
Pennaf Housing Group – Self Evaluation 2016 

 

All Housing Associations in Wales receive a Regulatory Opinion annually.  The Welsh 

Government follows a risk-based approach to regulation and looks to identify the Groups strengths 

and areas for improvement.  The Group is required to meet the Welsh Government standards 

known as “Delivery Outcomes”.  The Delivery Outcomes cover Landlord Services, Finance and 

Governance.  The Regulators opinion is based on our own evaluation of how we and our residents 

think we perform, intelligence from people we work with, local authorities, lenders, feedback from 

other third parties and through regular meetings with our Management Team.   

The Group has adopted a colour code key to help residents and staff decide the progress we have 

made during the year.  Below is the key we used to make the assessment along with a brief 

description of what each stage means.  
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Self-Evaluation Matrix 2012 to 2016 

Delivery Outcome 
Self-

Assessment 
2012/13 

Self-
Assessment 

2013/14 

Self-
Assessment 

2014/15 

Self-
Assessment 

2015/16 

Residents are satisfied that 
their homes are maintained 
to agreed standards 
     

We develop and adapt 
homes in our communities 
 

   
 

We are assured that our 
services do not 
discriminate  
    

 
The views of our 
stakeholders influence the 
way we plan and delivery 
our services and 
stakeholders understand 
what difference their 
involvement has made 
 

   

 

 

Residents are satisfied with 
the services we deliver - 
Hostels, Foyers and 
Refuges 
    

 
Residents are satisfied that 
their services are delivered 
to a high standard - 
Leasehold 
    

 

Residents are satisfied with 
the housing services we 
deliver - General Needs 
    

 

Residents are satisfied with 
the services we deliver - 
Older Persons 
    

 
The Group’s finances are 
managed effectively, 
efficiently, within regulatory 
constraints and applied to 
agreed aims and objectives 
 

   
 

Value for Money 
 

   
 



Colour Code Key 

Red – Highly Problematic  

 Amber – Some items require substantial attention and others are good  

 Green - Some aspects require attention or sustaining but no major outstanding issues 

Fundamental 
review of the 
service 
required.  
Dissatisfaction 
from 
Stakeholders 
and problems 
with quality 
and outcomes 
not achieved. 

 
 
 

 

Success is in 
doubt with 
major risks 
or issues.  
Urgent 
action is 
needed to 
ensure 
issues are 
addressed 
before a 
fundamental 
review is 
needed. 

 
 
 

 

Progress has 
been made 
since last 
assessment.  
Plans 
implemented 
and damage 
minimised.   

 
 
 

 

Dissatisfaction 
has been 
addressed 
and has the 
potential to 
move into the 
Green shortly. 
Some 
outcomes 
have been 
achieved.        

 
 
 

 

Successful 
delivery 
appears 
feasible but 
significant 
issues still 
remain. 

 
 
 

 

Problems 
with quality 
and or 
resources, 
maintain a 
watching 
brief to stop it 
going into the 
Red. 

 
 
 

 

Excellent 
progress, 
stakeholders 
satisfied with 
the outcomes, 
quality at 
expected 
levels and no 
problems with 
resources or 
performance 
satisfaction 

 
 
 

 

Outcomes 
are being 
achieved 
and 
satisfaction 
increasing.  
Moving 
towards 
excellence. 

 
 
 

 

High level of 
stakeholder 
satisfaction 
but need 
assurance 
that the 
measures 
put in place 
will keep it 
green and 
outcomes 
are being 
maintained. 

 
 
 

 

 



The Groups Delivery Outcomes 2015/16 

We provide homes 
people want to live in 

Self-
Assessment 

2015/16 
How have we done? 

