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On the 29th March 2019 I stood on stage to 
welcome guests to the inaugural single national 
Tpas Awards. Filled with passion and pride 
I welcomed over 500 guests and thanked 
everyone in the room for their immense 
contribution to the social housing community.

Over the course of the day we 
celebrated our local heroes and 
watched each nominee enter the 
stage to collect their award.

We were inspired to hear our winners 
stories and heartened to listen to 
their humble and gracious acceptance 
comments on stage.

But there’s much more detail to why 
they were the ultimate winner of 
their category.

So, to do justice to their achievement 
and to share the best practice further, 
we have created this collection of 
award winners case studies. We hope 
by bringing together the secrets 
to our winners success, we can 
inspire more tenants, landlords and 
contractors to improve services, save 
money and continue to bring lasting 
change to communities.

Jenny Osbourne MBE,  
Tpas Chief Executive

In May 2016, Hayley’s younger brother 
Samuel took his own life. Despite the 
devastating impact Samuel’s death had 
on the family, Hayley wanted something 
positive to come out of her experience. 
Hayley felt there was not enough support 
available about mental health for young 
men, and that more should be done to 
encourage young men to talk about their 
mental health.

A couple of days after her brother’s suicide, 
Hayley was driving to her mother’s house 
when she saw a rainbow over the woods 
where Samuel was found, and she thought 
that another family could not go through 
what her family was going through – and 
so Samuel’s Rainbow was born.

Samuel’s rainbow now campaigns to raise 
awareness about depression and suicide 
amongst young men, spreading the mantra 
that it’s ok not to be ok. The majority of the 
money raised through Samuel’s Rainbow 
goes to a local café that is there for people 
with mental health issues ranging from 
depression to schizophrenia. Hayley set up 
the charity herself, does the campaigning 
and organises the events including 
arranging venues and ringing round local 
businesses to get donations. 

Tenant of the Year 

Winner: Hayley Carroll - Yorkshire Housing

One of the first things Hayley and Samuel’s 
Rainbow got involved in was a petition to 
the government to raise awareness and 
provide more help to young men with 
mental health issues. Through Hayley’s 
hard work and promotion, they exceeded 
the 10,000 signatures needed and received 
a government response.

Another area Hayley identified as being 
a problem in her local community, which 
can compound the problem of mental 
health issues, was isolation and loneliness. 
To tackle this issue head-on, Hayley set 
about running a Sunday Social group. 
All members of the local community are 
invited to the community centre one 
Sunday a month to meet others, with the 
option to discuss issues in an informal 
environment. 

The work that Hayley does benefits 
Yorkshire Housing residents due to the 
number of Yorkshire Housing homes on the 
estate, but also benefits the community 
more widely. Samuel was well known in the 
local community so his death did not just 
affect his family, but the community as a 
whole. That is why it is important to Hayley 
to make the events inclusive of everyone in 
the community.

Hayley has a can-do 
attitude and a real 
empathy which is 

admirable.

Hayley has also campaigned hard to get a 
see-saw installed in the local park. This is to 
encourage young people to go outside and 
exercise more, which she knows can reduce 
the impact of mental health problems.

Hayley demonstrated to the judges that 
she has real passion and commitment 
in abundance. She has real sensitivity 
and compassion to be able to talk to 
such a diverse group of people about 
mental health and loneliness, and she has 
galvanised the community both online and 
physically to get involved. 

An inspiration to us all!

For more information about Samuels 
rainbow visit the Facebook page: Samuels 
Rainbow.

Sponsored by:
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Lucy Marshall is 17 years old and was born 
and raised in Wythenshawe, Manchester  
She is a founder member  and natural 
leader of Wythenshawe Community 
Housing Group’s (WCHG’s) Youth Forum.

With a maturity beyond her years she 
acts professionally and brings the correct 
etiquette to meetings that others follow.  
Her ability to engage young people from 
all backgrounds and at all levels allow her 
to command respect from others and  
help them with their issues. Lucy knows 
what makes a successful youth forum and 
what doesn’t.  She has therefore changed 
the way the meetings operate recently.  
The group now meet at WCHG’s head 
office, rather than a community centre.  
Lucy believes this change of the location 
makes the Forum more professional 
and helps it develop links with the rest 
of the governance structure within the 
organisation. 

