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Chair and Chief Executive’s Report
We are delighted to present our annual report for 2016/17. 
We are pleased to report another successful year both 
operationally and financially. 

This year we have been focussing 
on the delivery of core housing 
services whilst also progressing the 
capital development of housing 
and regeneration schemes.

In April 2016, we commenced 
the development of 23 units at 
Walters Terrace with completion 
due by the end of August 2017. 
The £2.5million development 
consists of a mixture of two and 
three bedroom houses and one 
and two bedroom flats, all for 
affordable rent. As well as bringing 
much needed new homes to 
the area, the development has 
created new apprenticeships for 
local people, along with a number 
of work experience opportunities. 
Following a public consultation the 
scheme has been named Railway 
Close – Clos y Rheilffordd. We 
are delighted with the quality of 
build by regeneration specialist 
Keepmoat. 
 
During the year we acquired 
four sites with grant funding 
support from MTCBC through the 
Vibrant and Viable Places (VVP) 
regeneration programme, Welsh 
Government Social Housing Grant 
(SHG) and Cadw. 

Most notably, restoration work 
has been completed on the front 
façade of the Grade 2 listed 
building at 115 High Street and 
the internal fit-out will provide 2 
residential flats and 1 commercial 
unit. One office site has been 
converted into 6 new homes and 
construction work has started at 
the Adulam Chapel site for the 
development of 9 flats.

We have worked in partnership 
with MTCBC Meanwhile Scheme 
and supported two organisations 
to set-up business where we have 
provided the premises, namely 
Lunah Tearooms at Flooks and 
Furniture Revival in Yew Street.

We are always working to improve 
the housing offer within the 
borough. We are delighted to 
announce that we have delivered 
a dispersed housing scheme with 
Gofal who provide a bespoke 
integrated support package to 
individuals in their home and 
we have delivered one shared 
accommodation unit which 
provides affordable housing to 
under 35s who will be significantly 
affected by the Welfare Reform 
changes. 

We recognise that we have a 
hard working and knowledgeable 
staff team and Board who are 
committed to ensuring that 
tenants are at the heart of the 
organisation and that we deliver 
great customer service. The 
results of our tenant satisfaction 
consultations in summer 2016 
showed that tenants were either 
very satisfied or satisfied with most 
service areas. 

In September 2016, we published 
our second self-evaluation report 
for tenants which details how we 
are performing. We have delivered 
strong operational results in a 
complex, changing and challenging 
environment. Again, we would like 
to thank all staff for their hard work 
and commitment.

During the year we were 
reassessed and retained two main 
accreditations namely; Investors in 
People (IIP) - Gold and Customer 
Service Excellence (CSE).



We achieved a 
surplus of £783k, 
which represents 
exceptional financial 
performance. 

We completed our first Value 
for Money report which shows 
savings of £173k in 2016/17 
and a further £8k in community 
benefit paybacks from contractors. 
The whole organisation is to be 
praised for continued cost control 
and seeking value for money 
opportunities at all times.

During the year a full review of 
the Business Plan took place 
to formalise the direction of 
the Association for the next 
three years.  We will focus the 
business on the path of growth 
and diversification whilst still 
maintaining the quality of the core 
services delivered to our tenants.  
The review has also resulted in a 
new purpose, ‘working with people 
to improve their lives’ and vision. 

Going forward to deliver the 
new Business Plan we will be 
focussing on a performance 
management framework 
which will use benchmarking 
tools such as HouseMark and 
Performance Indicators (PIs) 
to drive forward continuous 
improvement.

In 2017 we will be celebrating 
our 40th anniversary. We are 
proud of our roots and we will 
continue to work to help to sustain 
communities, play a key role in 
regeneration activities and work 
with people to improve their lives.

We look forward to further 
strengthening the Association by 
progressing the strategies in the 
new business plan to ensure that 
we deliver on the challenges ahead.

