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CABINET 
31 OCTOBER 2019 

 

Upgrade of Housing Services Integrated Management System. 
 

 

1.      Summary 
 

1.2 This report provides details and options for upgrading the existing Housing Services 
Integrated Management System which is used to facilitate the delivery of housing services 
for the Council. It explains why there is a need to replace the current system, the issues 
to be considered and the action proposed to be taken. 

 

2.      RECOMMENDATION 
 

2.1   That the Council upgrade its Housing Services Integrated Management System to the 
Capita One Housing IHMS platform, on terms to be agreed by the Head of Housing 
Services in consultation with the Head of Legal Services.  
 

 

3. Background and Discussion 
 

3.1 The Council procured the current Housing Services Integrated Management System 
(HSIMS) from Capita Software (formerly known as Academy) in 1996 and the system is 
still in use today, albeit, many versions on from that originally implemented. In March 
2006, agreement was reached to re-licence the system on a perpetual basis, thus 
reducing the annual running costs and enabling the continued use of the Housing system, 
whilst supported by Capita Software, without the potential for increased licence fees in 
the future.   

 

3.2 The HSIMS is currently used across Housing Services and supports the following key 
activities: 

 Rent and Service Charges Setting 

 Rent and Income Collection, including Direct Debits 

 Rent Arrears Monitoring 

 Tenant and Homeless Applicant movements around the Borough 

 Property Repairs Management 

 Tenancy Management 

 Leasehold Service Charges Management 

 Performance Management Reporting via InSight 

 Right to Buy Management 
 

3.3 In 2012 Capita Software advised that they would no longer offer the HSIMS to new 
customers, having developed a successor product, Open Housing. 

 

3.4 In February 2019, Capita Software announced the discontinuance of its support for the 
HSIMS, from1 September 2020.  

 
4. Risks 

 
4.1 This leaves the Council with and immediate but critical decision to make in terms of the 

future HSIMS. The key business risks of delaying a decision, and not then having an 
operational system in place by 1 September 2020 are; 

 Disruption to service across the Housing Service. 

 Impact on collection of rent. 

 Impact on raising and managing repairs to properties. 

 Impact on managing expenditure and budget monitoring. 

 Inability to meet the Council’s obligations as a statutory housing authority. 
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4.2 Officers also identified a significant risk in procuring and attempting to implement a new 

HSIMS prior to 1 September 2020 when support for the existing HSIMS ceases. Should 
there be any slippage or difficulty in implementation, the Council would be at risk of not 
having a functioning HSIMS system, post 1 September 2020. 

 
4.3 It is very difficult to quantify the risk in monetary terms, but even a minor disruption in the 

Council‘s ability to collect rent (the Housing team collect approx. £20 million in rent every 
year) could have a catastrophic effect on rent arrears’ levels which in turn, would impact 
on the Housing Revenue Account liquidity making it very difficult to deliver the services 
that the Council has a statutory responsibility to deliver and in which tenants, many of 
who are vulnerable, rely upon. 

 

Options appraisal 
 

4.4 Over the past few months, Housing Services, supported by IT Services, has reviewed its 
requirements and researched the market to determine whether there is an alternative 
HSIMS that would minimise service disruption, maintain performance and provide a 
modern, cost effective solution.  
 

4.5 As indicated above, the HSIMS is a business critical and extremely complex system that 
would ordinarily require a minimum period of 12 months to implement post procurement. 
It was agreed that the optimum route to appoint a supplier would be via an OJEU 
compliant procurement framework. The practical effect of a framework agreement is the 
freedom to award contracts without the need to re-advertise and re-apply the selection 
and award criteria. This alone leads to all parties saving substantial time and cost of 
repeat bidding. 

 
4.6 Two suppliers were evaluated) through the framework). Both provided different systems 

that would meet the Council’s needs and the pros and cons for both systems were 
analysed. Officers then ‘soft tested’ the market, attended demonstrations of a number of 
products and visitethree3 separate housing sites utilising HSIMSs, to experience 
alternative systems in a live environment. 

 
4.7 All of the products assessed have both positives and negatives, whether developmental, 

functional, technical or relating to implementation elsewhere and both products evaluated 
involve some level of risk. These have been carefully considered and weighed up against 
the impact to the Housing Service. In reality, there was very little to choose between the 
two products in terms of the system provided and the functionality, but the single biggest 
risk to the Council, is in terms of continuity of service, income collection and the Council’s 
ability to continue to deliver its key statutory obligations and objectives through the 
transition period. 

 

4.8 A detailed cost of the two products is detailed in Section 8 of this report. 
 

5. Outcome of Options Appraisal 
 

5.1      Following an appraisal of the options, the project team felt that the product that posed the 
least business risk in terms of mitigating the impact respectively, for disruption and on 
Income collection and ensuring the Council’s continued ability to deliver its key statutory 
obligations and objectives was to proceed with Capita. 

 

5.2 Remaining with the incumbent supplier would allow the current HSIMS functions to be 
migrated from Capita Housing to Capita One Housing individually, on a like for like basis. 
Capita One Housing and Capita Software has committed to maintain the existing HSIMS 
until all necessary modules of Capita One Housing can be successfully implemented and 
the Council’s data migrated to the new platform.  
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5.3 Capita One Housing will be available as a Cloud based system and as SAS (Software as 

a service), the option that the Council’s IT strategy deems preferable given the potential 
for future savings as Cloud First and total cost of ownership are factors for new application 
purchases.  
 

5.4 Whilst the overall cost is slightly more expensive over the potential life of the contract in 
relation to the current HSIMS, this is offset by the £48,000 that is saved from the existing 
IT budget in terms of supporting the current HSIMS. 

