
Monmouthshire Housing Association’s

Annual Review



Welcome
Hello! We’re Monmouthshire Housing Group, made up of Monmouthshire Housing 
Association and Capsel Ltd, a trading subsidiary. 
Here’s an update of all our activities and 
achievements for the year 2018/19. You will be able 
to see how much money we’ve made, how much 
goes back into our communities, how much we’ve 
spent and what we’ve spent it on. 

We are now in our 12th year following transfer which 
took place back on 21st January 2008. Our desire 
to transform people’s lives and provision of good 
quality affordable housing within communities 
where people want to live and work remains as 
strong as ever.

Looking after our existing tenants, homes and 
communities is in our DNA and we are also focussing 
on delivery of much needed new affordable 
homes in line with Welsh Governments aspirations 
around meeting the demand for new housing. 
Monmouthshire Housing expects to deliver 138 new 
homes during 2019 / 2020 and our aim is to have a 
development pipeline of at least 100 new homes 
each year.

The following pages go into some detail of our 
activity and delivery over the last 12 months as well 
as touching on some of our future planned activity.

Working closely with our tenants will remain a key 
requirement of MHA’s future success and we are 
always keen to have your views on how we are doing 
as an organisation. The new initiative, Forward 
Together Group is our latest initiative which is in 
addition to our Service Testing Team and Scrutiny 
Panel.

We very much look forward to working with our 
tenants and other stakeholders in continuing to 
deliver a strong performance in the years ahead.

Andy Jones, Chair
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Finances
We have a loan facility with Barclays of £45m, of 
which £32.4m has been borrowed – 72%. 

We’ve set aside £15m for the next financial year 
2019/20 to pay for planned improvements to your 
homes and to build more homes.
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Vision & 
Objectives
Here’s our vision for our tenants, our business 
and our communities:
By 2023 MHA will be the top performing social 
enterprise in Wales providing quality homes and 
services, transforming people’s lives and giving 
them the confidence and support to realise their 
ambitions. We will create an environment where 
people can have a brilliant quality of life, in areas 
where they aspire to live and work.
Here are the objectives we’ve been working 
towards... 

Landlord
• As a housing association, we will seek to optimise 

every opportunity to develop the types of homes 
and communities where people want to live and 
maximise the occupancy of our properties

• We will directly support 1,000 tenants a year in 
order to improve their quality of life

• We will build on average 100 new homes per 
year using our own resources and pilot the newly 
designed start up and slim down homes

• We aim to be in the upper quartile across all 
performance indicators

Economic
• We aim to increase our turnover from diversified 

activities to £4m and increase the workforce to 
270 employees

• We will also endeavour to achieve efficiencies 
of 10% by maximising our use of technology and 
ensuring that the principles of value for money are 
embedded throughout the Group

• We seek to maintain our financial strength, achieve 
the maximum score from the regulator and also 
covenant compliance from our funders
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Environmental
• We will seek to reduce our CO2 footprint by an 

additional 5% from 2017
• We will target our vehicles in order to further 

reduce fuel consumption by a further 10%
• Focus resources on ensuring that MHA can quickly 

become a more flexible organisation adapting to a 
constantly changing environment

• We will embed a “Don’t Walk By” policy to support 
the health, wellbeing and safety of tenants

• Spend £1m transforming lives and ambitions 
through training and personal development on both 
staff and tenants, increasing productivity by 10%

• Focus our resources on ensuring that MHA can 
become a more flexible organisation adapting to a 
constantly changing environment

People
• Create 220 work placements
• Concentrate resources on helping 175 tenants into 

work
• Embed a “Don’t walk by” policy to support health, 

wellbeing and safety of tenants.
• Spend £1m transforming lives and ambitions 

through training and personal development on 
both staff and tenants, increasing productivity by 
10%

• Focus our resources on ensuring that MHA can 
become a more flexible organisation adapting to a 
constantly changing environment
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Planned 
Maintenance 
We’ve focused on the external updating of 
your homes, improving the quality and look by:  
• Updating and replacing the external decoration of 

662 properties 
• Upgrade work to paths, gates, hard-standings, 

fencing and boundary walls to 228 properties 
• Replacement of 156 roofs
• Replacement of 98 external doors
• Replacement of windows to 13 homes                                                   
• Installed photo voltaic panels on 20 homes

