Creative I.T & Communications
When the left side of the brain is working with the right



@ paragon

Community Housing Group Limited

[@! 52013
WINNERS

* 9,000 properties
e 2 housing trusts:
— EImbridge Housing Trust
— Richmond Upon Thames Churches Housing Trust
e Across over 10 South East boroughs
* Robust new build shared-ownership programme
* UK Housing Award winner for our work on Welfare Reform

Hannah Elford — Design & Comms Manager



errrr WHAT?



Like everybody else:
We are dealing with the impact of Welfare Reform...



Welfare reform is coming!



Welfare Reform for I.T & Comms:

What do we need?
What do we do?
How do we do it?









FOCUS



FOCUS



Happy residents, paying their rent

...on time!




...In the advent of Welfare reform
It might be a bit naive to think that we’ll have happy
residents BUT,

“FOCUS...where are you? ”

What do we need? + What do they need?
What do we do? + What do they do?
How do we do it? + How do they do it?



Everyone is in the same boat...



COMMUNICATION
(both the left and the right!)



How do I get to

You are on m
o gt Y

the other server!




JAAAACK, my good man. There is a problem with

INSERT UNKNOWN L.T WORD!

the (thingymajigy)- €an you take a look and let

me know what’s going on, quite soon, LK ER, YESTERDAY!
SOOOORRRYY!

If you have the time. Its like every time | go and

INSERT UNKNOWN LT WORD!

access the ( kaflugglehoff ), it seems to reject me

BEDROOM TAX (SSSSSHHH!)
| also really need the data on the ynder occupiers

and whether there is a tick box in the system so
we can check whether (x) is happening:

So quite simple really, shouldn’t take a moment of your time!



COMMUNICATION
(lets just get better at it!)



COMMUNICATION

OVER

TECHNOLOGY



LEFT

Know what we’re asking for

Clear about what we want to do with technology
Understand what we want for the future NOW
And how to ask for it

Together, can we streamline a process

Making in work efficiently in the long run...

RIGHT

Data
Technology
Support
Specification
Process

Infrastructure



What are
you doing
about this?




Web/mobile technology

Training



Web/mobile technology

_|_
Training






A Balanced perspective!



FACTS
FOCUS +

OUTCOMES



FACTS + OUTCOMES

(Well harsh!) (Warm & fuzzy)



uuuuuuuuuuuuuuuuuuuuuuuuuuu

Sometimes, with Welfare
Reform, | get lost in the
NOW NOW NOW!

FACTS: In house & In the world



FACTS Inhouse

Building a new website...bu useful knowledge for everything else!

* Hannah’s not happy with our STATS

* Who is it that knows our residents?

* What is stopping us from testing our
ideas?



FACTS In the world

An obvious fact, lost on most people:

We don’t get to choose what
platforms our residents
Interact with us on

— They do!



FACTS SIZE
DOES

MATTER




Content strategists
predict that by 2014/15
mobile internet usage
will exceed desktop
usage!



That will never
happen...

Wanna bet?



A little fact from Google...



of people start
a task on one
device and
then complete
it using another
device!




SIZE
DOES

MATTER
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CT NOTES
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THE BRIARS

Show home kitchen diner

The Briars
Oakbank Avenue, Walton on Thames, Surrey, KT12 3RB

Welcome to The Briars, a development of 50 new homes in three
phases. In phase one, 23 one and two bedroom apartments are
available for purchase through the shared ownership scheme.

First time buyer guide

> s this for me?

Home owners

Invest in technology? Only if it works for our residents



THIS IS A FORM OF DIGITAL INCLUSION!

IT + COMMUNICATION across platform
= DIGITAL INCLUSION



Hello?!
Housing Association
wake-up call...

Responsive design ™eom
will not solve your
content/communication
problem (remember the left side!)
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One and two bedroom apartments in Walton on
Thames, Surrey

First time buyers guide Home owners -
Find a home
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LAUNCHING



OUTCOMES...

Comms

Engage with residents

l.T
On any platform
Comms + |.T

Understand our
residents better



Have we got it right? probably not...




It’s an iterative process

...and an investment!




OBJECTIVES OUTCOMES

e 20,000 followers on * 50% residents
twitter In arrears

e Latest CRM system * No engagement

e Gadgets galore  Bad comms

...mmm suspect?!



Fact from a ‘well-known’
philosopher...

* Even housing associations...

who are generally between

3—10 g Yyears away from

current technology, can find

opportunities to play ‘catch-up’! ”
— Hannah Elford



® FOCUS
Left + right = No panic / No HA Zombies!

® You can’t do everything! Decide whats best
for your HA

® Communication is No.1 technology can’t
work without it.



Thank you

(for letting me natter)



Design/Comms/marketing ~Responsive design

Things we’re bad at... Our work on Welfare Reform

Content Value for money Websites

Using agencies

Apps
Social media
Design/Comms/marketing
Content Management Systems
Things we’re good at...



