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Chief Executive and Chair’s report
We are delighted to present
our annual report for 2019/20.
This year we have combined our Annual
Report, Value for Money & Social Value
Report and our Self Evaluation Report
to streamline our reporting framework
and collate our achievements in a single
report. We are delighted to present this
report which is packed with information
about our activities, achievements and
performance throughout the last year.
This has been both a challenging and successful
year as we adapt and change our business to
manage various external factors and pressures,
including recommendations arising from the
“Independent Review of Affordable Housing Supply
in Wales”. We are reviewing our rent policy to ensure
that our rents are affordable to our tenants, whilst
ensuring that we remain financially sustainable
and positioned with the right skills and capacity to
deliver more affordable homes.
During the year we recruited five new Board
members and we are delighted to welcome them
onto our Board of Management. We are pleased
that one of our new members is also a tenant, and
she is able to bring her experience of living in one of
our homes to the Board. The Board set the strategic
direction of the business and monitor operational
performance. The Chair’s blog is posted regularly
and is a great way to follow the work that we are
doing, and decisions made by the Board.
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Last year we appointed an external consultant
to undertake a review of our risk management
arrangements, which concluded;
“Overall MTHA has a sound approach to risk and
has developed systems and processes to review risk
at board and senior management team level. There
are a number of policies and documents which set
out the framework and there are regular reports on
risk issues and risk management to the committees
and board”
Tenant engagement is important to us and
we undertake an annual satisfaction survey to
understand how we are performing, and how we
can continue to improve our services. The Tenants
Service Standards Group (TSSG) meets regularly to
discuss operational issues and helps to shape and
improve our service provision and influence
strategic direction.
We are delivering against an ambitious
development programme and have received 3 new
affordable homes from Lovell on the old colliery site
in Merthyr Vale with a further 40 properties due in
phases over the next 15 months. The refurbishment
of the first and second floors at 43-45 High Street,
for the provision of 8 flats in the town centre are
nearing completion and work has started to deliver
8 units at Lower Thomas Street, Tramroadside
North. In addition, we have entered into contracts
to build 10 properties in East Street, Dowlais and 31
properties in Bryniau Road, Pant.

We purchased 5 other properties during
the year, and we will continue to look for
land banking sites and package deals in
line with our growth strategy for future
development schemes.

Our operating surplus this year was

£351k

(Last year £598k) with an overall surplus of
£1,492k after pension scheme accounting
provisions. We are proud of our partnership
working and community investment work
and this year we have achieved savings of

£282k

Our Community Development Team helped to
deliver the Fit and Fed Merthyr Tydfil project to
address the issues of holiday hunger, lack of
physical activity and isolation that is faced by
young people during the school holidays.
We have updated our 5-year Corporate Plan
(2020 to 2025) and will be focussing on delivering
against our strategies of Growth, Core Services
and Business Development.
We would like to thank our Board and staff
for helping make the year a success.

and our Community Development Team
delivered around

£3.8m

of social value during the year.
The Board and Senior Management Team
are proud of our great staff team who
are committed to delivering an excellent
service to meet our customer needs. We
know that our staff go above and beyond
to help, and you will read more about their
achievements in this report.

Karen Courts
Chief Executive

We had a full Customer Service Excellence
review in December 2019 and have
retained the award for a further three years
with annual compliance visits. We were
commended on our polite and friendly
staff, understanding of customer needs
and how we interact with and support 		
our communities.
It is evident that Universal Credit and
other welfare reforms are continuing to
put our tenants under increasing financial
pressures, but our rent recovery team are
working with tenants to help and support
and find solutions.

Ian Bell
Chair
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Your Home
We own just over 1,100
homes across the borough
of Merthyr Tydfil and have
over 1,300 tenants.

Housing Stock by Type

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:

Ward

Number of Homes

Gurnos

1

Vaynor

25

Penydarren

79

Dowlais

344

Town

118

Park

250

Cyfarthfa

3

Treharris

116

Bedlinog

5

Merthyr Vale

88

Plymouth

95

2019/20

2018/19

Bedsit

21

21

1 bed

301

308

2 bed

454

449

3 bed

277

278

4 bed

20

15

5 bed

1

0

Accessible

25

25

1099

1096

27

27

1126

1123

Total
Supported Housing Units

TOTAL

• Providing sustainable tenancies in quality
accommodation within vibrant communities
• Helping them to achieve their full potential
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Our Housing Team works hard to support
our tenants and has had another		
busy year.
Their key highlights have been:
• All staff now use iPads or laptops to
enable a more efficient and effective
delivery of service when visiting tenants.
• 3 new properties at the Colliery Site in
Merthyr Vale (Ymyl Yr Afon) have been
let to tenants.
• Working in partnership with the Local
Authority, Salvation Army and Merthyr
Valleys Homes we have provided
housing for two clients through the
Housing First scheme.
• We successfully relocated tenants
from a property that was handed back
and moved them to more suitable
accommodation.
• On-going success of the Dispersed
Housing Scheme has resulted in
positive move on and an increase in
units allocated to the scheme. The
scheme allows those with enduring
and severe mental health issues to live
independently within the community,
supported by Platfform and the
Community Mental Health Team.
The scheme ensures the tenants can
maintain a tenancy with the level
of support reducing within 2 years
so that the tenant can move on to
independent living.