Replacement roof and external decorating 
at Greenfield, Caldicot

Newly painted balconies and garage doors at Cae Pen 
y Dre Close, Abergavenny

Underhill Crescent, Abergavenny (After)

Underhill Crescent, Abergavenny (Before)
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Garage and 
Carports
We also carried out a garage programme 
which included:
• Demolition of 79 garages
• Replacement of 61 garages
• Refurbishment of 76 garages
• Created 9 car parking spaces

Garages at Park Road, Caldicot (After)

Garages Park Road, Caldicot (After)

Garages Park Road, Caldicot (Before)
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Improving and 
maintaining your 
homes
In 2018 we started refurbishment work on 
26 properties at Raglan Way and Middle 
Way in Bulwark and replaced old roof 
coverings and canopy covers. We also 
installed external wall insulation which 
made the buildings warmer and weather 
proof.
Our Building Services team has continued upgrading 
and refurbishing the internal areas of some 
remaining homes where tenants had previously 
opted out of upgrade works. As a result 60 kitchens, 
26 bathrooms and 32 wet rooms have been 
replaced.

During the year we invited tenants having internal 
work carried out on their homes to complete a “Your 
Views” satisfaction survey. The following are some 
of the comments received 

“Absolutely over the moon. Can’t praise them 
enough. Great tradesmen. ”

 “Really great people to deal with. Looks great 
and we are really happy.”

 “We love our new kitchen. Absolutely 
marvellous.”

New roof coverings and door canopies 
Raglan Way, Bulwark
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WHQS 
Environmental 
Improvements
We carried out external environmental 
improvements to over 150 homes. The 
largest single project was the redesign 
of the communal gardens at Oakley Way 
and Oakley Close. The works included 
demolition of the existing sheds, new 
paving to provide sustainable drainage, 
new retaining walls, fencing, railings, 
seating and new sheds for the residents.
We also improved the communal gardens behind 
flats in St David’s Road, Abergavenny by providing 
new sheds, paving and fencing.

Our flats at Grove Mansions in Llanfoist have 
also had a complete makeover. Following ideas 
from tenants, new play areas were added to the 
communal gardens to make them better places to 
play. 

New gardens at Oakley Way, Caldicot

New gardens at Oakley Way, Caldicot

New gardens at Grove Mansions, Llanfoist
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Our Building Services Team

Voids
The Voids team completed all repairs required 
to 283 empty properties and also carried out any 
planned maintenance upgrade works such as 
kitchen and bathroom renewals. They also fully 
decorated all properties and fitted new carpets in 
flats before handing a property back for let.

The average void repair cost was 5% over the 
£3,200 target at £3,358.
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Building Services Report
Responsive Repairs
The Responsive Repairs team completed:
• 10,280 general responsive repairs
• 4,120 heating repairs, including out of hours call 

outs  
They were great value for money too: 
• The average cost of a general repair carried out 

reduced from £125.16 to £120.04 per repair
• 96% of repairs were completed right first time 

achieving  the 95% target
• 99.28% of repairs offered with appointments 

performed above the target of 99%
• The percentage of repairs appointments kept was 

slightly below the target of 97% achieving 96.36% 

Planned Maintenance
2018-19 saw the completion of the internal 
refurbishment of flats at Oakley Way and Oakley 
Close in Caldicot.  The refurbishment work included 
new kitchens and bathrooms, electrical upgrades, 
heating upgrades (when necessary), re-plastering, 
new internal doors, skirting/architraves, full 
redecoration and new carpets.  

Building Services refurbished 15 flats in 2018-19.

Heating
Our Heating team achieved 100% compliance 
with gas servicing due to hard work from staff. The 
servicing of oil boilers, solid fuel and commercial 
systems was also maintained at 100%. As if that 
wasn’t enough, 135 boiler installations were also 
completed last year including gas, oil and air source 
fuel types.

Disabled Adaptations
Building Services made more tenants’ lives easier 
this year and carried out disabled adaptations, 
completing 42 level access showers, 15 stair lifts and 
33 access works/adaptations.

