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Keep up to date with the 
latest news and events  
on Facebook and Twitter
Discover what’s going on in your neighbourhood and find 
out what we are doing in your community. We post service 
updates as well as news from ClwydAlyn, new scheme 
developments, job vacancies and local events. Follow our 
social media channels. You will find the details at  
the bottom of each page of this newsletter
 

Contact details
We always want to hear about your local news.  
If you have any articles you would like to include in  
the next newsletter, please send them using the  
contact details below.

Communications & Marketing department, 
Email: communications@clwydalyn.co.uk 
Tel: 01745 536839
 
72 Ffordd William Morgan, 
St Asaph Business Park, 
St Asaph, Denbighshire  
LL17 0JD

Hello all.
Your Newsletter needs you!
By Liz Barnes, a resident member of ClwydAlyn’s Editorial Board

Hello all. Your Newsletter needs you! Yes, 
you who are reading this now. We want 
to know what you think of the newsletter. 
What do you like about it and what 
don’t you like? What would you like to be 
included? What annoys you about it?

The Editorial Panel consists of three residents 
and two staff. We meet two or three times before 
publication to look at submitted articles by both 
staff and residents. Unfortunately, we just don’t 
get many articles from residents. Surely you must 
have something to say about something of interest 
to other residents! (Without being too rude.)

We really need some more residents to join the 
Editorial Panel to give a more balanced view about 
articles submitted. If you are unable to join our 
meetings, held in the mornings every few months or 
so, then please consider joining us online or by post. 

Your articles and points of view are very  
welcome and necessary to us to be able  
to produce a Newsletter that is interesting, 
informative, and relevant to you.

Thank you.
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General Advice to tenants

 Anxiety UK - 03444 775774

 ClwydAlyn Women’s Aid -  03444 775774 
womens.aid@clwydalyn.co.uk 
www.clwydalyn.co.uk/caha-womens-aid

You can also contact the free Live Fear Free helpline 24/7 if you need 
support on 0808 80 10 800

www.clwydalyn.co.uk/coronavirus

Bipolar UK – 03333 233880

Mind – 03001 233393

PAPYRUS (Young Suicide Prevention Society) – 08000 684141

Young Minds – 08088 025544

NSPCC – 0800 1111

Refuge – 08082 000247

Rape Crisis - 08088 029999

Victim Support – 08081 689111

National Advice Line - 03444 77 20 20

To minimise the risk to you and to keep our 
staff safe we are operating an ‘emergency-
only’ repairs service, for gas, electric and 
water, this includes compliance-related work.

We ask that all residents continue to report 
repairs to us and all non-emergency repairs 
will be logged and scheduled in due course. 

We ask for your patience when waiting 
for repairs as we will be doing our best 
to work through any reported repairs 
once it is safe for us to do so.

See below numbers which may  
help you in these uncertain times:
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Some ClwydAlyn residents 
have recently been 
approached by Housing 
Disrepair companies.

These are companies that aim 
to gain access to homes and 
encourage residents to put claims 
into their landlord for what they 
say are issues in need of repair.

However, what these companies 
are often failing to do is to 
inform residents properly of the 
risks involved in progressing 
with this kind of action. 
We are encouraging all residents 
to be careful if you are talking to 
disrepair claims companies and to 
be fully aware of how progressing 
with a claim can affect you.

Making a claim through  
a disrepair company –  
What you need to know
A disrepair is when a landlord 
has failed to repair works that 
fall under its responsibility after 
you have reported the issue.

Disrepair claims companies 
use a legal scheme that was 
introduced to protect tenants 
from poor landlords.

If you progress with a claim through 
one of these companies, they can 
take up to two years to resolve.
 
Many disrepairs solicitors who 
will claim to be acting on your 
behalf, will advise you not to allow 
your landlord to carry out any 

repairs while the claim is ongoing, 
something which could actually 
weaken a case for any claim.

At ClwydAlyn, our aim is always to 
work with residents to provide safe, 
well maintained homes. We have a 
robust repairs process and aim to 
deliver the highest levels of service. 
If any residents feel that they 
haven’t received the levels of service 
we expect, we are also committed 
to resolving complaints quickly.

