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Background of
the Project



Consultancy & Training

A We regularly deliver consultancy/training on engagement,
communications, tenant engagement strategies etc.

A Always have 3 - 4 on the go with landlords in Wales.

A We combine training/engagement & co-production technique
to shape our research, recommendations and handover.

A We try to avoid'....here is the report.... byelll




TPAS Cymru & CCC

ACCC wanted us review digital channels they use to communicate
with and engage with tenants.

AWe did a project for them (50+ page report and presentation).

- As you would expect, our thoughts and recommendations on
that are confidential and we will not be sharing that today.

- However as part of the work, we agreed with CCC that some of
the sector research and analysis could be shared.

Alf interested in our consultancy services, please contact us!
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Wider context of
LA housing
sector



Changing digital world

A Webinars, Video conferencing, Skype have been around for 15-20 years.

AThe pandemic has changed our use of technology and how we
communicate and engage. Overnight, words like '’Zoom’ became
household phrases.

A Large sections of society are now working from home, we are all learning
new skills, businesses embracing e-commerce etc. Post pandemig, it's
unlikely we will return to the way we operated before.

A Social housing has needed to change as to how it listens to tenants and
enabling residents to shape and influence service delivery and strategic
decision making.

A Communication and engagement methods need to be fit for purpose.



LA & HAS

ALocal Authority Housing depts are facing a challenge that
Housing Associations don't seem to have. This concerns
central control v's devolving control.

AGenerally, tenant focused staff in HA have far greater
autonomy for communications, using social media and
engagement tools.

AThe pandemic has amplified this difference, as a digital
first’approach has developed.



Regulation

A HA are regulated by the Welsh Government’s (WG) Housing Regulation
Team. (LA by Audit Wales)

A HA are judged against defined requirements for tenant engagement
and voice under wider Regulatory Performance Standards.

A These performance standards are being revamped with stronger tenant
engagement requirements.

A There are some in the housing sector trying to bring LA Housing under
the same WG Regulatory framework (like Scotland).

A Some LA may not benchmark as well alongside HA on the tenant
engagement requirements; not because of lack of resource or staff
commitment, but due to:

1) Lower public visibility of their tenant engagement work.

2)  Restrictions imposed by wider central depts like IT.
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Qualitative
data

Quantitative
data

- Surveys
- Metadata
- CRM data
- Traffic analysis
Etc.

- Interviews
- Open questions
- Direct observation
Etc.

N 4

User persona
creation



Mary Taylor
% Tech
Internet

Social Media
Online Shopping
Gatgets

Early Adopter

She lives with her new husbhand ina

rented apartment, with three rooms. Favorite Brands

She has a busy schedule between school

and work. She and her husband now r
maved into the apartment, and they ‘y m NETFUX .
expecting a child in 7 months

Wants & Needs Frustrations

* Design the new apartment with Wants to add accessaries that will make
livi li 5 3 existing furniture and some new the living room like the pictures on
I want a living room ike in Pinterest additions. Pinterest, but she cannot decide what to

photos, but | need some guidance... do and does not do that,
* Add plants to her home.




FREE PEOPLE COFFEE: SAN FRANCISCO CA

LIFE STORY
& 20 years olg
* Sngle
* Lives in San Francisco, CA FR{[ E
* Full-Time interior Design Studeet, Part
Time Workey
sehold of 530,000
* Moy Income
« She's super ComUious about what she mmm
pengs her money on ¢ Not besng able 10 pay her bits
¢ Prefers 10 use her crednt / debst cangls e Getting stuck somewhere and not
being able %o trawed
MARKETNG PLATFORMS =
. 2 hor SinBud Nt havrg enough lirrme wih her