Homes for the Future
Following grant funding from Welsh Government 
and in partnership with Cardiff University Welsh 
School of Architecture, we began building four 
sustainable and energy efficient one bed two storey 
modern properties in Caldicot and four courtyard 
bungalows in Abergavenny.  

Our Building Services team managed the 
construction on both sites. Building Services 
staff completed the roof structure, photo-voltaic 
panels and installed the aluminium windows and 
doors. They also completed the internal fit-out 
including the heating system, underfloor heating, 
the electrical installation, carpentry works, plumbing 
works and decoration.
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Clos Ger Y Nant, Caldicot (The old Brookside development)
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Creating New 
Homes
MHA developed 90 new homes:

Clos Ger Y Nant, Caldicot
25 x two, three and four bedroom homes which 
include apartments, bungalows and houses

Kings Wood Gate, Monmouth
12 x 1 bed flat, 20 x 2 bed houses 2 x 2 bed 
bungalows, 7 x 3 bed houses, 1 x 5 bed house

Llys Mounton, Shirenewton
1 x 3 bed house 2 x 2 bed flats

We also bought back 20 properties that had 
previously been sold through Right to Buy.

The old Brookside development (before)

Shirewnewton, Chepstow

Kingswood Gate, Monmouth

The old Brookside development (before)
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Coming Soon
MHA is committed to building at least 100 
new homes every year.
We have another six new-build schemes across 
Monmouthshire this year.

These projects include:

Oakley Way, Caldicot
21 x 2 bed houses, 5 x 3 bed houses, 8 x 1 bed flats, 3 
x 2 bed bungalows      

Anghidi Close, Tintern
2 x 2 bed houses and 1 x 3 bed house

Dingestow
3 x rent, 6 x Low Cost Home Ownership, 6 open 
market sales

Govilon
4 x 2 bed bungalows, 2 x 3 bed houses and 13 open 
market

Cwrt Llwyfen, Caldicot
Caldicot - 4 x 1 bed houses

Cwrt y Ffynnon, Abergavenny
4 x 1 bed bungalows

In addition MHA has agreed 36 homes from Bellway 
at Rockfield Farm, Undy. 

Courtyard Bungalows, St Teilos, Abergavenny

Cwrt Llwyfen, Caldicot

Tintern
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Homesearch
During 2018/19, the numbers on the housing register continued to grow and averaged 
3,200 applicants throughout the year. 
Monmouthshire Homesearch registered 1,713 
new applications and helped 491 households find 
affordable homes. 

Homesearch also assessed 454 medical/welfare 
applications, helped an average of 50 applicants 
each week with assisted bidding and 55% of 
applicants bid though the Homesearch App.

160 is the record number of bids received on a 
property since the Homesearch service began!

The team will be busy over the next 12 months 
making improvements to the application process 
including a new website and reviewing the 
Allocations Policy. 

Sisters housed next door in Tintern
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New Homes Team
The New Homes Team provides extra support, a dedicated officer and an agreed plan 
from the point tenants are shortlisted for their new home. This means that our new 
tenants and staff build a strong, positive relationship right from the start. 
Since starting the team extended only 27 starter 
tenancies (4.3%) of the total 623 starter tenants 
who have moved in to a new MHA home. In 2018/19

• 100% of new tenants were satisfied with their new 
home.

• 94% of our starter tenants progressed to an 
assured tenancy.

Feedback from tenants include wonderful 
compliments for our New Homes officers 
with a regular theme that we go ‘above and 
beyond’ for the service they provide:
“I met with S today. He spoke very highly of the 
support you have provided to him since he has 
moved in.  You have made the transition easy for 
him. He felt that you have gone above and beyond 
and because of this he has been able to maintain his 
mental health and have a positive experience.”

“My mother sadly passed away and we wanted to 
thank you personally for your tremendous support, 
advice and practical help during the application 
process, move and (albeit short) stay.  Mum loved 
her time there. Everyone was friendly, helpful and 
courteous- THANK YOU.”
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New tenant: star chart results 2018/19
Tenants are asked to self-assess how they feel (on 
scale of 1-5) about eight areas of their life before 
they move in, and again nine months later, the chart 

shows the positive impact their new home and the 
service received has had with tenants feeling safer, 
healthier, wealthier and positive about their lives: 

Average self-score pre-tenancy Average self-score at 9 month visit
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Managing my home:

Managing my money:

Managing my health:

Feeling safe:
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Some of our Neighbourhood officers out and about in Monmouthshire
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Neighbourhood Services
The Neighbourhood Services team carry out Tenancy Health Checks that help MHA 
provide support to tenants when they need it. They also give advice and guidance to 
tenants to keep their properties well maintained as well as building connections within 
our communities. 

