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MEET HASSAN BAHRANI

Hassan is the Director of IT, Cyber and
Data Security at Thirteen Housing
Group who have over 36,000 homes

across the North East, serving over
70,000 residents.

) Hassan has worked his way through
the ranks at Thirteen after initially
joining as a “techy” and has some

amazing insight in how you can use
emerging technologies in the social

{El:h]ﬁ[ﬁ {E@@[ﬁ] housing sector!

Managing and building homes

Read on to learn more about how
emerging technologies can be used
and embraced by housing

associations
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Can you tell us about your background and how you found your
way into social housing?

My lifelong love affair with IT and electronics began in the late 80s
with my dad's Acorn and Amiga computers. | used to tear down PCs,
TVs, VCR’s and other gadgets as a weekend treat as my dad was a
repair man back in the day. This hobby evolved into building my
own computers, leading me to study Computer Science at
university. My career started at Rolls-Royce on the IT Service desk |,
then progressed to G4S, where | worked in in the Care & Justice &
Electronic Monitoring sector as an IT Engineer.

An opportunity presented itself to me and driven by a good gut
feeling i joined Fabrick Housing Group as a technical support officer,
even though this was a significant pay cut for me the sector drew
me in. When Fabrick merged with Vela Group to form Thirteen Group,
| was very much a tech specialist in networking, virtualisation, and
storage. | worked my way through various management levels,
discovering a passion for the sector and Thirteens impact on the
area | had grown up in. To be honest, | initially planned to stay in the
public sector for just a few years, but, like many do, I fell in love with
it! The residents, my colleagues, the work they deliver and all the
quirks! Now, as Director of IT, Cyber & Data Security, | have a huge
opportunity to oversee tech and innovation that is going to better
the lives of over 70,000 people which is amazing!
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What is your core purpose at Thirteen Group, and what are your
main responsibilities?

To be honest, | feel my core purpose as Director of IT is to ensure the
voices of our technology teams are heard at the senior leadership
level. | have so many talented individuals, that | see myself working
for them more that they work for me! If | can give them a platform,
the correct tools and ensure buy in from the senior leadership team
they will continue to deliver outstanding work!

| oversee Cloud & Infrastructure, Cyber Security & Data Protection,
Application Development, and Data Integrity & Reporting.

Additionally, outside of Thirteen, | am a trustee for “A Way Out”, a
charity supporting vulnerable women, young people and families in
Teesside.,, which has opened my eyes to just how many other issues
there are in the world outside of housing.
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What are some of the challenges social housing faces if they don't
adopt new technologies?

Social housing faces unique challenges, and without adopting new
technologies, these issues will persist. Resident choice and behavioural
insights are paramount. We need insightful, accurate, and secure
records of how residents use our services and how our assets perform.

Data is key in social housing, yet we face significant challenges with
disparate data sets across applications and systems that don't
communicate effectively. This leads to missed opportunities to act on
knowledge and improve services for our residents

Additionally, we often lack cast-iron assurance surrounding data
integrity and quality, which is crucial for meeting resident needs and
understanding asset performance. The era of multi-year, multi-million
pound IT transformation projects is over. Instead, we need outcome-
focused, concise architectures and incremental changes with robust
governance to drive change.

How can organisations prepare themselves for emerging
technologies?

To prepare for emerging technologies, organisations need a strong
change and governance program with top-down buy-in, aligned with
the corporate strategy. | know it isn’t the most attractive topic, but we
must ensure we have cast-iron assurance on data quality and integrity
focusing on outcomes rather than KPI's. We must also ensure we have
an effective enterprise architecture, which should reduce application
sprawl and guide us toward our target operating model. Robust policies
and procedures, absorbed into the company culture, are essential to
control and support change. It is worth noting that if the company
doesn’t have buy in at all levels, new technologies will not work
regardless of how good it is
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What are the main challenges and hurdles to overcome when
implementing new technologies?

Winning the hearts and minds of those using new tools is vital. We
need to listen to frontline colleagues and our customers. Moving to
an objective-focused approach rather than relying solely on KPIs is
important. It's not just about introducing new technology; we must
ensure the culture is ready for change. If they don’t want it, it will fail!

Because of the necessity to understand the needs of our customers
& colleagues before enacting change, one of the best tools | use in
my current role is job shadowing frontline colleagues. One day a
month, | go out with a frontline colleague and shadow them doing
their jobs. This allows me to stay connected to their challenges and
needs, and | also speak with residents, which helps me create and
work out roadmaps that fit these needs. Without this, | would
imagine it becomes very easy to fall away from our core purpose as
a housing association and implement many technical products that
remain unused or poorly adopted. Once we have decided on the
technology, implementing it is actually quite easy if you win the
hearts & minds. However, before we begin a new implementation,
we must ensure that the fundamentals of understanding the
business needs is completed thoroughly. We must make sure that
the research and conversations from the frontline are reflected in an
objective-based roadmap.

Another issue is the need to mayp business processes accurately to
avoid overlaying analogue processes onto digital systems. If you do
not, you are setting up to fail!
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Can you share an example of how emerging technology has had a
positive impact?

| have a great example where my team seriously stepped up—a real
‘hold my beer” moment!

The way universal credit claims were processed changed
significantly, turning a fairly small task into a full-time job for our
operations team. Traditionally, universal credit claims were verified
by taking a sample to ensure accuracy. However, the DWP changed
their policy, requiring every single claim to be reviewed and signed
off. We had 15,000 claims to process in a short period of time

Instead of relying on overtime, hiring new colleagues, or getting the
operations team to complete the claims manually, our Microsoft 365
Development Team leveraged Azure RPA technologies to automate
the process—something that had never been done before in our
sector with this type of problem

To say this was a success would be an understatement! By
automating these claims, we saved 481 days, or 3,488 hours, of
human time as of speaking to you and achieved 99.999% accuracy,
which is far higher than it would have been with human error. Since
March 2022, 41,863 claims have been verified. This innovation has
influenced government policy on using UC bots for verification. We
have also shared this technology across the sector, including with
Platform Housing Group, who have further developed the tool and
won awards for it.
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What does the future hold for technology in social housing, and what
should we be wary of?

The future is both challenging and exciting.

While the misuse of Al can be concerning, a great term that sums it up
perfectly is - Al + bad data = artificial BS, as coined by lan Wright at
the Disruptive Innovators Network.

Robust data governance and assurance can mitigate these risks.
Emerging technologies like Al, machine learning, and large language
models will provide valuable insights into our residents and assets
when the data is accurate.

As a tech enthusiast, | am excited about these advancements and

their potential to enhance our services and improve the lives of those
we serve.

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 Technolo
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