Hidden costs
If you choose to progress with 
a claim through a disrepair 
company, it is very common for 
those representing you to fail 
to make you fully aware of all 
the costs you will be liable for 
if you change your mind, or if 
your claim is unsuccessful.

As soon as you put forward a claim 
and sign documentation from a 
solicitor, it is very unlikely that 
you would still have the power to 
stop the claim. If you do, you will 
be liable for significant charges 
for surveys the solicitor has 
arranged and credit agreement 
charges for “no win, no fee” to 
cover legal cost insurance. These 
costs can be up to £1,500.

If the case goes to court and is 
unsuccessful, the legal costs will 
be issued to you as a County 
Court Judgement (CCJ).

What happens if a 
case goes to court?
In any claim case that goes to 
court, a surveyor from your landlord 
will visit your home to do a survey to 
check for any repair work needed.

For ClwydAlyn residents, we will 
use this survey to identify any 
work that is our responsibility 
and arrange for the work to be 
completed. We will also check that 
these repairs have been reported 
to us, and that you have used 
the complaints process if you 
weren’t happy with our response.

Both of these actions are part of 
your tenancy agreement with us 
and if neither has been done, we 
will defend the claim on the basis 
that no disrepair has occurred.

In court, ClywdAlyn’s surveyors 
are seen as expert witnesses, 
which means they also have a 
duty to the court. Our surveyor 
will also check if we need to 
charge you for any property 
damage during your tenancy.
It is therefore very unlikely that 
claims made through disrepair 
companies will be awarded, leaving 
anyone that has gone down this 
route often in significant dept.

One ClwydAlyn resident who 
progressed a claim hoping for a 
payout, was left in thousands 
of pounds worth of debt when 
they were unsuccessful.

Be aware of housing  
disrepair companies

Reporting Repairs
We are committed to providing well maintained, safe homes and if you have an issue 
with a repair that you feel needs resolving, the best way to deal with this is always to 
get in touch with us through our usual channels and speak to a member of the team.

If you feel you have repairs in your home that need carrying out, call us on 0800 183 5757.
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What are County Lines?
‘County Lines’ is a very serious issue where criminal gangs 
from big cities expand their drug dealing operations out of 
their normal areas to smaller towns using violence to drive 
out local dealers and exploiting children and vulnerable 
people to sell drugs.

 Exploitation of young  
and vulnerable people 
Exploitation can mean physical, mental and sexual abuse 
and in some instances, they may be trafficked to areas a 
long way from home as part of the network’s drug dealing 
business. Children often don’t see themselves as victims or 
realise they have been groomed to get involved in 
criminality. So, it is important that we all play our part to 
understand county lines and speak out if we have concerns.

Is it happening in your area? 
Some signs to look out for include:
•  An increase in people coming and going
• An Increase in cars or bikes outside 
• New faces around the community
•  Substance misuse and/or drug paraphernalia
•  Changes in the way young people you might know dress
•  An increase in anti-social behaviour in the community
•  You haven’t seen the person who lives there recently or 
when you have, they have been anxious or distracted.

Tackling “Cuckooing” and 
County Lines drug network

Some common terms/words used: - 

•  Trapping 
The act of selling drugs from one town to another.

•  Trap house 
The base from where the drugs are sold.

•  Trap Line 
When someone owns a mobile phone specifically  
for the purpose of running and selling drugs.

•  Drug Runners / Going Country 
Vulnerable people used to transport the drugs and 
collect payment, by moving cash and drugs around  
the county lines. Children as young as 11 years old are 
recruited, often using social media. This is so they can 
stay under the radar of law enforcement.

•  Cuckooing 
Is the most common term when gangs takeover a 
vulnerable persons’ home to use and sell illegal drugs 
from for a short period of time. Using it as their base 
(named after the cuckoo’s practice of taking over other 
birds’ nests for its young). 

What to do  
if you have 
concerns 

If you or anyone you know is affected by the issues 
mentioned, then please report your concerns to: -
•  Local police by dialling 101, or in an emergency 999.
•  Crimestoppers Anonymously on 0800 555 111.
• Childline on 0800 1111
•  Fearless.org (Anonymously online) 

It is always best to report concerns and ClwydAlyn 
can also advise you if you have concerns but fearful 
and not sure what to do. Please contact the 
Antisocial Behaviour Team on 0800 183 5757.

