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Phone: 0300 124 0040 

All calls with Customer Services are recorded. 
 
Email: enquiries@cartreficonwy.org  
www.cartreficonwy.org

Audio copies of this document are also available on request.
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I would also like to take this opportunity to mark my 
appreciation and thanks for the work undertaken by my 
predecessor, Douglas Leech. His dedication and commitment 
allied to a clear strategic direction provide a firm base for  
the future.

As we celebrate 10 years of creating communities to be proud 
of, it never ceases to amaze me just how much we have achieved 
since 2008. This report only summarises ONE year of Cartrefi 
Conwy’s successes; just imagine what the next 10 years could 
bring us.

So, what are my aspirations for Cartrefi Conwy over the next 10 
years?

The Welsh Government has announced their pledge to build 
20,000 new homes in Wales by 2021 and we have committed 
to building at least 300 new, affordable, sustainable homes 
across the region during this period. Our subsidiary, Creating 
Enterprise, will support us in reaching this target, whilst 
providing much needed skills and jobs for our out of work 
tenants.

We have worked hard this year developing new interactive 
digital channels for our tenants and I would like to see this 
momentum continue with Cartrefi Conwy being at the forefront 
of digital transformation and innovation. We intend to bring 
about these changes whilst remaining sensitive to the needs of 
all.

The voice of our tenants is so important to how we shape our 
future services and I would like to see more tenants sharing their 
ideas with us. Providing a range of effective ways for tenants to 
have their say will continue to be a key area of work. This will 
include formal involvement in our committee work and other 
less formal ways of engagement throughout the year.

The impact of welfare reform has already started to directly 
impact on those who rely on benefits. We have introduced a 
range of information and resources as well as face to face 
support to prepare our tenants for Universal Credit and this will 
become more and more essential over the coming months and 
years. 

As we diversify and grow, the success of our core operations 
remains paramount for the long term stability and success 
of the organisation. This includes financial stability and the 
safety and security of our tenants. We will continue to prioritise 
staff welfare, tenant welfare and to provide the best possible 
standards of housing and homes. This we will achieve whilst 
continuing to develop the organisation; including modernising 
and improving our governance arrangements in the best 
interests of our tenants and key partners. 

Without a doubt we have a busy few years ahead of us but 
thankfully we have a fantastic team that go above and beyond  
every day to make sure we continue to create communities to be 
proud of. I’m very proud to be leading the Board and  
look forward to what the next 10 years will bring us. 

Huw Evans OBE
Chair

FOREWORD FROM  
THE CHAIR OF THE BOARD 
After six years on the Cartrefi Conwy Board, I am delighted to be 
writing my first foreword as the new Chair. 
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It seems like only yesterday we were signing our transfer 
agreement with Conwy County Borough Council.  
The agreement set out our responsibilities as a new social 
landlord and included over 120 promises to our tenants, 
all of which we accomplished by 2012. I would like to take 
this opportunity to thank Conwy County Borough Council 
for making the brave, forward thinking decision to transfer 
its housing stock, following a ballot of Council tenants, who 
voted in favour of transferring to Cartrefi Conwy. It was their 
decision that has brought us here today.

The world has changed significantly over the last 10 years, 
as has Cartrefi Conwy. We will continue to strive to be the 
exemplary, multi-award winning company we are today. 

We have spent a lot of time and effort this year introducing 
new digital platforms for our tenants to quickly and easily 
make payments, report repairs and get in touch with us 
online. The new MyCartrefi portal now has 679 users and 
£341,114 of payments made this year. We are also busy 
building a new tenant app, which will be launched in October 
2018. Finding new and innovative ways to make it easy for 
our tenants to communicate with us will continue to be a top 
priority for us over the next 10 years.

We were delighted to be recognised as a Sunday Times Top 
100 Best Not for Profit Organisation to work for again this 
year as well as achieving the highly regarded Customer 
Excellence Standard. 

So what is in store for us over the next 10 years? 

Creating communities to be proud of and ensuring all our 
homes are kept at a high standard will always be at the 
forefront of what we do at Cartrefi Conwy. In fact, we are 
just embarking on a new improvement programme which 
will see an additional £30million spent on maintaining and 
improving our existing housing stock over the next 5 years.

