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Multi-channel contact

making things easier for 
customers and staff

Customer Experience 2019



What we will cover

▪ What do tenants really want

▪ Consistency across channels

▪ Developing brand voice

▪ Is it a balancing act

▪ Digital inclusion

▪ How far to go



If you don’t know 
WHAT you want 
to achieve, you 
cannot define 
HOW to get there
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Don’t JUST focus on 
measuring the customer 
experienced based on 
individual interactions.

A great customer 
experience is made up 
of multiple interactions

What is customer experience?



What are we doing about it





Apple Store







What does the future
look like?



EVERYTHING 
is in one place 
– this is really 

easy!

A single platform which 
looks and feels consistent 
to both staff and 
Customers with all 
information in one place

Yes, I can see 
your full account 

here – we can 
sort that out 
immediately

Coming Soon



The new platform provides 
a single place to:

✓ Find a Home

✓ Manage your 
Property

✓ Find a service



The new platform is 
integrated with things that 
people use everyday – like 

Google maps



For example, we have found it 
useful to show Customers the 
proximity of properties to 
things that they’re interested 
in – such as local doctors, 
supermarkets and transport 
links.

We are enhancing our more 
traditional data with extra 
useful information.



The Customer and Colleague can see the actions available to 
them from one screen – these are context aware

Customers can access everything 
related to a property in one place 

- Making a viewing request
- Access their Applications

If they were a tenant they would 
also be able to manage their 
tenancy, request repairs, discuss 
issues, etc



Tenants can review the 
tenancy agreement 
section by section

Tenants can agree terms or 
ask questions (which is 

linked to our online chat)

We are introducing a Digital Tenancy Agreement process

The system includes a Contract Builder so we can build Tenancy 
Agreements using drag and drop from our standard terms



The tenant and the Thirteen User can sign the 
agreement on their PC, mobile phone or tablet. 






