Transcript of Twitter debate - Annual Reports - Worthwhile or worthless? Live tweet off with our customers (included are emailed comments and facebook comments)

Colleague

Do companies really understand the value of annual reports to their customers? join the debate #bromfordliving 4.30 until 6.or tweet me now.

Customer

#bromfordliving "I get load of annual reports through the door, they go straight in the BIN" 

Customer

#bromfordliving "They are hardly gonna state on them what they spent on staff xmas party and the directors holiday home"

Customer

#bromfordliving "I'm an accountant, but still think they are a waste of money and paper." 

Colleague

4:30 today - the big twitter debate-please join us to make it bigger #bromfordliving - what do customers really want to know?

Customer

Hope everyone gets involved - very excited

Colleague

#bromfordliving @nickc_bromford hopes the debate is really challenging what our customers really really want more controversial the better!

Customer

#bromfordliving Would you love your Bank more cos they told you in their annual report that they listened to customers?

Colleague

just getting the meeting room ready to host the big debate with CIG members. Promises to be lively!

Customer 

At the #bromfordliving meeting tweeting! Not playing Angry Birds, I promise!!

Colleague

are looking forward to meeting everyone online tonight in #bromfordliving - angry bird contest might be a bonus round

Customer

Talking about how we're getting new customers involved with #bromfordliving behind the scenes and having influence

Customer 

#bromfordliving sounds exciting - how are you doing that?

Customer

@BromfordLiving talking about wanting ppl to get involved but giving them the enough time&training to get involved&engaged. #bromfordliving

Colleague

#bromfordliving txt a few friends earlier, only 1 of the 12 people I txt said they would open the report; others said "straight in the bin!"

Customer

Should CIG be talking about more social issues that are affecting Bromford customers like riots, floods and local interest? #bromfordliving

Colleague

Welcome to @CIGatBromford we have collected lots of thoughts from customers will post them on here .. so here we go!!! #bromfordliving

Customer

' julia from Stafford says 'I get them, I probably file them - but rarely read them'

Customer
customer from Lichfield didn't even realise we sent one "i probably bin it with rest of the rubbish"

Cust

@BromfordLiving then why not reverse the situation tell customers its been produced and then ask them to tell you if they want it or not

Cust 

@BromfordLiving @mrbromford as I see from comments r not complaining on the paperwork but having a dig about rent. Guess we all do that:)

Cust 

@BromfordLiving there has to be accountability

Cust

@BromfordLiving just end of year balance sheet &more a) customer query b) how local BL & support dealt with good insight for user& providers

Cust

@BromfordLiving Woo-hoo! Sounds exciting. This definitely is a great debate :D

cust 

@BromfordLiving Read a really nice one from Ecotricity - made you feel part of the organisations and felt like the org had a personality

cust 

@BromfordLiving i think if you have loads of mail a report you do tend to stick it in the bin

cust 

@BromfordLiving How about single issue stuff? Facebk polls, paper surveys, weblinks: +summary of big topics at yr end + access 2 more 4 keen

@BromfordLiving @PaulBromford I do usually review the reports and any info from Bromford. Especially at this time of year when rent due.

cust

@BromfordLiving yes it is

cust 

@BromfordLiving at the consultations we have been going to tenants have been really enthusiastic about their reports but are already engaged

cust 

@BromfordLiving challenge is how to reach those that aren't engaged

cust 

@BromfordLiving i think that facebook and twitter are a good way of communication but will the customer be heard

cust

@BromfordLiving Just relies on having a good profile of who is following you online. Could help to reach those who can't come to meetings

Customer

Annual Report Tasters are out! Simpler and shorter. 23,000 have been sent out but only 379ppl have asked for the full report

Customer

Lisa left a message on facebook 'I can't see the point of reading something I can't influence - goes in the bin!!

Customer

have a flick through them and then put them for recycling

Colleague

out of 23,262 customers who received our taster report, 379 asked for more information

Colleague

colleague just commented that they would prefer 2 read the report online than have it posted thru the door; waste of paper!

Colleague

our report has only been viewed online 105 times

Colleague

how many of those were customers vs colleagues?

Cust

Do the customers that view the reports or want more info because they are going through a complaint?

Cust

Would be interesting to know the age of people requesting more info through post? 

Colleague

is there less interest because people only care about their own experience with Bromford?

Cust

I think that my neighbours are interested in their own plight -struggling to survive & bring up children to be interested

Coll

and would reading this change their views anyway?

Cust

from a customer in Birmingham, I receive a good service, I know how well you are performing!

Cust

some customers enjoy reading the annual report but wouldn't even notice if it didn't arrive one year!

Coll

it is regulation to send a customer report but could we question it if our customers thought it was a waste of £?

Coll

but did people even bother reading them prior to the digital revolution? has our apathy just been magnified?

Cust

@MrBromford says i think so the only time that you hear afrom them is when you do something badly wrong

Cust

Charmain emailed last night 'I probably got it, but it went straight in bin - I get loads of mail, but might of liked it!

Coll

it still costs money to put the report together even if it was only placed online

Cust

I think the digital revolution gives you the opportunity to make something more interesting

Coll

we could produce a rolling annual report online, refresh it regularly

Cust

Agree about asking question. What does 'report' mean anyway? Drawing, infographic, survey collection 

Cust

reading an annual report online or paper isn't going to change the way i feel about bromford - customer from Lichfield

Coll

do we follow cultural trend? Or do we be bold and set the trend ourselves?

Coll

how about something similar to the YV updates we have inhouse? live and quick?

Coll

Should we be supporting our customers and communities to use social media by training opportunities?