A key project Lucy has delivered in the 
past year is the “Youth Bank”.  This is 
a participatory budgeting event run 
exclusively by young people. This was 
born out of Lucy enquiring why young 

Inspirational Young Tenant 
of the Year 
Winner: Lucy Marshall - Wythenshawe Community Housing Group

people were underrepresented within 
the beneficiaries of WCHG’s Community 
Development Fund. Lucy’s team convinced 
the funding panel that the Youth Forum 
are best placed to promote grant 
opportunities to fellow youth groups and 
even came up with a mechanism to allocate 
the funds fairly. They secured a ring fenced 
allocation of £10k and have now distributed 
the money to benefit hundreds of local 
young people in Wythenshawe. 

Other key achievements

Peer mentor as part of a scheme funded 
and set up by a local domestic abuse 
charity, Safespots.  

Led on an art project around clothing, 
educating young people on how women 
dressed in the Suffragette era.  This led 
to a 2 week exhibition at 42nd street, a 
Manchester art gallery.

Grand Box Appeal.  Lucy helped drive a 
project where young people created gift 
sets and distributed them to elderly and 
vulnerable people in WCHG’s Tenancy 
Support Team.

Lucy’s willingness to openly 
talk about her own issues 

and share experiences with 
her fellow young people 

makes her a fab role model.  

Sponsored by:

The team on the Colville Estate in Hackney 
was set up as a traditional construction 
team to deliver the large regeneration 
project in 2016. The master plan consists 
of 935 homes being built to replace the 
original 432 homes. Phase 1 of 41 social rent 
properties was completed in 2011. Higgins 
was appointed to phase 2a and b on a ‘live’ 
council estate, in close proximity of tenants 
and other developers. 

From the start it was clear  to Higgins 
from discussions with the local tenants 
and residents association Colville Estate 
TRA that this needed to be a tenant-driven 
project. The community had already 
suffered years of construction works 
with more to follow and there had been 
previous disappointments and frustrations. 
Instead of just looking at bricks and mortar 
and with multiple contractors working on 
the estate, the team at Higgins felt it was 
vital that they provided positive community 
engagement and communication for all 
residents and tenants. 

With a combination of Project Director, 
Site Managers, Surveyors, Resident Liaison 
Officer and admin staff, the team has acted 
as the focal point for residents providing a 
port of call regardless of which contractor 
is responsible for the issue. Regular updates 
were given on work by other contractors 
who did not have the resources to 
communicate and regular joint community 
events and initiatives were held to achieve a 
more unified contractor approach. 

Team of the Year

Winner: Higgins Construction   

The Team has delivered, without being 
asked, told or directed, community 
initiatives and engagement which has 
surpassed any targets previously laid 
out and is now a benchmark for other 
contractors

Members of the team make a contribution 
by actively taking part in monthly activities 
which are endorsed and supported by the 
Residents Steering Group.  These include:

• Fundraising

• Well Being initiatives such as MIND 
Workshops

• Educational outreach such as School 
Visits and an Enterprise Advisor 

• Outdoors projects such as recycling and 
canal boat trips

• Seasonal events such as the Big Lunch

The team is led by Resident Liaison Officer, 
Sarah Clark, who ensures activities are 
professionally organised and the whole site 
team buys into the activity and volunteers 
their time to support it. 

It was made clear to the team very early on 
that the Steering Group and stakeholders 
had to be central to all decisions on the 
Colville redevelopment. With this in mind 
the team executed projects which the 
Steering Group backed and saw value in, 
and communication was key. 

Leading by example  
other contractors/developers  

have seen the benefits of 
their working practices, their 

enthusiasm and energy and as a 
result have also started to deliver 

comprehensive regeneration  
too; which has resulted in a  

win win situation for all.

Why does this team feel it is unique?

• Delivering initiatives/objectives which 
are not core discipline and so have 
adapted their services to be the 
community lead, putting the community 
at the core of construction 

• Because there are no KPI’s or 
benchmarks for this work, they can 
deliver this without pressure. They 
deliver it because they want to.
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Clapton Park Management Organisation 
(CPMO) has been working with Grounds 
Maintenance Contractor John Little from 
the Grass Roof Company since 2002.

The Grass Roof Company had never taken 
on a grounds maintenance contract before 
Clapton Park but soon became passionate 
about giving residents a little bit of the 
countryside on their doorsteps. Wild 
flowers and native shrubs abound across 
the estate, encouraging biodiversity. The 
end result is an estate very different from 
the norm, which both residents and wildlife 
love. 