The Association works in partnership with 4
voluntary organisations and the Local Authority to
provide specialist housing and support services to
vulnerable individuals.
We have 3 properties that are managed by DRIVE.
This is a shared housing scheme where 2 or 3
tenants live together and are supported by DRIVE
and Platfform. Two of the properties have tenants
with additional needs and staff are on site 24
hours a day. The 3rd property has 3 tenants
requiring daily support.
In addition to the shared housing schemes, we
also have a 10-bed homeless hostel managed
by Pobl and a young person’s scheme managed
by Llamau. The young person’s scheme provides
initial accommodation for care leavers and
potential homeless young people. It also provides
support with life skills, employment, benefits
advice and preparation for independent living.

Before

Provider

Type of support

Support provided

Number

Drive Access Hostel

Homeless

10

Platfform

Shared House

Mental Health

4

Platfform

Dispersed Housing Scheme

Mental Health
Floating Support

12

Llamau

Supported Housing

24 Hour Supported Housing

9

Llamau
Leavers/Homeless

Young Care Leavers

Young Care
Leavers/Homeless

4

Disabled Support

Mental Health
and Disability

6

Adref

DRIVE

We help tenants to stay in their homes by supporting them to get the extra help that they may need. We
referred 38 tenants for assessments for aids and adaptations to enable them to remain in their home. By
the end of March 2020, 21 of these had been completed. These included level access showers, stair-lifts,
raised toilets, ramp and handrail.
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Level access
showers

5

Stairlifts

11

others such as garden
adaptations and
motorised door

During a Keep In Touch visit we found that a tenant needed extra aids on stairs and in the bathroom.
We installed these aids and the tenant was very happy that her mobility had been improved by these
small adjustments saying that:
“This stair lift has been better than winning the lottery”

After

Sometimes, other support is needed, and we refer tenants to Supporting People. This helps to improve
tenants’ health and wellbeing as well as sustaining their tenancies. The Supporting People programme
commissions various support schemes within the borough that can provide floating support for tenants.
In some cases, specialist support is provided. This can include supporting individuals with mental health
problems, victims of domestic abuse, those with learning disabilities and substance misuse clients.
“A tenant had received a warning for a breach in tenancy due to hoarding. The property was cluttered,
making it difficult to move around the home. The Support Worker helped her to start re-engaging with key
services, including bereavement support. She was taken ill and hospitalised. During that time, the Support
Worker worked with her son and brother to clear the property. When the tenant returned home, she
received support from agencies and allowed her relatives to support her at her ‘new home”.
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We provide support to applicants on the Common Housing Register and help them to register
and bid for properties. This year we let homes to 112 people, including 15 individuals who were
previously homeless.
35 tenants registered on the Home swapper
services and 4 successfully found a swap during
2019-20. Home swapper is an online system
whereby tenants can register their property and
contact details online in a bid to exchange property
with another registered interested party.
Working with the local Food Bank we made 41
referrals to help tenants in need.
We know that anti-social behaviour is a concern
and we continue to work closely with partnership
agencies in order to manage anti-social
behaviour complaints.
“An elderly tenant expressed his appreciation after
noisy tenants were evicted from the flat above him.
Their behaviour was having a massive impact on his
deteriorating health”
We have received 60 referrals for the floating
support scheme. Floating Support is a flexible
service which helps people secure and maintain
their tenancy. Our Floating Support Officer provides
practical support and advice to vulnerable people
and those facing homelessness, within their own
homes and the community. This can be face to face
or over the telephone support. Of these referrals,
35 have successfully moved on to temporary or
permanent accommodation and we continue to
support 25 individuals through the scheme.

“A young homeless person who is wheelchair
bound was supported to move into temporary
accommodation. The Floating Support Officer,
worked with the young person to apply for benefits,
emergency funding, white goods and pre-tenancy
support in preparation to move from a hotel
to temporary accommodation. He is now in
permanent housing”

“A tenant contacted Merthyr Housing’s Floating
Support Service asking for help following letters
warning him of court action due to rent arrears.
Following a financial assessment, we found that
he was overpaying for various services and under
claiming benefits. After contacting Housing Benefit,
he received a backdated payment of £1,000
which covered the rent arrears. He had also been
underpaid his Employment and Support Allowance
and received a further £700. He is now settled,
making plans for the future and is feeling better
than he has in a long time”

Our Plans for 2020-21:
• To ensure that all tenants are aware of the
implications of the Renting Homes (Wales)
Act 2016.

We know that we need to continuously improve
our services and this year we will focus on:

• Continue to improve customer services and to
tailor our services to meet the needs of tenants.

• Encouraging as many tenants as possible to
get involved in our decision-making processes.

• Increase our stock by purchasing from the open
market as well as building quality affordable
homes in which people want to live.

• Encouraging and increasing engagement
with a wide range of tenants to collect diverse
views. This could include – residents’ groups,
focus groups, visits.

