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Your rent and service charges

Your rent 
We will review your rent and service charges 
every year and tell you how we work it out.  
Rents are set by the Welsh Government for the 
area you live in. They take into account local 
wages and the economy and the rent is linked 
to the Consumer Price Index.

What is the Consumer Price Index (CPI)?

The Consumer Price Index (CPI) is a calculation 
used by the Office of National Statistics to 
measure the rate for inflation. This is worked 
out by looking at the cost of things we buy 
regularly (such as food, clothes and petrol). 
This is then compared with how much it cost 
last year. This tells us what the inflation rate is.

How	does	Cartrefi	Conwy	make	sure	your	
rent is affordable?

We compare our rents with other social housing 
providers in the area. We also ask our tenants 
in the annual tenant satisfaction survey if they 
feel their rent provides value for money. In the 
2017 survey 89% of our tenants told us they 
were satisfied that their rent was value for 

money.

For more information

Online: Log onto www.mycartrefi.org and use 
the ‘contact us’ section to let us know what 
information you need and we will be back in 
touch.

Phone: 0300 124 0040 and ask to speak to 
your payment coordinator during office hours: 

Monday - Thursday: 9.00am to 4.45pm 
Friday: 9.00am to 4.30pm

Email: enquiries@cartreficonwy.org

Our rents are calculated over 48 weeks 
so we won’t charge you rent for the last 
two weeks of March and December. 

But if you owe rent, we will still collect 
rent from you during these weeks.

http://www.mycartrefi.org
mailto:enquiries@cartreficonwy.org
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Service charges
Service charges cover the costs of services 
provided outside the four walls of your home.  
These services will benefit you, your home and 
the wider area you live in.

Who has to pay for service charges?

All tenants have to pay towards these costs. 
But you only pay for the service charges 
attached to where you live. Please see your 
annual rent increase letter for your own service 
charge details.

We explain the service charges in more detail 
here.

Independent Living Co-ordinator 
support 

This charge is for the personal 
support you have chosen to receive 
from your Independent Living Co-
ordinator. 

Galw Gofal and telephone rental 

This charge includes your own 
connection to the Galw Gofal system 
and for a small number of users 
there is an extra contribution for the 
cost of a phone line to connect to 
Galw Gofal.

Tenant heating charge 

This is your individual charge for 
heating your home where this 
service is shared.

TV licence 

If you qualify, this is the 
concessionary TV licence charge.

Estate	&	grounds	maintenance	

This charge is for the upkeep of the 
estate grounds around the area 
that you live. It includes cutting 
grass and maintaining shrubs and 
landscaped areas.

Building safety & security 

If you live in a block, this charge 
is for the safety and security 
equipment. It includes the 
maintaining of CCTV; door entry 
system intercom, call system and 
door release. It also includes the 
maintaining of any fire safety 
equipment such as fire alarms, 
emergency lighting and fire 
prevention equipment. 

Caretaker	and	materials	

This charge is for the caretaker 
services carried out in your block or 
scheme. This might be for internal 
and external cleaning, materials and 
equipment. It also covers fire risk 
assessments, security checks, and 
other tasks. 

Shared utilities 

This charge is for heating, lighting, 
electricity and water to the shared 
areas of your block and any shared 
rooms in your scheme. It includes: 

heating corridors, power for the 
fire alarm system, emergency 
lighting, the lift, door entry system, 
electricity for communal cleaning, 
internal and external lighting, and 
other items that need electricity.

https://cartreficonwy.org
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It also includes the water supply 
used for cleaning inside and outside 
and water to any other shared areas.

Shared white goods 

This is the charge for renting 
and maintaining shared washing 
machines and tumble dryers. Coin-
operated machines will have this 
money taken into account when 
setting the charge.

Window cleaning in shared areas 

This charge is for cleaning windows 
and door glass in shared spaces and 
rooms.

Digital	TV	aerial	maintenance	

This charge is for the servicing and 
maintaining of the Digital TV aerial 
when all properties in your block are 
connected.

Fixtures	and	fittings	

This charge is for any fixtures and 
fittings within the shared areas in 
your block.

Guest	room	

This charge is for the maintaining 
and cleaning the guest room in 
Maes Cwstennin and Cysgod Y 
Gogarth. We deduct any room hire 
income we get from this charge.

Shared passenger and assistance 
lifts 

This charge is for maintaining and 
insuring the lifts and assistance lifts. 
For assistance lifts, this charge also 
includes the electricity usage.

ILC	scheme	management	services	

This charge is for all the other 
related tasks that your Independent 
Living Co-ordinator carries out 
where you live. There is more 
information about this in the 
Independent Living Service section 
of this handbook.

Management	charge

This charge is for the background 
work we do to set up the services 
and contracts for where you live. 
This includes finding suitable 
contactors and managing paperwork 
and payments for the services we 
give you.

Provision for renewal 

We have to replace large items from 
time to time when they come to the 
end of their life, for example door 
entry systems, large furniture items 
for shared areas or lifts. To plan 
for this and to avoid charging you 
the entire cost for this all at once, 
we collect and set aside regular 
amounts for these replacements.

