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demonstrate what you have done.    
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Nothing is ever too much for our residents 
 
Following the first lockdown of the coronavirus Hafod’s neighbourhood coaching teams 
identified the need to check in with our vulnerable customers this included customers over 
the age of 50, physically disabled, single residents and residents who are currently vulnerable 
with their mental health and wellbeing.  
 
 



These contacts enabled me to identify a customer (Mrs Marsh) who is going through an 
extremely hard time due to experiencing bereavement with their child. Her physical health 
has deteriorated and she feels isolated in her own home and community.  
 
The initial contact enabled her to talk to me about her concerns and how she was feeling. 
She was very grateful to have the opportunity to talk to someone who listened to her issues. 
She voiced how she was in a lot of pain with her health mentally and physically and was 
struggling to look after herself as well as maintain her home. 
 
She has a strong attachment to her home as she feels the connection to her daughter; this 
helps her manage her grief and wellbeing. It was important for me to reassure her that I am 
able to support her to the best of my ability to make her feel happy again and give advice on 
maintaining her home.  
 
I chose to submit this amazing, emotional and happy story for the ‘support wellbeing’ 
category with TPAS as my aim is to support this customer and ensure her wellbeing is a 
priority, we always go the extra mile by putting customers first above anything else when they 
need you and to make sure they receive the service that they need, require & deserve to 
have the best future. 
 
 

1. How quickly and effectively we acted to respond to the crisis 
 
We contacted our vulnerable residents as soon as lockdown hit to ensure every resident felt 
fully supported and had communication with us. 
 
Conversation with Mrs March highlighted the following issues: 

 Mrs Marsh has a physical disability which gives her limited mobility. She uses a 

zimmer frame to get around or a wheel chair when out of the property.  

 She has very little contact with others - she commented that she hasn’t spoken to 

anyone for a chat in months and felt overwhelmed with happiness.  

 She feels she simply doesn’t know how to manage anymore and how to look after 

herself and feels the pandemic have made things even worse for her physically and 

mentally. From struggling with day to day tasks of cleaning, cooking and eating.  

 There are issues with bathing due to her disabilities and as an independent person 

she struggles to ask for support.  

 There are no local family members and Mrs Marsh has to rely on the availability of her 

neighbours to get her food shopping. At the time of the call she was running low on 

food in the household. 

 She was no longer receiving disability benefit and this caused a huge financial strain 

for Mrs Marsh and she was very distressed and was worrying about how she was 

going to afford her bills and rent.  

 
Within 7 days of speaking with Mrs Marsh: 

 Cardiff council adults services were involved to carry out an assessment to provide her 

with an extendable table to help her eat and a foot stool to help her keep her legs up 

and as well as look into lowering her work tops to help her with cooking.  

 



 Our in-house maintenance department arranged an occupational therapist 

assessment for an accessible shower, hand rails throughout the property and any 

other adaptations needed to make Mrs Marsh life easier! 

 Supported Mrs Marsh to contact her GP to arrange a medication review. 

 Arranged for a 2 week food supply to be delivered the same day from our in-house 

foodbank 

 Arranged for the credit balance on her rent account to be issued to Mrs Marsh to help 

cover her cost whilst her PIP is being reviewed so she isn’t being put in financial 

hardship.   

 Referral to our smart money team to carry out a phone assessment; discuss her PIP 

application and worked proactively to ensure she wasn’t over spending on household 

bills and getting the best for her money.  

 A support referral to Cardiff floating support as matter of urgency who were able to 

contact Mrs Marsh and reassure her that they are going to support her with her 

physical and mental health and look at grieving counselling for the tragic loss of her 

daughter. 

 
2. The consideration given to the diversity of tenants’ needs 

 

 Consideration had to be given to Mrs Marshs’ independence, desire to stay in her 

home and sensitivity of discussing her issues with people she had not engaged with 

previously. 

 Martin (Income coach) and I consulted with Mrs Marsh on every step and sought her 

permission before taking any actions.    

 We both check in with Mrs Marsh regularly and have established a casual 

conversation about how she feels, how her day has been, what’s on the TV and she 

has been cooking that day. Mrs Marsh enjoys these calls and feels we are like friends 

to her more than her income and housing coaches and that is special! 

 We will continue working with her regularly checking in to see if she is okay with food 

parcels, assessing her changing needs and supporting her with finding a property to 

suit her needs.  

 
3. What difference the support has made e.g. feedback from stakeholders, tenants 

etc. 

 Ms Marsh is a former Hafod carer and couldn’t thank Hafod enough for all the help and 

support she has had and feels honoured to have been a previous support worker with 

Hafod and also a tenant.  

 Our joint approach across the teams has ensured that nothing slipped through the 

gaps, enabling Ms Marsh to feel she is being listened to, cared for and feels her life is 

getting better. 



Comment from Mrs Marsh: 
 

‘’ I feel my depression is getting better, previously I didn’t want a support worker as I was 
a support worker before and felt embarrassed, but after speaking with Amy and Martin I 
feel like it’s okay not to be okay and to not be afraid now, the support worker has helped 
with my condition as it was getting worse.  
 
Amy has spoken to me about downsizing for my health but I’m so attached to the property 
because of my daughter and feel I would be leaving her behind.  Amy was really 
reassuring and understanding and gave me that time to think about it and made me feel 
ready to move to a ground floor property, bungalow or sheltered accommodation for my 
health and future. 
 
I can’t thank Hafod enough for everything they have always been fantastic and supported 
me whenever I need them especially now, thank you’’  

 
 
Comment from Martin (Income coach): 
 

“ When visiting Mrs Marsh to drop off her food parcel, I as able to have a quick chat with 
her about her finances and explained that I can look over her account and check she is 
paying the correct amount for her circumstances.   She was very grateful and immediately 
felt happier and could see things were going to get better.  
 
On checking her account, she had been overpaying historically so we discussed that and 
she reduced her monthly payments (bedroom tax). This has resulted in more money left 
over for her to spend on herself for food, housekeeping and travel which has made a 
great difference.” 

 
Comment from Amy (Housing coach) 
 

“Mrs Marsh has really made a huge impact in my role and truly is one of the bravest and 
strongest ladies I have ever had the pleasure of working with. From the first phone call 
listening to all the mixture of emotions and just simply needing someone to talk to I knew I 
was not ending my day without making sure Mrs Marsh was going to be okay.  
 
I feel as a housing association Covid-19 has given us a reality check of what our 
customers are going through and provided us with the opportunity to build relationship 
with new partner organisations along with our in-house teams.  
 
Working with the income coach and money adviser was vital as we were able to work 
together to ensure we were meeting the same goal of helping Mrs Marsh health and 
wellbeing.  

 
I look forward to speaking to Mrs Marsh regularly and feel like I’m ringing a friend, some 
days she is having a bad day and others are good days but each time we talk she says 
the phone call automatically makes her feel better and that’s exactly what we are here to 
do ‘Making Lives Better’ ” 

 
Supporting documents: 
 
https://fb.watch/1KFMMk5r5E/ 
 
 
 
 

 
 

https://fb.watch/1KFMMk5r5E/


 
 
 
 
 
 

No late entries will be considered 

 

Please complete and return by noon 20th November 2020 to: 
iona@tpas.cymru   

 

NOTE:  If you wish to send your nomination in Welsh ONLY, the earlier closing date of    noon 
16th November applies so that we have time to translate into English for our judges. 
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