Dr Alun Batley
Chairman
   

Karen Courts
Chief Executive
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Purpose Working with people to improve their lives

Vision  We will work with people within the Borough of   
Merthyr Tydfil to improve their lives through:

-  Providing sustainable tenancies in quality accommodation within vibrant communities

-  Helping them to achieve their full potential

Wheelchair Sports

Healthy Eating Dowlais Stables

Summer Consultation

Sailing away
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Looking after you and your money
We always try to ensure we provide Value for Money in everything 
that we do, and this is particularly true when it comes to looking 
after our tenant’s homes.  

For example, components such 
as boilers and windows are not 
replaced simply because they 
have been in a property for a 
certain amount of time, but will 
be replaced if they are no longer 
performing as they should be.  Any 
such planned work will always be 
undertaken in consultation with 
the tenant.

We have improved our properties, 
with 66 homes benefitting from 
new central heating systems, 
kitchens, bathrooms, doors and 
windows or ventilation systems. 

The health and safety of our 
tenants is paramount and we have 
systems in place to ensure that 
any inspections due are carried 
out within the legal timescales.  

Last year we 
completed 100%  
of our gas safety 
checks within the   
12 month period.  

Our Board of Management also 
monitor any inspections overdue 
on a monthly basis to ensure the 
health and safety of our tenants.        

During the year we have 
completed 149 electrical 
inspections and 98% of our 
properties with asbestos 
containing materials have also 
been inspected.  

Our maintenance department 
have remained within budget 
for reactive and void works. Over 
the year 103 properties became 
vacant and work was completed 
to ensure they were ready for re-
let at the earliest opportunity. The 
average cost of getting an empty 
property into a suitable condition 
to be re-let was £1,450.

The communal areas at our 
sheltered accommodation – 
Kevin Ryan Court have been 
upgraded, with new carpets and 
redecoration.  The communal 
laundry and washroom facilities 
have been upgraded and in order 

to reduce costs LED lighting using 
time lapse sensors have been 
fitted to reduce the amount of 
time corridors and communal 
rooms are lit up unnecessarily.  
The smoke detectors have also 
been upgraded and linked into the 
warden control system. Tenants 
with hearing difficulties have 
benefitted by the introduction of 
vibrating pillows so they will be 
alerted to any incidents which 
may be happening while they are 
resting or sleeping.     

We have made 9 referrals 
for assessments for aids and 
adaptations that addresses the 
needs of individual tenants to 
help them remain in their home. 
We also have a member of staff 
who is qualified as a trusted 
assessor under the Disability Living 
Foundation to assess for minor 
adaptations. This has benefitted 
tenants as we are able to provide 
a quicker response in dealing with 
their changing needs.



We have received positive feedback from our tenants 
following Physical Adaptation Grants:

We have reviewed the cyclical 
painting specification and cycle 
to ensure better value for money. 
The Association has changed 
to a 7 year cycle rather than a 
5 year cycle. Based on previous 
contract costs this will lead to the 
Association saving over £28k per 
annum.

We have purchased a number of 
properties to increase our housing 
stock.  These have included a 
property in Dowlais where we own 
a number of other properties in 
the same street, together with the 
refurbishment of the old offices in 
Church Street, Merthyr Tydfil.  We 
undertook refurbishment works 
to turn the offices into residential 
properties under the direction of 
MTHA staff, thus saving the cost 
of consultants. 

This work provided three 1 bed 
houses, two 1 bed flats and one 
2 bed shared accommodation. 
Work was completed at the end of 
March 2017.

A further development in the town 
centre has also started and will 
deliver 9 flats on the old Adulam 
Chapel site.

Working in partnership with 
MTCBC and Welsh Government 
through the Vibrant & Viable 
Places programme, we are in 
the process of bringing another 
previously derelict building back 
into use at 115 High Street. Once 
completed this will be a mix 
of residential and commercial 
use, and has preserved another 
listed building in the heart of our 
town centre. This project is also 
supported by Cadw. 

Our new build development, 
comprising 23 properties at 
Walters Terrace, Aberfan  (now 
officially named Railway Close 
- Clos y Rheilffordd) will be 
completed and ready to welcome 
their new tenants at the end of 
the summer. 

The strategy of providing both 
new build developments and 
renovating empty properties 
enables the Association to provide 
modern living standards as well as 
contributing to improving the built 
environment by bringing empty 
properties back into use.

“The ceiling hoist 
has improved quality 
of life significantly”.