We will also be focussing our efforts on continuing to build 
new, affordable, sustainable homes that meet the needs of 
the local community. We have created 162 new affordable 
homes so far, and plan to build over 300 in the next 3 to 
4 years. A big thank you to our funders Barclays Bank and 
BAE Systems Pensions for supporting us in maintaining and 
growing our housing portfolio.

We will also continue to grow our subsidiary, Creating 
Enterprise. We set up Creating Enterprise just two and a 
half years ago and it is truly awe-inspiring how successful 
the organisation has developed in such a short amount of 
time. Our commitment to ensuring those furthest from the 
job market gain real work opportunities through commercial 
activity has been a huge success and we were thrilled to 
receive national recognition when we won the Welsh Social 
Enterprise of the Year Awards this year.

I’m so proud of what Cartrefi Conwy has achieved over the 
last decade and I’m very excited to see what the next 10 
years will bring us.

Andrew Bowden
Group Chief Executive

GROUP CHIEF EXECUTIVE’S  
SUMMARY
As this annual activities report is being written  
we are celebrating 10 years of Cartrefi Conwy.



THE  
JOURNEY

MARCH 2018
 WE GAIN A SILVER 
STANDARD SHIFT 

AWARD

JULY 2017 
WE GO OUT ON THE 
ROAD TO PROMOTE 

FIRE SAFETY 
FOLLOWING THE 

TRAGIC GRENFELL 
TOWER FIRE 

DECEMBER 2017
 WE ACHIEVE 

THE CUSTOMER 
EXCELLENCE 
STANDARD

MARCH 2018
CREATING ENTERPRISE 

MOVE INTO THEIR  
NEW HQ
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AUGUST 2017 
ANOTHER 

SUCCESSFUL BIG 
DAY OUT FOR OUR 

TENANTS

AUGUST 2017 
WE LAUNCH OUR  

NEW DIGITAL 
SERVICE 

MYCARTREFI

JULY 2017 
WE BECOME 
A ‘DEMENTIA 

FRIEND’



MAY 2017 
16 COLLEAGUES WALK  

55 MILES IN 3 DAYS AND 
RAISE £4,578 SPLIT BETWEEN 
AWYR LAS, THE NORTH WALES’ 
LOCAL NHS CHARITY AND THE 

ALZHEIMER’S SOCIETY

DECEMBER 2017 
WE ARE YET AGAIN A 
SUNDAY TIMES TOP 
100 COMPANY TO 

WORK FOR

SEPTEMBER 2017 
OVER 200 OLDER 

TENANTS JOIN 
US FOR OLDER 
PERSON’S DAY

OCTOBER 2017 
CREATING ENTERPRISE

WINS SOCIAL 
ENTERPRISE OF THE 
YEAR AT THE WELSH 
SOCIAL ENTERPRISE 

AWARDS 

DECEMBER 2017
 WE ACHIEVE 

THE CUSTOMER 
EXCELLENCE 
STANDARD
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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:

UNIVERSAL CREDIT
A number of tenants already get Universal Credit and the 
number will increase in 2018/19 as our local job centres go 
‘full service’ with Universal Credit.

We have been busy preparing for the wider roll out of Universal 
Credit. We launched our Universal Credit awareness campaign 
promoting that Universal Credit ‘doesn’t have to be scary’. 
Our Money Support Team can help our tenants by giving advice 
on how they can maximise their income and benefits as well 
as help with budgeting. In 2017/18 alone, our Money Support 
Team gave advice to 228 tenants and helped them gain 
£434,385 in extra income.
We have also worked with partners and held Money Support 
drop in sessions across our communities to make sure we can 
provide help and support to as many tenants as we can. 
There is a dedicated Universal Credit information section on 
the Cartrefi Conwy website.

1,435 APPOINTMENTS COMPLETED
616 REFERRALS FOR FURTHER HOUSING AND TENANCY 
SUPPORT
201 REFERRED TO NORTH WALES FIRE FOR A SAFE AND 
WELL CHECK

Our Home Partners are now trained to carry out safe and well 
checks. 

