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Introduction

During 2024 - 25, Merthyr Housing started its Environmental, Social and Governance
reporting journey. This is our second report assessing our progress against the
Sustainability Reporting Standard for Social Housing (SRS).

Decarbonisation remains a key priority for us. The WHQS 2023 is guiding our
approach to this. Our main principle will be to ensure that no works will leave a tenant
in fuel poverty wherever possible. We have improved the energy efficiency of tenants’
homes by fully utilising Welsh Government grant under the Optimised Retrofit
Programme.

We have delivered new homes which meet EPC A helping to make them cheaper to run
for our tenants.
About Merthyr Housing

We are 100% Merthyr - a community-based housing association, operating solely in the
borough of Merthyr Tydfil. We were formed in 1977 and have grown through a series
of acquisitions and development. As at 31 March 2026, we have 1,296 properties.
These comprise general needs, sheltered accommodation, management properties
plus a small portfolio of 7 commercial units.

In keeping with our strong sense of history and community we have developed several
landmark schemes which have assisted in the preservation of historic buildings. Two
examples of which are the older persons scheme at Dowlais Stables and Taibach
Cottages in Pentrebach. We have also helped to regenerate the tfown centre through
our work in restoring and then letting Flooks and 115 High Street. These are a mix of
commercial and residential properties. We attracted significant grant funding to
redevelop Redhouse Old Town Hall. This was let to the Merthyr Tydfil Leisure Trust. In
May 2024, the Leisure Trust went into administration. The building has remained shut
since then. In January 2026, the local authority agreed to purchase the building and
the transfer was completed in March 2026.

In developing new buildings, we are conscious of the existing environment and seek to
complement surrounding buildings and enhance the community.




Our Purpose: Working with people to improve their lives.
Our Vision: We will work with people within the borough of Merthyr Tydfil and
provide sustainable tenancies in quality accommodation within vibrant

communities.

Our Values identify what is important to us. 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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Although we do not plan to fully adopt the Sustainability Reporting Standard for Social
Housing (SRS) in the short term, we are intending to use the 12 key themes and 46
criteria as a way of measuring our performance in this area.

The themes we are reporting against support the Future Generations Wales Act.

e Climate Change
Environmental e Ecology
e Resource Management

o Affordabilty & Security

e Building Safety & Quality
Social » Resident Voice

e Resident Support

* Placemaking

e Structure and Governance
e Board and Trustees

o Staff and Wellbeing

e Supply Chain

Governance




Merthyr Housing operates within the county borough of Merthyr Tydfil. In the 2021
Census the population was recorded at just over 58,800 which had not changed
significantly since 2011.

It is a small area geographically of only 43 square miles, but it played a significant role in
the Industrial Revolution.

The legacy of heavy industry, including coal and iron works remain. There are 59 coal
tips in the county borough. Areas of the borough are within the Bannau Breycheiniog
National Park and Bike Park Wales is a popular tourist attraction.

Climate Change
We are developing our approach to tackling climate change, and this will evolve through
the implementation of the Welsh Housing Quality Standard (WHQS) 2023.

During 2025 - 26 we conducted 220 stock condition surveys. This means that in two
years we have undertaken detailed reviews of 1,020 of our homes. As part of WHQS,
Target Energy Pathways will be developed to ensure that all of our homes have a
minimum SAP rating of 75 by 2030. At 31 March 2026, 630 of our homes met SAP75.

Energy Rating Actual 2025 -26 Changeinyear
A (92+) 93 +21
B (81-91) 287 +93
C (69 - 80) 569 -54
D (55 - 68) 239 -50
E (39 - 54) 25 +2
F(21-38) 1 2

G (1-20) 0




We are striving to deliver the Welsh Government’s goals to achieve Net Zero. This will be
achieved as part of our work on WHQS.

Our homes have benefited from investment as part of the Welsh Government’s Optimised
Retrofit Programme. This has involved:
e installing solar panels to collect energy from the sun
e installing Intelligent Energy Systems (IES) to help our tenants monitor the efficiency of
these upgrades which will help to inform us of what further improvements can be made to
those homes.

Ecology

We have a grass-cutting service and following consultation with our tenants, we have
changed the way in which this is provided. Communal garden areas are now wildflower
meadow space. This means that only metre of grass near pathways is cut.

