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1 Your tenancy

Start date

Your tenancy start date is on your tenancy 
agreement. This is the date you will start paying 
rent for your new home.

You can’t live at the property until the start date 
but you can move furniture in, decorate and fit 
carpets or other flooring.

What happens next
1.  Meet and greet
2.  Setting up services

Meet and greet
After you have signed for the tenancy today, 
we will meet you at your new home with the 
keys and to tell you about the property.

This is a good chance to ask about anything 
you’re not sure of, so make sure you take the 
time to go around the property and  
ask questions.

During the meet and greet we will tell you 
about gas, electricity, oil and water services 
and how you can set these up. 

The majority of our homes 
have British Gas as the gas and 

electricty supplier. (If it’s a 
different supplier we will let you 

know who this is.)
You won’t be able to use your 
heating or hot water until we 

have uncapped the gas. But you 
will need to set up a gas and 

electricity account first, and have 
credit on both.
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Setting up your services
Gas
You will find it quicker and easier to use 
British Gas when you first set up your new 
home, but you don’t have to stay with them 
and you can shop around to get the best deal 
once you have settled in.

To set up a gas account in your name, contact 
British Gas. They will need to know:

• Your tenancy start date.
• Whether the property has a pre-payment 

meter.
• A meter reading.

Once you have set up your account you need 
to contact us to UNCAP the gas. We need 48 
hours’ (2 working days) notice to do this. 

Please contact 0300 124 0040 to make an 
appointment to uncap your gas. 

Electricity
Cartrefi Conwy properties have electricity 
supplies with British Gas but you can choose 
your own supplier if you prefer. You will need 
to contact an electricity supplier with your 
meter reading. We will give you this in the 
meet and greet. If the meter is showing a 
debt, you need to ask the supplier to reset it. 

For your meter point reference, please phone  
03301 010 300.

Some of our homes are fitted with modern 
electric heating boilers. If electricity is the 
only option to heat your home,  this can be 
more expensive with a pre-payment meter.

We know that there are ways to reduce the 
cost of electricity for heating your home and 
hot water so speak to our money support 
team straight away to find the best deal and 
way of paying.  

Oil
If your new home has an oil boiler, you will 
need some oil in the tank before we can uncap 
the boiler. Check with oil suppliers for ways 
to make the cost more affordable to you. 
Some companies will let you pay by monthly 
Direct Debit for oil, once you have made a first 
payment.

We know that putting oil in the tank can be costly 
for a new customer, so speak to our money 
support team straight away for the best way to 
set up an account with oil suppliers. 

Water
There may be a water meter in your new home. 
Contact Welsh Water to set up an account in 
your name. Their number is 0800 052 0140. 

We let Welsh Water know when you move in, if 
there is a change in tenants and if you leave.

The best way to pay your utility bills 
is by monthly Direct Debit, contact 
your supplier for more information. 
A pre-payment meter is the most 

expensive way to pay your bills. 
If you choose to pay this way, you 
need to save through the summer 

months to help with costs during the 
winter.
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Inside your new home
 

Cooker
Cartrefi Conwy does not install your cooker, 
you need to arrange this yourself. This must be 
done by a qualified and approved gas or electrical 
tradespersons. 

If you live in a flat or sheltered accommodation 
an electric cooker is the only option as there will 
not be a gas cooker point in the property. 

Carpets and flooring
Cartrefi Conwy homes include non-slip flooring 
in the kitchens and bathrooms. There will be 
carpets if the previous tenant has left them and 
they are in good clean condition.

Decorating
Cartrefi Conwy don’t normally decorate 
homes before you move in. To help you 
get started, we may give you a  voucher 
towards the cost of paint and other painting 
equipment. If we are going to give you a 
voucher we will have told you this when you 
viewed the property.  

Furniture
Moving and furnishing your new home can be 
expensive, but there are bargains out there. 
Check your local community stores like Crest 
Cooperative or use freecycling websites or 
social media buy sell and swap sites.

