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Background to regulation
In May 2017 the Welsh Government published their revised
Regulatory Framework. 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 approach provides a focus on
continuous improvement and a
clear regulatory judgement.
The 10 performance standards
place a strong focus on decision
making, leadership 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://gov.wales/docs/
desh/publications/170612housingregframework-en.pdf

Regulatory Judgement
In June 2018, 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 they
also receive all our financial
information and other key
documents which helps them to
decide what regulatory judgement
we will receive.

We also complete an annual
compliance statement which
states how we are complying with
the 10 performance standards,
and if there are any areas where
we don’t comply, we state what
we will be doing to ensure we do
so 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:
•G
 overnance and Service Delivery
• Financial Management

There are 4 judgement statuses,
and for both Governance and
Finance we were judged as
being Standard which is the best
judgement that an association
can receive. This 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
our tenants.
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Business Plan
This year we updated our business plan which
runs for the next 3 years: 2018 - 2021.
As a customer focused business, we are committed to meeting our
tenants evolving needs and preferences, through improving services and
building quality affordable homes where people want to live. We are
continuing to invest in our stock and working to improve communication
processes. The plan is still based on the 3 key themes of:

Growth:  
• Increase our stock to 1,265 units by 31 March 2021 – this will lead to an
increase of our stock by an additional 110 units. Railway Close was completed
in October 2017 however these 23 units were replacing the ones earmarked for
demolition in Taff and Crescent Streets, so will not be included in our growth
figures, however we did increase our stock by an additional 14 units
• Acquire 5 land banking sites by 31 March 2021 – we have already acquired 2
land banking sites that will be developed over the next 2 years
• To progress innovative development initiatives – these will continue to be
investigated, with the Welsh Government announcing in February 2017 £20
million funding for innovative development schemes over the next 2 years

Core Services:
• Provide improved and efficient tenancy management – we have increased
the number of KIT (Keep in Touch) visits to ensure our tenants are managing
their properties appropriately and we can help and support with any change in
circumstances
• Increase effectiveness of asset management – ensure our stock condition
surveys are carried out to identify when components need replacing, and our
asset grading register is up to date with the relevant information
• Promote and contribute to community sustainability – we are continuing to
work with the Local Authority to identify Town Centre buildings to bring back
into use
• Achieve the top performing quartile for operating results – we are continuing
to analyse our HouseMark information and compare with others to understand
where we can improve

3

Self Evaluation Report 2017/18

4

Diversification:
• Increase our income by other means – the group has been established and is reviewing
diversification ideas. All opportunities will be considered and assessed.
• Investigate business alternatives to benefit the community and generate profit to reinvest –
business plan being developed alongside a risk review to look at a potential business opportunity
• Implement 3 new schemes by 2021- schemes will only be taken forward if viable and approved by
the Board of Management and Welsh Government.
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/quarterly basis and if the
targets are not being met we will identify what actions can be taken quickly to address the issues.

Global Accounts:
All Welsh housing associations prepare financial information for the global accounts comparison
to Welsh Government every year. Wales wide Value for Money measures have been agreed by the
sector and form part of the global accounts. The full report is available on the CHC website: 		
https://chcymru.org.uk/uploads/general/CHC_Global_Accounts_2017.pdf
There are 10 measures, some of which are included below:
a) Operating costs for lettings per social housing unit: The operating costs include all the
overheads of the business including housing management, maintenance and service charges.
The graph indicates that the Association is performing well compared to the sector.
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b) M
 anagement costs per social housing unit: The management costs form
part of the operating costs and represent how much it costs the Association to
provide all the services. Again the Association compares well to the sector.
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c) Reactive Repair costs per social housing unit: This includes all costs
associated with the repair including the contractors’ time and materials
needed. Again the Association compares well with the sector.
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d) Gross arrear/social housing turnover: This represents the rental
income due divided by the number of units.
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How does our performance compare
with other housing associations?
In order to see how we compare to other associations we use
HouseMark. This enables us to compare ourselves with other
associations throughout the UK.
We compare well in some areas, and not so well in other areas.
To understand why this is the case we will be looking into how
the other associations report on their performance to make
sure we are comparing like for like and if other associations are
performing better than we are, then we will visit them to learn
how we can do things better.
The following graphs show where Merthyr Housing ranks
compared to the other organisations:
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Overheads as a percentage of our
adjusted turnover
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This Performance Indicator has
increased from 16.71% to 16.86%
- a 0.92% increase.
The majority of organisations sit between 9.5% and
18%, so we are not at either extreme, but are situated in
the 4th quartile - although our overheads have increased
by less than 1%. When the data is further analysed,
when compared to our peer group our higher percentage
is in relation to central overheads whereas for finance, IT,
communications and office premises costs we compare
favourably with our peer group.
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Total cost per property: Housing Management
923.3
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This PI has increased from
£681.26 to £729.25.
Again we are in the 4th quartile which would imply
that we are performing poorly in this area, and have
an increased spend compared to our peers showing a
decrease.
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Our Housing Management costs do however include our
Community Development Team, so this could explain
why our costs appear to be higher than our peers.
We will continue to ensure that we understand why our
costs are higher and that the services provide VFM.
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3286.7
3042.1
2797.5
2552.8
2308.2
2063.5
1818.9

