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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

• 5.11bn unique mobile users globally

• Quality and trust

• Voice User Interface (VUI)

• 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

Senior management

Staff briefing



Goal

Increase digitally active users by 50% 



Tenant involvement

Name it.

Test it.

Scrutinise it.



Key messages

6 simple messages

1. Save time. Do it online.

2. All you need in one place.

3. Fastest way to use our services.

4. Join a community.

5. Exclusive news and updates.

6. Only need your email address and tenancy number.





Supporting assets - Artwork



Supporting assets – Videos and illustrations



Supporting assets – Social media



Supporting assets – Website support



Supporting assets - Podcast



Supporting assets – In View Blog



Supporting assets – Email

4 functionalities

3 key messages

1 clear call to action

(plus an incentive)



Supporting assets – Mail Shot

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

• Lots of planning – flexible deadlines.

• Consultation – is it what the user needs?

• Use what’s there – honest feedback. 

• Beta testing – iron out kinks. 

• 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



Diolch yn fawr
Thank you