Case Study (anonymised)
As a result of a tenancy health check, a tenant was 
identified that needed support as they were living 
in poor conditions and struggling to manage their 
tenancy. The tenant was elderly, with poor mobility 
and living in a top floor apartment. We provided 
support to improve the property to enable the 
tenant to live more comfortably. We also helped 
the tenant register with Homesearch to look for 
alternative accommodation to better suit their 
needs.
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The Income Team
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Income Team
The Income team have many positive stories based on their early intervention, 
persistence and by providing the right skills to be able to identify support needs 
for our tenants.  The team understand the impact of debt both from a tenant and 
business perspective and have shown resilience as well as being fantastic at gaining 
tenants trust and building relationships to be able to manage tenants expectations.

Income Case Study 1
A tenant with a young child working 15 hours a 
week and doing overtime to make ends meet, 
was struggling financially and didn’t find claiming 
benefits easy. As a result they weren’t receiving the 
benefits they were entitled to and they were going 
into arrears with their rent.  MHA was able to access 
the hardship fund to help ease the pressure and 
referred the tenant to the Money Wise team who 
provided continued support. They also worked with 
Tax Credits and helped the tenant claim the correct 
benefits that they were entitled to.  The tenant was 
able to prioritise their rent and is no longer in arrears. 

Income Case Study 2
A tenant’s partner was sectioned under the Mental 
Health Act due to severe depression. A sensitive 
but prompt approach was required to support 
the tenants to avoid hardship and increasing rent 
arrears. Due to the tenant’s mental health condition, 
they were unable to attend the Job Centre Plus to 
verify their identity, causing delays in the tenant 
receiving payment which put them under increased 
financial strain. 

A single claim was arranged whilst the partner was 
in treatment and a home visit was arranged to verify 
their identity.  This ensured that they could access 
an advance payment and avoid any further delays. 
The tenant also received a one off Discretionary 
Housing Payment of £500 to reduce their rent 
arrears. They were also supported by the hardship 
fund for heating costs and a referral was made to 
Mind Monmouthshire. Both tenants were extremely 
grateful for the support we provided to them during 
a very difficult time.
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Terry MacColl joining the beat in Monmouthshire
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Community Safety Team
Over 700 incidents of anti-social behaviour were reported in the last 12 months. 
Noise nuisance accounted for over a third of the total of complaints received.  MHA 
provides carpets in flats, education and targeted use of noise recording equipment 
which have produced some success.
Whilst Neighbourhood Officers have dealt with 
lower level reports of anti-social behaviour, the 
Community Safety team have addressed the more 
serious and often complex cases. During the year, 
fourteen cases were taken to the county court for 
injunction, demotion and possession orders with 
success in every application made. Eleven of these 
cases were advocated at court by members of the 
team, resulting in substantial saving to MHA in legal 
costs.

Changes in the latter half of the year in the way 
which Police share information on victims of 
domestic abuse has meant a reduction in the 
number of victims being referred by that source, 
however through closer co-operation and liaison 
with other support agencies, sixty-eight victims 
have been supported during the year.

The Community Safety team has looked to use 
new technology in gathering evidence in relation to 
anti-social behaviour complaints. The team piloted 
and evaluated the use of body-worn cameras 
with the help and support of the Scrutiny Panel 
and is now using them on a regular basis, not just 
for investigating anti-social behaviour but also for 
other housing functions including wider tenancy 
management and maintenance.
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Support Services
The Support & Wellbeing team provides our tenants and community members 
with an inclusive ‘wrap around’ support service. This includes help with housing & 
wellbeing, resettlement, social inclusion, tenancy coaching and the new Comic Relief 
funded Rise 2 Inspire Project. 

Tenancy Coaching
The team achieved fantastic outcomes for people 
across the county working in partnership with other 
departments to prevent homelessness. Tenants 
told us that the individual support they received 
increased their self-esteem and gave them the 
confidence to better manage their own home. 

