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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:

ÅTest a user-centred approach to designing tenancy management services
ÅEvaluate the use of low code platforms for tenancy management as an alternative 

to enterprise housing management systems



Executive summary: Why

Existing housing management systems are expensive and not user -centred

ÅEnterprise housing management systems are used by social landlords but offer 

poor user experience.

ÅThere 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.

ÅMigrating housing systems is expensive. The high implementation costs have led 

to archaic in-house systems that have not kept pace with changing user needs.

ÅAlternatively, 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.



Executive summary: How

Developing user -centred tenancy management processes in low code platforms

ÅWe defined service patterns for 3 tenancy management processes:  Change of a 

tenantõs details such as their phone number, application for a sole to joint tenancy 

and application for succession of tenancy

ÅWe 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.

ÅBy 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.   



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:

ƀGetting a better understanding of universal service patterns and processes

ƀRefining and iterating our low code platform designs

To apply for further DLUHC funding Redbridge will need to:

ƀFind partner councils to prove the scalability of a low code approach

ƀCreate a framework that designs services based on user needs from mamakes

each partner council responsible for implementation on their own platform



Project Timeline

Discovery
Focus on learning about your 

users and their context, the 

constraints that affect your 

problem or the wider context 

youõre working in - and any 

opportunities to improve 

things.

Alpha Beta Live

Alpha is where you try out 

different solutions to the 

problems you learnt 

about during discovery.

Spend alpha building 

prototypes and testing 

different ideas. Do not be 

afraid to challenge the 

way things are done at 

the moment: alpha is a 

chance to explore new 

approaches.

The beta phase is where 

you take your best idea 

from alpha and start 

building it for real. It also 

involves thinking about 

how your service will 

integrate with (or start 

to replace) existing 

services, and preparing 

for the transition to live.

The live phase is about 

supporting the service in a 

sustainable way, and 

continuing to iterate and 

make improvements.

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



CONTEXT



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.



Cost of Problem

Cost of inaction:

Å Systems stagnate and do not keep pace with changing user needs.

Å It is estimated that better software could cut processing times by over 35% (see prototype 
testing).

Solution migrated to Migration Costs Ongoing enhancement costs

Proprietary HMS £2m - £4.5m
Depending on size and 

complexity of landlord

£750 - £1,500 p/d

Open Source £1.5m - £2m
Dependent on variances in 

repairs delivery, housing 
management processes and 

internal capability / capacity

£600 - £1,250 p/d
Can be avoided if council has 

suitable internal capability



Alpha Hypothesis

User-centred housing services can be delivered cheaply on low-code 

platforms, freeing up engineering time to òfix the plumbingó by rebuilding 

integrations with other systems.



User interface

Business logic

API

Flat file / point to 

point integrations

Data

Housing

Management

System
Housing

Management

System

API layer

Low code platform

Traditional HMS tightly 

package all layers of an 

application and are typically 

integrated with other systems 

using a range of methods, 

which can be difficult to 

unpick.

Deploying low -code on top of 

an HMS enables a better UX 

and frees up developer time to 

òfix the plumbingó of systems 

by implementing a robust API 

layer around uninspiring but 

stable legacy tech.

Existing Model Target Model

Open Source

Database

API layer

Low code platform

With the API layer in place, the 

HMS can be switched to an 

open source database when it 

becomes the most valuable 

thing the team can do.

Future Model



SCOPE



Our aims:

Å Define service patterns for 3 

tenancy management processes of 
varying complexity

Å Develop these processes in3 low 

code platforms

Å Understand integrations needed 

with other systems

Å Assess the suitability of low code 

platforms as an alternative to a 

traditional housing management 

system



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. NetcallðLiberty Create

2. PlacecubeðDigital Place, built on Liferay DXP

3. Rapid Information Systems ðRapid open-source 
application platform



Out of scope
Å Mapping other processes that are linked to the 3 processes, e.g.:

Å "death of a tenant" process that precedes tenancy succession applications

Å "adding an occupant to a household" that needs to be completed before a 

sole to joint tenancy application

Å Full service re-design, we tested concepts only

Å User journeys beyond the "happy path" of the three processes

Å Integration with Redbridge systems

Å Mock APIs were created for the existing housing management system to model 

integrations



Roadmap

January February March April

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 -------------------------------------------------------

->

Alpha Goal: To prove that 3 key tenancy management journeys can be 

created in low code platform environments



USER RESEARCH



User research timeline ðDiscovery to Alpha

Stakeholder 

Interviews

Hypothesis

User personas

Process 

Mapping

Contextual 

Studies

Prototype 

Design

Prototype 

Usability Testing

Platform 

Development

Platform 

Usability Testing

Beta



User research activities

Discovery

Å1-2-1 interviews (Qualitative data)