HOME PARTNER SERVICE 
Our Home Partner team visit our tenants in their homes to help 
us to improve the services they receive. The Home Partners 
have helped hundreds of tenants with a range of issues including 
saving money on fuel bills, budgeting and financial assistance and 
housing support.
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89% OF OUR TENANTS ARE SATISFIED THAT THEIR  
RENT PROVIDES VALUE FOR MONEY
2.43% - TOTAL ARREARS OF CURRENT TENANTS

MYCARTREFI  
AND CHANNEL SHIFT
We launched MyCartrefi, our new tenant website, in August 2017. 
MyCartrefi allows our tenants to manage their account 24/7 and:

We used our tenant fun days ‘Big Day Out’ and ‘Older  
Persons Day’ to promote the new website and we have seen 
sign ups and amount of payments being made increase steadily 
throughout the year.

NUMBER OF PEOPLE REGISTERED  679
NUMBER OF PAYMENTS   3,354
TOTAL AMOUNT OF PAYMENTS  £341,114
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MAKE RENT PAYMENTS
CHECK THEIR BALANCE
REPORT REPAIRS
MAKE GENERAL ENQUIRIES

CUSTOMER EXCELLENCE AWARD
The Customer Excellence Standard is devised by the Government to 
drive customer-focused change and specifically it tests us against 
delivery, timeliness, information, professionalism and staff attitude. 
It gives an independent validation of an organisation’s competence in 
customer service.
The accreditation is a tool for driving continuous improvement and 
tells our customers how important excellent customer service is 
to us. The Standard will help us to focus on what’s meaningful to 
both us and our customers. It reminds us to think about the way 
we communicate with our customers and to change our services to 
meet their changing needs. 

During the two day inspection visit, the assessor visited a number 
of sites and spoke to a number of people including tenants, 
colleagues, board members and partner organisations. The assessor 
fed back that “It was clear from the quality and detailed nature of 
the evidence presented for the assessment that Cartrefi Conwy is 
actively seeking to meet both the ethos and the requirements of the 
Customer Service Excellence Standard”. He also commented that 
“The tenants recognise and appreciate the range and benefits of the 
services being provided. They expressed high levels of satisfaction 
with the quality of customer service”. 



CARTREFI CONWY – A DEMENTIA FRIENDLY ORGANISATION
With healthy aging in the public eye, we are very proud to be working towards being a Dementia Friendly organisation.

YOU SAID / WE DID
Our customer service team recognised that our tenancy sign up process wasn’t 
giving our customers the best experience.

We want to make the sign up process and information provided as simple as possible whilst 
making sure all the important information is shared with the new tenant.
Based on the feedback from tenants we are completely re-writing and re-designing the 
tenant handbook and sign up documentation to include a new viewing checklist with space 
to include any questions / concerns raised by the tenant as well as information cards for 
meter readings, gas uncapping etc
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SCRUTINY AND OVERVIEW PANEL  
REPAIRS COMPLETED RIGHT FIRST TIME
During 2017/18, our Scrutiny and Overview Panel 
completed their review into our repairs process and how 
many are completed at first visit. This is a very important 
issue to both tenants and to us as we want to make sure 
our Repairs team provide a good service, and are as 
efficient as possible.
The panel were extremely pleased with the work and 
processes carried out by the Customer Service Team in 
this area and made a number of recommendations for 
improvement:

• Give appointment cards to tenants if a second visit is 
needed

• Strengthen the checks made to repairs done by other 
companies on Cartrefi Conwy’s behalf

• Tell tenants more about how the process works; from 
first phone call to repair being completed

• Make sure the data on repairs is as accurate as 
possible

A report with these recommendations was presented to 
the Operations Committee in June 2017 and we have seen 
a good improvement in performance, from 89% at the 
start of 2017/18 to 96.57% at the end of the year. When 
compared to other housing associations, this puts Cartrefi 
Conwy amongst the best performing.

WE RAN 13 CONSULTATION SESSIONS ON 
DIFFERENT TOPICS THIS YEAR AND 416 
TENANTS HAD THEIR VOICES HEARD. 
WE ORGANISED 54 TRAINING AND SKILL 
BUILDING ACTIVITIES INVOLVING 225 
TENANTS.
WE ALSO SUPPORTED OVER 20 
COMMUNITY GROUPS TO ACHIEVE THEIR 
AIMS AND IMPROVE THEIR AREAS.
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TRAINING AND DEVELOPMENT
Cartrefi Conwy continues to invest in learning  
and development opportunities for colleagues  
so they can work efficiently, effectively and safely 
to deliver key priorities for the organisation.