The key to the positive differences made to our 
tenants is the relationship they built with their 
Tenancy Coaches and the team’s approach to 
understand the story behind how tenants came to 
find themselves in their situation.

Social Inclusion
The team have worked proactively with individuals 
and other partner organisations achieving fantastic 
outcomes which really made a difference to 
people’s lives. 

They provide support, tailored to individuals’ needs 
and interests, connecting and introducing them 
with community and social opportunities and 
accompanying them to group activities. Tenants 
widen their social network and build relationships to 
increase their resilience developing a wider sense 
of belonging and to having something meaningful to 
do.

The Support Team
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Support & Wellbeing
The Housing Support & Wellbeing team are based 
around the county providing support throughout 
communities as well as supporting MHA tenants. 
The team provide a prevention and intervention 
service focusing on people aged 16 plus referred 
through the homelessness service or who are 
identified as needing support to manage their 
tenancy.

The support is tailored to each person to enhance 
their quality of life, by providing advice and help with 
welfare benefits, debt and managing money. The 
team have enabled people to have a voice and be 
able to manage their own affairs; to set up utilities; 
liaise with their landlord, to feel safe in their own 
home and to feel a part of the wider community.

At all times the team are looking to provide support 
to prevent homelessness and ensuring that the 
people we support are living in accommodation 
appropriate to their needs. After support 91% of 
people we helped in the last year were managing 
their own home.

Rise 2 Inspire
The project is funded through Comic Relief for 
people aged over 55. In our first year we have 
engaged with over 80 people, in the north of the 
county. The team works with people individually 
and collectively to take the steps to engage with 
local groups and the wider community. The project 
has provided key learning on the issues facing older 
people and how we as a community can engage 
with them more effectively. One of our key aims is 
to enhance individual’s wellbeing through reducing 
isolation and loneliness. We are keen to enable the 
older generation to share their skills and knowledge 
with each other and with our younger generations. 
Rise 2 Inspire will be sharing their learning and 
approach for the second year into the south of the 
county.

Brownie making and building bugs homes at 
one of our older person schemes
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Friends of MHA, Caldicot
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Engagement Team
Our new neighbourhood plans have been created to set up a framework to develop 
tailor-made local action plans which are community-led.  These plans are completely 
different to traditional ways of working, focusing on the skills, strengths and assets 
within the local community, rather than their needs or “problems”. 
We’ve been working with local groups to co-
create an action plan which helps them meet 
their aspirations in each area. These plans will 
deliver local solutions in partnership with local 
communities, which will ensure that the work 
put in by residents in our communities are fit for 
purpose and can be continued independently 
rather than being “parachuted in” or enforced onto a 
community. 

So far, two groups have been formed and a series of 
co-production workshops have been run to develop 
a 12 month programme in each area that will address 
the issues that matter the most to our tenants. 
Each group has chosen three themes they wish to 
address within their community.

Friends of MHA, Caldicot
Friends of Caldicot
Family health & wellbeing, bringing the wildlife back 
to Caldicot and community cohesion.

Neighbours Working Together (Mardy)
Food poverty, making your money last and online 
safety.

Progress to date: 
• Tenants have undertaken their own research on 

projects 
• Tenants are taking ownership over neighbourhood 

issues – organising regular litter picks 
• An increase in confidence of group members 
• Tenants feel they have better relationships with 

MHA 
• More open and honest feedback with regards to 

individual services 
• Tenants are running their own workshops at events 
• More tenants are engaging
• Increase in referrals for Moneywise and Work & 

Skill Wise Service
• Increased tenant satisfaction 
• Tenants feel they are now listened to and receive 

adequate responses to issues raised
• Tenants feel more proud of their area
• Improved community spirit
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Forward Together Group 
We developed a new group that will include tenants 
and leaseholders in MHA’s strategic decision making 
and close the gap to our corporate planning cycle.  

The group will critically comment on the 
organisation’s main objectives and make 
recommendations to our Senior Management Team 
and the Board. They will also influence the corporate 
planning process and input a tenants’ perspective 
into the future of the organisation. 

Their first main project was to work with our Chief 
Executive to deliver a future planning session that 
was held in December 2018 which enabled tenants’ 
views to be considered by our Senior Management 
Team and the Board in the production of MHA’s new 
Corporate Business Plan.

