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I am delighted to introduce our Tenant Voice and Influence Annual Report. This report is a 
testament to our ongoing commitment to placing tenants at the heart of everything we do. At 
Cartrefi Conwy, we believe that our tenants' voices are invaluable in shaping the services we 
provide and ensuring that our efforts truly meet their needs and expectations.

Our Tenant Voice and Influence strategy is designed to ensure that every tenant has the 
opportunity to contribute to and influence our work. Whether through surveys, focus groups, or our 
new Tenant Talk sessions, we have created new platforms for tenants to share their views and 
suggestions. This report highlights the many ways in which tenant input has driven positive change 
within our business over the past year.

Looking ahead, we remain committed to improving our engagement with tenants and ensuring 
that their voices continue to influence our work. We will focus on expanding our outreach efforts to 
include even more diverse voices, particularly those from underrepresented communities. 
Additionally, we will continue to invest in innovative ways to collect and act on tenant feedback, 
ensuring that our services are responsive, effective, and aligned with our tenants' needs.

I would like to extend my heartfelt thanks to all our tenants who have taken the time to share their 
insights and experiences with us. Your contributions are invaluable, and together, we are building a 
stronger, more inclusive, and more responsive housing association. This document is also available 
in Welsh if that is your preferred language.

Thank you for your ongoing support and engagement.

A Welcome from the CEO



How we have heard
tenant voice in 2023/24



An introduction to STAR
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in 2023/24
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How we heard the tenant voice in 2023/24

2866
252

Cartrefi Connects 
Responses

800
STAR Results

432
Tenants who took part in a 

consultation

94 Articles created on 
Knowledge Base

68
Tenants who took part in 
shaping our new Tenant 

Voice Model

117 Cumulative Number of tenants 
at strategic meetings

36
Tenants who attended Tenant 

Engagement Workshop

1,067
Transactional Surveys



Cartrefi Connects You can join too!



What we asked Cartrefi 
Connects members

What Cartrefi Connects 
members told us

What we did as a result



How tenants 
have influenced 
our projects in 

2023/24



Peulwys Community Consultation



Lon 
Cymru

ENVIRONMENTAL PROJECT



Rent Setting
Each year we set our rental amounts, and we are keen to speak to tenants 
to get their input on how we can allocate resources to best fit tenants 
needs. We asked Cartrefi Connects members what topics they wanted us 
to cover in these sessions and they told us they wanted to hear about how 
we spend rental income, how we apply any rental increases and any 
support we offer for those who are struggling to pay their rent. 

We held sessions in Llandudno, Peulwys, Kinmel Bay and one session 
online over a period of a month, speaking to 17 tenants who told us:

• It was helpful to understand why we have to charge the rental amounts we 
do

• That wanted to see more sessions like this in the future

Looking ahead, we want to give tenants the option to be involved in telling 
us what our spending priorities should be, and we will do that at an upcoming 
Tenant Talk event.



INVOLVING TENANTS IN OUR

SUSTAINABILITY 
STRATEGY

tenants
schoolchildren

environment
influence

The tenants and schoolchildren told us that these were things we should 
focus on to construct the new strategy



How we have developed
our Engagement Models 

in 2023/24



The Scrutiny Panel
For many years, our Scrutiny Panel were a group of tenants who worked closely 
with us to improve Cartrefi Conwy’s services. As a result of our review into our 
engagement model, tenants told us that they wanted a less formal, more relaxed 
approach to influencing us, so the board took the decision to close the panel to 
give a wider range of tenants the opportunity to influence us. Former panel 
members are very experienced in this field and will almost certainly carry on 
working with us; you might meet them at a Tenant Talk soon and we are sure 
they will help you to settle.

For their final project, the panel looked at our rates of first-time access for Gas 
and Electrical safety testing. This is a big issue for us as approximately 30% of 
appointments for these services are cancelled or our engineers are not granted 
access to complete the work.

The panel surveyed 28 tenants and created recommendations for improvement. 
As a result of the panel’s work, we are creating reminders for tenants in our 
communications to update their contact details with us and issued a reminder 
our contractors and sub-contractors to ensure their ID is present and visible.



