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Assessing the suitability of low code platforms
for housing management

Alpha Phase report

London Borough of Redbridge Digital Team, May 2022
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Core Alpha project team
Redbridge Digital Redbridge Housing Amido

A Richard Bateman Karen Kirby
ﬁ - User Researcher - Product Owner
/

__ iy

Rob Pearson
- UX Lead

Jeff Smith

‘ Miranda Man - Product Owner Rachel Bailey
| - User Researcher /
4% ° B Content Designer  Redbridge IT

- Service Designer

£ Nick Chester
CharFOtte parnes - Application Development Hugo Altendorf
> A« - Delivery Manager Spepcl?alist P - UX Designer

4 Tom Harrison
- Programme Director
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Executive summary: What

Redbridge ran an alpha phase project to explore ways of improving social
housing management

We ran a 16 week Alpha project funded by the Local Digital Fund to:
* Testa user-centred approach to designing tenancy management services
* Evaluate the use of low code platforms for tenancy managementas an alternative

to enterprise housing management systems
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Executive summary: Why

Existing housing management systems are expensive and not user-centred

* Enterprise housing management systems are used by social landlords but offer
poor user experience.

* There are high quality open source housing solutions available. However, many
councils lack either the budget or in-house technical knowledge to integrate these
solutions with existing systems.

* Migrating housing systems is expensive. The high implementation costs have led
to archaic in-house systems that have not kept pace with changing user needs.

* Alternatively, low code platforms need minimal hand-coding which reduces
development costs. Low code also usually enables quicker setup and
implementation times at the potential cost of some flexibility.
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Executive summary: How

Developing user-centred tenancy management processesin low code platforms

* We defined service patterns for 3 tenancy management processes: Change of a
tenant’s details such as their phone number, application for a sole to joint tenancy
and application for succession of tenancy

* We designed clickable prototypes of these processes. Our three low code partners
developed these prototypes on their platforms. We kept user needs at the heart of
alpha by holding user workshops and running usability testing on the prototypes
and the low code platforms.

* By addressing user needs, we can ensure that housing systems are more intuitive.
Councils with limited IT resources should be able to implement and maintain
housing solutions built on low code platforms.
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Executive summary: next steps

Our recommendation: Move to Beta

Redbridge will develop our findings from alpha to move to beta. This next phase will
include:

e Getting a better understanding of universal service patterns and processes
e Refining and iterating our low code platform designs

To apply for further DLUHC funding Redbridge will need to:

e Find partner councils to prove the scalability of a low code approach

e Create a framework that designs services based on user needs from mamakes
each partner council responsible for implementation on their own platform
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Project Timeline

Nov 2021 - Dec 2021 Jan 2022 - Apr 2022 May 2022 onwards

Exploring
the problem
space

Testing options
with hypotheses

Focus on learning about your  Alpha is where you try out The beta phase is where The live phase is about
users and their context, the different solutions to the you take your best idea supporting the servicein a
constraints that affect your problems you learnt from alpha and start sustainable way, and
problem or the wider context about during discovery. building it for real. It also continuing to iterate and
you're workingin - and any Spend alpha building involves thinking about make improvements.
opportunities to improve prototypes and testing how your service will

things. different ideas. Do not be integrate with (or start
afraid to challenge the ® to replace) existing

way things are done at - services, and preparing o
the moment: alpha is a -| for the transition to live. 4 O il
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Problem Statement

Social landlords lack user-centred solutions to deliver core housing functions.

The housing software market is dominated by a small number of providers.
Migration between existing vendor solutions is expensive and high risk. This
reduces incentives for providers to innovate products, creating a broken market.

High quality, open source solutions have begun to appear but are still expensive
to implement due to the number of integrations, e.g. with financial systems, that

need rewriting.

This is exacerbated by many social landlords being district councils, with low
internal development capacity and limited budget to rebuild integrations or fine
tune open source solutions to the needs of their users.
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Cost of Problem

Solution migrated to Migration Costs Ongoing enhancement costs

Proprietary HMS £2m - £4.5m £750 - £1,500 p/d
Depending on size and
complexity of landlord

Open Source £1.5m-£2m £600 - £1,250 p/d
Dependent on variances in Can be avoided if council has
repairs delivery, housing suitable internal capability

management processes and
internal capability / capacity

Cost of inaction:
* Systems stagnate and do not keep pace with changing user needs.

