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We have continued to focus on embedding and ensuring compliance with the Code of 
Governance. The Board undertook a 360° appraisal and we have developed individual 
and a whole Board development plan. The Board has also committed to undertaking the 
‘Effective Board Member Programme’ in the forthcoming year.

The last 12 months have been busy and rewarding, the Association has made significant 
progress culminating in an improved regulatory status.

Our financial performance and position grows stronger with operating surpluses 
outperforming the sector average. The cost of borrowing continues to be the biggest 
challenge for FHA and the focus of our treasury work is exploring options to address this 
and to further strengthen our covenant performance.

We recognised the need to improve performance in both void and rent arrears 
management. Our tenants told us they wanted to see more of their housing teams and 
as a result we have restructured our housing service and invested more resources. This 
has resulted in improving performance in voids, rent arrears and bad debts. Tenants are 
expressing greater levels of satisfaction, with higher levels of staff engagement and visibility 
contributing to this.

Having out-performed our budget, Board has released additional funds to enable us to 
bring forward planned maintenance programmes. We are exploring options to release 
additional funds in future years that will enable the Association to address a number of 
‘acceptable fails’ within our WHQS (Welsh Housing Quality Standard) compliance strategy.

We have delivered 14 new homes on Gower, the first Area of Outstanding Natural Beauty 
(ANOB) to be designated in the UK. The development provides much needed affordable 
homes for local people who have been priced out of the property market. The development 
has been commended by the Gower Society for its design and how local planning policies 
have been incorporated and demonstrated.

The next 12 months are exciting as we once again start developing, we have several 
schemes in the pipeline; the work on our treasury strategy is designed to enable us to 
continue to grow and to increase investment in our stock. Our business plan is projecting 
growth of 40 new homes a year.

Business Plan 2018 - 2023
Executive Summary

Page 2



We have identified the need to undertake options appraisals on some of our older stock; 
during the year we will make decisions on whether to retain and invest in those homes or 
dispose of them and invest the proceeds in new homes.

Our Supported Housing and Older Persons services continue to deliver highly valued and 
respected housing, care and support. Care Inspector Wales reports have acknowledged 
both the high standards of service and the impact these services have on the quality of life 
and independence of our tenants. With local authority and health budgets stretched, we 
recognise the need to work collaboratively with our strategic partners, tenants and staff 
to ensure our services are providing value for money and fulfilling the expectations of all 
stakeholders.

In the year we completed a review of employee terms and conditions, job evaluation and a 
new pay policy. The impact of this is felt directly by staff and we are grateful to them for the 
continued commitment and dedication to our tenants and the Association. We established 
a staff-employer partnership group at the beginning of the year to support wider staff 
involvement, engagement and to continue to support improving communication. We were 
delighted to learn that  as a result of our participation in the national Best Company to work 
for survey we have entered on the Times Top 100 Best Not-for-Profit Companies to work for 
list.
Our engaged tenants have dedicated a tremendous amount of time to supporting us in 
driving forward and evaluating the performance of the Association. We are so grateful to 
them for their dedication, time and contributions.

We also want to thank our staff and Board Members for their time and energy. Their hard 
work and commitment has been recognised this year in our new regulatory status and our 
Best Companies recognition.
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Mission, Vision and Values
Putting people and communities at the heart of our business

Business Plan 2018 - 2023

 Our Mission ... is to create strong, vibrant and resilient communities where 
people can live active, fulfilling, lives - living independently and safely

Our Vision ... is that by 2020 we will be a strong and financially viable 
association; a landlord; employer and partner of choice that continues to make a 
positive difference to the health and well-being of our tenants and the communities 
we work in.

Our behaviour demonstrates what we value – our values determine how we behave 
towards our customers, our colleagues, our partners and our work; our values 
influence the decisions we make as individuals and as an organisation.

Our Values

Innovation - Honesty - Trust - Fairness - Respect - Accountability
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The Association has embraced the ‘Golden Thread’ concept to ensure every member 
of staff has the opportunity to participate, understand and own their individual piece in 
the bigger picture – to ensure everyone understands how what they do contributes to the 
Association achieving its business objectives.

The development of our Vision and Values has been underpinned by our commitment to 
involving our Board, our staff, our tenants and stakeholders in the process.

