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Chairman and Chief Executive
Report 2019
We are delighted to present
our annual report for
2018/19.
Looking back over the last year, we have
again had great success and have a lot 		
to be proud of and celebrate!

Karen Courts
Chief Executive

During the year we appointed an external
consultant to undertake a comprehensive
governance review which concluded that
we have overall good governance, clear
frameworks, appropriate policies and
procedures and that we demonstrate the
right behaviours and culture that will allow
us to continually improve.

Our Board set the strategic direction of
the business and monitor operational
performance. We will be recruiting new
Board members and will focus on diversity
and filling the skills gap identified during the
2018 Board Member appraisal process.
We work closely with our Tenants Service
Standards Group who meet regularly to
discuss operational issues and are becoming
more involved in helping to shape services
and support on the strategic direction of the
business. The group plays an important role
in helping us to improve our services and
advise on matters such as rent setting.

Our development priorities this year
have been the completion of 4 new
bungalows in Mount Pleasant, Merthyr
Vale and 9 new flats in Adulam Court,
Tramroadside North.
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In March 2018, Lovells started work on
the old colliery site in Merthyr Vale and
we are delighted to have secured 43 new
affordable homes, the first of which should
be available late 2019.
These are replacement units for Taff &
Crescent Street properties, which will now
be transferred to the local authority to
take forward the demolition and clearance
programme.
In March 2019, works started on the
refurbishment of the first and second floors
at 43-45 High Street, for the provision of
8 flats in the town centre. These works are
being undertaken as part of a package deal
with a private developer.
We also received grant funding and
planning approval to deliver 8 units (5 new
build and 3 refurbishment) at Lower Thomas
Street, Tramroadside North.
We purchased 5 other properties during the
year and we will continue to look for land
banking sites in line with our growth strategy
for future development schemes.

Our operating surplus this year was £677k
(last year £778k), with an overall deficit of
(£567k) after pension scheme accounting
provisions.
Our staff team are committed to delivering a
great service and are continuously looking at
ways to improve the customer experience.
They can face challenging situations but
make decisions to ensure the best outcomes
and are professional at all times. We know
that our staff go above and beyond to help.
More about their achievements are presented
in this annual report.
We retained our Customer Service Excellence
award again this year and were commended
on how we engage and consult with
customers and our methods to measure
customer satisfaction on a regular basis.
In 2017, our tenant satisfaction survey placed
us in the top quartile when compared to other
Housing Associations in Wales and the results
of the 2018 survey show similar results, with
90% of tenants who responded satisfied with
the service provided by the Association and
87% satisfied that the rent charged provides
value for money.

£677k
Our surplus this year
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We know that Universal Credit and
other welfare reforms are putting our
tenants under ever increasing financial
pressures and we work with tenants
and partner organisations to provide
support on areas such as reducing
utility bills and reviewing our rents on
an annual basis to ensure that they
remain affordable.

Looking forward, our Community
Development team will be focussing on
activities that underpin our commitment to
deliver on 4 key themes - tackling loneliness
and isolation; thriving communities; healthy
people; a strong economy.
The Chairs’ blog is posted regularly and is
a great way to follow the work that we are
doing and decisions made by the Board. We
would like to thank our Board and staff for
helping make the year a success.

We have updated our Business Plan (2019
to 2022) and will be focussing on core
services, digitisation, innovation and our
Board assurance framework.

Ian Bell
Chairman

4

					

Our Purpose
Working with people to improve their lives.

Our 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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Providing safe and appropriate homes
To ensure our homes are safe
and maintained to an acceptable
standard we carry out a stock
condition survey on each property
every 5 years. This year we
completed 194 surveys which can
help to identify any future planned
works and compliance with the
Welsh Housing Quality Standard.
We will continue to monitor all
properties on a 5 year cycle to
ensure properties remain in a good
condition and that components,
such as replacement kitchens,
bathrooms and windows, are
suitably planned for improvements
in coming years.
We undertake inspections of Asbestos
Containing Materials (ACMs) in the
properties we own to ensure they remain
in good condition and pose no harm to the
health and wellbeing of our tenants, and
visitors to their home.

Reactive maintenance
During the year we completed 5,127 repairs
to the value of £257,754.

