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Hosts today are: 

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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What we focused on

Websites

Social 
Media

Engagement 
Platforms

Staff Skills 













Key observations 
about the LA 

housing sector



Websites



Websites

ÂNot many Local Authorities have a dedicated housing website.

ÂHousing content is posted on the housing section on the main council website.

ÂThe 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

ά¢ƘŜȅ ǿŀƴǘ ƛǘ ƪŜǇǘ ŎƻǊǇƻǊŀǘŜΤ ǘƘŜȅ ŘƻƴΩǘ ǿŀƴǘ ŜǾŜǊȅƻƴŜ ǘƻ ƘŀǾŜ 

ǘƘŜƛǊ ƻǿƴ ǿŜōǇŀƎŜΦ ¢ƘŜȅΩǊŜ ƭƛƪŜ Ψƴƻ ǿŜ ŀǊŜ ŀ /ƻǳƴǘȅ /ƻǳƴŎƛƭΤ ƛǘΩǎ 

ŀƭƭ Ǝƻǘ ǘƻ ōŜ ƛƴ ƻƴŜ ǇƭŀŎŜέΦ

άw{[ǎ ŀƭƭ ƘŀǾŜ ǘƘŜƛǊ ƻǿƴ ōǊŀƴŘƛƴƎ ŀƴŘ ƛŘŜƴǘƛǘȅΣ 

ǿƘȅ ŀǊŜ ǿŜ ŀƴȅ ŘƛŦŦŜǊŜƴǘ ŀƴŘ ǿƘȅ ǎƘƻǳƭŘƴΩǘ ǿŜ 

ōŜ ŀƭƭƻǿŜŘ ǘƻ ƘŀǾŜ ƛǘΚέ

άL ǘƘƛƴƪ ǘƘŜ ŎƻƴǘŜƴǘ ƻƴ ǘƘŜ ŎƻǳƴŎƛƭ ǿŜōǎƛǘŜΣ ŀǎ ŀ 
housing webpage, is not as interesting and as 
ŦǊƛŜƴŘƭȅ ŀǎ ƛǘ ŎƻǳƭŘ ōŜέ

ά²Ŝ ƘŀǾŜ ŀ ŎƻǊǇƻǊŀǘŜ /ƻǳƴǘȅ /ƻǳƴŎƛƭ ǿŜōǎƛǘŜ ŀƴŘ ǘƘŜƴ ǿŜ 
have a housing page, but trying to find stuff on it is absolutely 
ŘƛǊŜΦ CƻǊ ƳŜΣ ƛǘΩǎ ƻƴŜ ƻŦ ǘƘŜ ǿƻǊǎǘ ǿŜōǎƛǘŜǎ ŜǾŜǊ ōǳǘ ǘƘŜȅ ǘƘƛƴƪ 
ƛǘΩǎ ƻƴŜ ƻŦ ǘƘŜ ōŜǎǘέ



Websites

Click Test

Â!ǎ ǇŀǊǘ ƻŦ ǘƘŜ ǊŜǎŜŀǊŎƘΣ ǿŜ ŎƻƴŘǳŎŜŘ ŀ ΨŎƭƛŎƪ ǘŜǎǘΩ ǿƛǘƘ ŜƛƎƘǘ 
typical questions tenants would have.

ÂFor 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

ÂDŜƴŜǊŀƭƭȅΣ ǘƘŜǊŜ ƛǎ ŀ ΨǘƘǊŜŜ ŎƭƛŎƪ ǊǳƭŜΩ ǿƘŜƴ ƛǘ ŎƻƳŜǎ ǘƻ ǿŜō ŘŜǎƛƎƴΦ

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

ÂThese 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

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

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

ÂA great, cost effective way to engage with tenants.

ÂMost 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

άLǘΩǎ ŀǊƻǳƴŘ ƳŀƪƛƴƎ ǎǳǊŜ ǘƘŀǘ ǿƘŜƴ ǿŜ Řƻ Ǉƻǎǘ ǎƻƳŜǘƘƛƴƎΣ ƛǘ ƛǎ 

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

ŀƴŘ ǘƘŀǘ Ƙŀǎ ōŜŜƴ ƴƻǘƛŎŜŘ ǎƛƴŎŜ ƭƻŎƪŘƻǿƴέΦ

άLǘΩǎ ōŜŜƴ ƎǊŜŀǘΣ ŀ ǊŜŀƭƭȅ ǳǎŜŦǳƭ ŎƻƳƳǳƴƛŎŀǘƛƻƴ 

channel. We have lots of good information to 

ǎƘŀǊŜ ŀƴŘ ƴƻǿ ǿŜ ƘŀǾŜ ǎƻƳŜǿƘŜǊŜ ǘƻ Ǉǳǘ ƛǘέΦ

ά¢Ŝƴŀƴǘǎ ŦƛƴŘ ǘƘŀǘ ƘŀǾƛƴƎ ŀ CŀŎŜōƻƻƪ ǇŀƎŜ Ƨǳǎǘ ŦƻǊ IƻǳǎƛƴƎ 
information, easier than trying to look for information on our 
corporate Facebook page. There is so much information posted on 
ǘƘŜ ŎƻǊǇƻǊŀǘŜ CŀŎŜōƻƻƪ ǇŀƎŜ ǘƘŀǘ ǘƘŜ IƻǳǎƛƴƎ Ǉƻǎǘǎ Ƨǳǎǘ Ǝƻǘ ƭƻǎǘΦέ


























