
Together to Beat Poverty 

 

1 
 

 

 

Index 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Together to Beat Poverty 

 

2 
 

 

 

 

 

 

 

 

 

 

Table of Contents 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

ClwydAlyn Self-Evaluation 2022 

 

RS1. Governance    Page 3  

RS2. Risk     Page 9  

RS3. High Quality Services  Page 11 

RS4. Residents are Empowered  Page 15 

RS5. Rent and Service Charge  Page 19 

RS6. VfM     Page 19 

RS7. Financial Planning   Page 21 

RS8. Assets and Liabilities   Page 23 

RS9. High Quality Accommodation Page 25 

Continuous Improvement Plan  Page 27  

 

                                                                                                                        

                                                                                                                                           

 

 



Together to Beat Poverty 

 

3 
 

  Governance 

RS1. ClwydAlyn has effective, strategic leadership and governance arrangements which enable it to 
achieve its purpose and objectives 

ClwydAlyn has a strategy which reflects its vision, culture and values and sets out how the organisation 
will achieve its core purpose as a social landlord 

ClwydAlyn has a 5-year Corporate Plan with deliverable outcomes to ensure positive progress towards 
achieving our core purpose; ‘Together to Beat Poverty’. Our poverty priorities are to increase employment, 
training, education and volunteering levels for residents; to address digital exclusion; food poverty and fuel 
poverty. Our culture is embedded through the ‘Living and Leading our Values’ framework influenced by the 
Board and developed by staff. Our values of Trust, Hope and Kindness set the tone for how we develop and 
deliver services and how we employ our people. 
  
We believe that we fully comply with this standard.    
  
Evidence and Assurance 
 

 5-year Corporate Plan reviewed and approved annually by the Board with defined outcomes identified. 
 30-year Business Plan reviewed and approved annually by the Board. 
 Resilience Plan in place and robust stress testing with Board. 
 Annual financial planning to ensure the Corporate Plan and Business Plan is aligned.  
 People priorities are integral to our 5-year Corporate Plan; in year plans are agreed in May and progress is 

reviewed by our People Committee and Board. 
 Board and Residents contributed to the development of our values of Trust, Hope and Kindness; 

ClwydAlyn’s Living and Leading our Values framework was developed by staff to embed the values within 
the organisation.   

 A cultural development workshop for Board and Committee Members was held in December 2020 where 
they were asked how they embed the values through their roles.  

 Work is underway to become a (TrACE) Trauma and Adverse Childhood experience informed business; 
both in how we employ and support staff and how we deliver services. 

 Social Value approach and priorities developed with the Board. 
 Annual rent setting based on affordability and with robust resident engagement. 
 Partnership with Well-fed and Flintshire Council to address Food Poverty across our communities. 
 Budget in place to deliver Social Value programme. 
 External grant funding bids focussed on addressing poverty objectives. 
 No evictions into homelessness approach embedded. 
 New values-based recruitment to ensure we have the right culture fit for our people. 
 Real Living wage employer, with a host of employee benefits to support health and wellbeing. 

 
 

 
 
ClwydAlyn complies with its governing documents which have been reviewed and approved by the Board in 
the last 12 months. A review of our compliance with the new Code has taken place. We comply with the Code 
but have identified improvements we can make.  
 
We believe that we fully comply with this standard.  
 
 
 
 
 

ClwydAlyn complies with its own governing documents and meets the requirements of an appropriate 
Code of Governance 
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Evidence and Assurance 
 

 Board and Committee Standing Orders, Scheme of Delegation and Terms of Reference for Board and 
Committees all reviewed and approved in the last 12 months. 

 Financial Standing Orders and Contract Standing Orders all reviewed and approved in the last 12 months. 
 Compliance with the Code of Governance with continuous improvements identified. 
 ClwydAlyn and all subsidiary companies’ Rules and Articles of Association are current. 
 Intragroup Agreement Policy and Service Level Agreement between ClwydAlyn and its Subsidiaries.  
 Subsidiaries have their own Chair who is separate to the ClwydAlyn Chair. 
 Annual review of the work of the Committees on how effectively they have performed their responsibilities 
presented to the Board in July each year. 

 RSM, our Internal Auditors, completed an audit of the Governance Framework, Authorisation Matrix, 
Schedule 1 and Probity.  Action plans for areas for improvement being implemented.  

 Board and Committee roles have Job descriptions and person specifications. 
 Independent Board Evaluation last took place in July 2020. 
 Annual Appraisals in place with Members assessed against skills, behaviours, and competencies. 
 Annual Board development programme agreed at People Committee.  
 Annual Training programme in place for Board and Committees. 
 Board Remuneration Policy. 

 
 
 
 
 
Our Corporate Plan sets out how we will create an inclusive culture which is accessible to all. An Inclusion Plan 
has been agreed at the People Committee. There are some gaps in our data for our staff and residents, which 
prevents us from being able to develop a full picture on what our priorities should be to create a workplace, 
homes and services that are fully inclusive. Reducing these gaps will be a key focus area for the next year and 
we are working alongside Tai Pawb to support this. We have had systems in place to collect data and our first 
step is to understand why people have been reluctant to provide it. What we do know however is that when 
requests are made for adjustments to services that we always respond positively, flexibly and sensitively.   

We believe that we partially comply with the standard.   
 
Evidence and Assurance 
 

 Gender Pay Gap reporting and published on the website.  
https://www.clwydalyn.co.uk/media/documents/gender-pay-gap-figures-2021_en.pdf 

 Inclusion Plan approved by the People Committee  
 Recruitment of an Inclusion Specialist. 
 Resident Committee Members – diverse and represent a range of tenures including supported living. 
 Safeguarding Policy and regular training for all staff and Board Members. 
 Equality, Diversity, and Inclusion training delivered to the Board by Central Consultancy. 
 Equality, Diversity and Inclusion and Unconscious Bias training for staff. 
 Equality data for staff, Board and Committee Members held and reported  
 We are a Real Living Wage employer. 
 TrACE programme for staff and residents. 
 Health and Wellbeing group developed for staff. 
 Hafan Pawb a Neurodivergent peer support group developed for staff. 
 We are a Working Families top 30 employer for the UK.  
 We are the lead employer with Project Search, transforming the lives of young people with learning 
disabilities and autism, by supporting them into employment and we also work with ‘We Mind the Gap’ in 
Flintshire to ‘fill the gap’ in disadvantaged, young women’s lives by supporting them into employment. 

 Social media campaigns run for Black Lives Matter and Pride week. 
 Developed bespoke COVID 19 risk assessment to mitigate the Covid risk for BAME staff. 

ClwydAlyn sets and delivers measurable, evidence-based commitments across all areas of its 

business in relation to equality, diversity, and inclusion (including anti-racism and tackling hate crime) 

reflecting the diversity of the communities it works in and with 

 

https://www.clwydalyn.co.uk/media/documents/gender-pay-gap-figures-2021_en.pdf
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 Facilitated a companywide conversation about what it means to belong at work to inform our inclusion plan. 
The three priority areas we identified were culture, data, and recruitment.   

 We have committed to Tai Pawb’s ‘Deeds Not Words’ pledge as well as Disability Confident as part of this 
Plan. 

 Consistent set of T&Cs for all staff including executive – transparent and fair. 
 Flexible working promoted and supported throughout the company for all roles. 
 Exec Director of People and Comms is a Board Member for Tai Pawb. 
 No evictions approach includes proactive work to understand why people struggle to maintain their tenancy 
(including anti-social behaviour) and provides proactive support for mental health, substance misuse and 
other issues.  

 New build programme designed to provide an easily adaptable home for life. 
 Balanced approach to roll out of 24/7 services with Resident Portal app in place alongside traditional contact 
centre and estate-based services. 

 Introduced gender pronouns on email signature and social media. 
 Active Member of WISH. 
 The PHS Committee was established to monitor the commitments made to the resident’s pre-merger and is 
a good demonstration of how ClwydAlyn meets the needs of diverse communities. A working group is 
preparing plans to protect and showcase the Polish and local Welsh history and culture associated with the 
site. A film involving residents is being made alongside plans for a local “museum” in the new development.  
We have made commitments to and are actively supporting the spiritual guidance provided by a Catholic 
Polish Priest living on site; and have committed to providing this for a three year period. All resident 
communication is provided in the first language of all residents. We celebrate and enable celebration of 
Polish culture and heritage; and have used the Penrhos development to increase knowledge and 
understanding of all staff in ClwydAlyn about Polish history and culture. We continue to employ Polish staff 
and have involved Polish speaking staff from other parts of ClwydAlyn to help with on-site interpretation and 
building trust. Our catering team has increased the number of Polish dishes available meaning satisfaction 
with food has increased. 

 
 
 
 
ClwydAlyn strives for a Board that is fully reflective of our communities. We have achieved a more diverse 
Board in recent times and have also increased diversity of thought by having Resident Board Members and the 
Resident Committee at our away-days to challenge our thinking. We know we have more work to do. Over the 
next 12 months we will be recruiting four new members, due to retirement; putting us in a strong position to 
enhance diversity further.   
 
We believe that we partially comply with the standard.   
 
Evidence and Assurance 
 

 We have a 50/50 gender split on the Board and 3/6 female Chairs on Subsidiary Boards and Committees. 
 21% of our Board has a disability.  
 The average age of our Board Members is 58 against an average age of 53 for our residents. 
 Two of our Board are Welsh speakers 
 The Board was independently reviewed by 3DK in July 2020. The review assessed the strategic focus of 

the Board, relevant experience for the current and future operating environment, risk, regulation, a deep 
empathy for customers and ClwydAlyn’s values. The feedback was very positive. A further independent 
review by Campbell Tickell is scheduled for summer 2022, as part of our developing a ‘High Performing 
Board’ programme. 