If you have concerns that a vulnerable tenant is being exploited, you should report it to 
Crime Stoppers on 0800 555 111.

County line drug gangs exploit vulnerable tenants and take over their homes where they operate. Know what to look for:

 Do visitors come at unusual times  of the day or night?

Are there suspicious smells  around the property?

Is a tenant getting more visitors?

Has a tenant stopped leaving  their house?

  Are curtains or blinds almost  always shut?

Has anti-social behaviour increased around the property?

Vulnerable tenants are being exploited by gangs involved in drug crime.Know the signs to spot.  

Article by Kimberly Edwards, ASB Assistant

5ClwydAlyn.co.uk @ClwydAlyn



I have been a volunteer coming on 11yrs now and  
I am on several panels such as quality partners,  
the complaints panel and the editorial panel 
which makes up the residents newsletter, but I  
do find the most rewarding is doing maintenance 
outbound survey calls in the contact centre each 
Wednesday morning for a couple of hours. 

 I find most residents tell you more about the service they 
have had when they know it’s a volunteer asking the 
questions, some I may speak to haven’t spoken to a sole 
for days and love to tell you of their experience and just 
to natter in general, which of course I oblige as we are 
not under same pressure as staff.

I trained up 2 other residents Liz Barnes & Andrew Ford 
who now do a weekly stint on the phones and they also 
find it most rewarding.

The contact centre has a target of 200 answered survey 
calls each month of which we contribute too. The staff in 
the contact centre make us feel so welcome and at times 
feels like your part of the team, and the quality admin 
team are always on hand if help or advise is needed, 
and it’s all on a first name basis. 

There are those who can be rude or don’t want to take 
part for whatever reason, it is these residents I would like 
to get the point over to them, if you have serious gripes 
with the service you get or poor workmanship or even the 
staff and are not happy then please do the very short 6 
questions of which there is also a comment box to put 
your views over in order for us to make improvements, 
because if you don’t tell us then we can’t fix it!

Michael Bradshaw 
Quality Partner

The Rewards of a Volunteer

Spot the difference 
Competition Winners
Each won £25 worth of shopping vouchers.

Shirley Grainger 
CONWY

Kevin Jones  
WREXHAM

Well done!

Colouring 
Competition Winners
Each won £15 Amazon vouchers.

Kuba Deptula (8yrs.)  
OLD COLWYN

Kieran Blaze (10yrs.) 
RHOSLLAERCHRUGOG

Well done!

“I find most residents tell 
you more about the service 
they have had when they 
know it’s a volunteer 
asking the questions”
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The annual TPAS conference 
offers tenants, staff, board 
members and anyone 
interested or involved 
in social housing, an 
opportunity to take part in 
interactive workshops and 
listen to guest speakers from 
a wide range of backgrounds.

 The annual TPAS conference took 
place in Llandrindod Wells on 
27/28th November.

Over the 2 days there are 27 
workshops over 5 workshop 
sessions. Five resident volunteers 
were randomly chosen to take part. 
These being David Hughes, Mike 
Bradshaw, Janet Boocock, Brian 
Strefford and myself, Andrew Ford.

Day 1:
Introducing the first sessions was, 
Emma Williams (Deputy Director for 
Housing Policy and Regulation) 
updated us on what was happening 
in the social housing sector at that 
moment and her discussion was full 
of interesting points.

Moyra Samuels then followed 
speaking to us all with passion  
and clarity she left everyone in 
admiration for how she turned 
anger into a powerful force for 
action, resolution and justice by 
campaigning under ‘Justice 4 
Grenfell’. When her session ended 
all had been visibly moved by her 
story.

My choices of workshops for the 
afternoon were ‘How to get your 
community voice heard’ and 
‘Scrutiny’. The former was again 
hosted by Moyra Samuels. The 
workshop on ‘Scrutiny’ was based 
on trying to make a dull topic more 
exciting, to include more people and 
to get down to detail.

