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Introduction

Please enjoy this short booklet that documents the events and projects Grove Community 
Housing Association organised and held for its tenants during 2019 and 2020.

Although both busy years with a lot of unforeseen global events to contend with, GCHA strove to 
ensure residents felt heard, safe, involved and part of their local community.

Here’s to offering even more opportunities for our tenants to be involved in our work and in our 
communities in 2021!

We also look forward to engaging with other organisations such as Supporting Communities (SC) 
and the Department for Communities (DfC) in contributing to the development of our own Tenant 
Participation Strategy and the consultation on the department’s new Tenant Participation Strategy

Grove Community Housing Association
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Tenant Participation Events

One of our residents fuelling up for more 
games and play, we took this photo and let 

her get back to it!

Though the weather took a turn for the worse, 
the face painting brightened everyone’s spirits!

All of the residents had a chance to grab a 
burger, from tallest to smallest tenants!

Order up!

In August 2019 we ran a Summer 
BBQ, offering face-painting and lots 

of food. 

We had a great turn out and it was 
an excellent opportunity for staff and 
tenants to get to know one another 
and put faces to names and voices!

Having prepared for the bad weather  
by hiring a marquee and a gazebo, 
the day was a success. Even the 

greenhouse came in handy for extra 
shelter from the rain!

August 2019 - Summer BBQ

Face-Painting the 
Blues Away

Do not disturb!
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October 2019 - Halloween Event

Face-painting doesn’t have to be scary!
Halloween Cheer!

This was a joint Tenant Voice Coffee 
Morning and Halloween event, with 

safety in the home discussed.

Tenant Participation Events

This paint isn’t just for faces and the kids really 
enjoyed having their hands painted too!

Face-Painting  
...a Hand?

Halloween is all about fun!

Who said Halloween has to 
be scary?

Tenant Satisfaction Survey (TSS) - 
we discussed the results in detail 
and areas of improvement during 
the Halloween event. Please read 

Page 14 of this document for more 
information.

Aiden from Supporting Communities attended and 
give a brief background to Tenant Participation, his 
role and the role of Supporting Communities (Aiden 

also spoke with Tenants individually).

Development was also mentioned: tenants voiced 
the need for more housing within the area (Local 

people requiring houses).
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And of course, it wouldn’t be a Coffee Morning 
without, well, coffee! And tea...

Kids are tenants too and so we wanted 
their voices heard. Though they did seem 
more interested in the games, colouring 
competition and face painting than 
discussing tenant issues...

Kids Talk!

Even at a coffee morning, safety comes 
first! We handed out the following 
supplies and booklet to help keep our 
tenants safe and informed.

Safety First!

Safety within the home was discussed, 
with health and safety hazards 

highlighted. We give each tenant a 
General Household Emergency 

Life-Saving Plan (Booklet), a container 
to enclose medical details and a 
yellow tag for the stop tap/valve 

within the home.

A few children attended the event, 
face painting and colouring in took 

place.

We also discussed future meetings 
(Morning/Afternoon/Evening), as many 

tenants work or have commitments 
throughout the day. 

Tenant Participation Events
Tenant Voice Coffee Morning 2019

Coffee and Tea!
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December 2019 - Christmas Party 

Santa stopped by the office and made 
sure no boy or girl (of any age) went 

away empty-handed!

Gifts from Santa!

We held a Christmas Party in the office 
with a very special guest in attendance.

Santa very kindly took time out of his 
busy schedule so close to Christmas to 

come visit the staff and tenants of GCHA.

Tenant Participation Events

Santa reconnected with his elves who were 
able to assure him the boys and girls had 

been very good this year.

Santa’s Elves!

Of course Santa couldn’t forget his team 
on the ground, without whom this event 

wouldn’t have been possible!

Santa’s Staff!

Not only did all attendees receive a small 
gift from Santa, they could also avail of 

the services of a face-painter!

And of course no Christmas party would 
be complete without plenty of juice, tea, 

coffee and snacks for all attendees!
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Being locally based, GCHA was always very readily accessible to tenants.
Introduction

Introduction and Analytics

However, in the light of the pandemic and Government advice for staff to work 
remotely, we quickly went live with a Facebook page. 

This allowed us to get messages out to tenants quickly and provide ways for us all 
to stay connected and informed.

Bringing the association experience entirely online was a challenge but one that we 
welcomed and met head on. 

It not only provided new opportunities to learn from but also offered ways to 
improve our services from here on out.