John’s help has seen the estate gain the 
moniker ‘The Poppy Estate’ due to the 
300 metres of famous wild flower/poppy 
railing edges and has earnt a Silver Gilt in 
the Chelsea Flower Show. Empty spaces 
have been used to build habitat and bird 
boxes to increase biodiversity and more 
importantly have built over 58 allotment 
plots, planted 250 fruit trees and have 4 
community gardens which include herb 
beds exclusively for the use of residents.

Contractor Customer Service 
Champion 
Winner: Grass Roots Company 

More recently John and CPMO have created 
a regular Gardening Club which takes place 
monthly, this has seen some of the most 
socially excluded residents’ blossoming in 
confidence.

John recognised that there were several 
open spaces in Clapton Park that were 
disused and being abused through ASB 
issues. John spent his time getting to know 
the residents across the estate and asking 
what they would like to see - through one 
to one engagement, it was decided to build 
several allotments across three estates. 
The biggest concern was that the green 
spaces were not being looked after and 
people took advantage by dumping rubbish 
and using the areas for dog mess, and the 
other concern was to enable and give social 
housing residents space and opportunity 
to be able to grow and maintain their 
own herbs and plants to build a healthier 
lifestyle. 

This led to a transformed main square 
which was a desolate windswept baron 
wasteland with a lot of ASB issues to an 
urban paradise filled with Mediterranean 
plants. This area is now a place where 
residents get to sit down and relax whilst 
taking in the smells of the fresh greenery. 
This has “reclaimed” the square with ASB 
issues reduced and the square becoming a 
vibrant hub for the community once more.

John’s approach was to go 
beyond the usual ground 
maintenance duties and 

speak to the local residents 
to find out what their 

interests are and what he 
can bring to the estate to 

assist local people.

Clapton Park has a very ethnically diverse 
community with the majority of residents 
being of Turkish/Kurdish background. 
Food growing is integral to the residents’ 
background and culture. John saw an 
opportunity with one Kurdish resident 
who began sowing coriander under rose 
beds by her front garden in the balcony. 
This led to her being the first resident to 
be granted an allotment. She has since got 
her neighbours involved and it has led to a 
number of residents from the Kurdish and 
Turkish community spending more time 
outdoors and leading to residents growing 
grape vines, dolma leaves, and coriander to 
make traditional food.

The judges were impressed with John’s  
philosophy to diversify green spaces 
for social housing areas through strong 
resident engagement.
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Holiday hunger predominantly affects 
children receiving free school meals and is a 
national concern regularly discussed in the 
media and parliament. Holidays increase 
financial pressure on families on a low 
income, losing free school meals provided 
in term time and unable to partake in 
activities due to cuts to free youth and 
holiday activity. This leads to isolation and 
reduced health and wellbeing and can 
increase levels of youth nuisance. 

In response to these challenges  Radian 
took the decision to introduce the ‘Good 
Grub Club’ in summer 2017.

 Parents, staff and children prepare and 
cook a meal ‘from scratch’ in a friendly 
setting, play physical games and take part 
in creative and educational activities.

 Everyone eats together, discussing making 
the meal and foods they have tasted for 
the first time. At the end, each family is 
given a bag of fresh food and recipe card 
to prepare a meal at home. The project 
is delivered with partners and residents 
volunteer to develop their skills.

The ‘Good Grub Club’ has many aims beside 
filling hungry bellies. It also supports people 
to manage their money more effectively 
by being less reliant on expensive, often 
unhealthy takeaways or ready meals.

Radian ensured they catered for everyone 
at the ‘Good Grub Club’.  For very young 
children they had a play kitchen, food and 
shopping trolley to play with.

Community Focused Service/
Product of the Year Award 
Winner: Radian 
Project title: the Good Grub Club

The sessions were free for all – so cost 
would not be a barrier. If there was a larger 
family more food would be allocated in the 
recipe bag. They also helped with transport 
for those families that find travel difficult.

The club  worked with children with ADHD, 
high functioning Aspergers, extreme food 
phobias, sensory issues and ‘fussy eaters’. 
Families were encouraged to take part, 
have a go and try new things and could opt 
in and out of activities without judgement. 
Some of the children with ADHD had 
difficulties with school yet participated and 
enjoyed the sessions with no difficulties

Other partners were also involved, such 
as the NHS. Families were offered a free 
health check with a pharmacist, and 
the oral health team ran a dental care 
workshop 

Finally, some of the ‘Good Grub Club’ 
attendees have used their time to 
complete training including the Level 2 
Food Hygiene Certificate.

