
Using social to progress innovation internally - Paul Taylor 
 
We are thinking and acting differently in the context of social. The walls between and within 
organisations are beginning to come down. All the interesting stuff is going on around the 
organisation, not in the ‘official’ broadcasts. Relationships are forming and knowledge is 
being shared. A new sector is developing. 
 
Bromford describe themselves as a social investor (rather than a housing association). Paul 
agrees with the Richard Branson quote that “You learn to walk by doing and falling over”. 
Their social media policy is essentially “If you wouldn’t say it out loud in front of your boss, 
don’t post it.” Their approach was to open up social media so staff could be trusted to work 
out how to use these tools in their everyday work, through experimenting. 
 
They launched Yammer “by mistake” and it has grown organically, with over 90% of staff 
now signed up. It’s made the executive team more visible. Some of the most popular posts 
are not about work. 
 
Bromford have tried new things to engage with customers – not everything has worked (and 
they are open about that) but some things have caught on. BromBox on Tumblr is a visual 
magazine curated by customers, which has given people the confidence to tell the story. 
 
A recommendation: “Too many organisations lack empathy and self-awareness. These need 
to become core competencies.” @Joyce_Hostyn 
 

 The corporate tone of voice is ending - look back at what your organisation talked 
like 12 months ago, cringe, then move on.  
 

 Create content that is ‘hashtag ready’. 
 

 Use livestreaming to get rid of barriers to sharing knowledge within your 
organisation. Learning is becoming social. 

 

 Digital should be a performance objective, led by the chief executive. At Bromford, 
digital is part of the organisation culture and is therefore encouraged. 

 

 Bring Your Own Device is now widespread but has lots of challenges, especially 
around work time boundaries. We need to balance staff welfare against this. 
 

It’s not just about comms but about cultural and behavioural change. Organisations are 
forever playing catch up with customers. It might take two years to implement an IT 
programme – think of how much technology changes in two years. 
 
Paul says they are “Perfecting the art of messing up”. Bromford expect up to 75% of the 
work of their new Innovation Lab to fail.  They aim to fail quickly and focus on what works. 

Slides at: After the social media wall came down - a case study 

(Paul is Innovation Coach for Bromford Housing Group)  

http://brombox.tumblr.com/
http://www.slideshare.net/Paulbromford/life-after-the-social-media-wall-came-down-30635879