 We have a Board with a wide range of experience and expertise in all the relevant fields.  All Board Members 
undergo annual appraisals and self-assessment of knowledge and skills which drives personal development.   

 Recruitment to the Board is based on merit and objective selection at interview based on competencies 
required or specific skill gaps.  During the year, two appointments have been made to the Board one for a 
Resident vacancy. Applications were invited from our Resident Committee and the ‘Influence Us’ Residents.  

Has a diverse Board, reflecting the communities the RSL works in and with, and has the skills and 
knowledge required to be effective 
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We received ten applications and shortlisted seven excellent candidates to be interviewed.  The second 
board appointment was based on a specific skill set which had been identified by the Board as being needed. 
This included housing, development, repairs and asset management, economic regeneration and delivering 
social value. 

 Our Chair, CEO and two members of the Senior Leadership Team attended the Academi Wales Leading a 
Bilingual Country programme in 2021. We are taking a number of actions to support the growth of the Welsh 
Language and to celebrate and understand Welsh culture, in line with the Welsh Government’s Cymraeg 
2050 Strategy and One Welsh Public Service. 

 The Board has received bespoke equality, diversity and inclusion training from Central Consultancy with the 
aim to provide Board and Committee Members with the opportunity to explore and reflect on the importance 
of equality, diversity and inclusion for ClwydAlyn, and to positively contribute to creating a shared 
understanding of ClwydAlyn’s approach. 

 We have two Resident Members on the Board, and the Resident Committee has a diverse profile where all 
stock types are represented including two under 20’s Supported Living Residents. 

 We have independent Members on Committees who bring specialist skills and experience. 
 Our Resident Committee attend all the strategic away days and work with the Board to ensure the resident 

perspective is heard. 
 There are two staff members from the Staff Forum on the People Committee and a Resident Board Member. 

 
 
 
 
A Scheme of Delegation operates within ClwydAlyn which outlines the decision-making process and 
responsibilities of the Board and its Committees. Our Board reporting template sets out resident influence, 
Value for Money, financial implications, Environmental, Social and Governance, Equality, Diversity and 
Inclusion, risk management and assurance as areas to be covered in all papers. Over the last 3 years we have 
developed our managers’ report writing skills to ensure that the quality of information presented to the Board 
and Committees enables well-informed debate and decisions. 
 
We believe that we fully comply with this standard. 
 
Evidence and Assurance  
 

 All decisions made by the Committees are reported to each Board and we produce an annual report to the 
Board on the decisions it and the Committees have made during the year. 

 Strategies and Policies approved by the Board and Committees and defined in the Scheme of Delegation. 
 Resident satisfaction is reported to the Board twice a year.  
 Use of benchmarking information, research, attendance at conferences and learning events to inform 
thinking and development of best practice for Board recommendations.    

 Strategic away days held for more Blue-Sky Thinking. 
 CEO takes a Horizon Scanning report to each Board which explores opportunities and potential risks. 
 The Resident Committee has a broad mix of skills, experience and knowledge. The Chair of the Resident 
Committee attends the Board as necessary to represent the views of the Committee and the Resident 
Committee attend all the away days with the Board and other Committee Members. 

 Risks are reviewed annually by the Board and are reported quarterly. The Sector risks are considered 
annually when reviewing the strategic risks. 

 An Influence Plan and Communication Strategy were approved in May 21. 
 Robust programme and project management structure in place and regular Board reporting. 
 Broad engagement through the Resident Committee, Resident Board Members and our Engagement 
Strategy #InfluenceUs.  

 Resident Committee provides the Board with assurance on Resident engagement, Resident scrutiny and 
performance of services. 

 Bespoke risk maps created for all new projects, including dealing with Covid and the merger with PHS. 
 Independently commissioned thematic audits for Health and Safety completed in the last 12-months.  
 Internal and external audit and professional advice sought as necessary i.e., DTP. 

Makes logical decisions based on clear, good quality information which includes assessment of risk 
and, where appropriate, the views of residents. 
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 Implementation of new IT systems underway for Housing, Assets, People, Health and Safety, Finance which 
will enhance reporting.  

 Use of Community Insight system for data. 
 An 18-month Committee has been established for Penrhos which includes Resident Members and two 
former Board Members from Polish Housing Society, to ensure that commitments made during the merger 
are monitored and delivered. 

 For complex and sensitive issues, the Board takes an iterative approach to decision making. This includes 
use of formal Board papers, site visits, more informal discussions and use of expert advice.    
 

 
 
Our Resident Involvement Strategy sets out our commitment to put Residents at the heart of our work through 
a range of Resident involvement opportunities which are inclusive, flexible and which meet Residents’ personal 
and life commitments. We provide ways for Residents to directly influence and challenge the decisions we make 
and hold us to account, such as through the Residents Committee, Resident Board Members, #InfluenceUs, 
the Complaints Panel and Focus Groups. These are opportunities for Residents to check and assess the quality 
of our services ensuring we are governed well. 
 
We believe that we fully comply with this standard. 
 
Evidence and Assurance  
 

 We have a diverse Resident Committee with representation from across our services. Ten Resident 
Members meet six times a year, providing the Board with assurance on Resident engagement, Resident 
scrutiny and performance of Resident services. 

 Our Resident Committee attend all the Strategic away days to ensure that we hear their voice and that they 
can influence strategy. 

 Two Members of the ClwydAlyn Board are Residents and along with other Board Members ensure Residents 
are at the heart of all strategic decisions. 

 The Resident Involvement Strategy is now embedded across the business. 
 ‘Our Promise’ which has been developed in partnership with Residents outlines ClwydAlyn’s commitment to 
achieving excellent services and communication. 

 The Complaints Panel reviews three complaints each quarter and works with Officers on the lessons learnt. 
 For any areas of service improvement or service redesign we work in collaboration with Residents who take 
key roles on project groups.  Examples of this are: Affordable Rent Review – Resident representatives were 
members of the working group to review the Rent Policy and propose recommendations for Board.  
Chargeable Cost Policy – Residents were surveyed as part of the review of the arrangements for chargeable 
costs and asked to provide their views on the current service.  Views were taken into account and a draft 
new Policy was produced.  Following this a focus group was held with Residents to review the draft and 
further changes were made following Resident comments, including producing an easy read one page 
version of the Policy.  We have launched ‘My ClwydAlyn’ Resident Portal.  Residents have been involved in 
this project throughout all stages, from procurement, design, testing and implementation.  Residents are 
also surveyed on a regular basis for their views on current services.  Any comments made by Residents are 
acted upon and the Resident is provided with a follow up phone call to ensure that any issue that they may 
have raised is resolved.   

 Resident Committee Members form part of the recruitment panel for senior and key forward-facing roles. 
 Satisfaction surveys including New Homes, Complaints and 14 STAR based questions reported to the Board 
and Residents Committee. 

 In December we won a TPAS award for ‘How services have been shaped as a result of resident involvement’ 
and we were also awarded second place for our #InfluenceUs Programme at the TPAS Awards. 

 In our Care Homes we complete Quality Assurance questionnaires, hold Resident Team meetings and 
feedback to Residents and their families about actions we have taken to respond to feedback. 

 The Resident Committee Chair is invited to the Board as appropriate.  
 We have a Resident Board Member on our People Committee. 

Enables and supports residents to influence strategic decision making 
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 Through #InfluenceUs we have a more diverse group of Residents who choose to be involved in the areas 
that interest them. 

 Members of our Resident Committee significantly influenced our Employability Plan. 

 
 
 
 
The Board exercises appropriate day to day control and direction to ensure that we comply with all relevant 
legislation and law and act with integrity and honesty.  We have an open and honest relationship with our 
Regulator and ensure that we are proactive in communicating any potential matters of regulatory interest.   
 
We believe that we fully comply with this standard.     
 
Evidence and Assurance 
 

 Submission of Regulatory Returns. 
 Close working and open communication with the Regulator during the process of the merger with Polish 
Housing Society. 

 Proactive communication with the Regulator i.e., closure of Plas Bod Llwyd. 
 The Board ensures we meet all regulatory requirements and legislation by having suitably qualified staff who 
have expert knowledge in place and continuous professional development. 

 The Board takes advice where necessary in relation to Law, Audit, Treasury and subject matter expertise. 
 Additional expertise on the Committees independent to the Board i.e., Procurement Specialist, HR 
Specialist. 

 Safeguarding reported to the People Committee and Board. Internal audit of the Safeguarding process in 
2021 with only 4 minor recommendations made. 

 The Board, Committee Members, Exec and Senior Team attend networking events to ensure they are up to 
date with sector information.  

 Responsible Individual on the Board who provides reports on Care Homes regulatory requirements for Care 
Inspectorate Wales (CIW).  

 Board Member with accountability for Health & Safety Leadership. 
 CIW regulation and all Homes compliant under RISCA Regulatory requirements. 
 Registration of the care workforce – Social Care Wales legislative requirement being undertaken by October 
2022. 

 All staff receive appropriate iLearn training (e-learning) in the areas of Law and Legislation. 
 To provide assurance to the Committee that all regulatory, compliance and legal obligations are being met 
an annual report is presented to the Assurance Committee in relation to review of Fraud, Schedule 1, Gifts 
& Hospitality, Declaration of Interests General Data Protection Regulations and Whistleblowing. 

 Registration with Financial Conduct Authority (FCA) for debt advice and Chair is the Responsible Individual 
for the FCA. 

 Payment Card Industry compliant. 
 Data breaches reported to the Information Commissioners Office classified as not upheld and all processes 
followed correctly. 

 All policies in relation to legislation, Law and Regulation in place and training delivered to all staff and Board 
i.e., Safeguarding, CIW Compliance, FCA Conduct Rules, Anti-money Laundering. 

 Comprehensive Internal Audit Programme completed each year by the Assurance Committee with a focus 
on meeting legal and regulatory requirements. Action Plans for improvement reported to and monitored by 
Assurance Committee. 