* Itis estimated that better software could cut processing times by over 35% (see prototype
testing
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Alpha Hypothesis

User-centred housing services can be delivered cheaply on low-code
platforms, freeing up engineering time to “fix the plumbing” by rebuilding
(ntegrations with other systems.
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Existing Model Target Model Future Model
User interface
Low code platform Low code platform
Business logic
API API layer API layer
Flat file / point to Housing
point integrations Open Source
Management
Database
Data System
Traditional HMS tightly Deploying low-code on top of With the API layer in place, the
package all layers of an an HMS enables a better UX HMS can be switched to an
application and are typically and frees up developer time to open source database when it
integrated with other systems “fix the plumbing” of systems becomes the most valuable
using a range of methods, by implementing a robust API thing the team can do.
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Our aims:

* Defineservice patterns for 3
tenancy management processes of
varying complexity

* Develop these processes in 3 low
code platforms

* Understand integrations needed
with other systems

* Assess the suitability of low code
platforms as an alternative to a
traditional housing management
system
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Three tenancy management processes:

1. Change of tenant details (low complexity)

2. Sole to joint tenancy application (medium complexity)
3. Succession of tenancy application (high complexity)

Three low code platform suppliers and products:
1. Netcall - Liberty Create
2. Placecube - Digital Place, built on Liferay DXP

3. Rapid Information Systems — Rapid open-source
application platform
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Out of scope

* Mapping other processes that are linked to the 3 processes, e.g.:
« "death of a tenant" process that precedes tenancy succession applications

« "adding an occupant to a household" that needs to be completed before a
sole to joint tenancy application

* Full service re-design, we tested concepts only
* User journeys beyond the "happy path" of the three processes
* Integration with Redbridge systems

* Mock APIs were created for the existing housing management system to model
integrations
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Roadmap

Alpha Goal: To prove that 3 key tenancy management journeys can be
created in low code platform environments

January February
Sprint 1 Sprint 2 Sprint 3 Sprint 4 Sprint 5 Sprint 6 Sprint 7 Sprint 8
Change of Details---> Succession
Sole to Joint------------- >
Low Code Platform development------------------------ >

Usability testing —-----==--==m-m—om oo o e e e e
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USER RESEARCH
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User research timeline — Discovery to Alpha

Stakeholder Process Prototype Platform
Interviews Mapping Design Development Beta
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Hypothesis Contextual Prototype Platform
User personas Studies Usability Testing Usability Testing
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User research activities

Discovery Alpha
* 1-2-1 interviews (Qualitative data) * Define Process Maps and User
Journeys

* Hypothesise
* Develop visual prototypes based

* Identify key stakeholders and user
on Process Maps and User

groups and personas
Journeys
* Process mapping workshop
* Prototype usability testing
* Benchmarking case studies
* Low Code Platform development
e Contextual studies

* Low Code usability testing and SUS
(System Usability Scoring)
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User personas — Housing Officer

"20-25% of time could be saved
if tenants could upload
documents”

Housing Officer

The Housing Officer will spend time to ensure that each change of
tenancy process is completed, and checks are suitably carried out.
They report to the Senior Housing Officers

Has been in the job role for 5+ years

Has identified best ways of working

Works closely with Senior and Customer Service Officers
Has had to develop ad-hoc ways of working

Does not find the Housing Management system intuitive
or logical
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Senior Housing Officer

The Senior Housing Officer will oversee the change of tenancy
processes and will sign off cases and applications provided to them
once due diligence has been completed and all documentationiis

completed
® Has been a Senior Housing Officer for 10+ years
"The ability to see where a case
was in the system would be e Works closely with Housing and Customer Service Officers
beneficial in a new system™ e Has identified Mutual Exchanges as being the most time
Senior Housing Officer consuming
e Wouldfind a dedicated Housing Management system of high
value
® Reports that there is an excessive amount of paperworkinvolved

in the change of tenancy processes
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User personas —

"Northgate is quite basic °
and is not very intuitive" °
Customer Service Officer L d
°
°
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Customer Service Officer

The Customer Service Officer is the first point of call for most tenants
and will handle the initial requests and applications. They will then
process to log these details on to the Housing Management System
and delegate to the appropriate Housing Officer

Has been in their role for 8+ years

Has primary contact with tenants

Works closely with the Housing Officers

Finds having to switch between two systems frustrating

Finds that the existing Housing Management system is
not intuitive

Would find an online portal for tenants of high value
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User personas — Tenant

The tenant will communicate at various times with the Customer
Service and Housing Officers. They are required to complete various
forms during the change of tenancy process and will be keen on
completing the processes swiftly.