Other service charges 

This charge is for seagull deterrent 
measures, maintaining un-adopted 
highways and car parking areas.
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Ways to pay your rent 
There are many quick and easy ways to pay  
your rent with Cartrefi Conwy:

Online

Log on to www.mycartrefi.org and click ‘make  
a payment’ any time of day, seven days a week. 
You will also be in with a chance to win £200 
every month with our I’m Connected prize  
draw. You will need your tenancy reference 
number and a debit or credit card to pay.

Did you know that if pay your rent on line or 
by direct debit, it costs us less to process your 
payment. This means more of your rent goes 
towards improving our homes and services.

Direct Debit

Another easy way to pay your rent is by Direct 
Debit.

We can arrange it so your rent goes out of  
your bank account on a set date. We can even  
set it up so it gets paid weekly, fortnightly, 
monthly or 4 weekly.

Setting up Direct Debit is simple! All you have  
to do is get in touch and we can arrange the 
Direct Debit with you.

Phone 

You can pay over the phone by debit or credit 
card by calling 0300 124 0060. You will need to 
have your tenancy reference number and debit 
or credit card ready. You’ll find your tenancy 
reference number on your rent statements and 
most letters we send you. Follow the step-by-
step instructions given to you over the phone. 

If you cannot find this please get in touch on 
0300 124 0040.

Standing Order

You can make payments from your bank to 
Cartrefi Conwy every week, two weeks or 
monthly. To request a Standing Order form, 
please phone 0300 124 0040.

In person

Pay with your rent payment swipe card at a post 
office or anywhere with the PayPoint logo.

If your payment coordinator visits you at home 
you can make a payment with them.

Cheque

If you want to pay by cheque or postal order, 
please make it payable to Cartrefi Conwy and 
send it to Morfa Gele, North Wales Business 
Park, Cae Eithin, Abergele, LL22 8LJ quoting 
your rent account number. 

Also look at “taking control of your money” for 
more details.

If you have any questions about paying 
your rent or have difficulty making 
payments, please get in touch, we have 
a money support team that can help you.

https://cartreficonwy.org
http://www.mycartrefi.org
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MyCartrefi
Use MyCartrefi to stay connected or get 
connected with us online www.mycartrefi.org

The MyCartrefi App is now live. Just search for 
‘MyCartrefi’ in your app store. 

Using MyCartrefi you can:

• Make a payment
• Report repairs
• Get in touch with us
• View your statement
• Check your balance
• Update your contact details

How to register

Step 1

To register you will need to enter your tenancy 
reference number. You can find this on any 
letter sent to you from Cartrefi Conwy or phone 
us on 0300 124 0040 and we will give you the 
reference number.

Go to www.mycartrefi.org and enter your 
tenancy reference, date of birth and surname.

Step 2

Enter your email address and then create a 
username and password that you will use to log 
on in future.

Step 3

You will receive an email with a link to activate 
your account.

It’s as simple as that.

http://www.mycartrefi.org
http://www.mycartrefi.org
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How to set up a bank account
Firstly, you need to choose what bank account 
will suit you best and choose the bank you want 
to open it with. 

You can open a bank account in a branch of any 
bank, over the phone or online.

The bank will run a credit check to find out your 
credit history.

This will tell them, for example, whether you’ve 
had problems with credit repayments in the 
past.

You’ll also be asked to provide:

• Proof of identity (for example, a driving 
licence or passport).

• Proof of address (for example, a recent 
utility or phone bill).

If you don’t have any of these, speak to the 
bank about alternative documents you might 
be able to use.

If banks turn you down for a standard account, 
you can always apply for a fee-free basic 
bank account. Barclays Bank will accept your 
tenancy agreement as identification to open a 
basic bank account.

These accounts don’t charge fees, don’t 
provide overdrafts and won’t charge you if a 
Direct Debit fails.

Universal Credit or housing 
benefit
It’s important that you read this information to 
make sure you are paying your rent.

If you claim benefits for your rent, you will 
either receive Universal Credit or housing 
benefit. How you receive these benefits is 
different. 

If you receive Universal Credit, it is paid 
monthly into your bank account and includes 
housing costs, which you need to pay your rent 
with. 

If you receive Housing Benefit, normally this 
is paid directly to us. You may have to pay 
towards your rent if your Housing Benefit does 
not cover the full rent. If you do, see “Paying 
Your Rent” on page 2 of this section for ways to 
do this. 

If you need any help with Universal Credit 
or Housing Benefit, including making an 
application, then get in touch. 

Housing	benefit

You may have filled in a housing benefit form 
already. If things change for you, you will need 
to fill in a new form, available at Cartrefi Conwy 
offices.

We can help you fill in a housing benefit form, 
or make sure that it is filled in correctly and 
that you are sending the right documents with 
it.

https://cartreficonwy.org
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Universal Credit  doesn’t have  to be scary.

Housing benefit can be paid directly to us. This 
will give you peace of mind that the housing 
benefit payment has been made to your rent 
account. You may also have to pay towards 
your rent. If you do see “paying your rent” on 
page 2 of this section for ways to do this, even 
if you don’t get Universal Credit now, you need 
to be prepared and understand how it works as 
time goes on Universal Credit will affect more 
people. 

If you are having difficulty in paying your 
rent, see money support for ways to help 
with budgeting and finances. We have more 
information about Universal Credit and Housing 
Benefit on our website cartreficonwy.org/take-
control-managing-your-money or you can 
contact us for more information.

https://cartreficonwy.org/take-control-managing-your-money/
https://cartreficonwy.org/take-control-managing-your-money/