• To continue working with partners to look at
ways of reducing anti-social behaviour and the
way it impacts on tenants.

• Investigate different methods of working
including virtual viewings.

• To work with the Local Authority and other
relevant agencies to prevent homelessness.
• Complete Restorative Approaches training and
embed this in our working practices to benefit
our tenants.

Our Costs:
Our management costs for the year were
above target, and cost us

£645

per property. This is up from last year’s figure
of £601 and is due to inflationary costs.
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Improving and Maintaining Your Home

Repairs:

Planned Maintenance:

We continue to respond to emergency calls well
within our 24-hour target time. We responded to
643 emergency calls and 635 were within target.
This year the average time was less than one hour.
We will continue to work hard to ensure that all calls
are resolved within 24 hours.

57

Central Heating
Upgrades

49

New Kitchens

“The new heating is fab and already saving me money”
“I’m very happy with the new boiler installation, the house is
lovely and warm all the time.”

1,155

3,494

urgent jobs were completed last year taking an
average of less than 3 days to complete. Only
17 jobs were completed beyond the 7 day target.

non-urgent jobs were completed last year
taking an average of 8.2 days to complete.

“The kitchen has made a huge difference to me, I can now use
the wall cupboards as they have been lowered to my needs, the
new layout is great, I can now look out of the kitchen window
when washing my dishes”

99.9%
Gas Servicing
completed on time.
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Bathrooms
Installed

12

New Fire
Doors fitted
This programme has been
impacted by Covid-19

Kevin Ryan Court
A replacement heating programme started in
February 2020. This new infra-red heating system
required the removal of the existing boiler and the
installation of an ‘A’ rated combination boiler, room
thermostat and upgraded radiators. Before the
lockdown due to Covid-19, this had been completed
in a third of the flats. The rest will be completed
once lockdown has lifted.
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“Maintenance team called within two hours
of report, all works carried out. Great service,
thank you”

We have invested £859,000 in
your homes this year.

Empty Properties
During the year we had 112 empty
properties which we were able to re-let
after an average of 23 days. It cost us
£68,093 in lost income, an increase of
£33,096 from last year. This is due to the
extent of the work required to bring the
empty homes back to our re-let standard.

Before

After

We will continue to work with our tenants
to reduce these costs so that we can invest
more money in our communities and
improving your homes.
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Contractors
We are very proud to work with local companies and contractors. In fact over 90% of our contractors are
based in Merthyr Tydfil. This means that our work is supporting the wider economy of the borough as well
as reducing our carbon footprint.

“Albert and Flaherty are very proud to be one of MTHA contractors, this has allowed us to employ, train
and retain apprentices through the contract. We deal with local suppliers and sub contractors to keep it
in the local economy, which helps form better relationships with the suppliers to enable us to have more
discount to reflect a more competitive market. We are able to help more in the community being local by
helping out with general maintenance jobs free of charge i.e. Georgetown Boys Club”

“Being awarded the contracts we have with MTHA
has been a great achievement for Lightning
Solutions (Wales Ltd). The contract has been
invaluable to the success and stability of the
business and has assisted with longevity of
employment to our workforce”.

“Working with MTHA over many years has been a
pleasure. From receiving tenders to job completion
goes as smooth as possible. Frequent meetings
with constant updates on all matters concerning
our type of work has always been very good from
Merthyr Housing.”
Thanks Ceri Richards

Before

After

(S&R Carpentry & Building LTD)

“Thank you for all the work you have given us at Jamar Building Services over many years. We very
much appreciate your company’s input to our business. We are excited about the opportunities and
challenges you have offered us as a company and are confident to testify to the good working practices
that you input for both employees, sub-contractors and the care and welfare of your tenants.”
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New Homes
Woolworths, Merthyr Town Centre

In the last year as well as building new
properties, we have purchased four via
the open market. Two of these were in
Penydarren, 1 in Dowlais and another in
Treharris. This helps us to have homes that
are suitable for our tenants’ needs.

This project will create 8 refurbished one-bedroom
flats. The project was due to be completed in May
2020 but has been impacted by Covid-19. This is an
investment of over £610,000.

During 2020-21 we will be working with the
Building Research Establishment to improve the
energy efficiency of one of these new homes. We
are exploring the use of renewable technologies
which will make this home more energy efficient
and so cheaper to run for the tenant. This will help
us to find ways of reducing fuel poverty through
building design.

East Street, Dowlais
We will be on site in June 2020 and complete
10 new homes in June 2021. We are investing
over £1.3million in this development.

New Developments
We are continuing to work on five sites across
the borough. Progress has been affected by the
Covid-19 Pandemic as sites had to close in March
2020. By the end of 2021 we will have an extra 96
homes for rent.

Colliery Site (Ymyl Yr Afon), Merthyr Vale
This is scheduled to be completed in July 2021. We will have a total of 43 new homes on this site. We
have been working in partnership with Lovell, to complete this work and the total investment will be over
£4.7million.

Former CAB offices, Merthyr Town Centre
We will be on site in April 2020 there will be
3 refurbished flats and 5 new flats completed
in April 2021. This is an investment of just
under £954,000.