Residents are satisfied 
that their homes are 
maintained to agreed 
standards 
 

 
 
 
 
 
 

 

Repairs and Maintenance is one of the most important priorities for our residents and they have a vital role to play 
in shaping our services and making a difference together.  93% of our stock was Welsh Housing Quality Standard 
compliant at March 2016.  The overall satisfaction with the maintenance service was 98% and 97.8% for standard 
of repair in 2015/16.  The Association consults with residents and meets the requirements via resident consultation 
and involves the relevant resident committees to review the way the Association assesses and delivers its work 
including the setting of targets, designs and specifications. The Association will communicate with each resident 
identified within a programme of work to advise them of works to be carried out and indicative dates.  The Resident 
Portal activity has increased in terms of residents being able to report a repair.  Since April 2015, 421 jobs have 
been logged via the portal, both out of hours and when the Contact Centre is available.  Working in partnership with 
other agencies to benefit our residents and the wider community PenAlyn has been involved in a number of 
projects.  Future areas to focus on are: engage with residents to change the priority of jobs from a ‘within a 
number of days’ to when it best suits the resident, explore the possibility of linking the van trackers to the portal 
system so residents can track when the operative will be with them.  Continue to increase satisfaction and reduce 
complaints. 
 

We develop and adapt 
homes in our 
communities 

 
 
 

 

The Group has continued to invest in providing vital affordable new homes for communities.  To ensure that the 
quality of our stock is what our residents expect, we ask them to complete a “New Build satisfaction questionnaire”.  
The survey gives the residents an opportunity to influence future services/improvements as well as suggest future 
design improvements.  The Group completed 152 adaptations to enable residents to remain in their homes and 
satisfaction levels are very high.  Development along with other key partners in the Group now hold induction days 
for residents so they can discuss aspects of their new homes and meet their neighbours.  Future areas to focus 
on are: Completion of the Community Benefit Toolkit, this is to ensure that all large contracts with the Group have 
an element written into the contract that gives back to the community, increase satisfaction in new build homes and 
analyse waiting times for adaptations to see if we can streamline the process further. 
 

 

 

 



Our people drive our 
services 
 

Self-
Assessment 

2015/16 
How have we done? 

We are assured that our 
services do not 
discriminate  
 

 
 
 
 
 

 
 

The profile data collected for our resident population has increased significantly over the last 12 months.  
Monitoring resident’s information is vital so that we can understand the communities in which we operate, plan 
appropriately, engage and deliver services that are accessible and meet the needs of everyone.  Having robust 
resident profiling data has enabled us to provide support and data to our internal Welfare Rights team and 
Community Housing Cymru in preparation for the Government Reform on benefits.  As a result we are able to 
identify and advise our residents most at risk now and in the future.  We use resident profiling to tailor our services, 
direct resources effectively and supply information.  Welsh language preferences have been verified and alerts set 
up so that residents are contacted to in their preferred language.  Future areas to focus on are:  Increase and 
maintain the information we hold and use the information to make appropriate adjustments to services, completion 
of Equality Impact Assessments and embed the Welsh Language Standards across the Group. 
 

The views of our 
stakeholders influence 
the way we plan and 
delivery our services and 
stakeholders understand 
what difference their 
involvement has made 
 

 
 
 

 

Our residents are central to everything we do at Pennaf Housing Group and we want to make sure that they are at 
the heart of our policies, strategies and day to day working.  The aim of our Accountability Group is to ensure that 
we account for our activities, accept responsibility for them and disclose the results in a transparent manner. The 
Group ensures we are Accountable to a host of different organisations and residents.  We do this by having in place 
a statement of values which all staff must adhere to.  We have a number of ways that our residents feedback to us 
which include, the Service Improvement Committee, Quality Partners, Service Panels, Compliments, Concerns and 
Complaints, Facebook, Twitter, Customer Services Ambassadors and a range of surveys.  To ensure that our 
stakeholders realise how much we appreciate their input and how their involvement has made a difference we 
produce an Impact Assessment to show them.  We work with residents to produce regular newsletters, Facebook, 
Twitter, press articles, estate walkabouts and the Residents Conference.  Future areas for us to focus on are:  
Complete a STAR survey to gain assurances about the services we deliver to residents, increase the use of the 
Residents ‘portal and demonstrate and test service improvements as a result of feedback from our residents. 
 

 

 

 

 



Our people drive our 
services 

 

Self-
Assessment 

2015/16 
How have we done? 

