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1 Looking after your home

What we expect from you 

We want you to be comfortable living in your 
home and this means keeping it in a good, clean 
and tidy condition. 

When we need to work in your home, whether for 
a repair you have reported or any improvements 
we have arranged, we expect you to let us or our 
contractors into your home.  

Customers have the right to be 
heard, understood and respected. 

Our colleagues have the SAME 
right, so please treat Cartrefi 

Conwy staff with respect. 

We will let you know when we are planning to 
visit, but sometimes if we’re in the area, we’ll 
check if you’re in and if it suits you, carry out 
work. This is normally only for servicing boilers 
or smoke alarms. All our tradespeople and 
contractors carry identification but if you are 
unsure about letting them into your home, 
contact us on 0300 124 0040.

It is important that you let us into 
your home. Because we may take 
court action if you don’t and you 

will be charged for this.

Keeping your home in a good condition 
will make it more comfortable for you. We 
expect you to do some small repairs yourself 
or arrange for someone to do them for you. 
Here’s a list of some smaller jobs we expect 
you to do:

• Replacing light bulbs (including strip 
lighting).

• Altering internal doors to fit over carpets.

• Door bells.

• Repairing and maintaining your own 
fittings (your cooker or your own fireplace 
for example).

• Lost keys (you will need to arrange a 
locksmith to change the locks, or we will 
change them for you for a fee).

• Replacing glass that was broken or 
damaged by you, anyone living with you 
or a visitor to your home.

• Any damage caused by you, your family or 
anyone else visiting your home, including 
any damage by pets.

These smaller repairs to your home should be 
done by people who have the right skills and 
expertise, particularly for work to gas and 
electrical appliances such as your cooker.  

You need to tell us as soon as 
possible about any repairs that we 

need to do in your home.  
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Permission

You may want to do some work in your home 
at some point, but you need to tell us about 
your plans before you start work. 

You’ll need to contact us to apply for this 
permission, and we have to agree in writing 
before you make any changes. 

Here is an idea of some of the changes you 
will need to ask us about:

• Changing a light fitting or socket.

• Any electrical or plumbing installations.

• Putting laminate flooring down above 
ground floor level

• Changing internal doors.

• Putting a shed in the garden.

• Laying slabs or decking.

• Installing your own kitchen and bathroom.

• Alterations to internal walls.

• Loft alterations.

• Satellite dish.

You must tell us who is doing the work for 
you and you must show us their insurance 
details. 

For some improvements you need to give us 
lots of details like colours (bathroom suites), 
types and brands.

If we agree to your plans, remember to let 
your neighbours know that you’re having 
work done.

If you arrange the work, you  
must make sure no damage is 

caused to your home. If there is 
damage, you will have to put it 
right or pay us to do it for you. 
Improvements affecting the gas 

or electric of your home must be 
done by a tradesperson we have 

approved.

You are responsible for repairing and maintaining 
anything you have installed, such as kitchen, 
bathroom, fireplace etc. 

We will inspect any alterations you make to 
your home. If they have included electrical or 
gas installations, you will need to give us the 
certificate the tradesperson has given you. 
Without this we will remove the installation and 
charge you for it.  

For an application form, please contact your 
neighbourhood coordinator or download a form 
from our website at www.cartreficonwy.org
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3 Looking after your home

Condensation

Condensation causes mould to 
grow in your home. It happens when 

moisture in the air hits a cooler 
surface. 

Around 20 pints of water is 
produced from things we do every 

day. But don’t worry, there are things 
you can do to reduce condensation. 

Often the moisture comes from washing, 
cooking and drying clothes, but you can reduce 
this by following these steps:

Do:
• Open windows and vents.
• Use extractor fans,
• Keep your home warm (ideally between 18 

and 22 degrees).
• Wipe away any moisture on windows  

and walls.

Don’t:
• Dry clothes inside without opening a window.
• Vent your tumble dryer inside your home, 

always outside or use a condensing  
tumble dryer. 

