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Where 
people come first



We have again had great success 
this year. We can say that Merthyr 
Housing is a local housing association 
where people really do matter.

I’m so proud of what we have 
achieved in my three year term 
of office as Chair of the Board of 
Management.

Yes, I am standing down as 
Chairman, but I am confident the 
housing association will go on to 
even more success.

Let me briefly outline what we 
achieved in 2010 – 2011:  

 � Gained awards for excellence

 � Built quality new housing

 � Involved tenants and communities

 � Set up green energy saving 
schemes

 � Made a super start on the Old 
Town Hall and Flooks restoration 
projects.

Above all, I can report that again 
we have produced solid financial 
and performance results. These are 
outlined in this annual report.

Our organisation is a story of success 
- we have played a big part in the 
regeneration of Merthyr Tydfil over 
the years and we’re not done yet.

My heartfelt thanks go to my 
colleagues on the Board, our staff 
and our volunteers. We have a great 
team. 

Of course, my special thanks to our 
Chief Executive Karen Dusgate, who 
makes it all possible. Congratulations 
to everyone on a job well done.

Alan Batley
Dr Alun Batley 
Chairman

For a copy of our annual monitoring 
report to the Welsh Language Board, 
please see our website.

Chairman’s Report
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We’ve had an amazing year at 
Merthyr Housing. We’ve achieved a 
recognised award for our first class 
customer service, built more homes 
and successfully got through the first 
round of £6 million of funding so we 
can restore the Old Town Hall.
There’s so much good progress to 
report. We have added 47 properties 
to our portfolio. Our 35 new build 
houses at Glanmor Gardens in 
Dowlais are ‘rent before you buy’ 
under a new Merthyr Tydfil Living 
initiative. The houses and 2 adapted 
bungalows on this scheme include 
the latest energy-saving design.
This is a local housing association 
with a strong commitment and we 
are dedicated to providing good 
housing, supporting our tenants and 
their families and taking a lead role in 
the regeneration of Merthyr Tydfil.
We always work hard to provide 
good customer service and now 
that’s been recognised with a top 

government award – Customer 
Service Excellence. We have also 
achieved excellence in two other 
national schemes: A Gold Award for 
Investors in People which is really 
special and the Corporate Gold 
Health Award. 
Partnership is essential if we are to 
reach our goals. We have linked up 
with partners like the local authority 
and Merthyr Tydfil College.
Above all we have worked with 
our local communities – involving 
tenants in health, community safety 
and well-being schemes like our food 
co-ops. 
I have to thank the Chairman, the 
Board of Management and all our 
staff for helping make the year a 
success.

Karen Dusgate
Karen Dusgate
Chief Executive

Chief Executive’s Report
Our Mission is:

 � To provide the people of Merthyr 
Tydfil with an excellent housing 
service at an affordable price

 � To work in partnership and to 
reinvest surpluses back into our 
community

 � To give people the opportunities to 
grow

 � To provide better housing

 � To improve the built environment

Our vision is to be recognised as 
the best provider of housing and 
housing services within the County 
Borough of Merthyr Tydfil, creating 
and sustaining environments and 
communities where people want to 
live.
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By providing excellent housing 
and support services. 
We aim to provide a range of 
affordable housing options and 
services that reflect the need and 
preferences of our current and future 
tenants. 

The Association is committed to 
improving the standard of homes we 
provide to our tenants.

47 new units added to our stock:

 � 35 ‘RentB4UBuy’ properties 
constructed enabling first time 
buyers to purchase their own home

 � 3 purpose built bungalows for 
families with specialist housing 
needs

 � 9 properties purchased through the 
Strategic Capital Investment Fund 
(SCIF2). These will be available 
under the ‘RentB4UBuy’ scheme

Improving our stock – we have:

 � Designed and installed in 
accordance to Welsh Housing 
Quality Standards 45 new kitchens 
to a value of £167,200

 � Installed 93 new door sets that 
have been manufactured in 
accordance with Secure by Design 
standards to a value of £57,800