We probably  
wouldn’t have done  

anything in the School holidays, 
but the club gave us an excuse 
to get up and get out of the flat 

to do something. The recipe 
bags gave us food to have until 
the end of the week when we  

would normally run  
out of food.

Their outcomes were phenomenal. 
They delivered 7 Clubs, 22 sessions, 76 
families/264 attendees and involved 10 
different partners. 90% of families lived 
in social housing and were in receipt of 
benefits or struggled to make ends meet. 
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Families on our Doorstep is a three-year Big 
Lottery funded project set up by Optivo to 
support parents in Swale, Kent. 

Over a quarter of all adults have no 
qualifications in Swale, this is 5% higher 
than the national average and statistics 
revealed that child poverty was a big 
problem in the area with 27% of children in 
Swale living in poverty, compared with 19% 
across England. 

Opitvo aimed to help the most vulnerable 
people build confidence, learn new skills 
and gain employment. They wanted to 
provide a gateway for disadvantaged 
families to enter education, employment 
and training. They wanted to unlock 
potential by breaking down barriers 
such as a lack of confidence, skills and 
independence. They wanted to improve 
access to learning and local jobs that are 
‘hard to fill’ such as care work.

They did this by focusing on five main 
interventions:  

• Family Learning: Courses such as 
Cooking on a Budget, Family First Aid 
and Managing Children’s Behaviour. 

• Personal Development: Courses on 
self esteem, mindfulness and anxiety. 
These were popular with parents who 
struggled with daily life, giving them the 
tools to cope with life more effectively. 

• Getting Support: They gave 1-1 
assistance with creating CVs and 

Excellence in Employment, 
Skills and Training Award
Winner: Optivo   
Project title: “Families on our Doorstep” 

application forms. Also training courses 
to increase skills to return to work or 
volunteering.

• Making Positive Changes: Residents 
created an Individual Action Plan with 
staff support to focus thoughts and 
track their progress. 

•	 Confidence	building:	Participants often 
had very low self-esteem. They were 
given the opportunity to learn new 
skills in a relaxed and non-threatening 
way, embedding self-motivation and 
celebrating success. 

Families on our Doorstep utilises social 
media regularly to promote courses and 
activities. This helped develop an online 
community, through Facebook, where 
interaction and feedback is encouraged. 

A Parents Forum was created to give 
participants of the programme a voice. It 
provides a direct line of communication 
between the project and its parents. The 
forum covers areas such as learner barriers, 
project issues, non attendance strategies 
and forthcoming courses.

Parents identified school-friendly 
employment as a priority. A relationship 
with Kent Adult Education and Canterbury 
Road School led to a series of successful 
teaching assistant courses. This led to 
102 accredited qualifications and 25 
parents getting into employment & work 
experience

One learner said:  
“I have gained so much from 
Families on our Doorstep, not 
only skills and confidence, but 

friendships too.”
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A large proportion of Peabody care and 
support tenants have lived experience of 
mental ill-health and peer support has 
proven to be an excellent way of increasing 
the skills and confidence of those taking part.

The peer support training aims to offer 
a range of benefits for participants and 
those accessing their support within the 
community.

Along with the obvious benefit of gaining 
a recognised qualification, one of the main 
benefits of the training is to empower their 
tenants to have more choice in who provides 
their support but there are a wide range of 
additional benefits too including:

• Access to mutually supportive peer 
relationships

• Having positive recovery role models 

• Feeling more resilient and able to define 
what ‘personal recovery’ looks like to 
them

• Feeling more hopeful about their futures 
(including the possibility to achieve 
paid work and being more financially 
independent)

• Feeling less stigmatised and isolated

• Feeling healthier and happier 

• Feeling more confident to manage their 
own conditions

• Rekindling skills and talents that they may 
have forgotten

Excellence in Engagement in 
Support and Care Award
Winner: Peabody    
Project title: Peabody Peer Support Training 

• Reframing difficult or distressing 
experiences into something that has 
meaning and purpose.

To promote the new training available 
Peabody advertised opportunities with 500 
flyers sent out targeting existing tenants 
along with people who had left services in 
the London area within the last 12 months.

They also were keen to show the benefit 
from the peer support workers’ skill so 
they created posters, flyers, WhatsApp and 
Facebook groups and visits to local projects 
and services were all used to raise the 
profile of events.

