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The Department for Communities (DfC) is the Regulatory Authority for Registered 

Housing Associations (RHAs) in Northern Ireland. The Housing Regulation Branch 

within DfC undertakes this Regulation activity on behalf of the Department and we 

seek to protect the interests of tenants, homeless people and others who use the 

services provided by RHA’s.  To ensure this is achieved, RHAs must provide us with 

the necessary information on a regular basis to demonstrate how the Regulatory 

Framework Standards are being achieved.  

 

 

Connswater Homes (CH), previously known as ‘Connswater Housing Association’ was 

formed and registered with the Department of Environment in 1977. The organisation 

became known as Connswater Homes in 2006.  

 

They currently own and manage approximately 1,000 units and continue to expand 

with housing developments located in Belfast, Antrim, Lisburn, Newtownabbey, 

Newtownards, Portaferry and Downpatrick.   

 

 

 

 

Through our risk-based and proportionate approach to regulating RHAs, we focus our 

attention on the important risks and key aspects of the RHA’s performance.  This 

includes having different levels of engagement depending on the RHA’s risk and 

performance profile. 

 

When we refer to risk, we are talking about the risk to the interests of tenants and other 

service users. This may not always be the same as an RHA’s own detailed assessment 

of the operational risks it faces. This judgement is completed in accordance with the 

risk based approach to Regulation introduced in April 2017.   

 

 

RHA Background 

Regulatory Approach 

Introduction 
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Overall Opinion 

  

 

 

 

 

Based on a review of the evidence submitted by the RHA, Housing Regulation 

Branch has determined that Connswater Homes has demonstrated that they meet 

the Regulatory Standards. 

 

Assessment Findings 

 

 

 

Governance Standard 1: 

“Social housing providers shall ensure effective governance arrangements are in 

place to deliver their aims, objectives and intended outcomes for tenants and 

potential tenants in an effective, transparent and accountable manner”. 
 

Findings: 

 

 The Board recently commissioned a review of its governance arrangements 

against standards set out in the National Federation’s Code of Governance 

2015.  CH’s current Governance Policy contains detailed information that 

demonstrates how the Board provides oversight to ensure the Association 

operates effectively, efficiently and economically. Areas covered include 

Mechanisms for Effective Management & Control, Monitoring & Benchmarking 

Customer Service Standards, Functions, Duties & Responsibilities of Board 

Members, and Code of conduct of Board Members.  

 

Outcome of Governance Standard - MET 

Regulatory Judgement   

Connswater Homes  

1 – Meets the requirements 
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 Currently the performance of the Board is reviewed annually with the 

performance of individuals reviewed every two years. Performance reviews 

are fed into a training and development plan. The board adopts an inclusive 

talent management strategy for both Board members and staff.  This is 

completed to build and develop people at all levels, with a training and 

development budget set aside for staff and Board members.   

 

 The Board has oversight of services through a range of tools such as mystery 

shopping, tenant satisfaction surveys, and interaction through social media. 

The organisation holds a customer service excellence accreditation and 

insists on total transparency by publishing feedback and outcomes. 

 

 

Evaluation 

 

 CH has strong Governance structures in place that are reviewed and updated 

on an ongoing basis. Their processes and controls assist the Board, 

Committees and Senior Management Team to conduct the business of the 

Association effectively and appropriately.   

 

 

 

Governance Standard 2: 

“Social housing providers shall adopt a robust approach to the assessment and 

management of risk and demonstrate informed and transparent decision-making 

processes”. 

 

Findings: 

 

 CH has pioneered the use of digital technology to include; Housing 

Management software, a virtual boardroom, paperless meetings and 

extensive use of social media. This allows the Board and SMT to collaborate 

with each other, receive information in real time and attend meetings via 

Skype no matter where they are in the world. It also provides communication 

channels with external agencies and the community, which is maximising 

social value.  
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Evaluation 

 

 CH has adopted a robust approach for assessing and managing their risks.  

