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TENANT

APPROVED

Welcome

Another busy year has gone by
with a full and varied programme
for the Tenants’ Forum.

In the following pages I hope you’ll get
a sense of the impact that the excellent
work of our staff and volunteers has
had on the people who live in our
homes, or use our services.

Tenants were once again involved in the
appointment of a new staff member, Keiron
Montague, our Community Development
Manager who has been busy working on youth
activities with the aid of a grant from Big Lottery.

Welcome

Importantly, this year our Care &
Repair service has joined together
with colleagues from Merthyr to
create Cwm Taf Care & Repair. I’m
very grateful to the staff and Board
members of both organisations for
their continuing commitment to our
clients during the merging of these two
vital services.

Welcome from
Julie Haigh,
Chair of
Cynon Taf

I will be stepping down as Chair this
year in line with our newly adopted
Code of Governance. I would like to
thank all my fellow Board members, our
staff, volunteers and partners for their
work. I’m hugely proud of all that we
have achieved together over the past
few years, and wish everyone the very
best of luck with the challenges and
opportunities that lie ahead.

Our members have attended conferences
and welcomed speakers on interesting and
engaging topics; new technologies, fire safety
and Liberty Gas.
We’ve now launched our Tenant Scrutiny panel,
led by Kate Newbolt of TPAS England and are
looking for members to join this new, exciting
opportunity.
Our tenant away days are gaining popularity
and bringing together staff and tenants in a
social setting. These, together with Project 43
and the hard work of the Money Matters Team,
are raising the profile of the organisation.

Welcome from
Dyfrig Roberts,
Chair of
Tenants’ Forum

As chair of the Forum I wish to thank our
volunteers for the fantastic commitment shown
to Cynon Taf, demonstrated in the unbelievable
680.5 hours given to help improve the day to
day services for all tenants.
For anyone interested in joining us please get
involved; your voice can make a difference.

Support resilient communities

Tenant Assessors
We want to concentrate on growing the potential
of people in our communities
Liz, Young Tenant Academy and Tenant Assessor
“I’m delighted to now be a Tenant Assessor. The experience will
help build my confidence and look great on my CV, plus it was
lovely to meet tenants from other housing associations too.”

Our tenants volunteered

680.5
hours of their time
in 2015/16

4 new
tenant
assessors
trained

Young
Tenant
Academy
The Young Tenant Academy is available to all
tenants aged between 16 – 30. The Academy
helps our young tenants discover their true
potential and take positive steps towards their
future with the chance to gain qualifications,
work experience and skill building.

6%
increase
from last
year

“Since joining the Young Tenant
Academy I have gained more
confidence in myself. Completing
work experience at Cynon Taf
gave me the chance to learn
new skills and put my customer
service qualification into practice.
This is the start of a new and
Jess, graduate
better life for me and my son.
of the Young
I like that the Young Tenant
Tenant
Academy is so much like a
Academy
family, the support is there
whenever you need it.”

YEAR

2

Money Matters Team

“When I applied for financial
help I was refused time and
time again, although my wife
has to help me everyday and
my home has adaptations
due to my disability. Then
Money Matters came to see
me, listened to my story and
helped me fill out the forms.

Our Big Lottery funded Money Matters Team has celebrated
its second year, here is what has been achieved
Receive 1:2:1 advice

Receive general advice

Receive well-being advice

TARGET

ACTUAL

TARGET

ACTUAL

TARGET

ACTUAL

50

127

70

42

70

86

Young people (16 –25 year olds)
access independent living skills

Community Events held

Community volunteers identified

TARGET

ACTUAL

TARGET

ACTUAL

TARGET

ACTUAL

25

31

2

2

3

3

£428,867.45

of savings made
from welfare benefits,
grants, Discretionary
Housing Payments &
energy savings

Within weeks I found out I was
entitled to a significant amount
of money. This will help us
meet day to day needs. As a
matter of fact we’re having
a holiday we haven’t had for
years because of the service.
I would recommend Money
Matters to everyone – they
have helped me enormously.”
David,
Cynon Taf
tenant

Delivering Excellent Services
1

We want to maintain and build on our
reputation as a good landlord and
service provider

100%

We spoke to 95 Mystery
Customers between 2015-16
and this is what they told us
about the services received

92%
rated the customer
service as good or
very good

rated the rent
services as good
or very good

89%

rated the overall
services as good or
very good

Concerns, Complaints and Compliments
We appreciate and
value the feedback
our tenants give us on
concerns, complaints or
compliments. Here is an
overview of what we
received between
2015-16

Because you took the time to
tell us what you think, we’ve
been able to make some
great improvements

21
We’re proud to have
received 21 compliments

20
•
•
•

complaints
were about
maintenance or
property condition

2

complaints were
about Cynon Taf staff

23

“After suffering a stroke,
my partner - although
doing well - was finding
getting in and out of
the bath and using the
low toilet increasingly
difficult. The alterations
to our bathroom have
made such a difference!
It’s great that she can be
more independent and
has made using our new
shower room so much
easier and safer. A big
thank you to everyone
involved!”
Helena, Cynon Taf tenant

Physical Adaptation Grants
provide the means for housing
associations, like Cynon Taf
Housing, to complete adaptations
in the homes of our tenants who
need them. In the last year we
were able to complete

1 adapted kitchen = £18,941.01
2 accessible doors = £1,684.50
3 external and internal works = £6,986.78
37 walk-in showers = £202,037.91
6 stair lifts = £15,698.05

Complaints
were related
to contractors

Changed our landscape contractor
Introduced refresher training for staff on customer care
Improved our Mutual Exchange procedure to make
things clearer for both staff and tenants.

