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It gives me great pleasure on behalf of the Board of Management 
to present the Annual Activities Report, which gives an overview of 
our achievements and fi nancial information for 1st April 2016 to 
31st March 2017.

Our new Business Plan gives us a clear direction for the next 4 
years as we focus on 4 key themes:

• People Services
• Property Services
• Development and Places
• Governance and Support Services

In November 2016, Communities and Children Secretary Carl 
Sargeant set out the Welsh Government’s ambitious target of 
creating an additional 20,000 aff ordable homes during this term 
of government. And Cartrefi  Conwy is committed to helping 
ensure this target is achieved. In fact, we were delighted to be 
joined by Carl Sergeant at the opening of our new development in 
Llanfairfechan this year. This scheme saw the creation of 28 new 
homes including 5 intermediate tenure properties. 

But this is only the tip of the iceberg for Cartrefi  Conwy as we 
continue to look for new development opportunities. We aim to 
build at least 250 new homes over the next 4 years.

During the year we re-structured our Executive Leadership Team.   
Adrian Johnson is our new Managing Director - Commercial 
Services, Gwynne Jones is Managing Director for Cartrefi  Conwy 
and Tony Deakin is our Group Director of Resources.  The team 
continues to be led by Andrew Bowden as Group Chief Executive.  I 
am confi dent we have the appropriate skills and knowledge at an 
executive level to take the business forward and deliver the 2020 
vision set out in our Business Plan.
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FOREWORD FROM THE 
CHAIR OF THE BOARD 

CONTACT DETAILS
HEAD OFFICE
Morfa Gele, North Wales Business Park, Cae Eithin, Abergele 
LL22 8LJ 

Phone: 0300 124 0040 

Email: enquiries@cartrefi conwy.org 
www.cartrefi conwy.org

All calls with Customer Services are recorded. 
Audio copies of this document are also available on request.

Douglas Leech
Chairman
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Our new Business Plan 2016-2020 was launched in April 
2016. It gives us a clear strategic vision for the next 4 
years and an outline of how differently the organisation may 
look and operate by 2020.  However, our original vision of 
“creating communities to be proud of” remains unchanged.

A key theme throughout our new Business Plan is doing 
‘more’ to support our tenants, future tenants and the 
communities in which we work.  But the challenge is to 
achieve this within resources that we can continue to afford. 

Our new subsidiary social enterprise, Creating Enterprise has 
grown rapidly this year. Creating Enterprise’s turnover for 
2016/17 was nearly £1.3 million (previous year’s turnover 
was just over £580,000) and we have created a surplus 
of over £19,000 which will be reinvested to provide more 
employment opportunities for our tenants. So far we have 
created 14 jobs that were exclusively offered to our tenants 
and we were able to do this whilst also improving the service 
we offer our tenants. 

Our annual gas servicing work was previously outsourced. 
By bringing this work in-house we are achieving 100% gas 
safety compliance with access rates vastly improved and 
tenants reporting 100% satisfaction with the service.  We 
have now opened up this maintenance service to a range 
of other organisations such as Betsi Cadwaladr University 
Health Board and Conwy County Borough Council.  Our 
aim is to develop Creating Enterprise to become the social 
contractor of choice in North Wales and beyond.

We also want to become more digitally ‘savvy’ and offer 
our tenants a range of online services that they can access 
24/7.  Work has been completed on our new Cartrefi Conwy 
website and the tenant portal ‘My Cartrefi’.  This allows 
tenants to make a payment, report a repair and view their 
rent statements online. 

The coming years will continue to challenge us, particularly 
in regard to the impact of Welfare Reform, both for our 
tenants and on our resources. We are seeing tenants with 
increasingly complex housing needs and therefore will need 
to support our tenants more in order for them to sustain 
their tenancies going forward.

One of the key objectives within the Future Generations Bill 
introduced by the Welsh Government in 2015 is to create 
‘attractive, viable, safe and well-connected communities’. 
Cartrefi Conwy will continue to support this vision over the 
coming years.

This report will hopefully give you a flavour of what we’ve 
been up to and how our work contributes to “creating 
communities to be proud of’’.

CHIEF EXECUTIVE’S  
SUMMARY
It’s been an exciting 12 months for everyone at Cartrefi Conwy 
and I’m delighted to share with you just some of our highlights.  