e Communicatesdirectly with Customer Service and Housing
Officers

e Finds the forms at times, difficultto follow and understand

® Must telephone or email to get updates on their change of
tenancy case

e Does not always have the means to print and submit documents
andrelevantID

Personalissues can at times impact the efficiency of the processes
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User personas — Application Developer

The role of Application Developer covers maintenance and support,
systems implementation and integration as well as systems analysis
and design

® Has concernsaround business process complexity and

dependencyon IT Service to carryout key business processes
"I want to use a platform that

employs industry standards so
that I can develop applications
that can be easily integrated e Difficulties packaginglegacy applications and deploying to users
with new or legacy systems"

e Supportand maintenance of bespoke tools needed to carry
out business processes

e User error due to lack of training or unintuitive user interfaces
Application Developer
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User stories — Housing Officer
As a Housing Officer...

"l want a system that automatically creates and
sends emails when requesting tenant evidence so
that | can save time”

“l want a system that can automate manual tasks
so that | can save time”

“I want to use a platform that stops me having to
re-enter the same data so that | can save time”
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User stories — Housing Officer

As a Housing Officer... O
L 4 -
“| want to easily see the current status of my cases iy
so | know what to work on next” .
&
[ |
“l want to be able to see my and my colleagues
workloads so we can help each other out” O

"I want to see documents in the same system so that
| don't have to switch back and forth between
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User stories — Development and Support

As an Application Developer...

“I want to develop applications on a robust and secure platform to
provide my customers with faultless applications and business assurance”

‘I want to develop applications on a platform that is intuitive and feature
rich so that | can deliver innovative solutions without compromises”
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User stories — Development and Support

As an Application Developer...

“I want to use a platform that is well documented so that | don’'t have to
figure out how the platform has been engineered or waste time
implement features incorrectly”

“I want to use a platform that employs industry standards so that | can

develop applications that can be easily integrated with new or legacy
systems”

‘I wankflo use a platform which has a strong developer community

to it td aid cgllabagatiomand the sharing of ideas”
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PROTOTYPING
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Our approach: Prototyping

* Identified where technical integrations with existing systems were needed
and created mock API stubs

* Created clickable prototypes to demonstrate what new ways of working
could look like

* Prototype built around a Case List "hub" where Housing Officers could
see all their cases

* Property Dashboard gives an overview of occupiers, rent account balance
and links to documents

* Designed using Redbridge’s style guide and branding

* Ran usability testing sessions Housing Officers to gauge how intuitive
desiggs were

> & Ay
mii : )

// I

- ‘\\\\\ A “']" Le : .,g, ; ‘
Ambitious for Redbridge




London Borough of
LOCAL | The Local H
o] i | Redbridg

\

Design System

We started with the
same visual style as

Redbridge’s website, . ="
including: g il -l - i _m -

redbridge.gov my.redbridge.go.uk eforms.redbridge.go.uk

5} myhousing account

- header and footer == o
banner = —
- brand colours S

- font
- form fields

- call to action
buttons.
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New design features

‘Eligibility check’ information boxes to
show which checks have been
completed:

@ All housing officer eligibility checks passed

Show all

Automatic eligibilty checks

+/ The tenancy's rent account is not in arrears

U

London Borough of
Redbridg

\

Gov.UK step indicator to show
where the user is in the process:

1 Tenant's new name

Request evidence of
name change

3  Edit further tenant details

4 | Confirm further tenant details

5 Review evidence of
name change
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Links to prototypes

Change of tenant details:
. » Change of details - Change of tenancy wireframes (figma.com)

Sole to joint tenancy application:
* » Soleto joint tenancy - Change of tenancy wireframes (figma.com)

Succession of tenancy application:
* » Succession - Change of tenancy wireframes (figma.com)



https://www.figma.com/proto/xlmwhVDIhkhqSClyz1Ql4i/Change-of-tenancy-wireframes?page-id=223%3A9379&node-id=476%3A14332&viewport=355%2C48%2C0.35&scaling=min-zoom&starting-point-node-id=476%3A14332&show-proto-sidebar=1
https://www.figma.com/proto/xlmwhVDIhkhqSClyz1Ql4i/Change-of-tenancy-wireframes?page-id=340%3A6808&node-id=674%3A20911&viewport=355%2C48%2C0.02&scaling=min-zoom&starting-point-node-id=674%3A20911
https://www.figma.com/proto/xlmwhVDIhkhqSClyz1Ql4i/Change-of-tenancy-wireframes?page-id=755%3A21096&node-id=755%3A21947&viewport=355%2C48%2C0.04&scaling=min-zoom&starting-point-node-id=755%3A21947
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Prototype screenshots: Case List and Sole to Joint
ctiidor;le SRR