THE STUDENT [

cool, New expenences or restaurants

1 youTe drnking Starbucks MSOWTN
you reaiy arent NEEDS o Fusity stmonphere that's inviing
even r,]llllb;.'.'v:) "x_‘.ﬂgs} i my yiew .&w*mmgamg N"‘-"
p—y o Desls and coupons
o Aguiet place 10 study where she'snot *  Provide 3 job-Board inside the
STACEY'S DALY LIFE dstracied by her messy room coMee shop for beslance jobs
* Early morrngs, late nights describes hor daly o A good deal 1o make her feel better * Cody seating with plenty of
routnes, 5o she lives on coffee ot pwrchases hargng vationm
o She goes 10 school all day, studies a1 Pights and works o Aseras of wablity in ber chaotic wordd ~ *  Order drinks to-go online or
freelance jobs o Cool, new expeciences o adventures through an app
o She has & cat that keegs her grounded with & sense of * Socal meds engagement
revpomisity INFLUENCERS mceetves for dacounts
¢ She's 2 carefree cotiege tudent o Her rends and colleagues
*  Mer house & mewer in order, her frdge s empty and o Magaznm, Sogy, articles, and desgn peblcations

e’s wargs buried in 2 book or her Laptop
o She tahws the trein and Ubers ewerywhere
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Key observations
about the LA
housing sector






Websites

A Not many Local Authorities have a dedicated housing website.
A Housing content is posted on the housing section on the main council website

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

Tenants are not made contentis
aware of key info created

/

Content is now Sent to other teams
obsolete for approval
Other content Delayed' Ep%
approvall You matt:rYnlnR;"n cyfri

IS prioritised l % rejection



Websites

GeKSe glyd Al 1SLIG O2NLIRNIIST (KSe& R2y(
0KSANI 26y ¢SoOoLI ISP ¢KSEQNB ftA1S Wy2 ¢S
F€€t 320 G2 0SS Ay 2yS LI I OSéo

aw{[a Fff KIS {(§KSANJI
gKe FNB 6S Iye RATFTTFSNI
0S fft26SR (2 KIS Al

GL GKAY]l] GKS O2ydaSyd 2y GKS 0O02dzyOAf 6 S«
housing webpage, is not as interesting and as

FNASYRtfe a Ad O2dzZ R 0S¢

G2S KIS | O2NLIR2NX OGS [/ 2dzy e g !
have a housing page, but trying to find stuff on it is absolu

RANB® C2NJ YSE A0Qa 2yS 27F | g !
AlQa 2yS 2F (KS o0Saie

Youmatter | Ti'n cyfri



Websites

Click Test

Ala LIFNI 2F GKS NBaSINDKZI ¢S
typical questions tenants would have.

AFor the Carmarthenshire website and other Local Authority
websites.

CYMRU
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To get to | What help How can| How to pay | Where can | | How do | What days | How do AV

housing [canlgetifl [Iloga |rentand/or |reporta | swap |are my | get a

general |am atrisk of | repair? | council noise my rubbish parking

page being tax? complaint? | house? | bins taken?| permit?

homeless?

AL g 4 4 2 6 4 4 4 4
A B 2 3 2 2 5 2 2 | 25
A 2 4 2 2 2 2 2 | 2.25
A 2 20+ 2 2 20+ 2 2 | 6.4
A B 3 4 1 5 7 1 2 | 3.2
ne N 2 4 1 3 4 2 3 | 25
AL 3 3 4 2 4 4 3 3 | 3.25
A8 g 1 4 3 9 20+ 1 4 | 5.75
A 2 4 2 3 3 2 4 | 27
WALD g 2 4 2 4 3 1 4 3
AR 3 3 2 4 6 2 20+ | 5.2




Websites

Click Test
ADSYSN}tfesx UOKSNB Aad | WIKNEBS

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

AThese results would be better if they were conducted on a
dedicated housing website as the information would be easier t

find quickly.
=
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Tai Sir Ddinbych
Denbighshire Housing

Buddscddi yn ein Cymunedau = Investing in our Communities

e

)

C m 5 https://www.denbighshirehousing.co.uk

Tai Sir Ddinbych
Denbighshire Housing

H@®

s @ @ 1

8

01824 706000
housing@denbighshire.gov.uk

@)

