


• Over 20 years 

marketing and 

communications 

experience

• 17 years at SHG 

focusing on a range of 

areas

• Now specialising in 

digital marketing

About me

Nicola Poulter, Senior Digital 

Marketing and Comms Officer



SHG Story





SHGs digital journey

• In first year of an ambitious 5 year 

transformative programme

• Collaborative service design with 

customers

• Central to innovations is engagement with 

customers



SHGs digital vision

• Digital by choice

• Digital services that customers choose to 

use

• Free up capacity for more vulnerable 

customers



Digital projects

• Implementing new housing management system with 

new customer portal

• Brand new SHG website and updating five other 

websites across the Group

• Implementing a chat bot on our Stockport Homes 

websites

• Digitising internal processes

• Use of Alexa for contacting Stockport

Homes / reporting repairs etc

• Digital technology in homes



• Customer voice at heart of 
SHG

• Consult on what customers 
can influence

• Customer personas

• Discovery sessions /

• workshops

• Testing / trialling

• Door knocking

Involving our customers



Involving our customers

• Digital champions

• Customer groups / 

customer scrutiny panel

• Surveys

• Feedback to customers 

- you said, we did

• Benchmarking



Stockport Homes website



• Audiences

• Messages

• Digital services

• Channels

How this feeds into comms



Nicola Poulter, Senior Digital Marketing and 

Communications Officer