Social Media



8

Social Media

Here (and over the next few pages) you can see a breakdown of the data from our 
Facebook Page analytics, showing how the page performed and how the 
community responded to the move online.

Data Analytics

Shown above is the number of ‘Reactions, Comments, Shares and More’ over the 
over Last Quarter (13/01/21).

Here we have the statistics behind one of our most popular posts: 
‘Christmas Colouring Competition’.
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Social Media

Shown below is a breakdown of our Facebook page’s Fans, showing gender split, 
age ranges, Country, Cities and languages.

Here we can see the growth of our Total Page Likes from May 2020, steadily 
gaining to our current number of 125.



Community Involvement

On this page you can see some of our 
most popular posts from this year.
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We kept our community up to date with important messages.
Key Messages

Key Messages, Events and Competitions

Community Involvement
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We ran and advertised a number of online events over the course of the year!
Events

Community Involvement
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For this competition we asked children in the community to draw a picture of their 
dream home and community, and they did not disappoint! Vouchers were awarded 
to the winners and other entrants received a runners up prize.

Competitions

Tenants Shaping Our Work
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Tenants Vote for New Logo 
Tenants were asked to select a new logo for the GCHA.

New Logo and Satisfaction Survey

3 options were put forward.

Only 1 entry was permitted per household. The competition ran from the 22nd June to 
26th June and the winner was announced on the 30th.

As an added incentive to participate, we ran a voucher competition offering:

The winners were selected at random from the qualifying entrants.

These were vouchers for the store of the winners’ choice.

£50 £25 £25Winner 2nd Joint 2nd

To enter, tenants had to:

- Like the GCHA Facebook Page

- Like their Favourite Logo

- Share their Favourite Logo

The competition gained a solid response and the most popular logo was selected.

Tenants Shaping Our Work
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Facebook Interactions

Tenants Shaping Our Work
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The Tenant Satisfaction Survey was enhanced following tenant feedback to include  
questions around home safety and community.

Tenant Satisfaction Survey

It also was produced, promoted and distributed in a range of ways by post, by email and 
social media, following requests from tenants to have information in a range of formats 
to support different ways people like to engage.

We ran voucher competitions as incentive to participate.

These were vouchers for Asda.

£50 £25 £251st 2nd 3rd

£20Runners Up 4 x

Digital Format. Paper Format.

The majority of tenants were encouraged to complete the survey online, whilst anyone 
who wanted a hard copy could have it posted to them. If anyone needed any assistance 
completing the form they were able to phone or email us.

Tenants Shaping Our Work



17

Facebook Interactions

Tenants Shaping Our Work
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We Did

“The surveys are repetitive each year, as 
many of the questions are the same. 
What can be done about this?” 

It was suggested that we look at the 
surveys in more detail, resolving the issues 
highlighted and creating a survey every 
two years. This was agreed.

You Said

It was suggested to create a focus group 
to discuss different actions required based 
on the feedback, to improve our services 
to Tenants.

“What about phone surveys?”

Phone surveys will continue to be available 
to those who need them. This does allow 
us to gather more detail but the answers 
might not be as reliable as tenants might 
not give a true reflection on specific issues.

“How do we voice our concerns?”

Tenant feedback and partnership working 
in relation to the survey will help us 
highlight the areas of concern and create 
an action plan.

“What about online surveys?”

Online surveys will continue to be the 
offered as the main format for completing 
surveys. These are less costly and not 
as time consuming. Once the tenant 
completed the survey online, it would 
upload to the Google platform which 
processed the information, so there was 
no need to manually input or calculate 
results. 

Tenants Shaping Our Work
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“Some of us have repairs that need addressed.

Paul led and re-focused the participants 
on the wider issues being discussed. 
Individual concerns were discussed at 
the end and ensured they were actioned.

“More events we would like are: Coffee mornings, 
Christmas, Easter, Summer, Halloween and so on.”

We delivered seasonal events and 
look forward to delivering more in the 
future. During the current pandemic 
we had to put things on hold and move 
engagement online. We look forward to 
working with our tenants to plan more in 
person events when safe to do so!

“Some other tenants may work, how can we 
make sure they can attend future events?”

We will discuss this topic in more detail 
during our next meeting and tenants 
will be contacted. If required, we will 
have a morning and evening meeting to 
ensure everyone is involved and has the 
opportunity to express their views and 
opinions.

“What about a larger variation of events within the community?” 

