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Foreword
Welcome to the second year (2021/22), of the 2020-25 medium term plan for ClwydAlyn.
At the time of writing this plan last year we were in the early stages of managing the Covid
pandemic and none of us anticipated that it would still be having such a significant impact on
ClwydAlyn and the way we live our lives 12 months on. That said, I (and the board) am very
proud of the way our staff teams have continued to deliver 24/7 services to very vulnerable
residents in our Care Homes, Extra Care schemes and Homeless Hostels and Supported
Housing. Where residents and staff have contracted the virus, we have contained and
minimised infection transmission and fortunately, have had very few deaths. The pandemic has
changed our business fundamentally in the short term and we are using this experience
positively to shape how we work and what we prioritise for the future.
ClwydAlyn continues to be a financially strong, growing business, known positively for its
dynamic vision and values-based approach to employment and service delivery. There is much
we have achieved in the last 12 months which we are delighted about. Most notably, we
completed a merger with Polish Housing Society, (a small Housing Association in Gwynedd
which was failing); we received a Highly Commended Award for “Landlord of the Year” in the
UK Housing awards, demonstrating our commitment to providing excellent services to our
residents; we worked with Moody’s (the Credit Rating agency) and they published a revised and
much improved credit rating for ClwydAlyn which will support cheaper borrowing in the future
and is reflective of the confidence that the financial markets have in ClwydAlyn.
Our simplified Governance arrangements continue to serve us well; and we now have two
members of our Staff Forum as People Committee members. Despite not being able to meet in
person, we have held some successful Board and Committee days on Culture, Equality and
Diversity, Horizon scanning, Budget, and Business Planning. We have seen the confidence and
impact of the Resident Committee grow positively; and the launch of our new Resident
Involvement Strategy #Influence us has seen over 100 new residents engaging with us and
giving feedback, views, and insight to inform service change and improvement.
We continue with our business mission to address poverty. We reduced evictions by 85% in
2019/20, and are on track to have none in 2020/21, without an increase in rent arrears. We are
proud of this work which does set us out from the crowd and has been achieved by
implementing a more proactive approach to debt management and advice and support for
customers. We are doing more work with third sector partners and ourselves to create
employment and volunteering opportunities. Our next priority is to manage “Anti-social”
behaviour in the same proactive, person centred supportive way. A restructure of our Housing
Teams will take place to focus more time and resources on prevention (and less on following
formal processes).
The Pandemic accelerated our journey to roll out agile working, but more importantly we used
the opportunity to ask all teams to develop their own agreement for how their services could be
delivered in a way which meets customer expectations but also supports staff who need more
flexibility for home schooling/caring for family members or with team members who needed to
self-isolate or shield. Some services have introduced new working patterns, others have found
they have better outcomes for customers if they use technology rather than face to face support.
We set out on a journey in 2020 to review Pay, Terms and Conditions across the organisation
to create and fair and consistent approach across the business. Having implemented market
median pay for all staff, our new and consolidated staff terms and conditions have been agreed
with significant input from our Staff Forum and staff right across the Group. We used the Team
Agreements to inform the benefits package we need for staff rather than trying to fit a way of
working into a model set of terms. Our work to embed our new values and introduce a more
open culture and style continues positively; with increased attendance levels/ reduced absence
and stronger staff engagement.

2

Our approach to business resilience has supported us well during the pandemic and with a
stronger and more embedded approach to value for money, procurement and Programme and
Project Management we have delivered strong financial performance achieving an operating
surplus of 25%.
Our development programme continues to be a high priority. We have had 163? property
handovers in 20/21 and are on track to have delivered 1500 new homes by December 2023.
We have drawn £15m of our bond in February 2021 and have a further £10m due in 2022. This
will enable us to continue with our ambitious new build programme and our new Asset
Management strategy, which gives more priority to investing in existing tenants’ homes.
We are developing our approach to become a more sustainable business and were delighted to
approve our Environmental strategy recently. Over time, this will ensure that we reduce our
carbon footprint both in providing homes which minimise carbon production and are affordable
in use; and in the way that we operate as a business; so, this includes taking steps to reduce
business travel; for travel and ways of working for our staff to be “greener” and for all areas of
spend and influence to be considered through a lens of assessing its impact on the environment.
We are looking ahead now and with excitement for our future… If we can achieve so much
during a pandemic then we can plan with ambition and confidence for our future, knowing we
can be part of and influence, the positive change we want to see for North Wales people in
beating poverty.