Bryniau Rd, Pant
This new development of 31 homes will
start in May 2020 and be completed by
November 2021. The total investment will
be over £3.7million.
14
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Your Money
In order to run our business, we rely on rental income. Our Board and Tenant Services
Standards Group strive to ensure that our rents remain affordable, whilst ensuring that we
can deliver services to our tenants.

Weekly Rent Levels

2019/20

2018/19

1 bedroom 2 person flat

£72.34

£70.65

2 bedroom 4 person house

£89.82

£87.71

3 bedroom 5 person house

£94.41

£92.20

Welfare Reform and Universal Credit have brought challenges to our tenants and our organisation. We
continue to work closely with staff to keep them informed of changes in benefits so that they can continue
to support as many tenants as possible.
Our rent arrears remain stable and at the end of March 2020, they stood at 1.98% which was £93,592

We work with partner
agencies to support
tenants who are
struggling to minimise
arrears and evictions.
We do this by:

• Working closely with our tenants to identify and resolve issues from
the beginning of their tenancy;
• Signposting tenants at every opportunity to our external partners/
agencies on tenancy issues to help minimise arrears and promote
tenancy sustainability;
• We continue to streamline our processes which makes paying simpler
and easier for our tenants;
• We have extended our range of methods to paying rent to include
faster set up of Direct Debits and recurring card payments;

We are proud that we continue to be the first
point of contact for most of our tenants and that
the Rents Team is seen as a trusted source of
information and advice.
Sometimes we must take legal proceedings
against those tenants who are not paying
their rent. During 2019-20, 72% of eviction
proceedings were resolved with the tenants
remaining in their homes. Unfortunately, 5
evictions took place, however, 3 of those were for
where tenants had abandoned their property.
“A tenant had rent arrears and was at risk of
eviction. We worked with them and found that they
had been underpaid £3,000 by the Department for
Work and Pensions; had overpaid utility companies
and were eligible for PIP and higher rate ESA. They
were assisted in claiming the PIP and ESA clearing
the rent arrears and debt and have now moved
into more suitable accommodation.”
“A tenant was having difficulties and was at risk
of eviction due to rent arrears. The Support Worker
worked with the tenant and her family to ensure
she claimed Universal Credit, received financial
assistance (including financial support following
bereavement) and to attend appointments.
The tenant is now in work and slowly reducing
rent arrears.”

We want to continue to support our
tenants and in 2020-21 our objectives are:
• Continue to keep every tenant informed
regarding Welfare Reforms
• Continue to assist all tenants to reduce
their outgoings with an emphasis on
utilities/debts and maximise their
income/benefits
• Continue to work closely with all external
agencies/ partners
• Continue to work with the Housing
Solutions Team to help sustain tenancies
and ensure the best outcomes for 		
our tenants
• To ensure our processes have our tenants
at the forefront of everything we do
• Ensure that our tenants are included on a
financial and digital level
• Continue to seek out best practice
• Continue to streamline and 			
improve processes

We know that we need to constantly
improve our services and delivery. We have
identified the following areas to improve:
1. Get to know our tenants better and
consider how our processes meet 		
their needs

• We continue to sign post and give general advice on income
maximisation and general debt issues;

2. Improve our working across the
organisation to provide a more joined-up
service to our tenants

• We speak to our tenants and advise on benefit matters BEFORE they
start their tenancy and at termination of tenancy so that there are no
arrears from the outset or as they move to their new property;

3. Proactively work with tenants who are
going to be impacted by Welfare Reforms

• We continue to offer any day and any frequency Direct Debits so that
the payment is as convenient as possible for the tenant which helps
them to budget.
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“A tenant was found to be in excessive debt
following unknowingly signing up for catalogues
and credit cards. Due to the complexity of the
tenant’s health condition, the Support Worker
worked jointly with Christians Against Poverty to
reduce the debts. After 12 months, the tenant
was debt free.”

4. Ensure our systems allow us to accurately,
quickly and effectively report on the
impact of Welfare Reform on our tenants
17

Our Communities
We believe that our role is more than just a landlord, housing someone is just the start of the journey.
We believe that in order to achieve our aim of working with people to improve their lives we need to create
an environment in which all of our community is given equal opportunity to achieve their own personal
goals. We show this commitment to our communities by supporting our Community Development Team
to undertake a range of activities, all designed to enhance the life opportunities for all tenants and the
wider community.

During 2019/20:
• Merthyr Housing Community Development
team delivered an estimated £3,778,452 worth
of social value through our varied activities in
the financial year

• Merthyr Housing was a key partner in preparing
for and delivering the Global Village Festival
which attracted a crowd of over 4,000 people to
the town centre.

• We enabled 61 volunteering opportunities.

