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MEET BROOK EVANS

Brook is the the Assistant Director of
Systems at Aster, who own and
manage over 37,000 homes across
the south of England and London.

Brook joined Aster in 2004 and has
grown with the business. He has
been a key figure and leader in IT
and has worked on replacing nearly
all Aster’s maojor IT systems. Brook is
JAY S T ER now implementing a business-wide
GROUP , Microsoft Dynamics 365 solution to

centralise everything!

Read on to learn more about
implementing Dynamics 365 at
Aster!

Recruit with Purpose



are with Purp

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

| actually studied IT in college and started my career in sales at a
mail-order company. There was just one person in IT, and | began
spending a day a week helping out. When they left, | took on the role
full-time. The company eventually got bought out and relocated,
leaving me redundant. That’s when | applied for an IT Support
Engineer role with Testway Housing in Andover.

| evolved from IT support into development over time. Testway
merged with several other organisations, and | grew with the
business as we expanded the IT team from 4 to 45 people. | have a
personal link to social housing going back to my childhood as | grew
up in social housing, so working in this sector feels meaningful. |
value being able to make a difference through my role.

What is your role at Aster?

I’'m the Assistant Director of Systems at Aster. | oversee teams
responsible for maintaining, updating, and developing our core
business systems across the group. This includes architects,
developers, and application support teams. My role is all about
shaping the tech strategy—deciding on the direction we take with
apps and ensuring that all systems interact seamlessly.
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| know you’ve worked on lots of end-to-end tech projects. What
have been some key wins over the years?

There have been many! The biggest wins have come through
merger and acquisition projects. I've been involved in four large
mergers and several smaller ones, aligning systems across the
board as we grew from 8,000 to nearly 40,000 properties. We've
replaced nearly all the major systems, including housing and asset
systems. We're now implementing a business-wide Dynamics
solution to centralise everything.

One of the challenges has been integrating the best systems for
each department while making sure everything works together. This
eventually led to choosing Dynamics as a centralised function to
bring together high-use systems like housing, finance, and repairs.
The goal was to have all the data in one place.

Let’s talk about Dynamics specifically. What value were you hoping
to gain for the business?

The main goal was consistent data and a consistent user
experience. We wanted to move away from relying on a single
supplier and instead adopt a partner model for support and
changes. From my perspective, we wanted tools that allowed the
team to develop and implement changes more quickly. The old
technology just wasn't flexible enough.

Additionally, automation has been a huge advantage. We've driven
efficiency with more automation, and no longer have to do massive
upgrades just to keep up.
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Once you'd decided on Dynamics, what came next?

The first step was getting agreement across the business that an ERP
(Enterprise Resource Planning) system was the way to go. We
considered different housing systems or sticking with what we had,
but ERP was the clear choice, and Dynamics was our solution.

We developed a roadmap and designed a structure for
iImplementation. A key challenge was communicating to business
leaders that their current systems, while they might work for their
teams, could be causing problems elsewhere. The overarching goal
was to benefit the entire organisation.

Who were the key people involved in the process?

We engaged with the executive board early on to ensure everyone
was aligned on the approach. Then, we put together a project team
for delivery, including service designers and developers. We also had
key sponsors from each department, such as finance and CRM, to
represent their needs throughout the implementation.
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What were the early priorities once you kicked off the
implementation?

The first priority was delivering Dynamics CE to the contact centre
and related teams. This allowed us to remove the contact centre
from the current housing systems and streamline customer
interactions through Dynamics. As a result, call times dropped by
over two minutes on average, which then had a significant impact
on wait times and overall efficiency.

We also automated processes like Permission to Share (PTS) and
Safe and Deceased notifications. For example, PTS is now handled
via text messages rather than letters, cutting down communication
time from weeks to minutes!

How did the implementation progress from there? Did you follow
any specific methodologies?

We've taken an iterative approach, gradually replacing case
management within Dynamics. We started with complaints and are
now rolling out case management and customer interactions
across other areas. Mobile working solutions via Power Apps for
home visits and estate inspections are also in development. In
addition, we're implementing Dynamics for finance and scoping
plans for a customer portal.

We've set up an overarching programme delivery group to steer the
Dynamics implementation, with individual project managers
handling each phase, from service design to training.
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What worked well, and what didn’t?

The shift to working in sprints has been really effective, especially for
resource planning. We've seen good uptake of Dynamics CRM,
delivering what Aster needs.

What didn’t go as well? We had a steep learning curve with
managing partners. It’s a different relationship than with typical
housing suppliers. We also faced challenges around mergers and
acquisitions pulling resources away from the Dynamics project.
Additionally, it's been hard to help people visualise the end product
since we’re building from scratch—it’s like buying a house off-plan
rather than seeing a finished product.

Did you build anything bespoke?

Yes, we've built processes to drive target dates and automated task
allocation based on property and officer assignment. We've also
integrated functionality to notify people via Teams when tasks are
logged in Dynamics.

What advice do you have for housing associations starting a
Dynamics implementation?

Be clear on your goals from the outset, and don’t underestimate the
time it will take. Have a solid team structure in place, with the right
mix of developers, service designers, and partners. Planning and
realism are key!
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What's next for Aster and your aspirations for the future of tech in
social housing?

The next big focus for us is asset management. Dynamics doesn’t
have a perfect solution for assets yet, so we're working on how to
manage asset data effectively. Once we nail that, we'll build out
processes for repairs, lettings, billing, and more.

In terms of the broader sector, if we get the foundation right, there’s
huge potential to automate decision-making and drive even more
efficiencies. There’s still a lot of ground to cover, but we’re moving in
the right direction.

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
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