Stephen Porter,
Group Chair
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Chapter 1
Introduction- why our mission is to address poverty
NO POVERTY. Imagine how different Wales would be if we had no poverty. Everyone having
access to high quality, affordable housing; able to afford to heat it properly and afford the food
they need to stay healthy.
It might sound far-fetched, but at ClwydAlyn we don’t think so. We believe that we can and
should aim to make this a reality for as many people as possible.
Across Wales and the whole of the UK the impacts of Covid 19 will be far reaching; with more
people suffering income, food, and fuel poverty. The pandemic has disproportionally affected
the poorest communities and BAME people, with significantly more people losing their lives to
the. virus and suffering severe illness. Whilst the middle classes who have been able to work
from home have been able to save more of their income than pre pandemic, those on the
lowest incomes have had to continue working as normal in higher risk roles or have been
furloughed or lost their job roles suffering reductions in their incomes. Inequalities and poverty
have been increasing. In addition, those who are not digitally connected have struggled to home
school children and take advantage of the cheaper costs with online shopping and for older
people a lack of access to the internet has undoubtedly resulted in loneliness and isolation for
some people.
There will continue to be a significant shortfall of social and affordable housing, leading to
significant pressures on council partners to find homes for those at risk of or experiencing
homelessness; the inability of younger people to live independently and a private rental sector
increasingly unwilling to house those on lower incomes. Our objective to beat poverty will be
more important than ever in a post Covid 19 Wales. Our people and our residents will also still
face ongoing challenges that were impacting their lives before 2020. These include: Health
services under immense pressure; both primary care (GP services) and secondary care
(hospitals); unable to meet demand and performance targets. The recognised national crisis in
social care; both in terms of meeting the cost of providing care for an ageing population and the
challenges of recruiting and retaining staff to work in the social care sector. Whilst the move to
increase standards in Social Care is welcome, the mandatory registration of all care staff is
likely to be a further barrier in an underfunded and fragmented sector.
Mental health is an increasing concern for employers and health services; with significant
workdays lost each year to stress and mental health conditions. Landlords like us, see the
impacts of poor mental health on customer behaviour such as neighbour issues. Mental health
issues and the impact of social media on the mental health of young people is an area of
growing concern. Domestic violence has been increasing during Covid 19; and can be more
enduring in social housing; and poverty and stress can exacerbate this.
The old challenges are becoming increasingly complex to address; drug dealing has become a
more dangerous problem in our communities with County Lines targeting vulnerable social
housing tenants, knife crime and violence becoming more regular occurrences. There are
increased safeguarding issues in our neighbourhoods and concerns about targeted
manipulation and harm for both younger and older people.
We now are aware of and alert to the negative impact that adverse childhood experiences can
have on people throughout their lives. Recent data from Public Health Wales identifies that life
expectancy in the poorest areas is still on average, 7 years fewer than in the wealthier
neighbourhoods, and that there is also a 14-year difference in healthy life expectancy (i.e., the
number of years we can expect to enjoy health problems).
This all paints a very challenging picture of life in Twenty First Century Wales. There are
however a range of measures and actions to provide some optimism. Welsh Government
recognises the importance and value of social housing and is providing increased capital grants
in 2021 to support its development. The Future Generations Act provides the framework and
powers to plan and shape public services for a better Wales. The document “A Healthier Wales”
published in July 2018 and the recent Social Care White Paper, presents plans for more joined
up and integrated working between Health and Social Care with funding provided to promote
health and wellbeing and to prevent ill health.
4

It is generally understood that a good quality home is vital for health and wellbeing (Maslow
hierarchy of needs). Just a short pause for thought, on the challenges referred to above,
demonstrates that it will not be and has not been enough on its own, to enable tenants and
residents to live healthy fulfilling lives. We believe that there are 4 priority areas where
ClwydAlyn should focus its efforts. These are food poverty, fuel poverty, income poverty and
digital exclusion.
Homes are the start but not the end to the influences we can exert and the active role we can
play as a significant stakeholder in many communities across North Wales. Therefore, there is
more we can do, if we choose to make a positive impact in the communities where we work,
and for the people we serve.

Chapter 2
Mission and values
Much of the housing we provide is clustered within and around the poorest neighbourhoods
across North Wales, where the inequalities described above are greatest.
All our homes are of good standard so we know that the reasons for the big difference in life
expectancy are complex; but we believe that as a major stakeholder in communities, with
significant investment and valuable assets; and with a long-term commitment to those areas,
we must do more.
Given our desire to improve the life chances of those people we work with, the group has
developed a new mission statement. This is informing all our work and our business priorities. It is
an active statement and expresses our desire to work collaboratively, to prioritise our resources
and:

Together, to beat Poverty
The Group faces financial pressures and negative expenditure, because of poverty. 330 of our
homes become empty each year, at a total loss to the group of over £820,000. We carry costs
of £250,000 each year to address tenancy breaches. We write off c£100k of uncollectable rent
each year. We spend time and cost recharging tenants for repair work in their homes.
We target our resources to prevent the need for negative expenditure. We are investing in
services to address the causes of poverty. We believe that if tenants and residents can live well
in our homes, they will be better able to deal positively with the challenges they face. Due to our
person-centred approach no one faces eviction from our homes into homelessness. Our no
eviction plan is being achieved by addressing the causes of tenancy failure. In our first year of
change we reduced evictions by 85%, and in year 2 we have evicted nobody. We have invested
in additional roles, staff training and software to improve our ability to provide early interventions,
targeting support as soon as a resident experiences financial difficulty.
Reducing poverty is not only the right thing to do, but it also makes good business sense, with
lower tenancy turnover, lower arrears, and lower bad debts.
We are taking positive steps to ensure that our business is as efficient as possible and spends
its money only where it must to achieve its strategic goals. We have a new approach to
procurement and Value for Money and have built strong programme and project management
capacity. Our business model provides for ClwydAlyn to invest directly in poverty programmes
such as our partnership with Well Fed to address food poverty and our partnership with Warm
Wales to help support those suffering fuel poverty. We also develop strong partnerships with
others where this will have the biggest impact, such as our leadership of a North Wales Lottery
bid to end homelessness which will see third sector agencies lead the delivery of new services.
A crucial part of our approach is to use our resources with others; and their expertise and skills
where this can help us achieve more together.
We are developing a strong and active voice politically in Wales, championing change to
address the causes and outcomes of poverty. We have senior level representation on several
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Government led strategic policy groups; are developing our thought leadership role with
increasing opportunities to comment on and influence thinking in Wales and at UK level too.

There are 3 priority areas to our work:

Our Business and our Homes
Our Residents
Our People
Our Business and our Homes
Our business will be financially strong and will continue to grow. We will be resilient in the face
of financial challenge and we will make decisions to manage change and risk without detriment
to the company and its goals and mission. The homes we build and maintain will be to excellent
quality standards and digitally enabled; they are increasingly utilising technology to ensure that
our residents running costs are affordable. We are increasing investment in our older stock so
that it is affordable in use; accessible; and provides a high-quality living environment for our
tenants. No resident of ours should have to choose between heating and eating.

Our Residents
Our residents will know that we care. We will make sure that our residents can live securely in
their homes knowing that we will provide a home for as long as they need it. We will do more so
that everyone can live successfully in the homes we own. We have enhanced our wellbeing
services during the Corona Virus pandemic, and we know how important this has been to
support well-being. This will become a core part of our service offer. We will make sure that our
tenants have access to good quality affordable food, and we will support them if/when they are
in crisis. We will help our residents to access volunteering/training and work when they need
our help to increase life opportunities, confidence, and self-esteem. We will continue to work
with residents to address loneliness and isolation, and digital exclusion.

Our People
We are creating an exciting, innovative, inspiring, and fun company for our employees who will
all share our values. Our employees will continue to have opportunities to grow and develop
with us. We are rewarding and recognising staff appropriately for their work and we encourage
and support their health and well-being. We are developing an inclusive, diverse workforce; with
role models and Leaders at all levels to encourage growth and ambition.

Our Values
Trust
Kindness
Hope
Values reflect our culture and “the way we do things”. They are embodied by the leadership and
the way that we work and interact with each other every day.

What our values mean to us?
Trust

We trust our people to make good decisions and to do what’s right in each situation. We will treat
our staff and residents as adults, and with respect. We will not be rule bound and we will free
people to work flexibly and creatively in the best interests of our residents and business in a way,
which meets their personal/family life commitments.

Kindness
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We are kind. We respect each other and care for each other, as colleagues and residents. We
have an open culture which values difference. We all voluntarily go the extra mile for each other;
our people and residents will recognise kindness in the way we deliver our services.

Hope

We provide hope to the people we house or deliver services to; so that as well as living in a great
home, we will also help with access to volunteering, training, work, activities, fun. Our staff know
that they can expect good career planning, training, and development with us to achieve their
dreams and goals.

Chapter 3
Corporate Objectives and success measures
This chapter provides a high-level summary of the key outcomes we are working for at ClwydAlyn for
the benefit of our business and our homes, our residents, and our people by 2025. The more detailed
actions year on year to achieve each outcome are described in Appendix 3.

ClwydAlyn - Our Business and our homes


A growing organisation in a strong position to address our mission and provide better services.



We will own and manage at least 7,500 homes including
o
o
o

Social and affordable rented homes
Affordable home ownership
Other housing tenures where it benefits the business; meets our values and risks can be
managed effectively.



Is financially strong and resilient, investing more in homes and communities



Our homes have a positive impact on the environment; are of excellent quality, economical to live
in and build pride in our neighbourhoods.



Our homes are safe and secure and flexible in design to meet changing needs over the course of
a lifetime



We are leaders in the use of assistive technology, and provide services which enable people to
live independently



Our rents are affordable, and we deliver value for money



We collaborate to beat poverty



We are viewed as sector leaders

ClwydAlyn - Our Residents


Receive excellent services; and believe we provide value for money



Trust ClwydAlyn to provide the best services it can to meet individual needs



Exert a strong influence on what we do and how we deliver services



Believe we communicate well and demonstrate strong mutual respect



Can self-serve all services 24/7



Can provide instant feedback at every interaction and know this is used to influence and improve
services.



