
TPAS Cymru – Unlocking the Future: 
How AI Can Transform Social Housing

Hosted by Martin Little

Supported by Akshita Lakhiwal



Event today is free and 
exclusively for TPAS Cymru 

members 





◼ It’s a Roundtable – do engage & participate.

◼ Session will not be recorded.

◼ Use the chat  to share any links/ good practice etc.

◼ The slides will be shared with attendees after the event.

◼ At the end do please take a few minutes to complete the feedback survey.

Housekeeping……



◼ Better services for tenants

◼ Easier operations

◼ Predicting outcomes

◼ Creating smart homes

◼ Ethical and Inclusive AI

Outline



TPAS Cymru team 
experiments

WHQS.

Translation.

Meeting notes. (fireflies.ai)

Flyers.

Creating dashboards (Claude.ai)

Creating a list of resources or reading 
material. 

Improving Content in terms of flow, language, 
or even proofread.

Idea Generation for anything and everything. 

Quality Check.

Writing prompts. 



AI in Housing



AI in Housing

Verifying Universal Credit 2022
AI is being used to assist in supporting customers struggling to pay their rent. An AI engine has been trained to 
recognise patterns in customer behaviour and payments. Where there is a change in behaviour, the system sends an 
automated message – via text or email – or alerts a colleague to check on the resident.
Strict rules have been applied to the use of the AI engine. First, customers can opt out of receiving automated 
messages at any time. Second, the AI will never be used to make any decisions that could result in legal proceedings 
on rent arrears. Finally, any customers with particular vulnerabilities do not receive any automated messages. A more 
personalised approach is taken for them, with contact by members of the team to ensure support is in place.

Used in finance to process supplier invoices.
Savings fed back into the community.



AI in Housing



AI yn Nhai Cymru

Organisations attending Centre for Digital Public Services (CDPS) etc. meetings



Potential and Current 
Uses

:

CHATBOTS & VIRTUAL ASSISTANTS – CUSTOMER SERVICE ETC. GATHERS 
INFORMATION ABOUT TENANTS, AND ASPECTS OF PROPERTIES WHICH 
SHOULD BE INTERLINKED.

AI meeting notes (including tenant meetings)

Repairs and Maintenance – analyse data from maintenance logs to predict when 
equipment is likely to fail.

Compliance

Rent and arrears management

Gathering new data such as smart sensors inside each property which would 
anticipate problems rather being reactive.

Energy management – optimise energy usage, reducing costs.

Tenant screening and allocation – analyse applications and allocates most suitable 
property.

Community building and engagement – AI can facilitate better community 
engagement by analysing social interactions and preferences, helping to organise 
events and activities that foster a sense of community among residents.



AI Comes with Risks

Confidentiality. Copyright. Underlying bias.
Can be 

manipulated.

Transparency / 
explainability.

Service failure.
Data: - ownership 

– use of data – 
quality – integrity.

AI policy in place – 
21% according to 

Microsoft

Digital Inclusion
AI has an 

environmental 
challenge





Takeaways



Takeaways







Evaluation 

https://tpascymru.questionpro.eu/feedback





www.tpas.cymru

South Wales Office               North Wales Office

77 Conway Road
Colwyn Bay
Conwy
LL29 7LN

01492 593046
enquiries@tpas.cymru

Unite Building
1 Cathedral Road
Cardiff
CF11 9SD

02920 237303
enquiries@tpas.cymru

https://www.facebook.com/tpas.cymru
https://www.youtube.com/channel/UCGvKnv6czn15w9EulMc390g
https://twitter.com/TPASCymru
https://www.linkedin.com/company/tenant-participation-advisory-service-cymru
https://www.instagram.com/tpas_cymru/
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