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Background to regulation 
In May 2017 the Welsh Government published their 
revised Regulatory Framework.  This new framework 
has been developed with representatives from 
housing associations, tenants and funders.  
The aim is to ensure that 
Wales continues to have well 
run financially sound housing 
associations that provide high 
quality and improving services to 
tenants.   

The new framework has 
been developed with housing 
associations, tenants and funding 
bodies. Tenants still remain at 

the heart of regulation and 
associations’ accountability   
and transparency to tenants   
has been improved.

The new approach provides a 
focus on continuous improvement 
and a clear regulatory judgement.  
The new performance standards 
(which replace the delivery 
outcomes) place a stronger focus 
on decision making, leadership 

Regulatory Judgement
In June 2017, the Welsh Government published   
our Regulatory Judgement.  
All housing associations in Wales 
are regulated by the Welsh 
Government who ensures that 
associations are open, honest 
and accountable in the way 
they operate.  Our Regulation 
Manager meets with staff, Board 
and tenants throughout the year 
and the financial information we 
provide on the business assists 
with the regulatory decision. 

An annual compliance statement 
is completed which states how 
we are complying against the 10 
performance standards, and if 

there are any areas where we don’t 
comply, the actions being taken to 
ensure we do in the future.

This judgement is designed to 
provide associations, tenants, and 
others with an understanding 
of its financial viability and how 
well it is performing, at a specific 
moment in time in relation to:

• Governance and Service Delivery

• Financial Management

There are 4 judgement statuses, 

and for both we have been judged 
as Standard which is the best 
judgement that an association 
can receive.  This judgement 
means that we identify and 
manage risks appropriately and 
we have the financial capacity 
to deal with any issues that may 
arise.  Welsh Government aims to 
publish a Regulatory Judgement 
on an annual basis.  

As part of regulation we report our 
performance at least annually to 
tenants. 

and financial viability, matched 
with the way the association 
actually runs the business.  

The full list of performance 
standards can be found in the 
Regulatory Framework on the 
Welsh Government website: 
http://bit.ly/2uT8YmQ
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Business Plan
This year the Association produced a new 
business plan for the next 3 years.  
Following a review of options to be considered and backed by the findings of   
external consultants, the Board approved a strategy of Growth and Diversification,   
as well as concentrating on the key core services of the business.

A new purpose and vision was chosen following consultation with our Board and tenants:

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 and 

- Helping them to achieve their full potential

In order to monitor our performance in these areas, Key Performance Indicators (KPIs) and Performance 
Indicators (PIs) have been developed with the Board and Managers to check the progress of the targets we 
have set. These will be monitored on a monthly basis and if the targets are not being met  we will identify what 
actions can be taken quickly to address the issues.  

How does our performance compare       
with other housing associations?

In order to see how we compare to other associations we have signed up to HouseMark.  
This enables us to compare ourselves with other associations throughout the UK.  
Areas of comparison include, but are not limited to:

• How quickly we are able to re-let properties when they become vacant

• Satisfaction with repairs

• The amount we spend on planned maintenance and repairs

• How well we deal with general complaints and anti-social behaviour

• Rent arrears

• Staff turnover and sickness absence

• The cost of managing our properties

We compare well in some areas, and not so well in other areas.  In order 
to understand why this is the case we will be comparing ourselves to other 
associations and if they are performing better than we are, then we will visit 
them to learn how we can do things better. 
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Tenant Satisfaction
Tenant satisfaction is something we are   
passionate about at the Association.  

Getting our tenants opinions about the services 
we provide is vital to ensure that we meet our and 
our tenant’s expectations.  A full tenant survey had 
previously been conducted every 4 years; however 
we are now conducting a shorter survey every year.

We are aiming to achieve a response rate of at least 
20% when we next run the survey and any areas 
where tenants are not very or fairly satisfied falls 
under 90%, will be investigated to find out why 
standards are not as expected.

We achieved a 10% response rate in 2016.
Areas where the Association is doing well include:  

•  The service provided by MTHA (94%)

•  MTHA is providing the service tenants expect (93%)

•  The way MTHA is run and is easy to do business with (94%)

•  MTHA makes it easy for tenants to understand the services delivered (94%)

•  MTHA makes it easy for tenants to access those services (96%)

•  MTHA staff are approachable and courteous (99%)

•  The way in which the tenancy agreement was explained by MTHA staff (96%)

The following areas did not achieve over 90% for 
either very satisfied or fairly satisfied:

•  The overall quality of your home (86%)

•  Safety and security of your home (88%)

•  The way MTHA deals with repairs and maintenance (86%)

•  With the information you receive from MTHA regarding heating your home (89%)

The Association will be working to increase the satisfaction levels in these areas. 
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Our Board
Our dedicated Board continue to assist the Senior 
Management Team to run the organisation.  
Welsh Government need 
assurance that the Board has 
the necessary skills to ensure the 
organisation is run appropriately 
and that it complies with all 
legal obligations.  Our Regulation 
Manager attends Board meetings 
throughout the year to ensure 
that this happens. 

Our Board members have 
annual appraisals to assess 
their own performance, and 
that of the Board as a whole.  
Following this members have 
Personal Development Plans to 
work towards to improve their 
knowledge/performance. 

