
Social Media – why it works for THT



The social media landscape!



The stats

YouTube is the second largest search engine in the world 

Facebook community only out-scaled by China and India 

80% of teenagers are on-line and 93% of those use facebook

Twitter = 40 billion tweets per day 

Internet users are also social media users – 70% 

Of the UK population not online – half are in social housing



THT’s Social Media Stats for June……

Blog - 2507, which is great but also frustrating considering it also included a 
week of switching to the old blog during the server issue.

Twitter - 2868 followers on TeamTHT and 1365 on TalkTrafford

YouTube - 85 views over June and 117 minutes watched.

Facebook - 380 likes.



Youtube - June



Twitter



THT’s facebook page...why it works!



Current stories on THT’s Facebook page and 
why they work for us…..

Apprentice programme – Your Hired!
8th July – 148 people saw this post:
THT Apprentice 2013 Our ten candidates start their journey today.
You can follow the candidates progress as they are put through their paces in 
each of the tasks here and on our Twitter page @talktrafford also using the 
hash tag  # THTAPPRENTICE13 You can meet the candidates here > 
http://www.traffordhousingtrust.co.uk/your-trust/news/tht-apprentice---meet-
the-candidates



…continued….Altrincham Festival

6th July - 298 people saw the post:

Altrincham Festival 2013 (32 photos)
Altrincham's annual festival at Beechfields, Timperley. 



…continued…..Altrincham Festival

5th July – 97 people saw the post:

Don't forget its the 2013 Altrincham Festival tomorrow 11:00 o'clock. The 
Grand Parade leaves Altrincham town centre at 11.00am and arrives at the 
festival field approx 12.15pm Team THT will be there for the first of this years 
Community Roadshows - see you there!



…continued….TrustCall

4th July – 107 people saw the post:

Happy 2nd Birthday to our TrustCall Team – My, how you’ve grown! 
Workingwith new partners, new Telecare equipment, a new lifting service and 
supporting over 4,000 customers to live independently in their homes across 
Trafford - http://www.traffordhousingtrust.co.uk/trustcall



…continued….Pulse Magazine

3rd July:105 saw the post
Our latest Pulse Magazine should be dropping through letterboxes about now along 

with a rather interesting board game called Hit the Streets read it online here 
http://bit.ly/123PZk6



Message conversations with tenants…….

Message conversations with a tenant on our facebook message section is 
extremely important to us.

Social media gives customers and potential customers an opportunity to share 
their thoughts and ideas with the Trust and vice versa.

An example here is about an ASB matter and involves tenants from another 
Housing Association – this issue is now being dealt with – resulting in happy 
customer and happy staff member – win win situation.





Facebook

Like Facebook images from events usually get the most response.

We interact with local Councillors on housing and neighbourhood issues, such 
as grounds maintenance for example a local Councillor had spotted that some 
green spaces on an estate were not being maintained as well as others and we 
discovered that our contractor had never been given these sites on the contract 
and that Trafford Council were still maintaining them…..notice this is NOT 
queue jumping for complaints!



Twitter……

Our CEO, Matthew Gardiner, had already been Tweeting for 
about a year prior to Team THT deciding to dip our toes into 
the Twitisphere by launching @Talktrafford on January 28th 

2012

Our 1st Tweet!



The idea was simple………we would Tweet about things that interested not 
just our customers (our tenants) but also the residents of the Borough of 
Trafford

We would, in the main, follow only fellow Tweeters that lived or worked in 
Trafford with a few exceptions. 

Why? MG’s twitter account @TeamTHT features mainly corporate and sector 
based information and innovative ideas, so as a company, we wanted something 
that allowed us to connect on a more local basis, to the neighbourhoods of 
Trafford and the people that choose to live there – our customers and future 
customers.



THT Twitter campaigns



To date we have had 4 big Twitter campaigns, which included our 2 Give and 
Gain Days where staff all tweeted from the various projects sending out 
pictures and updates. 

We actually broke Twitter on the first Give and Gain day in 2012, when it 
refused to upload any more photos. Staff enthusiasm and co-operation in 
tweeting on these occasions is key to the success of the account and today it 
stands at 1,367 followers. 

Apprentice programme – Your Hired!
Community Summer Roadshows
Participatory Budget Events
OTMP updates
Trafford Treasure Nominations
TPAS nominations
Events & Information



Lets look a bit closer………

Stats on the Participatory Budget Events, 4 events across the Borough, held 
over 2 weekends in June:

there were 11 posts made which gave a total of 1,483 views of which 1,208 
were organic (people who like the page) and 281 Viral (people who saw our 
posts because of a friend)

The most viewed PB event post was on 12/6/13 having 221 views and the most 
viral post was on 22/6/13 with 106 viral views with the total views being 211.