How tenants use our data to help us



Inviting tenants to improve services

We held an event with 36 tenants to get insight from tenants about how 
we can learn from our satisfaction results, how we can improve and how 
we can involve tenants in our plans to bring our properties up to the new 
Welsh Housing Quality Standard that is now live.

• Tenants met members of the leadership team and the board so they could 
have one on one conversations about how we can improve

• We presented our satisfaction data for the year and gave tenants the 
chance to see this and comment on it

• Tenants commented on our new ‘Project Neighbourhoods’ approach. We 
have taken on more Housing Officers, giving them reduced patch sizes and 
more time to spend on our estates with tenants.

This event served as a blueprint for our new way to connect with tenants, 
bringing a variety of diverse voices into one room to discuss ideas and 
priorities for the future of Cartrefi Conwy.



When we were reviewing the engagement 

model, tenants told us that

• Some people prefer face to face sessions in less formal settings

• A significant number of people prefer an online/hybrid option

• These conclusions are supported by feedback from the tenants who attended 
the Llandudno Engagement Event

Of the 68 tenants we have spoken to or polled,

• 68% of tenants were under the age of 45, targeted as tenants aged below this 
age are the most dissatisfied in our STAR surveys

• 22% of tenants were under the age of 30, targeted as tenants in this age group 
are the most dissatisfied in 5 categories of our STAR surveys

• 62% of tenants were female, 36% were male and 2% identified as non-binary



The new structure to improve

Strategic Tenant 
Involvement

Group Board

Tenant Services Board

Tenant Talks

Task and Finish Groups

Task and Finish Group 2 Task and Finish Group 3Task and Finish Group 1



The new structure to improve

Informal Tenant 
Involvement



How we have 
worked with our 

partners in 
2023/24



Conference 2023
Our tenants learned

• What other Social Landords are doing to maximise tenant 
involvement in designing and developing services.

• How to feedback their thoughts to us so we can better understand 
what tenants want from us.

• Why it is important for tenants to be involved at all levels of decision 
making and how to do that effectively.

We took tenants who had never been to a TPAS event before

You can come too! The 2024 TPAS Annual Conference will be held on the 13th and 14th of 
November 2024. If you are interested in learning more about this event, please e-mail 
Sasha.Jones@cartreficonwy.org



Community Chest

The Community Chest fund offers a grant up to £1000 for local 
community groups or projects. Applications come in from both tenants 
and residents of our communities to fund projects such as 

• £990 for the Llanrwst Men's Shed to host an excursion up Y Wyddfa

• £990 for the Wisdom of Trauma group to undertake training in order 
to grow and support more people

• £1000 for Ysgol Morfa Rhianedd PTA to buy Teepees for the children 
to do well-being activities

• £1000 for the Llysfaen Community Council for the Youth shelter at 
the MUGA in Parc Peulwys

If you are interested in applying for funding, please contact 
Megan.Eldon@cartreficonwy.org for more information 



Wednesday Walkabouts

In January 2024 we relaunched our Wednesday Walkabouts. We 
unveiled the new Neighbourhoods structure alongside this, with 16 
Housing Officers covering reduced patch sizes.

We have visited Towyn, Llanfairfechan and Old Colwyn so far with a 
walkabout planned once a month to cover all of our estates over an 
18 month period. We will send you a text message to let you know 
when we are planning to visit your area.

Board members and external partners such as local councilors, police 
officers and PSCO’s join us to talk to you and hear your feedback 
about where you live. Our Housing Officers lead the walkabouts, and 
you can feedback to them if you miss us when we come out.

We have visited areas covering 246 properties so far and we look 
forward to seeing you when we visit.



Our work was recognised at the TPAS 
Cymru Good Practice Awards with a Third 

place in the Tenant Voice category

Each July, TPAS host their annual Good Practice Awards to 
celebrate the best work across the social housing sector.

Our work to improve how we hear our tenants and act on the 
outcomes we collect was recognised by the TPAS judges with a 
third place at the awards.

None of this would be possible without the continued work of our 
tenants who give up their time to help us improve. This award is 
not for us; it’s for you!



Contact Us
Sasha Jones - Tenant Voice Co-ordinator

Sasha.Jones@catreficonwy.org

0300 124 0040

www.facebook.com/OfficialCartrefiConwy

www.instagram.com/Cartrefi

www.x.com/CartrefiConwy


