Building communities

for positive change

@PaddySteen, Which? Head of Supporter Strategy and Engagement



Which Which?

Which? helps you pick the best washing machine, sure...

...but ever since we started in a garage in Bethnal Green in 1957, we've been
campaigning to make lives fairer, simpler and safer

Which? is a commercial business with 1.5m
magazine subscriptions...

...but we’re also a charity with 700,000+ active
campaign supporters
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Free sites reaching new audiences

o Cara services diractary Q

¥

Ise our directory to search
far a suitable care service
any part of the LK

¥ Pa {
i Care homes Suppart services

Domiciliary care

~—~ 2l i

m e

What to study,
where to go and
how to get there

Philosophy

m Birth Choice

Best chaoice for you  Maternity options Expert advice  FAQ q

Find the right place
for you to give birth

Use our unigue Birth Cholce tool to
decide where you want to give birth.
Understand your maternity options, get

expert advice and find local places that ".r
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Find simple ways to solve your everyday consumer problems



Providing solutions for consumers

Step 1 Register with TPS Report a call or text today

i Every complaint helps in the fight against nuisance calls & texts

that all or;
TP5 un

such calls to p
This tool is powered by Which?. It helps determine who vou should report nuisance calls and texts to and
automatically issues a complaint on your behalf, subject to vour approval.

NLto do So. 5
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Our online community




A community for all ‘consumers’

e We launched Which? Convo in 2010 as a place
for everyone to debate topical consumer issues

e Adds a human voice to Which?, where our
experts can show their personality

e Arms us with views from real people when we
quiz companies or the Government

e It allows us to test ideas and unearths new

Vaur view: checking in on cheques

 g— o+ Yol investigation opportunities

T — wnn e s e We offer guest spots to brands, MPs & celebs




30,000 comments

“I have been off work for two weeks due to fact that
my father died and my mother is seriously ill. Every
day | receive cold calls regarding PPl despite being ex
directory. | dive to my phone every time it rings-in
case it's my mother needing help,” Caroline

kL =

...360,000 signatures /



We amplify their voice And create new stars

3" A 1
'I've made £2,000 from cold
callers’

Martin Bostock Lee Beaumont




Are automated services there to help
or hinder?
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CHOICE: Ikea’s non-bovine ‘leather’
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How |, Milo the Watchdog, marched
the streets of London
00660

Jamie: create super-tasty meals by
embracing leftover food
00600
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O’Leary: customers flock to Ryanair
despite Which? surveys
00600




Time for change




We involved our community members at every stage

e 3

->
->

They were surveyed before we got started, which directly influenced the
priority of the website’s new features
They helped us test the site during development, leading to important fixes

We continue to listen to their ongoing feedback post-launch, and introduce
improvements regularly

Help us test the new Which?

Which




The relaunch

e No more drive-bys - all newbies see a simple
registration overlay after commenting

e No more generalists - the site’s been
restructured around clear topic areas

e No more desktop only - optimised for mobiles

- = e No more silos - integrating community with our
PR Py PO Te— Campaigns and Consumer Rights sites

Latest cornments about Food & Drink

My day s foad hygiene S, wy
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e No more control freaks - we’re handing more
Naadlls q control over to our community. They can share

ideas and write their own convos @




Their ideas at the forefront

S = 1 Which? 74n7.1 October n AA G
-> Community members can share their ideas for e
new debates and vote on others’ New plastic bag charges for
L . . ) England - are you happy to pay?
9 Thelr pleces Slt alongSIde those ertten by People in Northern Irefand, Wales and Scotland have been paying for plastic
. . bags for some time, and now England is joining in. In this guest contribution to
Celebs, Organlsat|ons and MPS a%rrggmrnuniwwcbsﬁe.thch?Conversahon,mernber John Ward asks will it

Share my idea

John Ward says: 3 manths 1 day ago

Charging for one-trip plastic bags

It would be interesting to hear peopla’s views on the new regulations coming into
force in October 2015.

0 This ld=a was chosen or Fri September 2015

Edit Sharis || Repart JOHN WARD shops that don't have to charge. can .da soif they
WHICH? want to (and can do what they like with the money)

compulsory for shops with more than 250
workers overall to charge for plastic bags, so
most of the high street stores are covered.

F rom Monday 5 October 2015 it will become

CONVERSATION and shops can charge more if they want to.
COMMUNITY MEMEER

Plastic bag charges: the finer




Thanking you for
signing our
campaign!

Help us spread the word by sharing

BUf Campaign

E LATEST DEBATE

[UPDATEDI Rail regulator confirms
compensation for delays is in a sorry
state

;‘_" Arthur Gilbert says:
T raisug thi a iy MP S tim agn, advising
whi
st said thar there w,

In the limelight

We're integrating the community on
other Which? sites, including:

-> Our Consumer Rights website, so
people can comment when they
have a consumer problem

-> Our Campaigns website so that
people can share their views after
signing our petition

-> And soon other Which? sites




Asking their views before a campaign launch

In light of the Volkswagen scandal, should the government implement Slgn our [JEt".IOI'I for fuel tests you can trust

more stringent testing for car makers?