 � Installed new boilers and upgraded 
heating systems and their controls 
in 42 properties to a value of 
£97,000. The new boilers are high 
efficiency boilers (SEDBUK A rated) 
which will help reduce residents 
heating bills

 � Installed UPVC windows in 28 
homes and improved energy 
efficiency in 16 homes by installing 
secondary glazing. This work 
amounted £117,200

 � Renewed 1 bathroom suite and 
installed 49 showers over existing 
baths with additional wall tiling 
and handrails as required by Welsh 
Housing Quality Standards to a 
cost of £36,700

 � Undertaken the refurbishment of 2 
properties that have been brought 
up to current letting standards at a 
cost of £16,500

 � Installed 12 whole house 
ventilation systems at a cost of 
£5,300 which will help reduce the 
risks associated with condensation

 � Undertaken asbestos surveys in 501 
homes

 � The redecoration of external and 
internal communal areas have been 
completed on 226 properties at a 
cost of £101,800

 � 89 properties have become vacant 
during the year which has resulted 
in £152,800 work undertaken prior 
to being re-let

How we have improved our homes
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By supporting and sustaining 
tenancies – we have:

 � Carried out 282 annual property 
inspections and as a result have 
identified various issues: 

•	Tenants who would benefit from 
support and/or adaptations

•	 Repairs needed to properties but 
haven’t been reported to us

•	 Tenants who may want to get 
involved with our activities and 
projects

 � Conducted a comprehensive 
tenant census which will assist 
in identifying our tenants 
current and future requirements 
and their preferred method of 
communication

 � Made 56 occupational therapist 
referrals of which 51 have resulted 
in successful assessments and 
completion of works to a value 
of £205,191 through Physical 
Adaptation Grants

 � Continued to focus on financial 
inclusion and engaged with a 
national project – Money Advice 
Service to make tenants aware of 
free financial and budgeting advice

 � Worked with Community Housing 
Cymru (CHC) and other partners to 
achieve a Quality Mark for financial 
inclusion in Wales

 � Reduced rent arrears to an all time 
low and continue to keep them at 
low levels

 � Trained our staff to ensure we 
are up to date with changes in 
the Welfare Benefit system so our 
tenants are kept up to date 

 � Retained the Centre of Housing 
Support accreditation for Kevin 
Ryan Court

How we have worked with our tenants
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By building a better Merthyr 
Tydfil and giving people 
opportunities to grow.
Our aim is to help develop and 
support balanced, safe and healthy 
communities.
We help to develop and support 
balanced, safe and healthy 
communities and we have:

 � Developed and supported 
Georgetown Food Co-op in 
partnership with Communities First 
Town and Park

 � Set up a number of Youth Inclusion 
Healthy Living Initiatives:

•	Healthy Foods and Snacks 

•	Active Sports Programme 
including football, rugby, 
badminton and basketball

 � Helped young people through 
the Duke of Edinburgh Awards 
Programme

 � Undertaken fund raising for the 
residential youth programme

 � Sponsored row

 � Sponsored walk

 � Charity car wash

We support meaningful involvement 
and provide a range of methods 
and opportunities for tenants to 
participate / express their views and 
have:

 � Supported Tenant Assessment 
Team development through 
the Welsh Government Tenant 
Empowerment Grant. Four new 
tenant assessors have been trained 
to conduct mystery shopping 
and telephone surveys relating to 
repairs and customer service

 � Supported 7 Tenant & Resident 
groups throughout the borough

 � Held informal tea & coffee 
mornings to gather suggestions/
comments from tenants on service 
standards

 � Acted on feedback from the 
quarterly service standard 
monitoring cards to improve 
services

We maximize opportunities for 
tenants to access training & 
volunteering and have:
 � Undertaken film and 
communications projects with 
Young Wales and University of 
Glamorgan relating to the Old 
Town Hall
 � Run an animation skills project with 
the University of Glamorgan
 � Supported 12 people into formal 
training initiatives with the local 
college
 � Assisted 16 people into 
employment
 � Helped 24 people to get involved 
with either short or long term 
volunteering 
 � Involved 170 people in capacity 
building activities and projects 
within their local communities

How we have worked to improve quality of life
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Tenant representatives are involved 
in our Tenant Service Standards 
Group (TSSG). We meet four times a 
year to check that our service meets 
the high standards we have set and 
that tenants expect. 

