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Christmas Opening
Monday 23rd December Open as usual

Tuesday 24th December 10am - 2pm

Wednesday 25th December Closed

Thursday 26th December Closed

Friday 27th December Closed

Monday 30th December Open as usual
Tuesday 31st January 10am - 2pm
Wednesday 1st January Closed

Emergency - who to call and when

What you should do in an Emergency:

If you smell gas, call the National Gas Emergency Ser-
vice immediately on 0800 111 999

If you have no water – check if the water supply to your 
area is disrupted online at 

https://www.dwrcymru.com/en/In-Your-Area.aspx

If you have no electricity - Please check the fuse box 
/ consumer unit first if it has tripped. If it has, flick the 
switch to reset or you may need to change the fuse. 
Make sure you have credit if you have a pre-payment 
meter

If you have a burst pipe or extensive water leak – Turn 
off your water supply at the stop cock. (The stop cock is  
usually located under your kitchen Sink)

To report an Emergency Repair contact 0800 435223

If your repair is not an emergency, it may not be possible to carry this out until 
after the New Year. 

Emergency Repairs include:

• Extensive Water Leak
• Blocked Drains
• Total Electric failure 
• Total Heating failure
• Structural damage to your Home

During the Christmas Holiday we will be carrying out 
Emergency Repairs only.

*Over the holiday period our head office will be closed for a few days, 
but we will be operating a telephone emergency service for repairs.

Emergency repairs are those 
needed to avoid immediate 
danger to your health and safety, 
or serious damage and 
destruction to your home. We will 
aim to make your home safe or 
prevent further damage. We may 
need to arrange a further visit to  
complete the repair.
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Welcome to the 
Winter edition of  
Family Matters 

We would like to take this opportunity to wish 
you a very Merry Christmas and a Happy & 
Healthy New Year.

In this winter edition we have important safety 
in your home information, updates on news 
and events and a bit of festive fun for the winter 
season.

This newsletter is for you, so If you have any 
suggestions or ideas of what you would like 
to see in future copies of Family Matters then 
please send them in to info@fha-wales.com
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Contact us

 43 Walter Road, 
 Swansea, 
 SA1 5PN

01792 460192

Info@fha-wales.com

Count the snow globes

We have hidden lots of 
snow globes in this edition
of Family Matters
Tell us how many, not including the 
snow globe to the right, for your 
chance to win a £20 ‘One 4 All’ gift 
card.

Closing date is January 10th 2020 
A competition form can be found on 
page 20 and can also be downloaded 
from www.fha-wales.com
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Amser i ddweud Hwyl fawr 
Time to say Goodbye
It was a bright, warm day in June 2014 when I attended my interview for the role of Interim CEO 
of Family HA. Later that day I received a call to let me know that I had been successful, and I took 
up my new role in November 2014. It is fair to say that since that day it feels as though we have 
been on quite a journey together!!

It was exhilarating to be starting a new role, with new challenges and opportunities; it was also 
quite scary because so much was ‘riding’ on us understanding and addressing the issues that had 
resulted in my appointment here. The last 5 years have flown by and we have achieved so much 
in that time. 

Together we have faced many challenges – our success in turning around the fortunes of FHA are 
as a result of the frank and at times brutally honest feedback from so many tenants and staff who 
have offered me and colleagues, their opinions, perspectives, suggestions, time and commitment. 

I have no doubt that without the dedication, hard work and genuine care and kindness shown by 
so many tenants and staff, Family would not exist on its own today. I have personally witnessed 
and experienced this; it enabled me and the Board to understand what the hopes, aspirations, 
frustrations and expectations for the future are and so many of you have worked with us to help 
evaluate and shape the organisation we want to be and are becoming.

I say, ‘are becoming’, because this work is never finished, we are all changing and so too is the 
Association … but for me, it is time to say goodbye. I made a commitment to myself and my family 
that after five years I would make more time for me and them and I will be leaving Family HA on 
the 17th January 2020, handing the baton to Marcia Sinfield, our new CEO from the 20th January.