Andrew Bowden
Group Chief Executive
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As a Registered Social Landlord, Cartrefi Conwy is regulated 
by Welsh Government in accordance with the Regulatory 
Framework for Registered Social Landlords in Wales and the 
related performance standards. 

The purpose of the Regulatory Framework is to ensure 
that Housing Associations provide good quality homes 
and improve services to tenants and others who use their 
services. 

Housing Associations are required to take full responsibility 
for their actions and the way they operate. Boards are 
independent and autonomous, responsible for the effective 
running of associations.  They are accountable to their 
tenants, to people who use their services, to those who lend 
them money and to other organisations that play a vital role 
in meeting local housing needs, such as local authorities.

The latest Regulatory Opinion on Cartrefi Conwy was 
published in December 2016 and is available to view both on 
Cartrefi Conwy’s website and that of the Welsh Government 
(Housing Regulation).  

The Regulator’s judgement of the Group’s financial viability 
was unchanged from the previous year. As at December 
2016, the judgement was ‘Pass’, which was the highest 
level of judgement.   The Opinion also recorded that:

• Cartrefi Conwy is financially viable and has adequate 
resources to meet its current and forecasted future 
business and financial commitments. 

• Since the last Regulatory Opinion (February 2016) 
Cartrefi Conwy’s governance remains strong and robust. 

• The Board demonstrates ambition to expand and develop 
the business in innovative ways, which is matched by 
their skills and capability to deliver. 

A new Regulatory Framework and new performance 
standards have been issued in 2017. 

More information about Housing Regulation can be found 
on the Welsh Government website: http://gov.wales/topics/
housing-and-regeneration/services-and-support/regulation

Our vision is to provide sustainable, affordable, quality homes and services for communities actively encouraging the 
participation of everyone and respecting the needs of all. Integral to delivering this vision is making a real contribution 

to housing-led regeneration in Wales, “creating communities to be proud of”.

Supporting our Vision, Cartrefi Conwy Values are:

HOW WE ARE REGULATED

OUR VISION AND VALUES

A culture of openness, honesty and 
accountability.

Creating an environment where our employees 
are valued and realise their full potential.

Advocating sustainability in all our business 
and service delivery arrangements.

Embracing the diversity of  
our communities.

Treating people fairly with honesty  
and integrity.

Committed to and being positive about providing 
excellent standards of service.

Being an open and forward thinking organisation 
which provides the services that tenants need.

Listening to customers and consulting tenants 
on policy and service issues.
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THE 
JOURNEY

TIMES 100 AWARD - 
FEBRUARY 2017

Our second year as an award 
winning company to work for.

Over 800 tenants came 
to our annual tenant fun 
day (winner of Event of 
the Year CHC PR and 

Communications Awards 
2016).

BIG DAY OUT - 
AUGUST 2016

ROSPA GOLD - 
MARCH 2017

We achieved ROSPA Gold for 
the sixth consecutive year 

highlighting our commitment to 
health and safety.

Our new tenant rewards scheme 
was launched for tenants who pay 
their rent on time, look after their 
home, get involved with Cartrefi  
Conwy and use our online portal.

HOME REWARDS - 
MAY 2016

OLDER 
PERSONS DAY 

- SEPTEMBER 2016
Over 200 attended another 

successful Older Persons Day.
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Our new business plan was launched 
which sets out how we want Cartrefi  
Conwy to grow over the next 5 years, 

building on our strengths so that we take 
the business from ‘good to great’.

2016-2020 
BUSINESS PLAN
- APRIL 2016

NEW PROPERTY 
MAINTENANCE 

SERVICE - 
SEPTEMBER 2016

Creating Enterprise launched its 
new maintenance service. LAUNCHED OUR 

SUSTAINABILITY 
STRATEGY - 

OCTOBER 2016
This sets out our aims of 

being more sustainable and 
environmentally friendly.

CONTRACTOR 
FOR THE NHS - 

NOVEMBER 2016
Creating Enterprise became a 

contractor for the NHS.