Day 2:
Two further workshops followed on 
the second day. I decided to focus 
on the future with a look at ‘Future 
Building’ and ‘An Introduction to 
Virtual Reality’.

‘Future Building’ looked at new 
ways to support our communities 
highlighting new homes that could 
be built within days and could be 
tailored to specific needs of 
individuals. Tenants with special 
needs may have a built in ‘Alexa’ 
system which could carry out voiced 
instructions when required. 

The second workshop looked into 
how ‘Virtual Reality’ might be of 
help to Residents in care homes, 
people diagnosed with early onset 
of dementia, or tenants with limited 
mobility.

We had a great time at this well organised event and 
have taken away some great ideas and experiences.

I cannot think of any better reason for getting yourselves 
involved in resident volunteering. Details of how to apply 
are to the right.

Andrew Ford

Resident Volunteering

If you would like to get more involved in shaping 
ClwydAlyn’s services, please contact us.  
Call 01745 536843 or email  
stuart.hughes2@clwydalyn.co.uk

Tenants Participation Advisory 
Service (TPAS) Conference
Article by Andrew Ford, Resident Volunteer
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Shadowing a ClwydAlyn Electrician
Article by Liz Barnes

I was given the opportunity 
to shadow a ClwydAlyn 
electrician in January 
2020, with a full day of 
jobs to attend to I saw the 
different issues faced on the 
frontline of the repairs and 
maintenance of properties.

 We started at 8am and arrived 
to a property where there was 
unfortunately no answer, We 
would call again later. 

We stopped off at CEF specialist 
electrical supplies in Rhyl for units 
to replace a sensor for the outdoor 
lights in the parking bay at Swn y 
Mor. This was a tricky job that took 
longer than originally planned.

The next call was to supplier Travis 
Perkins in Rhyl to acquire two 
shower units. One was available so 
another operative was contacted 
who had a spare shower unit.

There was an emergency call 
from a plasterer in Rhyl which 
we attended to make safe power 
points in the properties living room.  

Next stop was to Prestatyn to fit 
one of the new shower units recently 
acquired from Travis Perkins. 

Although there was no answer 
from the resident at the time, 
therefore this was rescheduled.

Also in Prestatyn was a job to fit 
a new smoke alarm. Erik said that 
there was sometimes difficulty 
accessing the property. A barking 
dog in the window greeted us. The 
resident opened the window but 
was reluctant to let us in. Erik said 
it was a health and safety issue 
and needed to be done. Access 
was granted and the missing point 
power cover and exposed electrical 
wiring was made safe. Joinery 
work was needed to be done but 
the resident had not reported it.

The second shower unit was to be 
fitted in St Asaph, where we had 
to wait for a plumber to come 
with a pump for the shower unit. 
Unfortunately, the wrong type of 
pump was brought along as some 
are Bluetooth and some are not. 
The plumbing supplier did not have 
the correct type of pump in stock 
so this job would therefore have 
to wait another day. This wasn’t 
ideal as the resident had been 
without the shower for a few days.

We headed back to Rhyl to call 
upon the first property we had 
tried to attend which needed a new 
cooker and power point installing 
as the existing one was sparking. 
Erik had to go to the suppliers to 
get the correct power point cover.
We then called on a disabled 
resident in Rhyl to set a 
convenient day for installation 
for a new cooker.

 
Report a Repair
Repairs can be reported by 
contacting:
•  The Customer Service Team from 
8.00am to 6.00pm Monday to 
Friday on freephone: 0800 183 5757

•  You can request a call back 
during office opening hours and 
we will call you back at no cost 
to yourself.

•  Or report a ‘non urgent repair’ 
through the Residents’ Portal: 
clwydalyn.co.uk/formbuilder/
report-repair/view
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From 1st April 2020 Sherratt Landscape 
Contractors Ltd will be taking over grounds 
maintenance works in the Anglesey, Conwy 
and Denbighshire counties. Sherratt 
Landscape Contractors are an established 
grounds maintenance company based in 
Mold, Flintshire, and have been delivering 
grounds maintenance service in Flintshire, 
Wrexham and Powys counties for 
ClwydAlyn over the last two years. 

