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1 Services for older people

Independent living 
at Cartrefi Conwy

  
In this section you will find out the 
services we offer and also what we 
cannot offer, to help you understand 
and get the most out of living in our 
independent living homes.

We have a team of independent 
living coordinators, we call them 
ILCs for short, who are on hand to 
help you keep your independence. 

Your voice your choice

Independent living  
coordinator support

There are three levels of support 
you can choose from, depending 

on how much or how little 
support you need. You do not 

pay for this service as it is funded 
from Conwy’s supporting people 

grant*.

* This information was correct in 
2018 and may change in the future.

At the moment, you do not pay 
for this service because Conwy’s 
supporting people grant funds 
this cost. But this may change in 
the future and if it does we will let 
you know. 
Here are the three levels of 
support we can offer.
You will see the cost of the 
service on your rent statements, 
but you don’t need to pay this.

Level of 
support

Amount 
of support 
provided (per 
week)

Comfort Up to 20 
minutes

Comfort plus Up to 40 
minutes

Comfort 
premier

Up to 1 hour

You can:
• Choose the level of service you 

need.
• Be part of the decisions made 

about the service.
• Have a confidential service.
• Receive the support you need.
• Have a positive and fulfilling 

experience.
• Be sure of a service without 

prejudice.
• Appeal or make a complaint 

about the service.
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You must:
• Agree to be involved in setting 

up your support plan.
• Treat our staff, contractors and 

other tenants or neighbours in a 
way you would like to be treated. 
We will not tolerate aggressive or 
abusive behaviour.

• Respect the professional 
relationship you have with your ILC.

• Make sure your rent and service 
charges are paid on time.

This is what your ILC can help  
you with:
• Emotional support and guidance.
• Making the right choices about 

the support you need and helping 
you agree a plan that meets your 
needs.

• Reporting repairs and housing 
related issues.

• Managing important paperwork.
• Organising access to other 

services and professional help.
• Helping you use equipment in your 

home or in the communal area.
• Enjoying an active social life.
• Staying safe in your home.
• Finding social activities, 

volunteering, training and 
employment that interests you.

• Support in emergency situations 
like collecting prescriptions or 
shopping when you can’t get out.

But they can’t help you with any  
of these:
• Help around the house like 

cooking, cleaning or laundry.
• Shopping on a regular basis.
• Paying on your behalf.
• Helping you with personal care 

like bathing.
• Giving you your medication.
• Holding cash, bank books or 

valuables on your behalf.
• Going into your home to feed 

pets or look after plants when 
you’re away.

If you need help with any of  
these, your ILC can give you a 
dvice on where you can get this  
kind of help.

http://www.cartreficonwy.org
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ILC scheme management services
As part of their job, your ILC will also 
carry out some other checks in and 
around your property to help keep 
you safe and secure. This includes 
fire safety checks, testing alarms in 
communal areas and looking out for 
any repairs that could be a hazard in 
the area around your home.

You pay for this service as part of 
your service charges, we will tell 
you every year how much it will be. 
Housing Benefit or Universal Credit 
Housing Element will cover this cost.

Take part
There’s always something going 
on at Cartrefi Conwy and we will 
encourage you to take part. Your 
ILC will tell you what’s going on 
and how you can join in, they can 
also help you get there. 

Your independent living 
coordinator can visit every day 
during the week (from Monday to 
Friday), but not on the weekends 
or bank holidays. If you need 
someone to visit on other days 
you can discuss this with your ILC 
and they will put you in touch with 
another agency. 

Remember you can still contact  
Galw Gofal when your ILC is not 
with you.

Services for older people
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What happens if my 
independent living coordinator 
is absent from work?
If your ILC is not in work, the 
team will work together to make 
sure that we contact you when 
you have agreed. It may be a 
telephone call and not a visit, 
but if there is anything urgent, 
we will visit you.

Your ILC will always tell you 
in advance if they have any 
planned leave, they will also tell 
you who will be calling instead 
and they will carry identification 
– remember to ask to see it if 
you don’t know them. 

Guest bedroom
If you are a tenant of Cysgod 
Y Gogarth in Llandudno or 
Maes Cwstennin in Llandudno 
Junction, a guest bedroom is 
available for your relatives and 
friends to use for short periods. 
We will give priority to relatives 
and close friends visiting a 
tenant who is ill.

