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About this Report

The Welsh Government requires all Housing Associations to publish their “Self-Evaluation” 
against a set of performance standards which are in the Regulatory Framework. Our tenants are 
very important to us and are placed at the heart of everything we do, so we always aim to 
deliver the right service at the right time. We are also continually looking to improve.

When we reviewed our performance, we measured ourselves against the Welsh Government’s 
Performance Standards.

This report is a summary of our performance on how we are currently doing and what we will do 
to keep improving our services.

Family Housing has been through a lot of changes that have been wide ranging and have 
transformed the whole organisation. We have changed our organisational structure to increase 
our focus on delivering services to tenants and have changed our strategic vision and 
leadership model to deliver all these changes through our ambitious Business Plan.

After listening to the views of our tenants and stakeholders we are continually looking to 
improve all our services to ensure they meet their needs.

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 2025 we will be a landlord; employer and partner of choice; we will 
continue to make a positive difference to the lives of our tenants, staff and the communities we 
work in; we will have achieved an ambitious development programme and supported the 
circular economy within the areas we work in Wales. 

Our Values… 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.

A little about us ...
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Leadership and our Business Plan
We have a clear vision and values for the organisation and ensure that we have governance 
arrangements in place to maintain clear roles for the Board, Chair and the Leadership Team. We 
have put in place a 5 year fully financed business plan with an ambitious development 
programme. We have improved both our leadership and governance over the last two years, and 
this has been recognised by the Welsh Government in our regulatory assessment.  

What have we done?

We have restructured our leadership team and have a team in place that ensures 
there is clarity and a shared understanding of the roles and responsibilities within 
the organisation

We have changed our staffing structure to enable colleagues to spend more 
time with tenants in their own homes and communities

We have undertaken a comprehensive Board appraisal to make sure they 
have the right tools and skills to run the organisation  

We have launched our new business plan which includes feedback 
from staff and tenants and also includes the Future Generation Act

What diference has it made?

What can we improve?

We  now have a Board with the breadth of knowledge and skills to ensure good 
governance of the organisation

Staff, Board Members and tenants use our values consistently across the organisation 
in everything we do

We have adopted the new Model Rules to enable the organisation to have the strongest 
possible governance arrangements

Ensure that governance remains strong and continue to monitor compliance of the 
new Sector Code of Governance

Review our Board structure and explore whether a Unitary Board framework would 
strengthen the organisation and its governance 
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Hearing our Tenants’ Voice
We consult with and involve our tenants and people that use our services in a range of ways to 
find out what they think about what’s working well, what isn’t and what they would like to see us 
doing in the future. Our tenant led Scrutiny Panel is reviewing our approach to tenant engagement.
We are working on getting to know our tenants better by improving the quality of information we 
have to help us shape our services to meet their needs.

What have we done?

What diference has it made?

What can we improve?
We need to use the information we hold on our tenants more effectively, particularly in 
providing support with welfare reform and benefit changes

We need to make better use of IT so that it is supporting our staff and making things 
easier for our tenants. This means that staff can focus their time and energy where it’s 
needed most

Continue the work started with scrutiny panel to improve transparency reporting and 
effectively communicate our performance to our tenants

When we asked our tenants to provide us with feedback through the tenant satisfaction 
survey, we utilised the data we hold on tenants to identify communication preferences

Our tenants developed a set of meaningful service standards which they use to hold us 
to account

Tenants and staff were involved in devising and designing the recent perception survey. 
Nearly 900 people responded to the survey

We have received very positive feedback on our new app from tenants:

“…Very good tool to access services online any time. It is very easy to set up and log into, which is 
very important. Congratulations Family Housing”

“I am happy that Family housing made such an easy app to reach everything we need without 
phone calls, it’s pretty much easy to use”

Over 71% of tenants 
agree that we listen 
to their views and act 
upon them

Launched our new app My Home 24/7 
and registered over 350 tenants

We have worked with our tenants to improve 
the way we communicate with them

Our tenants are involved 
in a wide range of our
activities from recruitment 
of new Board Members 
and Staff to reviewing 
policies and procedures

The Chair of the Scrutiny Panel regularly attends 
the Audit Committee meetings

We consulted with Tenants and adopted a 
‘Living Rent’ policy making sure our rents 
are affordable

82% of tenants are 
satisfied with us as 
their landlord
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How we Manage Risk

Our risk management is linked to our performance management framework. Strategic and sector 
risks are considered throughout the year, and for each risk we consider mitigations should the risks 
materialise. We also stress test our Business Plan as well as having recovery plans in place. The 
Board is kept regularly updated. There is a specific committee dedicated to risk, the Audit and Risk 
Committee. This Committee considers the risks and provides direction and guidance. Board sets 
the risk appetite for Family Housing.  