Case List

Home > Search results

S ea rc h Rledbrlcl:lge* Welcome [officer name] Log out
Wellington Road e

54 properties found

Home > Search results > 14 Wellington Road, E11 2HB > Sole to joint tenancy

Sortby = address A-Z v Property class:  all v Tenancy type:  all v Sh
-
2 Wellington Road, N14 55T g v Sole to joint tenancy
Alicia Evergreen Propertry class: Tenancy type:
Abdal Evergreen council property secure Select person to add to tenancy
Select person to add to tenancy

gIWelll‘ngton RoadzhiESS]] i . 14 Wellington Road, E11 2HB 2) Eligibility checks

iver Riveria Propertry class: Tenancy type:

council property intro

Current tenant: Vida R Catarina

3 Request evidence

6 Wellington Road, N14 55T The proposed joint tenant must be on our records as living at the property.
r

Denny Greer Propertry class: Tenancy type:
Rohit Greer freehold secure Select person . .
(required) 4 | Review evidence
8 Wellington Road, N14 55T Ira Jones
JezYu Propertry class: Tenancy type: 5 Submit for enhanced checks
Vicky Yu intro Guillermo Jones
If the person you want to add is not listed, you will need to add them as an occupant to this property first and 6 Enhanced checks

then return to the sole to joint process.

“ Review enhanced checks officer
recommendation

Arrange appointment
Cancel 9% 3PP

B0V TR B, WA TR R R R R
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Prototype screenshots: Property Dashboard page

14, Wellington Road, IG11 2RP

Property details
Tenancy details Home details
Address: 14 Wellingtan UPRM: 1048350
Road, Oaykall,
Wlfard, Exse, Acrount type: ZECS |Standard
1511 ZRP council homeal
LAt Lat Progierty type: Hame
Tenancy Start clate; 120402012 Harre type Flat / low rise
subtype:
Renl stan dae: TR0 2
Tenancy ceased date; -
People
Tenants
Mrs. Vida R Catarina Mr. Peter J Smith
Drate of birth: A5/ 1982 Date of birth: et Ty b
Age EL] By ]
FiN: ATARGY5 PIN: 3348535
Start dates 120043012 Saart date: 12472002
Prime phone OFFeaBi4EL] Prime phane i ST TEN]
numier: ik

Email address:

widarcatarinaf
il 97.0om

Emall ackdress:

vidarcatarinad
a7 com

Processes

Mo bed o a Wiews acthee prooesses s
Permitted E]
O Pars
pancr: Succession
Floce level: ! Yicky King sucoeeding to
5 Coveniry Avad, 1G1 400
Warning code: Hearing ‘Waming code: Hearing []
dilficulries difficulties i Documents
Wulnerable: Mo Vulnembie: Mo
Disabiled: Mo Disabled: Mo Tenancy added 120043012
rement
&
"ﬁ Rent Marriage  added 1202/202)
e certificate
Occupants Driver's licence added 24/12/3020
Balance: £13032
alcnumber:  1001946-004 Mr. Guillermo R Jones Mr. Ira D Jones
1661
Dt af birth: 15781955 Diate of binh: Q40172002
Last payrnent:  £16.12 .
Nz b ek Age: £l
FiR: 4133565 PIN: 4233565
Total weekly  £151.12
renl- Start dates A0 Saart date: 04501 £ 2002
Frime phone OFPeAGE4ET1 Prime pheane 07 TEAG54E31
Erveail fridelress: widaicatarinag Ernail ackdress: widancatainae
gmall 7.com gmal &7 .com
Warning oode: Hearing ‘Waming code; Hearing
diffculties difficulties

WVlnerake: o
Dizabilbed: Blo

Wil rsara e
Disabled:

Mo
Ho
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USABILITY TESTING:
PROTOTYPE
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Usability testing approach: Prototype testing

Identify key tasks within each
process for Housing and Customer
Service Officers to complete

Create tasks in usability testing
software (Maze)

Lab usability testing allowing to
monitor and evaluate user
interaction and engagementwith
the use of heatmaps, live
recordings

London Borough of 1}
Redbridge &

Contextual inquiries using end of
task surveys and open discussions
with scoring via surveys

Provide insights back to the design
team on the user experience and
engagement

Resolve any user journey issues
ahead of LCP (Low Code Platform)
development
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Usability testing: Prototype analysis

Heatmap and click analysis

Heatmaps and user clicks
monitored to better
understand how user
interacted with each
process and to identify
areas of hesitation,
confusion or Ul (User
Interface) errors.