I want to take this opportunity to say thank you for your support, your honesty and the time so 
many of you have given and continue to give to shape the Association, our future services, and 
in recruiting staff and Board Members. It has truly been a privilege and I have learned so much 
during my time here. 

In the face of significant change and challenges, we have learned over the last few years that we 
are so much stronger when we work together, when we recognise and value that there is so much 
more that unites us than divides us.

Wishing you the very best for the future – as individuals, as families, as communities and as an 
organisation.

     With kind regards

   Karen
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Our tenant scrutiny panel are going from strength to 
strength. They have helped us improve our services by 
getting feedback from you. Tenants talking to tenants 
works well and we get an honest opinion of our 
services.
The panel have also identified areas for inspection and 
have for example reviewed much of our letters. News of 
this success has spread far and wide and they are now 
helping Swansea Council’s housing benefit section 
improve their letters to clients.

If you would like to be part of scrutiny, please see our 
contact details on the opposite page.

Be a Part of our Family and Join Family’s Circle!

• Help us review leaflets and information from the comfort of your armchair.
• Give us your feedback.
• Help us to improve services.
• Get entered into a draw every time you reply. 

If you would like to join our Family’s Circle, or have any questions regarding 
this group please see our contact details opposite.

Tenants at the heart ...

Scrutiny Success ...

Jo Ashford, Chair of Scrutiny

Family’s Circle
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Carol Johns  01792 482762 / 07854017328
Emma Williams 01792 482706 / 07814308670

email : communityengagement@fha-wales.com

If you answer yes to any of the above or would like to get involved any of the groups
mentioned, please contact our Tenant Engagement Officers Carol and Emma to discuss it 
further. Tenants are at the heart of everything we do and your opinions matter!

End of an Era ...

Your Community
Your community is just that, your community!
 
• Would you like to have an event organised in your area? 
• Are you able to help out at events?
• Do you have ideas to get tenants together? 
• Is there anything you think would improve your site?
• Do you have ideas that would help to shape our services to you?
• Do you have feedback, comments or questions to share?

At the Tenant Panel Annual General Meeting on 5th June 2019, the Chair of the 
Panel stepped down and there was nobody to fill the place, so the remaining 
members voted in early July 2019 to dissolve the Tenant Panel. 

There are still lots of ways to be involved with us such as the scrutiny panel or 
Family Circle, but Family Housing staff, Board members and some involved tenants 
are currently exploring other ways in which staff and the Board can ensure that they 
are always hearing the tenants’ voice.

Tenant Panel
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Where your rent goes?

We asked tenants what they thought was an affordable rent. The findings were presented to the 
Board of Management and they agreed to adopt a ‘Living Rent Policy.’  This means that we use 
the lowest 25% of local wages to measure whether our rents and services charges are 
affordable and for a one-bedroom property do not charge more than 28% of this wage.

We use government statistics to determine local wages, they are based on what people earn 
working an average number of hours and exclude any payments from the Department of Work 
and Pensions. We then increase the rent based on the number of bedrooms.

We do not include our Extra Care Homes in this calculation as the services and communal
areas that we provide are very different.

Around November each year we look at how much our services cost to deliver and how much 
we need to spend to: 
• repair and improve homes 
• keep our homes and the people who live in them safe
• pay off loans that we took out to build homes 

This then helps us to determine how much rent we need to charge to cover those costs.  We 
will always ensure that if we increase our rents that the new rent will still be within our ‘Living 
Rent Policy’.

What we spend your rent on

Last year we asked the Tenant Panel and Tenant Focus Groups what 
we should consider when deciding how much rent to charge. The 
overwhelming response was that our rents need to be affordable for 
our tenants. Tenants told us that we should consider service charges 
as well as rents when deciding what was affordable.  