This year the group has:

 � Redesigned information leaflets for 
the association

 � Established quarterly estate walks 

 � Reviewed and selected 
maintenance contractors

 � Participated in setting empty 
property standards

We are helping to create safer 
communities and have:

 � Resolved 70% of the 111 cases of 
anti-social behavior reported to us 
through early intervention and are 
working to provide solutions to the 
other cases

 � Worked towards achieving Welsh 
Government’s Management 
Standard for Tackling Anti-Social 
Behaviour

 � Made a successful bid for funding 
to the Community Safety 

Reassurance Scheme for Old People 
through Safer Merthyr Tydfil which 
enabled us to install a CCTV system 
in Treharris

 � Arranged for Smart Alarms to be 
fitted to the homes of tenants who 
are over 50 living in the Quar area 
to combat opportunist burglaries

We have a strong commitment to 
the environment, to reducing our 
carbon footprint and to promoting 
sustainable communities. This year 
we have:

 � Involved young people in creating 
a mosaic at Glyn Jones Court, 
Dowlais

 � Involved our tenants in creating 
a mosaic at Navigation Close, 
Treharris

 � Allocated £35,000 to improve 
the local environment. The TSSG 
helped us to allocate this budget

 � Undertaken estate walks 4 
times a year to identify areas for 
improvement

 � Explored initiatives to help tenants 
with the upkeep of their gardens

 � Worked in a number of areas in 
conjunction with Keep Wales Tidy 
to remove rubbish 

We continue to try and ensure our 
properties are energy efficient and 
have:

 � Worked in partnership with British 
Gas, Welsh Government and 
Building Research Establishment to 
deliver a £1.4 million programme 
of renewable energy efficient 
schemes

 � Installed 206 solar thermal panels 
in suitable properties

 � Installed a solar PV (photo voltaic) 
system in our sheltered housing 
scheme at Kevin Ryan Court

How we have worked to improve quality of life

6



Wider Regeneration 

We aim to deliver on high quality 
regeneration services and recognise 
that we have a commitment to 
the wider regeneration of Merthyr 
Tydfil. As a result we have committed 
resources to the redevelopment of 
two major exciting projects in the 
Town Centre, namely the restoration 
of the Old Town Hall and Flooks 
jewellers.

We are responsible for securing the 
funding and preparing the plans for 
these projects. A revived Old Town 
Hall and a cyber café at Flooks will 
mark an important step forward in 
the regeneration of the town centre 
and Pontmorlais. 

The Old Town Hall

Plans to renovate the Old Town Hall 
as an Arts and Creative Industries 
Centre are progressing well. The 
landmark 1896 building will become 
a centre for creative business, 
conferences, informal education, 
creativity, entertainment, social 
contact and networking.

£6 million of first round funding 
approvals from the Welsh 
Government and the Heritage 
Lottery Fund were announced during 
the year.

The restored Old Town Hall will 
be a significant part of Merthyr’s 
Learning Quarter - providing a home 
to Merthyr Tydfil College’s creative 
industries teaching programme.

Young people from Troedyrhiw, 
taking part in one of our youth 
projects started their own campaign 
to save the Old Town Hall and made 
a film with Young Wales appealing 
for its restoration.

The poem about the derelict state 
of the Old Town Hall - posted up on 
a big sign in front of the building - 
said:
‘For its future we will fight,
‘To bring it back to life and into the 
light.’   
   Bethan Thomas

Flooks – the Bling Café 
When renovated the building will 
become a Learning 4 Life centre 
with a cyber café on the ground 
floor and flats above for residential 
accommodation. The project will be 
managed by Llamau - a Cardiff based 
Welsh charity for the homeless. 
Funding for this project has been 
secured from a number of sources 
including: Social Housing Grant, 
Building Enhancement Grant 
(MTCBC), CADW and Landaid. 
Merthyr Housing is also making 
finance available for the project.
Work on Flooks should be completed 
in the spring of 2012.