LLANFAIRFECHAN 
OPENING - 

JANUARY 2017
Our new development in 

Llanfairfechan opened providing 
28 new homes for 

the community.
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PEOPLE SERVICES

We strive to provide outstanding customer service, experience and products. 
Here are just some of the projects that have helped us meet this aim this year:

89% OF OUR TENANTS ARE SATISFIED THAT THEIR 
RENT PROVIDES VALUE FOR MONEY
2.25% - TOTAL ARREARS OF CURRENT TENANTS

In the last year our Home Partner visits have led to:
276  HOMES REFERRED FOR 
HOME FIRE SAFETY CHECKS.
39 TENANTS REFERRED TO OUR TENANCY 
SUPPORT TEAM.
26 TENANTS REFERRED TO 
THE FINANCIAL INCLUSION TEAM.
960 HOMES RATED ACCEPTABLE FOR I’M PROUD.

HOME REWARDS
Our new tenant incentive scheme rewards our tenants who:
• Pay their rent on time and don’t have arrears (I Pay)
• Look after their home (I’m Proud)
• Get involved in their community or in improving our 

services (I’m Involved)
• Use our tenant portal MyCartrefi  (I’m Connected)

RENT
Rent collection is very important to make sure we can continue to 
provide services to our customers and remain fi nancially sound.  
Despite the demands of welfare reform and other strains on our 
tenants’ income we have managed to slightly reduce our rent 
arrears from 2.26% in 2015/16 to 2.25% in 16/17.
With further welfare reforms due in the near future, we are 
preparing for these new challenges by attempting to maximise 
our tenants’ income to help them sustain their tenancies.

HOME PARTNERS
The Home Partner team meets our tenants in their homes to help 
us to improve the services they receive.
Since this service was introduced we have helped hundreds of 
tenants with a range of issues including saving money on fuel 
bills, budgeting, fi nancial assistance and housing support.  The 
benefi ts of the Home Partner service for tenants were recently 
recognised when it scooped a top award at the Chartered Institute 
of Housing’s Welsh Housing Awards voted by its members.
The Home Partners accompany our gas engineers on their annual 
gas safety check.

TAKE CONTROL CAMPAIGN
Our Take Control campaign continues to be highly successful 
and focuses our eff orts on encouraging tenants to take control 
of their fi nances and come to us for help and support.

212 TENANTS RECEIVED FINANCIAL 
INCLUSION AND BUDGETING 
SUPPORT DURING 2016/17.
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343 - NUMBER OF HOMES LET DURING 2016/17.
18.97 DAYS - THE AVERAGE RE-LET TIME FOR A 
STANDARD EMPTY HOME.
1.75% - RENT LOSS DUE TO EMPTY HOMES.

LETTINGS
We must make sure we make the best use of our 
available homes by letting them quickly and to 
people with a clear housing need. We have seen an 
improvement in how quickly we are re-letting empty 
homes this year and are continuing to look at ways of 
reducing this time further. 
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YOU SAID WE DID

ENSURE ALL PUBLICITY ON THE 
COMPLAINTS PROCESS IS CLEAR AND 
CONSISTENT THROUGHOUT.

A NEW COMPLAINTS LEAFLET HAS BEEN PRODUCED.

PUBLICISE THE AVAILABILITY OF 
INFORMATION IN OTHER LANGUAGES.

THERE IS A STATEMENT ON THE NEW FORM AND POLICY ADVISING THAT 
INFORMATION IS AVAILABLE IN OTHER LANGUAGES.

LEAFLET AND COMPLAINTS FORMS TO 
BE AVAILABLE IN A RANGE OF DIFFERENT 
CARTREFI CONWY LOCATIONS.

COMPLAINTS LEAFLETS ARE NOW AVAILABLE IN ALL LOCATIONS AND A 
COPY IS ALSO INCLUDED IN SIGN UP PACKS. ALL STAFF MEMBERS HAVE 
BEEN INFORMED OF THE NEW LEAFLET AND WHERE THIS CAN BE FOUND.

IMPROVE DATA COLLECTION AND 
REPORTING ON PERFORMANCE OF THE 
COMPLAINTS PROCESS.

WE HAVE INCREASED AND IMPROVED THE TYPES OF METRICS USED 
TO MONITOR COMPLAINT HANDLING. COMPLAINTS INFORMATION 
AND PERFORMANCE IS COMMUNICATED TO STAFF VIA A MONTHLY 
NEWSLETTER. 

MORE AWARENESS TRAINING FOR STAFF 
ON COMPLAINTS RECORDING.

FURTHER TRAINING AND ONE-TO-ONE GUIDANCE HAS BEEN PROVIDED TO 
EXISTING STAFF AND THIS IS ALSO NOW INCLUDED IN THE INDUCTION FOR 
NEW STAFF.