Residents are satisfied 
with the services we 
deliver - Hostels, Foyers 
and Refuges 

 
 
 
 
 
 

 

Hostels and Foyers provide 180 bed spaces across 6 Local Authority areas.  Each of the schemes are individually 
highly active both in their projects and the local community.  ODEL: The Group’s learning and Training initiative 
supports the Hostels, Foyers and Refuges as well as helping people unable to work due to sickness or disability 
gain qualifications and has been running since October 2012.  ODEL works in partnership with the Department of 
Work and Pensions, Voluntary Councils, Agored Cymru and covers Conwy, Denbighshire, Flintshire and Wrexham.  
For the period April 15 to January 2016, 12 accredited units have been delivered covering, Overcoming Barriers to 
Work Certificates, Preparation for Interview, Applying for a job, Work related Education Qualification, Knowing 
Myself, Behaviour and Personal Health, Getting and Giving Support, Right image for the job, Traditions and 
Customs of Wales, Holding Beliefs and Values, Preparing for Tenancy and Confidence Building.  265 Accredited 
Unit Certificates have been issued, 46 Qualification Certificates and 238 Digital Inclusion sessions have been 
delivered.  The demand for the service has increased year on year as The Department for Work and Pensions 
awarded a contract to the Group to deliver the service in addition to the Hostels and Foyers.  Night shelters:  The 
Group has two night shelters, Tŷ Nos in Wrexham and Tŷ Golau in Rhyl.  They provide 23 emergency bed spaces 
nightly offering clients an evening meal and breakfast as well as professional advice and support.  Domestic Abuse 
Service:  The Group manages 7 bed spaces in Flintshire, and works in partnership with Women’s Aid in Flintshire, 
Denbighshire, Wrexham and Conwy to provide a further 21 bed spaces.  Future areas for us to focus on are: 
showcasing positive outcomes as a result of Domestic Abuse activities, increase move-on accommodation, work 
proactively with Local Authority partners to ensure the continued viability of the service and devise a Dreams, 
Hopes and Aspirations survey for Residents to work towards their goals. 

Residents are satisfied 
that their services are 
delivered to a high 
standard - Leasehold 

 
 
 

 

Satisfaction amongst Leaseholders has continued to improve.  A great deal of work has taken place over the last 
few years to improve relationships with our customers.  The Leasehold Forum which is a group of our leaseholder 
residents, continues to have direct input and influence on the services we provide.  Currently we have 8 members 
who meet 5 times a year.  Leaseholders now have their own dedicated Newsletter which focuses on Leaseholder 
matters.  The next newsletter is due to be published in the autumn.  Future areas to focus on are: Continue to 
build our customer relationship and increase satisfaction, collect email addresses and telephone numbers from 
every contact with our customers made by the leasehold team, increase and maintain profiling data and focus on 
further increasing satisfaction levels with an emphasis on ensuring the service charges represent value for money. 
 

 

 



Our people drive our 
services 

 

Self-
Assessment 

2015/16 
How have we done? 

Residents are satisfied 
with the housing 
services we deliver - 
General Needs 
 

 
 
 
 
 
 

 

We have 3519 units of General Need’s stock across 6 Local Authorities and are committed to providing high quality 
services to our Residents.  We have a very active group of Resident volunteers.  We have calculated the hours given to 
the Association by these volunteers from April to November 15, and it equates to 236 hours.  Our Residents are involved 
in every aspect of the business from Service Improvement, Quality Partners, Customer Service Ambassadors, Focus 
Groups and Editorial Panels.  They have been fundamental in assessing a number of process, policies and suggesting 
improvements.  The Annual Conference ‘Digital Inclusion’ took place in October and was attended by 80 Residents.   The 
conference was opened by a specially recorded video made for us by Martin Lewis, Money Saving Expert.  The feedback 
we received confirms that this has been another successful conference; Residents commented on the fact that the event 
was well organised and interesting.  91% of Residents confirmed that attending the conference had made them feel very 
involved.   Our Community Development team improve communities, build confidence in residents, build knowledge, 
skills and improve our communication with Residents.  For the period July 15 to January 16, funding for projects to the 
value of £173,109 has been secured through external funding, either for our own organisation or to support other 
community groups.  We know our projects have made a real difference to local Residents and communities, from the 
positive feedback we continue to receive from both Residents and the partner agencies we work with.  We have 
celebrated achievements of Residents amongst the wider community through issuing press releases and posts on social 
media that help to showcase our tenant participation and Residents’ achievements.   Future areas for us to focus on 
are: Annual inspection and checks of all properties to identify issues providing support to tenants if necessary, improve 
the look and feel of the Resident Portal, review of all Resident Groups, and the creation of a new income team. 