GOVERNANCE AND 
SUPPORT SERVICES

77 FRONTLINE COLLEAGUES ATTENDED THE WALES ILLEGAL MONEY LENDING 
SESSIONS TO ENABLE US TO PROTECT OUR TENANTS FROM ILLEGAL MONEY 
LENDING 
150 COLLEAGUES COMPLETED GENERAL DATA PROTECTION 
REGULATIONS (GDPR) TRAINING
104 COLLEAGUES COMPLETED PLAIN ENGLISH TRAINING TO IMPROVE 
HOW WE COMMUNICATE WITH OUR CUSTOMERS
308 HOURS OF WELSH LANGUAGE TRAINING TO INCREASE OUR ABILITY 
TO RESPOND TO OUR CUSTOMERS WELSH LANGUAGE PREFERENCES 

SUPPORTED 3 MODERN APPRENTICES 
PROVIDED 1402 DEVELOPMENT OPPORTUNITIES FOR COLLEAGUES

The whole organisation took advantage of the 
Lift! Resilience course that we organised so 
that colleagues can be in the best frame of 
mind to deliver services to our customers.
We were delighted to receive a ‘Diolch’ Award 
from the Wales TUC Cymru for our ‘dedication 
to training and upskilling each member of 
staff within your workforce’ . The award 
was presented by Eluned Morgan, the Welsh 
Assembly Minister for Lifelong Learning.

We are so proud to be 57th in the Sunday Times 
100 Best not -for-profit organisations to work 
for in 2018. Our colleagues have told us that:

They feel strongly that our company ‘gives 
something back’ and that what we do makes a 
real difference to people’s lives.

Our colleagues also spoke highly about their 
teams and Cartrefi Conwy as a whole.

“There is always a buzz in the air, the offices feel 
full of energy and whilst everyone is busy, there is 
such a positive vibe.”

“…vibrant and exciting place to work where 
no two days are the same.”

AWARDS THIS YEAR 
It’s been another great year for Cartrefi Conwy awards:
Public Finance Innovation Awards  
Highly Commended (For Conwy Housing Solutions in 
partnership with Conwy County Borough Council)
CIH Cymru Young Housing Professional of the Year  
Finalist - Claire Twamley
CIH Cymru Welsh Housing Awards  
Winner of the Campaign, Communication and Publication Award
Green Flag Awards  
Winner of Employee of the Year, Matt Stowe
Apprentice of the Year (Conwy Business Awards) 
Ffion Lloyd 
Customer Service Excellence Standard
Social Enterprise of the Year for Creating 
Enterprise

We also achieved the ROSPA Gold 
Award for the 7th consecutive year 
which really shows our dedication to 
ensuring the health and safety of our 
colleagues and customers.



To ensure we provide all our customers with the ideal home, Cartrefi Conwy offers 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 helps meet both  
the individual and local housing needs. 

PROPERTY SERVICES
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10,459 - NUMBER OF RESPONSIVE REPAIR JOBS COMPLETED IN 2017/18. 

99% - SATISFACTION LEVELS WITH REPAIRS.

98.45% OF EMERGENCY REPAIRS COMPLETED WITHIN 24 HOURS.

96.57% OF REPAIRS COMPLETED RIGHT FIRST TIME.

100% GAS SAFETY COMPLIANCE AS AT 31ST MARCH 2018.

100% REPAIRS RELATING TO FIRE RISK REPAIRS COMPLETED WITHIN TARGET.



IMPROVEMENT PROGRAMME
We will be spending £23 million over the next five 
years improving our homes and communities. This 
investment will cover improvements across a large 
number of our homes including bathrooms, kitchens 
and windows.
Our subsidiary Creating Enterprise will carry out most 
of the work. This gives value for money and supports 
our tenants and the local communities through the 
Employment Academy and partnerships with local 
firms.

FIRE SAFETY ROADSHOWS
Following the tragic Grenfell fire in London it was 
important that we spoke directly with our tenants who 
live in communal buildings to reassure them that their 
homes are safe and to remind them of the ‘stay put’ 
procedure for their blocks.
Working closely with North Wales Fire and Rescue 
Service we organised a number of fire safety 
roadshows across the County.
We refreshed the fire safety signage in communal 
blocks to make sure it was easy to read and 
understand. 
We applied stickers to fire doors reminding tenants to 
keep them closed at all times.

