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> Our heritage 

> What are personas? 

> Our digital experience cliff 

> Customer First 

> Getting to a ‘proper’ digital strategy 

> ‘Discovering’ our requirements 

> Selecting our content management system platform 

> Digital implementation partners  

> Placing User eXperience centre stage 

> A more agile future… 

 

 

 

 

Our journey is underway 
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Our heritage –  

housing is not enough 

> Regenerating Local 

Communities 

> Decent Homes 

> Affordability 

> Innovative Solutions 

St Pancras 

> Diversity 

> Decent Homes 

> Care and Support 

Humanist 

> Key Workers 

> Access to Ownership 

> Choice 

> Aspirational Homes 

Griffin 

> Regeneration 

> Diversity 

> Decent Homes 

> Care and Support 

> Affordability 

> Innovation 

SPH 
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What are personas? 

[Original video removed to minimise file size….] 



 

 

 

 











Introducing Monica 

[Original video removed to minimise file size….] 



Our digital experience cliff  

- slick sales  
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Best digital marketing – Origin Housing 

Highly commended digital marketing – Origin Housing 

Housing Provider of the Year - Shortlisted 

Most Innovative Marketing Campaign - Shortlisted 

Best Show Home - Shortlisted 

Best Architectural Design - Outright Winner 
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> Experience 

designed as a digital 

service informed by 

personas 

> Responsive design 

> Richly integrated 

with our sales 

customer 

relationship 

management 

system 

> Capable of 

personalisation 

> Customers can go a 

long way in the 

sales process 

before needing to 

speak to us 
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Our digital experience cliff  

- current website 
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> Not designed from 

a digital services 

perspective 

> All things to all 

users in a one-size 

fits all offering 

> No tailored 

personalised 

content 

> Non–responsive 

design 

> Too many 

navigation options 



Main corporate site analytics 
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Stats are for February 2015 

> 11,136 sessions 

> 8,466 users 

> 2:013 average session duration 

> 57% are returning visitors 

> Devices: Apple ios 63%, Android 32% and Windows 5% 

 

 

 

 



Introducing Sunny 

[Original video removed to minimise file size….] 

 



Our digital experience cliff  

- portal 
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> Non–responsive 

design 

> Standard tenant 

account and 

service request 

info 

> Raise and track 

repair (no ability 

to schedule/ 

reschedule 

appointments) 

> Limited Shared 

Owner/ 

Leaseholder offer 

> No tailored 

personalised 

content 



Our digital experience cliff  

- intranet 
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• Out of support 

• Non–responsive design 

• Lacks social features 

• Poor metadata and search 

• Staff end up trying to use the 

corporate website in serving 

customers 



Introducing Liz 

[Original video removed to minimise file size….] 

 



Customer First 
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“I’ve never really embraced the world 
wide web. I’m not so great with modern 

technology.” 

> Three year initiative for “great services delivered by doing the right 

thing at the right time – every time” 

> Launches 13th March 2015 @staff conference 

> New digital services based customer experience management 

strategy and service delivery model 

> Channel shift goals 

> With associated customer access and staff ways of working 

changes 

> FutureGov facilitating developing service design principles with 

digital experience centre stage 

> Currently determining priorities for developing digital service 

exemplars 

 

 

 



Introducing Bernice 

[Original video removed to minimise file size….] 



> December 2013 – Digital Future Strategy linked to IT Strategy 

> Largely tactical list of initiatives 

> Business driver for a new website and intranet, gave opportunity to 

take stock and adopt a ‘platform’ approach 

> In engaging with the market realised we needed to ‘discover’ in 

more detail our requirements 

> We knew we needed outside help from a digital agency to help 

capture requirements and to advise on suitable Content 

Management System (CMS) Platforms 

> So lets see this from a different customer perspective…. 

 

 

 

 

Getting to a ‘proper’ digital  

strategy 
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Introducing Darren 

[Original video removed to minimise file size….] 



Which Content Management 

System? 
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112 Open source systems 

21 Proprietary SaaS 

41 Proprietary 

 =174 options! 

 

 



Which CMS – Gartner 2014? 
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> To identify our digital strategy requirements for a Content 

Management System (CMS), including engaging with our staff, 

contractors and customers over our future requirements.  

 

> To consider our existing content and advise on a migration 

strategy for it. 

 

> To establish our customer segments and personas and content 

personalisation requirements. 

 

> To advise us on our information architecture requirements. 

Digital Discovery Request  

For Quotes 
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> To advise us on the best CMS technology for meeting our 

requirements, at a minimum we require expert advice on the relative 

technical merits and best fit of the following products (or any others 

that you consider will best meet our requirements):  

a. Drupal  

b. Joomla  

c. Sitecore  

d. SharePoint  

e. Squiz  

f. WordPress  

> To provide a costed roadmap for how we can deliver the digital 

strategy to achieve channel shift.  

> To deliver key documentation which will provide a statement of our 

requirements for procuring the best fit CMS technology for us. 

Digital Discovery RFQ 
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Digital Discovery Personas 
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Digital Discovery Channel Shift 

Propensities 
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What personas mean to me 
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“I’d love to do more online, eventually 
even pay my rent – but I need to get my 

head around email first.” 

Bernice Non Digitally Literate Customer 

“I’ve never really embraced the world 
wide web. I’m not so great with modern 

technology.” 

Darren Assisted by Origin 



What personas mean to me 
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“I found my current flat on the Origin 
website but I don’t use it regularly. The 

last time I used it I was looking for 
contact details but was unsuccessful.” 

Sunny Living with Origin 

“There is obviously nothing pertinent to 
homeowners on the site.  This gives the 

impression that homeowners are of 
minimal interest to Origin.” 

Monica  Personally invested 



What personas mean to me 
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“I wish that the team out in the buildings 
were able to find the information they 

needed on the site so they didn’t have to 
call the office as often” 

Liz Commercially Interested 



Digital Discovery Evaluation 
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x21 factors, 

including content 

personalisation 

and integration 



> One enterprise platform for an SME approach 

> Short-list: 

> Drupal 

> Kentico 

> Sitecore 

 

> Out of the box functionality and the cost to value proposition 

became the most important factors. 

 

> Enterprise Marketing Solution emerged as the best 

platform for us 

 

> Opted to licence directly from them 

 

 

 

 

Discovery CMS Selection 
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Kentico Personalisation 
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> Researched leading Kentico digital agencies 

> Explored Framework Agreements but opted for traditional tender 

approach as sub-EU thresholds 

> Tight process during December 2014 covering corporate website, 

extranet and intranet 

> Resulted in selecting NetConstruct 

 

 

 

 

Digital Implementation Partner 
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F Pattern User Journey 

 

 

 

 

Great Homes 

Positive People 

Strong Communities 



Digital Development Progress 

 

 

 

 

 

 

 

 

 

 



> Recruited residents and commercial stakeholders to represent each 

persona and they are central to the design and testing process  

> Partnering with City Interaction Lab to raise awareness of human 

centred design and to use their specialist resources for usability 

testing 

 

 

 

 

 

User eXperience central 
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A more agile future … 
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Strong Communities 

> Experimenting with Dynamic Systems Development 

Method Atern as a Project Management Framework as 

it offers more governance that Scrum 

 

 

 

 

 



A more agile future … 
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> Julie Humphreys, Head of Communications 

julie.humphreys@originhousing.org.uk 

020 7209 9256 

@originhousing 

Origin-Housing 

 

> Mark Lordon, Assistant Director of IT and Office Services 

> Mark.lordon@originhousing.org.uk 

> 020 7209 9254 

> @originIT 

 

 

 

 

 

 

Questions / bye for now… 
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