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Introduction: What is
Regulation and Why Does It
Matter to You?

Every year, Adra carries out a detailed self-evaluation to assess how well we're performing as

your landlord. This is part of our commitment to the Welsh Government’s Regulatory Framework,

which oversees housing associations across Wales. The aim of regulation is simple: to protect

tenants and ensure that housing providers like Adra are delivering safe, high-quality homes and

services, while remaining financially sound and well-governed.

The Framework was updated in August 2025 to reflect the changing needs of the sector. It
includes nine key standards that housing associations must meet. These cover everything from
leadership and governance, to financial management, tenant involvement, and the quality of
homes.

Adra is proud to report that we continue to meet all nine standards. Our performance remains
strong, and we've made improvements in several areas that matter most o you—our tenants.
We have based the self-evaluation on the feedback gathered throughout the year from tenant
surveys, estate visits, consultations, and complaints. This means your voice has played a central
role in shaping our assessment.
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How Adra Meets the Nine
Regulatory Standards

RS1: Leadership and Governance

Strong leadership and governance are the foundation of any successful organisation. At Adra,
we’ve developed a new Corporate Plan for 2025-2030, which sets out our vision, values, and
priorities. This plan was shaped through consultation with tenants, staff, and external partners.

We've also refreshed our Workforce Development Strategy to ensure our staff have the skills
and support they need to deliver excellent services. Our governance documents—such as our
Standing Orders and Scheme of Delegation—are regularly reviewed to ensure they reflect best
practice.

Equality, diversity, and inclusion (EDI) are central to our work. We've delivered training, supported
awareness campaigns, and taken part in events like the North Wales PRIDE parade. Our Board is
diverse in terms of gender and language, and we’re working to improve representation further,
especially from underrepresented groups.

RS2: Risk Management

Managing risk is about being prepared for challenges and making sure we can continue to
deliver services even when things get tough. Adra has a comprehensive risk management
framework in place. Our Strategic Risk Register focuses on the most important risks and is
reviewed regularly by our Executive Leadership Team.

We’ve improved our operational risk register to make it more meaningful and easier to manage.
Our Audit and Assurance Committee oversees key areas such as damp and mould, fire safety,
cyber security, and succession planning.

We've also strengthened our business continuity and cyber security plans. This includes scenario
testing, staff training, and investment in technology to protect tenant data and ensure we can
respond quickly fo emergencies.

RS3: Delivering High-Quality Services

Providing excellent services is at the heart of what we do. We monitor tenant satisfaction closely
and use feedback to improve our services.

e Repairs and Maintenance: We've made improvements to our repairs service, including
better scheduling, appointment reminders, and new technology to diagnose issues faster.
We've also tackled damp and mould through a dedicated task group, new policies, and
improved reporting systems.

o Support Services: We've reviewed our tenancy support and supported housing services,
and we continue to work with partners to support vulnerable tenants, including care leavers,
asylum seekers, and those with disabilities.
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. Safety and Anti-Social Behaviour (ASB): We've upgraded our CCTV systems and

RS7: Financial Management
improved safeguarding processes. We're active in community safety initiatives and work

closely with local agencies to support tenants affected by domestic abuse, hate crime, and Adra is financially sound and well-managed. We've set a strong budget and business plan, and

ASB. we monitor performance closely. Our 30-year Business Plan is reviewed annually and includes
« Allocations and Homelessness: We work with local authorities to allocate homes fairly stress testing fo ensure we can cope with financial challenges.

and support homeless families. We've built new homes and adapted existing ones to meet

specialist needs. We also support rapid rehousing and Housing First initiatives. We've secured additional funding to support our development plans and maintain liquidity. We

. . , . . - . also comply with all financial covenants and have robust recovery planning in place.
« Fairness and Equity: We've made sure our services are accessible and fair, including rent PY YP gmnp

setting, adaptations, and support for tenants facing financial hardship. Our Tenant Profiling

oroject helps us understand individual needs and tailor services accordingly. Our financial viability has been consistently rated as “Standard” by the Welsh Government, and

we’ve won awards for our excellence in environmental, social, and governance (ESG) practices.