Mould

If mould grows in your home, this doesn’t mean 
your home is damp. It’s more likely to be because 
of condensation. 
Mould grows very quickly and will thrive where 
fresh air can’t move around your home, in places 
like behind furniture, inside cupboards and under 
beds. To stop this, move your furniture a little 
away from walls to allow air to move around it. 

Do:
If you spot some mould, deal with it straight 
away, it will spread if you don’t. Clean it away 
with some fungicidal treatment or spray, you 
can buy this in most supermarkets or DIY  
stores but make sure it doesn’t contain bleach.

Don’t:
Use bleach or washing up liquid to clean  
mould, it will make the problem worse. 
Here are some more hints and tips for 
preventing condensation and mould:
• Keep your home at a constant warm 

temperature, but try to allow some  
ventilation such as opening windows or vents.

• Do not allow kettles and pans to boil for 
longer than needed. If possible, cover pans.

• Do not dry washing on radiators. 
• Dry washing outside whenever possible. 
• If you must dry clothes inside, then use  

the bathroom with the door closed and  
the window open.

• Do not allow steam to travel into other 
rooms. Close the kitchen or bathroom  
doors when cooking or washing. 

• Avoid using paraffin or portable gas heaters.
• Use extractor fans where fitted.
• Make sure tumble dryers have an outside 

vent or are condenser dryers.
• If there are trickle vents on your  

windows, leave them open.
• Wipe any moisture away.
• When running a bath, put the cold water 

in before adding the hot water – this will 
reduce the amount of steam.

• Never use bleach or washing up liquid to 
clean mould – these will make the  
problem worse.

• Don’t keep too many items in cupboards, 
leave some room for air to flow, if you  
don’t your things might get covered in 
mould, particularly if they are wet or  
damp when you keep them.
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If you need any more advice about managing 
condensation in your home, please contact  
0300 124 0040.

Damp 

Mould won’t go away on its own. 
We will help you to control 

condensation and mould as much 
as we can, but you must do your 

bit to prevent it too. 

You may be charged for treating mould growth 
in your home if we can see that you don’t follow 
these steps.
Remember – less moisture = less mould. 
Your home may become damp if there is water 
coming in. This could be from leaking pipes 
or guttering, damaged roof tiles or slates and 
rendering. You can spot this from staining or 
“tide marks” on your walls or ceiling. If you  
think your home is damp, get in touch quickly 
0300 124 0040.

Damp and mould and your health
Mould spores are the seeds of mould and can 
be breathed in easily. They are always in the air 
but they need moisture (condensation) and food 
(dust) to grow.

House dust mites live in your carpets, 
mattresses and soft furnishings. They won’t 
harm you but their droppings can also be 
breathed in easily.

Both of these are allergens and when you are 
exposed to them over a long time, you can 
become more sensitive to them. If you are 
sensitive to them, this can lead to asthma. 

Keeping your home free from dust and mould is 
good for your health!

Gardens

Keep your garden clear and 
tidy!
• Mow your lawn.
• Trim trees and hedges.
• If you store bikes and toys in your garden, 

keep them in one place and tidy.
• Don’t leave rubbish in your garden. If 

you have any bulky items, contact Conwy 
County Borough Council, they will take it 
away for a fee.

• If you have a pet, clean up your pet’s 
poop! Not only can it be messy but it can 
also be a danger to health.

• Tidying your garden regularly will keep it 
safe for you, your family and any visitors. 

• If you can’t manage it yourself, check if 
there are any volunteer schemes in your 
area.

Remember – Conwy County Borough Council 
can pick up your garden waste.

We will:
Make sure any boundary fences or walls are 
safe and secure. 

You need to ask us before:
• Putting up sheds or greenhouses.
• Laying slabs or decking.
• Building walls in the garden.

 

We do not allow ponds in our 
gardens for the safety of you 

and your family.

http://www.cartreficonwy.org


5 Looking after your home

Home rewards

The reward scheme that says ‘thank you’ to 
Cartrefi Conwy tenants who pay their rent on time, 
take good care of their home and get involved. 