Search Search

Sarchi <Py (] Sonr ‘ (o]

& Work items & Work items

View: M processes © Mouingpetch (BRI-MHousingoffikernamel v Show T0kems v View: | Al procestes Wngpatch: (BRI -Housingoffcername) v Show. 10mems v

y&nnnm Change of details o 1dayloh Change of details ey

bt e Sho o ncy o

EME ki Succession by 10dayleft Successi e

R A Change of details s 12daylet Change of deta .

E:ﬁ:m_‘ Succession ot day et Successi on e B

E&amm Succession oo doylett Successi on oyl ot ppomed
Ew?inwu Succession orere daylet Succession o ! e Refectad

@ GOV.UK Redh,idge*

el R
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Usability testing: Prototype analysis

Direct Success Rates

The user journey
was monitored via Avg. Duration o =

S81seconds = —:-= = —:-= = =: SEFF = =

Maze to establish Misliks =S SESIZS=ctt. == = =
3 =S I ECcfiT oz =c = =

whether a user =Ii -
completed a task = z == :E

directly from A-B = = — - . =T
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Usability testing: Prototype analysis

End of task surveys

Users were asked to answer a
series of questions after each
task to assist with analysing the
UX (User Experience) and areas
of issue or confusion around the
process and Ul (User Interface)

Mo i W

w

0%

0=

How easy was it to
navigate through each

page?

OPINION SCALE

1 being very difficult, 10 being
very easy

0% 0% 0% 0%

g2 lples fo= N0z

5

London Borough of
Redbridge

8.8

RESPONSES AVERAGE

0%

0

20% 20% 20% 40%

2 12 12 22
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Usability testing: SUS Scoring Matrix
N N L

84.1-100 96-100 Best Imaginable Acceptable Promoter
A 80.8-84.0 90-95 Excellent Acceptable Promoter
A- 78.9-80.7 85-89 Acceptable Promoter
B+ 77.2-78.8 80-84 Acceptable Passive
B 741 -77.1 70-79 Acceptable Passive
B- 72.6-74.0 65-69 Acceptable Passive
C+ 71.1-725 60 — 64 Good Acceptable Passive
C 65.0-71.0 41-159 Marginal Passive
C- 62.7-64.9 35-40 Marginal Passive
D+ 51.7-62.6 15-34 OK Marginal Detractor
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Usability testing: SUS Scoring
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Detractor Passive Promo
NPS:
Not acceptable Marginal Acceptable
Acceptable
L. Worst imaginable Poor OK Good Excellent
AdjectIVEI 00O OO 0
Grade: F D C B
SUS Score: | | | | | | | | | | |
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Usability testing: Prototype results

Change of Tenant Details — User Journey

Direct Success UX Average User
Score Score Navigation
Average Score

Update email 55.5% 70% 75% 75% 68.8%/ C / OK
address
View / approve  100% 89% 93% 93% 93.75%/ A+ /
submitted Best imaginable
evidence
Update tenant's 83.4% 82% 88% 82% 83.85%/ A/
main telephone Excellent
number
Update tenant's 100% 84% 88% 88% 90% / A+ / Best
mobile number imaginable
Update tenant's 100% 85% 90% 87% 90.5%/ A+ /
title and Best imaginable

"\,n'I b * g
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Usability testing: Prototype results

Sole to Joint — User Journey

Direct Ul Average Score | UX Average User

Success Score Navigation

Average Average Scor

Score e
Start sole to joint  100% 82.5% 82% 84% 87% / A+ /
process through Best imaginable
to requesting
evidence
Complete Soleto  100% 80% 82% 84% 87% / A+
Joint process / Best imaginable

beyond fraud and
evidence checks

A\ W, vl e R 0%
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Usability testing: Prototype analysis

Conclusions
* Usability scores high after first use, * High scoring passes recorded for
demonstrating an intuitive Ul User Experience and User Interface

* Both 'Change of Details' and Sole to High percentage of direct success
Joint processes passed SUS (System rates indicating understanding of Ul
Usability Scoring)* user journey

* Positive user responses recorded 7 Housing Officers included in
with marked improvements against usability testing

existing system (Northgate) * 6+ hours of usability testing

*Succession process not tested
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Usability testing: Prototype analysis