They have also demonstrated that they have an effective decision-making 

process in place that allows for informed and transparent decisions to be made 

throughout the organisation.  

 

Overall Governance Standard Comments 

 

CH has in place appropriate Governance documents and controls and has 

addressed Regulatory requirements as required. They are mindful of adhering to 

relevant legislation, and that registrations with appropriate Governing authorities are 

in order.  The Association’s affairs appear to be conducted with honesty and integrity 

and they operate an appropriate strategic planning and control framework that 

identifies and manages risks to the delivery of their objectives, and in compliance 

with Regulatory Standards.   

 

 

Finance Standard 1: 

“Social housing providers shall manage their resources effectively to ensure financial 

viability is maintained in the short, medium and longer term”. 

 

Findings: 

 Sufficient evidence has been provided to demonstrate that CH has effective 

controls and procedures in place to ensure security of assets and the proper 

use of funds;  

 

 There is appropriate financial reporting to management and the Board in 

place; 

 

 The Board is provided with sufficient information to monitor and report on the 

delivery of objectives; 

 

 The risks to delivery of financial plans are identified and effectively managed 

with: regular reporting of variances against budget; stress testing of forecasts 

Outcome of Finance Standard - MET 
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and financial covenants; maintenance of a risk register and action plan to 

mitigate risks; and short term cash forecasting to ensure liquidity; and 

 

 All financial reporting requirements are met, ensuring legislation is complied 

with and all relevant accounting standards are adhered to. 

 

Evaluation:  

 

 CH has demonstrated that they manage their resources effectively to ensure 

financial viability is maintained in the short, medium and longer term. 

 

Finance Standard 2: 

“Social housing providers shall articulate and deliver a comprehensive and strategic 

approach to achieving value for money in meeting their organisation’s objectives”. 

 

Findings: 

 CH has undertaken a robust assessment of all its assets and resources. 

Performance management and scrutiny functions are effective at driving and 

delivering improved value for money performance; and 

 

 A self-assessment of the organisation’s value for money performance has 

been completed in a transparent and accessible format. 

 

Evaluation 

 

 The Value for Money statement contains key elements of a thorough value for 

money assessment, namely; specific value for money priorities; assessment 

of 2017/18 performance; encompasses functions across the entire business; 

and considers social value as well as financial performance.  

 

 

Overall Finance Standard Comments: 

CH has demonstrated effective management of its resources to ensure financial 

viability is maintained in the short, medium and longer term.  CH has also articulated 

and delivered a comprehensive and strategic approach to achieving value for money 

in meeting the organisation’s objectives. 
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Consumer Standard 1: 

“Social housing providers manage their businesses so that tenants and other 

customers find it easy to participate in and influence their landlord’s decisions at a 

level they feel comfortable with”. 

 

Findings: 

 

 Various methods of participation available include; the creation and promotion 

of formal tenant groups (scheme, neighbourhood, community based 

depending on demand); a Newsletter (Connswater Chronicle); creation and 

promotion of Tenant groups that review HA documentation from home; a 

Tenants ‘expression of interest to get involved’ register; invitation to get 

involved at tenancy sign up; satisfaction surveys; public meetings; open days 

and individual consultations on scheme developments.  

 

 A ‘Tenant Check Project’, ran as a pilot, gave concerned tenants the 

opportunity to get involved in the monitoring of cleaning services across a 

number of schemes. All tenants participating in the scheme were provided 

with the cleaning schedule and a list of tasks that should be completed. Both 

tenants and the cleaning operators were asked to sign a checklist once all 

duties had been completed. This pilot scheme was able to provide those 

tenants with an assurance that a satisfactory cleaning service was being 

provided.   

 

 CH Website has a dedicated section containing Tenants information. This 

includes; sections on engagement opportunities; GDPR-what is it?; Gas 

safety; Tenancy fraud; Home contents insurance; tenant’s handbook/repair 

manual/survey results/newsletter/agreement; getting a home; rent account 

and money worries. 

