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MEET ADAM WHITTLE

Adam is the Head of IT at Freebridge
Community Housing who have 7,000
homes in Norfolk.

Adam joined Freebridge in 2018 and
has been instrumental in transforming
their technology team to become to be
a proactive business partner, while on
a tight budget!

Freebridge

COMMUNITY HOUSING

Read on to learn more about how
you can get every penny of your
tech budget working for you
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Can you start by giving us a brief overview of your background and
how you found your way into social housing?

My journey into the world of IT and social housing has been an
interesting one. Growing up in the ‘80s, | was fascinated by
technology, especially with 8-bit computers becoming accessible to
the public. This early exposure sparked a passion for technology that
has stayed with me throughout my life.

| studied computer science at A-level, which further fuelled my
interest, but | put a pause on formal technology education to explore
how technology could be used to help people.

My early career years were in finance and my first specialist role in IT
was not until in 2006 and starting on service desk, | worked my way
through various stages, gaining valuable certifications and
experience along the way.

My entry into the social housing sector came in 2018 when | joined
Freebridge. At the time, | was looking for a role in a business with a
strong social purpose. This was particularly important to me as my
young family was at a key stage in their lives, and | wanted a job
that aligned with our values and needs. My involvement with a food
bank, where | was a trustee, reinforced my desire to work in an area
that emphasised social values. The role at Freebridge was a perfect
match, allowing me to use my technology skills to help the
community both in and outside of work.
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What is your role at Freebridge, and what has been the key focus of
your tech teams over the last few years?

At Freebridge, | lead the technology function, overseeing core
service delivery, infrastructure, cyber security, program
management, and strategy.

When | first joined Freebridge, our IT service was primarily reactive,
focusing on incident problem management and fulfilling immediate
requests. Over the past few years, we have made a concerted effort
to shift towards a more Iinitiative-taking and business-led approach.
This has involved building staff development into our processes,
which has helped drive a culture of continuous improvement within
the team.

One of our primary goals was to transform our team from being
reactive to proactive, expanding our team to 10 members and
focusing on building their skills and capabilities. This shift was
instrumental in enabling us to drive forward digital transformation
initiatives.

We also undertook a full review of our target operating model to set
strong principles for future growth. By refreshing our tech strategy
and improving our governance structure, we were able to lay solid
foundations for technology-driven change.

Early on, we focused on achieving cyber essentials for security and
implementing ITIL and service desk institute principles. This
structured approach allowed us to set things in motion for long-
term benefits.
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| know that you have done a lot by utilising available tech without
busting the budget. What tech have you used, and what for?

In a smaller organisation, it's crucial to plan ahead and have a clear
strategy for continuous improvement. We don’t have the budget to
make large leaps, so we focused on methodical, incremental progress
towards our goals.

One of our key investments has been in Microsoft licenses. While it might
not sound groundbreaking, using Microsoft's suite of tools has allowed
us to build significant capability over time. We started with lower-level
licenses and gradually moved to more advanced ones, such as E5
licensing, which includes Power Platform, Power Bl, Power Automate, and
Power Apps and some further enhancement of cyber security tools.

This strategic approach helped to build trust across the exec teams at
Freebridge by proving the value of these tools without making huge
upfront investments. This trust allowed us to pitch for, and receive,
bigger investments over time as IT began to be viewed as a critical
business partner to enable success.

Another critical area of investment was in our service delivery model. We
had an outdated delivery model that needed a complete overhaul. As
part of our move to The Cloud, we focused on shift-left and automation
strategies, utilising ITIL service desk principles to improve our processes.
This led to better KPI management and improved behaviours across the
team. By aiming to resolve 80% of requests at the first-line service level,
we freed up senior team members to focus on transformational
projects.

This approach of focusing on core service delivery and building a strong
foundation has enabled us to achieve significant improvements without
large budgets. It's about maximising what you have available and
demonstrating value for money to secure further investment.
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What were you able to achieve with this approach?