Results break down How would you rate the

overall user experience? 6 )

* After testing, a high number

(83.2%) of testers reported that

they did not struggle at all with the

Change of Detail processes 0% 0% 0% 0% 0% 0% 0% 33% 33% 33%

0 A oA 0 0~ oA 0 0 2 2 22 22

* (85.5%) of testers reported that

they did not struggle at all with the l l l

Sole to Joint processes

* Users rated the User Experience a
high (90%)

‘I‘n" . 4, > :
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Usability testing: Prototype analysis

User Feedback ‘ ‘

"Very simple and
straightforward, self-

"Just got a little
confused when |
was on the edit
"Clear and easy to page as | couldn't
see all the personal
detalils to edit "

explanatory.”
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USABILITY TESTING:
LOW CODE
PLATFORMS
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Our approach: low code platform development

* Each platform provider took a slightly differentapproach to prototype
implementation:

* Netcall's Liberty Create is targeted at “citizen developers” who can build
applications via the user interface. It has an existing package, Tenancy Hub, that
provides a starting point for housing processes.

* Placecube’s Digital Place is built on top of Liferay DXP so covers both CMS and
low code functionality. It also targets citizen developers with prototypes
implemented using the multi-stage form module.

* Rapid's Application Development Framework is a fully open source platform
aimed primarily at developers. The prototypes were implemented using its form
building component.

A |ﬂ ‘: " R A4 % .2 ‘
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Low code platform demos

Each low code platform supplier ran through a process at a Show and Tell:

* Rapid: Demo of ‘Change of tenant name’
https://youtu.be/NKybxglm1W0?7t=689

* Netcall: Demo of ‘Sole to joint tenancy application’
https://youtu.be/8dkxx8FMJ2Y?t=123

* Placecube: Demo of ‘Sole to joint tenancy application’
https.//youtu.be/q3aaH37IvF0?t=204

im0 T N el W
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https://youtu.be/NKy6xqIm1W0?t=689
https://youtu.be/8dkxx8FMJ2Y?t=123
https://youtu.be/q3aaH37lvF0?t=204
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Usability testing approach: Platform testing

* Identify key tasks within each process * Monitor and evaluate user
for Housing and Customer Service interaction and engagementwith the
Officers to complete use of heatmaps, live recordings and

» Connect usability testing software end of task surveys and discussion

(HotJar) to LCP test sites for testing * Post testing analysis and SUS (System

* Schedule and conduct on-site Lab Usability Scoring)

usability testing

o
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Usability testing: LCP analysis

Heatmap and click analysis

I'—\ https://redbridge-live01.rapid-is.co.uk/lbrb-circs

Solutions built on LCPs
were tested through lab
testing, heatmap and

click analysis. Session ,,s,,,,,,,,., |

Natalie Chan lenant change oT name —— * days left

*** Althorne Gardens, South Woodford, London, E*** *DA - N Initiated
y change by v daysleft Approved D

Emma Parish

*** Althorne Gardens, South Woodford, London, E* *DB
" s, South Wo n n Tenancy change by succession :Tjﬁ’:, * days left Approved D

Natalie Davis Tenancy change by succession Mo daysleft Rejected
were recorded and the T o —
| ded. »
user .J ourn ey recorae » Elbury Court, Vicarage Road, Woodford Sridge, Essex, 6™ *NF Tenant change of details Initoted e doys et
o Elbury Court Vicarage Road, Woodford Bridge, Essex, 6" *'NF Tenant change of name [:';'f" * daysleft

Miranda Man

o

Ambitious for Redbridge




London Borough of
Redbridg

\

Di rect Success Rates ‘m;) https://redbridge-live01.rapid-is.co.uk/lbrb-circs

Search
Recorded LCP user °

journeys were analysed & Work items
to monitor the success
rates of users starting
and completing a process

View: all processes O Ward:  all o Show: allitems O

*** Audley Court, South Woodford, London, E*** *BZ

Initiated .
Adrian Murray Tenant change of details g days left

* Beechwood Park, South Woodford, London, E* **EQ

Robert Chan Tenancy change from sole to joint :",',m,w

*** days left Awaiting enhanced checks

Court, Road, Woodford Bridge, Essex, IG* *NJ

.
Fairl Initiated
Wayne Wood F::::" Tenancy change by succession _'_'__,_,__ *** days left
from A-B. | gt o
dens, South Woodford, London, E*** **DA Goresbrook(LB80) Initiated
i Tenant change of name * days left Awaiting HO revi
Natalie Chan Hainauit g y
Loxford
s e
- s, South Woodford, London, E*** *DA Monkhame