 

 

 

 

Outcome of Consumer Standard - MET  
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Evaluation 

 CH has demonstrated evidence of how they provide engagement and 

participation opportunities for their Tenant base at the level they feel 

comfortable with. 

 

Consumer Standard 2 

“Social housing providers shall provide premium homes with good service quality 

choices appropriate to the diverse needs of their tenants” 

 

Findings: 

 

 Consultation events were held with tenants in relation to the programme of 

planned maintenance works e.g. tenant’s choice to avail of a heating upgrade 

to gas; tenant’s choice of colour for kitchen cupboard and worktops, and 

tenant’s choice in colour of their replacement windows and doors.  

 

 Key Performance Indicators are reported in the Annual review report 2017/18. 

They are both detailed and extensive and are delivered to all tenants in a hard 

copy format. 

 

 Their Welfare Advisor Officer (WA) has provided referrals to various charities 

and family hubs to successfully acquire starter packs and financial assistance 

for vulnerable tenants.  This in turn has ensured tenants are able to sustain 

their tenancies. The WA also facilitates outreach surgeries, one of which is 

during the evening to allow everyone an opportunity to attend.  They have 

also organised a number of pop up sessions for tenants and local residents in 

respect of Welfare Reform.  

 

 CH has staff specially trained in Child Protection and in dealing with 

Vulnerable Adults. The Association also has a member of staff who has 

completed Mental Health First Aid Training.  A number of staff attended 

‘SafeTalk’ training to help them identify and communicate with tenants who 

may have suicidal thoughts.  
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Evaluation 

 

 CH has demonstrated that they provide ‘Decent Homes’ standard 

accommodation with good service quality choices appropriate to the diverse 

needs of their tenants.  The 2018 – 21 Strategic Plan was developed in 

collaboration with customers, colleagues and board members and it sets out 

clear commitments in terms of maintenance and improvement to the housing 

stock.  It places customers at the heart of the Association’s business and 

provides high level direction for the Asset Management Strategy 

Consumer Standard 3: 

“Social housing providers shall concentrate their efforts to support vibrant 

communities that encourages tenant opportunities and promotes well-being”. 

 

Findings: 

 

 Community Garden - Mersey Street Mind, Body and Soil Project is a 

community driven regeneration & social interaction initiative. The project 

transformed unused land into a hub of community activity. A community 

garden that benefits tenants of Connswater Homes and the wider community 

was developed in partnership with Groundwork NI.  

 

 Crime Prevention Event – A Crime Prevention Officer within the PSNI 

delivered two presentations to tenants; one on home safety and the other was 

‘Beat the Burglar’. Tenants who attended were given tips and advice on how 

to best secure their homes which they were appreciative of.  

 

 Better neighbourhoods - the Association spent £35k during the reporting 

period on enhancing CCTV recording equipment at communal schemes to 

make tenants feel safe and secure.  This also helped negate anti-social 

behaviour in these areas. CCTV is now installed as standard in the 

Association’s new build schemes alongside compliance with the PSNI 

Secured by Design standard.  
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Evaluation 

 

 CH work in partnership with a range of agencies and community based   

organisations to support vibrant communities that encourages tenant 

opportunities and promotes well-being. 

 

Overall Consumer Standard Comments  

 

CH has demonstrated their ability to both create and manage a wide range of tenant 

initiatives which provides tenants with opportunities to not only engage with them but 

that also promotes their well-being.  They are also mindful that providing 

opportunities for tenants to be involved in their Association is crucial  

 

Overall Comments 

Taking into account the RSAR return for 2017/18, Connswater Homes has 

demonstrated they meet all the standards with no further level of engagement 

required. 

 

 

 

 

 

Anticipated Level of Engagement for 2018/19: 
 

Level 1 – Where following submission of the Regulatory Standards Annual 

Return (RSAR) and required financial information, we are content there is 

sufficient assurance and little additional contact is required unless other matters 

arise.   