Building new homes and asset management 
(eg replacing kitchens, windows etc) 

Loans and leases

Repairs to homes

Housing services

Cost of running Family Housing

31%

25%

22%

13%

9%

31%

25%

22%

13%

9%
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Our Dems Team

Directly 
Employed
Maintenance 
Services 

We have our own team who carry out maintenance and improvement work on our homes. 
This includes 6 fitters who install kitchens and showers. We also have our own decorators 
who decorate communal areas in blocks of flats. The team includes 3 multi skilled members 
who carry out reactive repairs daily. Two of our team have been specially trained to carry out 
work on fire doors to ensure that, should there be a fire, they give the protection that they 
are designed to do.

We survey Tenants after every repair and the results are:

All of Family Housing staff carry picture ID and you will be made aware in advance of any 
appointments we make to visit you at your home. Always ask to see ID before letting anyone 
you are unsure of in to your home!

Since April they have:

Installed 170 
new showers

Installed 72 
Kitchens

Carried out 945 
reactive repairs

Carried out 154 
painting jobs to date

97% of the team’s work 
was completed right 
first time.100% responded that they 

were satisfied with the 
quality of work

&
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Claire Stockdale has been our tenant in 
Swansea for 12 years. She has recently
published an e-book on Amazon. 

It is a light-hearted look at a community 
of dogs. “A bit like Coronation Street for 
dogs!” says Claire.

A dog owner herself, Claire’s own dogs
inspired her to write. “Dogs love you 
unconditionally and are always pleased to 
see you,” she says.

Claire has mental health issues and writing 
this story was very therapeutic. It made her 
realise she can achieve something. She 
explains: “You face a lot of prejudice when 
you’re mentally ill and writing this book has 
helped me feel normal and made me feel 
that I’ve got something good to offer”.

The book is worth reading if you love dogs 
or if you just love comedy and good 
humour. You can buy it on Amazon.

https://amzn.to/30YkCwa

NEWS ...

Claire Stockdale x

On the 11th October we had an unveiling at the 
cenotaph outside Ty Eithin (our supported 
housing scheme) of an iron statue in memory of 
the Unknown Soldier. On Remembrance Sunday 
we were proud to be part of the service, 
honouring those that fought for us.

Talented Tenant ...

Unknown Soldier
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Award winners

Summer Garden Party
Our Princess of Wales Court site in Bonymaen held a garden party in August. Luckily the 
sun shone brightly on all our residents who enjoyed fish and chips on the lawn.
Entertainment was provided by local group Manic Productions. Even Spud the cat enjoyed!

The Careers Wales Valued Partner Awards recognises the 
important contribution made by businesses who consistently step 
up to support the workforce of tomorrow by signing up to Careers 
Wales facilitated initiatives such as the Careers Wales Education 
Business Exchange.

We are delighted to share that Family Housing has won the Gold 
Valued Partner Award!

This award was given in recognition of our work with local 
schools to provide students with help, guidance and opportunities 
to help their future careers and the work experience provided to 
individuals to further their career goals.

Poverty Prevention
In October we supported poverty prevention day!

We joined up with The Wallich in Llanelli and gave out 100 
free lunches to children along with 100 free gloves.
We also had colourings and glitter tatoos for the children 
which went down a storm ...
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Children In Need
Our tenants and staff at our Supported Housing scheme, 
The Manse held an event for Children In Need 2019 and 
raised an amazing £720! Everyone had a great day, as 
you can see from our pictures.

Tenants and staff at our Bro 
Preseli scheme in Crymych also 
held a Cake and Quiz event for 
Children In Need and raised 
£120

The Big Lunch
Swan Gardens have had a busy year!

The Big Lunch is an annual event which brings 
communities together. Our Swan Gardens residents 
organised a Big Lunch at the YMCA in Swansea in 
August.

The whole community came together for a fun filled 
afternoon. There was free entertainment, face 
painting, games and even a dancing Chinese Lion! 
Lots of money was raised for local charities.