Of the calls received:

12.6%
(647) were defined as emergencies 		
and given a 24 hour target

33.8%
(1,731) were defined as urgent 			
and given a 7 day target

53.6%
(2,749) were defined as non-urgent and
given a 30 day target
Of these;

616
emergency works were completed
within the 24 hour target

1,660
urgent works took an average of 3 days with
73 exceeding the 7 day target

2,652
non-urgent works took an average of 9 days
with 91 exceeding the 30 day target
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Planned maintenance
During the period we upgraded 32
kitchens and 25 bathrooms. This
included the installation of over
bath showers, safety flooring and
wall tiles along with new bathroom
suites. The tenants were given
a choice of contrasting wall tile
colours along the edges of the wash
hand basin and baths along with
contrasting floor coverings that
assisted safe use by people who
suffer from a visual impairment.
We upgraded 54 central heating systems
and controls that resulted in homes being
more fuel efficient and reduced running
costs.

Void properties
We undertook work at 118 properties that
became vacant during the period. Works
required to bring them back up to the
Association’s lettable standard amounted to
£241,521. This equates to an average cost
of £2,046 per void property.
The average time taken to re-let a void
property is 14 days.
Typical works required to void
properties included:
• Clean and clear out of properties and
gardens
• Redecoration works
• Gardening works

32

New kitchens

• Kitchen repairs or replacements
• Bathroom repairs
• Electrical repairs

25

New bathrooms

54

Central heating systems
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Fire safety
We have undertaken fire risk assessments of
all buildings with internal communal areas
and implemented recommendations that
further reduces the risk of fire and ensures
safe evacuation from the building.
Inspecting fire doors and fire prevention will
continue to be a focus for the Association
going forward, where we will be looking to
improve fire safety for all tenants living in
flats where entrance doors are accessed via
communal areas.
We are investigating the possibility of
upgrading flat entrance doors that exceed
the existing Building Regulation requirement
of 30 minute resistance to fire and smoke
with doors that provide a 60 minute
resistance.
Adapting homes to meet 			
our tenants needs
We have worked with occupational
therapists to undertake adaptations to 14
homes to meet the specific needs of our
tenants and help them to remain in their
home.
This work has included providing stair lifts,
level access showers, a through floor lift,
toilet extension and kitchen adaptations.
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These adaptations make a 			
real difference:

“This stair lift has been better than winning
the lottery”

“It saves me so much hassle moving around
less and feeling much better having the new
shower. I am much happier I can get up in
the morning with no negativity.”

“It has made a massive difference as I can
now go out more to see friends as before I
was stuck in these ‘four walls’ and now it has
enabled me to do much more.”

“It has made a real difference; I can now do
more in the kitchen.”

Expanding our existing stock

We developed 4 bungalows in Mount
Pleasant, Merthyr Vale (two general
needs and two adapted) and we
completed the development of
Adulam Court, which provided 9 flats
in the town area.
We purchased 9 properties through local
estate agents. These properties will be
brought up to the Association’s lettable
standards prior to them being rented.
We have purchased the former Citizens
Advice Bureau with a view to developing 5
new properties and renovating 3 existing
properties during the next year.

We have secured additional funding
to provide extra hours for our Housing
Support Officer. We are able to offer
housing related support to everyone
living within the Merthyr borough, not
just our own tenants.
We have supported our tenants to improve
the condition of their home via our Keep in
Touch (KIT) visits. We arranged 642 visits
and completed 329. These visits also help
us to identify if tenants would benefit from
any adaptations to help them remain in
their home or any additional support needs.

Supporting our tenants
Our staff are committed to supporting our
tenants to sustain their tenancies:

The success of our Dispersed Housing
Scheme has led to an increase in the
provision of this type of housing which
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allows us to house people coming out of
long term hospital admission or high cost
mental health placement into a general
needs property. They receive support from
both the Community Mental Health Team
and Gofal, to ensure they can maintain their
tenancy.

We have assisted potential and
existing tenants to register on to the
Common Housing Register and helped
them to bid for properties that may be
more suitable for their needs.
We have promoted Home Swapper to assist
tenants seeking alternative accommodation,
registering 58 applicants during the year,
with 4 being successful.
We have worked with the local food bank
and made 55 referrals to assist tenants in
need to be able to feed their family.
We have worked closely with partnership
agencies to manage anti-social behaviour
complaints.