L

ig i | s , mi' " ;..;a-v'w . e
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Usability testing: LCP analysis

End of task surveys

Responses Results Performance

All users were asked to
com plete a Short Su rvey Show results for:
to assess their

Given the choice, would you prefer to use this new system rather than the current (Northgate)? «

experience of using the . .. ot % f’
systems to complete A e ) - 5
various process tasks ] . . o 4
and provide valuable - . ,
feedback if or when they R ,
had an issue navigating 0
each page A | |

Mo i W
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Usability testing: Low Code Platform results

User Journey

Task Direct Ul Average Score | UX Average User

Success Score Navigation

Average Average

Score Score
Start sole to joint  100% 90% 86.66% 86.66% 90.83%/ A+
process (start to / Best imaginable
finish)
Change of Details  100% 90% 90% 90% 92.5%/ A+ / Best
(start to finish) imaginable

A\ W, n?‘: A+ :
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Usability testing: LCP analysis

Timings — Northgate vs LCP Systems

Northgate (Average LCP (Average time) Difference +/-
time)

Sole to Joint 240 seconds 63 seconds -177 seconds / LCP
26.5% quicker

Change of Tenant Details 120 seconds 46 seconds -74 seconds / LCP
38.33% quicker

AN W1 wiud W om o
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Usability testing: LCP analysis

® Northgate LCP
Timings 250
The Sole to Joint process on
average, in the LCP systemsiis 200
26.5% quicker than that of the
Northgate system. The Change
of Details process in the LCP
systemsis 38% quicker.

N
ul
(@]

100

Seconds to complete process
un
o

Sole to Joint Change of Details
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Usability testing: LCP results

Change of Details and Sole to Joint — User Journey

* 90% of users confirmed e 35/40 (87.5%) was

that they would prefer to the overall score
use the LCP system over provided when users “
Northgate rated their User
* 90% of users confirmed Experience "The system looks

that they did not struggle * The automated email
with the LCP processes process in the LCP

- 36/40 (90%) was the systemsis a
overall score from users contributing factor to

who rated the User the process times
Interface being cut between

27-38%

more modern than
Northgate"

I‘ “ -. 2 ‘:r,ﬂi N \
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Usability testing: LCP results

Change of Details and Sole to Joint — User Journey

* 35/40 (87.5%) was the “
overall score users
provided when asked
how 'easy’ it was to navigate
through each page

"It's a lot quicker and
straightforward."

"This new system
would save us
(Housing Officers)
between 30-40%
of time"

* 75% of users from the
usability testing confirmed
that the LCP systems were
quicker than the Northgate
system with 25% saying
they were not sure

i "_ 5% .. K '\ 4 ".9
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Key Insights and
Responses
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Discovery insight Alpha response

There is very high percentage of tasks which are
manual. There appears to be a lack of any
automated tasks

Having tabs is a popular need from those who
currently use the Northgate system. The ability to
add notes too would be of benefit

It is a common theme that a system which merges
the functionality and features of Information at
Work and Northgate would be ideal

Being able to add notes to a tenant's profile has
been suggested on several occasions

The automated emails requesting evidence froma
tenant regarding change of details worked
effectively as did the submission of evidence for
review

The use of breadcrumb trails/indexes within the
user interface allowed users to successfully
navigate between stages of a case

Users found the ability to review and approve
documents within the Housing Management

System and not switch between systems time
saving and helpful

Users were able to add and view tenant notes
easily and effectively after running a search for a
tenant or property

/7 7y
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Discovery insight Alpha response

Housing Officers and Customer Service

Officers have reported

that they are having to enter the same data on to
two different systems

The change of tenancy processes amount to on
average, 30% of a Housing Officers workload

There is an excessive amount of paper forms for
each of the change of tenancy processes

which must be then scanned on to the Information
at Work system and manually entered on to

the Northgate system

There is no way current way of being able to
correct a mistake made on the Northgate system
and users must place a call with the supportteam
to make any amends

Users being able to review updates, evidence,
tenant details in the low code platform is time
saving with the introduction of automated emails
cutting process times by 27-38%

Users reported after usability testing that the new
system would save between 30-40% of their time

Users welcomed the ability for tenants to submit

evidence or documents directly into the low code
platform, eliminating the requirement to scan or

move documents from one system to another

Users successfully completed the change of tenant
details process with an SUS (System Usability
Scale) score of 92.5%

o el ﬂf~
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Discovery insight Alpha response