After the event, the volunteers were invited back for 
a free lunch cooked by the staff. The beneficiaries of 
the Big lunch included Swan Gardens Tenants group, 
the Vetch Veg community garden, St Helens and 
Christchurch schools, the Glamorgan House Family 
Development Centre and Zac’s Place. 

Well done to all involved!

Go the extra mile ... Our staff and tenants are always willing 
to get involved for charity!
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Annette Davies
Annette Davies, is a well known tenant at Cartref 
Cynnes.  Always ready to chat to staff and 
tenants alike, she is guaranteed to make you 
smile.  Annette spent her working life as a mental 
health nurse, and has continued 
helping people into retirement.  She has 
fundraised for many charities over the years, 
including collecting stamps for the 
chemotherapy unit at Glangwili hospital, was an 
active member of the Multiple Sclerosis 
Society as a Welfare Officer, sold poppies for 
the British Legion, and has been a member of St 
John’s Ambulance. 
In 2017 she raised £1450.00 for Wales Air 
Ambulance, by cutting off her long hair and
donating it to make wigs for children, and also 
raised £250.00 for a defibrillator, much 
appreciated by staff and tenants at Cartref 
Cynnes. 
Last year Annette raised £215.00 for BBC 
Children in Need by dressing as an Elf, and this 
year dressed as a ‘Snow Woman’ raised £112.50!

Over the summer Cartref Cynnes, our 
extra care scheme in Carmarthen held a 
barbecue and summer fayre in August. 
Lots of fun was had by all. The restaurant 
kindly cooked and served all the food. A 
raffle raised a total of £178 for Dementia 
UK.

The Domiciliary Care team at Cartref 
Cynnes recently held a coffee afternoon in 
memory of their colleague Shan Harding. 
They raised £1,204.51 through a cake 
sale and raffle, to be donated to Prince 
Phillip Hospital Breast Care Unit. 

Well done to all!

BBQ’s & Coffee Afternoons

There was also a succesful coffee morning at 
our Maes Mwldan scheme in Cardigan, where 
staff and tenants raised a fantastic £213.50 for 
Breast Cancer ‘Wear It Pink’

Wear it Pink
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Safety In Your Home 
Keeping you and your family safe

Don’t ever try to put out a fire yourself. Phone 999 and ask for the fire services. 
Be ready to tell them where you live. Some of our Older Person’s and Extra Care 
Schemes have their own evacuation procedures. If you live in one of these schemes 
and you are unsure what to do in the event of a fire, speak to a staff member. All 
information is also on our website under Fire Safety In Your Home

IMPORTANT - you should be able to safely and efficiently evacuate your home if a fire breaks 
out. If you have mobility issues, hearing or sight impairment or any issues that would prevent you 
from getting out in the event of a fire, you must contact your Housing Officer directly if you have 
their number or call 0800 0213930. We will be able to put measures in place to help protect you 
or your family. For a free home fire safety check by the Fire Service call 0800 169 1234. 

Fire Evacuation

We insure our buildings, but you are responsible for contents insurance. You may 
think you have nothing of value, and it will never happen to you but what if it does? 
Imagine if you lost all your belongings in a fire or flood. How would you replace the 
most basic things like, beds, carpets or cooker? We have details below on contents 
insurance especially for social housing tenants.

Home Insurance

The My Home Contents Insurance Scheme, provided by Thistle Insurance Services Ltd is an 
affordable and flexible scheme designed to protect our tenants against a whole range of risks.

Application and direct debit forms can be downloaded from our website
www.fha-wales.com/services-for-you/  Or for any further assistance, you can call the Helpline on: 
0345 450 7288 or see the website www.thistlemyhome.co.uk

Safety Tips for the Festive Season

ElectricalSafetyFirst.org.uk is a great site to use for electrical safety
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Gas Safety
We use Westward Energy Services to carry out these checks and will send you an appointment 
letter through the post. During this visit Westward will also test the smoke detectors as this is a 
legal requirement. We do have to go through a process if there are numerous failed access 
attempts, which could lead to the disconnection of the gas supply and/or commencement of legal 
action, so please give us access. It is for your safety.
Always know - We will work with you to ensure your service is completed.