 In-depth specialist audit work commissioned for high-risk areas such as compliance. 
 
 
  
 
 

Complies with all relevant legislation, regulatory requirements, statutory guidance and communicates 

in a timely manner with the Regulator, including on material issues that relate to actual or potential 

non-compliance 
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 Risk 

RS2.  Robust risk management and assurance arrangements are in place 

 

ClwydAlyn has an effective framework for risk management, internal controls and assurance that 
enables it to successfully identify and manage existing and emerging risks which threaten delivery of 
its strategy or compliance with legislative or regulatory requirements 
 

ClwydAlyn has a comprehensive risk management process in place. An updated and revised Strategic and 
Operational Risk Register was agreed and approved by the Board in March 2021. Risk management 
implementation is monitored and reviewed quarterly by the Assurance Committee, with Strategic risks being 
reported quarterly to the ClwydAlyn Board. There are detailed risk maps supporting each risk with specific 
interventions to mitigate the risk. Early warnings and trends are monitored to facilitate corrective action and 
there is regular review of the environment to ensure that any emerging issues affecting our strategy are 
considered. The Board ensure the Risk Management Strategy, Policy and Framework is appropriate and 
regularly reviewed. The Welsh Government Sector Risks are considered annually so that the Board is assured 
that we are responding to and managing risks appropriately. 
 
We believe that we fully comply with this standard. 
 
Evidence and Assurance 

 
 Risk Management Strategy and Policy in place and approved by the Board. 
 The Board collectively reviews, analyses and agrees its risk appetite regularly; and this then informs our 

strategic and operational risk mapping and risk management plans.  
 Sector risks are considered as part of the annual review. 
 Strategic risks reported to the Board quarterly and the Operational risks under each strategic heading 

reported in-turn to the Board. Strategic and Operational risks reported to the Assurance Committee 
quarterly. 

 Responsible Individual appointed to the Board for CIW and H&S. 
 Financial performance is monitored regularly, and forecasts are stress tested against key risks. 
 Horizon Scanning report to Board each time considers risks and opportunities. 
 Business Continuity Plan, Business Recovery Team and Incident Management Team established. 
 Infrastructure Recovery and Scheme specific Business Continuity Plans in place. 
 Board and staff receive training in relation to areas of risk. 
 Board and Committee Member away days are used extensively to discuss sensitive or complex topics 

in detail and to identify key risks and benefits. 
 Intragroup Agreement mitigates any risk to ClwydAlyn from its subsidiaries. 
 Subsidiaries have their own Boards, and the Chair is separate to the ClwydAlyn Chair. 
 Risks defined in all Board and Committee papers as part of the report. 
 Risks included in the Corporate Plan. 
 All risks in relation to Compliance, Regulation and Law are reported annually to the Assurance 

Committee. 
 An Internal Audit programme is approved by the Assurance Committee. 
 Internal Auditors consider the Operational Risks as part of their audits. 
 Adhoc risks developed as necessary i.e., Covid, Penrhos and the delivery of projects. 
 Due diligence completed for all new ventures i.e., Polish Housing Society. 
 Independent professional advice and guidance used e.g., DTP for the Treasury Strategy. 
 Professional and qualified staff to ensure risks do not emerge i.e., Data Protection, H&S. 
 A new H&S system is being implemented to provide a more centralised and transparent way of holding 

and managing H&S and compliance data. 
 All risks are held on our Performance Management System and are reviewed regularly by their owners. 
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The Health and Safety of our Residents is the highest priority for our Board and staff.  We always prioritise 
investment in the health and safety of Residents ahead of any other investment decisions we take.  This 
includes complying with all Regulation, Legislation, Law, and approved Codes of Practice.  Our Corporate Plan 
and Asset Management Strategy ensures that we make the right investments into the right homes at the right 
time, enabling us to optimise the performance of those homes and protect them from risk. 
 
We believe that we fully comply with this standard. 
 
Evidence and Assurance 
 

 Positive Credit Rating from Moody’s and Standard and Poors shows the strength of ClwydAlyn. 
 We have been increasing our Operating Margin over the last four years and this is making our business 

stronger. 
 Our Treasury ‘Golden Rules’ ensure that we do not over-extend borrowing or come close to breaching 

any banking covenants 
 ClwydAlyn does not develop market housing, as although this could have a positive impact on our 

margin in times of strong economic performance it could place unnecessary risk on social housing 
assets and services at times when market sales are problematic. 

 Appropriate risk planning for new activities. 
 Asset Management Strategy in place and robust asset appraisal process informs decisions to invest or 

disinvest in homes. 
 H&S compliance reported to Board and Assurance Committee.   
 New Home Health check puts emphasis on the importance of homes being “safe in use” for our 

Residents.  It incorporates reviewing energy and the environment in a more person-centred approach.  
 We are a learning organisation. Our H&S and Compliance Delivery Officers attend the CHC (Strategic 

Safety Delivery Group) meeting and participate in wider compliance discussion through other 
forums/webinars. 

 Housing Health and Safety Compliance Ltd were commissioned to carry out in-depth thematic audit 
reviews covering asbestos, gas servicing, electrical safety, legionella, and fire safety.   

 Regular compliance audits carried out by RSM.  
 Independent expertise has been used to assess staff competencies and professional development 

needs ahead of the new building safety regime being implemented.   
 The delivery of safety compliance works is undertaken through our competent in-house trade’s teams, 

where we can manage quality of work performance. 
 Pro-active and re-active site and scheme inspections/audits and principal contractors monitored for H&S 

performance on all major projects.  
 ClwydAlyn has very robust development appraisal process for all new developments, so that we can be 

certain that new developments will have a positive impact on the business and not put other assets or 
services at risk.  

 We are increasing investment levels in existing homes by more than inflation each year.  
 Resident satisfaction – “Thinking specifically about the building you live in, how satisfied or dissatisfied 

are you that ClwydAlyn provides a home that is safe and secure” is 90%. 
 Resident satisfaction in relation to Overall Service 85% and Trust is 82%. 
 We take a person-centred approach to our Housing Management service and a person-centred risk 

planning approach for individuals who are vulnerable or have specific needs. 
 We work with other public services to identify Residents at risk and provide support. 
 Our Trades staff can activate a ‘wellbeing call’ through our MAVIS system if they have safety concerns 

about Resident lifestyle or property condition.  
 Resident home safety information available in the welcome pack, website, and residents’ newsletter.  

 
 

 
 

ClwydAlyn does not put social housing assets or Residents at undue risk 
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ClwydAlyn protects the well-being and safety of our Residents, staff, homes and assets. 
  
We believe that we fully comply with this standard. 
 
Evidence and Assurance 
 

 Commercial Initiatives were appointed in January 2021 to rewrite the Business Continuity Plan which 
was approved by the Assurance Committee. In addition, scheme specific Disaster Recovery Plans for 
all our schemes have been rewritten. 

 The Business Continuity risk is reviewed regularly and reported to the Assurance Committee. 
 A disaster recovery exercise was held with the Incident Management Team (Exec) in June, the Business 

Recovery Team (Heads of Service) in July and Scheme Managers in October. 
 Business Continuity Plans are reviewed every 6 months or as necessary.  
 Business Continuity Plans can be accessed on our document control site remotely.  
 Each Recovery Team Leader has the authority to manage their element of incident management or 

business recovery.  
 Teams take part in scenario exercises to test their plans every 12 months. 
 We have successfully navigated through the pandemic by deploying our remote working infrastructure 

and business continuity planning. 
 

High Quality Services 

RS3. High quality services are delivered to residents 

ClwydAlyn keeps its residents safe in their homes and promptly identifies and corrects any under-
performance or non-compliance on landlord health and safety matters 
 

ClwydAlyn integrates health and safety into all our business activities to promote an active safety culture where 
risks are managed and reduced to the lowest practicable level. ClwydAlyn complies with all relevant legislation 
to keep its Residents and staff safe. We recognise the value of staff and Resident involvement and co-operation 
in creating continuous improvement to deal swiftly with any non-compliance. 
 
We believe that we comply fully with this standard. 
 
Evidence and Assurance 
 

 The Executive Director of Care & Support is the appointed Responsible Individual for Health and Safety 
and is both a Board Member and attends the Assurance Committee. 

 Compliance KPI’s reported to the board quarterly  
 The Assurance Committee has delegated authority from the Board under its Terms of Reference for 

Health and Safety. The Terms of Reference have been reviewed in the last 12 months and the Committee 
has responsibility to monitor, guide and influence Landlord safety compliance and ensure adequate and 
effective controls are in place to manage the risks, guide and influence other statutory Health & Safety 
and Wellbeing compliance and ensure adequate and effective controls are in place to also manage these 
risks. 

 Health and Safety policies in place and approved by the Assurance Committee.  
 Health and Safety reported quarterly to provide the Committee with assurance on Landlord compliance 

and occupational Health and Safety. Robust risk map regularly updated and last reported to the Board 
in January. Strategic and Operational risks reviewed regularly and reported to the Assurance 
Committee. 

ClwydAlyn maintains accessible and up-to-date business continuity, contingency and disaster 
recovery plans 
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 A new staff Fire Management Committee has been established to assist in meeting the new challenges 
of the Fire Safety Act. 

 Safeguarding Policy approved by the Board and processes in place to report and record. Training 
delivered to the Board earlier in the year by Central Consultancy. 

 Key Health Checks and Data Integrity Audits completed by our Internal Auditors, RSM, which include 
the six compliance areas and are reported to the Assurance Committee. 

 We have a qualified and experienced Health and Safety Team who report directly to the Accountable 
person. 

 Thematic audits completed for all Health and Safety elements and a new suite of operational 
Performance Indicators to evidence assurance to be considered at the Assurance Committee in March. 