Crest Community Store                                           
Brierley House,
Ferry Farm Road,
Llandudno Junction,
LL31 9SF

Call: 01492 596783

Your tenancy
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Moving in day
 

You can finally move in but don’t forget to tell 
people that you have moved. 

Here’s a checklist to remind you who needs  
to know:

• Post Office (to redirect your mail).
• Gas.
• Electricity.
• Water.
• Phone including mobile phone.
• Council Tax.
• Housing Benefit.
• Work.
• Children’s schools.

• Bank or building society.
• Credit card.
• Other finance companies.
• TV licence.
• TV subscriptions and broadband.
• Insurance companies.
• Electoral roll.
• Doctor.
• Dentist.
• Library.
• Vet.
• Subscriptions.
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Your Tenancy Agreement

When you sign up for your new home we give 
you some important documents – your Tenancy 
Agreement and tenancy conditions. These tell 
you the terms and conditions of your tenancy 
with us.

It is important that you read your tenancy 
agreement and conditions, so that you’re clear 
about what you must do and what we can do  
for you. 

Your tenancy agreement is a legal contract, so 
make sure you understand every part of it. If 
there’s anything you’re not sure about, ask your 
neighbourhood coordinator.

If your situation or the situation of any people 
living with you changes, tell your neighbourhood 
coordinator. 

A tenancy can only be changed when Cartrefi 
Conwy and the existing tenant (or tenants) agree 
to the change. Otherwise, only the court has the 
power to change a tenancy.

Your starter 
tenancy explained 

For the first 12 months of your tenancy, you 
won’t have the same rights as an assured 
tenant (unless you’ve been a tenant before). 
This will be a starter tenancy.

As a starter tenant you won’t have the right 
to exchange, sublet, buy or improve your 
home, or take in lodgers. 

During your starter tenancy you can have 
visitors, including partners, stay over with you 
as long as this does not lead to overcrowding 
in your home.

If you are claiming benefits, before you have 
any visitors stay over, remember to check 
that it won’t affect your benefit payments.

If you’re not managing your starter tenancy 
the way you should, we can extend it. This 
means we will monitor how you manage:

• your rent payments.
• Anti-social behaviour.
• property condition and use.

We may end your starter tenancy by applying 
to the courts.

There is more information about how you 
should manage your tenancy in the tenancy 
conditions.

Your tenancy
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Your assured  
tenancy explained

When you have been a tenant for 12 months 
(or longer if you haven’t managed your 
tenancy as expected) you will become an 
assured tenant. 

As an assured tenant you will be able to live in 
your home for the rest of your life, as long as 
you keep to your tenancy agreement. 

This means we are not allowed to end your 
tenancy without a good reason. 

If there is good reason to end your tenancy, 
we will give you notice and apply to the court 
for an order to end the tenancy. 

If you break your tenancy conditions, we may 
have reason to end your tenancy or we may 
apply to the court to get an injunction. An 
injunction means that the court can order 
you to keep to your tenancy conditions. 

If you break the law, for example anti-social 
behaviour, we will take action against you. 
This might be changing your tenancy back to 
a starter tenancy and may lead to you being 
evicted. 

If things improve, we will change your 
tenancy back to an assured tenancy.

Below is a list of a few of your important rights 
as an assured tenant. These are issues that you 
are most likely to want to know about but please 
contact your neighbourhood coordinator if you 
have any more questions.

Repairs
You have a right to have repairs carried out 
within a specific timescale. Please see the section 
Repairs and maintenance later in this handbook 
for more information.

Lodgers
You have the right to take in lodgers, as long as 
they do not lead to overcrowding in your home.  
A lodger would share your home as a member of 
your household. You need to tell us if you have 
any lodgers staying with you.

Subletting
You can also sublet part of your home but you 
must get our permission in writing first (write to 
your neighbourhood coordinator). If you sublet 
the whole of your home, you risk losing your 
right to your home. 

Overcrowding
You can be prosecuted for overcrowding your 
home under the Housing Act 1985. This can 
happen if you have more that the allowed 
number of people sleeping in your home.
The allowed number is listed on your tenancy 
agreement. Speak to your neighbourhood 
coordinator if you’re not sure of this or if your 
circumstances change.