More informationcan be found on this site
https://www.gassaferegister.co.uk/what-to-do-in-an-emergency/

What do to if you smell gas

Turn off the gas 
supply if it is safe to do 

so at the 
emergency control valve.

Extinguish all 
naked flames 

and do not 
smoke.

Do not operate 
electrical switches or 
operating electrical 

equipment.

Get to fresh air
 immediately - open all 
doors and windows to 

ventilate the area.

Contact the Gas 
Emergency Helpline 

on 0800 111 999

If you are feeling 
unwell visit your 
GP or hospital 
immediately.

Follow the advice 
given of any 

attending 
emergency services

Do not turn the gas supply 
on again until it has been 
checked by a Gas Safe 

registered engineer.

There are six main symptoms to look for and 
be aware of with CO What to do if you suspect CO poisoning

Carbon Monoxide (CO)

Get to fresh air immediately - open all doors 
and windows and turn off gas appliances.

If you are feeling unwell visit your GP or-
hospital immediately.

Further information can be found on this site
https://www.gassaferegister.co.uk/help-and-advice/carbon-monoxide-poisoning/

Contact the Gas Emergency Helpline on 
0800 111 999

Ask a Gas Safe registered engineer to 
inspect your appliances

As a Landlord, Family Housing have a legal duty 
to ensure that gas safety checks are carried out 
in your home every year, to ensure that all gas 
heating appliances are in a safe condtion. 
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Puzzle Page ...
Test your brain!

Down
1. Novice (8)
2. Do away with (9)
3. Regret (3)
4. Happens simultaneously (9)
5. Bizarre (9)
6. Ire (5)
8. Gathered a crop (9)
9. More recent (5)
12. Guess (8)
16. Tree (3)

Across
2. Avid (5)
4. Customers (9)
6. Legal excuse (5)
7. Moral (7)
10. Wizard (8)
11. Frantic (8)
13. Steering devices (7)
14. Mistake (5)
15. Numerical indicator (9)
17. Cache (5)

Can you spot the 15 
differences with our festive 

elves?
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Festive Fun Word Search

Can you find the hidden words? 
They may be horizontal, vertical, diagonal, forwards or backwards.

JACK FROST
ANGEL
CHRISTMAS
SNOWFLAKE
GIFTS
PRESENTS
FAMILY
SCROOGE
MERRY
NATIVITY
MANGER
CRACKER
GRINCH
JOLLY
FRIENDS
TREE
CANDY CANES

Sudoku a game of  logic

The goal of sudoku is simple:
Fill in the numbers 1-9 exactly once in 
every row, column, and 3x3 region

Good luck or is it good logic ...

1 2 3 4 5  6 7 8 9
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JAMMY STAR COOKIES

1. Blitz the butter, flour and a pinch of salt 
in a food processor until the mixture 
resembles fine breadcrumbs. Add the 
sugar and blitz again. Add the vanilla and 
egg yolk and blend until balls of dough 
have formed. Tip the dough onto a work 
surface and knead briefly to make a 
smooth ball. Cut into two equal pieces, pat 
them into discs, then wrap and chill for at 
least 30 mins. Line two baking sheets with 
baking parchment.

2. Remove the dough from the fridge 15 
mins before you roll it out. Lightly flour your 
work surface and rolling pin. Unwrap 1 
piece of dough and roll it out to the
thickness of a 50p coin. Use a 6cm star 
cutter to stamp out stars (you should get 
about 15) and transfer to a baking sheet.

3. Unwrap and roll out the other piece 
of dough. Stamp out 15 more stars and 
transfer to the second baking sheet. Stamp 
holes from the middle of 15 of the biscuits 
using the smaller cutter. Cover and chill for 
15 mins. Heat the oven to 180C/160C fan/
gas 4. Bake for 10-15 mins (the stars with a 
hole need less time), cool for 5 mins, then 
transfer to a wire rack to cool completely.