….continued……

Apprentice Programme – Your Hired!

For the Apprentice posts there were only 5 posts for the advertisement of 
applications opening however there was a total of 1,298 views of which 662 
were organic (people who like the page) but a whopping 647 were Viral (people 
who saw our posts because of a friend).

The most viewed Apprentice post was on 30/4/13 having 549 views with the 
same post achieving the most viral views of 418. 

The Apprentice posts achieved an almost 50/50 split between Organic and Viral 
views, which may well be down to the fact that these posts were aimed at the 
16-25yr age group and that were shared more because of the demographic.

Also – THT Roadshows, Vicki, from our Youth Team, posted an album of 
photos from the Roadshow and Altrincham Festival last week and it received a 
total of 191 views so far with 111 of them being Organic and 181 of them being 
Viral 

(our facebook posts are tweeted automatically on twitter)



Twitter is very useful for getting information to and from customers very 
quickly for 
example when we get information from GMP about crime in the area we will 

tweet details  so residents in that area can know and retweet 



Re-tweets are very important as they can get your message out to even more people 



My Advise to you – increase your social media 
activity…….

But - don’t neglect digital media – with the growth of smart phones, residents 
are now accessing social network sites via handsets. 1 in 10 of all mobile users 
access social networking sites via social media –so introduce it as part of your 
comms plan

Social media isn't just for news!
don’t just use it for rent info, support services etc n- use in a more fun way to 
engage with audiences esp younger people and anyone who don’t want to look 
at your website

Interact!
Focus on regularly updating facebook and twitter with local news, service 
updates and fun info



Know your audience and be consistent and be regular

Deal with negative comments quickly and openly and don’t ignore them (take 
the issue away from facebook if required, but don’t take a post down unless 
totally necessary

Use different communication methods as well as social media so you reach 
everyone.

Find the conversation and join in – build trust, win their confidence and engage

Don’t think too much about your numbers of followers – esp with Twitter –
concentrate on follow and be followed by organisations rather than tenants

Think what social media already exists rather than what you can set up – think 
about what you are asking people to talk about

Join in and get in touch – rather than wanting and waiting for people to join you

Embrace complaints as an opportunity to learn



So – why Social Media?
The importance of social media is that you can connect with new people and 
build relationships with just about anyone who is online!

Share valuable content in many different formats and get a good understanding 
of how to get the most out of social media (video content/article writing/blogs 
are all very powerful) & help customers solve their problems!

Social media allows you to grow and build relationships with anyone

You cal let people know you are there – so they like and trust you

Have a sound social media strategy and use it the right way to  guarantee the 
success you deserve.

FACEBOOK is great for the personal profile – TWITTER for short, snappy, 
timely thoughts



The reasons not to …

There is a permanent record 

People will say bad things about you – cyber bullies/trolls

There is such a thing as bad publicity (however dealt effectively and efficiently, 
this can be overcome)

Staff will get it wrong (but that is actually OK!)

Always avoid confrontation – think of the company brand – don’t act with 
personal emotion



Why we use it …

Gets information to people instantaneously

Instant feedback

Access to a large audience

Cheap

Tenants want us to use it 



Top Tips and away you go…..

Check in and say hello! 
Don’t ignore your audience – always monitor your social media activity

Allow posts & allow staff to get involved
Don’t think that on the Comms Team can successfully represent your company 
– all employees can tweet 

Control your posts
Free discussions, complaints and content are great ways to engage – and ask 
questions to get thought and insight

Don’t give up!
Have faith - im not getting the stats I want right now, no one will engage with 
me, this is rubbish! – it takes commitment and nurturing to develop a successful 
community



How we use it …

Engage communities by geography - Sale West

Engage communities by age 

Youth Facebook page - www.facebook.com/THTyouth

Facebook - https://www.facebook.com/traffordhousingtrust

Twitter - https://mobile.twitter.com/TalkTrafford - residents

Twitter - https://mobile.twitter.com/TeamTHT - CEO twitter feed



How we use it …

Blog – from our CEO http://thtblog-matthew.blogspot.co.uk/

YouTube - http://www.youtube.com/traffordhousing

App for customers to download – can pay rent, events calendar, report 
repairs



Our successes …

Set up specific facebook sites for community centres – this has increased 
attendance at local events and promoted key messages, 

Apprentice project – new viral reach 391 people

Recruitment of young people to apprentice project via facebook

Repairs to excellence project consultation over twitter, scrutiny panel 
consultation over social media

Silver surfers in all our 19 sheltered schemes



Questions & Answers