Residents are satisfied 
with the services we 
deliver - Older Persons 
 

 
 
 
 
 
 

 

Warden services have been subject to a fundamental review about the way we deliver services in our sheltered 
schemes.  Resident consultation has taken place, and as a result of this review two schemes were decommissioned in 
April 2016 and moved into General Need’s stock.  This will significantly reduce the Service Charge at these schemes 
making them more attractive to potential Residents.  The remaining nine schemes will be covered by the existing 
Wardens covering more than one scheme.  This reduces costs and moves services away from a dependence based 
model into a position of less dependency.  PenCartref has received over 300 referrals to date in the Wrexham area. 
Publicity is needed across other areas to ensure a broadening of the services. The Painting & Decorating Service is 
already proving popular.  In line with the Group’s Digital Inclusion Strategy, Wi-Fi has been installed in 5 of the 9 
schemes to date and will be commissioned in the remaining schemes in the near future.  This service is provided free of 
charge and training has been provided by Keepmoat, Digital Communities Wales and in Partnership with Big Lottery 
Community Voice.  A number of sessions have been delivered to help Residents develop their ITC skills.  This improves 
the wellbeing and addresses the social isolation of our Residents by helping them to keep in contact with friends and 
family via email or social media.  The first phase of the Chirk Court redevelopment was handed over on 1st February 
2016 and has welcomed its first Resident.  The Home will provide 56 beds for the highest level of dementia care and 10 
beds for very dependant Residents.  The building is based on the on the ‘Stirling approach’ principles and standards of 
excellent dementia care delivery.   The level of community development activities that take place at the Sheltered and 
Extra Care schemes are testament to the commitment of the Wardens, Managers and the Community Development 
Officer.  Without these activities some of our Residents would have very little contact with people from the local 
community.  All of these activities contribute to the health and wellbeing of our Residents, improve wellbeing and reduce 
social isolation.  Feedback from these events is always very positive.  Future areas for us to focus on are:  Voids and 
low waiting lists for sheltered units, publicise the work that PenCartref carries out in other areas and promote welfare 
rights advice due to Welfare Benefit changes. 



We are financially Viable 
 

Self-
Assessment 

2015/16 
How have we done? 

The Group’s finances 
are managed 
effectively, efficiently, 
within regulatory 
constraints and 
applied to agreed aims 
and objectives 
 

 
 

 
 

The Group is very strong and innovative and despite significant pressures the arrears have fallen 
consistently over the last 3 years.  Money lost due to homes being empty has increased but measures 
have been put in place to address this and already the number of days to relet an empty home has 
decreased.  The average cost of a maintenance job has decreased and satisfaction with PenAlyn has 
increased.  The Welsh Governments recent judgement of the Group was that we had adequate resources 
to meet its current and future business and financial commitments. 

Value for Money 
 

 
 
 
.

 

The Group’s ethos towards ‘Value for Money’ is simply to ensure that our seven companies provide the 
best services at the best price, both in cost and quality, for the organisation and its current and future 
residents.  To make this happen we have to make the organisation as efficient as possible.  We need to 
take advantage of ways to maximise our income, and we need to ensure our costs are appropriate to our 
needs.   It is a very challenging time for all of us, both for the Group and for our residents.  2015/16 has 
been a very busy year and we have five key aims to focus on, target resources to customer priorities, 
maximise resources available, ensure the long term viability of the Group, promote and embed a culture 
of continuous improvement and monitor and benchmark our performance against others.  Future areas 
for us to focus on are:  reduction in empty homes, streamline internal processes, enhance information 
and ensure we buy products and services for the best price possible. 

 

 

 

 

 