• As part of a training initiative with “It’s my
Shout” film production company hundreds
• We enabled 58 training opportunities.
of local people including tenants were given
• We enabled 7 people to gain full 		
the opportunity to take part in a creative film
time employment.
experience culminating in a flash mob on
Penderyn Square!
• We led a borough wide project that ensured that
100’s of young people in Merthyr were able
• Merthyr Housing via Dowlais Stables again took
to access healthy meals and leisure activities
part in the European wide “Open Doors Festival”
during school holidays.
featuring walks around the area with historical
• We ran a construction course with all attendees
gaining qualifications with some entering full
time employment or training as a direct result of
attending the course.
• Our slow cooker courses continued to be popular
with 43 people accessing 3 courses and learning
new skills.
• We have run several community projects with
partners to improve areas of the borough that
had become overgrown including skip days in
areas where there were concerns over fly tipping.
• We have continued to run our successful
youth project with young people engaging in
many leisure and educational trips including a
residential in Pendine.
• In the summer we hosted a series of Big
Lunches to bring communities together with well
over 100 families in taking part in the fun and
free events.
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talks on the history of the stables.
• As part of our dedication to the history of
Merthyr Tydfil we commissioned a plaque at the
entrance to the newly renovated Adulam Chapel
detailing the history of the building.
• We partnered with the Integrated Children’s
Centre in Pentrebach along with other
community partners to deliver a family fun day
with over 1,200 people attending.

Coppers in the Garden is our intergenerational
project working with the police cadets. The
project is based at Kevin Ryan Court where
young police volunteers have been working
with tenants of Kevin Ryan Court to improve
the communal garden. Together, they have
uplifted the garden through planting new
flowers and plants, painted the garden
furniture and made the area an enjoyable
space for everyone to enjoy. As part of the
project, the police cadets delivered basic
computer skills to the tenants and helped
them to get online to connect with their family
and friends. Regular games of bingo were
organised for fun and enjoyment between the
groups. The project has been a great way to
break down barriers between age groups and
challenge stereotypes and preconceptions
that had previously existed.

Fit and Fed Merthyr Tydfil is a borough wide
project that is coordinated and managed by MTHA.
Its’ purpose to is to get children and young people
active during the holidays, connected with friends
and provide them with meals and snacks to keep
them going throughout the day. During 2019-20,
Fit and Fed Merthyr Tydfil has engaged with 812
different children and young people in 182 sessions,
where they have engaged 2,510 times. During
these sessions, a minimum of 182 hours of physical
activity has been provided in addition to 2,358
meals and 2,827 snacks. The project has supported
53 families through the provision of weekend food
parcels, delivering 318 in total throughout the six
weeks summer holidays. This financial year, the
project has generated a combined social value
of £2,688,512. Social value is the term used to
describe activities that Merthyr Housing undertakes
which are important to individuals, families and the
wider community and enrich lives but are hard to
place a financial value upon.

A young tenant was feeling isolated as he
had no family members and he was very
depressed. Our Housing Team referred
him to one of our Slow Cooker Courses
as he was previously a chef. He joined
the classes and has made new friends
improving his wellbeing.
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Tenants Service Standards Group (TSSG)
The TSSG supports the Board in running
MTHA. Tenants volunteer to sit on the 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 to ensure that there is a close
link and tenants have a say in key decisions
taken by MTHA. The TSSG has an annual
Away Day with the Senior Management
Team to discuss the strategic direction
of MTHA and give their opinion from a
tenants’ perspective.

During 2019-20, they helped us
to look at the following issues:
• Rent setting and questioned the fairness of
the living rents model
• Health & safety, especially fire doors
• Influenced tile, units, flooring and 		
kitchen choices
• Helped us to develop the Handy Man scheme

Compliments and Complaints
We are committed to dealing effectively with any concerns or complaints you may have about our service.
We aim to clarify any issues about which you are not sure. If possible, we will put right any mistakes we
may have made. We will provide any service you are entitled to which we have failed to deliver. If we
have got something wrong, we will apologise and aim to put things right. We also aim to learn from our
mistakes and use the information we gain to improve our services.

During the year we received 18 complaints.
Not received bathroom upgraded,
poor communication

General issues relating to property
Variety of issues

Concern with Asbestos in Property

Unhappy with relet standard

Complaint about bill/recharge

Not happy with response

• Autism awareness fundraising day
• Changing the service standard questionnaire
• Value for money
• Reviewed communications between MTHA
and tenants
• Helped to identify and write articles for
the Beacon
• Helped us to review the Tenant handbook
• Attended tenant focus groups run by TPAS

During 2020-21 we hope to
develop this further and hold a
joint TSSG and Board Away Day.

Land surrounding MTHA property

Complaint about rent

Complaint from contractor

Complaint about contractor

Equipment not fit for purpose

Poor Maintenance Work

Complaint about state of property

Complaint about MTHA property

Complaint regarding allocation of property

Maintenance work not done on time

Seeking compensation for issues at property

Condensation issues continue to cause problems in our tenants’ homes. Rather than installing whole house
ventilation units, the approach has been to monitor air quality and temperature over a period of time to
understand tenant lifestyle as well as construction issues to ensure we take the best approach to resolving
the condensation problem. We have uploaded a video to our website to help tenants to understand how
condensation can be caused.
www.mtha.org.uk/tenant-handbook/repairs-maintenance/helpful-hints-tips-2

During the year we received 148 compliments.
2
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DLO
Contractors
Customer Service
General
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Tenant Satisfaction Data

Are you happy with the way we deal
with complaints?

