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What we focused on

Websites

Social 
Media

Engagement 
Platforms

Staff Skills 













Key observations 
about the LA 

housing sector



Websites



Websites

◼Not many Local Authorities have a dedicated housing website.

◼Housing content is posted on the housing section on the main council website.

◼ The content must be approved, causing delays in updating the information.

Content is 
created

Sent to other teams 
for approval

Delayed 
approval/   
rejection

Other content 
is prioritised

Content is now 
obsolete 

Tenants are not made 
aware of key info



Websites

“They want it kept corporate; they don’t want everyone to have 

their own webpage. They’re like ‘no we are a County Council; it’s 

all got to be in one place”.

“RSLs all have their own branding and identity, 

why are we any different and why shouldn’t we 

be allowed to have it?”

“I think the content on the council website, as a 
housing webpage, is not as interesting and as 
friendly as it could be”

“We have a corporate County Council website and then we 
have a housing page, but trying to find stuff on it is absolutely 
dire. For me, it’s one of the worst websites ever but they think 
it’s one of the best”



Websites

Click Test

◼As part of the research, we conduced a ‘click test’ with eight 
typical questions tenants would have.

◼For the Carmarthenshire website and other Local Authority 
websites.



To get to 

housing 

general 

page

What help 

can I get if I 

am at risk of 

being 

homeless?

How can 

I log a 

repair?

How to pay 

rent and/or 

council 

tax?

Where can I 

report a 

noise 

complaint?

How do 

I swap 

my 

house?

What days 

are my 

rubbish 

bins taken?

How do 

I get a 

parking 

permit?

Av

LA1
4 4 4 2 6 4 4 4 4

LA2
2 2 3 2 2 5 2 2 2.5

LA3
1 2 4 2 2 2 2 2 2.25

LA4
1 2 20+ 2 2 20+ 2 2 6.4

LA5
2 3 4 1 5 7 1 2 3.2

LA6
1 2 4 1 3 4 2 3 2.5

LA7
3 3 4 2 4 4 3 3 3.25

LA8
4 1 4 3 9 20+ 1 4 5.75

LA9
1 2 4 2 3 3 2 4 2.7

LA10
4 2 4 2 4 3 1 4 3

LA11
1 3 3 2 4 6 2 20+ 5.2



Websites

Click Test

◼Generally, there is a ‘three click rule’ when it comes to web design.

◼If it takes more than three clicks to find the information, generally 
people lose interest and give up searching.

◼These results would be better if they were conducted on a 
dedicated housing website as the information would be easier to 
find quickly. 











Social Media



Social Media

◼If only using the main council social media sites, housing 
content can get lost in the sheer number of other posts.

◼More Local Authorities have some form of dedicated 
housing social media pages.

◼A great, cost effective way to engage with tenants.

◼Most tenants have personal social media accounts and are 
confident using them.



Facebook Research  

Main Council FB page Dedicated housing FB page

No. of Posts Housing Related 

Posts

No. of Posts Housing Related 

Posts

LA1 62 2 11 11

LA2 76 11 27 16

LA3 52 2 55 35

LA4 25 0 n/a n/a

LA5 47 2 n/a n/a

LA6 45 1 n/a n/a



Social Media

“It’s around making sure that when we do post something, it is 

useful, it is informative, and it is timely. Our likes have gone up, 

and that has been noticed since lockdown”.

“It’s been great, a really useful communication 

channel. We have lots of good information to 

share and now we have somewhere to put it”.

“Tenants find that having a Facebook page just for Housing 
information, easier than trying to look for information on our 
corporate Facebook page. There is so much information posted on 
the corporate Facebook page that the Housing posts just got lost.”



























Is a Facebook 
page enough?  



◼

Facebook Pages v’s Groups 

Live Streamed Events

Matching younger people media 
consumption

Engagement platforms 











Advert placement using 
a retargeting network.

So people who visited 
Newydd’s Facebook or 
Website in the last 12 
months are shown 
updates whilst browsing. 

Updating on 
#YouSpokeWeListened

Cost £15 











Tenant 
Engagement 



Tenant Engagement

◼Most LA are permitted to use MS Teams, it is the preferred 
platform by corporate teams.

◼There have been issues trying to get permission to use Zoom as a 
tenant engagement platform.

◼Staff and tenants do view Zoom as user friendly and prefer it over 
Teams.

◼TPAS Cymru has undertaken 3 Wales-wide surveys of tenants 
during the pandemic. Zoom is the clear platform                                                       
of choice with tenants in these surveys. 



◼One of very few LA permitted to use Zoom as an engagement tool 
with tenants.

◼Initially tenants were hesitant to use any form of online platform to 
engage but once they practiced, they are now more than happy to 
use.

◼Wrexham achieved 2nd place in TPAS Cymru’s Recognition Awards 
2020 for their use of a variety of digital communication methods 
with tenants (Zoom, social media, newsletters etc).



“We can’t ignore the audience user needs. We would not make a 
group of pensioners climb 10 stories with no lift just because we had 
a free meeting room on the 10th floor. So why inflict challenging 
barriers on low tech confident audiences just because you have a 
license for a powerful business tool?”





◼Holding weekly online Zoom meetings with tenants, with an 
average of 8-10 tenants attending each time.

◼A new topic is discussed each week to keep people interested 
and engaged.



❑All of the above have been using Facebook Live to engage with 
tenants.

❑By using this, they have widened their audience as many people 
have Facebook accounts and are happy to use.
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Social Media Conclusions 



Staff Capability



Staff Capability 

◼LA staff are more than capable of managing 
a variety of social media pages, updating 
websites and using engagement platforms.

◼Use the skills they have, to help increase 
your digital engagement.  



LA staff in 
England and 
Scotland. 

LA staff in Wales. 



In Summary 



Upcoming 
Events with 

TPAS Cymru 

Officers Network:                                                                                                            
23rd March, 10.30 - 12.00

Digital Platforms for Engagement:                                                                                            
5th May, 10.30 - 12.00  

How to run positive and effective online meetings:
18th May, 9.30 – 12.30

How to get the most out of Zoom for your online 
meetings and events:                    
25th May, 10.30 - 12.30

How to get the most out of MS Teams for your online 
meetings and events:                   
9th June, 10.30 – 12.30

Visit https://www.tpas.cymru/events for more 
information on our events!!

https://www.tpas.cymru/events


Decarb Week
19th – 23rd April

How housing can lead Wales into a lower 
carbon world: 19th April, 11.00 - 12.30

How you can make a difference:                                
20th April, 14.00 - 15.30  

Everything you need to know about retrofit and how 
it will benefit us all:
21st April, 10.30 – 12.30

Futuristic low carbon homes – what can tenants 
expect:
22nd April, 11.00 – 12.30

This is what our communities will look like in the 
future:
22nd April, 14.00 – 15.30

Why you need a ‘Library of Things’ in your area:
23rd April, 10.00 – 11.30



Any Questions?



Thank you for joining us!