The group has since completed two further 
sessions to make recommendations about MHA’s 
Compliance Statement and two objectives of 
‘Delivery’ and ‘Opportunities’. The group has now 
completed its successful pilot and we look forward 
to ensuring that tenants and leaseholders are 
involved in MHA’s future strategic decision making. 

Making a Difference
The Making a Difference awards (MAD) was 
developed to recognise and celebrate the amazing 
work that goes on across Monmouthshire and the 
inspirational tenants and community members 
that makes this such a great county to live in. Each 
year there are a range of categories to celebrate 
everything from small personal victories to large 
community initiatives. 

This year was the eighth year and we received a 
record 47 nominations and the majority of these 
were from tenants, we had 11 awards categories all of 
which were sponsored by our community partners 
and 146 people attended the evening. 

“Crafty Women would like to thank the Engagement 
team for shortlisting our project and inviting us 
to the MAD awards last Thursday. It was a really 
enjoyable evening for all of the team and they said it 
was a lovely venue and felt like royalty.”

“We had no idea we would come in and win the 
best group award, and were truly overwhelmed 
at such success and recognition. Thank you MHA 
Engagement team for making a real difference to 
our team and group.”
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Making A Difference Awards 
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The Inclusion Team
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Inclusion Services
Case Study (anonymised)
Where it started
Richard was referred to the Work & Skills Wise 
Service by his Income Officer as he had been 
made redundant from his job due to the company 
relocating.  Richard was also affected by the 
Bedroom Tax.  Richard wanted to look at a career 
change to something that was physical but more 
active.  After meeting Richard, it was clear that he 
had a real desire to go back to work and wanted to 
use this as an opportunity for a change.  

What we did
We referred Richard to REACT funding through 
Careers Wales, which supports people who have 
been made redundant to access funded training.  
Richard signed up for fork lift training, funded by 
REACT.  Richard missed having a work routine, 
so Work & Skills Wise arranged a volunteer work 
experience placement with Monmouthshire County 
Council’s Grounds Maintenance team in Caldicot, 
where he volunteered two days a week.  This gave 
Richard a boost to be back in a work routine and the 
working environment. Along with this, Work & Skills 
Wise supported Richard in creating an effective and 
tailored CV.

The outcome
Richard came along to the ‘Monmouthshire 
Employment & Skills Fair’ arranged jointly by MHA 
and Job Centre Plus.  Bringing along his CV, Richard 
approached the industrial warehouse companies 
that were recruiting at the event and spoke with 
them about his experience, talked through his CV 
and presented his licences.  He was asked to sign 
up on the day and was offered work immediately. 
Richard is now enjoying working as a Fork Lift 
Warehouse Operative.

Richard commented; “it would not have been 
possible if it wasn’t for the jobs fair and all your help 
and support. So a very big thank you for your help.”
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Replacement roof at Greenfield, Caldicot
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Health, Safety and Environmental
We continue to review and strengthen our processes to ensure legal compliance and 
also to achieve best practice. 
During the 2018/19 financial year 
Monmouthshire Housing Group was 
recertified to:
• The Environmental ISO 14001:2015 standard – 

March 2019 
• The Environmental Green Dragon (Welsh 

standard) level 5 – December 2018
• Achieved - The ISO 45001 (new Health & Safety 

standard) - March 2019

We continued to:
• Achieve waste savings with an average during this 

year of 65%
• Achieve CO2 savings. The original target was 42% 

by 2017. Our revised target is 47% by 2022. So far 
we have achieved 44.53%

We achieved savings through reducing carbon 
dioxide (CO2) emissions by continuously improving 
the energy efficiency of the properties we build and 
manage through our ongoing planned maintenance 
programmes. 

These include:
• PV installation
• Loft insulation
• External wall insulation
• Roof replacement
• Boiler replacement
• Air source heat pumps
• Fuel switching
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Pool Car
The expansion of our pool cars was one 
of our key environmental objectives and 
also linked into our corporate objective to 
reduce fuel usage.
We have increased our pool car fleet and now have 
two hybrid and two electric cars which are popular 
amongst staff and visible throughout the county. 

