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Why?

* Technology had moved on

* Improve tenant experience

* Tenant empowerment

* Internal CRM no longer being developed

* Improve customer services effectiveness






Shifting digital landscape

e 5.11bn unique mobile users globally

* Quality and trust

* \oice User Interface (VUI)

e Social media: Facebook dominates, but it’s bleeding.
* Privacy

* Marketing is becoming a service



Benefits to users

Ease of access
Speed

Clarity
Empowerment




Benefit to us

Prioritise attention to the more vulnerable
Reduce workload on customer facing staff
Provide more accurate services (e.g repairs)
More data







Internal consultation

Marketing and communication
Housing
Community regeneration

Customer services

Maintenance

IT

&y | . Senior management
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Staff briefing



Goal

Increase digitally active users by 50%

=

—
R (LT
\




CL A4

Tenant involvement

Name it.

24\ 0/0 My pPlace

Newydd created a poll
. Published by Paul Roberts (2] - 5 November 2018 - ©

We have our two favourites... now they go head-to-head! Which of these
would you like 10 s€€ your tenant portal named?

—
40% Newydd Connect

’
60% My Newydd

Test It.

Scrutinise It.



Key messages

6 simple messages

1.
2.
3.
4.
5.
6.

Save time. Do it online.

All you need in one place.

Fastest way to use our services.

Join a community.

Exclusive news and updates.

Only need your email address and tenancy number.






Supporting assets - Artwork

details messages rent repairs



Supporting assets - Videos and illustrations




Supporting assets - Social media




Supporting assets - Website support

English Vv ad My Newydd Q

Our homes How we can help Tenants Leaseholders About us Jobs News Contact

»2newydd
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My Newydd, its all at your fingertips 0 é o
n ::ID‘LS"'\ le Vyad allows tenants o [0gin ana manage their nomes securely, snowing them their rent balance, 8 summary of recent transactions and a \ HI j
d of their rent statement. ‘ : ’
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Supporting assets - Podcast

by »newydd
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Supporting assets - In View Blog

inview

Nemmg My Newydd

Newydd Howng
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Supporting assets - Email

< Test Tenant_Forename =>

Be part of the Newydd community and
receive exclusive news and updates

It's all at your fingertips

4 functionalities

3 key messages

Sign up for your chance to win £100!

For your ohance 1o win, regicter

for a My Newyda ssocunt, and

R 1 clear call to action

take place every 3 months for the
firct yoar, 4 ohanoes to win!

 Click to register . .
plus an incentive)

» newydd




Supporting assets - Mail Sh

All key messages
Clear call to action

Tear-able tab with custom
log-in details







Campaign - implementation
‘Beta’ testing
Feedback, evaluate and adapt
Small scale testing
Phased roll out

Continue to adapt



Signing up

Automated

When a tenant has all the necessary information, they can automatically sign
themselves up.

Partial

If a tenant only has some information, the sign up process can begin, but must be
verified and completed by a staff administrator

Staff

Staff admins can instantly sign tenants up




Outcomes

Goal was achieved in 35 days

Secondary goal of 1,000 by Christmas set |
General digital communications increased across the organisation
Social media engagement increased by 32%

Live chat engagement increased by 66%

Social media messages increased by 141%



Feedback

48 responses
91% agreed or strongly agreed that it was easy to use.
52% preferred My Newydd to previous portal / 33% not sure

90% of respondents chose to opt in for future marketing emails



Conclusion

e Lots of planning — flexible deadlines.
e Consultation —is it what the user needs?
 Use what’s there — honest feedback.

* Beta testing — iron out kinks. | " 4 - | \

* Phased approach — reduce stress for staff. ////

* Cover all channels — and identify your strongest arm.



Looking ahead

Integration with smart speakers — help with elderly tenants.

Improved repair reports — improve our maintenance team’s
effectiveness.

Streamlining website — cater to prospective homeowners and
corporate.

Personalised digital documents
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