We have worked in partnership with the local authority to increase biodiversity in Kevin
Ryan Court and Dowlais Stables by introducing bug hotels and butterfly gardens. A
planting rotation schedule is being developed to encourage pollinators. Additionally, we
have worked with Keep Wales Tidy to litter-pick in our communities




Resource Management
This is an area which needs to be further developed.

Any skips used by us are disposed of responsibly. Additionally, we comply with Welsh
Government’s requirements to recycle in the workplace.

As part of our strategy to achieve WHQS, we will investigate and install measures to
improve water efficiency and alleviate water poverty when replacing fittings and
fixed appliances.




Affordability and Security

At 31 March 2026 we managed 1,296 properties. Of these homes 1,166 are
general needs properties. We have 37 intermediate rent properties, 32 are
supported housing and we also have 53 market rented homes.

This includes 7 commercial properties

As an Association we adopted the Joseph Rowntree Foundation Living Rents
Model in 2020. This model deems rent to be affordable when it takes up no
more than 28% of a household’s net income, or 33% if service charges are
included. Rents for 2025 - 26 were increased by 2.7% across the Board for our
general needs properties as the model did not deem any of our rents
unaffordable. Our intermediate and market rents were increased by 2.5% plus
£2 per week to move them closer towards the LHA levels.

As part of our rent consultation, a survey was sent to all tenants and we
received 139 responses, this represents 11.41% of our housing stock.

72.21% of respondents thought their rent was 33.82% had struggled to pay their rent in the
affordable previous 12 months
55.56% of respondents had struggled to pay their 135 EGNI vouchers were issued to help
energy bills in the previous 12 months tenants in fuel poverty
40 successful DAF applications made to support 178 food, hygiene and sanitation packs were

our tenants distributed




During 2025 - 26, as part of our development programme, 38 new homes came into
management. These were all general needs properties and have supported 82
people out of homelessness.

As part of the implementation of the Renting Homes Wales Act, our tenants are on
secure occupation contracts. This means that people living in our homes do not have
to worry about suddenly moving out.

Building Safety and Quality

We have continued to work hard to ensure that all our homes are as safe as possible
and follow important safety rules. Overall, our homes are safe and secure, with only
a small number needing extra attention. As at 31 March 2026

e 99.83% of gas inspections were completed on time.
e 99.53% of electrical inspections were completed on time.
e 100% of our fire risk assessments were completed on time.

Welsh Housing Quality Standard

In January 2026 we received a WHQS Landlord Summary Report from Welsh
Government.
e 100% of our homes are in a good state of repair
e 100% are safe and secure
e 80% are affordable to heat. The remaining 20% are temporary fails as the
works will be completed within 5 years.
e 33% meet the kitchen and utility standard; 55% are temporary fails as the works
will be completed within 5 years.
e 98% meet the bathroom standard
o 25% are comfortable. The remaining 75% failed due to missing data. This
measure relates to all habitable rooms, staircases and landings having suitable
floor coverings. We expect to see a marked increase in the pass rate following
the next data submission.
e 97% garden
e 63% outside space. We are continuing to review the external storage at our

homes as part of the Stock Condition Surveys.




Damp and Mould

At Merthyr Housing we take damp and mould seriously and have committed to
conduct an initial investigation into damp and mould cases within seven days of a
report. At 31 March 2026 we had done this in 100% of cases. At every visit to a
property, tenants are asked whether they have any damp or mould in their home.
This includes visits by our Gas Servicing company, housing, maintenance or
community development teams.

A monthly meeting is held to discuss the process that is followed and share
information on individual cases. Since April 2025 we have had 168 cases reported,
Q0 cases required remedial action. Of this figure 94.4% were minor cases.

We are sharing videos on social media and our website demonstrating how to
reduce the risk of damp and mould. We have also included articles in our tenant
newsletter - The Beacon.




Resident Voice

The last tenant satisfaction survey was conducted in October and
November 2025. All households received a paper copy of the survey which
included a link to an online version. Staff conducted surveys over the
telephone too. Intotal 650 households participated. This was a 52%
response rate.

