
serviced by

WWW.NHMF.CO.UK

Workshop 1b:
The new customer paradigm: Delivering services 

online

Speaker: Shaun Aldis, Wolverhampton Homes
Chaired by: David Miller, Rand Associates

Room: Blenheim Room



The New Customer 

Paradigm 

‘Delivering Services Online’ 

Shaun Aldis



Overview

My advice



Where did it start?



Changing Times



1 in 5 people in the world have a smart phone



So what
• That future organisational success is predicated on 

two fundamental capabilities: the ability to drive 

knowledge worker productivity; and the ability to 

adopt emerging business technology better than 

competitors 

• So if the IT Customer now demands:
• Apps

• Consumer equality

• Self adoption

• Default options

• IT that supports life style changes…………………………..

How do we respond ?



Houston we have a problem!

• Poor Data Management 

• Slow Public Sector Procurement Regulations 

• Senior Management out of touch with digital 

innovation

• Poor hardware/unstable platforms/clunky 

systems 



Who’s talking?



Our Customers

STAR Survey 2013



Our Facebook Customers



Our Social Media Story

Self-Service







Where next?



What do they say?



Getting Started 



Visioning



Our Approach



“Social housing providers could save 

more than £340m per year by using 

more cost effective communications to 

their 9.5m residents”

Digital by Default 2012 - the case for digital 

housing (Housing Technology and Race Online 

2012, November 2011)

More than just another channel :



Costs per 

contact

Saving 

if shifted to 

online

Face to Face £8.62 £8.47

Phone £2.83 £2.68

Online £0.15

(SOCITM Research 2012)

Which means:



There’s more

• Focussed on fix it and fix it at your convenience 

– Trade support colleagues

• Improved productivity ‘HouseMark’ top quarter

• Improved capacity 

• Reduced fuel £30k p.a. (Ring and Ride)

• Fewer no access 1.1% and jobs passed back 

<1%

• Empowered and engaged staff

• Customers 



Web Wizards



My advice



Repairs On Demand

‘the new customer paradigm’

Questions?

Shaun Aldis