Apply for a home

A

Anti-social behaviour

Pay your rent

4

Your Community

Q

Report a repair

Coronavirus




Tai Sir Ddinbych
’ Denbighshire Housing

ddi yn ein Cymunedau = Investing in our Communities

Getting involved

In a recent survey, 75% of you said you were satisfied that we listen to your views and act on them. We want all of you to be involved in and:

* have a voice on how our services are delivered,
e work in partnership with us to continue to improve our homes and communities,

* be able to provide us with feedback to improve our services, and

To help us achieve this, we are keen to hear from you. If you would like to volunteer and get involved, we have a number of opportunities and working groups including:

* Newsletter editorial
¢ Tenant feedback

* Greenrangers

¢ Digital inclusion

¢ Financial inclusion

¢ Community development

If you feel you have any skills that would benefit our commitment to investing in and improving our communities, or want to develop new skills, then please contact us.

There are also other opportunities in Denbighshire to volunteer and be a part of your community. Denbighshire County Council want to increase volunteering opportunities for people and
recognise the contribution that volunteers make in improving the health and wellbeing of their communities. For more information about how you can volunteer in Denbighshire click here.




TENANTS

Esasjll TOGETHER

C M &) https://www.cardifftenants.co.uk o @ = @ ﬂ

M Cymraeg
TENANTS
a i i v
MTOGETHER & Home News Who are we? Points4U Get involved Newsletter Contact us

© COVID-19 - Service changes for council tenants

» Cardiff Tenants ¥ Upcoming events

Cardiff Council’'s Tenant Participation team works year round engaging with tenants on a Sorry, there are no events coming up.
variety of topics including;

. . , View all events...
v Help with everyday issues such as searching for employment

+ Being your first point of contact
+ Running consultations so that you can have your say to improve council services ™~
+ Help tenants understand council services and how they can be accessed
|start| + Arranging community events such as coffee mornings, seasonal events and =




Enter Search here...

About your tenancy with Cornwall

Housing and the coronavirus
outbreak.

Your safety, security and wellbeing is most important to us.







Social Media

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

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

AA great, cost effective way to engage with tenants.

AMost tenants have personal social media accounts and

confident using them.
a
TPAS
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Facebook Research

Main Council FB page

Dedicated housing FB pag

No. of Posts| Housing Relateq No. of Posts | Housing Related
Posts Posts
LA1 62 2 11 11
LAZ2 76 11 27 16
LA3 52 2 55 35
LA4 25 0 n/a n/a
LAS 47 2 n/a n/a
LAG 45 1 n/a n/a

CYMRU
Youmatter | Ti'n cyfri



Social Media

G¢SyYylryida FAYR OGKFEG KF@Ay3 | [CFOSo221 L
information, easier than trying to look for information on our
corporate Facebook page. There is so much information posted on

0KS O2N1LB2NFGS ClO0So6221 LI 3AS |[GKFG GKS |

GLOQ&a 0SSy 3ANBFIZ | |NB
channel. We have lots of good information ta
KNS YR y2¢ 6S KI @S

GLGQ& | NRPdzyR YIF{1Ay3a adzNBE GKIG 6KSY 6S F
useful, it is informative, and it is timely. Our likes have gone up,
YR GKIG KIFIa 6SSy y2i0A0SR a

Youmatter | Ti'n cyfri



A
CAERPHILLY

COUNTY BOROUGH COUNCIL
CYNGOR BWRDEISTREF SIROL

CAERFFILY
>

https://www.facebook.com/yourcaerphillyhomes 8

ﬁ &03 Find Friend

Press Enter to post.

S/

Your Caerphilly Homes

= Your Caerphilly Homes
». 16 October 2020 - Q

Oakdale is one of the areas in the county borough receiving a new
skate park as part of the council’'s £260 million Welsh Housing Quality
Standard (WHQS) programme. The WHQS is an improvement

: programme ring fenced to council owned homes and the communities
Check out the improvements made to Ty... that they're located in.

Q0 s We previously asked you to give your views on designs for the skate
2.3K views - a year ago park and, now that we've taken this feedback on board, we've worked

with the designers to develop 3 different plans.