83% of tenants are satisfied with the service we provide

80% are satisfied with the quality of their home

87% are satisfied with the safety and security of their home

66% are satisfied that service charges provide value for money

72% are satisfied with our repairs and maintenance service

7167% are satisfied that we listen to their views and act upon them

69% are satisfied with opportunities to influence decision making
68% are satisfied with opportunities to have a say in how services are
managed

719% are satisfied that they can trust us as a landlord

837% are satisfied that their neighbourhood as a place to live

647 are satisified with the way that we deal with ASB.




Our Corporate Plan for 2026 - 29 has four strategic priorities. Our tenant experience
priority aims to achieve tenant satisfaction.

We will do this by:
e Sustaining tenancies
* Providing safe and affordable homes
e Involving tenants in shaping services
e Better understanding our tenants through good quality data

Our outcomes will be:

e Increased tenant satisfaction
Increased tenant engagement
Fewer voids
Lower rent arrears
Service delivery led by data

Tenant Engagement

We have a variety of ways that we engage with tenants to gather their views on our
services in addition to our satisfaction survey.

Our Tenants' Voice meets at least six times a year, the formal group’s purpose is to work
on behalf of our tenants and their families and ensure that Merthyr Housing provides
services of the highest standards, with tenants at the heart of decision making. A Board
member regularly attends the meetings. We are continuing work to increase the
membership and ensure that it is reflective of the wider tenancy base.

We have a number of tenant and resident groups across the borough. Thirty meetings
were held during 2025-26.

As well as a rent affordability survey in the autumn which influenced our rent setting
policy, we also ran some other snap surveys during the year. One related to our rent
collection processes. The feedback has led to changes in our telephone systems and
the letters that are sent out to tenants in rent arrears.




Complaints

We have adopted the Public Services Ombudsman for Wales model complaint
policy. As of 31 March 2026 we received and dealt with 125 complaints. Of these
110 were dealt with as Stage 1complaints, whilst 14 were Stage 2.

If complainants are unhappy with our response to their complaint, they have the
right to contact the PSOW. During 2025 - 26 four did this. Two were settled using
early resolution whilst two were not investigated as PSOW was satisfied with how
we had deal with the complaints.

A regular complaints meeting, chaired by the Director of Operations reviews
complaints and identifies areas for improvement.

Resident Support

We have permanent Tenant Sustainability Officer in post. During 2025 - 26 an
average of 30 tenants were supported each month.

We support tenants with heating costs, providing data sims and help to access
grants to buy furniture and white goods. During 2025 - 26 we made 40 successful
DAF applications resulting in grants of £30,123 for our tenants. As part of our
digital inclusion project 47 data packs were issued to tenants.

We provided 178 food, hygiene and sanitation packs. This included 60 hampers to
help over the school summer holidays.




Merthyr Housing is a long-established Registered Social Landlord. We regulated by
Welsh Government and have exempt charitable status under the Co-operative and
Community Benefit Societies Act. In 2027, we will be celebrating 50 years of helping
our communities.

Structure and Governance

In February 2025, the Welsh Government issued its regulatory judgement. We met the
regulatory standards for Governance and Tenant Services and Financial Viability
receiving a judgement of compliant (green) for both areas.

The Association has adopted the Community Housing Cymru Code of Governance.
We comply with the seven principles and have identified areas for improvement in our
Annual Report and Self-Evaluation report. The Board consider our progress and
compliance annually.

We are a non-for-profit organisation registered under the Co-operative and
Community Benefits Societies Act. Any surplus is reinvested into services for tenants,
and no dividends are paid to shareholders.

During the last 12 months, we have not been subject to any adverse regulatory findings
that resulted in enforcement or other equivalent actions.

Board and Trustees

Our Tenants’ Voice is consulted on key decisions. For example, in December 2025 they
considered the results of the Rent Affordability survey and the draft rent policy. The
group supported the recommendation that the rent for developments should be set

higher than existing stock.

The group are actively consulted on our self-evaluation report and receive regular

performance information.




Our Board is comprised of 9 voluntary Non-Executive Directors.

55% of our Board identify as female

e T11%of our Board class themselves as disabled

e 447% of our Board is aged between 45 and 64
e 22% of the Board have served for 4 years

e 11% have served for 3 years

e 34% have served for 2 years

e 11% of the Board have served for under a year.