As the project has developed, they have 
begun to offer the course to groups made 
up of Peabody staff and tenants. This shared 
learning experience is an important part of 
their approach to co-production, allowing 
reciprocal and mutual working relationships 
to evolve. 

Further investment in their commitment 
to co-production has been the collective 
development of a team of trainers that 
consists of staff and customers who have 
engaged in a co-learning experience to 
achieve their Level 3 Award in Education  
and Training.

The Peabody project clearly links to 
employment services, training companies, 
recovery colleges and Police. And outcome 
wise, each of the peer workers’ incomes 
have increased by a minimum of £6,500 per 
year (£125 permitted earnings per week).

I feel my confidence  
has improved and the  

contribution I make is important. 
It’s been a wonderful journey 

from starting the peer training, to 
now where I make a meaningful 

difference to the lives of the people  
I work with. I’m now employed  

full-time as a peer worker  
and am studying counselling  

in the evenings.

The course has been life  
changing. The accreditation has 
been so valuable to me because 

previously, I had no qualifications 
to put on my CV. I feel what I have 
learned has helped me stay well  
and out of hospital, and what I  

have passed on has helped  
people who are in hospital get  

discharged sooner.”  
Dean, Peer Worker

But the facts and figures don’t accurately 
reflect the real impact of the programme. 
It’s the voices of the people whose lives 
have changed as a result of the training 
that really shows the benefits.
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A fragmented and ageing set of websites 
and online portals meant Derwent 
Living’s digital offer was no longer fit for 
purpose. Although customers used their 
suite of websites, they were told through 
surveying and engagement with tenants 
that improvements were needed to create 
a faster, more efficient and engaging 
experience. 

The process of reviewing their digital 
services started with a far-reaching 
resident scrutiny team review. The team of 
trained customer volunteers interviewed 
key members of staff at Derwent Living 
as well as consulting service users. They 
undertook extensive bench-marking, both 
inside and out of the housing sector. 

Following the review, the scrutiny team 
produced a detailed report which included 
17 recommendations for improvements. 
This would be used as a basis for the new 
website development.

They wanted to build on the themes of 
the scrutiny recommendations before 
they began. To do this they ran a series of 
interactive workshops with residents and 
colleagues of all levels. At these workshops 
residents helped to add the detail to the 
scrutiny team recommendations and 
prioritise those that would be of biggest 
benefit to residents.

They made sure the residents that were 
involved were representative of their 
overall customer base, ensuring the project 

Excellence in Tenant 
Communication Award
Winner: Derwent Living     
Project title: Website Project 

and its outcomes were inclusive. To do this 
they specifically attracted a mix of ages and 
ethnicities, varying levels of digital literacy 
and those with disabilities including visual 
impairments.

They believe this helped them capture 
the barriers people face when accessing 
services currently and what new content 
and features would help alleviate these 
issues. 

Derwent Living aimed to build a site based 
entirely around customer requirements, 
not by buying a product and trying to 
make the requirements fit. They wanted 
to increase the number of residents using 
the website by developing useful online 
tools that people would use. This included 
features to help with welfare reform, 
domestic abuse and sustaining tenancies.

The whole website was created by their 
in-house specialists, working with residents 
and their development team, at no external 
cost to the business. 

So far they have implemented 14 of the 17 
scrutiny team recommendations. 

They’ve seen online interactions jump from 
8% of their tenant base to over 30%, with 
increases coming month-on-month and 
more people reporting their issues digitally 
than ever before. 

“The layout is  
pleasing on the eye”

“I love the speed of  
registration”

“Easier to use than the old website”

“The pre-filled forms are  
a lot better”

“Involvement options  
on the site are  

cracking!” 

Internally the first of its kind contact 
management integration has meant 
less time forwarding emails between 
departments and more time dealing with 
enquiries. Tenant enquiries are now dealt 
with quicker and tenants have the peace of 
mind that enquiries can be chased with the 
corresponding reference number. 

A big by-product of developing the site 
in-house is the huge cost saving. By 
bench-marking with other businesses 
and reviewing current products on the 
market, Derwent Living estimate the whole 
site build to have saved around £90k of 
external costs.

Customer feedback on the site has been 
fantastic so far:
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At the beginning of the Peabody Quality 
Homes 10 year contract Vinci decided to 
look differently at the way social value 
is delivered. Research conducted by 
Manchester University had highlighted 
the cycle of poverty and unemployment 
through poor education. In order to break 
that cycle Vinci wanted to look ambitiously 
at an early intervention grass roots remedy 
that delivered a lasting legacy. 