 Satisfaction for ‘Safe in Home’ for newbuilds 88%, ‘Safe in Neighbourhood’ for newbuilds 88% and how 
the ‘Resident rates their home’ 91%. 

 Satisfaction for ‘Thinking specifically about the building you live in, how satisfied or dissatisfied are you 
that ClwydAlyn provides a home that is safe and secure’ – 90%. 

 A new Health and Safety IT system has been purchased which will aid in contractor management, 
auditing and risk assessment. The new system will increase Health and Safety awareness by simplifying 
and reducing the processes required from access to reporting of incidents, speeding up corrective actions 
as well as providing intelligence on where improvements can be made. 

 TrACE training (Trauma and Adverse Childhood Experiences) to be delivered to all staff within the 
business so that we can better identify any potential safety issues or risks around the way Residents are 
living and can put support in place or take action to reduce risk. 

 No Access Process and effective joint working internally to address any issues of no access and ensure 
we can provide safe homes for our Residents.    

 Supported Living and Extra Care Health and Safety checks completed weekly, recorded and action 
taken if needed.   

 Housing Officer visits – all general needs and sheltered residents will have received a visit from their 
Housing Officer by the end of March (following introduction of the new structure). This will assist with 
the identification of any Health and Safety issues, or support required. 

 Home Health checks are completed by the Assets Team and to date 700 of these have taken place, 
with a further 700 scheduled. The health checks are designed to identify and address any disrepair, 
safety issues and inform investment decisions. 

 
 
 
Our Corporate Plan sets out how we will create an inclusive culture for our Residents by providing homes and 
services that are accessible for all. We are excellent at meeting individual needs as they are identified to us but 
cannot say that we could ever be cognisant of the individual needs of every tenant as these can change in an 
instant and some residents do not wish to disclose their needs to their landlord.     
 
We believe that we fully comply with this standard.   
 
Evidence and Assurance 
 

 Our Inclusion Plan, priorities and objectives were approved by the People Committee in February.  The 
aims of the Plan are to create an inclusive culture and services, benefitting both Residents and staff. 

 Work on our Employability Strategy continues with several partnerships ongoing including those with 
“We mind the Gap”, Project Search, Groundwork and with Creating Enterprise. Feedback from the 
recent Board and Committee Strategy session has been incorporated in our new Strategy. 

 We have a No Evictions Policy into homelessness approved by the Board and aims to support Residents 
to maintain their tenancy through support. 

 In our Supported Living Schemes all Residents have an initial person-centred needs and risk 
assessment completed to identify how the service can support their safety and wellbeing.   

 In our Extra Care Schemes all potential Residents are jointly reviewed with ClwydAlyn and the Local 
Authority to determine how and whether their needs can be supported. 

ClwydAlyn delivers services which meet the diverse needs of residents 
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 For our General Needs, Sheltered and Affordable Homes Portfolio, pre-tenancy work is completed to 
identify and make sure any support needs can be met.   

 All Supported Living outcomes are fed into the North Wales Outcomes Monitoring provided to Local 
Authorities to evidence the progress made for individual service users.  North Wales LAs produce an 
annual report demonstrating outcomes achieved.  

 Supported Living review completed in 2021 outlining views of Residents on the services that they receive 
and areas for improvement. Presented to Resident Committee in 2021. 

 Housing restructure completed in 2021 in response to needs of Residents and feedback received 
regarding too many officers involved in their support. We now provide a generic service.  The restructure 
was approved by the Board with Resident Committee input. 

 We build lifetime homes, which can be adapted to changing needs. 
 Property adaptations are undertaken to meet individual Resident needs.   
 In partnership with Groundworks, we are supporting Residents in Flintshire and Denbighshire who are 

unable to maintain their gardens. 
 We are working in partnership with Crest and Flintshire Refurbs to implement a furniture pilot, providing 

white goods and furniture for residents who require assistance. The Floored initiative is underway in the 
Denbighshire area.  We are providing flooring in all new tenancies where residents request us to do so.   

 For our Supported Living projects, we are developing links with partner agencies to ensure that we can 
meet the diverse support needs of our Residents. An example of this is the recent contract award for 
delivering 24-hour support at Norfolk House. In this project we work in partnership with CAIS to 
strengthen and expand the wide range of recovery services available to the Residents. The partnership 
provides Residents with opportunities for employment, volunteering, and training through ClwydAlyn’s 
existing employability opportunities and Porters CAIS’ Social Enterprise Cafes. 

 We work with Cyfle Cymru who provide community volunteering opportunities, peer mentoring, Day 
Programmes and Days Out.  

 We refer Residents for specialist support services where required.   
 We have a Welfare Rights Team who support Residents with benefit advice and access to benefits. 
 Diversity and Inclusion training for all Board and staff annually. 

 
 
 
We use an independent organisation to test tenant satisfaction with 1,400 Residents surveyed each year; and 
in addition, all those who move into a brand-new home.  Our Contact Centre staff also complete transactional 
surveys to assess satisfaction with those who have received services recently e.g., a repair. Resident 
Satisfaction information is fundamental to improving services across the business. Our satisfaction levels are 
high and improving. 
 
We believe that we fully comply with this standard. 
 
Evidence and Assurance 
 

 As part of the annual satisfaction report, we benchmark our performance with other Landlords. During 20/21 
when compared to 252 other Landlords we were top quartile for 3 of the indicators and Median Quartile for 
4 of the indicators.   

 Resident satisfaction is reported twice a year to the Resident Committee and Board. 
 Our Corporate Plan has outcomes identified for each action which include resident satisfaction. 
 Satisfaction is reported annually to Welsh Government and Residents can use these results to compare 
Landlords. 

 In our Supported Living services satisfaction surveys are completed with Residents at the end of their first 
month in the project and when they leave the project. All outcomes are fed into the North Wales Outcomes 
Monitoring system and provided to Local Authorities to evidence the progress made for individual service 
users.   

 Supported Living is subject to reviews by Commissioners. Review reports are available for Welsh 
Government via Local Authorities. All Local Authority areas in which we operate have completed reviews 

ClwydAlyn achieves and maintains high levels of tenant satisfaction with services 
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within the last 12 months. Additionally, all contracts in all Local Authority areas have been extended due to 
satisfactory performance.  

 Extra Care food satisfaction surveys are undertaken quarterly, and improvements made as a result of 
feedback. 

 Complaints are monitored and reviewed for learning themes in conjunction with Residents on the Complaints 
Panel and reported to the Resident Committee and Board.   

 Comments provided by Residents when we are undertaking our surveys are emailed immediately after the 
call. These are then dealt with rather than wait for the survey results to be sent to us. This significantly 
reduces the time the Resident has to wait for a response.   

 Resident Satisfaction with repairs. Transactional surveys completed and ‘Overall satisfaction with the repairs 
service you received on this occasion’ is 96%, ‘Overall quality of the work’ – 99% and ‘Keeping you informed 
throughout the repairs process’ is 96%. We complete 2,800 of these calls annually. 

 Development – New homes satisfaction presented to Resident Committee and Board. The Development 
Team analyse the surveys and comments and include service improvements into future developments.   

 Extra Care Tenant satisfaction – Annually a residents’ satisfaction survey is completed by the Local 
Authorities which captures resident satisfaction from social activities, does the Scheme/apartment meet their 
needs and staffing support/care/quality of service provided. Any areas for improvement are acted on.  

 Satisfaction for ‘Right first time’ for our maintenance repairs is 90%. 
 

 
 

 
Our performance is reported to the Resident Committee, in the Resident ‘Lifestyle’ magazine, on our website, 
in the Corporate Plan, Annual Accounts and in the Environmental Social and Governance report. 
 
We believe that we partially comply with the standard.   
 
Evidence and Assurance 
 

 We have published our first Environmental, Social and Governance report which contains Resident 
satisfaction data. This was promoted by our social media channels. 
https://www.clwydalyn.co.uk/media/documents/environmental-social-and-governance-report-2020-
2021_en.pdf 

 KPIs are reported quarterly to the Board and include 5 of the satisfaction indicators. 
 Our Corporate Plan includes performance information and is published on our website.  
https://www.clwydalyn.co.uk/media/documents/corporate-plan-2020-25_en.pdf 

 Our Self Evaluation is published on our website and includes satisfaction levels. 
 We share how we are doing in key areas on social media. 
 There is a Mailbag section in Lifestyle magazine for Residents, where they can ask their questions and we 
will print our reply which covers how we are performing in different areas.   

 Complaints Panel – information on complaints is scrutinised by a panel of Residents and Officers and 
reported to the Board and Resident Committee. 

 Business Planning away day sessions held with Residents on an annual basis to review past year’s 
performance and prioritise for the future year, taking into account the needs of Residents. 

 Repairs and asset updates are reported regularly to the Resident Committee and includes satisfaction 
performance. 

 
 

 

 

 

 

 

ClwydAlyn makes its performance information available to residents 

 

https://www.clwydalyn.co.uk/media/documents/environmental-social-and-governance-report-2020-2021_en.pdf
https://www.clwydalyn.co.uk/media/documents/environmental-social-and-governance-report-2020-2021_en.pdf
https://www.clwydalyn.co.uk/media/documents/corporate-plan-2020-25_en.pdf
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Residents are empowered and supported 

RS4. Residents are empowered and supported to influence the design and delivery of services 

ClwydAlyn creates a culture which values and promotes resident involvement 

We know that involving our Residents through their insights, ideas and challenge makes a positive 
difference to our services and communities, builds a strong mutual respect at every level including our 
Board. The Resident Involvement Strategy sets out our commitments to how we create a range of 
opportunities for our Residents that are inclusive, flexible, and meet their life commitments and embed our 
values of ‘Trust, Hope and Kindness’. 
 
We believe that we fully comply with this standard.   
 