1

2

3

37

6

Development

Our Homes
587
one bed

661

544

2

1

two bed

34

four bed

71

three bed

five bed

Homes built
this year

1

1

eight bed

63

homes were
fitted with new
kitchens

1831

1432

195

114

62

28

Sheltered

Older
Persons

Supported

Adapted

eleven bed

Repairs

13

3

self contained
flats

three bed

30
Total
Homes

two bed

one bed

Planned maintenance

seven bed

2

6

new homes
planned for
2016-2018

General
Needs

Grow our supply of homes

We want to continue to develop new homes
that meet the needs of people today

67

homes were
fitted with new
bathrooms

homes were
fitted with
new boliers
and or new
central heating

For every £1
spent on these
contracts, £2 has
been reinvested
in the Welsh
economy

98%

97%

said they were treated fairly
and with respect

said the contractors cleaned
up well after the repair

76%

97%

said the repair was
fixed the first time

said they were happy with
the length of time taken to
complete the repair

96%
said that they were happy
with their experience from
start to finish

Protect our financial
sustainability

Value for Money

Income

Rents & Services
Amortisation of grants
Care & Repair
PAG Grants
Other income
Support Services Grant
Bank Interest

We want to ensure we achieve Value
for Money in all business transactions

•

•

We have procured materials
for reactive repairs through
a procurement framework
(CHIC) resulting in a discount of
£61,953
51 homes have been fitted
with Solar panels and give free
electricity between 12pm-4pm
every day

•

For every £1 spent on financial
support we’ve increased the
tenant’s income by £4.17

•

The electricity and gas
contracts have been reviewed
and put onto the same
contract to improve monitoring,
consistency and lower costs

Marilyn is saving
money on her
electricity bill
every day

This means…
› lower office costs
› reduction in service charges
› less staff admin time

“After attending a Tenants’ Forum
Meeting and discussing the hot
topic of Energy Efficiency, I learned
all about what my solar panels
could do for me. Between the hours
of 12pm-4pm I am able to do my
washing, ironing and cleaning with
free electric. I hope others take
advantage and see a benefit too –
a real value for money.”

£’000
7,954
1,131
765
276
118
17
2
£10,263

Surplus £1,086,000 after Financial Reporting
Standard 102 changes to accounts
Management & Services
Repairs
Care & Repair
Bad Debts
Asset Disposals
Other Costs
Mortgage Interest
Depreciation & Impairment
of Housing Properties

£’000
1,885
3,146
669
105
130
403
992
1,847

Expenditure

£9,177

These figures are an extract from
our accounts. For a full set of
accounts please visit our website
at www.cynon-taf.org.uk/corporate
or contact us on 0345 2602633

Assets

£97,310,918

Liabilities

£79,519,340

Share
Capital &
Reserves

£17,791,578

Invest in our governance, our
people, and our systems

We want to help and support our staff
and volunteers to deliver great services
Kerri, Housing Support Assistant
“I recently studied a HNC at UWIC. The course was
great and gave me an overview of social housing
history and political influences. Now I feel I have a better
understanding of why decisions are made to overcome
current challenges.”

17

Diversity Counts

staff members from
Cynon Taf and Cwm Taf
Care & Repair started or
completed professional
qualifications this year

David, Multi-Skilled Operative
“Working at Cynon Taf I know there is always an opportunity
to work up the career ladder. I started the HNC to gain the
knowledge I need to proceed to a more technical
and surveying role.”
Mel, Rent Support Officer
“I completed a Chartered Institute of Housing
Course Level 3 in Housing Services. This was
a distance learning course covering modules
around tenancy management. These really made
me think about tasks I undertake everyday.”

Ethnic Origin

Religion/Faith

STAFF
STAFF

Staff

Board

No religion

48%

29%

Christian

42%

57%

Catholic

8%

14%

Buddhist

1%

0%

Muslim

1%

0%

BOARD

BOARD

Gender
Staff

Board

White Welsh

73%

50%

British

22%

30%

English

3%

0%

Irish

1%

20%

Pakistani

1%

0%

72%

Age
50%

28%
Female

Male

50%
Female

STAFF

Male

BOARD
STAFF

Governance

Disability

Over the last year the board has worked with Central Consultancy to review its
governance arrangements and performance. The assessment has enabled
us to find out what’s working well, and where we need to improve. Our new
action plan sets measurable targets for the Board to support our business
Plan. We are very pleased that the review has also shown that we are
compliant with Community Housing Cymru’s new Code of Governance.