On the estate where the research had been 
conducted in Hackney there was evidence 
of a generation of people with poor family 
ties, a lack of community, poor parenting 
skills, lack of English and poverty through 
a lack of education. The aim was to break 
this cycle. 

Vinci decided to support just one 
programme in an unprecedented move 
which meant that Vinci would cease 
duplication of traditional programmes such 
as fun days etc. 

The programme chosen for the community 
was an early intervention reading scheme 
to foster a love of reading in the under 5’s. 
Research showed that a child developing 
a good level of reading before age 5 had 
a much better chance in life and would 
actually be 2 years ahead of their peers 
without reading skills by age 5. Additionally 
the time spent with an adult/parent/
guardian would also benefit the child in 
terms of feeling loved and encouraged. 
Routine would be established with the child 
and then order and expectation.

Outstanding Tenant 
Engagement – Contractor
Winner: VINCI Facilities Building Solutions
Project title: Peabody Quality Homes 

The research had shown that reading for 
pleasure is more important for children’s 
cognitive development than their parents’ 
level of education and is a more powerful 
factor in life achievement than socio-
economic background. Vinci was especially 
keen to engage in this way because it 
provided an opportunity for their staff to 
spend more time with the residents too.

Reading from the Start (RftS) was initially 
a three-year literacy campaign working 
with residents to create reading corners 
with reading material selected from the 
Dolly Parton Imagination Library. Age 
appropriate books with specific messages 
are delivered to each child through the 
post every month. These books would 
develop the child’s empathy, excitement, 
understanding, discipline, routine and 
overall literacy. Reading corners were 
set up within the community which gave 
opportunity for locals to come together, 
this developed a cohesion that simply 
wasn’t there before.

“Reading from the start” is a ten year 
commitment and has currently signed 
up over 500 families. The project has 
been supported by 128 volunteers in 
roles such as outreachers, Book worms 
and Project Coordinators. Common to all 
is that through participation they felt a 
sense of purpose by supporting families in 
their community, have made great bonds 
and lifelong friends and feel a sense of 
achievement when they see the change 

She always looks forward  
to a new book during  

bedtime because we share a  
book together and she loves it.  

Since joining the project I even borrow 
books from the library to ensure she 
is exposed to a variety of books and 
dual-language. The ones we receive 
from the project add to the variety. 

She asks to read books every day  
now  - it’s become a routine  

for us to share books  
together.

in children’s behaviour and new-found 
enjoyment from books. 

The project goes from strength to strength 
and judges were really impressed how it is 
being rolled out across various estates all 
with different needs and challenges. 
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ForViva have developed a tenant 
involvement structure – ACORN – which 
makes engagement a part of their culture 
and gives tenants the chance to advise, 
challenge, oversee, represent, and nurture 
new ideas and be as involved as little or 
as much as they want. ACORN has been 
redesigned to give more people more 
opportunities to engage with ForViva in 
ways that fit around their lives. 

Tenant involvement now covers a range of 
formats, including: 

Two Tenant Board members 

Tenant Congress:.  These are 18 tenants 
from different ages and backgrounds 
meeting bi-monthly to monitor and 
challenge the performance of services. 
Congress is responsible for the final sign 
off on key tenant facing policies and 
making sure tenant consultation takes 
place. Tenant Congress also influences the 
strategic direction of the organisation and 
engages with the leadership team.

Scrutiny panels. Two panels established 
to focus on specific areas across ForViva 
that need improvement or issues where 
tenant satisfaction is low. Their scrutiny 
panels engage with managers and directly 
influence how services are delivered. 

Tenant Inspectors group, carrying out 
mystery shopping on their service centre, 
check cleanliness and catering in their flats 
and they also set service standards. 

Outstanding Tenant Engagement – 
Large Landlord (over 10,000 homes)
Winner: ForViva    

A ‘We’re About Neighbourhoods” group. 
This is formed from tenants who use 
ForViva’s internal processes and local 
intelligence to address local issues 
and develop ForViva’s Neighbourhood 
Promises. 

This group then monitors their progress in 
delivering on these promises 

ForViva believe it is vital to involve 
tenants at all levels of the organisation 
to achieve results and improve services.

Their ACORN tenant involvement structure 
has been designed so tenants can have 
direct engagement and influence at all 
levels of ForViva’s activities. It sits alongside 
wider tenant feedback through surveys, 
focus groups or complaints. 

