
 
 

 
NOMINATION FORM 

 

 

Title of Entry 
 

Walk in your community 

Contact Name: 
 

Michelle McGregor 

Address and postcode: 
 

Hafod, St Hilary Court, Copthorne Way, Culverhouse Cross, Cardiff, 
CF5 6ES 

Tel number:  
 

07796547986 

Email address: michelle.mcgregor@hafod.org.uk 
 

 

An aim of the Awards is to share good practice with others.  Will you be happy for us to share 
your contact details?     Yes       
 

 

Which category is this nomination for?  
 
 

 
 

Maintaining Tenant Participation 
during lockdown 

 
 

 

Please ensure that your entry is 
submitted using this nomination form. 
 

Focus on the facts, we don’t need lengthy 
text, bullet points are fine. Refer to the 
guidance criteria for each award and 
complete the standard nomination 
form under these specific headings  
 

If you can, please include information 
such as photos/images/web links etc to 
demonstrate what you have done.    
 

Ask us if you need assistance. 

 
Walk in your Community summary 
 
Walk in your community is a great opportunity for customers and colleagues to work together to make 
a difference/suggest improvements within our communities.  
 
Together with colleagues from the housing and estates teams, customers will be looking at a variety 
of things such as, bin areas, graffiti, damaged properties, fly tipping, landscaping, trip hazards and 
other community issues.  
 



Customer complaints and colleague feedback was used to identify five communities to carry out the 
walks. This included a community where following a consultation, landscaping services had recently 
been withdrawn and we wanted to get direct customer feedback on how this was working.  
 
Initially the project was designed to enable customers and colleagues to walk in the community 
together to identify issues and jointly discuss solutions.  Due to covid lockdown other options had to 
be explored.  This was an important project and rather that postpone we looked at other solutions of 
how this could be achieved.  We therefore decided to experiment delivering “Walk in your community” 
on line in a way that customers could still be involved.  
 
This is where Hafod’s Walk in your Community Facebook live was born!     

 
 
1) How quickly these TP activities were implemented remotely 

 Walk in the community was scheduled to take place in five communities throughout the 

summer months with customers. Due to lockdown restrictions it would not be possible to carry 

these out safely.    

 We decided to explore online options to start after the shielding period ended in August.  All of 

the online walks took place in September.  (appendix 1) 

 
2) The support given to tenants to enable them to get involved using different online 

platforms/methods 

 With the growing use of Facebook by our customers in late 2019 we explored the use of area 

specific Facebook #Connect groups.  Little did we know that with Covid around the corner that 

this would act as a vital method of communication with our customers.  

 Our neighbourhood coaches carried out welfare/keeping in touch calls throughout lockdown to 

customers who identified as vulnerable. As part of these calls customers were guided when 

needed how to use the different contact methods available including how to join the closed 

Facebook #connect groups.  

 Many of our customers were unfamiliar with being online, but did use Facebook and whatsapp 

and were comfortable with these platforms.    

 Posts, videos and lives were added to the #connect groups giving updates (e.g. repairs 

procedures and accessing your home safely during lockdown) and also explaining how they 

can get involved online. 

 
3) The outcomes achieved during this time by the participation group and the benefit to the wider 

tenant population 

 Walk in the community enables customers to highlight the issues within their own community 

and to be able to work together to find solutions and ensure that the areas they live in are of an 

agreed standard.  

 The use of Facebook live in the #connect group meant that customers had the option to join us 

on the day and leave comments or if they were not able to join us on the day were able to look 

at the recording at a time to suit them. They were also able to make comments after the walk 

had finished, which were answered up to a week after the visit to their community.       Three 

minute example of the walk in Powis View, Barry. (https://youtu.be/8EtA_H2S2Aw) 

 There were 12 issues identified from the walks with the outcomes completed within four weeks 

of the walk taking place. These varied from replacing broken fences, securing communal areas 

to permissions to expand a community allotment.   

https://youtu.be/8EtA_H2S2Aw


 Using this as a test will have a benefit to our wider tenant population as it’s success will enable 

us to use this method to communicate with and involve our customers on a number of topics in 

the future. 

 
 

4) Any success in attracting new tenants to become involved during the lockdown period 

 In total the five walk in your communities had 164 views with 126 comments.  We are confident 

that many of these are from people who have not previously engaged with us in the ‘traditional 

TP’ methods. 

 Expanding this method to other forms of TP is something that we will be exploring to suit the 

changing needs of our customers.  

 
5) Any lessons learnt: value for money; future development of TP projects 

 Walk in your Community has shown that you don’t always need a big budget to be able to 

deliver a service to suit our customers’ needs.   Under £100 was spent on the necessary 

equipment. 

 A big lesson learnt was to ensure that you have colleagues who are comfortable with being in 

front of the camera;  being face to face with customers comes naturally, but not in front of the 

camera. This highlighted a potential for training in this area. 

 Technology is an amazing thing, but no matter how many times you practice things can go 

wrong on the day.  The main lesson learnt was that not everything is going to go perfectly. As 

long as you explain to your customers and are relaxed about it, your customers will 

understand.  

 This project gained a big interest from our housing teams, including colleagues who are not 

users of Facebook for work or personally.  Interest in future use of the #connect groups for 

online community consultations and for topical discussions with the wider community has led to 

identifying suitable training courses to ensure our teams are familiar with using Facebook and 

are able to guide our customers in becoming active members in the #connect groups. 

 
 
Relevant links 

 https://www.hafod.org.uk/get-involved/ 

 https://www.facebook.com/HafodHousing/  
 

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. 

 
This event is kindly sponsored by:  
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