The contractors were 
“great, trustworthy 
and marvellous” with 
the work proceeding 
as planned.

“Our quality of life has 
greatly improved.  Our son 
can bath easily with reduced 
risk of skin irritation”. 



We are committed  
to looking after our 
current stock and 
helping our tenants to 
manage their homes.  
We are having increased reports 
from tenants with problems of 
condensation causing black spot 
mould. This is often confused with 
damp, however with appropriate 
heating and ventilation 
management, these issues will 
not occur. In order to help our 
tenants to understand how to 
reduce condensation we have been 
working in partnership with Cardiff 
University to improve knowledge 
about the use of energy and the 
causes of condensation.  

A number of tenants have had 
a variety of monitors installed in 
their properties to enable them 
to understand how the way that 
the property is used has a direct 
link to the level of moisture in the 
air resulting in the formation of 
mould through condensation.  This 
has enabled those involved to get 
better value and understanding 
energy usage and reduce the risks 
of mould growth.   

Our policy of asking our contractors 
to provide a 1% payback on any 
contracts we have awarded has 
led to the Association securing 
£8,295. This will be used to assist 
tenants back into work or to find 
employment. This can include 
training, purchasing of equipment, 
help with CVs etc.  An evaluation 
will be undertaken on how this 
money has helped tenants once it 
has been allocated.  

All contracts with the 
Association require a 
1% Community benefits 
payback.  
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£12,000 
saving for tenants on 
energy comparison
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40th Year anniversary celebrations
The Association is celebrating its 40th 
Anniversary in 2017 and a number of events 
are taking place to mark the occasion.

The Association was formed on 
29th June 1977 as a non-profit 
making Industrial and Provident 
Society with non-charitable rules 
(which were changed to charitable 
based rules in 1998). The first 
office was based above the 
Station Café in the town centre 
before moving to Milbourne 
Chambers. In 1997, with the 
number of properties and staff 
growing, the Locomotive Inn was 
purchased and converted into 
offices.  

The first house 
was purchased by 
the Association in 
Wyndham Street, 
Dowlais.     

Initially the Association worked 
in the specific areas of Dowlais, 
Aberfan, Troedyrhiw and Cefn 
Coed, but the work gradually 
spread to encompass the whole 
of the County Borough of Merthyr 
Tydfil.

One of the first major projects 
undertaken by the Association 
was the renovation of one of the 
town’s most iconic buildings – 
Dowlais Stables, built by the Guest 
family in 1820.  

The Stables unfortunately 
later fell into decay, but were 
thankfully saved by the Merthyr 
Tydfil Heritage Trust who bought 
the building in 1982 and over 
the following 5 years managed 
to restore the front façade.  In 
1987 the building was sold to the 
Association who commissioned 
the erection of 16 flats for the 
elderly.  The Stables were officially 
opened on 20th September 1990 
by Mr Gareth Gwenlan, originally 
from Merthyr and a former Head 
of Comedy at the BBC. The site 
has also been visited twice by HRH 
Prince Charles - in 1981 before 
it was saved from demolition 
and in 1994 when he planted a 
commemorative tree.

More than just a 
housing provider.

At Merthyr Housing we understand 
the need to support our tenants 
and the people we work with.  Our 
staff do not just provide advice on 
housing related matters but work 
with people to help them improve 
their lives.

Through a partnership with 
Merthyr Mind the residents 
of Kevin Ryan Court receive a 
weekly craft and activity session.  
Participants are gaining valuable 

skills and enhancing their own 
personal goals.  

We continue to support the Food 
Co-op initiative with the number 
of customers continuing to grow. 
At Christmas staff and volunteers 
packed and delivered over 50 
Christmas hampers to local 
people.  As part of our partnership 
with Twyncarmel Families First 
we were able to offer 60 families 
a taster bag of either fruit or veg 
from our Food Co-op. The aim was 
to encourage participants to eat 
healthily and purchase low cost 
produce from a local community 
outlet.

We have supported several 
community fun days and provided 
craft stalls at a number of local 
events. Over 2,000 people attended 
these for free and they provide 
opportunities for the community 
of Merthyr to gather together for 
fun events and provide important 
opportunities to bring communities 
closer together.