ÅHypothesise

Å Identify key stakeholders and user 

groups and personas

ÅProcessmapping workshop

ÅBenchmarking case studies

ÅContextual studies

Alpha

ÅDefine Process Maps and User 

Journeys

ÅDevelop visual prototypes based 

on Process Maps and User 

Journeys

ÅPrototype usability testing

ÅLow Code Platform development

ÅLow Code usability testing and SUS 

(System Usability Scoring)



User personas ðHousing 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

ƀ Has been in the job role for 5+ years

ƀ Has identified best ways of working

ƀ Works closely with Senior and Customer Service Officers

ƀ Has had to develop ad-hoc ways of working

ƀ Does not find the Housing Management system intuitive 

or logical



User personas ðSenior Housing Officer

"The ability to see where a case 

was in the system would be 

beneficial in a new system"

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 documentation is 

completed

ƀ Has been a Senior Housing Officer for 10+ years

ƀ Works closely with Housing and Customer Service Officers

ƀ Has identified Mutual Exchanges as being the most time 

consuming

ƀ Would find a dedicated Housing Management system of high 

value

ƀ Reports that there is an excessive amount of paperwork involved 

in the change of tenancy processes



User personas ðCustomer Service Officer

"Northgate is quite basic 

and is not very intuitive"

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

ƀ Has been in their role for 8+ years

ƀ Has primary contact with tenants

ƀ Works closely with the Housing Officers

ƀ Finds having to switch between two systems frustrating

ƀ Finds that the existing Housing Management system is 

not intuitive

ƀ Would find an online portal for tenants of high value



User personas ðTenant

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.

ƀ Communicates directly with Customer Service and Housing 

Officers

ƀ Finds the forms at times, difficult to follow and understand

ƀ Must telephone or email to get updates on their change of 

tenancy case

ƀ Does not always have the means to print and submit documents 

and relevant ID

ƀ Personal issues can at times impact the efficiency of the processes



User personas ðApplication Developer

"I want to use a platform that 

employs industry standards so 

that I can develop applications 

that can be easily integrated 

with new or legacy systems"

Application Developer

The role of Application Developer covers maintenance and support, 

systems implementation and integration as well as systems analysis 
and design

ƀ Has concerns around business process complexity and 

dependency on IT Service to carryout key business processes

ƀ Support and maintenance of bespoke tools needed to carry 

out business processes

ƀ Difficulties packaging legacy applications and deploying to users

ƀ User error due to lack of training or unintuitive user interfaces



As a Housing Officer ê

òI wanta system that automatically creates and 

sends emails when requesting tenant evidence so 

that I can save timeó

òI want a system that can automate manual tasks 

so that I can save timeó

òI want to use a platform that stops me having to 

re-enter the same data so that I can save timeó

User stories ðHousing Officer



As a Housing Officer ê

òI want to easily see the current status of my cases

so I know what to work on nextó

òI want to be able to see my and my colleagues 

workloads so we can help each other outó

òI want to see documents in the same system so that 

I don't have to switch back and forth between 

systemsó

User stories ðHousing Officer



User stories ðDevelopment and Support

As an Application Developerê

òI want to develop applications on a robust and secure platform to 

provide my customers with faultless applications and business assuranceó

òI want to develop applications on a platform that is intuitive and feature 

rich so that I can deliver innovative solutions without compromisesó



User stories ðDevelopment and Support

As an Application Developerê

òI want to use a platform that is well documented so that I donõt have to 

figure out how the platform has been engineered or waste time 

implement features incorrectlyó

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

develop applications that can be easily integrated with new or legacy 

systemsó

òI want to use a platform which has a strong developer community 

attached to it to aid collaboration and the sharing of ideas ó



PROTOTYPING



ÅIdentified where technical integrations with existing systems were needed 

and created mock API stubs

ÅCreated clickable prototypes to demonstrate what new ways of working 

could look like

ÅPrototype built around a Case List "hub" where Housing Officers could 

see all their cases

ÅProperty Dashboard gives an overview of occupiers, rent account balance 

and links to documents

ÅDesigned using Redbridgeõs style guide and branding

ÅRanusability testing sessions Housing Officers to gauge how intuitive 

designs were

Our approach: Prototyping



Design System

We started with the 

same visual style as 

Redbridgeõs website, 

including:

- header and footer 

banner

- brand colours

- font

- form fields

- call to action 

buttons.



New design features

ôEligibility checkõ information boxes to 

show which checks have been 

completed:

Gov.UK step indicator to show 

where the user is in the process:



Links to prototypes

Change of tenant details:

Å Change of details - Change of tenancy wireframes (figma.com)

Sole to joint tenancy application:

Å Sole to joint tenancy - Change of tenancy wireframes (figma.com)

Succession of tenancy application:

Å 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


Prototype screenshots: Case List and Sole to Joint

Case List

Sole to joint tenancy 