Total cost per property: Major Works
and Cyclical Maintenance
This PI has decreased from £661.69 to £636.08 a 3.87%
decrease compared to a 2.37% decrease for our peer group.
Again we would expect our performance in this area to be
in the top quartile as our major works cost is so low. This
means that the component parts we use are lasting longer
than anticipated, and our tenants are looking after their
properties. If these were higher, then our total cost per
property in relation to this indicator would increase.
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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 own and
our tenant’s expectations. We
conduct a full tenant survey every
summer, and we analyse all areas
to see where we can improve. The
results are also sent to the Welsh
Government so they can see if
our tenants are happy with the
services we provide.
Over the previous 2 years we
have received a response rate
of approximately 10%, and we
would like to increase this figure.
We will be making our satisfaction

questionnaires available on our
website so as more tenants will be
able to give feedback.
The satisfaction surveys are usually
sent out over the summer months
and analysed in the autumn. We
will then look at any
areas where there
is a response rate
of below 90%
for very or fairly
satisfied and
discuss how we
can improve.
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The following areas did not achieve over 90% for either
very satisfied or fairly satisfied:
• MTHA is providing the service tenants expect – 88%
• The way the Association deals with repairs and maintenance – 82%
• The way we listen to tenants views and act on them – 88%
• With the information you receive from us regarding heating your home – 89%

MTHA is providing the service
tenants expect
4%

The way MTHA deals with
repairs and maintenance
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The Way MTHA listens to
tenants views and acts
upon them
3%

With the information you
receive from MTHA regarding
heating your home
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The Association will be working with the TSSG to increase
the satisfaction levels in these areas.
Areas where the Association is doing well include:
• MTHA understands and responds to tenants individual circumstances and needs 93%
• Makes it easy for tenants to understand the services MTHA delivers 92%
• That our staff are approachable and courteous 99%
• the way in which MTHA contacts you 94%

72%
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MTHA understands and
responds to tenants individual
circumstances and needs

Makes it easy for tenants
to understand the services
MTHA delivers
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That our staff are approachable
and courteous
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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 and health and safety
requirements. This year Board
has strengthened the Health
and Safety Framework so they
can monitor all ‘Lifesafe’ services
to ensure the Association is
complying and tenants are safe
in their homes. If there are any
areas where an inspection has
been missed or a safety check has
been unable to be completed the
Board need to know and will ask
managers to explain why. This is
why it is so important for tenants
to allow access for safety checks
to be carried out. Our Regulation
Manager occasionally attends
Board meetings 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. The
Board will also be undertaking an
independent review to provide
assurance that it is operating to
the best of its ability and identify
any improvements that can be
made.
To become a Board member
applicants
undergo an
interview with
the Senior

Management Team who ensure
they have the right skills and
values needed to represent the
Association. We also like to
have tenant representatives on
the Board to provide a voice for
tenants, and are currently looking
for new members to join. 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 things such as
policies and procedures, changes
to how a service is delivered,
rent changes and many other
issues. TSSG members attend
Board and Board members attend
TSSG meetings to ensure there
is a close link and tenants have a

say in key decisions taken by the
Association. The TSSG also has
an annual strategic away day
with the Senior Management
Team and Board members to
discuss the strategic direction of
the Association and give their
opinion from the point of view of
the tenants.
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Managing Risk

To ensure housing associations are managing the right risks, and identify
any potential risks, Welsh Government has published a risk paper.
This 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 then closely monitors

all amber and red risks and
where possible will take action
to reduce the risk. The Senior
Management Team monitors
these monthly and reports on
these to the Business Assessment
Panel – which comprise of
members of the Board.

