
 
Somerset West and Taunton Council  
 
Tenants’ Strategic Group – Monday 24th May 2021 

 
Website Improvements 

 
This matter is the responsibility of Executive Councillor Member Cllr F Smith. 
 
Report Author: Shari Hallett (Housing Performance Manager)  
 
 

1. Executive Summary / Purpose of the Report  
 
At the last meeting the Chair of the meeting requested a report summarising website 
improvements.  The report has been compiled to demonstrate improvements made 
since end of October 2020 and to provide information to members of the group.   

 
 

2. Recommendations 
 
Members of the Tenants’ Strategic Group are asked to note and comment on the 
report content. 

 
3. Risk Assessment (if appropriate) 

 
Not applicable. 

 
4. Background and Full details of the Report 

 
Please see report below. 

 
5. Links to Corporate Strategy 

 
The website pages produced by Housing and Communities support the Somerset 
West and Taunton strategic themes “a transparent and customer focused council” and 
“homes and communities”. 

 
6. Finance / Resource Implications 

 
Not applicable, website improvements have been made by members of the Housing 
Performance Team. 

 
7. Legal  Implications (if any) 

 
Not applicable. 

 
8. Climate and Sustainability Implications (if any) 

 
No direct carbon/environmental impacts arising from the recommendations. 



 
 

9. Safeguarding and/or Community Safety Implications (if any) 
 
Not applicable. 

 
 

10. Equality and Diversity Implications (if any) 
 
Not applicable, website meets accessibility criteria and can be navigated by customers 
using screen readers. 

 
11. Social Value Implications (if any) 

 
Not applicable. 

 
12. Partnership Implications (if any) 

 
Not applicable. 

 
13. Health and Wellbeing Implications (if any) 

 
Not applicable. 

 
14. Asset Management Implications (if any) 

 
Not applicable. 

 
15. Data Protection Implications (if any) 

 
Not applicable. 

 
16. Consultation Implications (if any) 

 
Data from the STAR survey 2020 was used to initiate some of the improvements in this 
report. 

 
17. Scrutiny/Executive Comments / Recommendation(s) (if any) 

 
Not applicable, report for Tenants’ Strategic Group. 

 
Democratic Path:   
 

 Scrutiny / Corporate Governance or Audit Committees – No  

 Cabinet/Executive  – No  

 Full Council – No  
Reporting Frequency:       Ad-hoc      
                                     
Contact Officers 

Name Shari Hallett 

Tel 01823 219425 

Email s.hallett@somersetwestandtaunton.gov.uk 



 
 
 

 
 
Housing and Communities 
Website progress report  
 
1. Introduction 
The Housing Directorate started to reform in July 2020.  By the end of October 2020 the 
Housing Performance Team was staffed and work on the website could start alongside other 
priorities. 
 
2. Background 
The current website for Somerset West and Taunton went live when the new council was 
created April 2019.  At that time services were merged into one area called “customer” and 
there was not a “housing directorate”.  This influenced how webpages were created.   
 
With the newly created Housing Directorate, it is possible to take ownership of specific pages 
and post up our own content as part of the Somerset West and Taunton Council website.  Our 
website must be compliant with accessibility standards and fully usable to those who may be 
unable to see and using screen reader technology or have other disability. This means that 
pictures are very limited and details on each page are kept uniform. 
 
3. Improvements 
The Housing Performance Team have made a number of improvements and changes which 
are summarised below: 
 
3.1 Page updates 
We have been working on checking and updating our housing webpages. This work will be 
ongoing; however, contacts have been established within departments for this to become a 
smoother process in future. A few of the larger alterations completed have been listed below.   

 Checking and update of all pages 

 Sheltered housing - update of information and officers.  

 Duty to refer - An update to this process has taken place (see below) and so the 

webpage was altered to support this.  

 Tenant engagement page - Updated to include new TSG members. 