Coll

some feel it's too soon to stop producing a report. We need to keep communication open with customers

Coll

some great questions on here - we promised spot prizes for the most interesting.. so far @kerryhjames - DM me 4 prize

Cust

rolling reports is an interesting idea, always up to date with figures? Would anyone look though?

Cust

isn't communication a two way conversation - you can't talk to a book!

Coll

Some of these tweets are on behalf of our customers attending the customer influence group meeting

Coll

question for everyone! What other annual reports do you read???

Cust

complete waste of paper! I much prefer it when the dance depot catalogue comes through the door! x 

Cust

bin, bin, bin.!

Cust

quick glance in case anything major jumps out then file under B1N

Cust

we get all of the above. banks, council, pension. dont even open the envelope ! B I N

Cust

Read the ones from work but generally don't bother with any others unless something jumps out that feels as though will directly affect me

Cust
It has been my experience that a large amount of tenants that I come across in this Housing Association have little interest in 'Reports' that filter out from this or any Housing Association. Listening to my neighbours of various types over the years it is apparent that they are only interested in their own plight, the struggle to survive in certain cases bringing up children (importantly) and to some only where their next meal comes from, (or dare I say in certain circumstances substitute meal for 'fix') the interest in the document and its facts or figures mean little to all but a few who would give time to read it.

Cust

i scan it to see if there's anything important to me, put it on one side for a couple of days whilst I make an informed decision, never have time to make the informed decision so come recycling day it ends up in the white bag for paper

Cust

in all honesty, I have to say I haven't taken a look at the annual reports and infact it got put in the dustbin - (I get loads of mail) However this does not mean that if I had made the time to read through the results this may have not been an interest to me

Cust

as a Homeowner I value the Customer Annual Reports...it keeps me updated as to what is going on. Sometimes I am not aware of everything that you do and this is a way of sharing good practice

Cust

Both personally and professionally I have always taken the lowest common denominator after sifting through yards of complexities.The issue and the one question raised above. provided the complexities of any large organisation how to satisfy customer's and  reduce cost and the variety of answers proved how complex that can become

Cust

I have to admit anything like that just goes straight in the bin, I cant see the point of reading something that I cant really influence, I always feel they do it as a paper ticking exercise rather than because they want to inform people

Coll

#bromfordliving how many of us recommend a service from their annual report, don't we recommend on our own experiences?

Coll

..ok online reports, but what do you want in them? figures, facts, stories??? and why do you want them???

Cust

"customers keep the communication open by sending the reply slip back" but only 1.6 % customers sent theirs back!

Cust

nice annual report from Ecotricity - relies on having good .org personality. Tick! 

Cust

interesting - We would be much more likely to respond the other way around!

Cust

that's where online wins through - so much more two way, but more difficult to keep as a record 

Coll

I think customers respond to stories....more likely to be able to relate and comment....I would anyway!

Coll

mmm...i wonder how many people would contact us to ask for an annual report if we didn't send one out at all??

Cust

none because they are t o wordy and not in plain English

Coll

thanks Kerry, will have a look at that

Cust

yes this is my feeling i am in favour of the idea but we must carry the customer with us

Coll

"online is the future! It will keep growing and we're trying to get all customers digitally included

Cust

Could #bromfordliving not send any printed reports, save that money&spend it to get more people online?Saving more money in the long run?

cust

@BromfordLiving @CIGatBromford I have to agree on the expense issue but legally??? doubt thats possible perhaps explaining it would help?

Cust 

@BromfordLiving @mrbromford as I see from comments r not complaining on the paperwork but having a dig about rent. Guess we all do that:)
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Cust

@BromfordLiving and these are the times that we are unfortunately living in

cust

@BromfordLiving what if you have not got a computer

Coll

"it isn't about an online versus hard copy! We want to know if customers value the information at all!"

Cust

People get worried when you talk about making a move from print to online. Need to maintain a mix in short term 

Cust

quote from customer 'I like the format of the last report but I'm more concerned cuz I don't believe a word in it!'

Coll

- customers who have asked for more info? Can we get a profile of them? What 'type' of customer feels they need more?
Coll

ye Kim that's a piece of work we r working on to understand the appetite

Cust 

customer sent in response 'stop sending this out and wasting money, take it off my rent instead' 

Coll

. customers who have asked for more info? Can we get a profile? is there a specific type of customer who needs more??

Coll

if they stopped would they be missed? who are we pleasing with our reports.. it is an industry!!

Coll

"mood seems to be stop sending out and alert customers once per year that they out via text, rent statement"

Cust

u will only find this by doing a survey of customers across the group 

Cust

another email in 'some people are worrying where their next meal or fix is from! the interst in the document mean little

Cust

email continues ' make it available on your website, those who are interested will find it.'

Cust

a scary thought but paperless saves the environment, time and money

Coll

Its inevitable that some customers will value the report and some won't. Alert customes they are out, their choice to uptake

Coll

we can kim, mostly customers who rent, but still only 1.6% wanted more either online or in post

Cust

the proof would be if we hadn't of sent one out this year how many customers would of actually complained!!! Non I would say

Cust

another facebook comment ' stop ticking boxes, become the box for others to tick' mmmm cryptic!!

Coll

why don't we be bold and scrap it for a year - see what happens??!! who votes for...nothing!!

Cust

cut cost completely and not produce one

Coll

"thanks for all your comments. It has been very helpful and here in the room it got quite heated! Provokes real debate!"

Coll

still getting comments in on facebook messages, will keep them and share them with you.. thanks everyone and GOODNIGHT!!!
