMSRW XS FIRIOX LS

Ltl\rﬂenléth 8 tI?uaosg/ls%ll}}tions isn’t just their impact on

care or contact centre services, but also their accessibility.
Carebuilder’s proactive approach to care uses sensors and
XEFPIXW MRXIKVEXMRK IEWMP] SZIV [M 0 *
&. (SQTERMSR [MXL MXW WXERHEVH ;SVOTP
allows everybody to engage with Al 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
ERH IN\GIIH XSHE]TW VIUYMVIQIRXW
sophisticated solutions available, Al and machine learning
give organisations the edge they need to keep up with
ever-increasing demands.

s MXL MF

Pippa Saunders is the business development
MKKIY 1 EWLH SR E
irector for Social Telecoms.

X (EVIFYMPHIV
telecoms

& PARTNERS
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Al as a social
housing
expert

Trevor Hampton, Director of Housing Solutions, NEC

Software Solutions

U> U & Ui AeeUOAT,A U

A7 é3 xA . ::16 % UT 06,U & x0

increased regulation, rising workloads and constant pressure on budgets,

housing teams have a lot to deal with.

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

Generic Al isn’'t enough

The thing about generic Al 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 Al 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.

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

-1Vl EVI XLVII [E]W &. GER QEOI E VIEP

1. Speaking our language
One of the big challenges in social housing is that people

We are building a comprehensive housing dictionary for
Al 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

LSYWMRK SyGIV GER EPIVXIH XLEX XLI] RIIH X
them immediately. Another resident might call and state

XLI] EVI GSROHIRX HSRTX RIIH LIPT ERH EVI L
everything, in which case the system will give them a
WIRXMQIRX VEXMRK SJ SRI PIEZMRK XLI
focus on higher priority cases.

LSYV

2. Better data, not perfect data

When you work in housing, you know the headache of

information spread across multiple systems. You might
Irhivk GdnNAhEES In one place, rent collections in another
and repairs somewhere else.

A well-trained Al system doesn’t throw its metaphorical

WE] SRI XLMRK MR E QMPPMSR HMUIVIRMEnEGWN fraRrhtion 8 tis] ifkt¥ad, it should thrive on

might say they have a ‘bit of damp’ in their home while

ERSXLIV QMKLX XEPO EFSYX uWMKRMu
LSYWMRK SyGIV QMKLX PSK XLI GSQTP

mould & condensation). A standard Al could easily

KIX GSRIJYWIH [MXL XLIWI HMOIVIRX I\T

terminologies.

It's essential to make sure the Al you use really

YRHIVWXERHW XLI HMGIVIRX [E]W TISTP] é’ '\%%TP'
X RIIHW XS FI XEYKLX XLl WTIGMGQG [s%ﬁwg

slang that residents will use, whether they are talking
about a broken window or showing signs that they are
WXVYKKPMRK 0RERGMEPP] 8LI
what someone means, however they say it, so nothing
important gets missed.

EMQ M

connecting these dots.
E R X %o%ﬂz §h(£ eﬂ% R exhey need to sort out
poor data efor y can u e AI However, Al can help
\MIRIWI\%(% HEé(; UYEPMX] FIGEYWI MX GER MHIF
mismatched or |naccurate information and learn from
patterns.

M[\% CiEI%(R GLIGO MJ E KEW WEJIX] ¢

%%ﬂ% ﬁa\? ﬂer]tfitﬁ)rted doesn’t match

e repair that was Iogg . Al can Took at information from
HMUOIVIRX TPEGIW ERH LMKLPMKLX XLMRKW XL

WX BEW SRR vRE VAWK ERH ©

For better data and data insights, Al is only as good as
XLl XVEMRMRK MX VIGIMZIW ;LMPI &. XVEMRM
millions of data points to learn properly, social housing is a
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small sector and most housing providers have fewer than The systems are all connected, so the Al can learn from
100,000 properties. This creates a challenge. what’s happening right now, such as a resident’s phone

The solution lies in having both domain expertise and data call or a new complaint. This means it gets better and
. . g. S p. FIXXIV EX YRHIVWXERHMRK HMUIVIRX WMXY
science knowledge to identify which information matters

QSWX '] JSGYWMRK SR XLI QSWX WXEXMW M@EMBW\M@&E@GEE%?(K%M(E' XLI GREP I

features, we can make Al systems valuable even when always being madeby a

working with limited data volumes or data of varying What's also important is to use ‘explainable Al'. This means
UYEPMX] that the Al doesn't just give an answer, it also tells you why

it thinks something and how sure it is. This makes a big

HMUIVIRGI FIGEYWI LSYWMRK XIEQW GER W
behind an Al's suggestions and decide if it makes sense

rather than blindly following the advice of a computer. If

XLl & MWRTX GSROHIRX SV XLI VIEWSRW EV
not to act on the Al’s advice.