Promote ClwydAlyn in their communities
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Know we know them - (We use customers insight and foresight effectively to drive our service
models and to provide person-centred delivery)



Can receive our support to access work/training/education and volunteering



Are less likely to suffer from poverty through our actions

ClwydAlyn - Our People (staff and board)


Champion ClwydAlyn as an employer of choice



Fully reflect the communities we serve



Celebrate success and learn from challenges



Are trusted to make decisions – being responsible and accountable



Are creative and solution focussed



Can develop their careers positively and in the way they choose



Work flexibly to meet customer and business needs



Find their work fun and rewarding; and feel safe at work



Treasure the environment and work hard to protect it



Have the skills, knowledge, and technology to do their job excellently



Are less likely to suffer from poverty through our actions

Meeting Regulatory standards and financial covenants
As a registered social landlord, we continue to place high priority on maintaining the highest
regulatory standards from both The Housing Regulator and Care Inspectorate Wales; and will
always give a high priority to implementing any areas identified for improvement.
In addition, we have a credit rating from Standard and Poor’s, and maintaining (or improving) our
rating is a key priority for securing future tranches of our bond at favourable interest rates, and for
meeting the financial covenants for our Standard Life funding. We were delighted that in 2021 we
were able to present sufficient evidence to Moody’s for them to upgrade our unsolicited credit
rating from Baa1 to A3. This has already had a positive impact on interest in our bond. Board
reviews performance against each financial covenant at every meeting.
During the Covid19 pandemic, weekly financial reporting for Exec team and board was introduced
(and shared with the regulator), so that in time actions can be taken should any significant
risks/change start to materialise.

Chapter 4
Who we are?
ClwydAlyn was formed in 1978 as a non-charitable Registered Social Landlord. The Group now
manages over 6,100 homes and employs around 800 staff, to deliver a range of housing
management related services, which includes care, nursing care and supported housing,
development, repair, and maintenance services across North and mid Wales. The Group’s range
of housing is attached as Appendix 1.
The Group’s homes and services include affordable family housing and single person
accommodation, supported living accommodation and specialist Care services, Low-Cost Home
Ownership, leasehold management services and intermediate rented housing.
The Group is comprised of 4 legal entities; ClwydAlyn, a Housing Association with charitable
aims, a commercial company Tai Elwy for delivery of non-charitable activities of scale (which is
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currently dormant); a development arm called Tir Tai Limited, and a funding vehicle called
PenArian Housing Finance Limited (the latter two are not customer facing).
The Group is much more than a social housing provider. We make a significant contribution to
the North Wales economy both as an employer and as an investor with a significant capital
spend of £300m within a five-year Development Strategy on new housing construction projects.
In addition, the procurement of local goods, trades, and services results in 80% being sourced
locally, benefiting business and suppliers. For every £1 spent on developing new homes, £1.60
is reinvested into the local economy.
The uncertainty and pace of change within the housing sector presents both significant
opportunities and challenges. The Group seeks to anticipate change and continually adapt
proactively in response. To deliver our mission, we will be creative and imaginative; we will
continue to find and seek new opportunities, and this will be underpinned by financial leadership
and management which delivers agreed annual surpluses to invest in homes and services;
meets all financial covenants and delivers value for money.
There continues to be numerous pressures and risks on the Group’s income and costs e.g. the
impact of Covid 19, leaving the European Union, welfare reforms, contracts for supported living
services, earnings inflation, new Welsh Government rent regime, outcomes from the affordable
housing review which could affect grant levels for new development, future legislation to
enhance health and safety in tenanted properties and new builds following the Grenfell fire;
apprenticeship levy, past service pension deficits These are managed through regular strategic
risk reviews and stress testing of the business plan

Chapter 5
Investment in New Affordable Housing
The Group’s development plan for completing new homes is as follows:

General Needs Houses/Apartments
for Rent and Low-Cost Home
Ownership

20/21 21/22 22/23 23/24 24/25 Total
128

121

435

Supported & Extra Care

4

0

0

Rent to Own

30

23

3

Total

162

144

438

374

341

1399

75

145

0

0

56

440

416

1600

66

Since the Bond was agreed we have handed over 631 new homes to March 2021.
Development Programme & Covid -19.
The Development Programme in terms of starting work on new homes was severality affected
by the Covid-19 outbreak where the ability to obtain planning permissions was disrupted. This
meant that our original plans for obtaining planning and starting on site by the second quarter of
20-21 were not possible. Although most projects that were submitted have now obtained
planning permissions, these came through at the very end of 20-21 and consequently starting
works to build the new homes has been later. The results have pushed forward the completion
of several large projects into following years.
Over the next 5 years, we expect to complete a further 1,600 homes giving a total of 2,068
homes since the development programme was expanded by utilising our Bond. By the end of
2024/25, the organisations portfolio will have reached over 7,500 homes.
Of the 1,600 in the table above for the next 5 years, 352 are on site and 516 are approved
and/or have land acquired to deliver them and are progressing through the planning,
procurement, and design processes.
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We will listen to and engage our residents to ensure we future proof in terms of design for new
developments, along with lessons learnt from previously completed schemes. The project
appraisal, and procurement process and criterion for new schemes is robust, ensuring new
developments enhance the Group’s financial position. All new projects will be evaluated using
the viability criterion set out in the Development Investment Strategy and will also be evaluated
by considering the cumulative impact of the proposed development on the Group Business plan
as a whole