We are carrying out a cost benefit analysis of all 
cars to report on their efficiency plus plan for future 
expansion.

Corporate Services
MHA complies with the requirements of 
the Welsh Language (Wales) Measure 
2011 and has an approved Welsh 
Language Strategy which is monitored, is 
reported to and approved by the Welsh 
Language Commissioner. 
MHA is awaiting the regulatory framework in respect 
of the Welsh language and how it is to be applied 
to the sector in Wales. MHA has successfully run 
several Welsh language courses for its staff in 
recent years and will continue to offer support in the 
learning of the Welsh language throughout 2018/19.

The MHA pool cars
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Customer Excellence 
MHA achieved the Customer Excellence Assessment maintaining all of our 
compliance standards from previous years. We also gained three additional elements 
reflecting MHA’s continued understanding of, and engagement with, stakeholders 
coupled with high overall performance.
MHA demonstrates its commitment to using 
the Customer Service Excellence Standard to 
continuously improve its services and achieve its 
mission ‘to provide high quality homes and services 
that put people first.’  MHA is able to demonstrate 
that its culture of customer service is based on 
long-standing engagement with tenants and 
leaseholders. 

Customer excellence champions
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The Scrutiny Panel
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Service Testing Team  
and Scrutiny Panel 
MHA’s Service Testing team and Scrutiny Panel tenant groups have been running 
successfully for a number of years, continually seeking to improve the impact of their 
involvement. The majority of their work focusses on operational service delivery and 
findings are also considered during the strategic direction setting of the organisation. 
The Service Testing team are a small team of 
tenants who test MHA services from a customer’s 
point of view, to ensure they are accessible, fair and 
efficient. Over the last 12 months, the team have 
carried out  five ‘checks’ on a variety of service areas 
such as the Customer Service team who answer 
most of MHA’s phone calls, MHA’s cleaning contract 
for internal communal areas and MHA & Capsel Low 
Cost Home Ownership information. 

The feedback they provide is vital to ensure that our 
services are the best they can be for customers.  
Of the 23 improvements suggested specifically by 
the team, 21 are currently being actioned. A short 
DVD featuring the team members is available on 
the MHA website which has had over 1,600 views on 
Facebook. 

The Scrutiny Panel consider a wide range of 
material and consult with a wider audience than 
that of the Service Testing team when drawing 
together a picture and seeking out improvements 
to the service area. This could include ascertaining 
customer expectations, email and telephone 
surveys (conducted on behalf of the group), 
reviewing satisfaction and consultation data, 
performance, research, use of the Service Testing 
team (where appropriate) and discussions with 
staff, neighbours and agencies. 

Officers and members of the Scrutiny Panel also 
belong to the South Wales Scrutiny Network who 
meet regularly to share best practice and avail of 
joint training opportunities. 
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Our Board

Andy Jones (Chair)

Ken Bucknall

Anthony Deakin (Vice 
Chair)

Colin Marsh

Zena Beirne

Sandra Flanagan

Ann Webb

Tony Crowhurst

Emma Brute

Colin Lewis

Reg Kilpatrick

Dimitri Batrouni
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Our Vision
MHA is known for providing high quality homes and services that meet our 
stakeholders’ expectations.  Daily, we seek to transform lives by enabling communities 
to realise their ambitions. We have created an environment where people can have a 
brilliant quality of life, in areas where they aspire to live and work.
Over the next five years we aim to:
• Build 100 new homes year on year
• Develop an online Tenant Portal for tenants to 

monitor accounts, pay rent and report repairs
• Review our void (empty homes) standard of 

quality
• Help 30 more tenants into work by 2021
• Reduce CO2 footprint by a further 10% by 2024
• Recruit 5 more apprentices each year
• Become a three star Times Best Company
• Have tenant satisfaction with quality of life as 

highest in Wales
• Develop the best older person offer in Wales by 

2021 
• Keep Universal Credit arrears to 5%
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0345 677 2277
communityservices@monmouthshirehousing.co.uk
www.monmouthshirehousing.co.uk

Monmouthshire Housing Association 
Nant-Y-Pia House, Mamhilad Technology Park 
Mamhilad, Monmouthshire, NP4 0JJ
facebook.com/Monmouthshire.Housing
twitter.com/mon_housing