COMPLAINTS PROCESS
The tenant led Scrutiny & Overview Panel carried out a review of the complaints process during 2016/17 in order 
to identify areas of improvement. The panel met with diff erent staff  members who are heavily involved in managing 
of complaints and this allowed the panel to gain a better understanding of how the process works. They used this 
information to assess the complaints policy against the Ombudsman’s best practice criteria. There were a number of 
recommendations, some of which are detailed here:

YOU SAID, WE DID
We know the importance of involving our tenants to help shape and improve the services they receive and we are 
actively looking for more tenants to get involved.

CUSTOMER EXPERIENCE STRATEGY
We understand that as our customers are our business, it is important 
to deliver a positive customer experience. This year we reviewed 
the complaints process and focused on making sure we deal with 
complaints more eff ectively; as a result we have seen a large 
improvement in the time taken to respond and address complaints. 

“I WOULD LIKE TO BRING TO YOUR ATTENTION THE ASSISTANCE I HAVE 
RECENTLY RECEIVED FROM A YOUNG LADY NAMED NIA WHO WORKS IN THE 
REPAIRS CALL CENTRE. SHE HAS BEEN CONSISTENTLY HELPFUL, POLITE 
AND CONSIDERATE WHILST DEALING WITH AN ONGOING ISSUE I HAVE HAD 
TO DEAL WITH RECENTLY GOING ABOVE AND BEYOND THE CALL OF DUTY TO 
HELP RESOLVE IT. I WANTED TO MAKE YOU AWARE OF HER EXCELLENT WORK, 
AND HOPE YOU WILL PASS ON MY APPRECIATION.”

“THE REPAIR MAN WAS REALLY HELPFUL AND HE 
HOOVERED AFTER AND OFFERED TO PUT ITEMS BACK 
THAT WERE ELSEWHERE. I WAS EXTREMELY PLEASED 
WHEN I CAME HOME FROM WORK.  THE REPAIR MEN HAD 
LEFT EVERYTHING SO CLEAN AND TIDY AFTERWARDS. 
REALLY PLEASED PASS MY THANK YOU ON TO HIM”
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ABERGELE’S MEN’S SHED
The Community Chest grant that Cartrefi  Conwy 
donated to this community project has helped them 
to improve their facilities by getting a full electrical 
supply into the shed as well as helping buy new tools. 
This will help the Men’s Shed become more self-
suffi  cient.

GIVE WHERE YOU LIVE
Give Where You Live (GWYL) is Cartrefi  Conwy’s 
unique time banking  project and it really has gone 
from strength to strength over the past 12 months.  
GWYL empowers older people to share each other’s 
skills and support each other to live independently.
Through further funding, we have now set up two 
further time banking projects in Colwyn Bay and 
Abergele as well continuing to run the very 
active scheme in Llandudno. 
GWYL has improved the health 
and wellbeing of its members 
by combatting social isolation 
and creating a stronger, more 
cohesive community.

THE RWSTERS
‘The Rwsters’ choir was set up in 2016 
for elderly residents of Cartrefi  Conwy 
and the local community. Sponsorship from 
Arts and Business Cymru and the Cartrefi  Conwy 
Community Chest fund helped set up the group where 
members range from their sixties into their nineties.  
The Rwsters are unique in that none of the individuals 
had any previous singing experience and within 3 
months they were performing on stage in Venue 
Cymru in front of hundreds of people, have appeared 
on the ITV Wales news, and produced their own 
Rwsters documentary.
The project aimed at improving the health and 
wellbeing of rural older tenants has gone from 
strength to strength and they are now performing 
regularly at Cartrefi  Conwy’s events.

VOICES @ CARTREFI 

“Creating communities to be proud of’’ is at the heart of everything we do at Cartrefi  Conwy.  
Here is just a fl avour of some of the fantastic projects we have helped to develop this year:

“THE ABERGELE’S MEN’S SHED IS GRATEFUL FOR THE FINANCIAL 
DONATION AND THE MONEY HAS BEEN SPENT WISELY DURING 
OUR ‘TOOLING UP’ PROCESS.” - MAL HUGHES, CHAIRMAN

WE HAVE A TOTAL 85 MEMBERS WHO HAVE 
SHARED 850 HOURS OF VOLUNTEER TIME.