104,557
Yes 95%, 10,475 Votes)

Petition Signatures
("
NO (4%, 403 Votes)
= “This was a numbers game right across
Don't know (1%, 150 Votes) the W0r|d It WaS be|ng WatChed, that I am
! sure of. | have read Which? for some time

but only recently contributed because of
this subject. Thanks to everyone for
putting up with me,” DeeKay

Total Voters: 11,028




Giving us the upper hand

e We quickly published a piece on the Met Police Commissioner’s Police chief is slammed over astonishingly
. . . misjudged' remarks saying victims should
views on scams, resulting in 777 comments and 97% of pay for being hit by fraudsters

30,000 voters agreeing banks should reimburse scam victims v, Sr Do e Hore= s pepi fol ki Mimsmehis Ve ibie

« Common failings include setting up passwords that are too easy to crack
- Banks have to compensate unless they can prove customer's negligence
« Critics accuse him of pinning the blame for financial crime on the public

e This led to an exclusive Q&A from Commander Chris Greany of B SR T BB A

the City of_ Lo’ndon Pollc_e, aIIOW|_ng our community to quiz him EnaE=E 1 “ets
on the police’s strategy in real-time

Briains most senior policeman was st night
accused of fosing e piot after nis

‘astonishingly misjedged remarks that banks
should stop refunding victime af online crime:

Metropaiitan Police Commissioner Sir Bernard
Hogan-Howe blamed carekess members of the
pubiic for leaving themselves vulnerabie to
hackers

Comman failings include setting up passwords
R CrL that are oo easy 1o orack and not updating anti-
2 wirus software on computers

Commander Chris Greany says:

Banks have to compensate customers Tor fraud
" x " unless tney Can prove. the customer has been
| will try and answer all your questions.even on the weekend ! so please keep them coming negigent — for example by wiiting down iheir
i password and leaving it In a pubic place
Best wishes,

But Sr Bemard suggested the public were
. being ‘rewarded for bad DEhaviour” under the
Chris cuerent sysiem.

He suggested lenders coubd refuse o reimburse

U o0, £ = fraud wictims which failed to take sufficient
Past Feature Site Feature precavtions as this wiukd spur them 1o take

more care in future

* ‘ m Share Report




Dramatically higher engagement

Visits vs Engagement Comments Poll votes
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We ' our community

VynorHIll says: 4 October 2016

Three cheers for the magazine “Which,”
Set up to test and to pitch,

Product ‘gainst rival;

Their strength and survival,

And anything causing a glitch.

Three cheers to the magazine “Which”,
For having a moan and a p***h,

At practice unjust

And firms that lose trust,

Sewing customers up in a stitch,

Share Report
o v £1 gl -




Online community takeaways

e Your community needs a shared purpose and they need to know what that is
e Show your community’s achievements back to them. Prove we’re more powerful together
e Your community should have a leading hand in its direction. And don't be afraid to let go

e Your biggest advocates can be your biggest critics, but your biggest critics can also
become your biggest advocates

e Don’t let data go to waste - the more you leverage what you know about your community
members, the more success you’ll have

e You don’t need the latest software to build a strong community. Give
them the features they want, not just the ones you want

e Don't hide your community away - it’'s a huge asset to your brand, so

surface it on your most important websites
Which



Our campaign supporter base




Our growing supporter base

E00.000

We've grown our active supporter base
from 100,000 to 700,000 in three years

700,000

&00,000

How did we do it?

500,000

Testing of broad acquisition sources
Investing in successful sources
Understanding our supporters
Best-in-class emails

And developing our websites

400,000

300,000

200,000

100,000

But we need to get to 1 million m




And they’re pretty active

3,500,000

e Our supporters are taking more
actions than ever before

3,000,000

e They took 3m+ actions last year

2500,000

e That's an average of 5 actions per
supporter

1500000 e They've helped us gather 2.3m
signatures in the past two years

1,000,000

e 180,000 supporters are ‘*hot’, taking
more than 8 actions in the past year

500,000

! ! I & I I
‘/’_._,_,-f""l
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2011 2012 2013 2014 2015 2016




Different strokes for different folks

3
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* | ook after
themselves

* Passionate
with strong
opinions

= Strong
opinions

* Caring and
concerned leadership

e * Financial
security top
goal

* Not into
campaigns

* Pick and
choose
where they

* Hands on
making
things better

* Practical
solutions,
dislike
bureaucracy

= Worried
about their
and others’
future

* Low level of
trust in the
systemto

* Professional,
logical -
want to fix
things for
others

* Progressive,
liberal, see
the big
picture

* Happy with
own lives,
want to help

deliver

* Better deal
formyand
my family

* Trusting of
institutions

5. Self sufficient (Ron)

others

* Worried
about our
future

1. Family first (Jeremy)

* Optimistic
about future

getinvolved

* Dptimistic
about future
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3. Problem solvers (Charlie)
4. Progressive warriors (Lisa)




Campaigning across the country

The Fragrg@®\shop




More wins than ever before

Unlock phones for free Cap on claims management fees Cap on payday loan fees CMA
banking shake-up Tesco changes chicken suppliers Nuisance call fine threshold lowered
Supermarket infected chicken action plans Dental complaints tackled Unis comply with
consumer law Clear balance transfer fees Car hire fuel policies changed Mandatory
caller display Early exit pension fees scrapped Misleading supermarket promos removed
Automatic broadband compensation New rail passenger rights Simpler mobile contract
switching Penalty-free exit for poor broadband speeds Secondary-ticketing sites under the
spotlight Last year’s premium on insurance renewals Police super-complaint powers
Optical Express changes T&Cs Pricey customer service lines banned Pensions
dashboard Government action on food fraud Coca-cola front of pack traffic light labelling
Hefty nuisance call firm fines Retailers named and shamed for Campylobacter
Takeaway restaurants prosecuted for food fraud Simpler mortgage fees Child car seat
training improved Scotland nuisance calls commission Major energy market reforms




Friday - scams super-complaint launched

dema nds Which?

| 4
1id _® VI
backers

Bank transfer seam vietims

HakhdugsI;F
to probe bank

!ranslet scams

m Which?

We submited gur #S1
They have untl 22 De

super-complaint o the financial reguiators
r 2016 1o respond. Sign & share

We're issuing a super-complaint
5ing our formal legal powers

o Lie B Comment Share - I
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