Please use the poll to vote for your preferred design. We're really
(£ Page transparency Saazll keen to get young people involved so please ask them to take part in
the poll!
Facebook is showing information to help you

T S T o https://poll.app.do/oakdale-skate-park-parc-sglefrio-3028799

actions taken by the people who manage and Oakdale yw un o'r ardaloedd yn y Fwrdeistref Sirol a fydd yn cael parc
post content. sglefrio newydd fel rhan o raglen y Cyngor, sydd werth £260 miliwn, i
fodloni Safon Ansawdd Tai Cymru. Mae cyllid y rhaglen wella hon
%I Page created - 1 May 2013 wedi'i glustnodi ar gyfer cartrefi sy'n eiddo i'r Cyngor, a'r cymunedau

lle maen nhw wedi'u lleoli.

Yn flaenorol, gwnaethom ni ofyn i chi fynegi'ch barn ar ddyluniadau ar
gyfery parc sglefrio a nawr, ar 6l i ni ystyried eich adborth, rydyn ni
Related Pages wedi gweithio gyda'r dylunwyr i ddatblygu tri chynllun gwahanol.

. . Defnyddiwch yr arolwg i bleidleisio dros eich hoff ddyluniad. Rydyn
Caerphilly Environmental... . . : i ' ;
L i Like ni'n awyddus iawn i gael pobl ifanc i gymryd rhan, felly gofynnwch
Government organisation :
iddyn nhw gymryd rhan yn yr arolwg!




A
CAERPHILLY

COUNTY BOROUGH COUNCIL
CYNGOR BWRDEISTREF SIROL

CAERFFILY
>

Caerphilly Homes

2,925 Tweets

“artrefi Caerffili
rphilly Homes

——

Cartrefi Caerffili
Caerphilly Homes
Caerphilly Homes

@yourccbchomes

CAERPHILLY

COUNTY BOROUGH COUI
ENGOR BVWRDEISTIRER SIROL

CAERFFILY

Transforming council homes, lives and communities.
Joined January 2014
623 Following 930 Followers

W) Followed by Elizabeth Taylor and David Lloyd

Tweets Tweets & replies Media Likes




Pembrokeshire

County Council

https://www.facebook.com/PCCHousing 78

ﬁ % Find Friends|

@ Gwasanaethau Tai Sir Benfro/ Pembrokesh... ils Like Q

B Government organisation i Like () Comment #> Share

A Gwasanaethau Tai Sir Benfro/ Pembrokeshire County
Council Housing Services
29 January at 16:01- Q

Remember the competition to name our new development at
Cranham Park, Johnston? Here it is — Old School Lane, our first new
houses in 25 years! Some of the houses already have windows, doors
and internal stairs fitted, and the last of the timber frames will be
delivered to site in the coming weeks. Work is progressing well and we
are on track for completion in December 2021. Watch this space!

) Page transparency See all

Facebook is showing information to help you
better understand the purpose of a Page. See
actions taken by the people who manage and
post content.

I Page created - 3 April 2020

Related Pages

/;.i Cartrefi Dewisedig Sir Be... i Like

Public & government service




I ow ys https://www.facebook.com/Powys-County-Council-Housing-Services-371359156382116/ 8

@ % Find Friend

Powys County Council Housin... =4 Send Email il Like @ Message Q
= s A2 4 N
/

FIress Citer Lo post.

.@, Powys County Council Housing Services ee
1 February at 10:33 - Q

. Reminder - tomorrow at 11am
Videos See all o ] ]
You are invited to come along for a virtual chat with the Engagement

Team on Tuesday 2 February 2021, 11.00am till 11.30am

Click on the link and join us - https://tinyurl.com/yyesv9rm

If you are unsure on how to join our Microsoft teams meeting, email
engagement@powys.gov.uk and we will send you the instructions on
how to join.

We look forward to seeing you.

Fe'ch gwahoddir i ddod draw am sgwrs rithwir gyda'r Tim Ymgysylltu
ddydd Mawrth 2 Chwefror 2021, 11.00am tan 11.30am

Cliciwch ar y ddolen ac ymunwch a ni - https://tinyurl.com/yyesv9rm
Os nad ydych yn siwr sut i ymuno a'n cyfarfod Microsoft teams,

O s anfonwch e-bost at engagement@powys.gov.uk a byddwn yn anfon y
279 views - a year ago cyfarwyddiadau atoch ar sut i ymuno.