Chapter 6
Medium Term Financial Plan (MTFP)
ClwydAlyn is a financially strong, growing company. It is the only housing association in Wales
with a credit rating and publicly issued corporate bond. Good financial management underpins
everything that the company does and as such is taken very seriously.
As we grow, we need to ensure that the gap between our income and expenditure (our operating
margin) also grows. As we get bigger, a bigger operating margin gives us greater resilience and
flexibility to adapt. Previously we had assumed a significant growth in our operating margin over
a relatively short period of time. However, given our ambitions to invest in communities and our
anti-poverty strategy, we are revising that rate of growth to be more gradual. We expect our final
operating margin for 2020/21 to be around 25%. We will now aim to grow it to around 27% by
2024.

Income
Our income is dominated by rents, which are subject to the Welsh Government Social Rents
Policy. The revised policy published in 2019, set out a five-year vision. Housing Associations will
be permitted to increase rents by up to CPI+1% each year, subject to certain conditions.
ClwydAlyn has increased its rents by CPI+1% for 2020/21 but will review this each year
considering affordability. Our MTFP assumes that rent will rise by CPI only.
Over the past 12 months we have worked with residents to review the rent affordability across
our general needs and sheltered properties. We looked at the rent charges in all our properties
and compared this to the lowest income levels across the county areas of North Wales. Our
findings demonstrated that some of our smaller properties are less affordable than our larger
properties, and that some tenants were paying more than 28% of their gross income on their
rent costs. Based on this we implemented a two-stage approach to rent increases for 2021/22.
A third of properties that were identified as having a less affordable rent charge, were subject to
a rent freeze and received no rent increase. The remaining two thirds rent were increased by
CPI +1%.
We run several care and nursing homes and the income from these schemes is significant. We
have a mix of local authority funded and privately funded residents. Local authority pay rates
have failed to keep up with the additional costs of running homes and this is putting strain on
their finances. We have begun a fundamental review of the sustainability of the homes and have
introduced top up fees to local authority clients and increased the fees to privately funded
residents above inflation. This is likely to increase over the coming years.
The other significant income stream is for our supported living service, which is commissioned
by local authorities and paid via the Welsh Government’s Supporting People grant fund. This
fund has not increased over time and cost increases have had to be absorbed by the company.
However, we have agreed revised service levels with some council to make these services more
robust.

Expenditure
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Staffing is our biggest expenditure. In 2020/21 we committed to paying all staff no less than the
market median for their jobs. Both commitments have significant ongoing financial implications
and mean that we must ensure that our business is run as efficiently as possible. Alongside this
we are conducting a review of all our terms and conditions to ensure they provide a flexible,
desirable benefit for employees while still being affordable.
During 20/21 the pandemic meant that we were not able to carry out as many repairs to people’s
houses as we would have liked. We are having to re-programme much of this to be delivered
across the next twelve months. During the year we will go live with a new tenant’s portal that will
allow on-line enquiries booking of repairs and payment of rent. To continue to save money in this
area we have teamed up with other North Wales Housing Associations to jointly procure our
building materials.
In future years investment levels to address poverty will be increased as we drive operational
efficiencies through (by increasing staff attendance, reducing staff turnover, procuring better,
and working smarter); and by reducing negative spend (on letting empty properties by increasing
tenancy sustainability, reducing ASB work and improving income collection
While welfare reform changes continue to have an impact on the business, we have adapted to
these and expect the rate of increase of bad debts to begin to slow and become business as
usual.
A community investment budget of £250,000 has been set for 2021/22, to start to address the
causes and impacts of poverty. The partnership we established with Flintshire Council and the
charity CanCook is now established and the company that we set up, WellFed, has grown.
During 20/21 it was awarded grants of around £750k which mean its production capacity will
double during next year and a mobile service will be introduced.
The table below shows our five-year Medium-Term Financial Plan based on the development
plan proceeding as shown in Section 5 and reasonable assumptions on inflation, interest rates
and efficiencies. It assumes rents grow by CPI only.