Evidence and Assurance 
 

 The Resident Committee has 10 resident Members and has representation from all tenures across 
the business including Intermediate Rent and Supported Living. The purpose of the Committee is 
to provide the Board with assurance on Resident engagement, to provide Resident scrutiny on 
services and to report on performance on service delivery.   

 We have representation on the Board from two resident Board Members and the Chair of the 
Resident Committee attends the Board as necessary. 

 Our Strategic away days are held with the Board and all Committee Members giving strong 
Resident representation. 

 Our Resident Involvement Strategy was developed in partnership with TPAS to ensure that the 
independent views of Residents were captured and fed into the strategy development. Our Strategy 
evidences how we place the Resident at the heart of everything that we do and work in 
collaboration. 

 Performance against the Strategy is reported to the Resident Committee at each meeting.   
 ClwydAlyn promotes employment opportunities for Residents via our Employability Strategy. The 

Resident Committee has influenced and helped to shape the final plan.   

 We established an 18-month Committee for Polish Housing Society and have two Resident 
Members on the Committee which was established to ensure we implemented everything we 
committed to. 

 #InfluenceUs – a bespoke Resident Involvement Programme which seeks Resident views on all 
aspects of work across ClwydAlyn. To date we have 107 members. 

 Resident Committee workshops have been held outside the routine Resident Committee meetings 
to discuss matters such as Resident repairs and the 22/23 rent increase to gather additional views 
to inform recommendations to Board.   

 Focus Groups – Resident Influencers are involved in service design and re-design. Focus Groups 
take specific issues and work through these identifying improvements and new ways of working. 
Several sessions have been held over the last 12 months to provide feedback and influence on the 
Residents’ Portal, garden maintenance, maintenance appointment times, the Supported Living 
review, the new rent increase booklet, the Environmental Strategy and the provision of housing 
services for disabled Residents. Ideas from these Focus Groups have been implemented.   

 We have a Complaints Panel where information on complaints is scrutinised by a panel of 
Residents and Officers and the outcomes and learning are reported to the Resident Committee and 
Board. 

 We have Resident Groups in several of our Extra Care Schemes held monthly where the Scheme 
Manager is invited to discuss any issues or improvements to be made. Newsletters are sent to all 
Residents at the Schemes with feedback and changes implemented from meetings held with the 
Committee. 
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 We hold monthly meetings with the Comms champions from each area of the organisation who 
come together to discuss what’s coming up across the business and what needs to be 
communicated and when, working together to make decisions and prioritise resources. The 
Resident Involvement Officer and Community Officer join the meeting to ensure Residents are at 
the heart of agreeing actions.   

 A number of ‘Meet the Resident Committee Member’ articles have been published in the Resident’s 
newsletter to promote the work of the Committee to encourage other Residents to join. 

 Working with Residents we have changed our Resident newsletter to a ‘Lifestyle’ magazine. 
 Our Resident Charter sets out our commitment to delivering excellent services and ‘Our Promise’ 

has been developed with the Resident Committee. 
 

 
 
 
 
We are inclusive and offer a range of ways for Residents to be involved that meet their individual 
preferences. We promote involvement in a number of different ways including the Resident Committee, 
Board Member roles, quarterly via the Resident Lifestyle magazine and #InfluenceUs. All complaints are 
seen as an opportunity to learn, by focusing on lessons learnt we create a continuous cycle of improvement 
and we let Residents know how their feedback has helped to improve the service. 
 
We believe that we fully comply with this standard.   
 
Evidence and Assurance 
 

 We have a well-established Complaints Panel who meet on a quarterly basis and consist of 
Resident Committee Members, wider volunteers within ClwydAlyn and a Senior Officer is always 
in attendance. This helps to facilitate wider-reaching and more meaningful discussions when 
reviewing the complaints process and any themes or areas of concern identified. 

 Our Complaints Panel was awarded 1st place for ‘Involving Tenant in Shaping Services’ 
https://www.tpas.cymru/ckfinder/userfiles/files/Awards%20Report%20(e).pdf 

 Our compliments, concerns and complaints, together with lessons learnt are reported to the Board 
and Resident Committee twice a year. 

 We have seen a reduction in the number of formal complaints by the Complaints Team liaising with 
relevant departments on behalf of the complainant to resolve the issue more quickly. The average 
time taken to resolve informal complaints is 5 days. 

 The Complaints Officer meets with relevant Officers quarterly to establish what positive outcomes 
have come from implementing feedback into service improvements.  

 Satisfaction that ClwydAlyn provides you with opportunities to participate in decision-making 
processes is 68% and ClwydAlyn gives you a say in how services are managed is 68%. 

 Resident Involvement Strategy – developed in partnership with TPAS to ensure that independent 
views of Residents were captured and fed into the strategy development.   

 #InfluenceUs – a bespoke Resident Involvement Programme which seeks Resident views on all 
aspects of work across ClwydAlyn and has 107 members. #InfluenceUs was awarded 2nd place at 
the TPAS Good Practice Awards in 2021. 

 #InfluenceUs is promoted in communication from ClwydAlyn to Residents via events, newsletters 
and social media. 

 Focus Groups – Resident Influencers are involved in service design and re-design. Focus Groups 
take specific issues and work through these with Residents looking for improvements and new 
ways of working.   

 Resident Committee – representation from all tenures across the business including Intermediate 
Rent and Supported Living. 

 
 

 

ClwydAlyn enables residents to understand the Organisation’s approach to resident involvement, 
how they can get involved and how the Organisation will listen to and act on residents’ feedback 
and learns from complaints. 

 

https://www.tpas.cymru/ckfinder/userfiles/files/Awards%20Report%20(e).pdf
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We actively encourage Resident involvement at every opportunity because we have seen the benefits that 
this brings to ClwydAlyn. Our satisfaction surveys seek out feedback, giving us detailed insight into any 
areas of dissatisfaction allowing us to address concerns directly with Residents and make improvements 
to services provided.  
 
We believe that we fully comply with this standard.   
 
Evidence and Assurance   
 

 The Resident Committee has representation from all tenures across the business including 
Supported Living. We have two Resident Board Members and 107 #InfluenceUs Members.    
Influencers respond to monthly surveys relating to specific themes as requested by various 
departments.  During the last 12 months we have received over 1,500 responses to 14 surveys.  
One example is the survey requesting feedback on our garden maintenance service.  We received 
over 200 responses, which then fed into a more in-depth focus group to review the current service 
and develop a tender specification for a new service.   

 Influencers helped design and shape our Environmental Strategy through online discussions, focus 
groups and a survey. This Environmental Strategy sets our long-term approach to address climate 
change challenges in a sustainable and economic way. It has five specific areas of focus two of 
which are ‘Our Residents’ and Our Communities’ and we couldn’t have shaped our vision without 
the help of residents' digital contribution. 

 We have created a closed group on Facebook-just for Influencers. Not only is this another way to 
gain feedback and to give residents a voice, but it also helps Influencers connect with each other 
digitally.  

 During the period, the Resident Committee has approved the Resident Involvement Action Plan; 
reviewed their Terms of Reference; approved the 22/23 Rent Increase and the Complaints Policy.  
In addition, the Committee was consulted on the Environmental Strategy, the restructure of the 
Housing Team, the work of Well-Fed, the Service Charge review, implementing improvements to 
the repairs and maintenance service delivery and maintenance job classification and 
improvements. 

 Resident satisfaction information is fundamental to improving services across the business. We 
independently undertake surveys for the 12 Welsh Government questions, complaints, and new 
builds.  We have transactional surveys for our repairs and maintenance service, our food offering 
in Care Homes and Extra Cares and adaptations. Satisfaction is reported to the Board and Resident 
committee, in the Resident Lifestyle magazine and Residents can access the data using the Welsh 
Government Toolkit to compare satisfaction between Landlords.   

 The restructure in the Housing Team was to enable Housing Officers to be more visible within their 
communities and to build relationships with Residents, understanding their needs, providing 
support, and increasing awareness of opportunities.  

 #InfluenceUs – a bespoke Resident Involvement Programme which seeks Resident views on all 
aspects of work across ClwydAlyn.   

 #InfluenceUs is promoted in communication from ClwydAlyn to Residents via events, our website 
and via social media. 

 Focus Groups – Resident Influencers are involved in service design and re-design.  Focus Groups 
take specific issues and work through these with Residents looking for improvements and new 
ways of working.   

 The Complaints Panel consists of Resident Committee Members and wider Resident volunteers, 
who meet quarterly with a range of Senior Officers. The Panel reviews the latest complaints and 
identifies any themes or areas of concern. The Panel conducts a “deep dive” of three complaints 
each meeting, providing assurance to the Board and the Resident Committee that best practice is 
followed and any lessons learnt are implemented. 

ClwydAlyn provides opportunities for residents to be involved, can demonstrate that residents 
are satisfied with them and can demonstrate the difference involvement is making 

 



Together to Beat Poverty 

 

18 
 

 We have a dedicated Resident Involvement Officer and Community Development Officer whose 
role it is to promote the opportunities that exist for our Residents. 

 
 

 
 

ClwydAlyn has a range of ways to ensure we have an involvement approach that allows us to engage, 
listen to and act upon the views of a diverse range of Residents and communities where we provide homes 
and services. We provide ways for Residents to directly influence and challenge the decisions we make 
and hold us to account, such as through the Resident Committee and Strategic Away Days. 
 
We believe that we fully comply with this standard.   
 
Evidence and Assurance   
 

 The Resident Involvement Strategy was developed with Residents and TPAS. 
 Revised Customer Services Standards implemented, providing more flexible services to meet the 

needs of our residents. ‘Our Promise', a joint Charter developed with Residents which provides a 
high-level outline of the level of service that Residents can expect from ClwydAlyn.  

 Our Corporate Plan has a number of actions to ensure Residents receive excellent services and 
have a strong influence on what we do, how we deliver our services and are reported quarterly to 
the Board. 