There is no logical Ul (User Interface). For example, Usability scores registered highly after first

users are not able to view details of a tenant use, demonstrating an intuitive Ul

without having to copy the user ID and running a

search

Housing Officers have expressed having no User expressed their satisfaction that a filtering
interest in the possible analytical tools that typical  system was in place to filter cases by a specific
Housing Management Systems provide status

There is high dependency on the use of the Users reacted positively to emails being
Northgate system, email and the Information at automatically created and sent to tenants
Work system

There is currently no option to include details of The ability to add notes regarding a tenant's
tenant's accessibility needs on the personal circumstances was received with positivity
Northgate system and found to be useful

17 /1 4 7,
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BUSINESS CASE
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Value of opportunity

Scaling this project to cover all tenancy management
processes could save local authorities £2.6m p/a.

If homes managed by housing association are included,
this rises to £6m p/a.

Beyond tenancy management, this approach could also
cover leasehold services and income collection.
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Non-financial benefits

In addition to reduced processing times improved
software would also:

mprove service levels
Reduce failure demand
mprove staff experience
Support channel shift

Facilitate better data sharing with other
segvices
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Value of opportunity

Process Time Saving Volume p/a Savings p/a Savings per
Complexity property*
High Not calculated** 185 15hrs 24mins -
Medium ~180 secs 811 40hrs 33mins -
Low ~75 secs ~14,000 291hrs 40mins -
Total - ~15,000 347hrs 37mins 4mins 42secs

*Redbridge Council currently manage 4427 socially rented properties

**|t was not possible to accurately measure this figure based on MVP of process but
was estimated at 5 minutes

w
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Value of opportunity

Saving per property Saving for Council Saving for Housing Total Saving in Social
properties (total)* Association Housing sector
properties (total)**
4m 42s p/a 125,333 hrs 188,000 hrs ~313k hrs p/a
- £2,678,082 p/a £3,440,455p/a ~£6m p/a

*Based on 1.6m socially rented homes managed by councils
**Based on 2.4m socially rented homes managed by housing associations

Time savings based solely only on process execution and do not include savings related
to better UX in general system navigation.

Financial value of savings are based on average Housing Officer salary of £26k p/a as
per National Careers Service, Payscale, Indeed.com and Reed.co.uk.
Savings include employers NI for councils and housing associations. Savings include

LGPS confibutions for councils but assume statutory minimum pension for housing
associdki@hs.
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Complexity Level of Tenancy Management
_ prioity for Beta

Change of Details 100 per year Done
Sole to Joint Medlum 20 per year Done
Succession High 45 per year Medium
Assignment Medium 16 per year Low
4 weekly visits/Introductory Tenancy Low 200 per year Medium
Mutual Exchange Medium 12 per year Medium
Tenancy Audits Low 2200 per year High
ASB High 140 per year High
Gas Servicing Medium 700 per year High
Alterations/Improvements Medium 25 per year Low
Management Transfers Medium 18 per year Low
Discretionary Tenancies Medium 10 per year Low
Abandonment / Sub-letting Medium 10 per year Medium
General Correspondence/Worktray Low 10k-12k emails p/a total misc Low

correspondence, e.g:
100 p/a changing contact
details
60 p/a pest control
75-100 p/a forced entry
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RECOMMENDATIONS
AND NEXT STEPS
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Following completion of business case...

* Find partner councils to join for beta.

Alpha has proved the approach can work. Additional partners are needed to prove it's scalable
and ensure core solution isn't specific to Redbridge.

* Don't have one council manage multiple low-code providers

The approach worked in alpha but caused a lot of overhead for the team. Each partner council

should be responsible for their implementation, partnering with providers if necessary.

* Better understand universal patterns before tackling other processes

Certain procedures are prerequisite to many services, e.g. adding an occupant to a property, or
death of a tenant.

* Continue iterating design

Ministry of Justice Digital have created components well suited to internal applications which
should be adopted where suitable.
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Design Principles

* Be the guide — the system should be intuitive to
users and not forcing them to 'think' their way
through each task

* Less clicking - the user interface should be self-
contained and minimise tabs

* Don't reinvent the wheel - the system should
utilise well-tested, common patterns from existing
design systems

* Provide the right data, in context, on demand -
don't display information not relevant to the task at

hand

* Accessibility — highly accessible software is better
for all users

* Designdior different mental models — some officers

will SEalft a process from an address, others from a
NaBORNA ccommbdate beth. 4 - u
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