To secure the best possible future for our current and future tenants
To be a financially strong organisation that is resilient to the changes in the 
external environment
To be able to develop and innovate
To provide security for FHA staff; for our staff to have a great environment to work 
in and opportunities for development, growth and progression

Our corporate priorities are 

Innovation - Honesty - Trust - Fairness - Respect - Accountability
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Delivering the Vision
This section outlines the key objectives for the life of the business plan and a summary of 
how we plan to deliver these.

We put the people who use our services at the heart of  our business

• Further understand the needs of our tenants to better tailor our services
• Increase the use of information technology to make it easier for tenants to express 

their views
• Review and evaluate how tenants influence decisions that shape our services.

We live our values and there is clarity about who does what and why

• Measure and understand staff perception of FHA approach to employee welfare & 
wellbeing

• Review staffing structures to ensure staff and management costs remain affordable 
and competitive whilst continuing to protect service levels to tenants 

We are a sound and financially viable organisation
• Improve our reporting of key financial indicators to staff and tenants
• Understand the cost and social value of each of our homes
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We provide excellent services, tailored to meet individual needs

• Continue to make sure performance measures and tenant feedback properly 
identify the quality of services being delivered

• Ensure that compliments and complaints support the identification of service 
improvement opportunities

• Improve information to enable tenants to self-serve and access services directly

We work with others to enhance the lives of  the people and communities we 
serve.

• Support our tenants to develop their financial capability 
• Maximise community benefit opportunities in all that we do
• Support tenants to develop employment skills to be more "work ready"
• Develop collaborative approaches with tenants and partner organisations to 

effectively respond to community issues
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We provide quality homes in communities we would be proud to live in

• Inform future development schemes from the outcomes of previous developments
• Explore expanding the Directly Employed Maintenance Service to positively 

contribute to the delivery of WHQS compliance
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The 2014 Cooperative and Community Benefits Societies Act changed the registered 
status of the Association to a Registered Society, reporting to the Financial Conduct 
Authority. The registration number remains: 21057R
The Association is also registered with the Welsh Government, Registration Number L002

Organisational background

Family Housing Association (Wales) Ltd was established in 1975 and registered under 
the Industrial & Provident Societies Act 1965; the Association operates under the National 
Housing Federation Model H 1991 (Charitable) Rules. 
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As at March 2018 the 
Association had 2867 

homes in management 
with the number of  homes 

per Local Authority 
distributed as follows:

• Homeless people
• People with disabilities
• Women with support needs
• Young vulnerable people
• Young people leaving care

• People with learning disabilities
• People with unsettled backgrounds
• People with mental ill health
• Older people with care & and support needs

The Association has formed partnerships with a wide range of statutory and 
voluntary organisations to provide specialist housing and support services for: -
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The Welsh Housing Quality Standard aim is to ensure that tenants live in homes that are:

It is our ambition to achieve WHQS by 2020. We recognise, that absolute compliance with 
the WHQS across our entire housing stock is not achievable. 

The following table illustrates the Association’s position in achieving the WHQS:

In a good state of repair
Safe and secure
Adequately heated, fuel efficient and well insulated
Contain up to date kitchens and bathrooms
Located in attractive and safe environments
As far as possible suit the specific requirement of the household
 (e.g. specific disabilities)
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Our Stock & Welsh Housing Quality Standards (WHQS)
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WHQS Compliance
Properties fully compliant with the WHQS 1523 60.80%
Properties subject to Acceptable Fails 982 39.20%

Acceptable Fails
Residents Choice 27 2.75%
Physical Constraint 218 22.20%
Timing of Remedy 737 75.05%
Cost of Remedy 0 0.00%
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In the last 10 years our number of homes has increased by 2.5% 

Growth

Looking forward, our current business plan includes:-

Carmarthen Rd – 10 Apartments to be completed by July 2018
Benson Rd – 12 Houses to be completed by February 2019
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Our future plans and focus for the development programme / growth 
strategy includes:-
• 40 general needs properties funded by SHG (Social Housing Grant)
• Ambition to release financial capacity and increase number of homes into 

management.  Contribute to the Welsh Government target of 20,000 new 
homes by 2020.

• Research and development of type of properties and construction methods. 
Modular build, Homes as generators

• Partnering local authorities 
• S106 schemes with local and national builders