 
 
 
 
 
 
 
 
 
 
 
 



 
 
 
3.2 New content 
 
We have been working with various teams to create new content for the website and there 
have been a number of new pages created in the last 6 months including:  
 

 Stay safe and warm this winter (now unpublished but will go up again next year)  

 TSG election (now offline again)  

 Downsizing webpage  

 Star survey results webpage  

 Capital works programme  

 Covid-19 housing advice 

 Electrical safety (private landlords)  

 Housing newsletter 

 Annual report to tenants  

 Estate inspection schedules for both 

General Needs and Sheltered Housing 

 

(Screen captures of screens are shown) 

 
 
 
 
 
 
 
 
 
 
 

 



 
 
 
 
 
3.3 Emails  

 

We send regular (quarterly) emails to residents and non-residents who provide their 

email address via the website, sending them links to the newsletter and relevant 

articles. The screen shot below shows you the style of the email that is sent. 

 

 
 
  



3.4 New processes  
 
3.4.1 Contact my housing team - Firmstep form / webpage  
 
Looking at our STAR survey feedback and considering the customer journey we realised that 
contacting the right officer was not straightforward.  We recognised the need for our tenants 
to be able to easily see who their designated housing officers were and wanted to create a 
lookup for tenants to use on our website. 
 
We have developed a form called “contact my housing officer” that can be used to route 
enquiries to the relevant Case Manager (housing officer).  The form has been live since the 
end of March and we will examine data to show its effectiveness in July.  The data will show if 
any areas of the business could be dealt with by Customer Contact at first point rather than 
waiting to be routed to Housing Case Managers.   
 

However, as we were starting to design this process, we realised that what would be even 
more useful, with benefits to tenants, our customer contact team and our case managers, 
would be to create a new contact form that makes contact easier and tells our tenants who 
their officers are. The housing performance and business analyst teams worked together to 
produce this new form that can be used via our SelfService portal and by customer contact 
when taking phone calls. So far we have had great feedback and will review effectiveness. 
   
As an extension of this work, we also created a new webpage called contact my housing 
team as a one stop shop on the website to help our tenants and customers get into contact 
with the right team. Each area has a short service description and contact method clearly 
linked from the webpage. Below you can see a screen shot showing a few of the entries.  
 
  



 
 
 

 
3.4.2 Duty to refer – The housing options team got in contact with us to make some changes 
to their webpage following a streamlining of their duty to refer process. The new process 
allows organisations with a duty to refer to create their own Jigsaw accounts and to follow the 
process of their referral all the way through, reducing double handling of information and 
saving time for our officers.  
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 



3.5 Background improvements 
 

 We have created better links between relevant pages to help visitors to the website 

find where they need to go or other pages they might be interested in.  

 

 
 

 

 We have been expanding our knowledge and understanding about accessibility 

requirements of the website, working with Ian Groves and consulting gov,uk resources. 

This is particularly poignant for housing in terms of PDF accessibility, as we do have 

several PDF documents linked to our webpages and it is important that they meet the 

expected criteria and are suitable for those using screen readers or other accessibility 

aids.  

 
4.  Next Steps 
 

 We await the new housing computer software and that will allow us to launch a Portal 

to residents. This will be at the final stage of the new computer software delivery as the 

software has to be running first before the portal can launch. It is likely to be live in 

around 18 months depending on progress with the software. 

 

 The contact my housing officer form will help route enquiries whilst we wait for delivery 

of the portal.  Whilst we use this form we will collate data about the contact my housing 

officer form usage and use that data to examine where we can improve our offer e.g. 

training customer contact officers to assist at first contact or providing online means of 

completing items. 

 

 Examine how best to provide an online method of reporting repairs.  In the past this 

has not been effective for our residents who reported the repair online. Residents had 

to be contacted again for more information or to arrange an appointment. There are 

options that can be delivered through the portal in 18 months but we are also exploring 

options that could be set up in the interim period. 

 