 

5.5 An added benefit is also that Capita, as incumbent contractor, not only already has a 
good understanding of the Housing teams’ requirements but also a good working 
relationship with the Dartford Housing and IT teams. More importantly, and in terms of 
minimising service disruption during the transition, Capita will also continue to provide 
support for the HSIMS post  September 2020 for those customers that have entered into 
a contract for the One Housing (formally, Open Housing) solution. 

 

6. Recommended route to appoint. 
 

6.1        Having analysed the market for suitable procurement vehicles, the Council’s procurement 
team have confirmed that a direct award via the Crown Commercial OJEU compliant 
Framework RM3821 can be made under Lot 2b. The Framework is open to all public 
sector organisations. The alternative approach would be for the Council to undertake a 
full competitive procurement exercise but due to the time limitations this is not a feasible 
option. There are also concerns that, irrespective of the timescales involved, the Council 
does not have the capacity or capability to undertake such a process. 

 

6.2     Implementation of the new HSIMS will require significant resource from both Housing 
Services and IT Services who will need to make allowances for back-filling for those staff 
who will be essential in the identification, configuration, testing and implementation of the 
replacement system. Furthermore, due to the importance of the project, the complexity 
of the task and the project management skills involved, and in order to ensure that the 
Housing team is able to maintain business as usual, it is proposed that a dedicated part 
time Project Manager be employed by Housing Services. The role of this part time 
resource will include liaison with the supplier, devising the project plan, monitoring 
delivery against the plan and ensuring the deadlines in the project plan are met, 
escalating swiftly to senior management in the event of difficulties that compromise the 
plan.  This appointment would be made on a consultancy basis for an initial six-month 
period with a view to extending the contract for a further 6 months, if required. 

 

7. Relationship to the Corporate Plan 
 
This report relates to the Corporate Plan strategic aim ‘to facilitate quality, choice and 
diversity in the housing market, to create strong and self-reliant communities and deliver 
high quality services to service users. 

 

8.    Financial, legal, staffing, administration implications & risk assessments 

 
Financial 
Implications 

The costs to purchase the required IHMS platform, form either of the two 
preferred suppliers, is as follows; 
 

  CIVICA CAPITA 

Software £115,673 £23,600 

Services £180,500 £190,741 

Total system purchase 
cost £296,173 £214,341 
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Annual Running Costs 

Year 1  £23,134 £43,500 

Year 2 £23,134 £43,500 

Year 3 £23,134 £43,500 

Year 4 £23,134 £43,500 

Total Ann Costs  £92,536 £174,000 

Base 4 year contact 
costs £388,709   £388,341   

 CIVICA  CAPITA  

     

Extension Annual Running Costs  

Extension Year 1 £23,134 £43,500 

Extension year2 £23,134 £43,500 

Total Extension Ann 
Costs  £46,268 £87,000 

     

Total Contract Costs £434,977 £475,341 

 CIVICA  CAPITA  
 
It is felt that any difficulty or problems arising from a system other than 
Capita would result in either significant costs and disruption or losses of 
income far outweighing any direct costs of the system.  
  

Despite the slightly higher cost of the Capita product over the potential six 
years of the contract if is felt that the business risk of contracting with a 
new provider is much higher for all the reasons given in the body of the 
work.  
 

The additional cost is also mitigated by the fact that the Housing Revenue 
accounts already budget for, and pays Capita approximately £48k pa, for 
annual maintenance on the existing HSIMS and that would not be 
expended under the new contract.  
 

The contract would be procured making a direct award under the RM3821 
procurement framework for a contract period of 4 years with the ability to 
extend for a further 2 years if approved. 
 

The cost to employ a Project Manager to lead on the implementation of the 
new product is estimated at £40,000 for an initial 6-month period but could 
extend to 12 months if required and if approved. 
 

The 2019/20 Housing Capital budget has an allocated sum of £300k for the 
purchase, and implementation of the new HSIMS. Under this proposal 
£214,341 would be used to purchase the HSIMS and the remainder to 
meet project management costs. 
 

The ongoing annual running costs are already budgeted for in the 2019/20 
HRA budget and will be adjusted accordingly for future years. 
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Legal 
Implications 

The product will be procured via a direct award via Lot 2b from the Crown 
Commercial OJEU compliant Framework RM3821. 

For the reasons outlined in the report, Contract Standing Orders will be 
waived in accordance with CSO 13, on a report of the Strategic Director 
(External Services). 

Staffing 
Implications 

The partial back-filling of some housing roles and the appointment of a 
dedicated part time Project Manager will be necessary.  This project cannot 
be managed and delivered from within existing Housing Services’ 
resources. 

Admin  
Implications 

None as a result of the report. 

Risk 
Assessment 

The Housing Service aims to provide a proactive & effective service.  
Failure to implement the proposal contained in this report would 
significantly impact on housing management performance and the quality 
of services being delivered and result in the increase in rent arrears. 

Should it not be possible to agree contract terms with Capita the Council 
would have to seek to procure a HSIMS from an alternative supplier. The 
Council does not have the capacity or capability to undertake such a 
procurement. 

 
 

9. Details of Exempt Information Category 
 
 Not applicable 
 
 
10. Appendices 
 

None. 
 

BACKGROUND 
PAPERS 

 
None. 

Documents 
consulted 

Date 
/ 
File 
Ref 

Report 
Author 
 
           

Section and 
Directorate  

Exempt 
Information 
Category 
 

  Peter Dosad 
 

Housing 
Services, 
Strategic 

 