Through this methodical approach, we have achieved several key
milestones. One of our major achievements has been building
capability and learning development within the team. This is crucial,
especially when working within budget constraints. We set up a
development plan for the team and partnered with a key external
partner to build internal capacity on modern technologies. Over
time, we gradually reduced our reliance on external partners, which
was both cost-effective and empowering for our team.

Finding the right partners was essential to developing new platforms
efficiently. This collaboration helped us avoid becoming overly
reliant on expensive external services and enabled us to achieve
quicker turnaround times for some our projects.

Our principles have also significantly improved our disaster
response capabilities options. By moving away from legacy
technology and reducing our reliance on on-premises
infrastructure, we have enhanced our resilience and cyber security.
This has also supported our flexible working approach, making us
more adaptable to changes and challenges.
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Were there any tech or partners you used that proved invaluable?

Yes, key partners were crucial for different initiatives. One notable
example was when we developed a mobile working solution using
the Power Platform. We started by engaging with internal colleagues
to understand their needs and then scaled back to create a solution
that was both effective and budget friendly.

Another critical aspect was collaborating with other Housing
Associations that had undertaken similar projects. Sharing
knowledge and learning from their experiences helps us avoid
pitfalls and implement effective solutions more efficiently.

I'm passionate about supporting the sector and believe in the value
of sharing innovations and best practices. Housing Technology,
Digital Housing Partnership Network and Disruptive Innovators
Network (and of course Share with Purpose!) are notable examples
of collaborative thinking in the sector.

| shared our journey and solutions in a lunch-and-learn session with
other housing associations showing that significant improvements
can be achieved on a limited budget. Our approach emphasised
stakeholder engagement, breaking projects into phases, and
focusing on minimum viable products. This method allowed us to
innovate without significant costs.
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Moving away from legacy tech is always tricky. How did you gain
buy-in and ensure minimum disruption?

Gaining buy-in and ensuring minimal disruption required a well-
structured approach. We set up a governance framework with a
head of service group that meets monthly to discuss our tech
strategy. This open dialogue and structured process helped us gain
buy-in at the service level and ensure alignment with our overall
goals.

We also improved our service desk principles, acting as a gateway
for advising on where changes fit within the tech group. This helped
manage expectations and ensure that everyone was on the same
page. Engaging various groups, such as colleague forums, provided
added input and support, fostering a collaborative environment.

What did you learn, and what extra advice would you give to other
smaller HAs?

One of the key lessons we’ve learned is the importance of planning
ahead while remaining adaptable. Regularly reviewing your strategy
document as part of the budget process allows you to adjust to
modern technologies and changing circumstances. For instance,
with the rapid development of Al and tools like Copilot, it's crucial to
be prepared to integrate modern technologies.

Building capacity and margin within your team is essential for
handling unexpected challenges. Investing in team development
and keeping a stable, motivated team drives improvement and
transformation. Even if you are stretched thin, prioritising team
development pays off in the long run.
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What's next for Freebridge, and what are your aspirations for future
tech in social housing?

Moving forward, we are focusing on enhancing the digital element of
our strategy. Improving data quality is a key priority, as it will enable
us to make better decisions and enhance other areas. We aim to put
more emphasis on the customer experience, learning from more
advanced organisations to improve our own processes.

We also plan to continue investing in cyber security to stay ahead of
potential threats. By using existing software and continuously
improving our customer engagement, we hope to drive further digital
transformation and improve the overall experience for our residents.

Have a story to Share?

Want to learn more about social housing and Share with Purpose?

Get in touch with the Recruit with Purpose team!

Henry James Ben
Director of Social Director of Housing Senior Consultant
Housing Technology Housing Technology

henry@recruitwithpurpose.co.uk

james@recruitwithpurpose.co.uk

ben@recruitwithpurpose.co.uk

Recruit with Purpose


mailto:henry@recruitwithpurpose.co.uk
mailto:james@recruitwithpurpose.co.uk
mailto:ben@recruitwithpurpose.co.uk