RS4: Tenant Voice and Participation
RS8: Assets and Liabilities

Your voice matters. That’s why we’ve developed the Your Voice strategy, which gives tenants

many ways to get involved. This includes estate visits, consultations, newsletters, online feedback, We manage our homes and other assets effectively. Our stock condition data is up to date, and

and opportunities to join panels and task groups. we've invested in new systems to improve asset management. We've built 192 new homes this
year and adapted others to meet specialist needs.

Over 1,600 tenants shared their views with us this year. We've used this feedback to improve

services, such as adjusting repairs timescales, simplifying solid fuel servicing, and updating our We assess the performance of our properties to ensure they’re delivering value and meeting

Tenant Handbook. tenant needs. We've disposed of properties that no longer meet our standards and reinvested in
homes that do.

We've also reserved seats on our Board for tenants and continue to support community groups

through grants and rent-free properties. Our performance in tenant participation is among the We also manage our liabilities carefully, including our loan portfolio, and work with financial
best in Wales, with high satisfaction scores in areas like “having a say” and “being listened to.” advisers to ensure we're making sound decisions.

RS5: Rent and Service Charges RS9: Safe, High-Quality Homes

We know affordability is a key concern for tenants. That's why we’ve kept rent increases within Keeping tenants safe is our top priority. We've maintained high compliance rates across all key
Welsh Government guidelines and capped health and safety-related service charges to protect health and safety areas, including fire safety, electrical testing, asbestos management, and lift
tenants from financial pressure. safety.

We've also provided support through our Hardship Fund, which helped over 600 tenants last We've invested in energy efficiency measures, such as solar panels and heat pumps, to improve
year. We work with advice services to help tenants manage their finances and access benefits. the sustainability of our homes. All our homes meet the Welsh Housing Quality Standard, and
Our rents remain among the lowest in North Wales and Wales, and tenant satisfaction with rent we’re committed to maintaining and improving them.

value is consistently high.
We've also prepared for new legislation, including the Building Safety (Wales) Bill, and expanded

our compliance framework to include areas like radon testing.
RS6: Value for Money

We’re committed to delivering value for money. Our Value for Money Strategy guides how we
manage resources, and we've achieved savings through our budget challenge process. This year,
we identified nearly half a million pounds in savings.

We've also generated over £12 million in social value through initiatives that support
employment, mental health, and community wellbeing. Our procurement strategy ensures we get

the best value while supporting local businesses and sustainability.

We've received “substantial assurance” from our internal auditors, confirming that our approach
to value for money is robust and effective.
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Listening to Tenants: Your
Voice Shapes Our Services

Your feedback has been central to this year’s self-evaluation. We've used data from tenant
satisfaction surveys, estate visits, consultations, and complaints to understand what matters most
to you.

This feedback has helped us shape our services and priorities. For example, we've:

e Improved repairs scheduling and communication

e Introduced appointment reminders and video calling

e Increased use of WhatsApp for easier communication

e Adjusted solid fuel servicing based on tenant input

e Updated our Tenant Handbook based on feedback from new tenants

e Used feedback to inform our new Corporate Plan

We know that not all tenants want to take part in formal consultations, so we've made it easier to
share views in everyday interactions. This approach ensures that your voice is heard and acted
upon.

Our latest satisfaction scores show that:

o 82% of tenants feel they have opportunities to participate in decision-making
o 81% feel they have a say in how services are managed

e 76% feel we listen and act on their views

We're proud of these results and will continue to build on them.

Conclusion:
A Strong Year, A Clear Vision

Adra continues to meet all regulatory standards and remains committed to delivering high-
quality, safe, and affordable homes. We're proud of the progress we’'ve made and grateful for
the feedback and involvement of our tenants.

We’'ll keep listening, improving, and working together to make Adra a landlord you can trust.

Whether it's through estate visits, surveys, or day-to-day conversations, your voice helps shape
our future.

Thank you for being part of our journey.
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