What have we done?

What diference has it made?

What can we improve?
We need to work to make sure staff throughout the organisation understand and are 
able to contribute to the identification, monitoring and management of risk to safeguard 
tenants, their homes and communities

We have worked with external consultants to develop our new approach to risk 
management to give our Board and the Welsh Government further assurance that we 
are managing risks that we face

Despite the challenges of universal credit our rent collection rates have improved

Provided monthly reports to Board 
and to the Audit & Risk Committee

Our comprehensive risk map 
is monitored by our Board

We have employed a Health & Safety 
Manager to continue to ensure 
compliance with regulations

We invested in new rent monitoring 
software this has automated some 
process and freed up our time to 
support tenants to pay their rent

We have achieved the highest 
rating concerning the way we 
lead the organisation from the 
Welsh Government

Golden rule established with minimum 
headroom against covenants and this 
is monitored and reported monthly

We regularly stress test our budget and business plan, 
by Board and external consultants
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Evidencing our Progress
We regularly ask our tenants to tell us how we are performing in key service areas. They said that 
we are making improvements, but we also know we have a lot more to do. We regularly
benchmark our performance against other housing organisations to make sure we are delivering 
value for money but also the best services we can to our tenants. Most recent comparison 
indicates that we are performing well against the sector, but we also recognise we can do better. 

What have we done?

What diference has it made?

What can we improve?

The Money Solutions Team are on hand to help tenants facing financial hardship. This 
year, the team successfully:
• Helped our tenants access housing and other benefits totalling over £300k
• Helped to clear nearly £28k of debt for tenants

Understand and address areas of tenant satisfaction that have declined. Set ourselves 
challenging targets on our front-line service performance, including on tenant arrears, 
void turnarounds and customer satisfaction

We will further invest in technology to enable staff to spend more time with tenants in 
their own homes and communities

We will find ways to gather the views of a wider range of tenants on their levels of 
satisfaction with their homes and the services we provide

78% of tenants are satisfied with 
the way we look after their home

81% of tenants agree that we provide 
information that is helpful and easy 
to understand when we communicate 
with them

70% of tenants are satisfied with 
the outcome of their anti-social 
behaviour complaints

We enhanced our digital presence to provide further options for tenants to engage 
and express their opinion with the services they receive

We held ‘engaging with tenants’ 
sessions in local communities to 
understand our tenants needs better

We supported 33 people to move on 
from temporary accommodation to 
more long-term sustainable 
accommodation appropriate to their 
individual needs

Welfare reform is a challenge 
to us and the people who live 
in our homes, so we appointed 
two Money Solutions Officers to 
provide support
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Continuous Improvement
We worked with our partners to deliver new, affordable homes to help alleviate homelessness 
and to meet local housing need. We recognise we have a role to play in helping our tenants 
sustain their tenancies, to build independence and to be part of their community. We know that to 
do this we need to have productive partnerships with other organisations working in the 
communities that we serve and keep our empty homes to a minimum.  

What have we done?

What diference has it made?

What can we improve?

We will continue to benchmark our performance against our peers to deliver best value for 
money to our tenants and always look to improve

We will improve how we support people to be more resilient and independent

We will support and develop our staff and contractors to be able to identify at an earlier 
stage tenants who may be having problems managing their tenancies, in order that we 
can better offer support when and where it is needed

We will forge partnerships with communities to support tenants in managing their finances, 
identify ways back into employment, and improve their health and wellbeing

“I can’t say anything wrong, everything is good”
“Yes, staff are supportive I can go to them with anything”

“If we didn’t have housing (organisation) like Family Housing, where would people like me be”