HAWS – OUR PRIVATE 
LANDLORD SERVICE
HAWS offers private landlords a full letting agency 
service across the County and beyond.
HAWS is the only agency in Conwy County to offer 
the Council’s leased scheme to landlords. We manage 
over 90 units of leased accommodation for Conwy 
County Borough Council and we provide a repairs and 
maintenance service for these.
We manage approximately 30 private landlord 
properties and we have increased our income stream 
through offering our out of hours and repairs and 
maintenance services to these landlords.

BRYN EGLWYS & MAES 
GLAS REFURBISHMENT
During the Autumn of 2017, we began improvement 
on our Bryn Eglwys and Maes Glas estates in Rhos on 
Sea. We installed external wall insulation to help our 
tenant’s homes feel warmer and should save money 
on fuel bills. As well as the insulation we improved the 
buildings and communal areas. The tenants chose the 
outside wall colour scheme and we redesigned the 
pathways and refurbished the communal bin areas.
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10,459 - NUMBER OF RESPONSIVE REPAIR JOBS COMPLETED IN 2017/18. 
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Cartrefi Conwy continues to support the Welsh Government 
ambition to build 20,000 new homes in Wales over the coming 
years. 
We bought or built 27 more homes in the counties of Conwy, 
Gwynedd and Denbighshire during 2017/18 and have started a 
number of larger scale new developments.

DEVELOPMENT  
& PLACES

ELMWOOD, COLWYN BAY 
Brenig Construction started work on Elmwood (the 
old Rhoslan Doctor’s Surgery) in September 2017. 
The development consists of a large Georgian building 
alongside a large new build extension to the rear. Once 
completed it will provide 14 one and two bedroom 
apartments at intermediate tenure. The development 
will be completed by October 2018.

GOETRE UCHAF, BANGOR
This exciting new development in Bangor will see 85 
new homes to let at intermediate tenure by August 
2019. This development offers a range of homes from 
2 bedroom apartments to 3 bedroom family homes. 



OUR HOMES

SOCIAL RENT  BEDROOMS GENERAL NEEDS SHELTERED

HOUSES &  
BUNGALOWS

1 46 281

2 415 179

3 1273 0

4 70 0

5+ 4 0

FLATS

1 440 378

2 495 109

3+ 51 0

BEDSITS 1 8 40

SILVER SHIFT AWARD FOR 
CARTREFI CONWY 
We received the results of our latest SHIFT sustainability 
assessment in March 2018. We improved our performance 
significantly on the previous assessment in 2016 and 
received a Silver award for our sustainability efforts across 
the business.
This is a great improvement on our performance in 2016 
when we received a Bronze award and we increased our score 

in the sustainability assessment 
by 75% compared to 2016.
Our Sustainability Strategy, 
approved by the Board in October 
2016, was particularly highly rated by 
the assessment.
Our existing properties were also rated highly for their 
overall energy and water efficiency and for our reuse 
and recycling of waste generated by refurbishment and 
maintenance activities.
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INTERMEDIATE 
RENT  BEDROOMS GENERAL 

NEEDS 

HOUSES &  
BUNGALOWS

2 BED 9

3 BED 15

FLATS
2 BED 17

3 BED 2

TRE CWM ENVIROMENTAL 
REGENERATION PROJECT
After two years of planning and consultation, the first shovels 
went into the ground to deliver the Tre Cwm Environmental 
Regeneration Scheme in Llandudno in July 2017. During the 
delivery of the project, over 40 individual schemes at a cost 
of nearly £1.4 million have been built or improved in order to 
address problems in the area. 
Through consultation with residents 3 main aspirations were 
put forward: 
• greenery and landscaping wherever possible 
• more play possibilities for young people
• a cleaner environment
The ‘greening up’ of the estate, has been achieved with over 
40 trees being planted including 9 street trees. In many areas 

that were previously concrete or tarmac, we created 10 large 
planting beds with a wide range of deciduous and evergreen 
shrubs to break up the areas and encourage biodiversity. 
Creative changes to the landscape that improves how an area 
looks and also provides chances for young people to play by 
climbing over builders, balancing on low walls, rolling down 
slopes, or running around looping paths. 
A cleaner environment has been delivered not only through a 
good partnership with Conwy County Borough Council, which 
has introduced new litter bins on the estate, but also through 
massive infrastructure changes to the area. These changes 
included restructuring car parks, rebuilding areas to make 
them more open, lowering the height of walls, building 2 new 
ramps along main pedestrian paths, creating new paths where 
people actually walk, renewing or adding street signs, and 
reconfiguring roads. 