3. Predicting the unpredictable

Where Al 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 Al doing exactly that.
What's next for housing Al?

Looking ahead, Al has the potential to do some amazing
things in social housing such as analysing photos of

For Southwark Council, we trained Al 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

QSQIRX 8LI & PSSOW EX HMUIVIRX GP\YI'\&— VKVMEIIQ%Q-I{/IRNE RMRK I\E.GXP] [LEX RITH
. . . resident could send a picture of a leaky tap to their
score, so the council can focus its support on where it's

- ) ) housing provider and the Al could suggest to the housing
really needed. This is smarter than just chasllng people SYGIV XLEX E RI[ [EWLIV MW RIIHIH
who owe the most rent because someone with higher
arrears might still be able to pay, while someone with a As the regulatory burden grows and budgets remain
smaller debt might be really struggling. tight, Al that really understands housing could be hugely
FIRIGGMEP 'YX MX RIITHW XS WTIEO XLI WEC
YRHIVWXERH XLI WIGXSVIW WTIGM0OG GLEP|
HMUOIVIRGI . XTW MQTSVXERX XS VIQIQFIV X!
as clever as we teach it to be.

Similarly, Wolverhampton Homes is using Al 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 Al can highlight the at-risk
homes. This means they can carry out inspections and

repairs before those homes become unsafe. Trevor Hampton is the director of housing
The success of these projects is down to using Al that solutions at NEC Software Solutions.
LEW FIIR WTIGMUOGEPP] FYMPX JSV WSGMEP LSYWMRK 8LI] LEZI

been created with housing experts and trained on years

SJ WIGXSV WTIGMGG MRJSVQEXMSR NEC
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Scott Summers, CEO, Quality Led Projects

xA «J x0 UTO A, 6 %6 U> U & UT AeeUOAT Aw UA
shift is taking place, driven not by housing providers or software vendors but by
tenants themselves.

Armed with Al-powered legal assistants, property By combining image recognition Al, temperature and

condition detection tools and auto-generated complaint humidity data, the app can produce evidence-based

letters, tenants can hold housing providers to account reports that tenants can use when contacting their

with unprecedented accuracy and speed. housing provider.

For housing providers, this presents an emerging Winning when there’s nothing to lose

compliance risk that few are prepared for. The threat is no 8IRERX JSGYWIH PE[ GVQW MRGVIEWMRKP] EH.
longer limited to regulatory bodies or legal advocates; it no fee’ housing disrepair claims, targeting problems such

now includes every resident with a smartphone. as damp, defective heating, leaks and structural faults.

. . ‘MXL &. XSSPW WSPMGMXSVW GER
The rise of well-informed tenants

Tenants now have immediate access to comprehensive * Pre-screen claims to assess viability.
guidance grounded in UK legislation. * Generate letters rapidly and accurately, citing relevant

'LIXLIV EWOMRK _[LEX EVI Q] VMKLXW NIBI°PERHPSVH GERIX

. e (Ui th h Es‘gal ion, even
WLS[ QI Q] KEW WEJIX] GIVXMOGGEXI$® S rv%g ,EE BMRK 3SVOW ISV GSYVX
WXERHEVH JSV VSSGRK VITEMVWS$! XIR M

V Z
. " . mbudsman com Ia'Jns.
answers in seconds, citing Section 11 of the Landlord ! plal

and Tenant Act 1985, the Homes (Fitness for Human LMW MRXIRWMGOIW XLI FYVHIR SR LSYWMRK T
Habitation) Act 2018 or the relevant local authority’s repair [E]W

guidance. * Increased volume of claims - &. WMQTPMUGOIW XLI TVSGI
These tools can also draft formal letters of complaint, for tenants, increasing the likelihood of claims being

organise timelines of disrepair and recommend next steps, initiated.

including how to escalate to the Housing Ombudsman or « Evidence-backed cases — Tools such as the University

explain the pre-action protocol for a disrepair claim. of Salford’s app provide timestamped, photographic

documentation, making disputes harder to challenge.
« Legal accuracy — Al-enhanced letters of claim are more
likely to cite correct legal standards and deadlines,
reducing the scope for procedural defence.
I%e\wtational impact — Tenants are encouraged to share
reviews and complaints on social media.