Succession
Succession is passing the tenancy on to another 
person living at the property. 

When you die, your tenancy can pass to your 
husband, wife, partner or any other member 
of your family over the age of 18 who has been 
living with you for at least 12 months.

For more information about succession, contact 
your neighbourhood coordinator. 
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What we expect

When you become a Cartrefi Conwy tenant 
we expect you to allow us into your home. 
We need to to carry out inspections, repairs, 
improvements and maintenance. 

It is also the law as your landlord, 
that we service your gas and oil 

appliances every year. 

If you do not allow us access, we will take court 
action against you. 

To keep you safe in your home, we will check the 
following:

Every year gas or oil boiler
    smoke detectors
    specialist equipment

Every 5 years the electrics in your home

 

What you can 
expect from us 

Customer services
Our customer services team are your first 
point of contact for any query. 

You can contact us by phone on  
0300 124 0040
Monday to Thursday: 9:00am to 4:45pm 

Friday: 9:00am to 4:30pm 

any time if it’s an emergency

On-line 24 hours a day 7 days a week at  
www.mycartrefi.org 
Email us any time:  
enquiries@cartreficonwy.org 

Calls cost no more than calls to geographic 
(01 and 02) numbers if included in your 
inclusive minutes and discount schemes. Calls 
from landlines are typically charged between 
2p and 10p per minute; calls from mobiles 
typically cost between 10p and 40p per 
minute. Check with your network provider 
for your call charges.

Your tenancy
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Remember - You can ask us to call you back 
either on the phone or by choosing “request 
a call back” on our website

You can write to us at:

Customer services
Cartrefi Conwy, Morfa Gele, North Wales 
Business Park, Cae Eithin, Abergele, Conwy  
LL22 8LJ

The Customer Services Team speak Welsh 
and English and can help you with:

•  General enquiries. 
•  Repairs and appointments.
•  Emergencies.
•  Paying your rent, order AllPay swipe cards 

or checking your balance.
•  Community centre bookings.
•  Updating your contact details and other 

information.

If you would like to speak to us in a language 
other than English or Welsh, we will use an 
interpreter service.

Repairs and appointments
Our customer service advisors will help you with 
your repair request and diagnose the problem. 
They can check what’s happening with a repair 
and update you.  You can check this yourself 
on MyCartrefi and remind yourself of your 
appointment dates.

When you call we’ll ask you questions to make 
sure we’ve got all the information we need. If you 
need to change or cancel appointments please 
let us know straight away.

Emergencies

Before you call, check that it is an 
emergency from the emergency 

checklist section 7, page 2. 

If we come out to your home and find 
that there is no emergency, or there is 
no reply when we call, we will charge 

you for the call out.

Paying your rent  
and checking your balance
The quickest way to pay your rent and  
other charges day or night, is on-line at  
www.mycartrefi.org or or on our payment line on 
0300 124 0060. Simply have your debit or credit 
card to hand along with your tenancy reference, 
full address and contact details. 

Community centre bookings
We have community centres in the following 
areas: Colwyn Bay, Old Colwyn, Rhos-on-Sea and 
Llandudno Junction. 
Contact the customer service team to  
check availability, centres’ facilities, and  
booking arrangements.
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Protecting personal information
As a tenant of Cartrefi Conwy we will ask you to 
give us personal information (sometimes referred 
to as personal data) about yourself and people 
who live with you. We are committed to keeping 
this personal information safe and secure.

A full guide of what we do with personal 
information can be found in the privacy policy on 
our website.

Comments, compliments and 
complaints
We welcome feedback from our customers and 
ask you to let us know when you think we have 
done something well.  

Comments
Do you have any suggestions that would  
improve the services we offer? Sometimes a 
suggestion or small comment can lead to a big 
improvement in the way we do things. We’d like 
to hear from you.

Compliments
If you think that we are doing something well, 
or that staff are giving a great service or going 
that extra mile, please tell us. We will pass your 
compliments on.