We fully understand the hardship some
of our tenants have faced when they
claim Universal Credit and we support
our tenants through this process.
We have increased the number of
Discretionary Housing Payment (DHP)
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applications and payments from the Local
Authority to our tenants to help them
through periods of financial hardship. DHP
have totalled £10,500 to help reduce the
arrears for 10 tenancies.
We have prevented 73% of evictions for
rent arrears by working closely with the
courts and the Housing Solutions Team to
ensure these tenants have the right support
and skills to sustain their tenancies going
forward.

We continue to be the first point of
contact for most of our tenants who
need information and advice relating
to benefits and housing information.
Whenever appropriate we have sign posted
tenants to our external partners/agencies to
help resolves arrears and sustain tenancies.
We have extended our range of methods for
paying rent to include faster set up of direct
debits and recurring card payments and
we continue to sign post and give general
advice on income maximisation and general
debt issues.
We speak to our potential tenants and
advise on benefit matters before the
commencement of the tenancy to avoid
arrears from the outset and when they
terminate their tenancy or move to a new
property.

Working with our tenants

Our Community Development team
work hard to identify projects and
initiatives that will be of benefit, not
only to our tenants but for the wider
community. Highlights from the year
include:

• We took 12 young people on our annual
residential trip. The participants took part
in a week long financial inclusion activity
designed to make young people aware of
the reality of credit cards, loans and other
forms of finance.

• Our community development and youth
inclusion work has resulted in a combined
social value of £3,281,342 delivered in the
borough.

• As part of our Community
Investment Fund programme –
where contractors give 1% payback
on their contract, or provide a nonfinancial contribution, we were able
to assist in creating a Holocaust
Memorial Garden for the borough.
This town centre garden will also
provide a community space and
outside learning area available all
year round for the community.

• We supported the Bell group to undertake
a full re-painting of Chaplains youth
homeless hostel.
• We were the lead organisation on a
borough wide project to tackle school
holiday hunger. We worked with several
different organisations over 5 sites to
enable 748 young people to eat healthy
and nutritious meals whilst also getting
the opportunity to engage in free leisure
activities.
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• We have provided 126 individuals and
families with financial inclusion advice
including assisting many to access grants
and lower or eradicate debt.
• We have delivered 3 projects teaching
members of the local community to learn
how to use slow cookers to enable them
to cook healthy meals. Participants also
keep the slow cooker when the project is
completed.

• The number of people ordering
from our community food co-op has
continued to grow, with a record
number of tenants and community
members purchasing over £1,000
worth of produce from our Christmas
hamper special.
• We have supported families to get active
together in a pilot project where 23
individuals of all ages took part to increase
their knowledge of healthy eating and
how to engage in activities that the whole
family can take part in.
• We supported a project to engage local
people to become involved with the film
industry. Over 100 people attended the
open day to learn about the different roles
available within the film industry, with
many continuing to be involved with the
project working on several films across the
valleys and surrounding areas.
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• We supported the Integrated
Children’s Centre to deliver their
annual family fun day with over
1,000 local people accessing the free
event.
• We continued our support for the Open
Doors European Heritage event by again
opening up Dowlais Stables to the public
for a walkabout and talk on the important
local history of the site.
• We again provided a key role in the
organisation of the annual diversity event
– Global Village.

• We supported 18 individuals to gain
a qualification in food hygiene with
many of the participants now either
working or volunteering within the
food service industry.
• Working in association with Keepmoat,
we won a 2018 CIH housing award in the
category “community focussed contractor”
for our joint work on a community benefits
programme during the Railway Close
development.
• We introduced a “Driving Ambitions”
project to assist tenants to learn to drive
to increase their employability. We had an
early success in the project with a tenant
who has never worked being offered
employment as a direct result of being
involved with the project.

• We have continued to support 6
resident groups with many obtaining
funding for various trips to assist with
a reduction in social isolation and
loneliness. These groups also create
an important forum for residents
to have an input into their local
communities, as local councillors and
PCSOs are often in attendance.

• The Fit and Fed project ensures
young people are able to eat healthy
and nutritious meals, whilst giving
young people the opportunity to
engage in their local community. It
also takes the pressure off family
resources during the school holiday
period when children would have
received free school meals.

• We have continued our partnership with
Street Games Wales which has enabled us
to continue delivering door step sport to
young people across the borough for free.

• We have given families with young
people the opportunity to engage in free
activities which many would not be able
to access without the involvement of the
Association.