150

We care about the satisfaction of our tenants with our services. We surveyed our tenants in the autumn
of 2019 and collected responses via a postal survey and weblink which was advertised on our website and
social media channels. The survey received a 16% response rate. We use this information to improve our
services and share it with the Welsh Government.

Last year our overall satisfaction scores had fallen.
Satisfied 2019

Satisfied 2018

Q1. The service provided by your Association

89.3%

93.7%

Q2. The overall quality of your home

93.2%

95.5%
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Q4. Rent provides value for money
Q5. The Association is providing the service tenants
and residents expect

88.6%

94.4%

94.4%

“Dealt with a case of harassment quickly and efficiently”

60

30
20
0

Yes

No

Are the staff helpful and polite?
Our satisfaction levels have dropped slightly with those saying that they are
dissatisfied rising as did those who responded N/A.

No,
15.70%

96.3%

Yes,
72.70%

“I find the staff very helpful and always ready to listen to you and not to
judge you and the workmen are always willing to listen to you.”
“Staff are very helpful and understanding also very supportive”

88.5%

92.6%

88%

92.5%

Q7. That your Association listens to tenants and residents’
views and acts upon them

87.8%

95%

Q8 We understand and respond to your needs

87.9%

94.4%

Q6. The way your Association deals with repairs
and maintenance

N/A
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N/A,
11.60%

Q3. Neighbourhoods as a place to live
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Satisfaction levels dropped slightly from 2018 (73.7%) to
2019 (72.6%), dissatisfaction levels have also increased
from 12% in 2018 to 15.7% in 2019. Occurrences of
N/A have also risen again signifying a lower number of
respondents who may not have had any experience when
reporting complaints. Neutral response can be taken as the
tenant has not engaged with the service therefore cannot
respond positively or negatively.

125

“I am very pleased with MTHA staff friendly and polite and if ever I need
maintenance for repairs etc.- they are very prompt. Well done MTHA”

No,
9.20%

Tenants and Residents trust the Association
Yes,
90.80%

No,
5.20%

N/A,
4.50%

The survey results show that we are only slightly down in 2019 to 90.8%
compared to 94.3% in 2018. There is no evidence throughout the surveys
to suggest why this score has dropped but it is in line with the other graphs
showing a general decline in satisfaction rates.

Are you happy with the way we deal with
General Enquiries?
Contrary to the decline in satisfaction levels in questions about service,
satisfaction levels have stayed at roughly the same level over the past 4
years when looking at the way MTHA deals with general enquiries.

Yes,
90.30%

“Service with a smile, always with Merthyr Housing Association Thanks”
“Very good service 10/10”
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Value for Money
Our Value for Money (VfM) strategy sets
out how we ensure that all staff across the
Association understand and can evidence
how they provide VfM
Value for Money is considered to cover four
elements:
The word-cloud demonstrates the most commonly cited words
when people were asked to give more information about their
answers. Repair was the most commonly cited word with people
choosing to comment in a negative and positive context equally.

What we are doing well
“All the answers are true, you are a great
firm to be with, just keep up the great
work please. Thank You”

“I have been with you for 17 years I have
had a new kitchen, bathroom and boiler.
New front door and windows painted and
always excellent service”

“Merthyr Tydfil Housing Association
provides good homes for the people of
Merthyr Tydfil. I am satisfied and content
with all the services they provide. I cannot
praise their hard work and efforts enough”

“I am very satisfied with the repairs
you do also the way your staff handles
all enquirers”

1. Economy: Doing things at the ‘best price’
2. Efficiency: Minimising waste and doing
things the ‘best way’
3. Effectiveness: Doing the ‘right things’
by maximising the positive outcomes
produced
4. Equity: Recognising diversity and
spending fairly to ensure that those in
greatest need are considered
In order to help tenants’ money go 		
further we are always looking at ways to
make savings whilst maintaining good
service. Across 2019-20 we made savings 		
of £281,851

• We negotiated a better contract with
Allpay resulting in £900 saving per year
for 3 years.
• A tenant wished to move into a new
property immediately. By providing
£300 of decorating materials we 		
saved over £3,000.
• We emptied Milbourne Chambers and
moved a good quality washing machine
from there to Kevin Ryan Court. This
was a saving of £1,000.
• A saving of over £275,000 was made by
renegotiating a development contract,
this also allowed us to receive a grant
from Welsh Government.
• We needed to remove a tree, by
working with a neighbour and agreeing
access through their garden, we saved
over £1,400. Both tenants were happy
with the outcome and as a thank you
the contractor gave the neighbour a
box of chocolates.
We demonstrate VfM by reporting on
our efficiency, effectiveness and costs
through a range of key performance
indicators and performance indicators.
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.

During 2020-21 we will be reviewing our tenant satisfaction levels and working with the
TSSG, Board and staff to look for ways to improve our services to all tenants.
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Continuous Improvement

Covid-19

We are committed to improving our services to tenants and
during 2019-20 we completed three service reviews.