141 - TENANTS WHO HAVE COMMITTED TO GET 
INVOLVED WITH CONSULTATIONS, FOCUS GROUPS 
AND HELPING IMPROVE OUR SERVICES.
144 - NUMBER OF TENANT EVENTS SUCH AS 
CONSULTATIONS AND FOCUS GROUPS THAT WE 
SUPPORTED IN THE YEAR.
£10,984 - AMOUNT DONATED TO LOCAL SCHEMES 
THROUGH THE COMMUNITY CHEST FUND.
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To ensure we provide all our customers with the ideal home, Cartrefi  Conwy off ers a 
wide range of services and expertise that help maintain our ever-growing property 
portfolio.
Our aim is to provide exceptional property service and support that help meet both 
the individual and local housing needs. 

PROPERTY SERVICES

10,597 - NUMBER OF RESPONSIVE REPAIR JOBS COMPLETED IN 2016/17.

99.69% - SATISFACTION LEVELS WITH REPAIRS.

98.16% OF EMERGENCY REPAIRS COMPLETED WITHIN 24 HOURS.

100% GAS SAFETY COMPLIANCE AS AT 31ST MARCH 2017.
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 REPAIR JOBS PER PROPERTY
2013/14 2014/15 2015/16 2016/17

4.56 4.35 3.14 2.76

AVERAGE DAYS TAKEN TO RE-LET A STANDARD EMPTY HOME 
(INCLUDING IMMEDIATELY AVAILABLE PROPERTIES)

2013/14 2014/15 2015/16 2016/17

49.50 42.30 39.69 28.28

 AVERAGE DAYS THE REPAIRS AND MAINTENANCE TEAMS TOOK TO GET 
EMPTY HOMES READY

2013/14 2014/15 2015/16 2016/17

24.41 19 18.2 17.02

 COST PER PROPERTY FOR RESPONSIVE 
AND VOID REPAIRS

2013/14 2014/15 2015/16 2016/17

£918.47 £805.33 £792.80 £775.73

LLANDUDNO EXTERNAL 
IMPROVEMENT PROJECT
Over £1.5 million was invested in one of our largest 
estates in Llandudno this year. This included 
improvements to the insulation in order to combat 
damp. The cavity wall insulation was extracted and 
replaced with external wall insulation which not only 
makes the building watertight, but also improves the 
heat insulation and reduces fuel costs for our 
tenants. Our tenants were given a choice 
on the colour of the wall insulation and at 
the same time we upgraded their homes 
with A-rated boilers and new windows.

DELIVERING VALUE 
FOR MONEY THROUGH 
PROCUREMENT
By working together with other housing associations 
we have combined our buying power to procure the 
services of Travis Perkins as our main supplier. This 
has created savings and delivered value for money 
when we repair and maintain our homes to keep them 
at the Welsh Housing Quality Standard. 

10,597 - NUMBER OF RESPONSIVE REPAIR JOBS COMPLETED IN 2016/17.

99.69% - SATISFACTION LEVELS WITH REPAIRS.

98.16% OF EMERGENCY REPAIRS COMPLETED WITHIN 24 HOURS.

100% GAS SAFETY COMPLIANCE AS AT 31ST MARCH 2017.
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One of the main objectives of our new Business Plan is to 
off er a wider range of housing which meets the needs of our 
customers.  We are also committed to supporting the Welsh 
Government’s ambitious target of creating an additional 
20,000 homes.
We bought or built 50 more homes during 2016/17 and have a 
number of developments currently in progress.

DEVELOPMENT & 
PLACES

MAES GLANARFON - 
LLANFAIRFECHAN 
We opened our new Llanfairfechan scheme in early 
2017. The scheme was offi  cially opened by Carl 
Sargeant AM in March 2017 and consists of 28 
homes that includes family houses, cottage fl ats and 
apartments. 
The development brought about a number of real 
benefi ts to the local community including construction 
learning events at local schools and colleges, 
sponsorship for local events and clubs, and free 
labour and project management provided for the full 
refurbishment and regeneration of Llanfairfechan 
Community Library. 

EMPTY HOMES 
This scheme aims to deliver a local and national 
government objective of bringing empty homes (that 
have been empty for 6 months or more) back into use. 
We refurbished and let fi ve empty homes in Colwyn 
Bay as part of Conwy County Borough Council’s 
Vibrant and Viable Regeneration Project. A further 
ten properties were purchased in early 2017, with 
three in Denbighshire as we look to help other Local 
Authorities in achieving their housing objectives. 