Detailed Consolidated Statement of Comprehensive Income
Period: 01 April 2021 - 31 March
2026

2022
£000's

2023
£000's

2024
£000's

2025
£000's

2026
£000's

RENT AND RESIDENTIAL
SERVICE CHARGE INCOME
OTHER INCOME

36,455
7,054
5,855

38,654
7,497
6,132

41,551
7,957
6,545

43,927
8,246
6,786

46,454
8,374
7,148

OPERATIONAL INCOME

49,363

52,283

56,053

58,959

61,976

MANAGEMENT COSTS
SERVICE COSTS
MAINTENANCE PLANNED
MAINTENANCE REACTIVE
DEPRECIATION
OTHER

15,525
4,814
1,740
2,210
5,945
6,786

15,269
5,195
1,635
2,499
6,864
7,036

16,101
5,607
1,279
2,854
7,883
7,261

16,633
5,833
1,180
3,189
8,874
7,477

17,502
5,956
1,009
3,511
9,610
7,696

1,762

2,118

2,185

2,575

Contingency /
Available
OPERATIONAL
EXPENDITURE

37,020

38,498

40,984

43,185

45,283

OPERATING SURPLUS

12,343

13,785

15,069

15,774

16,693
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OPERATING MARGIN

25.0%

26.4%

26.9%

26.8%

26.9%

FINANCING AND INTEREST
OTHER

7,929
822

8,433
9

8,885
7

9,435
18

9,336
7

In February 2021 we drew down £15m from our retained bond and further £10m is due in
February 2022. In addition, we have agreed interest-free loans with the Welsh Government
totalling £3.45m which will support the development plan during 2021.
As part of our financial governance, we must comply with the requirements of Welsh
Government and any covenants or restrictions placed on us by lenders or investors. We also
have credit ratings with Moody’s and Standard and Poors rating agencies. As part of our
treasury management, we have ‘golden rules’ which are more stringent than the covenants and
are aimed at preventing us from getting near our covenants. The key measures are shown in the
table below along with the forecast rates.

Description
Operating Margin
Social Letting Interest Cover
Interest Cover (EBITDA MRI)
Debt / EBITDAMRI
Debt / EBITDAMRI (excl. HFG2)
Debt to Revenues
Debt to Assets (Gearing) (RCF
basis)
Gearing (Debt / Assets)
Average cost of borrowing
Total debt (£'000's)
Debt per unit (£'s)
Estimated number of Units
(Future Disposals, Homebuy and
Staircasing not factored)

Internal
Target

2021/22 2022/23 2023/24 2024/25 2025/26

>1.5
>1.2
<17
<17
<5x

25.0%
1.99
1.6
21.8
21.3
5.2

26.4%
2.11
1.7
18.9
18.3
5.0

26.9%
2.21
1.8
17.3
16.8
4.8

26.8%
2.24
2.0
15.8
15.2
4.9

26.9%
2.40
2.2
15.1
14.8
4.8

<55%
<50%
<5%
-

41.32%
48.85%
3.19%
253,711
40,181

38.25%
45.36%
3.51%
259,240
37,962

36.52%
43.42%
3.30%
267,739
38,026

35.57%
42.61%
3.41%
285,120
38,959

34.60%
40.86%
3.23%
292,461
38,145

-

6,314

6,829

7,041

7,318

7,667

Stress Testing
We must consider what may happen to our financial plans if there are significant disruptions to
normal activity. The board meets annually to review the business plan and examine different
scenarios. It then produces a resilience report that determines what actions it would take along
with the likely outcomes. The current outbreak of Covid19 is an example of the extraordinary
events we must consider. As part of our response, we considered the resilience plan
recommendations and implemented some of them – reduction in staffing costs (through vacancy
freezes and furloughing staff), stopping repairs and maintenance services, reducing activity on
our development plan. Further stress tests were undertaken to examine the possible impacts on
the company through increased cost, increased void rates and increased arrears and bad debts.
The results of these are contained in our revised business plan.

Chapter 7
Governance arrangements
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The ClwydAlyn Board determines the Group strategy and strategic policies, which are then
implemented through the Executive Management Team. There are four Committees (Assurance,
People, Property and Resident) to support the ClwydAlyn Board to discharge its responsibilities
and provide assurance.
Following a successful Transfer of Engagement of the Polish Housing Society to ClwydAlyn a
transition Committee was established for an 18-month period. Its purpose is to provide key
stakeholders and the ClwydAlyn Board with assurance and feedback on; Service change and
improvement; resident engagement and resident involvement in changes; the long-term vision
and plans for redevelopment of the Penrhos site and plans to create and deliver a legacy to the
Polish community at Penrhos. Two residents from the scheme were appointed to the Committee
along with two of the previous PHS Board Members and it is Chaired by the Vice-Chair of the
ClwydAlyn Board.

Board Members
All Board Members are subject to an annual appraisal, designed to develop Board Members,
and ultimately improve the performance of each Board. Boards also collectively review their
performance and agree a Governance Improvement Plan. New Board Members undergo a
formal induction programme and are allocated a mentor as appropriate, whilst the Board
collectively regularly reviews its training needs and undertakes training to improve effectiveness.