Due to Covid-19, we had to shut our offices on 18th March 2020.
This has impacted on the services we have been able to offer
tenants due to social distancing requirements and health and
safety concerns for our tenants as well as our staff.

Recharges
Our Recharge procedure has been amended so that our Building Surveyors are responsible for explaining
to tenants/ former tenants, what the recharges are for and how the costs have been put together. 		
The timeliness of determining the recharge costs has been recognised and the recharge process is 		
now much quicker.

Physical Adaptations Grant
We reviewed our processes to ensure that adaptations are made quickly to help our tenants remain in their
homes. We are working more closely with our Occupational Therapist contractor and tenants to ensure
that the work suggested meets the tenant’s needs. Consequently, our policy and procedures will be revised
during 2020-21.

Digitisation

Our Housing Team contacted all of our tenants to check on their
wellbeing, offer advice and provide support where required. We rang
some tenants weekly to check in with them.

A tenant in Bedlinog contacted one of our staff to advise us that he had Covid-19 and has no family to
assist him with his shopping. We checked Facebook for local groups and Councillor details. A member of
staff took some food supplies to him over the weekend until we could get the tenant to give consent to
pass on his details to a local Councillor who could help. The tenant was very grateful for our help.
A tenant on our weekly check list is unable to go out as she is shielding. She could not get a shopping
delivery slot, so we contacted a local Councillor who helped her to access a shopping service. She was
grateful for our help as well as the weekly call.

This review is in two phases. Phase 1 which aims to digitise as much of our paperwork as possible has
been completed. We have tried to make as many of our forms and processes electronic and automated
as possible. Our staff have been provided with IT equipment which allows them to complete paperwork
whilst they are out and about in our communities. This has also helped us to continue some of our services
during lockdown. Phase 2 remains a priority for 2020-21
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Looking to the Future
Digitisation
We will develop the work we started last year, and
Phase 2 of the project is to analyse and document our
current processes, suggest improvements, quick wins
and map out a perfect world. We want to develop a
tenant portal. This will help tenants to manage their
rent accounts online and request repairs.

Restorative Approaches
In 2019-20, some of our front-line staff started to
receive training in restorative approaches. This will
change the way that we interact with our tenants and
help us to deliver a more personalised service. The
training has been delayed by Covid-19, but will resume
as soon as face-to-face training is allowed.

Modern Methods of Construction

Business Plan 2020-25
We have reviewed our business plan and updated it to reflect our
changing priorities. We have our three themes of growth; core
services; and business development.
Growth:
• To 1,350 units by 31st March 2025
• Progress land banking opportunities
• To progress innovative
development initiatives

Core Services:

Business Development:

We are committed to building new homes but
recognise the need to ensure that they are as close
to carbon neutral as possible. As well as being
cheaper to run for our tenants, they are better for our
environment. One of the ways this could be done is
change the style and type of home that we build and
use modern methods of construction.

• Provide improved and efficient
tenancy management through
sustained tenancies and involving
tenants in shaping services

• Implementation of innovative 		
project ideas

Homelessness

• Increase effectiveness of 		
asset management

The Welsh Government has committed to ending
homelessness. We will work with the local authority,
Welsh Government and other partners to develop
a supportive approach to assist those in our
communities with the greatest need.

• Promote and contribute to
community sustainability
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• Implementation of
decarbonisation strategy
• Increased collaboration
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Governance

Shareholders

Statement of Board Member Responsibilities

MTHA was set up in 1977 by a small group of committed people
who became the first shareholders.

The Board members are responsible for preparing the report of the Board and the financial statements in
accordance with applicable law and regulations.

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 2018 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.

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 is elected. We therefore welcome applications from any individual or
organisation that share our values and objectives and are willing to promote our 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.
The fact that an applicant is a tenant does not automatically qualify them 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 MTHA
• Long-term commitment in promoting MTHA’s work
• Skills, knowledge or experience which can be of benefit to MTHA

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.
Financial Statements are published on our 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.
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Board of Management

Board member 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.

Name

Occupation

Number of meeting attended

Ian Bell BSc (Hons) PGDip Housing,
CIOH: CHAIR

Regional Manager

9 out of 10

Tom Broadhead BSc, MSc,
CIHCM: VICE CHAIR

Director of Business Improvement

7 out of 10

Tim Smith FCA:
CHAIR of Audit and Risk Committee

Retired Chartered Accountant

10 out of 10

Risk Management

Denise Morgan

Retired Professional Fundraising
Manager

9 out of 10

Huw Williams BA (Hons)

Lecturer

9 out of 10

All audit and risk matters are managed on behalf of the Board by the Audit and Risk Committee (ARC). In
meeting its responsibilities to the Board, ARC has adopted a risk-based approach to internal controls which
are embedded within the normal management and governance processes.

Liam Davies ACCA

Accountant
(Resigned September 2019)

1 out of 1

Andrew Thomas BSc (Hons), MCIOB

Head of Maintenance
(Appointed September 2019)

7 out of 7

Lisa Way

Development Manager
(Appointed September 2019)

7 out of 7

Julie Reynolds BSc, CIHCM

Area Housing Manager
(Appointed September 2019)

5 out of 7

Phillip Gruneberg

Business Architect
(Appointed September 2019)

6 out of 7

Rebecca Little

Tenant Board Member
(Appointed July 2019)

6 out of 7

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
Governance Action Plan which is designed to
ensure that the Board offers excellence in its
governance of MTHA through a mix of skills,
strengths and expertise.
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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.