Following the fire at Grenfell Tower ForViva 
wanted to take on board the views and 
concerns of tenants – from social media 
and neighbourhood groups to Board 

members. Engagement with tenants was 
a critical factor in their decision to make 
a £5m investment and become one of 
the first organisations in the country to 
commit to fitting sprinklers in all of their 17 
high-rise blocks.

One of the big impact changes came from 
feedback from their Tenant Congress. 
The Congress suggested tenants were 
unclear about what to expect from 
ForViva’s services. The Congress led a 
consultation with more than 200 tenants 
and worked with ForViva to reduce 197 
service standards down to just seven – 
focusing on areas tenants told staff were 
their priorities. The new standards were 
launched in 2017 and now ForViva measure 
all of their performance against these 
service standards. 
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Weaver Vale have been on a journey to re 
shape their involvement structure. 

Their overarching aim was to improve 
services, embrace co-regulation, ensure 
the resident voice is heard at every level of 
the organisation and enable residents to 
genuinely influence and shape the design 
and delivery of their services so that what 
they provide is the right service for them. 
They particularly wanted to ensure that 
residents were involved at the start of any 
consultation, strategies or processes.

The Customer Voice Panel provides 
assurance to Board that the Trust is 
meeting the regulators’ requirements in 
the Consumer Standards. The Group have 
the regular opportunity to directly hear 
from staff about their services and from 
the data officer who compiles the report. 

It offers them their chance to challenge 
and input into the report directly. Their 
other key function is to ensure all new and 
existing policies receive customer input 
at development or review stage. Their 
scrutiny report demonstrates their findings 
and recommendations to the Audit and 
Assurance Committee quarterly. 

The Customer Engagement Team support 
teams to now engage with residents 
using tools like, pop ups, surveys, social 
media, focus groups, task & finish groups, 
customer journey mapping, community 
events and one to one interviews to obtain 
feedback. 

Outstanding Tenant Engagement – 
Small Landlord (under 10,000 homes) 
Winner: Weaver Vale Housing Trust  

In particular, feedback from complaints, 
comments and praise is utilised through 
lessons learned and fed through to Scrutiny 
who investigate any concerns. 

Other initiatives to provide input and 
feedback include: 

Green Inspectors are out and about in their 
neighbourhoods reporting on standards or 
grounds maintenance. 

E-voices feedback through email/online 
surveys. 

Tenant Partners inspect voids, and survey 
other customers and work on allocated 
projects to change services. 

Two dedicated community hubs as a 
focus point for engagement by providing 
activities that are fun but benefit the 
community. Weaver Vale work closely with 
the volunteers from the community groups 
that operate from the two buildings, 
sharing knowledge, arrange training and 
provide financial support. 

For one tenant,  
without this volunteering 

opportunity and the feeling  
of being valued her confidence 

would not have grown to the level it 
has today. As a result she was able 
to speak in front of over 40 people  

at a customer event recently   
and led to her volunteering  

with the poverty truth  
commission. 

Whilst the change is still in early days the 
Tpas judges were impressed with the speed 
of the change and the clear commitment 
to it. It was clear that before this new 
approach customers were not involved at 
strategic level and had no real opportunity 
to influence service design. 

The shift in roles and approach has had a 
positive impact on many volunteers, who 
have now developed their own personal 
skills .
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Now into her 70s, Pat continues to bang 
the drum for better housing and the right 
of social housing tenants everywhere to 
have a greater say on how services are run. 

These issues have dominated her work as 
a community activist over three decades. 
They’re what drove her to head out in all 
weathers in the mid 2000s, talking to other 
tenants in south Lewisham, spreading the 
word about new possibilities ahead when 
Lewisham Council was in the process of 
transferring its housing stock. When a 
timetable for the ballot began to emerge in 
2006, Pat and other tenant representatives 
were told that they could submit a vision 
for an alternative option on the ballot.

Pat was desperate to seize that 
chance. There had been decades of 
underinvestment in social housing around 
Bellingham and Downham. She wanted 
change, but feared tenants would simply 
stick with what they knew.

Taking inspiration from Preston 
Community Gateway, Pat pursued a vision 
for a community led housing model. That 
contained innovations to really empower 
residents and their community. Pat recalls  
“We looked at Preston and said ‘that’s what 
we’re going to do’. “And after 18 months of 
relentless doorstop and community based 
campaigning, almost 70 per cent of tenants 
in south Lewisham had voted in favour of 
a new housing association. And so – out 
of the ashes of years of underinvestment 

One Vision Housing created an outstanding 
project to tackle loneliness. 