Board members apply to join the 
Board and undergo an interview 
with the Senior Management 
Team who ensure they have the 
right skills and values needed to 
represent the Association.  

We also aim to attract tenant 
representatives on the Board 
to provide a voice for tenants, 
and are currently looking for 
new members.  If you would be 
interested in joining the Board, 
please get in touch.

Tenant Service Standards Group (TSSG)
Providing support to the Board in helping to 
run the Association is the TSSG.  

Tenants volunteer to sit on this 
group and give their opinions 
and suggestions on policies and 
procedures, changes to service 
delivery, rent changes and many 
other issues.  Occasionally TSSG 
members attend Board and Board 

members attend TSSG meetings 
to ensure there is a close link, and 
that tenants have a say in key 
decisions taken by the Association.
The TSSG meet every other month 
and have an annual strategic 
away day with senior staff.    
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Continuous Improvement       
and Diversification
Whilst our core purpose: – “providing excellent services to our tenants; 
excellent repair services and providing appropriate support” is our 
main business, we recognise that sometimes we may have to look at 
other activities to support our main purpose.

We have an internal Continuous 
Improvement Team which looks 
at how we can improve our key 
services, such as how we can 
decrease the time it takes for 
a property to be re-let when a 
tenant moves out; how we can 
improve customer service, ensuring 
our rents are affordable for our 
tenants and areas where our 

various surveys with our tenants 
may have identified areas for 
improvement.

In order to support our key 
services, the Association is looking 
into whether additional activities 
or services may be appropriate to 
investigate.  The purpose of this is 
to provide additional income that 

could be used to invest in our 
key services.  We recognise that 
any diversification away from 
our main purpose will present 
risks, so any project/activities 
considered will be thoroughly 
investigated and only taken 
forward if there are sound 
business reasons for doing so.     

Managing risk
To ensure housing associations are managing the right risks, 
Welsh Government has published its risk paper. 

This paper is intended to influence 
associations’ approach to 
managing risk effectively and to 
assist Boards, the Executive Team 
and other stakeholders, to have a 
better grasp of the risks. 

Both the Senior Management 
Team and Board closely 
monitor the risks that affect the 
Association.  These include the 
sector risks identified by Welsh 
Government and also risks that 

are specific to the Association.    
In order to manage these risks 
a ‘traffic light’ system operates 
where we identify the likelihood of 
the risk taking place together with 
the impact if that risk happens.  A 
simple calculation then determines 
whether that risk is classed as 
green – low risk; amber – medium 
risk or red – high risk.  

The Association closely monitors 
all amber and red risks and where 
possible will take action to reduce 
the risk.
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Value for Money
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 just one 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 reported at the end 
of every year. 

During 2016/17 the Association 
saved £173k. Nearly £35k 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.

When we asked our tenants if 
they believed the rent they paid 
provided Value for Money – 90% 
were either very or fairly satisfied 
that it did.

We build a community benefit 
clause into all contracts, which 
will either give the Association 
‘cashback’ or will provide another 
benefit such as training or work 
experience.  Value for Money 
will continue to be a priority, as 
will finding new ways of working 
to ensure we are maximising 
the benefits. Going forward our 
VFM approach will focus on the 

financial savings, social value and 
the tenant aspect.  We will ensure 
that we are making the best use 
of the resources available to us 
to meet the needs of our local 
community.

When any of our properties 
become void we try to get them 
re-let as quickly as possible.  
Depending on the condition they 
are returned to us will depend on 
how quickly we can allocate them 
to a new tenant.  Our average 
re-let time is currently 13 days 
and our average cost to re-let a 
property is £1450.  Last year we 
re-let 92 properties.      

Looking after our properties 
We are evaluating all our stock to ensure it not only 
provides good quality housing for our tenants,  but 
that it is also meeting our investment needs.  
We have reviewed all our 
properties to establish how much 
we have spent on repairs and 
upgrades, how much they cost 
to refurbish when they become 
empty and whether it would be 
appropriate to sell any of our 
properties the next time they 
become vacant.  

This is to ensure that we have the 
money available to re-invest in our 
properties to ensure the homes 
we provide are suitable for our 
tenants.   
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Future Plans
•  Increase our stock to 1200 by the end of March 2020

•  To provide improved and efficient tenancy management services

•  To improve the value of our stock through an effective asset 
grading system

•  To improve our performance in areas of HouseMark that  
requires action

•  To promote and contribute to community sustainability by 
bringing key disused buildings back into use

•  Review our customer service activities and work with 
our tenants to make improvements

•  Increase our income by other means to generate 
profit to invest in and increase our stock 

•  Increase our number of Board members that 
reflect the local community and skills needed to 
help run the organisation

What have we done well?
• £783k surplus achieved 

•  £173k saved through Value for Money activities 

•  100% gas safety checks achieved

• £1,450 average cost of re-let

•  23 new properties built in Aberfan, 11 flats due     
for completion within the next year

•  40th Anniversary Family day attended by over 1000 people

•  99% of our tenants feel our staff are approachable and courteous

•  87% of tenants are satisfied with the way we deal with repairs

•  28 people have been supported into training

•  £12k saving for tenants on energy comparison 

•  Rent arrears at 1.19%

•  Average emergency response times 2 hours 7 minutes

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

Tel: 01685 352800 
www.mtha.org.uk 


