
HOW TCW IS PROVIDING 
MAXIMUM ASSURANCE  

Citizen is a housing association 
which owns and manages over 
30,000 homes for diverse 
communities across the West 
Midlands, from urban tower 
blocks to rural villages and 

towns. To manage and review that number of 
Landlord Gas Safety Records (LGSRs) and 
Electrical Installation Condition Reports (EICRs) 
posed a significant challenge. Ted Malkin, 
Director of Building Safety, and Julie Steventon, 
Head of Compliance and Building Safety, share 
how they have utilised TCW to replace manual 
handling of documents and create a seamless 
system that provides maximum assurance. 

The Challenge: Prior to implementing TCW, 
over 30,000 LGSR and EICR documents were 
reviewed manually by the team at Citizen. “It was 
a substantial and often disjointed process which 
took up valuable time and resource,” says Ted. 

“If you’re overwhelmed by the actual 
checking of certificates then you can’t act 
on the insights, even if you had them.” 

Choosing TCW: The decision to implement 
TCW had been made prior to Ted and Julie’s 
arrival at Citizen. What they found, however, was 
that it was not being used to its full capabilities. 
“It wasn’t being used to do what it is designed to 
do, and what it is amazing at,” explains Julie. Ted 
had previous experience of the software and 
knew that it could be used much more 
effectively to help create a seamless compliance 
system.  

Implementation: Both Ted and Julie have been 
impressed by the support received from the 
CORGI and TCW team, allowing them to 
remobilise the software and leverage its full 
capabilities to meet the needs of their 
organisation. The process now works seamlessly, 
with Citizen’s Housing Management System 
holding the compliance programmes and 
creating work orders to suppliers and 
contractors, who then complete the work and 
upload their documents into TCW for validation. 

The Benefits: TCW has brought substantial 
benefits for the team at Citizen including:

� Workflow efficiency – The workload has 
 reduced drastically. With TCW automating 
 the validation process, the Citizen team now 
 only need to check the exceptions. This has 
 allowed them to get on top of workflow and 
 dedicate resource more strategically. More 
 time can be spent on other important areas, 
 for example on overcoming access issues or 
 streamlining payments.

� Generating actionable insights – TCW is able 
 to drill down into the data and produce 
 granular information in an organised way 
 at  the click of a button. “That depth of 
 information is what other systems lack, and 
 what we were missing previously,” says Ted. 

� Flexibility – With TCW, there is no need to 
 worry about redesigning forms to ensure 
 they work with the system, they can be 
 inputted in whatever format is currently 
 being used. 

� Risk Management and Assurance – TCW 
 provides assurance that risks are being 
 managed appropriately and compliance is 
 maintained – this was recently borne out 
 during an internal audit, with the auditors 
 involved highly impressed by the TCW system.

� Certificate Driven Completion Dates – 
 Previously, the documents and evidence for 
 completion dates could be hard to find when 
 needed. With TCW, Citizen now has a 
 certificate driven programme in which every 
 completion date is backed up by a verified 
 certificate which can be instantly located 
 and accessed.

The Future: Having seen the benefits TCW has 
brought to gas and electrical compliance, Ted 
and Julie plan to implement the software across 
all of the ‘big 6’ compliance areas in due course. 
They are confident that they now have an 
assured system in place and intend to continue 
working with CORGI and TCW to build on this 
and bring even more benefits.

AT CITIZEN

In partnership with



Citizen is a housing association 
which owns and manages over 
30,000 homes for diverse 
communities across the West 
Midlands, from urban tower 
blocks to rural villages and 

towns. To manage and review that number of 
Landlord Gas Safety Records (LGSRs) and 
Electrical Installation Condition Reports (EICRs) 
posed a significant challenge. Ted Malkin, 
Director of Building Safety, and Julie Steventon, 
Head of Compliance and Building Safety, share 
how they have utilised TCW to replace manual 
handling of documents and create a seamless 
system that provides maximum assurance. 

The Challenge: Prior to implementing TCW, 
over 30,000 LGSR and EICR documents were 
reviewed manually by the team at Citizen. “It was 
a substantial and often disjointed process which 
took up valuable time and resource,” says Ted. 

“If you’re overwhelmed by the actual 
checking of certificates then you can’t act 
on the insights, even if you had them.” 

Choosing TCW: The decision to implement 
TCW had been made prior to Ted and Julie’s 
arrival at Citizen. What they found, however, was 
that it was not being used to its full capabilities. 
“It wasn’t being used to do what it is designed to 
do, and what it is amazing at,” explains Julie. Ted 
had previous experience of the software and 
knew that it could be used much more 
effectively to help create a seamless compliance 
system.  

Implementation: Both Ted and Julie have been 
impressed by the support received from the 
CORGI and TCW team, allowing them to 
remobilise the software and leverage its full 
capabilities to meet the needs of their 
organisation. The process now works seamlessly, 
with Citizen’s Housing Management System 
holding the compliance programmes and 
creating work orders to suppliers and 
contractors, who then complete the work and 
upload their documents into TCW for validation. 

The Benefits: TCW has brought substantial 
benefits for the team at Citizen including:

� Workflow efficiency – The workload has 
 reduced drastically. With TCW automating 
 the validation process, the Citizen team now 
 only need to check the exceptions. This has 
 allowed them to get on top of workflow and 
 dedicate resource more strategically. More 
 time can be spent on other important areas, 
 for example on overcoming access issues or 
 streamlining payments.

� Generating actionable insights – TCW is able 
 to drill down into the data and produce 
 granular information in an organised way 
 at  the click of a button. “That depth of 
 information is what other systems lack, and 
 what we were missing previously,” says Ted. 

� Flexibility – With TCW, there is no need to 
 worry about redesigning forms to ensure 
 they work with the system, they can be 
 inputted in whatever format is currently 
 being used. 

� Risk Management and Assurance – TCW 
 provides assurance that risks are being 
 managed appropriately and compliance is 
 maintained – this was recently borne out 
 during an internal audit, with the auditors 
 involved highly impressed by the TCW system.

� Certificate Driven Completion Dates – 
 Previously, the documents and evidence for 
 completion dates could be hard to find when 
 needed. With TCW, Citizen now has a 
 certificate driven programme in which every 
 completion date is backed up by a verified 
 certificate which can be instantly located 
 and accessed.

The Future: Having seen the benefits TCW has 
brought to gas and electrical compliance, Ted 
and Julie plan to implement the software across 
all of the ‘big 6’ compliance areas in due course. 
They are confident that they now have an 
assured system in place and intend to continue 
working with CORGI and TCW to build on this 
and bring even more benefits.

“To other housing associations I would say, we 
don’t know where we would be without TCW now, 
it’s allowing us to join the dots between teams, 
streamline processes and save time, money and 
resource. We’re using it to answer questions we 
didn’t even have 12 months ago!”
Julie Steventon
Head of Compliance and Building Safety 

“I would say, TCW is a risk 
management tool that provides 
you with evidence-based 
assurance that your dates and 
programmes are real. It’s a tool 
that helps you to manage your 
risk appropriately.”
Ted Malkin, 
Director of Building Safety

To find out what TCW can do for you, 
contact us for a demo: 01256 548040 

enquiries@corgitechnical.com

CORGI Technical Services is the preferred partner of TCW in social housing.
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