Management
The Group is organised on a functional basis. Appendix 4 sets out the Corporate Management
Structure and highlights the main service areas.

Assurance
Assurance of a satisfactory control environment is fundamental and is overseen by the Group
Assurance Committee. An outsourced Internal Auditor undertakes ‘audits’ prioritised by risk,
providing the Boards with independent objective advice and assurance, on the effectiveness of
risk management, internal control, performance management, governance and policies /
procedures within the Group. In addition, all the active Group entities are subject to audit by the
External Auditors (Beever & Struthers). ClwydAlyn is regulated by the Welsh Government and
subject to an annual Regulatory Judgement. ClwydAlyn is also regulated by the Care
Inspectorate Wales (CIW) for the delivery of the Services to the care and nursing home portfolio.
We have adapted the Welsh Government recommendations to have 3 lines of assurance in
terms of compliance relating to landlord services which is supported by Internal auditors and
external thematic inspection by governing bodies such as NICIEE/Gas safe.
We operate a diverse range of services and believe that ISO 45001 HSQE accreditation
framework will ensure that every area of our business has a robust and safe system of work.
The work to implement this has commenced.

Resident and Other Stakeholder Participation
In April 2020 we launched our new Resident Involvement programme - #InfluenceUS. This has
seen a refreshed and rebranded approach to resident involvement across the business.
We now have over 100 resident volunteers on the InfluenceUs programme, providing regular
feedback, taking part in surveys, and assisting with various panels and reviews. We have been
unable to undertake community events during the year but plan a wider roll out of the
programme through 21/22 as restrictions are eased.
Over the past 12 months the Resident Committee has been instrumental in supporting officers to
plan services and shape the future of ClwydAlyn. With limited ability to connect with wider
communities during the pandemic, the Committee Members have played a key role in ensuring
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that the voice of the resident is foremost in the planning of any changes to service delivery or
new proposals for the future.
Community Involvement has been limited during 2020/21 and instead has focused on the
wellbeing of our residents, running several initiatives to provide support to those residents who
have been struggling because of the restrictions.
During the year we have contacted every resident to check that they are ok and provide regular
telephone support to those who are experiencing social isolation. We have linked with partners
to signpost residents to community services offering support with shopping,
prescription/medication collections and offering budgeting support for those impacted financially.
During the summer we provided a range of wellbeing packs to residents and we also provided
Christmas hampers to those residents that had been impacted financially by the pandemic.

Addressing inequality and building Diversity
The world is changing; from this, we recognise that behaviours that may have been acceptable
in the past may not be acceptable now. Our values of Trust, Hope and Kindness have led us to
put the person, both residents and staff, at the heart of our decision making. We are moving to
become a values led organisation. We are learning from past experiences and have developed
a framework ‘Living and Leading our Values’ which simply sets out the expectations we have of
how we do things within ClwydAlyn. We recognise that changing the culture and values of a
well-established organisation takes time but have made positive progress during these early
stages of our corporate plan. The significant reduction in evictions coupled with a 75% reduction
in disciplinary matters and no formal grievances in the last year demonstrates our values led
approach is becoming embedded.
As Covid has shone the spotlight on inequalities we are starting to understand the impact it has
on different groups of staff and residents including ethnic minorities, LGBTQ, people with health
conditions or disabilities. We recognise there is far more we need to do to truly understand both
the impact of Covid but also the barriers different groups face. As we develop our services to
meet our priorities of food, fuel, and income along with digital inclusion, we will ensure we
understand the challenges people face and our response is led by our values.
In line with our values, we believe that everyone has the right to access employment, training
and development based solely on merit. We understand this brings tangible business benefits
when we are looking to attract and retain talent. It makes us an attractive organisation to work
for and therefore enhances our reputation with our people and other partners.
We want our people to make their best contribution and we will support them to be the best they
can be. To support this, we have embedded our new Staff Forum to ensure it is representative of
all our services.
We have completed a comprehensive review of Pay arrangements for all roles within the
company ensuring we create consistency and transparency. As part of our cultural change, we
have reviewed Terms and Conditions across the organisation to create a ‘One Organisation’
approach. This has been developed with the support of our Leadership and Management teams
and our staff forum. Our staff have contributed directly to this review and the final proposals are
being tabled for Board approval. In 2021/22 we will begin to implement the changes; this will be
completed in 2023.
Our first Gender Pay Gap report in 2017 highlighted the lack of Women in senior leadership
roles in the organisation. Since that time, we have made new female appointments into the
senior team; our workforce comprises 71. 8% of women. Over 47% of our female employees
are part time. We have taken opportunities to offer more flexible contracts such as annualised
hours and guaranteed hours contracts supporting staff to move away from zero hours contracts.
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In April2020, our Gender Pay Gap increased to 18.93% which was a direct result of moving

all roles to market median pay. Traditionally our trades roles, which are currently
predominately fulfilled by men, were paid lower rates of pay than the market.
We are members of Working Families, the work-life balance charity. In completing their annual
survey, our benchmark has increased by 144 points and our strongest area of improvement is in
the flexibility that we now offer staff.