CREATING ENTERPRISE
Creating Enterprise continued to grow in 2017/2018. 
Over the year our award-winning social enterprise, which 
was established in 2015, provided property maintenance, 
development services and facility management to public 
and private sector clients. Creating Enterprise delivered 
social value and continued to be the Social Contractor of 
Choice by:
• Providing the highest quality standards of customer 

care, workmanship and value for money. 
• Offering tailor-made services to meet the needs of 

clients.
• Providing added value by creating work opportunities 

for unemployed Cartrefi Conwy tenants and ‘building 
positive social impact.’

• Adapting with changing times and constantly investing 
in new ways of working.

Creating Enterprise scooped the highest honour at the 
Social Business Wales awards and was named ‘Social 
Enterprise of the Year 2017.’ By the end of the financial 
year, Creating Enterprise had been accredited for creating 
genuine social impact and was awarded the Social 
Enterprise Mark. The Social Enterprise Mark is the only 
independently assessed social enterprise accreditation, and 
Creating Enterprise had to meet robust qualification criteria 
to prove their commitment to creating positive social 
change.
By the end of the year a brand-new 
purpose built Creating Enterprise 
Employment Academy and head 
office in Mochdre was opened,  
to meet the growing demand  
for the Creating Enterprise 
services.

BUILDING SOCIAL VALUE
CREATING ENTERPRISE OUTCOMES 2017/2018 

219 tenant referrals
24 volunteers
40 work trials for tenants
61 tenants engaged with at events
18 tenants employed externally
21 tenants employed through the Creating 
Enterprise Employment Academy
175 soft skills training sessions delivered to tenants OUT IN THE COMMUNITY 

4079 boilers serviced
346 properties painted
50 kitchen /bathrooms replaced
422 property clearances
248 sparkle cleans
134 fences & paths replaced
72 garden clearances
2.3 tonnes of furniture reused

DELIVERING CONTRACTS FOR EXTERNAL CLIENTS 
Creating Enterprise has worked with:
• Conwy County Borough Council
• Dylan’s Restaurant
• Betsi Cadwaladr Health Board
• Emeritus Homes
• Brenig Construction
• Colwyn Town Council
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EMPLOYMENT ACADEMY 
AND VOLUNTEERING

CREATING ENTERPRISE  
SUCCESS STORIES

STEPPING STONES
22 tenants volunteered through the Big Lottery 
funded Stepping Stones project. All 22 tenants 
gained new skills, 17 tenants gained training and 7 
tenants achieved qualifications. The scheme aims to 
give tenants a chance to improve their work skills as 
volunteers. There is then an option to join the Creating 
Enterprise Employment Academy on a 12 month 
paid contract which provides training, support and 
mentoring, equipping them for employment.

FIRST STEPS
12 tenants attended an 11 week ‘First Steps into 
Employment’ course, to give them the confidence to 
get back into employment.

JOB SEARCH SUPPORT SERVICES 
Tenants were offered CV writing tips, guidance and 
support, job search tips, interview techniques and 
opportunities to learn new skills. Local jobs in the 
community were also available to look at.

JOHN WILLIAMS, LLYSFAEN
John had been a stay at home dad to his 4 children 
for more than 2 years before he started the Creating 
Enterprise Employment Academy. Despite having no 
previous construction experience, after lots of on the 
job training John is now working on one of our new 
developments as a Ground Worker.
 “It’s perfect for me. I’m working full time. My job 
differs every day.
“I didn’t have any construction experience, but now I’m 
really enjoying it and have so many new skills” 