We discussed a variety of other 
opportunities such as litter picks, scheme 
walk abouts and fire safety/security 
within the home. In-person events will 
be introduced again when it is safe to 
do so. We look forward to these in the 
future!

“What about tenants who don’t have 
access to the Internet?”

Hard copies will continue to be posted 
to these tenants (and they can phone 
for any assistance in completing the 
forms) ensuring no tenants are left 
out. We will also provide resources, for 
digital inclusion work.

Tenants Shaping Our Work
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“What about emails? Email is cheaper than 
letters and more efficient.

Each tenant was contacted and if 
they had an email it was recorded 
on our database. We have now used 
emails for Tenant Satisfaction Surveys, 
payment receipts and for day-to-day 
communication with tenants.

“Will telephone calls and letters continue?”

Contact via telephone calls and letters 
will still be available as a method of 
communication for anyone who wishes 
to avail of them.

“We would like more homes in the area.”

We have purchased the Former Grove 
School Site and will be providing homes 
to the local community.

“We would like more communication via 
social media, so we can be updated and 
informed on a daily basis.”

We set up a Facebook page for the 
tenants and local community. The 
page has been very active, with lots 
of information and competitions. 
Many tenants and local people have 
contacted the office in relation to the 
information posted and are taking part in 
competitions.

“What about a text messaging service? 
Text messaging would be beneficial to 
all of us, with faster response times.”

We have purchased the text messaging 
service and will be rolling it out in 2021. 

Tenants Shaping Our Work
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Tenant Satisfaction
Tenant Survey Results

Grove have received very high levels of satisfaction, encouraging responses and useful 
feedback from our latest Tenant Satisfaction Survey, that will help improve and inform the 
Association’s work.

83.3% of tenants found it easy getting in contact with the right person

89.3% of tenants said the staff were helpful

82.1% of tenants were satisfied with the overall experience

78.6% said their home is very safe

94% of tenants overal feel that Grove are a brilliant (58%)/great (36%) 
landlord 

66.7% of tenants use the internet 

83.3% of tenants said that Grove have improved their services over the last 
12 months

Less positive responses relate to repairs which can be in part attributed to  
older stock conditions and we continue to improve in investment in our stock 
and maintenance practices. 

Tenant Voice

“I love my home and have always been very fond of 
all the staff in Grove - Keep up the good work!”

“Overall, very satisfied”

“We are very happy with the work and very happy 
with our home and the service that you provide and 
would like to thank you all for all that you do.”

“I love my house and wouldn’t 
change it for the world.”

A prize draw took place for all tenants that completed the Tenant Satisfaction 
Surveys, with vouchers won. The prize draw and results were posted on 
Facebook, with 84 tenants taking part.
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Further to undertaking the Tenant Satisfaction project, Grove can now analyse the  
different areas of operation and focus on improving Tenant services. 

Tenant Satisfaction Action Proposals 2020-21

The Association will be working in partnership with the ‘Tenant Voice’ Group to discuss 
the results in detail and create an action plan to help improve the Association as a whole. 

Due to the pandemic, several of our events and meetings have been affected, however 
we will ensure that we provide other methods to get involved safely. E.g. Zoom meetings, 
telephone calls.

During these difficult times, Grove will continue to use its Facebook page to keep in 
contact with tenants and provide general information.

Grove’s staff contacted tenants on a weekly basis during the lockdown(/s), checking on 
their welfare and if they required any specific items (e.g. medication or shopping). 

Grove have also worked in partnership with the North Belfast Advice Partnership to have 
weekly food parcels delivered to vulnerable tenants. Grove also made a high number of 
referrals to NB Advice Partnership for those tenants whose income was affected, e.g. 
through loss of empoyment.

Following the issue of the ‘Tenant Participation Vision Strategy in 2019’ and with the 
Tenant Participation work that was carried out in 2019 and 2020, we will now go forward 
in partnership with the ‘Tenant Voice’ group to develop their ‘Tenant Participation Strategy 
2021-2025’. We will also provide opportunities to be involved in DfC consultation on the 
Northern Ireland Tenant Participation Strategy.

This will enable Grove to achieve the strategic goals set out for it’s customers, plan 
ahead, consider new ways of interacting with the ‘Tenant Voice’ Group, improve services 
and meet aims and objectives.

Supporting Community events for good practice examples in the sector and will bring 
these to our tenants along with considering a Tenant Participation (TP) accreditation 
scheme. 

Tenant Satisfaction