We continue to work with partners, including Tai Pawb to increase diversity amongst
the Board. We publish annual equalities data for Board, staff and tenants in our
annual report.

Over the last two years, there has been 33% turnover on the Board and 66%
turnover amongst the Executive Leadership Team. In September 2025, our long-
serving Director of Operations retired, whilst our Director of Corporate Services left
for another position in August 2025. Both posts have been filled.

There are five members of the Audit and Risk Committee, the Chair is a qualified
accountant.

The Board has adopted an annual appraisal process. As part of this, members are
asked whether they intend to complete their term. This helps the Association to
produce a recruitment timetable. The results of the appraisal help to update the
skills matrix which is used as a guide for recruitment. To assist further with
succession planning, each Committee has a Chair and Vice Chair.

An independent governance review was commissioned in March 2026. The results
will be presented to Board in June 2026.

At Merthyr Housing, we take managing conflicts of interest seriously to ensure
transparency and fairness. Board Members are reminded to disclose any interests
at every meeting, and we maintain up-to-date forms to record these. Any conflicts
are reported and addressed during Board or Committee meetings. All Board
Members sign the Code of Conduct which outlines clear expectations for reasonable

behaviour, including managing and declaring conflicts of interest.




Staff Wellbeing

All our staff are paid above the real living wage hourly rate. However, as an
Association we have not sought accreditation as a Living Wage employer. This
was agreed by Board in January 2024 due to the complexities of ensuring that all
of our contractors meet the same standard. This will be kept under review.

As a small employer, we are not required to publish a gender pay gap report,
however, we have chosen to do so. Our last report was considered by Board in
January 2026 using data from April 2025.

Male Female % Pay Gap
Mean gender pay gap £20.49 £21.85 -6.6%
Median gender pay gap £18.05 £19.42 -1.6%
Proportions in the lower quartile 33.3% 66.7%
Proportions in Thg lower middle 81.8% 18.2%
quartile
Proportionsin Thg upper middle 50 50%
quartile
Proportions in the upper quartile 36.4% 63.6%

The Chief Executive’s salary is 2.68 times the median worker salary




Equality and Diversity

We are proud to have retained the Tai Pawb Quality in Equality and
Diversity Award in 2025. The Panel Report was issued in July 2025. The
Panel said “Merthyr Tydfil Housing Association has demonstrated a clear
and unwavering commitment to advancing equality, diversity and inclusion
across all areas of its work. Throughout the QED accreditation process, the
organisation has shown strong leadership, a collaborative team ethos, and
a genuine desire to create a more inclusive environment for staff, tenants
and the wider community.... the achievements to date reflect not only
compliance with the QED framework but a deeper cultural commitment to
continuous improvement and inclusive practice.”

Staff

The wellbeing of our staff is very important to us. People and Culture is
one of the key strategic priorities in our Corporate Plan.

A weekly wellbeing hour is available to all staff.

All staff are enrolled in a health cash plan. This is regularly promoted to
staff. As well as money back towards optical and dental costs for
example, it also provides health and wellbeing services. All staff are

offered an annual health assessment.

The Association has several trained Mental Health Champions. These

are promoted around the building in the same way as first aiders.




The Staff Voice meets bi-monthly. The group has representatives from
each department and is chaired by a Director.

The Association is committed to developing its staff. The annual
performance appraisal process is used to assess priority and training
budget. All requests are incorporated into the overall Training and
Development Plan.

Supply Chain

As a community based landlord, social value is important to us and included
in all contracts. Our procurement policy states “We require all contracts
awarded to include community benefit clauses, such as targeted
recruitment and training which supports our community investment work.
We measure VM by using existing data such as our performance
satisfaction, cost and financial indicators measured over time and
compared to others”. A Community Benefit Register is maintained to
monitor our progress in this area.

Our annual Social Value report captures the impact of our work using the
HACT toolkit.

As an organisation which is 100% Merthyr, we try and use locally based
contractors where possible. Employing local contractors supports local
employment and keeps money in the area.

We pay our bills quickly, with our average payment days being 12.86
against a target of 28 days. This quick turnaround helps our smaller
suppliers.
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