WENDY DAVIS, ABERGELE
Wendy is a full time carer for her husband whilst also 
looking after her young grandson. She joined Creating 
Enterprise as a volunteer cleaner last year.
Wendy said: “It’s all about looking after a family and 
everybody else and you forget about yourself, so I 
was looking online and followed the link from Cartrefi 
Conwy to Creating Enterprise”.
“I have volunteered in the past with Action for 
Children and Young Carers, I actually love cleaning, 
people think I’m mad! I clean the Cartrefi Conwy 
offices in Abergele and I absolutely love it!”
“I’ve done two courses including first aid which has 
been great for looking after my family. I’ve also learnt 
how to get back into work and where to look,” she 
added.
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FINANCE BREAKDOWN
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HOW WE ARE REGULATED
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 high quality 
services, taking full responsibility for their actions and the 
way they operate.
The latest Regulatory Opinion on Cartrefi Conwy was 
published in December 2017 and is available to view both on 
Cartrefi Conwy’s website and that of the Welsh Government 
(Housing Regulation). The judgement was based upon the 
Association’s own evaluation of its compliance with the 
new performance standards issued in June 2017 together 
with regulatory intelligence gained through on-going, co-
regulatory, relationship management between the Regulator 
and the Association.

2016-17 2017-18

Amounts are shown in thousands of £

Rent & Service Charges £16,627 £17,551

Support People Grant £528 £523

Capital Grants £1,137 £2,973

Welsh Government Grant £2,600 £2,698

Other Grants £0 £65

Sale of housing properties £611 £1,688

Loans from private lenders £0 £15,000

Interest Received £6 £8

Other Income £1,433 £1,127

WHERE 
THE 

MONEY 
COMES 

FROM
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Regulatory Judgement –  
Co-Regulation Status – December 2017 
Governance and Services – Standard 
• Identifies and manages new and emerging risks 

appropriately. 
Financial Viability – Standard 
• Meets viability requirements and has the financial 

capacity to deal with scenarios appropriately. 
New legislation relating to the regulation of registered social 
landlords in Wales came into effect from 15th August 2018. 
The changes introduced by The Regulation of Registered 
Social Landlords (Wales) Act 2018 include the requirement 
to reduce the number of local authority appointed 
board members to no more than 24% of the total board 
membership and the removal of the Local Authority’s right to 
vote as a Shareholder.

The composition of the Cartrefi Conwy Board of Management 
was therefore reduced by 2 Local Authority appointees with 
effect from 15/08/2018. The Board has also considered it 
timely to more widely review its governance arrangements 
to ensure they are appropriate for the future needs of the 
business, following which the Association’s Rules will be 
updated to reflect the new statutory requirements and any 
additional changes agreed. 
A list of those appointed to the Board of Management and its 
committees is included on the next page. More information 
about the Regulatory Framework for Housing Associations in 
Wales can be found on the Welsh Government website: 

https://gov.wales/topics/housing-
and-regeneration/publications/
regframeworkhousingassoc

2016-17 2017-18

Amounts are shown in thousands of £

Housing Management £5,762 £6,475

Property & Scheme Services £1,456 £1,541

Property Acquisitions & Development £4,728 £5,696

Property Improvements £1,005 £2,053

Routine Maintenance £2,767 £2,840

Planned Maintenance and Major Repairs £5,098 £5,042

Purchases of other fixed assets £171 £924

Loans Repaid £0 £11,000

Interest Paid & other similar charges £1,562 £1,655

Other Costs £1,923 £1,903

WHERE 
THE 

MONEY 
GOES



LIST OF BOARD MEMBERS

BOARD OF MANAGEMENT AS OF 31 AUGUST 2018 

HUW EVANS  
Chair of Board

DAVID SHEPHERD  
Chair of Remuneration & Nominations Committee

BILL HUNT 
Chair of Operations Committee

JIM ILLIDGE 
Chair of Audit & Risk Management Committee

GARETH JONES 
Chair of Development Committee

DAVE COWANS
COLIN MATHEWS
ROBERT REDHEAD
GREGORY ROBBINS
ELWEN ROBERTS
JOAN VAUGHAN

CO-OPTED BOARD AND COMMITTEE MEMBERS

NEIL ASHBRIDGE  
Board and Audit and Risk Management Committee

PETER PARRY  
Development Committee

PATRICIA QUINEY 
Audit and Risk Management Committee

EXECUTIVE OFFICERS

ANDREW BOWDEN  
Group Chief Executive

TONY DEAKIN 
Group Director of Resources

GWYNNE JONES 
Managing Director – Cartrefi Conwy

ADRIAN JOHNSON 
Managing Director – Commercial Services

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