We continue to take a key role 
in organising the annual Global 
Village multi-diversity event that 
has been held annually in the 
town for over 10 years.  



Value for Money
At Merthyr Housing we 
understand that Value for 
Money is not simply about 
reducing costs and making 
savings, it’s about achieving 
the right balance between 
efficiency, effectiveness and 
the financial (economic) 
performance of the business.  

As part of our Value for Money 
strategy, staff throughout the 
Association try and find ways 
to save money on everything 
we do.   These savings are then 
recorded and added up at 
the end of every year.  During 
2016/17 the Association saved 
£173,000.  Nearly £35,000 of 
this was as a result of using our 
own staff to undertake work that 
would normally be carried out by 
consultants such as architects and 
project managers.
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The opinions of our 
tenants are key to 
shaping the way we 
provide our services 
and to ensuring that 
we put our tenants 
at the heart of 
everything we do.

We will be consulting on the quality 
of our services on an annual basis.  

From the survey undertaken in 
2016, the feedback was really 
positive for the majority of the 27 
questions asked and we achieved a 
response rate of 10%.  One of the 
most encouraging results was that 
98% of those who responded felt 
that they could trust us.  We have 
identified the following areas where  
our tenants were less than very or 
fairly satisfied. 

We will be working to understand 
why satisfaction in these areas is 
lower than other areas:  

• The overall quality of your home

• Rent provides value for money

•  With the process for arranging 
an appointment for a repair

•  With the safety and security  
of your home

£173k
saved through
Value for Money



Recognising our achievements
We received a Green Apple award as recognition for the 
sustainable way the new homes at Corona Court were built, 
with measures put in place to allow future archaeological 
investigation at the site to be carried out. 

In addition the award was also 
recognition for the community 
benefit works carried out at the 
site and in the community with 
educational visits for schools, open 
days for the public and an outdoor 
education area being built for a 
local primary school.

We received two awards for 
our work with People Plus and 
Keepmoat – a runners-up award 
for Traineeship Employer of the 
Year, and one of our tenants on 
a placement with our contractor 
won Traineeship Engagement 
Learner of the Year. Since 
receiving the award this individual 
has gone on to gain full time 
employment.

For the second successive 
year we were runner-up in 
the Health Challenge Crystal 
Trophy Awards for our Can’t 
Cook Slow Cook project.  

The aim was to encourage 
individuals and families to find 
healthier and easier ways to 
cook. Added benefits included 
helping to tackle social isolation 
for individuals, help maximise 
their income and help the overall 
wellbeing of the 23 participants.

We continue to achieve the 
Investors in People award at Gold 
level, and acheived the award 
under the new framework.

We underwent a full Customer 
Service Excellence Award review in 
November 2016 and continue to 
achieve the high standards set by 
this award. 

In March 2017 we became 
the first autism aware housing 
association in Wales and through 
our joint work, the WLGA (Welsh 
Local Government Association) 
have been able to create an 
autism awareness module for 
housing providers which will soon 
be available across Wales.

Customer satisfaction relating to 
the way we deal with anti-social 
behaviour and general complaints 
continues to remain high, and we 
have received positive feedback 
from the police on the prompt 
action taken in managing difficult 
situations. 

Cooking preparation

Healthy Eating
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Training and support
We have supported 4 young 
people (under 25) through work 
placement opportunities 
totalling 2,685 hours.

A total of 28 local people 
were supported to achieve an 
accredited training certificate.

Alongside our contractor 
Keepmoat and Communities for 
Work we developed and delivered 
a 2 week training programme 
for 6 individuals who had been 
unemployed for at least 6 months.  

The participants received their 
accredited qualifications in a 
number of areas including manual 
handling ITC level 1 and working 
at heights. 

We successfully accessed 
funding from the Big Energy 
Saving Network Grant to assist 
100 people to compare their 
energy tariff and save money by 
changing the way they paid for 
their energy.

We applied for supplementary 
grants such as the warm home 
discount and Welsh Water specific 
grants.  We were successful in 
managing to reach over 100 
tenants and identified almost 
£12,000 in savings just on energy 
comparisons. 
 
