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Only 14 percent of businesses say that
customer-centricity is part of their strategy.

Customer
Satisfaction

Source: Harvard Business Review 2019




(W

Most of us would pride ourselves in saying
that we are tenant-centric and that we put
their needs at the forefront of what we do...
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Design the Empower the
experience front line

Understanding Metrics that
our tenants matter
Tenant focused Tenant- Continuous
leadership I Centricity : improvement

...and that understanding our tenants

needs is key to being tenant-centric.
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However, tenant and landlord interaction
remain low, despite efforts to push them.

Source: Public attitudes to social housing: findings from the British Social Attitudes Survey 2018
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If we are relying on these engagement alone,
we may not be listening to many of them at all.

\ \ \ | |

7% 7% 5% 1% 1%
had attended had filled in a had sent were part of a were on a board
meetings guestionnaire a letter neighbourhood forum or scrutiny panel

Source: Public attitudes to social housing: findings from the British Social Attitudes Survey 2018
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If we want to be truly tenant-centric,
we should think digital, and
where possible be data-driven.
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Using digital & data to
understand our tenants...




..to drive a positive tenant experience
that is tailored towards their needs.

What How do What they How d
questions they like to do h ow ok‘-’
they have? browse? online? they speak?
Content Layouts a!nd Site Tgne of
: Information : : voice and
topics functionality

architecture

vocabulary



Understanding ‘what questions they have’.

How? Why?

Analysing search trends to understand Overcoming content gaps online
what are the most asked questions by will ensure we are there when our
our existing and potential tenants. tenants need us, with the right answer.
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erstanding ‘what questions they have’,

Is social housing the same as council housing?

AlsoAsked.com

What makes you eligible for housing?

Why is social housing important?

How much is social housing in the UK?

What is the difference between community housir

nd public housing?

What is community housing?

Who regulates housing?

What is a registered provider of social housing?

Can | apply for council housing?

Who regulates social housing

What

> the benefits of affordable housing?
Who gets priority for housing?
Can | apply for council housing?

What are the benefits of affordable housing?

How much is low foras

How can | get section 8 immediately?

me on Section 8?

Can my boyfriend live

Is social housing the same as council housing?

Who gets priority for housing?

Is social housing the same as council housing?

Who regulates

social housing?

Who owns social housing?
What are public housing units?

What does a housing worker do?




How?

Scraping brand tweets and using
Al Sentiment Analysis technology to
identify positive or negative sentiment.

Understanding ‘what questions they have’.

Why?

We are not involved in every conversation;
early indication of satisfaction or
dissatisfaction puts us ahead of the curve.
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Nightmare! Woke this morning with a Pigeon Infestation,
what the hell shall | do?? today is going to
be a bad day!

3:10 PM - 31 Jul 2016
“« 3 ¥s5
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Understanding ‘what
questions they have”.



Understanding ‘how they browse”’.

How?

Analysing site traffic using
Google Analytics to identify trends
on our most used devices by segment.

§ Google Analytics

Why?

To ensure the information architecture
of our new layouts are optimised
across desktop, tablet & mobile.
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Understanding ‘how they browse”’.

We can now look to ’
prioritise important :
content in our layouts ’
to drive increased ‘
engagement and

satisfaction.




How?

Entering customer segments into the
Global Web Index helps us understand
why our tenants ‘go online”.

Understanding ‘what they do online’,

gonawebindex

Why?

These insights help shape functionality
that we should look to build to ensure we
can engage with our audiences online.
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gobawebindex

Male/Female, Aged 18-25, Low Income/Unemployed, UK

Audience

Responses Index Universe Datapoint % Audience %

Finding information 4.2k 100.2 20M 1.3% 66.6%

Staying in touch with friends / family 3.7k 99.3 17.3M 1.3% 57.4%

Filling up spare time / general browsing 3.6k 116 16.1M 1.5% 53.6%
Finding new ideas or inspiration 3.2k 112.8 15.5M 1.5% 51.5%

Keeping up-to-date with news / events

Researchinghowtodothings 36k 1069 terM  ter s [




There is a huge
appetite from our
future customers
to self serve — not
just report online.