Edrychwn ymlaen at eich gweld chi yna.

See translation

¢) Page transparency See all

Facebook is showing information to help you
better understand the purpose of a Page. See
actions taken by the people who manage and
post content.

I Ppage created — 23 April 2015

Add your business to Facebook

Showcase your work, create ads and connect with




Powys

Housing Development
@HousingPowys

Powys CC building homes for the first time in decades - We want your views, needs
and ideas

®© Llandrindod Wells, Wales Joined May 2017
99 Following 143 Followers

Not followed by anyone you're following

Tweets Tweets & replies Media Likes
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wrexham

COUNTY BOROUGH COUNCIL
CYNGOR BWRDEISTREF SIROIL

wrecsdim

https://www.facebook.com/wcbchousing/

i

% WCBC Housing

@) Page transparency See all

Facebook is showing information to help you
better understand the purpose of a Page. See
actions taken by the people who manage and
post content.

I Page created — 12 March 2015

Related Pages

Wrexham School Meals

o il Like
Government organisation
Wrexham Trading Standa... :
2508, 9 il Like
Government organisation
The Fat Boar Wrecsam -
il Like
Restaurant

Add your business to Facebook

Showcase your work, create ads and connect with
customers or supporters.

Create Page

Information about Page Insights data - Privacy - Terms -
Advertising - Ad choices [> - Cookies - More - Facebook © 2021

&

@ Send Message

Fress cnter 1o post.

WCBC Housing
16 February at 11:40 - @

Would you like to learn more about IT, online safety or how to use
Zoom? Maybe you want to learn practical skills — like arts, crafts, or
repairs and maintenance? You might want to learn a new sport, or

improve your maths and English?

Whatever you want to learn, please take part in our survey and help us
plan adult community learning courses for 2021 .~
http://orlo.uk/RTdly

o5 Like

(D Comment

76

Find Friends

il Like Q

2 comments 2 shares

&> Share




W
wrexham

COUNTY BOROUGH COUNCIL
CYNGOR BWRDEISTREF SIROIL

wrecsdim

YW
wrexham

COUNTY BOROUGH COUNCIIL
CYNGOR BWRDEISTREF SIROL

WIC(SdIN

WCBC Housing
@WCBCHousing

Wrexham County Borough Council Housing Repairs
© Wrexham (& wrexham.gov.uk/housing Joined February 2015
22 Following 154 Followers

Not followed by anyone you're following

Tweets Tweets & replies Media Likes
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CYNGOR
Sir Ddinbych
Denbighshire

COUNTY COUNCIL

ler.com/DCCHousing

Tai Sir Ddinbych - Denbighshire Housing
5,047 Tweets

Buddsoddi yn
ein Cymunedau

Tai Sir Ddinbych - Denbighshire Housing
@DCCHousing

Croeso i'r dudalen Twitter swyddogol ar gyfer Tair Sir Ddinbych. Welcome to the
official Twitter page for Denbighshire Housing.

© Denbigh, Wales (& denbighshirehousing.co.uk Joined June 2012
281 Following 629 Followers

‘?- Followed by David Lloyd and TPAS Cymru

Tweets Tweets & replies Media Likes

‘ Pinned Tweet

Tai Sir Ddinbych - Denbighshire Housing @DCCHousing - Jan 2

. ’ Please keep an eye on:
@PublicHealthW @DenbighshireCC @DWP @WG_Education for up to date
information about the current coronavirus situation. Stay home & stay safe.