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. The Diversification
team has been set up to look
into a number of possibilities,
however before any are taken
forward a full business plan
and risk assessment will be
undertaken, before permission is
requested from Board and Welsh
Government.
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Value for Money

Our VFM strategy sets out how the Association ensures staff at all levels
understand and can evidence how they provide Value for Money. Value
for Money is not just based on the minimum purchase price (economy)
but also on the maximum efficiency and effectiveness of the purchase.
We demonstrate Value for Money
by reporting Economy, Efficiency,
Effectiveness and Equity through a
range of Key Performance Indicators
(KPIs) and Performance Indicators
(PIs). Our performance can also be
measured against other associations
through our use of HouseMark and
the Global Accounts information.
Our satisfaction figures are also key
to evidence how our tenants view
the services we provide to them.
Part of our Value for Money Strategy
involves staff throughout the
Association trying to find ways to
save money on everything we do.

These savings are then recorded
and added up at the end of every
year. During 2017/18 we made
financial savings of £107,257.
For example we have brought the
annual asbestos checks in house
with 25% audited each year by an
appropriate company which has
saved us £9000 per year.

External Auditor agreed to audit
the Global Village accounts free
of charge. This equated to a
saving of £1,700. The majority
of contractors agree to this and
we will be looking into ways they
can provide a community benefit
other than by giving a ‘cashback’
amount.

We also 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. For example our

We use the funding provided
by our contractors to carry out
work within the community and
undertake activities with our youth
group.

Community Improvement Fund
In December 2017 staff from across the Association undertook a large
scale project to rejuvenate Georgetown Boys and Girls Club. The project
also coincided with the 50th year celebrations of the Club.
The Club needed a complete
internal redecoration plus some
work to the external landscape,
meaning that no further external
maintenance would be required.
The Boys and Girls Club, which
is used extensively by the local
community and the Association, is
now in a much stronger position to
move forward and the Chairman
of the Club - Ray Davis said “I’m
amazed how much better the club
looks and how much was done in

such a short time; everyone who
comes into the club is saying how
much better it looks!”
The total cost of the materials was
£1,195 and the value of MTHA
staff time equated to £2,484. This
equated to a total project cost of
£3,679 which was a saving to the
Boys and Girls Club.
The project was the first of its
type funded through our new
scheme called the ‘Community
Improvement Fund’.

Value for Money will continue to
be a priority, as will finding new
ways of working to ensure we are
maximising this. 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.
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Looking after your property

In order to ensure both we and our tenants are looking after the
property we carry out KIT (Keep in Touch) visits.
The aim of these is to identify
any work which the tenant may
need to carry out, for example if
there has been any damage to
the property we would expect our
tenants to ensure this is repaired.
The visits are also intended to
identify any new support needs
or additional help the Association
may be able to offer such as
budgeting advice or help with
utility bills.

When 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
10 days (as at July 2018, but this
can vary throughout the year)
and our average cost to re-let a
property is £1553. Last year we
re-let 146 properties.

What have we done well?
• £778k surplus achieved

• £107,257 saved through Value for Money activities
• 1.26% rent arrears
• 2 hours 27 minutes average emergency response times
• 14 additional units added to our current stock
• 99% gas safety check achieved varies at 100% at a point in time
• 10 average number of days to re-let a property 			
which becomes vacant
• £1553 average cost of re-let
• 23 new properties built in Aberfan, 9 flats due for completion 		
in 2018 at Adulam
• 92% of tenants are satisfied with the service provided by MTHA
• 92% of our tenants feel the rent we charge provides value for money
• 82% of tenants are satisfied with the way we deal with repairs
• 40 people have been supported into employment or training
• 25 families assisted to access white goods
• First project undertaken as part of our new Community
Improvement Fund
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Future Plans

• We are aiming to increase our stock to 1265 			
by the end of March 2021
• Acquire 5 land banking sites by 31 March 2021 – we have
acquired 2 land banking sites that will be developed over the
next 2 years
• Increase the number of KIT (Keep in Touch) visits to ensure our
tenants are managing their properties appropriately and we
can help and support with any change in circumstances
• Gain a better understanding of how our performance
compares with other associations through HouseMark
• To identify project(s) where we can increase our income in
addition to renting properties
• To promote and contribute to community sustainability by
bringing key disused buildings back into use
• Implement recommendations from our Customer Service
Review that will benefit our tenants and customers
• Undertake a governance review to ensure our Board members
represent the local community and have the skills needed to
help run the organisation
• Review our way of working so we can digitise more of our work
and provide a more individualised service for our tenants
and customers