• Through our financial inclusion work we
have enabled many tenants and residents
to both increase their income while
decreasing their outgoings giving them
the opportunity for a better quality of life.

• We have provided our tenants with
increased opportunities to learn additional
skills to enable them to be more
employable.
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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.
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Statement of Board members’
responsibilities
The Board members are responsible for
preparing the report of the Board and the
financial statements in accordance with
applicable law and regulations.
Co-operative and Community Benefit
Society law and social housing legislation
require the Board members to prepare
financial statements for each financial
year in accordance with United Kingdom
Generally Accepted Accounting Practice
(United Kingdom Accounting Standards and
applicable law).
In preparing these financial
statements, the Board members are
required to:
• select suitable accounting policies and
then apply them consistently;
• make judgements and accounting
estimates that are reasonable and
prudent;
• state whether applicable UK Accounting
Standards and the Statement of
Recommended Practice: Accounting
by registered social housing providers
2014 have been followed, subject to
any material departures disclosed and
explained in the financial statements; and
• prepare the financial statements on
the going concern basis unless it is
inappropriate to presume that the
association will continue in business.

The Board members are responsible for
keeping adequate accounting records
that are sufficient to show and explain the
Association’s transactions and disclose,
with reasonable accuracy at any time the
financial position of the Association, and
enable them to ensure that the financial
statements comply with the Co-operative
and Community Benefit Societies Act
2014, the Housing and Regeneration Act
2008 and the Accounting Requirements
for Registered Social Landlords General
Determination (Wales) 2015.
They are also responsible for safeguarding
the assets of the Association and hence
for taking reasonable steps for the
prevention and detection of fraud and other
irregularities.
The Board is responsible for ensuring
that the Report of the Board is prepared
in accordance with the Statement of
Recommended Practice: Accounting by
registered social housing providers 2014.
Financial statements are published on the
Association’s website in accordance with
legislation in the United Kingdom governing
the preparation and dissemination of
financial statements, which may vary
from legislation in other jurisdictions.
The maintenance and integrity of the
Association’s website is the responsibility of
the Board members. The Board members'
responsibility also extends to the ongoing
integrity of the financial statements
contained therein.
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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.
To strengthen its ability to achieve its
objectives through constitutional links,
the Association will admit to membership
individuals and organisations that are
likely to have a long term interest in
promoting the Association’s work. No
individual or organisation will be admitted
into membership where an individual
might derive personal gain, financially or
otherwise.
Shareholders should represent all sections
of the community, and no particular
interest group shall be unduly represented
in share membership.
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The fact that an applicant is a tenant does
not automatically qualify him / her for
membership and the Board will assess the
application against the laid down criteria.
In considering applications from tenants
the Board shall pay particular attention
to the charitable principle that precludes
more than one-third of Shareholders being
tenants.
In considering applications for
membership the Board will need
to satisfy itself in respect of an
applicant’s:
• reasons for applying for membership
• identification with the objects of the
Association
• long term commitment in promoting the
Association’s work
• skills, knowledge, or experience which can
be of benefit to the Association

Board of Management
Name

Occupation

No. of meetings
attended

Ian Bell BSc (Hons) PGDip
Housing, CIOH
Chair from October 2017

South West Regional
Manager

9 of 10

Denise Morgan

Retired Magistrates Advisory
Panel member

9 of 10

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

People Partnership
Development Officer

5 of 5 (resigned 25.09.18)

Tom Broadhead BSc, MSc,
CIHCM

Director of Business
Improvement

8 of 10

Liam Davies ACCA

Accountant

10 of 10

Stephen Walters

National Project and Business
5 of 8 (resigned 25.02.19)
Development Manager

Robert Wathen FRICS

Retired Managing Director

Tim Smith FCA

Retired Chartered Accountant 10 of 10

Huw Williams

Lecturer

7 of 9 (resigned 01.03.19)

6 of 10
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The Board has reviewed its strengths
and weaknesses against the CHC Code
of Governance and for the majority of
aspects the Board is compliant with the
Code. Any areas for improvement form
part of the overall Board Development
Plan which is designed to ensure that the
Board offers excellence in its governance
of the Association through a mix of
skills, strengths and expertise. All Board
members undertake an annual selfassessment appraisal and team appraisal
to assess areas for development which
are monitored with objectives through
individual Personal Development Plans
(PDPs). In 2018 the Association underwent
an independent governance review with a
very positive outcome.