Understanding
‘what they do online’.




gobawebindex

Male/Female, Aged 18-25, Low Income/Unemployed, UK

Audience

Responses ndex Universe Datapoint % Audience

Mentalhealthconditions 135 2217 73 23+ 307 |
Hay fever or other allergies 94 113.6 119k 1.2% 2722
Migraines 63 1281 81k 1.3% 186+ I
Sleep-related conditions 60 140.9 76k 1.5% 172
Asthma 53 112 69k 1.2% 159t
Skin-related conditions il 91.9 53k 1% 122+
Physical disability 3

QF

§
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How?

Analysing search trends to understand
the language used in search terms used
by our tenants.

Understanding ‘how they speak’.

Why?

Speaking our tenant's language means
we are visible when they search, and
they feel at home when they arrive.
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Understanding ‘how they speak..

) Who regulates housing?
Is social housing the same as council housing?

%) o

What is a registered provider of social housing?

Can | apply for council housing?

Who regulates social hous!

2 What are the benefits of affordable housing?
Who qualifies for social housing UK? vwhat 8 e be C g

Who gets priority for housing?
Can | apply for council housing?

What are the benefits of affordable hous

HOwW much IS IOW Inc

What makes you eligible for housing? for a single

AlsoAsked.com o

e are asking
J

How can | get section 8 immediately?

Can my boyfriend live with me on Section 8?

1or or the 1C N N o
Discover the questions peo

P

social housing Why is social housing important?

Is social housing the same as council housing?

Who gets priority for housing?

How much is social housing in the UK?

Is social housing the same as council housing?

Who regulates social housing?

Who owns social housing?
What is the difference between community housir Who owns social housing

nd public housing?

What are public housing units?

00 0060 00 000 00O0OCGCOGOOG OO

What does a hous vorker do?

What is commur

housing?




Understanding ‘how they speak’.

Can my partner live with me on a Section 8

Can my boyfriend/girlfriend live with me on a Section 8
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Understanding ‘them at scale”.

Focus Groups

Qualitative data collected with
a deliberately selected group.

On Site Surveys

Amplified to larger pool

creating quantitative data.

Data Analysis

Decisions are then made on
larger and tested data set.
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How can we learn from outside of the
sector to better serve our tenants?



functionality described in the Trackpad preferences pane.
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A few of the examples of what you can do with a Force click only work if "Force click with one finger" is
active. You enable or disable this in the "Point & Click" tab under "Look up & data detectors."

On some Mac notebooks, you can turn off the sound of your trackpad's click by selecting Silent clicking.

Force Touch trackpad must have power to click

Your Force Touch trackpad doesn't click when it's turned o
feedback (like clicks). This applies to Magic Trackpad 2 as'
notebook computers.

Creating new touchpoints
to continuously farm
feedback from customers

Published Date: November 13, 2019

Thanks for letting us know.

How can we make this article more helpful? (Optional)

Please don't include any personal information in your comment.




iPhone Support

You are invited to take part in a short survey to help us improve your Apple Support
online experience. Please select Yes if you would like to participate.

Mac Support Creating new touchpoints
to continuously farm
feedback from customers
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Target ‘Explainer slide”.

Mother and baby retailers are constantly fighting to be front of mind for
new mothers as early as possible.

Target (Online Retailer) used BIG data about women’s shopping habits.
They were able to identify that women buying large quantities of
unscented lotion, cotton balls, supplements and washcloths might mean
that she’s anywhere from a few weeks pregnant, to very close to her due
date.

And if they can get her shopping at Target before the baby is born,
chances are, they’ll have her for life.
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Personalise the experience
to nudge customers
ahead of the field.

Free $10 gift card

when you buy 2 diaper packs with same- C
day order services* + more baby deals.




Thanks to advanced analytics, behavioral
recording tools, Al and social, digital can
help us understand our tenants better
than ever before.
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