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Meeting notes
Resident Digital Inclusion Group
Date: Monday 26 May 2026
Time: 11:00am

Housing 21 Lead: Jessica Ettridge – Digital Inclusion Lead

Housing 21 Representatives: 
Sarah Walker – Head of IT Business Services 
Maddie Kelly-Morrow – Resident Engagement Lead
Amber Crick – Resident Engagement Coordinator  

Housing 21 residents: ID, CM and DD
Apologies: Hilary from The Good Things Foundation

Date of next meeting: Monday 20 July 2026
Time of next meeting: 11:00am
	Title of agenda item
	Summary of discussion

	1.
	Welcome and Introductions 
	Jessica Ettridge welcomed attendees and noted apologies from Hilary (Good Things Foundation). Jessica explained that Hilary hopes to attend the July meeting and deliver the planned AI workshop.
Jessica introduced Sarah Walker, Head of IT Business Services, who attended as a guest speaker to provide an update on the Housing 21 Housing Management System.


	2.
	Review of Previous Meeting Minutes 
	Actions from the previous meeting were reviewed.
Jessica confirmed that ongoing actions around digital inclusion resources and communications remain in progress.
No amendments were raised to the previous minutes.


	3.
	Update from IT Business Services – Housing Management System


	Sarah Walker provided a detailed overview of the Housing Management System project, including:
· The current system (Aareon QL) will no longer receive new functionality, prompting the need for a replacement.
· A structured, non-rushed approach is being taken, including: 
· Market engagement with suppliers
· Extensive internal consultation across business areas
· A completed and signed-off requirements specification
· The project is currently moving into the tender and evaluation stage, with: 
· Tender release expected imminently
· Evaluation over summer 2026
· Preferred supplier decision anticipated around September 2026
· Implementation expected from late 2026
Sarah explained that modern HMS solutions now include integrated CRM functionality, bringing together:
· Resident details
· Communication history
· Preferences and accessibility needs
· Alerts, cases, complaints and rent information
The focus of the new system is to:
· Reduce administrative burden on Scheme Managers
· Improve access to resident information
· Free up time for resident-facing work
· Improve consistency, accountability and reporting
Resident Discussion
Residents raised several important points:
· Resident voice and involvement:
Residents asked how and when residents would be directly involved in shaping the system. Concerns were raised that engagement felt reactive rather than proactive.
· CRM and accessibility needs:
Residents highlighted frustration with repeatedly being asked for information that Housing 21 already holds (e.g. communication preferences and accessibility needs), and stressed that this should be embedded within the system.
· Resident portals:
Residents expressed interest in being able to view and update their own information through an online portal.
· Training and adoption:
Concerns were raised that busy Scheme Managers may struggle to fully engage with a new system without strong training, support and clear benefits.
Sarah acknowledged these points and confirmed:
· Resident engagement will form part of the communications and change plan.
· CRM functionality is a core requirement of the new system.
· Resident portals are included in requirements.
· Training, support and change management will be central to implementation.
· External legal support has been engaged to ensure robust contracts, including penalties where suppliers fail to deliver.
Jessica confirmed that this meeting marks the starting point for resident involvement in the HMS project and that resident feedback will inform future stages.


	4.
	Live Demo – Digital Inclusion Pages

	Jessica shared updates on Digital Inclusion work and demonstrated the new Housing 21 Digital Support page on the external website.
Key points included:
Digital Inclusion Progress
· Communal Wi‑Fi installations are ongoing across Retirement Living schemes, with approximately 130 completed so far.
· Rollout may slow during summer due to contractor availability, but progress continues.
· A Digital Skills Self‑Assessment has been launched in Retirement Living, with good engagement through one‑to‑one completion.
· Work is underway to develop a Digital Advocate Network to support colleagues with digital skills.
Digital Support Web Pages
Jessica demonstrated the Digital Support section, which includes:
· Help getting online
· Information on social tariffs and broadband
· Communal Wi‑Fi and fibre information
· Free data SIMs and support via the Good Things Foundation
· Links to local council digital inclusion support
· Resources to improve digital skills (BT Senior Skills, AbilityNet, Digital Wings, etc.)
· Guidance on accessing further support and joining the Digital Inclusion Group
Residents welcomed the resources and highlighted how useful printable and easy‑to‑follow materials are when supporting others.


	7.
	AOB
	Growing the Group
Residents discussed the need to grow the Digital Inclusion Group and agreed:
· Messaging must be simple, jargon‑free and welcoming
· The group should appeal to residents with all levels of digital confidence
· Residents suggested developing a clearer “what is this group?” message
Marketing and Engagement
The group agreed to:
· Explore writing a shared blog highlighting: 
· The journey of the Digital Inclusion Group
· Achievements to date
· Resident stories and lived experience
· Consider residents acting as local “links” or advocates within schemes
Stories and Case Studies
Residents suggested sharing real stories of residents gaining confidence with digital technology to reduce fear and encourage participation.


	8.
	Follow-up tasks: 
	· Residents to draft short paragraphs/stories about digital inclusion experiences for a shared blog - All resident members

· Jessica to draft a Digital Inclusion Group blog bringing together resident contributions - Jessica

· Explore options to grow group membership and improve promotion - Jessica and Maddie
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