Detecting damp and disrepair with Al

While housing providers are still exploring applications
of Al, claim.co.uk, in partnership with the University of
Salford, has launched an app aimed at transforming .
XIRERXWY HMWVITEMV TVSFPIQW WYGL

* Damp patches on walls and ceilings;

* Signs of black mould;

* Water ingress and condensation-related disrepair;
* Potential cold and heat loss.

When Al-generated letters get ignored

In several recent cases reported to housing charities, the
tenants had used Al to generate formal complaint letters.
These letters were sometimes dismissed by housing
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SYyGIVW EW EYXSQEXIH WTEQ?! SV | RS Xth¥it BEuBinBdsKtEdPniedIXrgawry and compliance

that's a mistake.

VIUYMVIQIRXW F]

(SYVXW ERH XLI -SYWMRK 4QFYHWQ ER 1LHa¥ihg@ Briddd éne beep understanding of the project

it's the content that matters, not who or how the letter
was written. Ignoring an Al-generated disrepair complaint
could amount to procedural unfairness.

In the Ombudsman’s 2023 report on complaints involving

HEQT ERH QSYPH E OI] RHMRK [EW XLE

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

objectives and ensuring these are met.
2. Applying data management best practices to ensure
GYWXSQIV ERH TVSTIVX] VIPEXIH VIGSVH\
are stored properly and retrieved easily.
q(%em Eﬁkgolden source of reliable data with
elial Ie system interfaces.
4. &YXSQEXMRK [SVOUS[W WYGL EW WYVZI] E
actions to ensure traceability.
5. Focusing on customer communications being

QEPEHQMRMWXVEXMSR® ERH E[EVHIH g%’?é“f‘orﬁ frd

8LI -SYWMRK 4QFYHWQER WXEXIH
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 Al, 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.

uring lan ord communications are error free, timely

;1 E Vdndr live Rvikh EdRutory obligations.

The Al power shift

Al 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

4R XLI SXLIV LERH E UYEPMX] PIH ETT@g%“&/LL?gWQJ ﬂﬁf

that IT systems and the associated processes meet

housing-technology.com
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“x3 1,6 O TU UbsT e =.. i6%Aef UTA% 67136 0611 % f U
housing providers’ operations.

ChatGPT and other Al large language models (LLMs) are - Retrieval — The system searches through a locally-
VIZSPYXMSRMWMRK XLI [E] [I WIITO XLI Editdllad\khowBdyebave YokySurRdicuments,

They've enabled access to general best practice and HEXEFEWIW [IXG XS ORH VIPIZERX MRJSVQE>
other knowledge in the public domain in a usable and YWIVIW UYIV]

engaging way. » Generation — The Al LLM model then uses both the

-S[1ZIV [LMPI XLMW MW ORI JSV KIRIVEPFI\XQQVJI\%B/I(% WI\XVST GD‘L%?( VlXVN”ZI.H MRISVQEXMS
. . . . training to geherate a coherent, accurate and business-
many crave (or need) is something similar for internal

SVKERMWEXMSREP UYIVMIW XS WYTTSV)\é\IBlEGF\lv‘EquQVIHM(TEQWI
operations, improving speed, accuracy and relevance, .R TVEGXMGEP XIVQW 7&, [SVOW PMOI XLMW

MQTVSZMRK IQTPSIHWI [SVOMRK IRZMVSRQIRX GERY KEMMRE v iwxmsr xLi WIWXIQ i

and, ultimately, tenant outcomes.
relevant documents or passages from a knowledge base
Proprietary information XLEX MW WTIGMUOGEPP] XVEMRIH SR ]SYV HE X
For example, an employee asking ChatGPT or Copilot,  These retrieved passages are provided to the Al RAG.
,,LEX MW SYV & ' TSPMG]$! [MPP JMIPH ETN$WanSB&tatds B 8Ridnse that incorporates
XLI PMRIW SJ ,. HS RSX LEZI MRJSV QE X b @&HRths Retii&¥d/in®frRation and its own general
organisation’s ASB policy but | can provide you wit h general knowledge.