Guest bedrooms have twin 
beds and an en-suite bathroom. 
There is a charge for using the 
room, for more information on 
the cost and availability please 
contact your ILC or customer 
services on 0300 124 0040.

Security
Your security is important to us and 
along with your ILC who keeps a 
regular check on the area, you too 
can play a major part in keeping  you 
and your neighbours secure. Here’s 
how you can help:
• Tell your ILC if you see or hear 

anything suspicious.  If at any time 
you feel unsafe contact North 
Wales Police on 101 or, if it’s an 
emergency 999.

• You can also contact Galw Gofal 
at any time of the day or night by 
pressing your pendant, or by calling  
0845 123 6688.

• When you go out, make sure that 
you lock all doors and windows and 
take your keys with you.

• Always check the identity of anyone 
calling at your home. All Cartrefi 
Conwy employees and contractors 
carry identity cards that show their 
photograph and who they work 
for. All other callers such as local 
authority workers, social services, 
gas, electricity and the water board 
carry identity cards too. If they do 
not have ID do not let them in.

• If anyone ‘buzzes’ your flat through 
the intercom system and you don’t 
know who they are or what they 
want, or even if they want access to 
someone else in the building, you 
should never let them in.

http://www.cartreficonwy.org
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Health and safety 
The health and safety of our 
residents living in our homes is a 
priority for Cartrefi Conwy.

Your ILC is responsible for your 
individual support. This includes 
helping you to test your safety 
equipment inside your home 
every month. You must let 
them in to do this or test these 
yourself, and let them know 
that you’ve done this.

The ILC is also responsible for 
the safe running of the area 
where you live. Where there are 
shared areas, such as lounges and 
kitchens, the ILC will make sure  
the fire safety is up to date. 

They will report any accidents 
or incidents and follow them 
up. If you come across anything 
that is unsafe or have had an 
accident or incident,  you must 
report this to your ILC. This 
will help us prevent accidents 
happening in the future.  Notice 
- all shared entrance and exit 
routes need to be clear at all 
times.

 

If there is a communal fire alarm it 
will be tested every week. Your ILC 
will tell you what days this takes place 
where you live. The alarm will sound 
for a short time, and you do not need 
to leave your home. If the alarm does 
not stop after a short time, treat this 
as a genuine alarm and follow these 
instructions:

Services for older people

What to do if 
the e’s a e

If a e b ea s out in you  at
• GET OUT and close the door

• ����� tr� and �ut the �re out �oursel�

• Use the stairs. �O �OT ��� ��� l��

• Call 999 and �ait outside a�a� �ro� the �uildin� 

If you see o  hea  of a e and you a e 
in a communal a ea
• GET OUT 
• Use the stairs. �O �OT ��� ��� l��

• Call 999 and �ait outside a�a� �ro� the �uildin�  

If you see o  hea  of a e and you a e 
in you  at
• STAY PUT
• Close all doors 

• Call 999

• �� �ou �eel unsa�e or in dou�t� GET OUT  (use the 
stairs� �O �OT ��� ��� l��)
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Your ILC will tell you more about 
fire safety where you live. 

Staying safe and well in your 
home is important and we work 
with North Wales Fire and Rescue 
Service to make sure you are safe 
and well in your home. 

During these visits they check if 
there are any safety risks that could 
lead to a fire or cause harm if you 
were to slip, trip or fall over. They 
will also help you with your own 
safety plan if there is a fire inside 
your home.

Smoking is not allowed in  
any of the shared areas where 

you live. 

If you have any concerns about 
staying safe and well in your home, 
or would like more information, talk 
to your ILC. 

We understand you wanting  
to add finishing touches outside 

your front door, or store your own 
personal items in a shared space. But, 
if you live in a block of flats or a home 
with shared entry and exit routes you 
need to keep these clear at all times.
This is because of the level of fire risk 

and personal items could cause an 
obstruction in an emergency.

We have signs up to remind you  
about this. 