 Resident Committee Terms of Reference provide a means for the Committee to report to the 
ClwydAlyn Board and raise any concerns in relation to services that Residents receive. 

 Housing restructure completed in 2021 in response to the needs of Residents and feedback 
received resulted in a generic service.  Resident Committee views were sought outlining the need 
to change the way we deliver housing services. The new structure created a single point of contact, 
with smaller patches providing timely and appropriate support. 

 Complaints Panel – information on complaints is scrutinised by a panel of Residents and Officers 
and reviewed for learning themes and lessons learnt. 

 Satisfaction data for General Needs, Sheltered, Supported Living and Extra Care – reported to the 
Resident Committee and Board twice yearly and annually to Welsh Government. 

 Comments provided by Residents where they have identified any issues/concerns are followed up 
by Housing, Maintenance and Asset Officers.  Outcomes of these discussions and how the situation 
has moved on/been resolved are recorded within teams. 

 Reduction in the number of formal complaints. Concerns being addressed directly by the Housing 
Officers as a means to deal with any under-performance more swiftly.  

 Our Resident Committee debated an in-year challenge in getting void properties repaired quickly 
following recent lockdowns when we had needed to reduce the number of trades staff working in a 
property at any one time. A number of options to address this were considered with the Resident 
Committee supporting a potentially controversial proposal to halt the kitchen and bathroom 
programme for 6 months to move trades staff over to repair void properties.   

 Our 107 Influencers respond to monthly surveys relating to specific themes as requested by various 
departments.  During the last 12 months we have received over 1500 responses to 14 surveys.  
One example is the survey requesting feedback on our garden maintenance service.  We received 
over 200 responses, which then fed into a more in-depth focus group to review the current service 
and develop a tender specification for a new service.   

 

 

 

 

 

ClwydAlyn can demonstrate diverse resident views and expectations inform the development and 

review of housing and related services, and the response to any under-performance 
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Rents and Service Charges 

RS5.  Rents and Service Charges are affordable for current and future residents   

ClwydAlyn ensures all applicable rules and statutory guidance (including the current Rent 
Agreement) are complied with 

ClwydAlyn’s rent levels for our General Needs and Sheltered properties are informed by the Welsh 
Government Rental Agreement with which we comply. Our rent uplift is in line with our mission and takes 
into consideration our Residents’ views, circumstances, income and ensures that all rents are affordable 
for those accessing our properties. 
 
We believe that we fully comply with this standard.   
 
Evidence and Assurance 
 

 We have implemented a Living Rent Model in 2021 as agreed in consultation with the Resident 
Committee and approved by the Board. We applied a rent freeze for 1,276 properties in 21/22 and a 
further 493 properties will have a rent freeze for the 22/23 uplift. The total rent uplift allowed by the 
Minister for 2022 is 3.1%. The total ClwydAlyn increase for properties covered by the policy is 2.7%. 
No properties will have the £2 possible uplift applied in 2022.   

 We have a Value for Money and Procurement Strategy approved by the Board.    
 An away day session was held in December 2021 with the Board and Committee Members to discuss 
the uplift and consider a number of different scenarios for 22/23. 

 We have introduced a rent brochure which details each element of the service charge to improve 
accountability and transparency. 

 Satisfaction that Rent provides Value for Money is 89%. 
 Satisfaction that Service Charges provide Value for Money is 75%. 
 All future residents receive a pre-tenancy assessment to determine whether the rent is affordable and 
how we can support them with any financial issues.   

 We continue to achieve no evictions into homelessness and have not served any notices of intended 
possession to our residents for any reason during this financial year. 
 

VfM 

RS6.  The organisation has a strategic approach to value for money which informs all its plans and 
activities 

ClwydAlyn determines its strategic approach to value for money, ensuring the approach relates to 
its social purpose, and makes strategic and operational decisions in line with it 
 

ClwydAlyn has a VfM Strategy that is reviewed each year by the Board. The Strategy influences the budget 
and business planning. Our VfM approach is designed to ensure we make value-based decisions about 
every pound we spend and to maximise the resources we have available to contribute to our purpose of 
“beating poverty”. 
 
We believe that we partially comply with this standard 
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Evidence and Assurance 
 

 New Social Value Strategy approved by the Board and work underway to meaningfully measure our 
Social Value impact. 

 Business Enablement Strategy to invest in improved IT systems to enable more streamlined processes, 
reduce manual intervention and re-keying of data.  To allow Residents to conduct more business with 
us online.  

 Our Procurement and VFM Strategies are reviewed each year and set out achievements and activities 
for the coming year. 

 We completed the re-negotiation of our £35m Revolving Credit Facility with Barclays at improved rates.  
 Specialist Procurement Lead for the Group in post and trainee about to be recruited.  A Procurement 
Specialist has been recruited as an independent Member of the Property Committee. 

 Rent Affordability Review conducted with the Residents Committee and annual rent setting process has 
seen rent freezes for properties where rent is above 29% average incomes and below maximum 
increases for other properties to reflect the economic challenges residents face. 

 Review of care and nursing portfolio being implemented to enable the business to focus better on core 
activities and addressing poverty.  

 A new Resident Portal was launched during the year allowing resident quicker access to their details, 
to be able to pay rent and report repairs on-line. 

 During the year we also attracted significant additional funding for Optimised Retrofit projects, Resident 
support, increased building costs, pandemic void losses and PPE. 

 We completed the integration of the Polish Housing Society and obtained initial funding for the 
redevelopment of the site. We were also awarded grant to redevelop the homelessness provision in 
Wrexham. 

 We have undertaken a review of unwanted assets which resulted in the disposal of 18 properties. 
 Our Contracts Register is being developed. 
 We are working with Glyndwr University on renewable energy models for future developments. 
 We have a £250,000 Community Investment Fund which we re-invest to create Social Value. 
 Where proportionate and appropriate, Social Value is factored into each procurement project. We want 
to understand and evidence that the supplier is committed to working with us on achieving our 
objectives. In our tender documentation we reference our four priority areas and will ask potential 
suppliers for proposals on how they will work with us on delivering our social value ambitions. As part 
of the evaluation criteria, we would weight the response to this question between 10-20% out of the 
overall 100% evaluation criteria weighting available. 
 
 

 
 
ClwydAlyn reviews all aspects of the business during its Business Planning to ensure services are 
providing value for money and considers affordability in its rent setting and Service Charges. We engage 
meaningfully with Residents to review services and work with the Resident Committee to improve our 
performance. 
 
We believe that we partially comply with this standard.   
 
Evidence and Assurance 
 

 Fixed price energy contracts mean we will not see an increase in gas and electricity costs until the end 
of 2022. 

 New contracts in place for agency staff, cleaning materials, mobile phones and building materials which 
are delivering savings. 

 A joint procurement for building materials was completed with two other Housing Associations. 
 Social Value requirements built into procurement. 
 Revised layout of V72 (Head Office) has allowed us to rent out space to various Commercial Tenants. 
 Investment in stock to improve energy efficiency. 

ClwydAlyn can demonstrate to Stakeholders, including residents, that it achieves value for 
money in delivering its Strategy and services 
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 Reviewed services and brought some in-house to save on VAT and external contract costs e.g., 
appointment of in-house Lawyer has so far saved £80k in the first year.  

 Partnership with Warm Wales to offer energy advice and grants to Residents. 
 Market medians pay arrangements for staff and approved by the Board. 
 Star Satisfaction for Rent provides value for money is 89% and Service Charges provides value for 
money is 75%. 

Financial planning and management  

RS7.  Financial planning and management are robust and effective 

ClwydAlyn sets financial plans which enable us to deliver our strategy, achieve its social purpose 
and there is appropriate reporting to the Board against these plans 
ClwydAlyn has a robust Finance Strategy to support the delivery of the Business Plan and Corporate Plan, 
which is regularly reviewed, and risk and stress tested. 
 
We believe that we fully comply with this standard.   
 
Evidence and Assurance 
 

 The Board approves the budget and Business Plan annually. 
 The Board approves the 5-year Corporate Plan and deliverable outcomes annually and the outcomes 
are reported to the Board quarterly. 

 The Board approves our Social Value investment to achieve our Poverty Priorities annually. 
 We hold several Away Days throughout the year to focus on Business Planning with the Board, 
Committee Members, and senior staff (Oct 21 and Dec 21). 

 Progress against budget is reported at every Board meeting. 
 Our Plans are reviewed by Credit Rating Agencies annually. 

 
 
 

 
Our Business Plan contains robust forecasts and has a matching Treasury Strategy to ensure development 
funds are available. 
 
We believe that we fully comply with this standard. 
 
Evidence and Assurance 
 

 2-year cashflow forecasts reported to each Board meeting. 
 Unused £35m RCF available. 
 £10m deferred drawdown on Bond accessed in February 2022. 
 Business Plan forecast of future debt requirements. 
 Consultants retained to review market conditions and advise on appropriate financing opportunities. 
 Monthly review of Development Plan undertaken with Development Team. 
 Grant bids submitted for new build and for retrofit programmes. 
 Disposal of surplus assets likely to generate £6.5m in 22/23. 

 
 
Regular reports are produced for the Board and relevant Lenders as required. 
 
We believe that we fully comply with this standard.   
 
 
 

ClwydAlyn is financially viable in the short, medium and longer-term, and maintains sufficient 
funding and liquidity to support this 

ClwydAlyn monitors, reports on and complies with all covenants it has agreed with Funders 
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Evidence and Assurance 
 

 Covenant compliance is reported to every Board meeting. 
 Reviews undertaken by Credit Rating Agencies annually. 
 S&P in June each year and in 2021 we retained our ‘A Stable’ rating. 
 Moody’s in November each year and in 2021 we retained our ‘A3’ rating. 
 Quarterly reports provided to Funders as required. 
 