We provided 20 students with work placements in our care and support section of the 
business, making sure that the next generation of workforce has the right skills and 
experience for the sector 

Our Supported Housing services provide specialist mental health care to range of
individuals. Our service users have provided very positive feedback on the care and 
support that we provide them with:

We built 53 new homes last year. This will further help meet housing needs of
individuals and families, providing them with safe and affordable homes that will have a 
positive impact on their health and wellbeing

Last year we have helped meet the housing 
needs of 307 people and supported our 
partner local authorities in meeting their 
homelessness responsibilities

100% of tenants who 
received support from our 
WISH project were happy 
with support they received

We have developed 
partnerships with support 
agencies and local authorities 
to make a positive contribution 
to the well-being of our 
tenants and to support them in 
sustaining their tenancies

We supported our tenants to successfully
access over £440k of grants to adapt their 
homes,helping them to live in their homes for 
longer
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Delivering Value for Money
In addition to the direct benefits to our tenants and stakeholders, delivered through the 
organisation’s services, our ethos as a dynamic social company enables us to achieve added 
benefits to our tenants and the community in which they live. We will strive to maximise the value 
from all our activities e.g. seeking opportunities to invest in the local economy; seek volunteering, 
employment or training opportunities for our tenants; local community or environmental 
enhancements.

What have we done?

What diference has it made?

What can we improve?

We need to improve reporting and effectively communicate our performance and how 
well we are doing against other similar organisations

We will aim to spend 95p in every pound in Wales, supporting local businesses and the 
Foundational Economy

As a responsible business we will contribute our fair share in achieving the ambitious 
vision set by the Welsh Government in its Well-being of Future Generations (Wales) Act

Our Supported Housing schemes provide specialist mental health care, support and 
accommodation for people with severe and enduring mental health needs. Assessing 
the outcome on some of our service users using the HACT model and Value Calculator 
indicates we have saved the NHS and Social Care services in the region of £130K. We 
will continue to use this model to further assess the impact we make for our service users 
and partner organisations

We have expanded our Directly Employed Maintenance Team which gives us cost savings 
of nearly £250k, helping to invest and improve more homes

We are leading work on Foundational Economy with partner organisations to explore local 
and regional procurement so that we can invest and spend more in Wales

77% of tenants told us that the rent they pay 
provides value for money and 70% of those 
who pay a service charge on top of their rent, 
feel that it provides value for money

82% of tenants told us 
that their neighbourhood 
is a good place to live

We have significantly reduced 
empty homes in our extra care 
schemes, increasing income 
and housing more people

Last year we achieved a surplus of over 
£1.7m which will support further investment 
in our homes and services to tenants

Family Housing has been working to improve 
governance and financial performance. 
Improvements can be seen across the 
organisation, in particular, increased 
headroom along with increased investment in 
our housing stock

We have invested more money 
in our homes to ensure that 
we meet WHQS by December 
2020
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Complying with Regulatory and Statutory 
Requirements

We have had feedback from the Welsh Government about our progress, and in 2018 they 
published their regulatory judgement about us. They think we are doing well in managing the 
business. We also have a wide range of internal measures that we continue to review ourselves 
against, that help us understand what we are doing well at and where we need to focus on 
delivering improvements.  

What have we done?

What diference has it made?

What can we improve?
Approach to compliance and regulation is always changing. Therefore, we will make sure 
that we have the right processes and resources in place to always deliver on the 
regulatory expectations

“Stakeholders particularly valued the expertise in the area of complex mental health 
which the project has developed over many years.” – Supporting People

Feedback from our commissioners have been very positive: 

Our Board are very well informed about the quality of our care services

The Welsh Government regularly attend our Board and Audit & Risk Committee meetings, 
providing input into plans and the way we manage the business

The Welsh Government reviewed our business against the performance standards, and in 
2018 they published their regulatory judgement about us. They think we are doing well in 
managing the business and made huge progress since last year

We have rigorous internal and external 
audits which provide further assurance 
we are compliant 

We have appointed a Board Member 
as the Responsible Individual for our 
Care Services 

We are regularly inspected by 
the Care Inspectorate Wales for 
the specialist care and support 
services we provide

We have worked with our regulator 
to deliver on the joint regulatory plan 
we put together

We monitor our progress of our 
health and safety action plan to 
ensure we are always compliant 
with all health & safety laws and 
regulations 
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Being Financially Stable and Delivering 
Against our Business Plan
Our long-term financial plan is thoroughly scrutinised by independent consultants and our financial 
performance is published on our website. We have made improvements in our financial position. 
We want to be more resilient to external shocks and be able to develop more homes, invest in 
our current stock and services and to be able to support our staff to grow and develop. To achieve 
these business priorities, we need to create greater financial capacity. 

