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What does 

channel shift 
look like? 



My rent statement 
Jan-Dec 2015 

35,478 

Office hours 

63% 

Out of hours 

37% 

Effortless 
Cheaper 



Our portal 

https://www.nhh.org.uk/mynhh-registration


Promotion 

• Online 

• shameless location 

• Increase task-focussed content 

• contextual links 

• Front line 

• Offline 

• Publications 

• Phone 

• Neighbourhood offices 



Support 



Stats 



Success. How? 



Strategy 



Why do digital? 

“To create an effortless 
customer experience that’s 
cheaper for us to deliver” 

 

CEO, 2015 



User-centred design 



User-centered design 

$81 billion 



Personas 

Tanya 
High dependency tenant 

Julia 
Low dependency tenant 

Anthony 
New tenant 

James 
Family member of elderly 

tenant 

Caroline 
Home owner 

Karen 
Job seeker 

Simon 
Influencer / stakeholder 



Personas & scenarios 

  

Tanya 
High dependency tenant 

flat in a block 

 
Wants to request an additional/replacement key fob for 

the secure entrance door to the block of flats 

  

Julia 
Low dependency tenant 

(house with garden & garage) 

 

Wants to apply to buy her home 



Benchmarking  



What’s next for us? 

 

Agile 

 



http://www.google.co.uk/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0CAcQjRw&url=http://www.psychologytoday.com/blog/fulfillment-any-age/201005/giving-thanks-the-benefits-gratitude&ei=XTfCVOb0OsKtU_nqgoAK&bvm=bv.84349003,d.d24&psig=AFQjCNGzcQI-qfaimN6uuDPfSks61cZIeg&ust=1422100681585694


Questions 

? 


