Merthyr Tydfil Housing Association
Business Plan 2019 - 2022
This Business Plan outlines the future strategic
direction of the Association incorporating outcomes,
action plans and financial performance.

Where People Come First
Follow us on
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Business Plan
Following a review of options available to
the Association regarding its future direction,
Board approved a strategy of Growth &
Diversification in January 2016.
This Business Plan consolidates the strategies that will take the
Association forward for the next 3 years and will be updated annually to
reflect progress against action plans and financial performance.

1. Purpose & Vision
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.
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2. Strategic Direction
2.1 Strategies
This Business Plan is focused on
delivering against three strategies
that will be used to take the
Association forward to achieve
its vision and will set out the key
outcomes for each strategy.

Growth
• To 1,300 units by 31 March 2022
• To acquire 5 land banking sites by 31 March 2022
• To progress innovative development initiatives

We will progress each of our three
strategic priorities: Growth, Core
Services and Diversification.
Each strategy details the
Outcomes (what we want to
achieve) and will be supported by
Actions (how we will achieve the
outcomes).
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.

Core Services
• Provide improved and efficient tenancy management
• Increase effectiveness of asset management
• Promote and contribute to community sustainability
• Achieve the top performing quartile for operating results

Diversification
• Increase our income by other means
• Investigate business alternatives to benefit the 		
community and generate profit to reinvest
• Implement 3 schemes by 2021
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2.2 Business Planning Pyramid
The Business Planning Pyramid clearly outlines
the relationship between our Purpose & Vision,
Strategies, Outcomes and Actions.
All managers and staff will be familiar with this structure and will know where and
how they fit in and how their performance will achieve the outcomes required.

1. Purpose and Vision
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.
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2. Strategy

2

• Core Services
• Growth
• Diversification

3. Outcomes
Successful outcomes will ensure
achievement of the strategies

4. Actions
How we will achieve
the outcomes

3
4

A Performance Management Framework around Key Performance Indicators
(KPIs), Performance Indicators (PIs) and Action Plans will be used to monitor
progress and delivery of the outcomes against the timeline.
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2.3 Wobble Board
The Wobble Board is a management tool that will
be applied to maintain a balance between key
stakeholders. Each stakeholder is important to the
Association but may have differing needs.
All decisions and management actions taken should reflect a balanced
approach incorporating the requirements of all stakeholder groups.

TENANTS
COMMUNITY

SUPPLIERS

• 3rd Sector
• Health Board
• Education

• Contractors
• Consultants

PURPOSE
Working with people to
improve their lives

OUR PEOPLE
LENDERS

• Staff
• Board

GOVERNMENT
• Regular
• WG Housing/Finance
• Local Authority

Engagement

Consultation

Feedback

Improvement
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2.4 Engagement
Engagement and consultation with all
stakeholders is essential to achieving the
outcomes of the strategies.
The aim of engagement is to increase stakeholder involvement, and
improve a two-way understanding of the way the Association works. This
improved understanding will inform all the other strategies.
Our aim is to be a listening organisation, both internally and externally.
We will develop mechanisms to listen to key stakeholders, deliver and take
action when appropriate. This will be carried out with reference to the
Wobble Board to ensure that no one particular stakeholder is advantaged
or disadvantaged.
We will also feedback to stakeholders to make sure that they feel
involved in the process and the outcome. We will assess the quality of
engagement by developing a framework to ensure its effectiveness with
all key stakeholders.

2.5 Values and Commitment
Our stakeholders are identified within the Wobble Board;
Tenants, Suppliers, Lenders, Government, Our People and
Community.

Values
Our values identify what is important to the Association. These values influence behaviour and
attitudes and should be reflected in how we behave to our stakeholders.
We believe that it is important to be:

• Accountable
• Caring
• Efficient

• Knowledgeable
• Respectful
• Innovative
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Commitment to Stakeholders
• Tenants – Tenants will be able to influence the content,
quality and cost of the services we provide. We will listen and
respond. We will offer opportunities for them to be as involved
as they wish to be in the running of the Association.
• Suppliers - The Association will work in a forward thinking and
proactive manner, working with suppliers to identify innovative
solutions to the challenges and opportunities that present
themselves. We will work with local suppliers to support the
local economy.
• Lenders - The Association will be results focused ensuring
that it is occupied doing the right things and doing them
effectively. The Association will continue to deliver strong
financial performance results to protect funder’s investments
and assets.
• Government - We will be accountable for all of our activities
to tenants, funders and other stakeholders. We will ensure
sound governance and strong financial performance
demonstrating value for money in our activities.
• Our People – Our people are who we are, we value and
support each other. We will create and sustain a culture/
working environment that seeks to support and improve the
health and well being of staff, Board and volunteers. The
Association values diversity and encourages opportunities for
everyone.
• Community – We bring people together to build better
communities. We will learn from, plan and deliver services with
other individuals, groups and organisations.
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3. External Environment
3.1 Political
We will be aware of how government (UK and Welsh Government)
regulations, law and policy will affect our ability to be profitable and
successful. Some areas of housing legislation are devolved to WG
which provides the housing sector with an opportunity to shape policy
changes through consultations and lobbying by Community Housing
Cymru (CHC). Our Growth strategy will see additional units developed
contributing to the 20,000 new homes target by 2020.

3.2 Economic
We will ensure that we take advantage of funding streams and grant
opportunities to enable us to continue our capital development and
regeneration programme. Our 30 year Business Plan is robust and covers
various scenario modelling to test our stability in reaction to changes in
income levels, inflation and interest rates etc. We will consider mitigation
analysis and opportunities to strengthen resilience. We will operate in
line with our Value for Money (VfM) Strategy. We acknowledge that VfM
is achieved by being economic, efficient and effective in the pursuit of
social objectives that benefit a range of stakeholders.

3.3 Social
We will understand our tenant’s needs and the changes that will impact
them. Welfare Reform will see drastic changes in benefit payments for
claimants and a shift to direct payment to tenants. Our rent policy must
be affordable whilst ensuring financial viability for our business. We
will work in partnership with the Local Authority to house and deliver
additional housing for those in need in a place where they want to live.

3.4 Technological
We will have knowledge and understanding of technological
advancements, the life cycle of our current technology, the role of the
internet and social media and how technology impacts on our tenants.
A good technical infrastructure will allow us to manage our operations
efficiently and effectively. We will consider how generational shifts within
our tenant base, and their related technological expectations, are likely to
affect those who will use our services.
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4. Staff & Board
To achieve the outcomes of the strategies
the Association will rely on the skills, expertise
and performance of all staff and Board.
It is recognised that an efficient and effective organisation is reliant
on high performing staff. The staffing structure will look to optimise
performance by ensuring that staff are trained, skilled and motivated
through a fair pay and reward package. The Association aspires to having
a trainee position within each team to facilitate career development and
succession planning.
A review of pay and reward has been undertaken and was implemented
from 1 April 2017. A 3 year review is due in April 2020.
Board recruitment and succession planning will be managed in line
with the 9 year rule. Board members will be recruited based on an initial
assessment of any skills gap (via annual self appraisal) and tenant
representatives strengthened.
The Association is signed up to the Equality & Diversity by 2020 pledge.
The Investors in People standard has played an important role in helping
to shape the culture and people processes within the Association.
The relevance of this standard will be kept under review following our
successful assessment against the new 6th generation standard in June
2016 and accreditation as Silver in August 2017
The Association is committed to the health and wellbeing of its staff and
as such will support activities that promote this aim.
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5. Business Development
A Diversification Group has been established
to take forward the implementation of ideas
and action plans.
The group will:

• pursue innovation and business opportunities;
• drive performance improvement;
• review efficiency metrics 						
and performance indicators.

6. Housing Regulation
The Association operates within the Regulatory Framework for
Housing Associations Registered in Wales 2011.
The revised framework1 focusses
on continuous improvement and
an assessment of the Association
will be based on its ‘capacity to
improve’. There are two coregulation status judgements on
governance (including service
quality) and financial viability.
The revised approach will follow
the implementation of a new set
of Performance Standards.
The Association will continue
to self assess its performance
against the Performance
Standards and this will be
evidenced in self-evaluation.

A compliance statement will sit
alongside the self-evaluation.
Senior Management Team and
Board will continue to work
effectively together to maintain
the high standards of governance
and ensure that Board receives
the assurance its needs to be
confident that the effective
running of the Association is fully
and properly discharged. Board will
continue to focus on strategic risks
and business viability issues within
the context of a changing and
increasingly complex operating
environment. The governance

framework will be checked against
the seven principles in the new
CHC Code of Governance2 and
we will apply the Right Stuff3
framework to support good
governance. We will undertake
a regular external independent
review of governance.
In 2018, the approach to
individual Board member
appraisals and Board team
appraisal was refreshed and will
continue to be underpinned by
Personal Development Plans
(PDPs). The PDPs will identify
training and development needs.
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7. Financial Information

We have delivered good financial performance
in previous years with robust underlying
surpluses of around £500k p.a.
We will continue to generate surpluses to underpin the day to day operating
activities without the need for borrowing. Additional borrowing required
for capital developments will be arranged at the best market rates, taking
advantage of sector arranged products where competitive.