ember and senior staff salaries
Board members are not paid and provide
their services on a voluntary basis and only
claim allowable expenses such as travel
costs to and from Board meetings. Senior
staff salaries are reviewed against market
rates for the housing sector on a 3 yearly
basis and are set in line with the median
for salaries based on the number of units
and number of staff in the organisation.

sk management
All audit and risk matters are managed
on behalf of the Board, by the Business
Assessment Panel (BAP) and Risk
Assessment Panel (RAP).
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In meeting its responsibilities to the Board,
BAP and RAP have adopted a risk-based
approach to internal controls which are
embedded within the normal management
and governance process. The Association
has a documented Risk Management Policy
that outlines the Association’s approach to
risk management and which concentrates
on the process of risk identification and
evaluation, the identification of suitable
controls and the monitoring of those
controls. Key risks facing the Association are
recorded on the high level operational and
strategic risk map.

The Association will continue to
look at how to foster innovation and
consider the relationship between risk,
opportunities and innovation, and
where appropriate to be prepared to
accept a tolerable level of risk.

Statement of Comprehensive Income as at 31
March 2019
2019

2018

£’000

£’000

5,679

5,475

(4,322)

(3,970)

1,357

1,505

(30)

(99)

10

9

(574)

(570)

Movement in fair value of investment

(86)

(67)

Surplus for the year

677

778

One-off transition from Defined Contribution Scheme to
Defined Benefit Scheme (prior year)

(841)

-

Defined Benefit actuarial losses in respect of pension
scheme (current year)

(403)

-

Total Comprehensive Income/(Expenditure) for
the year

(567)

778

Turnover
Operating expenditure - excluding pension cost

Operating surplus
Deficit on disposal of property, plant and equipment
Other finance income
Interest and finance costs
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Statement of Financial Position as at 31 March 2019
2019

2018

£’000

£’000

57,229

55,243

7,197

7,161

607

719

65,033

63,123

3,295

4,002

(3,328)

(3,469)

(33)

533

(54,803)

(55,101)

(2,209)

-

7,988

8,555

-

-

Revenue reserve

5,995

6,562

Revaluation reserve

1,300

1,300

693

693

7,988

8,555

Fixed Assets
Housing properties
Investment properties
Other property, plant and equipment
Tangible fixed assets

Current assets
Current liabilities
Net current assets / (liabilities)

Creditors – amounts falling due after 		
more than one year
Pension – defined benefit liability

Net assets

Share capital

Restricted reserve
Total for the year
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Independent Auditor’s statement to the members of
Merthyr Tydfil Housing Association
Opinion:
We have reviewed the summary financial
statement for the year ended 31 March
2019, which comprise the summary
statement of comprehensive income
and statement of financial position. The
Summarised Accounts are extracted from
the audited full annual financial statements,
which were approved by the board on 25
June 2019. The report of the auditors on
the full annual financial statements was
unqualified. The Summarised Accounts do
not contain sufficient information to allow for
a full understanding of the financial affairs
of the Association. A copy of the full annual
financial statements and Report of the Board
of Management can be obtained from the
registered office.
Opinion on the summary 		
financial statements:
In our opinion the summary financial
statements are consistent with the full
annual financial statements of Merthyr Tydfil
Housing Association for the year ended 31
March 2019.
We have not considered the effects of any
events between the 25 June 2019, date on
which we signed our report on the full annual
financial statements, and the date of this
report.

Respective responsibilities of the board
and the auditor:
The Board are responsible for preparing the
summarised annual report in accordance
with applicable United Kingdom Generally
Accepted Accounting Practice.
Our responsibility is to report to you our
opinion on the consistency of the summary
financial statements against the full annual
financial statements and 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 summary financial statement.
The other information comprises only the
Chairman and the Chief Executive’s Report.
We conducted our work in accordance with
ISA (720) 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 and on the Report
of the Board of Management.
Bevan Buckland LLP 			
Chartered Accountants
& Statutory Auditors
Swansea SA1 8QY
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Key Data 2018/2019
Lettings by Category

YTD

YTD

No.