There are four draws available for you to enter 
for a chance to win some cash. Here’s how you 
could win hundreds of pounds:

I pay 

To be entered into this monthly draw you need:

• A clear or ‘in credit’ rent account the month 
before the draw.

• No high levels of anti-social behaviour within 
the last three years.

We will only enter the lead tenant into the draw.

The draw will take place on the third Friday of 
every month and we will tell you if you have won 
within a week of the draw.

If you are in rent arrears and would like to clear 
these so that we can enter you into future ‘I Pay’ 
draws you can talk to our incomes team about 
ways to pay, phone them on 0300 124 0040

Or you can make an on-line payment via www.
MyCartrefi.org (this will enter you into the “I’m 
connected” draw too and give you more chance 
of winning!). 

I’m connected

You are entered into the “I’m connected” 
draw if you:

• Register for MyCartrefi.

• use MyCartrefi in the four weeks  
before every draw – so just by logging in 
every month you could win some cash!

If you have a joint tenancy, you can both 
register for MyCartrefi and be included in  
the draw. 

The draw will take place in the third week  
of each month and we will tell you if you  
have won within a week of the draw.

Remember you can use MyCartrefi to:

• Make a payment.

• Report repairs.

• Get in touch with us.

• View your statement.

• Check your balance.

• Update your contact details.

Not registered for MyCartrefi yet?  
Check out how you can do this  

earlier in this handbook.
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I’m proud 

To be entered into this draw you need to 
have had a visit from a home partner. If 
they are happy that you are meeting your 
tenancy conditions you’ll have a chance 
of winning. Your home must:

• Be in good, clean and tidy condition.

• Have no damage inside (apart from 
fair wear and tear).

• Have a neat and tidy garden.

• Have no rubbish building up around 
the house and garden.

• Have no excessive animal waste in the 
garden.

• Have no rubbish in communal areas (if 
there is one).

• Clear passages, staircases and 
landings in communal areas (if there is 
one).

The draw will take place monthly and we 
will tell you if you have won within a week 
of the draw.

I’m involved 

This reward is open to all Cartrefi Conwy tenants 
who actively help us to shape our services.

It’s easy to enter this draw, you just need to fill in 
a ‘Voices at Cartrefi’ engagement questionnaire 
first. Once you have done this, we will enter you 
into a draw if you complete a survey or come 
along to one of our consultation sessions.

You can take part in consultations on-line, by 
post and telephone surveys or at many different 
events. So as long as you take part as much as 
you can you have a chance of winning. 

This draw is every 3 months.

See our website for full terms and conditions
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Insurance 

Home contents insurance - are 
you covered?

How would you feel if you lost everything in a 
fire in your home, or everything was ruined in a 
flood? Or even if your expensive electrical items 
were stolen? Your rent does not include Home 
Contents Insurance so you need to arrange  
your own.

There is a special low cost insurance scheme  
My Home available for all tenants and residents 
living in social and affordable housing. The My 
Home scheme offers you the chance to insure 
the contents of your home in an easy and 
affordable way. 

Here are some good reasons to protect  
your home contents with My Home  
contents insurance:

• This policy has a zero excess so they will pay 
out the full amount of the claim.

• Your premiums won’t go up if you claim.

• You can claim for lost keys or broken windows 
– we normally recharge you for these.

• You can have this valuable cover as you are a 
Cartrefi Conwy tenant.

• Premiums start from as low as £1.69 per 
fortnight if you’re under 60 and £1.28 per 
fortnight if you’re over 60.

• You can pay by cash, Direct Debit, postal 
order, credit or debit card.

• Quick and easy to apply.

• Covers accidental damage to your bathroom.

• You can add cover for things like hearing aids, 
mobility scooters or wheelchairs if you need it.

Arrange or change your cover 
today!

Ask your neighbourhood coordinator for an 
information pack or call My Home Insurance 
on 0345 450 7288 and ask for a call back.

Website: www.thistlemyhome-cymru.co.uk  
Email: myhome@thistleinsurance.co.uk

My Home is provided by the National 
Housing Federation in conjunction with 
Thistle Tenant Risks and Allianz Insurance plc.
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