8. Risk & Assurance
Framework

Board gains assurance on the operating and
strategic environments through a range of
methods. The assurance framework covers
internal reporting supported by independent
external audit and verification.

1 The Regulatory Framework for Housing Associations Registered in Wales May 2017
2 Community Housing Cymru’s Code of Governance June 2018
3 The Right Stuff - Improving Housing Association Governance in Wales March 2018
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8.1 Self-Evaluation
The recurring question coming through from the issue of Circular
02/15, Core Principles of self-evaluation for use by Housing Associations
Registered in Wales, is the requirement for each housing association to
demonstrate how it meets the regulatory framework requirement and to
publish a self-evaluation in a way that is readily accessible to tenants.
The Association is keen to know and understand how it is performing in
all areas, as evaluated by its tenants and stakeholders. Self-evaluation
is a primary source of evidence for the Regulator in assessing our
performance against the Welsh Government (WG) Delivery Outcomes
(Performance Standards).
The Association has produced an annual self-evaluation document since
September 2015 and will continue to publish its performance results and
self-evaluation on at least an annual basis.
Over the summer of 2018 the Association held the third annual
assessment of the services provided. This assessment will form part of
MTHA’s self-evaluation process annually but more importantly will drive
the process of improving the processes and services that we deliver.

8.2 Tenant Service Standards Group
The Association is committed to putting tenants at the heart of its
services. We aim to engage and consult with tenants on a range of topics
affecting both operational and strategic activities. Tenants’ views are
taken on board in a range of different ways, including; questionnaires,
satisfaction cards and face to face contact. The Tenant Service Standards
Group (TSSG) meets bi-monthly and present views, ideas and feedback
from a tenant’s perspective.
We will engage deeper with TSSG and hold an annual TSSG strategic
away day to better establish the link between tenants and the strategic
focus of the Association. Board members also attend TSSG meetings
to relay information and update on strategic decisions taken at Board
meetings. TSSG members will be encouraged and supported to attend
specific strategy focussed Board sessions.

8.3 Risk & Board Tablemat
Risk management is embedded throughout the organisation and
operational risk is managed on a daily basis. Strategic risk is managed,
monitored and debated by senior managers and Board through methods
including; project specific risk scrutiny and decision trees, risk map
and the Board Tablemat. The Board Tablemat serves as a prompt for
discussion and debate on new and emerging risk, company crushers
and risk areas that should be considered when making decisions. TSSG
members will be encouraged and supported to attend specific strategy
focussed Board sessions.
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8.4 Performance Management Framework
There are two sets of Performance Measures:

• Key Performance Indicators (KPIs) for Board
• Performance Indicators (PIs) for Managers
Performance Measures will be monitored and progress tracked monthly
and quarterly. The Action Plans for each strategy detail how we will
achieve the outcomes.
Progress against KPIs will be reported to Board monthly and progress
against PIs will be reported by managers to SMT at quarterly away days.
Data will be compared against HouseMark sector efficiency metrics from
the Global Accounts, the WG Housing Association Comparison Tool, and
used to reinforce and evidence value for money going forward.
These measures are designed to give a rounded picture of the
Association’s performance and will be linked into self-evaluation.

8.5 Health & Safety
The Board has a legal responsibility and general duty of care for all
Health and Safety matters. The Health and Safety Policy and Fire
Safety Policy are key documents which outlines how the Association will
maintain safe and healthy working conditions, implementation of the
fire risk management system and delegation of duties to competent
persons. The Health and Safety Committee will oversee all matters of
health, safety and welfare that affect tenants, employees, contractors
and visitors.
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8.6 Independent Assurance
Independent assurance will be gained from a 			
number of sources including;

• Internal & External Audit
• Achievement of recognised standards
e.g. Investors in People, Customer Service
Excellence
• Funders review of 30 year Business Plan
and stress testing scenarios
• Independent external consultancy reviews,
e.g. Governance, Risk Management
• Appointment of Competent persons, e.g.
Health & Safety and Fire Safety Advisors
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