We will remove all items we find in 
these areas and store them securely 
for 14 days. If you don’t collect your 
items within 14 days we will recycle 

them, throw them away or sell them. 
If you have had an item taken away 
then please call 0300 124 0040 or 
email enquiries@cartreficonwy.org 

to arrange to collect your belongings. 
When you collect your items you will 

need to prove that they belong to 
you. If you cannot collect your items 

in person you need to let us know 
who is collecting them and they will 
need to show us that they belong to 

you. 
We will charge you the cost of dealing 

with the items.
We hope you understand our reason 
for doing this is to keep you safe in a 

fire or other emergency.
Please tell us if you have any 
concerns about storing your 

belongings. 

http://www.cartreficonwy.org
mailto:enquiries@cartreficonwy.org
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Away from home?
If you are planning a holiday or a stay 
away at friends or family, let your 
ILC and Galw Gofal know. Also if you 
need to go into hospital no matter 
how short or long your stay will be, 
it’s important to let your ILC know.

You need to tell us because there 
might be an emergency and we need 
to know you are safe.

If you can’t contact your ILC for any 
reason, you can press your Galw 
Gofal pendant and tell them. They 
will pass on the details to your ILC. 

Don’t forget to tell us the date you 
expect to be back home so that we 
can carry on with your support. 

Here’s a few things to think about 
before you go:

• Make arrangements for the care 
of any pets.

• If the weather is cold leave 
heating on low to avoid pipe 
bursts.

• Make sure all your doors and 
windows are locked.

• Tell your friends or family where 
you will be and leave contact 
details with them.

Galw Gofal

Galw Gofal is a 24 hour 7 days 
a week service and can be used 
for those times when your 
independent living coordinator 
(if you have the service) cannot 
be contacted, such as evenings, 
weekends, bank holidays and in an 
emergency.

We can fit Galw Gofal in any 
property that has a working 
landline. It can be fitted with 
a unit, pendant and pull cords, 
which connect your home to Galw 
Gofal. 

If you need urgent attention at 
any time of the day or night, by 
pulling a cord or pressing your 
pendant, you will get a response 
via the Galw Gofal system 
into your home. Some of our 
independent living homes already 
have Galw Gofal installed, please 
contact your independent living 
coordinator for more information. 

Services for older people
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It doesn’t matter if you are not 
standing next to the speaker, 
the operator will be able to hear 
you no matter where you are in 
your home. If you can’t speak, 
the operator will know that you 
are calling for assistance and 
that you have a problem. He or 
she may call your independent 
living coordinator, the emergency 
services or your next of kin to 
check on your welfare. You can 
also contact Galw Gofal by calling 
0845 2636603. 
All properties are fitted with 
smoke alarms which will connect 
through to the Galw Gofal if 
you have this service.  Your 
independent living coordinator 
will check your equipment every 
month to make sure that it is 
working as it should. You can do 
this yourself if you prefer, please 
speak to your independent living 
coordinator.

Scooter storage

If you are thinking of buying a 
mobility scooter, please speak to 
your neighbourhood coordinator 
or your independent living 
coordinator first. There are 
important things to think about 
like where you can store it, easy 
access or how you will charge it. 

If you have a mobility scooter you 
need to make sure it is stored in 
a safe place. It should not be left 
unattended while it is being charged 
and it should not be kept in any 
communal areas. Please contact 
your neighbourhood coordinator or 
your independent living coordinator 
first to discuss safe ways and places 
to store your scooter. 

We don’t have to provide you with 
storage for your scooter, but we do 
have to make sure you can store it 
safely, so remember to speak to us 
first.

In some areas we do have limited 
storage for scooters, here’s how to 
use them safely:

Scooter store –  
operating instructions

1. Unlock the scooter store and 
remove the key.

2. Ensure nobody is standing in 
front of the opening lid and then 
operate the up button, located 
on the side of the unit. Keep the 
button pressed until the unit 
is fully opened to the required 
height.

3. Disconnect the charging lead to 
your scooter or wheelchair.

4. Ensuring no pedestrians are 
nearby, reverse out of the 
scooter store with care.

http://www.cartreficonwy.org
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5. Keeping your hands and body 
away from the lid and ensuring no 
one is in front of the unit, operate 
the down button located on the 
side of the unit. Let the lid settle 
down completely before releasing 
the button.