MTHA has a documented Risk Management Policy which 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 MTHA are recorded on the Strategic and Operational Risk Registers.

A Board member recruitment campaign was run
in 2019 and positive action was taken through
the advert to attract applicants from underrepresented groups, including young people,
disabled, women and BAME. The campaign
was successful and 5 new Board members were
appointed, also resulting in a more diverse Board.
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.

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

Regulation
We are regulated by the Welsh Government to ensure that we
are meeting the Regulatory Framework for Housing Associations
Registered in Wales 2011. In 2019 we once again achieved
Standard-Standard, which is the highest opinion.
The Senior Management Team and Board 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.
The Association has adopted Community Housing Cymru’s Code of Governance as well as
applying the Right Stuff framework to support good governance.
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Equality and Diversity
MTHA has signed up to the Chartered Institute
of Housing (CIH) Leading Diversity by 2020
challenge. The CIH equality and diversity
charter is a flexible framework that helps us to
identify what outcomes a fair and accessible
housing service can deliver.
Housing plays a fundamental role in everyone’s
life. Homes, and the communities in which they
are located, directly influence access to key social
and economic opportunities and affect wellbeing.
Equality means that the housing sector is striving
for a better balance in opportunities, resources,
and decision-making processes for staff, customers
and communities. Being more aware of and
proactive about the diversity of customers will
ensure we provide the right services and meet the
right needs and aspirations. The charter includes
a set of commitments which are underpinned by
a range of outcomes - together, the commitments
and outcomes provide a framework against which
organisations can assess where they are now and
where they aspire to be.

Board Members by Gender

Female
40%
Male,
60%

Senior Management Team
by Gender

Male
33%
Female
50%

Board Members by Age Group

Staff Age Profile
35-39

65+ years
20%

We will continue working with Tai Pawb to improve
the way we ensure equality and diversity and aim to
achieve their QED kitemark during 2020-21.

7.89%

30-34
45 - 65 years
50%

30 - 44 years
30%

10% of our Board has a disability or limiting
health condition. We are aware that our Board
may not fully reflect our tenant population as it
is 100% White British. We will work with partners
to encourage individuals from other ethnic
backgrounds to become Board members and get
involved in the work of the Association.

5.26%

25-29
16-24

2.63%

40-44
26.32%

2.63%

The charter consists of two core elements:

• Who we serve: involved and empowered
customers in the communities where we
work

Male
50%

Female
67%

60-64

• Who we are: inclusive leadership and
organisational culture

Staff by Gender

55-59

5.26%

7.38%

23.68%
18.42%
45-49
50-54

We monitor the diversity of our Board and workforce.
All of our staff classify themselves as White British
and just over 10% have a disability or limiting
health condition.
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We ask our tenants to complete equality and
diversity monitoring forms so that we can provide
services which are accessible and equitable to all.
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Statement of Comprehensive Income At 31 March 2020

Statement of Financial Position At 31 March 2020

2020
£

2019
£

Fixed Assets

2020
£

2019
£

Turnover

5,698,009

5,678,673

Housing properties

58,270,070

57,228,920

Operating expenditure

(4,832,633)

(4,321,783)

Investment properties

7,085,849

7,197,352

Gain/(loss) on disposal of housing properties

44,944

(29,869)

Other property, plant and equipment

572,730

606,710

65,928,649

65,032,982

Operating surplus

910,320

1,327,021

Current assets

Interest receivable

13,853

10,299

Debtors

425,350

319,562

Interest and financing costs

(572,939)

(574,586)

Investments

-

900,000

Movement in fair value of financial instruments

-

(86,177)

Cash

2,823,609

2,074,999

3,248,959

3,294,561

Creditors: Amounts falling due within one year

(5,114,287)

(3,327,825)

Net current (liabilities)

(1,865,328)

(33,264)

Total assets less current liabilities

64,063,321

64,999,718

Creditors: Amounts falling due after more than one year

(53,614,869)

(54,802,504)

Pension – defined benefit liability

(968,000)

(2,209,000)

Net assets

9,480,452

7,988,214

Share capital
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Revenue reserve

7,487,681

5,995,447

Revaluation reserve

1,299,993

1,299,993

Restricted reserve

692,750

692,750

Total reserves

9,480,452

7,988,214

Surplus for the year

351,234

676,557

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

-

(841,000)

Defined benefit actuarial profit/(loss) in respect of pension scheme
(current year

1,141,000

(403,000)

Total comprehensive income/(expenditure) for the year

1,492,234

(567,443)

Capital and reserves
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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 2020, 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 23 June 2020. 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 2020.
We have not considered the effects of any events between the 23 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 is responsible for preparing the summarised annual report in accordance with applicable
United Kingdom law.
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’s Report 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 					
Chartered Accountants & Statutory Auditors
Swansea SA1 8QY
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