What have we done?

What diference has it made?

What can we improve?

Staff will be more involved with their department’s budget to support better understanding 
of costs and how resources are spent when delivering and improving services

To deliver our ambitious business plan our focus will be to create great capacity by 
restructuring our finance

Last year we achieved over £1.7m of surplus which will support further investment in our 
homes and services to tenants

Changing our reporting method allows us to identify and monitor performance in different 
areas of the business such as Extra Care.  This has enabled Board and Leadership Team 
to make better informed decisions about service improvements

We have a 5 year fully financed 
business plan and have had it 
independently stress tested

We have delivered 53 new homes in the 
last financial year

The Board has agreed to restructure our bank loans, this will provide 
greater capacity to deliver on our business objectives

We have developed a long-term financial plan that will enable us to achieve our 
goals and build new homes over the next few years

We have seen improvements across the 
board on our financial position which 
has allowed us to confidently plan our 
long-term business aspirations
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Our Assets and How We Look After Them
We have homes across south and west Wales. We maintain an accurate and up to date record 
of our assets and liabilities. Data on the financial and social performance of our homes is used to 
inform decisions and long-term investment. We ensure that our homes are maintained and kept 
in good order aligned to the Welsh Housing Quality Standards. We recognise that there is still a 
significant amount to do in this area, and that challenges remain around our housing stock.  

What have we done?

What diference has it made?

What can we improve?
We need to further understand how the homes we own make a positive or negative impact 
on our tenants and business

We are on track to meet Welsh Government’s WHQS standards for our homes, we have 
made a financial commitment of £2.2m to achieve this by end of 2020

We will continue to improve our performance in re-letting our empty homes, by making 
sure tenants are able to manage their tenancies and re-letting empty homes quicker

Innovate in the delivery of new homes to reduce the cost of construction and in running 
homes and we will explore the prospect of adopting the Zero Carbon standards for new 

We will work with our partners to identify opportunities to develop new homes and continue 
our ambitious plan to deliver around 700 new homes over the next 10 years

We will make our homes as energy efficient as physically possible by 2025

We have worked hard to reduce how long it takes to let our empty homes and lowered 
the average of 53 days to 29 days, this makes sure that we are not losing rental income 
more than necessary and meeting our tenants needs much quicker

We ran rubbish clearance days in our larger estates. Local tenants were involved in 
cleaning their neighbourhood. As a result, it has reduced the number of complaints we 
receive and has increased tenants’ pride in their neighbourhood

Tenants have been involved in re-tendering our repairs & maintenance contract that look 
after our homes. As a result, the service to tenants has been tailored to their expectations 
and the contractor has met all performance measures set 

We have a register 
to identify all of our 
assets and liabilities

We installed 159 new kitchens; 
45 bathrooms, 135 new
boilers, and new windows in 54 
homes

We invested over £1.1m in planned 
improvements and we spent £3.4m 
repairing and looking after our tenants’ 
homes 

We inspect 20% of our homes each 
year and look at how they are going to 
perform over the next 30 years

We have an Asset Management 
Strategy in place which sets out 
how we will manage our stock
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In this report we provided an overview of our performance, highlighting where we are doing well, 
the difference we have made and where we recognise we need to improve. 

We would also like to hear your views. By listening to your feedback, we know we can make a 
difference to our tenants’ lives and the communities they live in.

We’d love to hear from you. Tell us on:

*All satisfaction results are taken from our Tenant Satisfaction Survey completed in May 2019, nearly 900 
tenants responded to the survey.

Conclusion

familyhousingassociation

@fhawales

@fhawales

 43 Walter Road, 
 Swansea, 
 SA1 5PN

01792 460192

Info@fha-wales.com

www.fha-wales.com


