
 

Case study of the redevelopment of a process to allow tenants to book a housing repair on-line. 

The main objective was 

to allow more accurate 

information to be passed 

to a 3rd party system and 

improve the experience 

of the user.   

Della Mills “A lot quicker 

to log a repair. ”  

 

 

Future work will include the tenants version going live , al-

lowing internal staff to request their own repairs. 

 

Any follow questions please contact me Julian Milligan 

1904804@student.uwtsd.ac.uk 

Introduction 

Design a new form that will integrate with a cloud based system 

to raise a  repair and allow the tenants to book a date that suits 

them.  

Obstacles 

The cloud based system used a number of set Application Proto-

col Interfaces (API) to receive data. The forms package used was 

not able to sent the data in the correct format and there was no 

error checking.  

Design 

To overcome this issue a middleware application was created to 

format the data (JSON) correctly and check the incoming data for 

accuracy. 

Testing 

This was done with two internal departments one to test 

the customer journey , where the question in the right 

order. The other with the technical team that managed 

the cloud system. Changes that were made were made 

and republished.  

Outcome 

After a number of weeks of testing by both teams an in-

ternal version was launched on 16th June 2023 and to 

date 397 cases have been submitted.  

The external version to allow council tenants to log hous-

ing repairs will go live late September.  

It is expected to save over 8 hours work a week , reduce 

the number of chase up emails and calls. It is also ex-

pected to reduce the work load in other teams that deal 

with council tenants. 