How we are helping to build a better Merthyr Tydfil
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We aim to provide a responsive, 
efficient and effective service to 
everyone we work with, including 
tenants, contractors and our staff 
and as a result of this hard work 
we received a number of awards 
recognising our achievements.

Investors in People Gold Award

In July the Association was awarded 
Investors in People Gold award. 
This award recognises organisations 
commitment to its staff and their 
continuous development, and MTHA 
first received the award back in 
2002. The Gold Award is presented 
to less than 1% of all companies 
across the UK annually. There are 
a number of standards against 
which organisations are assessed 
and out of a possible 196 criteria, 
MTHA achieved 192 – one of the 
highest amounts achieved by any 
organisation applying for the award.

Corporate Health Gold 
Standard 

Hot on the heels of the IIP Gold 
award came the Corporate Health 
Standard Gold award, with MTHA 
being the smallest organisation to 
receive the accolade. The Corporate 
Health Standard is run by the Welsh 
Government, and is the quality mark 
for workplace health promotion 
in Wales. MTHA were recognised 
as putting the health and well 
being of their staff at the forefront 
of everything they do. Initiatives 
include fruity Mondays, monthly 
healthy breakfast club, lunchtime 
exercise including walking, cycling 
and running, plus numerous other 
initiatives to encourage staff to keep 
fit and healthy. 

Customer Service Excellence 

The final honour for the Association 
arrived in November with the award 
of the Customer Service Excellence 
Standard. This award tests in great 
depth those areas that research 
has indicated are a priority for 
customers, with particular focus on 
delivery, timeliness, information, 
professionalism and staff attitude. 
There is also emphasis placed 
on developing customer insight, 
understanding the user’s experience 
and robust measurement of service 
satisfaction. 

What we have achieved together
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Direct Application

LA Nomination

Transfers

Supported Housing Actual 2009 - 10

33%
11%

9%

47%

Target 2010 - 11

22%
15%

13%

50%

Actual 2010 - 11

10%
12%

49%

29%

Tenants in Arrears

>4 weeks

>13 weeks

Gross

Unpaid HB

Net - Target 1.35%

Source of Lettings

Rent Arrears Tenants in Arrears 2009 -10

2009 -10
2010 -11

2010 -11

242
24%

37 (4%)

10 (1%)

234
23%

42 (4%)

18 (2%)£3,932 (0.11%) £4,794 (0.13%)

£52,361
1.48%

£54,394
1.50%

£56,293 (1.59%
)

£59,188 (1.63%
)
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Housing Stock by Type 2009/10 2010/11

Bedsit 22 22
1 Bed 296 296
2 Bed 426 444
3 Bed 276 301
4 Bed 14 15
Disabled 23 26
Total 1,057 1,104
Supported Housing Units 23 23
TOTAL 1,080 1,127

Supported Housing 2010/11 

The Association works in partnership with 5 voluntary 
organisations and the Local Authority to provide 
specialist housing and support services to vulnerable 
individuals.

The types of scheme vary from floating support to 
shared housing.

Barnardos  Floating Support  6  Young People

Adref  Direct Access Hostel 10 Homeless

Gofal  Floating Support 6  Mental Health

Gofal  Shared House 4  Mental Health

BAWSO  Floating Support  3  Women Seeking
(WFS)   Refuge

Llamau Supported Housing 7 Young Care Leavers 12

Key Data

Re-let Performance

  2009/10  2010/11
Rent Loss from 
empty properties £57,972   1.62% £64,289  1.56%
Av.Time to 
re-let (new)  21 days      - 18 days      -

Rent Levels

  2009/10  2010/11
1b2p Flat £53.12  £54.18
2b4p House £65.93  £67.25
3b5p House £69.28  £70.67

Housing Management Costs 

  2009/10 Target 2010/11

Costs per 
property £379 £441 £460

Maintenance Responsiveness 

  Actual  Target  Actual
  2009/10 2010/11 2010/11
Emergency  1.57 hrs  <1 day 1hr 45 mins
Urgent 1.87 days <7 days 1.81 days
Routine 16.18 days <30 days 20.84 days



Independent Auditors’ 
statement to the members 
of Merthyr Tydfil Housing 
Association.