Sefton has the highest proportion 
of residents aged 65+ and 75+ of all 
metropolitan boroughs in England, Bootle, 
ranked highly on the Indices of Multiple 
Depravation as a disadvantaged area. 
The problems of loneliness and lack of 
social interaction for older generations is 
increasing.

It is well known that people with high levels 
of loneliness and isolation are twice as likely 
to develop Alzheimer’s as people who have 
a low level of loneliness. Tackling loneliness 
improves the quality of life for affected 
individuals, it also delivers wider benefits 
for communities. 

To tackle this problem their tenant focus  
group suggested they could apply to the  
Big Lottery to fund 4 large events.  

Together they developed an action 
plan and applied for a £10,000 Big 
Lottery funding to fund a project called 
“CELEBRATE THE GOOD TIMES.”

Against stiff competition, they were 
successful in the bid, and were awarded the 
full amount.

Lifetime Achievement Award Richard Crossley Excellence 
in Community Action Award

Winner: Pat Fordham - Phoenix Community Housing   Winner: One Vision Housing    
Project title: Celebrate the Good Times 

- Phoenix was born. As Pat stated “Our 
community in our hands’.

Working together with her new Chief 
Executive, Jim Ripley, she oversaw 
the challenges of a fledgling housing 
association as it started to deliver on 
more than 150 promises made to tenants, 
including the roll-out of the Decent Homes 
programme.

Pat was determined to ensure that 
resident leadership rippled through the 
organisation. That included offering 
shareholding membership to residents, 
with more than 3,500 tenants and 
leaseholders now signed up to enable them 
to vote at the AGM and stand for election 
to the Board.

Other key achievements include:

Instrumental in the creation of the Phoenix 
Festival attracting thousands of people 
each year, not only to enjoy entertainment 
but to talk to Phoenix staff and inform 
future services and plans.

Among the transfer promises was a new 
headquarters for Phoenix at the heart 
of the community. Pat identified the site 
of The Green Man – a derelict pub that 
had once been a landmark for the area. 
Residents made it clear that they wanted 
more than just traditional office space. 
There is now a state-of-the-art green 
building that offers not only office space 
for Phoenix’s staff, but also a community 

They immediately formed a special focus 
group to discuss barriers to residents not 
attending and developed a plan to address 
issues raised, especially the ordeal of 
coming to an event on your own and not 
knowing anybody.

Attendees were picked up in a taxi/
community bus, giving them the 
opportunity to have a chat with fellow 
attendees before they got to the event. 
They were welcomed by residents, who 
offered them a welcome drink and 
chauffeured them to their seat. This 
reduced the anxiety of walking into 
a room to an event alone which may 
otherwise have been daunting. The events 
had a range of entertainment, such as 
professional singers and dancing, to ensure 
that all attendees were catered for.

One Vision Housing delivered four fun 
and exciting community led events with 
a variety of themes between June and 
December 2018. They were open for all 
residents to attend free of charge. This has 
helped to bring people together and build 
strong relationships across communities. 

Thank you for such a 
wonderful event  

yesterday, I have never seen  
anything like it. From a 

person who is  
housebound,  

thank you.

It was outstanding, 
better than being alone. 

Thankyou.

I am having a very very 
lonely life, never thought 

this would happen to me but 
you make a big difference. 

God bless you all.

kitchen, credit union, café and event spaces. 
New public space was key in an area where 
many venues had closed. Since opening in 
2013 The Green Man has received 100,000 
visitors.

Pat wants to ensure that resident 
leadership at Phoenix is meaningful 
and sustained. That requires effective 
succession plans for future resident Board 
Members. In 2014 Phoenix launched the 
Phoenix Academy – a 10-week ‘school 
of social housing’ aimed at residents 
interested in becoming more involved with 
their housing association. To date more 
than 90 students have graduated from the 
academy.

 Pat is the founder of  
Phoenix and our beating  

heart. She had a dream and she 
committed everything to achieving 

it. She’s managed something 
remarkable in guiding a new 

resident-led housing association to 
recognition as one of the UK’s best 

landlords. She’s an inspiration to 
staff,  Phoenix residents and  

social housing tenants  
everywhere.

There are many 
ways to describe Pat 

Fordham, but few 
really do her justice. 
Once you’ve met her, 

it’s impossible to  
forget her.
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