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1. First Choice Housing Association

First Choice was formed in 1988 and provides housing for people
with learning disabilities.

It had 141 properties providing housing for 395
people across Wales. Its offices are in Penarth
but are not open to the public.

First Choice had 11 members of staff and a Board of 10 people who
made decisions on what it did. First Choice was managed by the
Chief Executive, Director of Corporate Services and Director of
Technical Services.

2. The Wales Audit Office

——
The Welsh Assembly Government asked the [
Wales Audit Office, an independent agency, to -
look at how well all housing associations in WALES AUDIT OFFICE
Wales work. SWYDDFA ARCHWILIO CYMRU

We looked at the work of First Choice in July 2008 to compare what it
was doing with what the Welsh Assembly Government expects it to
do. This is explained in more detail in the full inspection report.

3. The Inspection

The inspection asks two questions.



4. Question 1 - Does First Choice deliver good qual ity
services?

To answer this we look at how well First Choice provides services to
tenants. Our findings are listed on the next page, along with a summary
of how well the Association is doing.

‘Satisfactory’ services are what we would expect to find.

‘Good’ or ‘Excellent’ services mean a Housing Association is
doing very well.

If services are not very good we will say they have ‘scope for
considerable improvement’ or ‘fail to comply with the Regulatory
Code’. The Association is expected to improve these services.

First Choice was providing “good” services in one area and
“satisfactory” services in six areas but the maintenance service had
“scope for considerable improvement”.




First Choice’s relationship to tenants was satisfac tory

First Choice had developed a Taking Part Plan with
tenants, support providers and staff and was working to
iImprove how tenants could be involved in making
decisions.

First Choice had information available to tenants on most areas of the
service they received.

Tenants’ views were asked for and the Association used
them to make things better.

First Choice’s complaints policy needed to be improved and standards
for services introduced.

First Choice’s equal opportunities was satisfactory
First Choice needed to improve how it ensured equality of opportunity.

Services were generally provided in both Welsh and English.

First Choice’s way of providing housing was satisfa ctory
Local authorities thought the Association was working well.

First Choice’s rents service was satisfactory

Tenants having difficulty paying their rent were not
always given advice on how to manage their debts.

Arrangements for managing rent payments worked well.




First Choice’s way of letting its housing was satis factory

First Choice did not lose much money from empty homes.

Tenants were not asked their views on their new homes.

Local authorities chose who moved into an empty home.

The way that First Choice managed its houses was sa tisfactory
Tenants had the best type of tenancy possible.

First Choice dealt with anti-social behaviour but it
may not work as well as it could.

First Choice’s maintenance service had scope for co nsiderable
improvement

The day-to-day repairs service was not well

managed. Tenants were satisfied with the
work done but the service was not very
good.

First Choice needed to make sure it
serviced all gas appliances and dealt with
asbestos better.

First Choice’s plans to get homes to meet the Welsh Housing Quality
Standard by 2012 were not very good.

The way First Choice houses people with support nee  ds was good

First Choice houses people with support needs but it
needed to improve how it managed its work with
support providers.

First Choice made sure tenant’s needs were thought
of in how services were delivered.




5. Question 2 - Does First Choice continually impro  ve
its services?

To answer this question we look at how good the Association’s plans
are and how it makes sure the services you receive get better.

The best organisations are found to ‘demonstrate strong corporate
and strategic capabilities’ or are ‘raising standards in service
delivery’.

The ones that need to do better are found to have ‘weaknesses in
process and performance’ or ‘fail to demonstrate capability’.

First Choice ‘showed weakness in process and performance’ and
needed to improve its plans for the future:

First Choice had a Business Plan which set out what it wanted to do
over the next few years.

An Operational Plan broke down the work to be done into small
tasks for people.

The Operational Plan was not very good and it was hard to see how
it helped the Association to do what it wanted to do.

First Choice was not managing the delivery of its plans and policies
as well as it should.

First Choice was not sure if tenants were always getting a good
service and it did not always check what worked and what did not
work.

First Choice was looking at how to improve services but this did not
work as well as it could.

There were problems for First Choice to sort out but it was not clear
if this would happen soon.




6. Good practice

First Choice had worked with tenants and support
providers to produce the DVD Your First Choice
Home which told people about what they could get
and what they needed to do in their home.

7. What happens next?

Within eight weeks of the full report being published,
First Choice will send this summary to you.

First Choice will need to tell the Inspectors how it is going to give
tenants better services and will agree a plan on how to do this.

Inspectors will tell the Assembly Government what First Choice is
going to do and they will check that they do it.

This is a short version of the full report. The ful I
report is available from the address below

Wales Audit Office

24 Cathedral Road
Cardiff

CF119LJ

Tel: 02920 320500

Fax: 02920 320600
E-mail: info@wao.gov.uk
Website: www.wao.gov.uk
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