BANGOR PURCHASES
We have also successfully bought 85 aff ordable 
housing units at a new build site in Penrhosgarnedd, 
Bangor. We let the fi rst ten in early 2017 and we will 
be letting the rest over the next three years as they 
are built. These will all be let at intermediate rent as 
we off er more fl exibility with the homes we let.   
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BREAKDOWN OF EXISTING STOCK

SOCIAL RENT  GENERAL NEEDS SHELTERED

HOUSES &  
BUNGALOWS

1 BED 47 281

2 BED 419 180

3 BED 1284 0

4 BED 68 0

5+ BED 3 0

FLATS

1 BED 440 377

2 BED 492 109

3+ BED 61 0

BEDSITS 1 BED 8 40

INTERMEDIATE RENT    

HOUSES &  
BUNGALOWS

2 BED 4

3 BED 11

FLATS
2 BED 17

3 BED 2

SUSTAINABILITY STRATEGY
In October 2016, our new Sustainability Strategy was approved by Board. The strategy acknowledges and sets out our 
responsibility to ensure we do all we can to reduce any undesirable impacts our business operations have on the natural 
environment. It is a commitment to maintain and improve on the sustainability of what we do. So far:
We have improved recycling at our offices which will reduce our waste sent to landfill – estimates suggest we could reduce 
waste to landfill by a third
Our colleagues have taken a ‘Sustainability Pledge’ to commit to taking sustainability related actions in their everyday lives
New electricity supply contracts for our offices are now 100% renewable/green electricity reducing our Carbon Footprint by 
as much as 268.9 tonnes per year
Ongoing we are looking to raise tenant awareness of energy efficiency and tariff switching as means of reducing household 
bills.
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Making sure we operate a viable business and are recognised as a trusted 
partner and employer of choice are all very important to Cartrefi  Conwy. 

We want to maximise opportunities by working more creatively with 
trusted partners through commercial and social enterprise structures. 
Our aim is to build on our trusted reputation and continue to be the 
creative, eff ective, effi  cient and successful business we are today.

GOVERNANCE AND 
SUPPORT SERVICES

NEW WEBSITE & 
MYCARTREFI
Our new website and updated tenant portal 
‘MyCartrefi ’ have now been launched following a lot of 
hard work behind the scenes by our Communications 
and IT teams. ‘MyCartrefi ’ now allows our tenants to 
make payments online, request repairs and manage 
their account more conveniently.  The new website has 
a fresher look and is much easier to navigate which 
allows users to fi nd what they’re looking for much 
quicker.

AWARDS
Best Companies award - Times Top 100 
Rospa Gold award for 6th year running
Event of the Year - BIG Day Out (CHC Communications 
Awards)
Welsh Housing Awards 2016 - Members Choice 
Award for our Home Partner Service
UK Housing Awards - shortlisted for Outstanding New 
Development of the Year

TRAINING & DEVELOPMENT
Cartrefi  Conwy continues to invest in learning and 
development opportunities for colleagues so they can 
work effi  ciently, eff ectively and safely to deliver key 
priorities for the organisation.

Apprentices - 4
1,381 - Development opportunities 
for colleagues during the year
Mobile devices - 60 + colleagues trained in the 
use of mobile devices to enable them to provide 
effi  cient service
Welsh Language - 2 colleagues studying Welsh 
language skills with Bangor University were 
successful in securing their WJEC certifi cate 
in Entry Level (Mynediad) Adult Welsh Second 
Language 
Health, Safety and Wellbeing of colleagues 
remains a priority with training courses 
delivered on Personal Safety (123 colleagues) 
and Drugs in Housing Awareness (65 frontline 
colleagues)

Other qualifi cations gained by colleagues include:
2 people achieved their Higher Level 
Apprenticeship in Project Management 
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CREATING ENTERPRISE
Creating Enterprise is our award-winning social enterprise established in April 
2015.  Our aim is to be “the social contractor of choice” for public and private 
sector organisations. We provide the highest quality standards of customer 
care, workmanship and value for money in property maintenance, development 
services and facility management.

At the same time, Creating Enterprise supports our social aims of creating 
volunteering, training and employment opportunities for social housing tenants 
through our unique Employment Academy.