< dcchousing

459 260 43
Posts Followers Following

Denbighshire Housing

Tai Sir Ddinbych
www.denbighshirehousing.co.uk/
Caledfryn Council Offices, Denbigh
See Translation

m Message Contact v

i3 £y

Dymunwn Nadolig We wish you o
Liowen o Mermry Chrisimas
Blwyddyn Newydd and o
Dda i bawb! Happy New Year

Dymunwn Nadolig We wish you a
Uowen o Memry Christmas
Biwyddyn Newydd and a
Dda i bawb! Hoppy New Year




CARDIFF

9 33 28
Posts Followers Following

CAERDYDD
@;Qg Tenant Participation Cardiff 1l Like © Message (@Y

- ? w o T Tenant Pamcspatson

N ICARDIFF press Enterfo post Government Organization
M >, @) Tenant Partiipation Cardift Tenant Paruclpatnon Team for Cardiff Council.
03 o e & 14 August 2020 www.cardifftenants.co.uk/

Followed by benthyg and 1 other

o Welcome to the Facebook page of the
City of Cardiff Council's Tenant Awqr
Participation Team.

Following v Message Contact v

—

=
Dangoswch eich

@ Welcome to the Facebook page of the e d“::;‘:f;‘;ﬁ‘:“ gwerthfawrogiadi |
City of Cardiff Council's Tenant gymydog da ]‘fﬁ]“}
Participation Team. This page will keep F | - 1 ﬂ @
you up to date with all the activities of... < £
See more

282 people like this

302 people follow this
Tenant Participation

http://www.cardifftenants.co.uk/index.php 14 August 2020 - @

?section=contact

®0

Are you a Cardiff tenant that wants to recognise a fellow tenant for
029 2053 7511 being a good neighbour? Have they gone above and beyond to
help you out or do little things... See more

o

Send message :
See translation

Are you a Coun. J
Tenant or
Leaseholder?

24 tenantparticipation@cardiff.gov.uk

o Like () Comment /> Share
Open now

09:00 - 16:30 ~

@J%) Tenant Participation Cardiff

Government organisation - Non-profit
L 3 ¢ =’ 13 July 2020-Q

organisation

Photos See all

—~

Dangoswch eich

!, You can tre argyrraedd  fx inthe census? gwerthfawrogiad i
~ the censiic - EWi———— avmvdoa da

Mae'reyfrifiad & Howdowe take part ow your appreciation

or a good neighbour
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Cyngor Abertawe
Swansea Council

f

Swansea Council Housing / Tai
Cyngor Abertawe

@ Private group - 258 members

About this group

This is the Swansea Council Housing Facebook page. This is a closed
group for all current tenants and leaseholders of Swansea Council. If
you w... See more

& Private
Only members can see who's in the group and what they post.
G» Visible

Anyone can find this group.

© Swansea, United Kingdom

/> General group

@) History

Group created on 1 February 2019. Name last changed on 27 January 2020.
See More




Bristol City Council Housing

@bristolcouncilhousing - Public service 24 Send Email
Home Photos Videos Events More il Like Q
About See all @ Create Post
®

@ Bristol Council Housing’ exists for our . PN .

tenants to get more involved, or share I@ Photo/Video ° CheckIn - Tag friends

experiences. Your ideas, news and stories

are welcome!

PINNED POST

o ‘Bristol Council Housing' Facebook page
exists for our residents, as a place where . . i i
they can get more information about gy Bristol City Council Housing
services, council news and information 25 February at 09:32 - @

and find out about opportunities to get National lockdown restrictions are still in place.

involved. See less
Ay Ay AN h N h N

Aberdeen City Council -
Housing Hub

= , @ACCHousingHub - Government organisati

Home About Photos Videos More =

About See all @
(

e We want to make it as easy as possible for
tenants of ACC to get involved! Even if
you cant make it to meetings please let us
know how you feel by posting on this

page. A0 Aberded

|&d Photo/\




West Dunbartonshire Council
Tenant Participation

@WestDunbartonshireCouncilTenantParticipation - %, Call Now
Government organisation

Home About Events Photos More = il Like [ ~] Message 0 s
About Soe all West Dunbartonshire Council Tenant Participation
3h -
ILL e There is support available to those who need help with their heating.
o Council Offices. 16 Church Mare details at https://homeheatingadvice.scaty

CYMRU
Youmatter | Ti'n cyfri