Welsh Speakers

Sexual Orientation

STAFF

STAFF

BOARD
STAFF
Staff

Board

No

90%

78%

Yes

10%

22%

Staff

Board

No

90%

92%

Yes

10%

8%

Staff

Board

16-24

3%

0%

25-40

40%

11%

41 +

57%

89%

BOARD

BOARD

Staff

Board

93%

90%

Bisexual

4%

10%

Gay woman/lesbian

3%

0%

Heterosexual/straight

BOARD

In partnership with our local authority,
we have refurbished Martins Close,
Abercynon with 13 top quality flats and
facilities. Together with Gwalia Care
and Support, part of Pobl Group, the
building is home to individuals who have
previously been at risk or experienced
homelessness.
Director of Gwalia Care and Support,
Andrew Vye said; “Our ultimate aim is
to ensure the residents receive the right
support so they can develop the skills
to be able to manage a home and life
comfortably in their local community.”

91%

feel they’ve saved money
by using Project 43 and
increased the money
available in the household

97%

feel Project 43 provides
value for money

97%

feel Project 43 has made
a positive difference to
them and their families

‘to purchase low
cost food’

‘to help budget
effectively’

M

N

U

He has gained confidence and selfesteem by interacting with others and
participating in house activities such as
cooking sessions, trips out and playing
football. He now volunteers with GREW
(Grow Enterprise Wales)

“I am looking
forward to learning
more with GREW, I
really enjoy working
there.”
“I love going to
football, it helps me
meet new people
and make new
friends”

‘to save with Dragon
savers Credit Union’

PROJECT

M

Steffan has lived at Martins Close since
March.

Top 3 reasons
people use
Project 43

Launched in September 2014, it works in partnership with
FareShare Cyrmu and Dragonsavers credit union to offer low
cost, good quality food and provide a safe place
to save money.

CO

Partner with others to
achieve shared goals

Project 43 is a community food
network for all Cynon Taf tenants

We want to continue to
partner with our local
authority and health partners
to deliver good regional plans

‘It’s given me
more food,
more security,
more savings’

43

IT

Y

FO

OR
OD NETW

K

‘Project 43 put
us back on
our feet’

‘It helps me
save money
and is always
good quality
food’

‘Now I am paying
my arrears but
once I’ve finished
it will help towards
clothing for me and
the family’

‘I buy better
food since I
started using
Project 43’

‘I would
be lost
without it’

Cwm Taf Care & Repair

We’ve worked hard to ensure that
we have delivered on Welsh
Government’s Framework for Change
for the Care and Repair movement.
The agencies of Merthyr and Rhondda
Cynon Taf have come together and
Cwm Taf Care and Repair has been
established
This is an exciting time for the new organisation and we look forward to
enhancing our already strong partnerships with the statutory and voluntary
sector across the Cwm Taf University Health Board region.

Rapid Response Adaptations Programme (RRAP) is provided by Welsh
Government for people who are in hospital awaiting discharge, have
recently been discharged from hospital or at risk of being admitted to
hospital or into a Care Home.

84%

confirmed their quality of life had improved

87%

confirmed they would recommend the agency
to others

86%

confirmed they were satisfied with the quality
of work completed in their homes

77%

confirmed they were able to remain living in
their own homes with increased
independence & wellbeing

3820

We facilitated
£928k worth of
works to clients
homes completing
3977 jobs

Clients
helped

892
Healthy
Home
Checks
completed

47

Fighting Fuel Poverty Campaign
‘Let’s all Knit Together’ sponsored knit inviting everyone to knit
a scarf, with sponsorship proceeds as well as the scarves
themselves going to help older people living in cold housing.
The campaign also consisted of a scarf selfie to raise
awareness of excess winter death, highlighting the huge issue
with fuel poverty.

Dementia Friendly
Organisation
We are a Dementia Friendly organisation
and all of our staff have become
Dementia friends. Well done to
our specialist Case Officer
Julia for all her hard
work and partnership
achievements with the
Alzheimer’s Society and
assistance to over 250
clients suffering from
Alzheimer’s & Dementia
during 2015-2016.

Clients’
Income
Increased as
a result of
intervention

357
Fire Safety
Checks
Completed

“I can’t see how you could
improve on the wonderful
service and care you
provide. Because of you I
can now face the coming
winter without worry.”

Fundraising

Get Garin Walking was voted
by staff to become the charity
of the year between 2015-2016
and we’re so proud to say we’ve
raised an incredible £7,209
To find out more about this
fantastic charity please
visit www.facebook.com/
GetGarinWalking

@CynonTafHousing

Over the last 12 months, Team Cynon Taf has
worked together to raise funds for this very
brave boy. Staff pulled out all the stops to
fundraise as much as possible through bake
sales, bus trips, raffles, sweepstakes and
much more.

Ashley Morgan,
Garin’s father said;
“I would like to thank
you all at Cynon Taf for your
hard work and everything you
have raised. It really means
the world and will make a
huge difference to Garin’s
aftercare.
Thank you all.”

Just over
£7,200
raised!

CTCHG
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