Through our volunteering and apprenticeship programmes, we are actively promoting
opportunities in the organisation to underrepresented groups with an initial focus on age, gender,
and disability.
Once covid restrictions relax, we will continue to support work experience through the ‘We Mind
the Gap’ programme, which provides targeted support for young women who have barriers to
employment. We are engaging with Creating Enterprise providing several Kickstart Placements
within the company. We are also launching an employability programme for ClwydAlyn
residents. We are the lead employment partner for ‘Project Search’ which is a Flintshire initiative,
to support young people with learning disabilities into Employment. We will continue to look for
similar opportunities for partnership working. In 2019/20 we supported 45 residents and external
applicants from our local communities assisting with ongoing confidence and skill development.
Building on our successes, we will continue to support and encourage our staff who have
disabilities to sustain their employment through working with specialist third parties and access
to work funding.
Poor mental health is a national issue, and we see the impact through our people and our
residents. We will identify a partner to work with us to develop a mental health strategy that
enables our people to sustain employment and ensures the right level of advice and guidance is
available to support our residents. We have established an employee led Health and Wellbeing
Group to help shape the support we will provide to our employees.
We respect and acknowledge the diversity of the residents and communities we work with and
deliver homes and services too; we will always ensure we offer services that help address
inequalities and will ensure are services are accessible to all.

Chapter 8
Key business risks
The current business environment for housing providers is unprecedented in the challenges
ahead; particularly the impact of Covid 19, which has tested the robustness of financial plans.
Business resilience is increasingly a key priority, with a business resilience plan developed by
and agreed with the Board in 2020. Pressures on income and expenditure if not managed well,
could ultimately challenge the Group’s viability, without adequate steps to mitigate the risks.
Some risks faced by the Group are not fully controllable, such as Covid 19; others are outside of
the Group’s influence such as taxation or benefit changes (but do demand a reactive response
from the Group), while others are able to be influenced by the Group such as Welsh Housing
policy. The Exec team and Board ensure that they are represented and active in all areas of
influence and use trade bodies such as CHC to build input and thinking to all relevant aspects of
policy, regulation, and legislation.
The Group has a comprehensive Risk Management process in place and risks are categorised
as ‘Strategic’ or ‘Operational’. Risk management implementation is monitored and reviewed
quarterly by the Assurance Committee, with strategic risks being reported quarterly to the
ClwydAlyn Board.
The Strategic risks affecting the Group are summarised below. Risks are categorised based on
the likelihood of them occurring and the potential impact should they do so. The first column
describes the sum of likelihood and impact.
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Strategic Risks RAG Summary

Assessment
of Risk

Current
Risk
Score

Finance

Medium

Medium

Reputational

Medium

Medium

Fall in Income or Rise in
Expenditure

Medium

Medium

Low

Low

Strategic Risk

Governance Failure

16

Number and RAG status of
Operational Risks

Failure to Decarbonise and
Respond to climate Change

Medium

Medium

There are detailed risk maps supporting each of the above risks with specific interventions to
mitigate the risk. The underlying key issues to managing all the above risks are ensuring that
agreed mitigating actions are implemented, early warnings and trends are monitored to facilitate
early corrective action and regular reviewing of the environment to ensure that any emerging
issues affecting the Group’s strategy is considered.
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Appendix 1

Stock Profile
Category

CCC

DCC

FCC

PCC

YMCC

WCC

GCC

Total

Care & Nursing

54

10

0

0

0

95

0

159

Hostels & Foyers

47

42

82

0

0

59

0

230

Care & Support Group Homes

40

126

40

0

33

93

0

332

D.I.Y.S.O

28

30

16

0

1

8

0

83

D.I.Y.H.O

11

23

18

0

0

7

0

59

Leasehold

79

103

97

0

0

45

0

324

Leasehold Scheme for the Elderly

36

0

44

0

0

0

0

80

Management Agreement

0

20

23

0

32

0

0

75

Homebuy

24

32

43

0

13

19

0

131

Garages

4

0

4

0

0

0

8

16

General Needs

359

836

1558

219

219

671

95

3957

Warden Control

60

36

31

0

40

43

0

210

Extra Care

90

59

123

0

63

114

0

449

Rent to Own

0

33

18

0

6

0

0

57

Affordable Homes - Intermediate

12

45

26

0

27

9

0

119

Total

844

1395

2123

219

434

1163

103

6281

Key
Conwy County Council
Denbighshire County Council
Flintshire County Council
Powys County Council
Wrexham County Council
Ynys Mon County Council
Gwynedd County Council
Do it yourself Homebuy
Do it yourself Shared Ownership

CCC
DCC
FCC
PCC
WCC
YMCC
GCC
DIYHO
DIYSO
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