 

 
 

The Business Plan is stress tested and financial risks are monitored and reported to Board. 
 
We believe that we fully comply with this standard.   
 
Evidence and Assurance 
 

 The Treasury Strategy and Policy is approved by Board each year. 
 Golden Rules established to act as buffer to covenant limits. 
 Business Plan aligned with Development Plan and Corporate Plan. 
 Stress testing carried out each year and resulting Resilience Plan approved by Board. 
 Prudent assumptions built into the Business Plan for delivery of new build properties (e.g., 3-month 
delay in income assumed between Development Plan and Business Plan). 

 Strategic Risk Register has section specifically on financial risks and these are regularly reviewed and 
amended as required and reported quarterly to the Board. 

 
 
 
ClwydAlyn has an appropriate Strategy in place.  This is reported annually to the Board and covers all 
aspects of treasury related risk. The Strategy has detailed analysis and makes specific recommendations 
to the Board to enable then to deliver the medium-term Business Plan priorities to deliver our aspirations. 
 
We believe that we fully comply with this standard.   
 
Evidence and Assurance 
 

 Treasury Strategy last approved by the Board in May 2021. 
 The Strategy has been prepared by the David Tolson Partnership (‘DTP’) – the Group’s independent 
Treasury Advisers. 

 Treasury Strategy and Policy approved by Board each year. 
 Golden Rules established to act as buffer to covenant limits. 
 Cashflow forecasts reported to every Board meeting. 
 Credit Rating Agencies review cashflow forecasts and liquidity requirements. 
 External Consultants provide advice and support (Chatham’s and DTP). 

 
 
 
 
 
 
 
 
 
 

ClwydAlyn has an effective treasury management strategy and associated processes 

ClwydAlyn identifies and effectively manages risks to the delivery of financial plans including 

appropriate stress testing, scenario planning and use of internal thresholds 
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Assets and Liabilities  

RS8. Assets and Liabilities are well managed 

ClwydAlyn has an accurate and up to date understanding of its assets and liabilities 

ClwydAlyn has an up-to-date Asset and Liabilities Register, which is considered by the Board in discharging 
its responsibility to approve the Annual Accounts.  The Register monitors the value and depreciation of our 
assets and plays a valuable role in short and long-term business planning.  
We believe that we fully comply with this standard 
 
We believe that we fully comply with this standard.   
 
Evidence and Assurance 

 
 The Board has overall responsibility for the Assets and Liabilities Register and understands its 
importance in relation to stress testing. 

 We have good quality governance and financial management data is presented to Board regularly. 
 There is appropriate delegation to the Property Committee through the Scheme of Delegation 
(approved by the Board in the last 12 months). 

 Asset Management Strategy approved by the Board in 2020. 
 Strategic and Operational Treasury Risks Report to Board and Assurance Committee regularly. 
 The Board ensures good management of ClwydAlyn’s resources through the Business Planning and 
stress testing process. 

 We engage specialist professional Advisors as necessary e.g., David Tolson Partnership and Anthony 
Collins.  

 We have appropriately skilled and qualified staff and Board Members.   
 External Auditors assess the Register when preparing the Annual Accounts. 
 Regular review of assets in place, to ensure that they are being used efficiently and deliver value for 
money. 

 We have a Contracts Register in place. 
 We undertake Home Health checks (Stock Condition Surveys) annually to collect data on property 
condition to inform the Register. 

 Disposal of surplus underperforming assets to generate income. 
 
 
 
 
The Board approves the Corporate Plan and budget annually. These set out how we will increase the 
number of homes we own through new build, to meet the need for more social and affordable housing 
across North Wales. In addition, these plans set out our increased Investment Plan for existing homes to 
meet our carbon reduction objectives and to provide high quality, modern and affordable homes.  
 
We believe that we fully comply with this standard. 
 
Evidence and Assurance 
 

 Growth Strategy approved by the Board in March 2021 which sets out our plans to increase the number 
of homes we own to 7,500 by 2025. 

 The Property Committee provides assurance to the Board on the quality, value for money and 

performance of investment in building new homes and maintaining existing homes. 
 Asset Management Strategy approved by the Board in 2020, which seeks to further improve the quality 
of our homes and communities including energy efficiency and the impact on our Residents’ wellbeing.  

Maximises the use of assets to achieve its social purpose and the objectives of the 
organisation 
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 The Board approved the Rent Affordability Model in consultation with the Resident Committee which 
takes account of Residents’ views, circumstances, and income. 

 Environmental and Sustainability Vision approved by the Board and being implemented to reduce our 
carbon footprint and make our Residents’ homes more affordable in use. 

 Robust asset and financial appraisals provide data on the margins for each of our housing products 
and inform our growth and investment plans.  

 We build new homes with extremely high levels of energy efficiency; using innovative building products, 
Welsh materials and suppliers to provide local economic benefits. 

 We build lifetime homes - each home is built so it can be easily adapted for every stage of life, ensuring 
our Residents can live independently for longer. 

 We repurpose long term empty assets e.g., conversion of a large house is underway to create a new 
mother and baby scheme in Wrexham.  This allows us to change the Resident mix in Wexham Foyer. 

 Following the merger with PHS and full review of the stock condition and suitability for the future, a 
decision was taken to redevelop the whole site. In addition, joint work is underway to consider options 
to build a new a Care/Nursing Facility on the site. 

 A difficult decision was taken to close Plas Bod Llwyd Residential Home in 2021 and to sell it, as it could 
not be improved and modernised in a cost-effective way.         

 Satisfaction levels are independently measured and reported to the Board. Satisfaction with New 
Homes - 93%, Satisfaction with Overall Quality of the Home – 85% and Satisfaction with Neighbourhood 
as a place to live – 82%. 

 We’re working with 26 other RSLs across Wales to support Sero with the Optimised Retrofit project 
funded by Welsh Government. 

 Repurposing of our office spaces to bring in new income streams and to develop relationships with 
likeminded organisations. 

 We are exploring options via a JV with a neighbouring RSL to deliver an ambitious and ethical approach 
to our de-carb and retrofitting programme.  We have purchased 2 x 100% electric vehicles as part of 
our fleet transition from diesel to electric. 

 
 

 
 
 

The Board uses a range of evidence including financial, risk and independent advice to inform all its 
decisions in relation to our assets and liabilities. 
 
We believe that we fully comply with this standard.   
 
Evidence and Assurance 
 

 Our Corporate Plan is approved by the Board annually and reported quarterly and covers growth, 
assets, and financial resilience.  

 Board and Committee Strategic away days held which covered (June) Finance overview, (October) 
Budget overview, (December) further budget updates and a strategic review of the Care Home Portfolio.  

 The decision to redevelop the whole of the Penrhos site was taken following consideration of a range 
of data and information.   

 Strategic decisions to dispose of stock for reinvestment e.g., Meadowbank and Plas Bod Llwyd. 
 Treasury Strategy approved by the Board in May 2021. 
 Strategic Risks reported to the Board which cover Treasury, Assets, and Development risks. 
 Asset and Liabilities Register, and Security Update reported to the Board in January 2021. 
 30 Year Business Plan approved by the Board annually. 
 The Board approved a review of our Supported Housing Portfolio which considered whether buildings 
were fit for purpose and service delivery models. 

 KPI’s reported to the Board quarterly for voids, Health & Safety and new homes.  
 We retain 15% stock as unencumbered (not used as security for loans). 
 Credit Rating retained at the same level in 2021.  

Uses accurate information about assets and liabilities to inform strategic and financial 
decisions 

 



Together to Beat Poverty 

 

25 
 

 Independent valuation of our properties. 
 Capital Investment Programme based on component data. 
 Review of our Management Agreement and Leases for Specialist Homes. 

 

High Quality Accommodation 

RS9. ClwydAlyn provides high quality accommodation 

Ensures publicly funded homes meet all applicable standards, rules and statutory guidance issued 
in connection with quality of accommodation, including the current Welsh Housing Quality 
Standard 
 

The safety of our Residents and their homes is a high priority, and we take our regulatory obligations, 
compliance obligations and the management of associated risks seriously. We provide our Residents 
with a good quality, safe and well-maintained home 
 
We believe that we fully comply with this standard. 
 
Evidence and Assurance 
 

 We have an Asset Management Strategy in place. The Strategy has four priority areas which are: (1) 
Safe and Secure Homes, (2) Reshaping Our Portfolio, (3) Providing New Homes and (4) Affordable in 
use.  The Asset Management Strategy was approved by the Board in January 2020. 

 We have a Growth Strategy, and the medium-term Corporate Plan sets out our ambitions for new 
property development up to 2024-25. This will increase our stock to 7,500 homes.  Since 2017, 694 
new homes have been developed with 348 new homes on-site with a total investment of £318m.  
Progress on delivery of the Strategy is regularly reported.   

 The Property Committee recommended to the Board the disposal of 18 underperforming homes during 
21/22 which generated capital receipts to be reinvested into existing and new homes. 

 ClwydAlyn has made a strategic decision to build new homes ‘off gas’ using other sustainable systems 
for heating and hot water in advance of the use of gas boilers coming to an end.  90% of our new homes 
under construction and due to start, are designed in this way. All new homes are developed to EPC ‘A’ 
and the use of off-site manufacturing forms a large part of our programme. Innovation has also been 
applied in terms of battery storage, ‘in roof’ solar PV and intelligent heating systems which can be 
accessed by the manufacturer ‘online’ to fix problems if they arise. 38 homes have been built using 
Welsh Timber, another 115 are on site and a further 67 due to start. 

 The Board approved the undertaking of a review of Supported Living accommodation; so, we can 
develop a plan to become an exemplary provider of Supported Living Services. This includes ensuring 
that all Supported Living properties meet Commissioners’ expectations, and all Regulatory Standards. 
We have obtained the views of our Residents and Commissioners which has helped us shape the new 
vison Document, which is due to be submitted for Board for approval shortly. 