6. Insert the key again and lock the 
scooter store. Always leave the 
scooter store closed and locked 
when not in use.

7. On returning to your scooter 
store – follow steps 1 and 2.

8. Drive into the scooter store into 
your desired position.

9. Plug in the charger for your 
scooter if required.

10. Keeping your hands and body 
away from the lid and ensuring no 
one is in front of the unit, follow 
steps 5 and 6.

11. No flammable items / substances 
are to be stored within the unit.

12. The battery charger to the 
storage unit must not be turned 
off. The lid will not open if this 
charger is switched off.

Community centres and 
houses at Cartrefi Conwy

  
Community centres
In some areas there is a 
community centre or house 
that tenants can book to use 
for social events, meetings and 
parties. Other people living 
nearby may be invited to activities 
and some centres are used as a 
base for activities run by other 
organisations. Suitable groups and 
committees may also hire rooms. 
We have community centres in 
Colwyn Bay, Old Colwyn, Rhos-
on-Sea and Llandudno Junction. 
Contact the Customer Service 
Team to check availability, 
centres’ facilities, and booking 
arrangements.

Kitchens in our community 
centres
Most of our community centres 
have kitchen facilities you can use 
if you are using the community 
centre. 
If you use any of these facilities, 
please leave them clean and tidy 
after you have finished.

Services for older people
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If you would like to book a 
community centre, please 
contact 0300 124 0040 to 
arrange.
A ‘no smoking’ policy strictly 
applies to all communal areas.
Using communal facilities
We have a number of communal 
facilities, however, these vary 
from building to building.
Communal kitchens
Communal kitchens are for the 
uses of all tenants using the 
community centre or lounge. 
The kitchens may also be used 
by organisations organising 
activities for tenants and other 
people. We do not provide 
refreshments.
Laundry rooms
Some buildings have a laundry 
room with washing machines 
and dryers. These are strictly for 
tenants personal use only. 
All communal areas and facilities 
are “no smoking” areas.
  

Older people activities

It’s known that if you are taking 
part in activities when you are older 
or living alone, this helps you stay 
healthy and well. Cartrefi Conwy 
realises how important this is for our 
older tenants. 

With the help of our older persons 
engagement coordinator there are 
many weekly activities you can get 
involved in like coffee mornings, 
brunch clubs, bingo, friendship and 
gardening groups as well as help to 
get on-line.

Read on to find out some activities 
we have. But to find out what’s going 
on in your area today, speak to your 
ILC or visit our website. 

Passion for Life 
Passion for Life helps older people 
look at their day to day living and 
what changes or smalls steps 
they can make to help keep their 
independence and enjoy a good 
quality of life.

http://www.cartreficonwy.org
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Give Where You Live (GWYL)
Give Where You Live is a volunteering 
scheme where people give one hour 
of their time helping someone out 
and earn an hour of time in return.  
Members decide what they can offer 
and everyone’s time is equal no 
matter what they choose to do. 

This could be:
• Cooking.
• Speaking a language.
• Playing an instrument.
• Shopping.
• Cleaning, ironing.
• Cutting grass or gardening.
• Running errands.
• Learning new skills.

For example someone might go 
shopping for other members and 
then might spend their time credit 
by getting another member to cut 
their grass.

Give Where You Live gives you a 
stronger sense of community by 
bringing people together to form 
new friendships and connections. It 
also boosts a member’s feel good 
factor that improves health and 
wellbeing.

Men’s Shed
Men’s Sheds are similar to 
garden sheds – a place to potter 
at leisure, to practise skills and 
enjoy making and mending. The 
difference is that in your own 
garden shed you often do this 
alone whereas the Men’s Shed is 
the complete opposite. 

Men’s Sheds are all about making 
social connections and friendships, 
sharing what you know with 
others. Men’s Sheds helps reduce 
loneliness and isolation – but 
best of all, they’re fun! You can 
find Men’s Sheds in  Colwyn Bay, 
Llanrwst and Llandudno, ask your 
ILC for more details.

To make the most out of where 
you live, speak to your older 
person’s engagement coordinator 
or ILC and see how you can join 
in.  

You can contact the older persons 
engagement coordinator on 
0300 124 0040. 
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