The passenger lift servicing contract 
with Stannah Lift Services has reached 
the end of its duration and is undergoing 
procurement. Depending on the outcome 
of the tender scoring this could result in 
a change of servicing contractor. The 
next Resident Newsletter will advise of 
any changes to this service.

Maintenance
Landscaping

Maintenance
Lift Servicing
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Residents’ Photos

Donation of benches from 

Williams Homes to the 

Llanbedr DC Community, 

one being accepted by 

the local primary school.

Digital Communities Wales
and the e-cadets of Borras 
Park Community Primary 
School came to Cae Glo 
to help show residents how 
to keep safe online.
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Dyfodol residents enjoyed 

the ‘Red Book Mystery Challenge’ 

at St Asaph Cathedral

ICAN Launch - Community Hub 
opened in Clwyd Building, 
Clwyd Street bringing several 
organisations under one roof to 
support people in the community.

Tan y Fron Extra Care Residents 

set up an arts & crafts group
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Tackling Food Poverty at ClwydAlyn
On a tight budget? We know how difficult it can be to create meals for your family when the purse strings are tight.   
Staff at ClwydAlyn have provided us with some of their recipes to offer inspiration to others. We will be providing new  
recipe suggestions in future editions of the newsletter. 

Easy Carbonara  
(Cook in under 30 minutes and cost 
just £1.50 per serving) 

Ingredients

• Oregano

• 200g Bacon

• 400g Pasta of your choice 

• 275 ml Double cream 

• 100g Parmesan cheese 

• Tablespoon of Cooking oil 

Method

1.   Chop bacon with oregano and fry in choice of 
cooking oil, usually can take around 12-minute. 

2.   Boil pasta, following cooking instructions on pasta 
used 

3.  When pasta is cooked drain out any access water 

4.   Add bacon, double cream and grated parmesan to 
the pasta and stir for 2-3 minutes on a low heat

5.  Season to personal taste

Crepe  
(9 servings and under £5 for all ingredients) 
 

Ingredients

•  125 g plain flour

• 2 large eggs

• 1 tbsp. caster sugar

• 1/4 tsp. salt

• 360 ml milk

• 1 tbsp. butter 

Method

1.   In a large mixing bowl, create a well with flour then 
add eggs, slowly whisking them into flour. Add sugar 
and salt and stir until combined. Gradually add the 
milk, whisking to combine. Let batter stand at room 
temperature until bubbly on top, 15 to 20 minutes. 

2.   In a small skillet over medium heat, melt butter. 
About 60ml at a time, drop batter evenly onto pan, 
swirling it to evenly coat. 

3.   Cook 2 minutes, then flip and cook 1 minute more; 
repeat with remaining batter.

Some Serving suggestions; 
Syrup, Fresh fruit, Whipped cream, Icing sugar, Ice cream  
or Chocolate spread.

Do you have any recipes 
you’d like to see featured 
in our magazine?

Maybe you have a special recipe that has been 
passed down the generations? Send them in,  
with your details and any photos to  
communications@clwydalyn.co.uk
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Housing Development 
Exceeds Carbon Targets
A timber-based social 
housing project has 
surpassed environmental 
targets set by the 
Royal Institute of British 
Architects (RIBA).

 The thirty-eight new homes at 
Llanbedr-Dyffryn-Clwyd, near 
Ruthin, are being developed by 
ClwydAlyn, a Housing Association 
based in St Asaph, providing much 
needed homes for Denbighshire. 

The homes are to be completed by 
the summer, and the development 
has been hailed as a huge success 
and predicted to exceed the 
carbon-footprint targets set by 
RIBA’s 2030 Climate Challenge.

A carbon analysis check has 
revealed that carbon levels 
will be 16% lower than the RIBA 
targets, according to calculations 
using methodology agreed by 
both RIBA and the Royal Institute 
of Chartered Surveyors.

Craig Sparrow is the executive 
director of development 
at ClwydAlyn.

“This is a fantastic development, 
providing homes where they 
are needed,” he said.