Complaints
Things go wrong, and if that happens we want 
you to tell us about it so that we can work 
with you to put it right.  We can sort out most 
concerns and complaints quickly if you contact 
us to talk about it.

You can contact us about a complaint in 
whichever way you prefer; by phone, in person, 
or on-line. You can ask for a complaint form or 
you can fill in our on-line form. 

Making a complaint
You can complain if:

• You are not satisfied with the service we 
have provided.

• You think we have done something wrong 
or think we have failed to do something.

• You think of member of our staff has 
treated you badly or unfairly.

We want to put things right as quickly as  
possible and to make it easy for you to tell us 
about your concerns.

Stage 1
We can sort out most complaints quickly. 
Speak to the person you are dealing with or 
their manager if you prefer.

Stage 2
If your complaint is more serious, or you’re 
unhappy with how your complaint has been 
handled, we will look into your complaint.

We aim to resolve complaints within 20 
working days and we will tell you who is 
looking into it for you.

If you have been through our complaints 
process and you are still not satisfied you can 
ask the public services ombudsman for Wales 
to investigate your complaint.

Phone: 0300 790 0203
Email: ask@ombudsman-wales.org.uk
Write: Public Services
Ombudsman for Wales,
1 Ffordd Yr Hen Gae, Pencoed, CF35 5LJ

You can find a copy of our concerns and 
complaints policy on our website. You can ask  
us to post a copy or ask us for a copy at any 
of our offices. 

Your tenancy
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Customer service standards

 

What’s happening at Cartrefi Conwy
The best way to keep up to date  

with all our news is on our website and social media. 
We want everyone to have access to this,  

so if you want the  information in a different way, let us know.

Our colleague’s promise to you, our customer

You are an 
individual
We know that our 
customers are all 
different so we 
will give you the 
help and support 
that you need.

First 
impressions 
count
We will be 
friendly and 
approachable.

We’ll keep 
you up to 
date
We’ll keep in 
touch and make 
sure you know 
what to expect 
next.

What you say 
is important
We will listen to 
understand what 
you need from us.  
We’ll do the right 
thing and make 
sure we get an 
answer for you.

We care 
about you
How you feel is 
important and 
we will treat you 
with respect.  
We’ll make it easy 
for you to get in 
touch with us.

How will we keep our promises? We will…

• Contact you 
in the way you 
find easiest

• Use the 
language of 
your choice

• Use clear and 
straightforward 
language

• Recognise 
disabilities or 
when you need 
help

• smile,

• ask you for your 
name; and

• tell you ours

• confirm 
appointments 
or when we’ll be 
in contact next

• tell you if we 
need to change 
appointments

• be open and 
upfront

• give you a 
reason for 
decisions

• confirm what 
you’ve told us 
so you know we 
understand

• Have a positive 
approach

• get the right 
person to solve 
your question

• keep written 
notes of what 
you tell us

• talk clearly and 
calmly

• see the 
situation from 
your point of 
view

• check that you 
understand

• give you 
accurate 
information

• tell you where 
else you can 
find help and 
support
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Your right to buy or 
acquire your home 

You no longer have the right to buy or acquire 
your home in Wales.  This is different to the rest 
of the UK.  
For more information you can visit https://
gov.wales/topics/housing-and-regeneration/
housing-supply/buying-and-selling/council-
house/ or contact us on 0300 124 0040.

Renting a garage 

We have garages on some of our estates, 
which you can rent for a fee. We have a 
waiting list for garages, but we will give 
preference to our tenants with a clear rent 
account. 

The licence agreement for a garage is 
different from a Tenancy Agreement. You can 
end the agreement at any time, and so can 
we with 7 days’ notice.

We will tell you what you can store in your 
garage and use the garage for when you sign 
the licence. If you store any unsuitable items 
or use the garage for purposes other than 
stated on your licence agreement, then we 
may end the licence. 

You can pay the rent for a garage by Direct 
Debit or by using MyCartrefi. See “Paying 
your rent” for more details.

For full terms and conditions, see your 
licence agreement.

For more information about garages, please 
contact us on 0300 124 0040, or visit our 
website to complete an application form. 

Your tenancy
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