We helped 32 households apply 
for the warm home discount which 
equated to savings of £4,480.

Our rent section has continued 
to maintain a low level of rent 
arrears, however overall arrears 
have increased recently with the 
additional claimants receiving 
Universal Credit. Our Rent and 
Benefits Officer role has now been 
made permanent and we continue 
to dedicate time to budgeting 
with our tenants and to maximise 
their income and benefits. 

Congratulations!

28 
people supported 
into training



Our young people
During the summer the youth group participated in a range of 
different free activities, including our Olympic street sports special 
to celebrate the 2016 Rio Olympic and Paralympic games.  

Our Street Games activities are 
run 3 times a week at the Dowlais 
Engine House. This enables young 
people to try a range of sporting 
activities for free. We are still 
the only housing association in 
Wales delivering the Street Games 
project.

Our ladies only boxfit programme 
has grown in numbers and is now 
self-funding and has resulted in 
long term benefits for many of the 
participants, including additional 
exercise.

We held 2 residential events over 
the summer – the first a camping 
experience to Port Eynon, where 
our young people took part in 

the sand sculpture festival, body 
boarding and explored the Gower 
coastline. They helped with the 
food preparation for healthy 
cooking and learned about fire 
safety.

For the second residential a 
group took part in sailing on 
board the Challenge Wales. The 
project helped the group to grow 
in confidence, build upon their 
communication, team work and 
leadership skills and provided 
them with the opportunity to try 
something new.

All aboard!

Boxfit benefits

Camping experience
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Governance
Our Board of Management comprises people with diverse areas 
of expertise who give their time voluntarily to assist the Senior 
Management Team to run the Association.
We are committed to equality and 
diversity in the workplace and also 
in the provision of our services, and 
as such we recognise the need to 
ensure we have a diverse Board 
which not only has the necessary 
skills to run the business, but which 
also represents the community 
within which it works.

Shareholders
The Association was set up 
in 1977 by a small group 
of committed people who 
became the first shareholders. 
Shareholders are important 
to us and it is they who share 
our objectives and form the 

pool of people from whom 
the majority of the Board are 
elected. We therefore welcome 
applications from any individual or 
organisation that share our values 
and objectives and are willing to 
promote our work.

Our Board of Management



Name Occupation
Anne Roberts RCN, UKCC, BAC, BA, RHV Retired Senior Health Visitor

Dr Alun Batley Company Director

Denise Morgan Retired Magistrates Advisory Panel member

Helen Williams MSc HRM, MCIPD, BA (Hons) HRM Company Director

Dr Gabriela Zapata-Lancaster Researcher Welsh School of Architecture

Tom Broadhead BSc, MSc, CIHCM Assistant Director of Communities,     
Enterprise and Performance

Ian Bell BSc (Hons) PGDip Housing, CIOH Director of Homes and Communities

Liam Davies ACCA Accountant

Geoff Davies ACIB Retired Banker (Resigned April 16)

Diane Morris Tenant Board Member (Resigned Sept 16)

Katie Howells Tenant Board Member (Resigned May 17)

Lisa Daniels Griffiths FCCA Team Leader WEFO (Resigned June 16)

Board of Management

£1,450 
average cost of re-let
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2017 2016

£000 £000

Turnover 5,352 5,386

Operating Expenditure - excluding pension cost (3,934) (4,072)

Operating expenditure – pension cost (33) (397)

Operating surplus 1,385 917

Deficit on disposal of property, plant and equipment (15) (48)

Other finance income 24 22

Interest and Finance costs (611) (626)

Movement in fair value of investment - (101)

Total for the year 783 164

Statement of Comprehensive Income as at 31st March 2017

23 

new 
properties 
built in Aberfan



98%
of our tenants 
trust us

Statement of Financial Position as at 31st March 2017
2017 2016

£000 £000

Fixed assests 53,083 50,677

Housing Properties 7,228 7,228

Other property, plant and equipment 777 740

Tangible fixed assets 61,088 58,645

Current assets 4,894 5,744

Current liabilities (4,027) (4,088)

Long term liabilities

Borrowings (14,044) (14,874)