What you will need ...

175g cold unsalted butter, cubed
250g plain flour, plus extra for dusting
100g golden icing sugar
1tsb vanilla extract
1 egg yolk

FOR THE FILLING
50g unsalted butter
160g icing sugar
120g seedles rasberry or strawberry jam

ALSO
Star cutters, around 6cm and 3cm

How to make ...

PREP: 1 HOUR 
COOK: 15 - 30 MINS 
MAKE: 12 - 20

We would love to see your creations. 
Send your pics to info@fha-wales.com

Bake these lovely star-shaped biscuits to 
give as edible Christmas gifts for family 
and friends. They’re easy to make, so kids 
can get involved too

4. Meanwhile, make the filling. Whisk the 
butter, sugar and 50g of the jam with an 
electric whisk. Transfer to a piping bag with 
a small round nozzle, or snip off the end to 
make a ½cm opening. Put the remaining 
jam in another piping bag and snip off the 
end to make a slightly smaller hole.

5. Pipe blobs of the filling around the edge 
of each whole biscuit, leaving a space in 
the centre. Fill the space with jam, then 
sandwich a biscuit with a hole cut out on 
top of each one. Will keep in an airtight 
container for up to three days.
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So working as an Estates Officer…. it’s not a routine 9-5 post, 
there are so many variations within my role that keeps it exciting 
and challenging even 5 years in! I’m always learning. I am 
privileged to be able to meet all sorts of characters, from all 
different walks of life - tenants, family members, health care 
professionals, contractors and people within the community. I 
have been lucky enough to be brought up in Crymych, therefore 
I often have local connections or know of people in these 
incredible life stories that have built these unique personalities.

Getting to know us ...
Hafwen Davies one of our Estates Officers

As an Estates Officer I get involved with explaining the various systems to our new tenants such 
as the heating, fobs and ventilation systems and get them settled in comfortably.  

We offer a ‘Handy Persons Service‘ to our tenants where myself and Viv our Estates Assistant 
complete tasks within people’s own homes - putting up shelves, pictures, putting together flat pack 
furniture and moving furniture. This enables tenants to create a home that they are proud of and 
most importantly a safe environment to live independently.  

We often do in-house repaires or advise if the repair needs to be reported to our colleagues in 
property services.

The Estates team that I am responsible for consists of 6 hardworking cleaners that keep the 
buildings squeaky clean – completing the cleaning schedules on busy change over days in the 
Guest suite and Keeping those monstrous West Wales spiders at bay!  

Myself and Viv have the never ending task of keeping the external communal grounds looking 
beautiful, which can be challenging at times with the typical welsh weather, but we are very proud 
of what we achieve in the end and it’s all worth it.

This role allows me to be creative with my problem solving ideas – be it being building or tenant 
related.  We apply a proactive approach but at times we have to think quick and on our feet in 
emergency situations. We are extremely grateful for the hard work and support that the Front of 
House and Care & Support offer us as a team, enabling us with resolve issues that could 
potentially affect people’s living conditions. 

We get involved with the social coffee mornings and fund raising events that are hosted onsite - 
decorating the communal areas, with the added bonus of endless supply of tea, cake and biscuits!!

The appreciation from tenants, staff members and family members makes this role incredibly
rewarding and I am extremely grateful for the opportunity to continue supporting our tenants and 
staff members.

Diolch!! 
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Answer

Name

Address

Telephone

Email

How many snow globes did you find?

Find all the lollies in this edition and enter the competition to win a £20 gift card
Closing date is January 10th 2020

Puzzle page answers

Puzzle page images can be downloaded from our website (just hover over the Get Involved tab) 
or found in printed copies of this newsletter.

Send your entries to :

43 Walter Road, 
 Swansea, 
 SA1 5PN

Info@fha-wales.com

If you have any suggestions or ideas of 
what you would like to see in future copies 
of Family Matters then please send them in 
to info@fha-wales.com


