
Building communities 

for positive change
@PaddySteen, Which? Head of Supporter Strategy and Engagement



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 Which?

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

...but we’re also a charity with 700,000+ active 
campaign supporters







Free sites reaching new audiences



Providing solutions for consumers



Our online community



A community for all ‘consumers’

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

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

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

● It allows us to test ideas and unearths new 
investigation opportunities 

● 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 I receive cold calls regarding PPI despite being ex 
directory. I dive to my phone every time it rings in 
case it’s my mother needing help,” Caroline

         ...360,000 signatures



Martin Bostock                                              Lee Beaumont
                                                

We amplify their voice       And create new stars





Time for change



We involved our community members at every stage

➔ 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



The relaunch

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

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

● No more desktop only - optimised for mobiles

● No more silos - integrating community with our 
Campaigns and Consumer Rights sites

● No more control freaks - we’re handing more 
control over to our community. They can share 
ideas and write their own convos



➔ Community members can share their ideas for 
new debates and vote on others’

➔ Their pieces sit alongside those written by 
celebs, organisations and MPs

Their ideas at the forefront 



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

“This was a numbers game right across 
the world. It was being watched, that I am 
sure of. I have read Which? for some time 
but only recently contributed because of 

this subject. Thanks to everyone for 
putting up with me,” DeeKay



Giving us the upper hand

● We quickly published a piece on the Met Police Commissioner’s 
views on scams, resulting in 777 comments and 97% of 
30,000 voters agreeing banks should reimburse scam victims

● This led to an exclusive Q&A from Commander Chris Greany of 
the City of London Police, allowing our community to quiz him 
on the police’s strategy in real-time



        Visits vs Engagement 

Dramatically higher engagement
Comments Poll votes



We our community



Online community takeaways

● Your community needs a shared purpose and they need to know what that is

● Show your community’s achievements back to them. Prove we’re more powerful together

● Your community should have a leading hand in its direction. And don't be afraid to let go

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

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

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

● Don't hide your community away - it’s a huge asset to your brand, so 
surface it on your most important websites



Our campaign supporter base



Our growing supporter base

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

How did we do it?

● Testing of broad acquisition sources
● Investing in successful sources
● Understanding our supporters
● Best-in-class emails
● And developing our websites

But we need to get to 1 million



And they’re pretty active

● Our supporters are taking more 
actions than ever before

● They took 3m+ actions last year

● That’s an average of 5 actions per 
supporter

● They’ve helped us gather 2.3m 
signatures in the past two years

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



Different strokes for different folks



Campaigning across the country



More wins than ever before



Friday - scams super-complaint launched

45,000

backers



?