Pension Liabilities (1,119) (1,202)

Housing grant (39,014) (37,230)

(54,177) (53,306)

Net assets 7,778 6,995

Share capital - -

Revenue reserve 5,785 5,002

Revaluation reserve 1,300 1,300

Restricted reserve 693 693

Total for the year 7,778 6,995
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Table 2 2016-17

Lettings by 
Target Group

    Year to 
Date

Year to 
Date

 Apr-Jun Jul-Sep Oct-Dec Jan-Mar No. %

Homeless 1 7 6 6 20 22%

Working 10 3 3 5 21 23%

Minority Ethnic 
Group

1 0 0 1 2 2%

Supported 
Accom/SAP

1 1 1 3 6 6%

Sick/Disabled 7 1 4 9 21 23%

Unemployed 5 6 2 8 21 23%

Give and Receive 
Support

0 1 0 0 1 1%

Total 25 19 16 32 92 100%

 Table 3 Apr-Jun Jul-Sep Oct-Dec Jan-Mar No.

Market Rented 0 4 1 0 5

Intermediate 
Rented

0 3 0 3 6

Total 0  7  1 3  11

Key Data 2016/2017
Table 1 2016-17

Year to End

Lettings by 
Category

Apr-Jun Jul-Sep Oct-Dec Jan-Mar No. %

Diamond 2 1 0 1 4 4%

Gold 0 0 0 0 0 0%

Silver 16 13 10 20 59 64%

Bronze 3 0 3 0 6 7%

Adapted 0 0 0 1 1 1%

Supported 
Housing/SAP

1 1 1 3 6 7%

Urgent 
management 
Decision

2 1 0 1 4 4%

Priority Housing 
Homeless

1 3 2 6 12 13%

Total 25 19 16 32 92 100%

nbrown
Cross-Out

nbrown
Inserted Text
Date



Tenants in Arrears – social rented only 

Re-let Peformance

Rent Levels per Week

2016/2017 2015/16

Number % Number %

Tenants in arrears 686 69.2% 316 28.1%

>4 weeks 59 6.0% 37 3.3%

>13 weeks 14 1.4% 5 0.4%

2016/2017 2015/16

Rent loss from empty properties £28,185 0.60% £41,614 0.87%

Average time to re-let 23 days - 15 days -

2016/2017 2015/16

1b2p flat £66.60 £66.01

2b4p house £82.69 £81.95

3b5p house £86.92 £86.14

Rent Arrears Current Tenants – social rented only

2016/17 Target 2016/17 2015/16

Gross £104,509 2.44% 1.35% £89,300 2.07%

Unpaid HB £53,512 1.25% - £56,426 1.31%

Net £50,997 1.19% 1.20% £32,874 0.76%
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Maintenance Response Times

Complaints

Housing Management Costs
2016/17 Target 2016/17 2015/16

Costs per property £566.30 £579.23 £474.79

Actual 2016/17 Target 2016/17 Actual 2015/16

Emergency    2 hrs 7 mins 24 hours 1 hr 55 mins

All other calls 9.35 days 28 days 10.01 days

2016/17 2015/16

Complaints received 28 16

Complaints resolved (to the 
satisfaction of the complainant

23 9

Supported Housing 2016/17

Provider Type of support Support provided Number

Adref   Direct Access Hostel Homeless 10

Gofal Shared House Mental Health 4

Llamau Supported Housing 24 Hour Supported 
Housing

7

Llamau leavers/Homeless Young Care Leavers Young Care Leavers/
Homeless

4

Drive Disabled support Mental Health 
& Disability

7

The Association works in partnership with 4 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.
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Total 2016/17 (including Supported 
Housing Units) = 1,124

Last year: 1,124

Total 2016/17 = 1,097
Last year: 1,097

Housing Stock (By type)

Last year: 22 Last year: 299 Last year: 447

Last year: 287 Last year: 17

Last year: 25

Last year: 27

27

25 Disabled22 Bedsits 299 One bed 447 Two bed

287 Three bed 17 Four bed

11/12 Lower High Street, Merthyr Tydfil, CF47 8EB

Tel: 01685 352800 
www.mtha.org.uk 

Supported Housing Units