We have examined the summary 
financial statement which comprises 
the Summary Balance Sheet and 
Summary Income and Expenditure 
Account.

This statement is made solely to the 
Association’s members, as a body 
in accordance with the terms of our 
engagement. Our work has been 
undertaken so that we might state 
to the Association’s members those 
matters we are required to state to 
them in such a statement and for no 
other purpose. To the fullest extent 
permitted by law, we do not accept 
or assume responsibility to anyone 
other than the Association and the 
Association’s members as a body, for 
our work, for this statement, or for 
the opinions we have formed. 

Respective responsibilities of the 
Board and auditors

The Board are responsible for 
preparing the summarised annual 
report in accordance with applicable 
United Kingdom law.

Our responsibility is to report to you 
our opinion on the consistency of 
the summarised financial statements 
with the full annual financial 
statements and the Report of the 
Board of Management. We also read 
the other information contained in 
the summarised annual report and 
consider the implications for our 
report if we become aware of any 
apparent misstatements or material 
inconsistencies with the summarised 
financial statement.

Basis of Opinion

We conducted our work in 
accordance with Bulletin 2008/3 
‘The auditors’ statement on the 
summary financial statement’ issued 

by the Auditing Practices Board. 
Our report on the Association’s full 
annual financial statements describes 
the basis of our opinion on those 
financial statements. 

Opinion

In our opinion the summary financial 
statement is consistent with the full 
annual financial statements and the 
Report of the Board of Management.

PKF (UK) LLP
PKF (UK) LLP

Statutory auditors

Cardiff, UK

28th June 2011

Independent Auditors’ Statement
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Balance Sheet 

 2011 2010
 £’000 £’000

Housing Properties 59,600 57,491

Social Housing Grant (39,582) (40,126)

Other Fixed Assets 1,632 592

Tangible Fixed Assets 21,650 17,957

Current Assets 2,420 804

Current Liabilities (1,694) (2,482)

Net Current 
Assets/(Liabilities) 726 (1,678)

Creditors due after 
more than 1 year (18,044)   (12,419)

Net Assets 4,332 3,860

Represented by:  
Designated reserves 1,940   1,933

Share capital and 
revenue reserves 2,392   1,927

 4,332 3,860

Income and Expenditure Account 

 2011   2010
 £’000 £’000

Turnover 4,687  4,364

Operating Costs (3,781) (3,389)

Operating Surplus 906 975

  

Property Sales - (1)

Interest payable (434) (414)

Surplus for year 472 560

This information is derived from the statutory financial 
statements of the Association.  

The financial statements are available on request from 
the Association’s registered office.

Summary Financial Statement as at 31st March 2011
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Years served  Attendance % 
Mr John Dawes
Director of Housing Rhondda HA
(leave of absence due to ill health) 15 18%
Ian Bell 
BSc (Hons), PGDip Housing, CIOH
Housing Services Manager
Cadwyn HA 7 91%
Geoff Davies
ACIB
Retired Bank Manager 7 91%
Anne Roberts
RCN, UKCC, BAC, BA, RHV
Senior Health Visitor 6 64%
Paul Evans
Retirement Home Director 6 64%
Dr Alun Batley
Elected Chair AGM 2008
Company Director 4 82%
Eirwen Morgan 
Tenant Board Member
Retired Shopkeeper 4 64%

Avril Spacey
Tenant Board Member
Retired Factory Worker 4 82%
Keith Fletcher 
Business Consultant  3 82%
Max Kasprzyk 
Tenant Board Member
Co-opted January 2009 3 55%
Desley Reynolds
Tenant Board Member
Elected 2009 AGM
Resigned January 2011 2 50%
Tim Worel
Tenant Board Member
Co-opted January 2011 - 100%

Executive Officers:

Karen Dusgate 
BA (Hons) PGDip HM CIOH
Chief Executive 

Karen Courts 
FCCA, MA
Director of Corporate 
Services

Gail Scerri 
Director of Housing, Property 
and Community Services15

Board of Management