Creating Enterprise 
has successfully 
delivered contracts 
for a range of external 
companies including 
Betsi Cadwalader, 
Conwy County Borough 
Council, Town Councils 
and construction 
companies.

The work of this 
ground-breaking 
social enterprise was 
recognised nationally 
when it won the Social 
Business Wales - One 
to Watch Award.

TURNOVER 
15/16
580,000

TURNOVER 
16/17 
£1.3 
MILLION

SURPLUS 
FOR 16/17 
£19,000

100% of tenants who have completed 
the Employment Academy have gone on to 
permanent employment.
12 tonnes of furniture collected from clearing 
empty homes has been reused
3,821 boilers serviced
9 tenants employed this year
470 volunteer hours
21 work trials
17 qualifications for tenants

Over the last year, Creating Enterprise has gone 
from strength to strength and the organisation now 
provides the following services:
• Property Maintenance
• Facility Management
• Groundworks
• Painting and decorating
• Fuel Servicing
• Heating Replacement 
• Handyperson Service
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EMPLOYMENT ACADEMY 
AND VOLUNTEERING
A new volunteering programme began during 2016/17 
which enables tenants to gain experience across a 
number of departments in both Cartrefi  Conwy and 
Creating Enterprise.  Support is given by a work buddy 
and this is a great fi rst step towards securing permanent 
employment.

JOANNE LLOYD - ADMINISTRATIVE VOLUNTEER
“I would recommend volunteering, especially if people 
haven’t been working for a while. You meet new people 
in a new environment. I feel like I’m more sociable 
now, I ask questions more. At home, they say I’m more 
jolly and happier since I started volunteering.”

CRAIG PALMER - PAINTER AND DECORATOR
“The Employment Academy is unique because I earn a 
wage each month, receive on the job training and I’m 
working toward an NVQ qualifi cation.”

DAVID GATHERN - 
CONTRACTS ADMINISTRATOR
“Having a wage again is great, I 
can treat my kids to days out and 
buy them things that I couldn’t do 
before”

18
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2015-16 2016-17

Rent & Service Charges £15,893 £16,627
Support People Grant £530 £528
Capital Grants £1,741 £1,137
Welsh Government Grant £2,600 £2,600
Other Grants £3 £0
Sale of housing properties £496 £611
Loans from private lenders £2,000 £0
Interest Received £9 £6
Other Income £866 £1,433

2015-16 2016-17

Housing Management £5,565 £5,762
Property & Scheme Services £1,330 £1,456
Property Acquisitions & Development £3,765 £4,728
Property Improvements £1,710 £1,005
Routine Maintenance £2,979 £2,767
Planned Maintenance and Major Repairs £6,277 £5,098
Purchases of other fixed assets £267 £171
Interest Paid & other similar charges £1,614 £1,562
Other Costs £1,442 £1,923

FINANCE BREAKDOWN
WHERE THE MONEY COMES FROM

WHERE THE MONEY GOES

19
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LIST OF BOARD MEMBERS

BOARD OF MANAGEMENT AS OF 31ST AUGUST 2017 

DOUGLAS LEECH 
Chair of Board

HUW EVANS  
Vice Chair of Board and Chair of Remuneration and 
Nominations Committee
SARAH BENNETT-EVANS
DAVE COWANS
CHRIS HUGHES

BILL HUNT 
Chair of Operations Committee

JIM ILLIDGE 
Chair of Creating Enterprise Board
IAN JENKINS

GARETH JONES 
Chair of Development Committee
COLIN MATHEWS
ROBERT REDHEAD
ELWEN ROBERTS

CLIFTON ROBINSON 
Chair of Audit and Risk Committee
JOAN VAUGHAN

CO-OPTED BOARD AND COMMITTEE MEMBERS

NEIL ASHBRIDGE   
Board and Audit and Risk Management Committee

PETER PARRY   
Development Committee

FIONA PORTLOCK 
Audit and Risk Management Committee

EXECUTIVE LEADERSHIP TEAM

ANDREW BOWDEN  
Group Chief Executive

TONY DEAKIN 
Group Director of Resources

GWYNNE JONES 
Managing Director – Cartrefi Conwy

ADRIAN JOHNSON 
Managing Director – Commercial Services

Profiles of all current Board Members and the Executive 
Leadership Team can be found on our website:
WWW.CARTREFICONWY.ORG
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