%

6
1
12
2
42
2
22
2
3
7

5%
1%
10%
2%
36%
2%
19%
2%
3%
6%

Please note: Silver and
Bronze were offered prior to Apr - Jun Jul-Sep Oct - Dec Jan-Mar
Band change
Silver
6
0
0
0
Bronze
1
0
0
0
Band 1
3
2
3
4
Band 1 - reduced preference
0
1
1
0
Band 2
10
6
15
11
Band 2 - reduced preference
1
0
1
0
Band 3
4
4
12
2
Band 3 - reduced preference
1
0
0
1
Adapted
0
0
3
0
Supported Housing/SAP
2
1
2
2
Urgent management
1
1
4
3
decision
Priority - Direct Offer
1
2
0
1
Transfer
1
1
0
0
Total
31
18
41
24

9

8%

4
2
114

4%
2%
100%

Lettings by Category

YTD

YTD

No.

%

Apr - Jun Jul-Sep Oct - Dec Jan-Mar
Homeless
Working
Minority Ethnic Group
Supported Accom/SAP
Disabled
Unemployed
Give and receive support
Total

22

4
5
0
2
7
12
1

4
1
0
1
6
5
1

2
12
0
2
16
9
0

2
6
0
2
2
11
1

12
24
0
7
31
37
3

11%
21%
0%
6%
27%
32%
3%

31

18

41

24

114

100%

Other Lettings
Apr - Jun Jul-Sep Oct - Dec Jan-Mar
Market Rented
Intermediate Rented
Total

0
2

0
1

0
0

1
0

1
3

2

1

0

1
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Rent Arrears Current Tenants 				
– social rented only
Gross
Unpaid HB
Net

2018/19

2017/18

£135,488 2.96% £113,275 2.62%
£61,217 1.34% £58,889 1.36%
£74,271 1.62% £54,387 1.26%

Current Tenants in Arrears – social rented only

2018/19

2017/18

Number
%
Number
%
671
67.0%
736
75.0%
73
7.3%
72
7.3%
24
2.4%
16
1.6%

Tenants in arrears
>4 weeks
>13 weeks

Re-let Performance

2018/19

Rent Loss from empty properties (% of total
rents & service charges)
Average time to re-let

Rent Levels - weekly
1b2p flat
2b4p house
3b5p house
Housing Management Costs
Costs per property

No.

£34,997 0.71% £27,268 0.57%
14 days

15 days

2018/19

2017/18

£70.65
£87.71
£92.20

£67.93
£84.34
£88.65

2018/19 Target 2018/19
£601

2017/18

£588

2017/18
£627
23

Maintenance Response Times
Emergency
All other calls

Housing Stock by Type
Bedsit
1 bed
2 bed
3 bed
4 bed
5 bed
disabled
Total
Supported Housing Units
Total

24

Actual 2018/19 Target 2018/19 Actual 2017/18
2 hrs 27 mins
6.24 days

24 hours
28 days

2 hrs 7 mins
9.35 days

2018/19
21
308
450
278
15
0
25
1,097

2017/18
22
302
439
276
17
0
24
1,080

27
1,124

27
1,107

Supported Housing 2018/19
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.
Provider
Adref
Gofal
Gofal

Type of support
Direct Access Hostel
Shared House
Dispersed Housing
Scheme

Support provided
Homeless
Mental Health
Mental Health
Floating Support

Llamau

Supported Housing

24 Hour Supported
Housing

7

Llamau leavers/Homeless Young Care Leavers

Young Care Leavers/
Homeless

4

Drive

Mental Health &
Disability

6

Disabled Support

Complaints
Complaints received
Complaints resolved (to the satisfaction of
the complainant)

2017/18
28
21 (75%)

Complaints closed but unresolved
Tenancy terminated
Ongoing

2 (7%)
1 (4%)
4 (14%)

How satisfied are you
with the following?
The service provided by your Association
The overall quality of your home
Rent provides value for money
The way your Association deals with repairs
and maintenance
Tenants and residents trust the Association

Number
10
4
9

2016/17
34
26 (76%)

Very/fairly satisfied Fairly/very dissatisfied
2018/19 2017/18 2018/19 2017/18
90%
92%
6%
3%
88%
90%
4%
4%
87%
92%
4%
5%
82%
82%
7%
8%
Yes: 94% Yes: 95%

No: 6%

No: 5%

25

2018/19 in figures

25

54

1%

118

New
bathrooms

Payback from
contractors

£3,281,342
Social
Value

14

adaptations

26

Central heating
systems

Void
properties

32
New
kitchens

Repairs
5,127 calls
£257,754