ASB policy information. Would you like me to do thi  s?”. The big advantage of this approach is that your dat

The reason for this response is because, as stated in the remains secure. The Al RAG system embeds your
Al's reply, this type of Al doesn’t have access to your ASB proprietary information within its locally-controll  ed
policy documents because they are proprietary to your ORS[PIHKI FEWI ERH YWIW MX XS VIWTSRH XS >

organisation. The Al 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.

RWXIEH [LEXYW VIUYMVIH MW E Q|ERV§/'”§°5°"E%S§JEBF3¥<8M?{ ai%e\?v &R & WSPYXMSR WTIG
. . . , to the business, allowing responses to be grounded in
own current, clean and up-to-date information with  the Al's

. . our actual data rather than generic information.
natural language processing (NLP) capabilities to p rovide y g

a comprehensive, contextual (to your business) answ er » Up-to-date information —  Unlike traditional Al models,
P ' Y g\F(’\lylg XIH F] XLIMV XVEMRMRK GYX

XS XLI UYIV] 85 HS XLMW ]JSY RIIH XS MQLI'LPNII ILR§ . .
%n§ ﬁ/ﬂ%n se)sog latest company information,

SVKERMWEXMSRIW IUYMZEPIRX SJ (LEX,g .
documents, and data.

% a4 A 4948 «<x EU eF ee:
+SV LSYWMRK TVSZMHIVW &. 7&, TVSZMHIW R

What is Al RAG? » Reduced hallucinations — By retrieving factual

RAG stands for retrieval-augmented generation. This information before generating responses, RAG

enhances Al LLMs by combining (or augmenting) two key WMKRMOGERXP] VIHYGIW XLI VMWO SJ &. UQE
GETEFMPMXMIW (hallucinating) and providing inaccurate responses.



s %ES5+ 9 x"al 1 &»~"aRAGehables the Al to
become an expert in your services, processes and
policies by accessing your proprietary information in a
WIGYVI ERH GSRUOHIRXMEP [E]
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.

« Exc< apl &9IiRAGHcan reduce the need for expensive

Al IN HOUSING

» Research & development — Analyse trends, research
and whitepapers.

« IT support & operations — Self-service access to

. X GER HEeRWi&I BkPeGiSe\ror FARX antVothér Mdelmmentation

sources.
 Finance & accounting — Tax guidance and compliance,

EYHMX WYTTSVX ORERGMEP VITSVXMRK E
* HR & people operations — IVZMGI WXEUO IRUYMVMIW

a self-service chatbot, HR compliance assistance, and

policies and procedures.
» Tenant marketing & communications —  Web and

content creation, grounded in your own guidelines and

ORI XYRMRK SJ &. QSHIPW F] YWMRK VIsWeMIZEP XS LERHPI

FYWMRIWW WTIGMOG TVSTVMIXEV] OR SEkechtidd decision-support —

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

*F9<¢4 s+« E9 &»Madern<RAGsystems 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 Al RAG be used for?

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

[ITPP HIGRIH YWI GEWIW XLEX LEZI GPIEV 7S.
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

IyVGMIRG] EGLMIZMRK MRWMKLXW ERH HIPM

&. 7&, WSPYXMSRW S0V WMKRMU0OGERX tEamdutcBrey.SWW E ZEVMIX] SJ

LSYWMRK JYRGXMSRW

» Customer support — Self-service chatbots using
approved company information for handling routine
MRUYMVMIW

* 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.
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Colin Sales is the CEO of 3C Consultants.

v

+

67



HOUSING
TECHNOLOGY

Trust | Innovation | Purpose

Housing Technology is a trusted and
long-established voice in social housing,
committed to the highest levels of
personal integrity, con dence and reliability.

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.

Housing Technology shares and
encourages our community’s strong sense
of working for social good.
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