“It is vital Housing Associations and 
Developers work together and strive 
to cut carbon levels. Exceeding this 
stringent target by 16% is evidence 
of ClwydAlyn’s and Williams 
Homes’ commitment to ensuring 
we are proactive in protecting the 
environment. Combined with using 
Welsh timber, local suppliers, local 
labour and materials and gas-
free, state-of-the-art air source 
heating systems, it is ‘ahead of the 
curve’ in design and efficiency for 
construction and for the incredible 
efficiency it will give the occupants 
who will live in them.  It is hoped 
that we can continue this great 
work with our further proposed 
project in Ruthin for 77 new homes, 
due to be presented to Planning 
Committee on 11th March 2020.”

The Innovative Housing Programme 
set out by the Welsh Government 
has provided funding for this project 
together with private finance raised 
by ClwydAlyn and in partnership 
with Denbighshire County Council 
and Wood Knowledge Wales.

The scheme is an example of the 
Home-Grown Homes project and 
provides compelling evidence for 
timber construction using Welsh 
trees. Local timber was used for 
the structural frame and external 

cladding of the new homes, and all 
joinery elements will be Welsh wood 
based. Wood fibre insulation has 
also been used as an alternative 
to petrochemical foams.

The project’s success represents 
an effective response to the 
climate emergency at a time 
when there is pressure for the 
Welsh Government to implement 
a policy ensuring all Welsh homes 
have a low carbon footprint.

“I am hugely proud of what 
our team has achieved on 
this partnership scheme with 
Clwyd Alyn Housing in 
Llanbedr. Delivering low 
carbon homes for local 
people is critical to addressing 
fuel poverty in Wales.”

Owain Williams 
Managing Director,  
Williams Homes

“Exceeding this stringent 
target by 16% is evidence of 
ClwydAlyn’s and Williams 
Homes’ commitment to 
ensuring we are proactive in 
protecting the environment.”

Craig Sparrow 
Executive Director of 
Development, ClwydAlyn
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Resident Satisfaction Scoring
You said.. 
“the way you score your 
Satisfaction Surveys 
can be confusing” 

We listened to your feedback 
and cut the jargon... 

Maintenance Statistics  
(April 2019-February 2020)

94% of resident 
were satisfied with 
their repairs (April 
2019 – Feb 2020).

Unhappy
By scoring us 0 - 6 you 
are unhappy with 
the services, please 
let us know how we 
could improve the 
service you receive.

Happy
By scoring us 7 or 
8 you are satisfied 
with the services but 
there is still room for 
improvement, please 
let us know how we 
could improve the 
service you receive.

Very Happy
By scoring us 9 - 10 you 
are really pleased 
with the service and 
would recommend us 
to others!

0 - 6 7 - 8 9 - 10

86% of jobs are fixed 
on the first visit (April 
2019 – Feb 2020).

Over the past year 
we’ve attended 
over 20,425 jobs.

On average our 
operative complete 
4.3 jobs per day.
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Recognising and 
reporting scams
Coronavirus has led to an increase 
in scams and false offers of 
help. Common scams include:

Coronavirus has led to an increase 
in scams and false offers of help. 
Common scams include:  
•  cold calling homes and 
offering to help those self-
isolating with shopping 

•  fundraising, door to door 
or online, for donations to 
develop a covid-19 vaccine 

•  scam emails offering fake 
products such as anti-bacterial 
gels or a cure for coronavirus.

For more information to safeguard 
against scams, visit the National 
Trading Standards website.

www.nationaltradingstandards.uk
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We want our residents to stay safe and well during this 
very difficult time and we’d like our young people, aged 
18 and under, to help get this message across. Have 
your children been busy creating artwork, or even the 
rainbow’s we’ve been seeing across the country?

We would like them to design us a bright, colourful 
piece of artwork based on the following theme: 
‘Stay at Home | Protect The NHS | Save Lives’

There are three age 
groups under 6, 6-12 and 13-18. 
There will be a winner from 
each category, who will win 
a £25 voucher for Amazon 
and we’ll of course share 
the artwork on our social 
media pages and website. 
 

Once the artwork is 
finished, take a photo email 
(marked ‘ART COMP’ to 
communications@clwydalyn.
co.uk) or send us a private 
message on Facebook with 
the picture. Please include 
the name, age, address of 
the artist. The closing date 
is: Sunday 31st May. 

Art Competition
Win a £25 gift voucher
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