 We have strengthened our H&S position by the appointment of a Responsible Individual on the Board 
for Health and Safety, bringing together the statutory responsibilities and a more co-ordinated approach 
across the business enhancing corporate oversight. 

 Our Environmental and Sustainability Vision which was approved by the Board in 2021 sets out our 
long-term approach to address climate change challenges in a sustainable and economic way.   The 
Strategy aims to educate and change the behaviours of our staff, Residents, Stakeholders, and supply 
chain partners alongside setting our ambitions and plans to journey to Carbon Zero. We have been 
successful in obtaining grants from the Energy Saving Trust, Optimised Retro fit Programme and Eco 
Three to the value of £1.7m to support this work. 

 Quarterly updates are provided to the Resident Committee and Property Committee in relation to the 
Planned Maintenance Programme position within the year.  Updates in relation to Covid-19 and 
Recovery Plans have been provided to the Board and Committees on a regular basis. 
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 We build to DQR, Lifetime Homes, Secured by Design and have now embraced the new Beautiful 
Homes and Places guide from Welsh Government on all new developments and continue to link our 
projects to the Future Generations Act.  

 The quality of our builds on site is monitored by experienced Technical Inspectors. The inspectors work 
closely with the Contractors and Designers to ensure specifications and workmanship are to our 
standard. In addition, ClwydAlyn has its own standard specification which is reviewed annually 
incorporating any lessons learnt from our experiences of the development of new homes.  

 The Annual Accounts provide a summary of the Planned Maintenance and Capital Works completed 
by ClwydAlyn and these are approved by the Board.  During 21/22 we have invested £11m on our 
planned revenue and capital investment improving the quality of our homes. 

 We are WHQ’s compliant with acceptable fails. We have been reducing acceptable fails year on year. 
However, the merger with Polish Housing Society increased our overall acceptable fails which will be 
resolved by the redevelopment of the site. 

 We are compliant with all statutory requirements in relation to gas, fire, electrical, asbestos, legionella 
and Loler.  These are reported quarterly to the Board and Assurance Committee. 

 RSM completed an audit of the Asset Management Programme and the Impact of Covid 19.  No 
recommendations were made. 

 Resident satisfaction with overall quality of your home is 85% and Satisfaction for thinking specifically 
about the building you live in, how satisfied or dissatisfied are you that ClwydAlyn provides a home that 
is safe and secure is 90%. 

 We have completed 718 Home Health Checks to date. This includes an assessment of Stock Condition 
and incorporates all the elements of the Fit for Human Habitation Regulation under the Rent Homes 
Act. 

 We have successfully secured a £476k grant from the Energy Saving Trust and have partnered with 
Warm Wales and TGP Cymru to deliver energy advice and support to our Residents.  

 To date, during 21/22, no disrepair claims have been received.  Our Solicitors delivered a briefing to 
the Property Committee in October and training has been given to the Resident Committee on what 
disrepair is and how we manage our assets effectively to avoid it.  

 Just Housing has completed the first stage of a review; providing advice and guidance on likely staffing 
changes required to meet upcoming new legislation for Building Safety. We are creating a Competency 
Framework describing the required knowledge, skills, qualifications, and behavioural standards for each 
job role to meet the requirements of the new Building Safety Regime. 

 Housing Health and Safety Compliance Ltd was commissioned to undertake thematic audits for the 
delivery of property compliance services. Action Plans are in place for areas of improvement. These 
are monitored by the Assurance Committee to ensure appropriate progress and achievement of the 
actions. 
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Continuous Improvement Plan Expected Outcome 
Timescale 

to 
implement 

Regulatory 
Standard 

Deliver a high performing Board training programme  
Improved Board performance, measured through the annual appraisal 
process and independent review 

October 
2022 

RS1 

Implement agreed improvement actions from the CHC 
Code of Governance 

Demonstrate VfM to our residents and fully embed ED&I plan including 
a succession plan for the Board. 
 

March 
2023 

RS1 

Undertake a joint disaster recovery exercise between the 
Incident Management Team and Business Recovery Team  

Identify any gaps in both our recovery processes and strategy allowing 

us to correct them before a real event occurs. 

 

July 2022 RS1, RS2 

We will adapt our ESG report to ensure that it is useful for 
our residents, staff and investors  

To ensure information is relevant and available in accessible formats December 
2022 

RS1, RS3 

Review of the new Welsh Government Sector Risks (once 
they have been published by Welsh Government) 

To ensure that the Board and Welsh Government are assured that 
ClwydAlyn is responding to and managing the Sector Risks 
appropriately. 

September 
2022 

RS1, RS2 

Embed the learning from the ‘Leading in a Bilingual country’ 
programme and create a plan to ensure our board and staff 
can support the development and understanding of Welsh 
language and Culture  

Greater awareness of Welsh Language and Culture measured through 
Pulse Survey. 

March 
2024 

RS1, RS3, 
RS4 

Chair of Resident Committee to join the Assurance 
Committee and Vice-Chair to join the Property Committee 
so we have Resident input on all Committees.   

Resident input on all Committees 
March 
2022 

RS1, RS3, 
RS4 

Embed our Social Value approach and measure progress. 
Currently reviewing systems that will support us to achieve 
this 

Clarity on what we want to deliver and the ability to measure impact 
December 

2022 
RS1, RS3, 

RS6 

Better promote the Resident Committee; and how individual 
residents can contact Committee Members to raise 
concerns or ideas for service improvement. Committee 
members to attend community drop-in sessions alongside 
staff to encourage more Residents to become involved. 

Enhanced resident engagement, and to encourage feedback and 
continuous improvement  

March 
2023 

RS1, RS3, 
RS4 

Analysis and understanding of the Census data for North 
Wales  

Better able to meet ED & I needs of residents.  
Develop plans and priorities to ensure that Board and staff are 
representative of our communities. 

December 
2022 

RS1, RS3, 
RS4 
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Continuous Improvement Plan Expected Outcome 
Timescale 

to 
implement 

Regulatory 
Standard 

Publish resident satisfaction every six months in a format 
that is accessible to all residents 

To provide transparency in relation to our performance 
September 

22 & 
March 23 

Indicators 
across all 
standards 

Action Tracker to be introduced for any scheme/project 
specific meetings with Residents to enable feedback to be 
provided regarding any improvement suggestions/decisions 
taken.  This will be included in the Resident Committee 
workplan to ensure all feedback is considered  

Oversight of improvements requested across all schemes 
March 
2023 

RS1, RS3, 
RS4 

ASB – with the input and insight from the resident 
committee, review of Policy and Toolkit; embedding a 
TrACE approach 

To end evictions for ASB and improve satisfaction with resolving 
complaints 

March 
2023 

RS1, RS3, 
RS4 

Collect (where people want to disclose) and 
analyse data that will enable us to deliver a more bespoke 
resident focused service and to further create a culture of 
belonging across all tenures.  This will include equality and 
diversity and communication preferences  

Services can be designed and delivered to meet individual needs and 
preferences 

March 
2023 

RS1, RS3, 
RS4 

Work with the Resident Committee to review our approach 
to Affordable Rents 

Agree the methodology for assessing affordability to be included within 
the Rent Policy 

December 
2022 

RS5, RS6 

Further work with the Resident Committee to scrutinise 
Value for Money on Service Charges and look for ways to 
reduce costs and meet service delivery priorities for our 
Residents  

Rent and Service Charges provide value for money  
December 

2022 
RS5, RS6 

Implement the H&S Competency Framework  To ensure we meet the requirements of the Building Safety Regime 
March 
2023 

RS1, RS2, 
RS9 

Develop a Data Strategy post implementation of the new 
systems for Housing Management, HR and Payroll, 
Finance, Assets and H&S system to enhance Data 
Management  

Ensure that data ownership is clearer, and that quality of data is 
improved and maintained 

December 
2022 

RS1, RS3, 
RS8 

Complete and continue to improve the content of the 
Contracts Register.  

Ensure we understand what we spend with who, better able to plan for 
future procurements, reduce incidents where multiple departments buy 
from the same supplier independently 

Ongoing 
RS1, RS6, 

RS8 
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Continuous Improvement Plan Expected Outcome 
Timescale 

to 
implement 

Regulatory 
Standard 

We will continue to review stress test parameters and report 
to Board  

Ensure the business plan is robust and can deal with unexpected 
problems 

March 
2022 

RS6, RS7, 
RS8 

Join a Welsh Building Materials Framework Support the social and foundational economy  
March 
2023 

RS1, RS6, 
RS8, RS9 

Further feedback to be introduced in relation to adaptations 
completed and how we can monitor whether the work has 
had an impact on people’s ability to live independently and 
remain in their own home 

Residents are able to maintain their independence. 
November 

2022 
RS3, RS4, 
RS8, RS9 

Align the Asset database with the Brixx modelling  
Ensure that the systems are aligned, and the costs of future asset plans 
are included in the business plan 

May 2022 
RS7, RS8, 

RS9 

Develop a Decarb Strategy for existing homes 
A route map towards Net zero, with clear investment planning needs 
identified 

December 
2022 

RS8, RS9 

Analyse service demands for routine repairs against 
workforce skills and capacity  

To ensure we can meet service demands and resident expectations 
October 

2022 
RS3, RS9 
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Developments from left to right - Albion Site, Connahs Quay, Boars Head, Ewloe, Glasdir, Ruthin, Eldewiess, Colwyn Bay, Glasdir Ruthin, Glasdir, Ruthin, 

Maes Famau, Llanbedr DC, Maes Famau, Llanbedr DC, Neuadd Maldwyn, Welshpool, Boars Head, Ewloe, Neuadd Maldwyn, Welshpool, Neuadd 

Maldwyn, Welshpool 
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