
Winter 
Newsletter
2025
Investing in our homes - turn to page 10 
for more information.



Listening to your feedback
Our customer feedback report highlights the variety of ways we listen to you and how 
feedback helps shape the services we provide.

Every year, social housing associations in Wales are measured against a set of targets set by 
the Welsh Government.

Of course, we know there is still work to be done to continue improving and we are 
committed to continuing to improve every year.

Over the next year, following 
your feedback, we will focus 
on investing in our current 
homes; collecting feedback 
on the repairs programme; 
talking to customers about 
digital services; consulting 
on assisted grass cutting; 
continuing our estate visit 
programme and reviewing 
our adaptations policy.

To read the customer 
feedback report, go to  
www.adra.co.uk/
customer-satisfaction/

The latest figures show:

•	 89% of you said we are reliable, 
compared to the Wales average of 76%

•	 We were 7th out of 46 landlords in Wales 
for listening to tenants and acting on their 
feedback

•	 We were 5th best in Wales for involving 
tenants in decision-making and having a 
say in how services are run

•	 91% of you were satisfied with the 
services you received from us

•	 80% of you were satisfied with the overall 
level of service based on your perception 
of our services

During the past 12 months:

•	 1,055 customer satisfaction 
surveys were carried out over the 
phone

•	 14 estate walkabouts were 
conducted, visiting 670 homes

•	 4 specialist consultations were 
held, collecting feedback from 
1,657 of you

•	 473 members of the Customer 
Panel gave their opinions in 2 
consultations during the year

•	 80,000 customer enquiries were 
received by the contact centre
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Keep an eye on the vulnerable and elderly this winter 
It can prove a difficult time for some individuals to carry out their day 
to day activities, such as shopping and getting out an about in their 
communities. 

Sarah Schofield, our Director of Customers and Communities, said:  
“A simple act of kindness such as a quick phone call or visit to check on 
their well-being can be a real lifeline for some individuals and they will 
be extremely grateful. It can make a big difference to their health and 
well-being and generous acts such as offering to pick up groceries or 
essentials can go a long way to making people feel safe and secure in 
their home.”

Adapting homes to meet people’s needs
70 properties across north Wales have received adaptations work over the past 8 months.

Adaptations to homes are carried out to help people with a long term disability or health 
concern that have issues going out of their home, moving around their home or carrying out 
everyday tasks safely.

The adjustments made this year include:

•	 26 bathroom adaptations

•	 11 adaptations to improve access to the home

•	 6 safe play areas created in back gardens

•	 2 parking areas in the garden created

•	 11 homes have been fitted with a stairlift

•	 1 home has been fitted with changing table/raised and 
lowered shower equipment

•	 3 homes have been fitted with a tool to open and close 
external doors

•	 2 homes have received internal improvements

•	 4 homes have had their kitchens modified

•	 4 major adaptations including providing a new kitchen, 
changing a downstairs bathroom into a shower 
room, providing a new additional bathroom upstairs, 
adaptations to a home to make it fully wheelchair 
accessible and moving a kitchen to a living room to make 
room for a new toilet and shower room.

More information about adaptations is available on our website:  
www.adra.co.uk/adaptations. If you want to discuss minor work requests or want 
advice, contact us on 0300 123 8084.
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Keeping your home warm this winter:  
An important reminder 
With the arrival of colder weather, we want to share a few important reminders and tips to keep 
your home warm and comfortable during the winter months. 

Proper heating protects your home from the cold and helps you avoid issues like mould and 
burst pipes.

Your responsibilities as a tenant
As a tenant, you are responsible for using the heating system 
correctly and reporting any issues promptly. If you notice a 
fault with the boiler or heating system, please get in touch 
with us as soon as possible so we can arrange a repair.

We encourage you to test your boiler. By switching on your 
boiler and running it for a short period, you can check that 
everything is working correctly. This simple step can help 
ensure your heating system is reliable and ready to keep 
your home warm when you need it most. Identifying and 
addressing any issues early can prevent discomfort and 
inconvenience.

Why proper heating is essential
•	 Preventing frozen and burst 

pipes: When temperatures drop, 
water in unheated pipes can freeze 
and expand, causing them to burst. A 
burst pipe can lead to significant water 
damage and costly repairs. By running 
your heating, you help prevents this 
from happening.

•	 Controlling damp and mould: 
Low-level heating helps to manage the 
internal humidity and temperature of 
your home. This prevents condensation 
from forming on cold surfaces, which is 
the main cause of mould and damp.

•	 Ensuring your comfort: A warm 
home is a healthy home. Maintaining a 
comfortable temperature prevents your 
living space from becoming too cold 
and helps you stay well throughout the 
winter.

Using your heating efficiently
To prevent expensive heating bills, 
consider these efficient heating steps:

•	 Use the timer: Instead of turning 
your heating off completely, set it to 
come on for a few hours in the morning 
and evening at a low but steady 
temperature. This is more efficient than 
letting the property get very cold and 
then trying to heat it quickly.

•	 Maintain a low, background 
temperature: If you’re going away 
for a short period, keep the heating on 
at a low temperature (around 12–15°C) 
to prevent pipes from freezing.

•	 Bleed your radiators: If a radiator is 
cold at the top but warm at the bottom, 
it likely has trapped air. Learning to 
bleed a radiator is a simple task that 
improves its efficiency. You can find 
many how-to guides online.
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Celebrating our community stars
Our most recent Community Star Award was 
presented to Dave Hooper in Barmouth.

Over the years, while volunteering and working at the South 
Gwynedd Foodbank, Dave had gone above and beyond to help 
some of our tenants who struggled with financial hardship.

Dave has since retired, and we hope the retirement is going 
well!

If you’d like to nominate someone for the award, visit our 
website: www.adra.co.uk/community-stars/

Cleaning up communities 
This year we’ve hosted a number of 
environmental days in locations across 
Gwynedd.

These events help tenants to manage 
the condition of their homes, clean 
up communities and improve the 
environment.

These days have all been extremely 
successful and show what can be done 
by working with other organisations.

These days have been held at Ciltrefnus 
in Bethesda; Maes Castell, Llanllyfni; 
Peblig, Caernarfon; Tai Station in Bangor 
and Penygwndwn in Blaenau Ffestiniog.

Our teams worked with Cyngor Gwynedd, 
North Wales Fire and Rescue Service, 
North Wales Police, Antur Waunfawr, 
Menter Môn, Partneriaeth Ogwen, y Dref 
Werdd and Warm Wales to collect, clean 
up and take away unwanted items from 
people’s homes and gardens.

Over the past 10 months, 20 skips have 
been filled and over 50 trips have been 
made by the Council's vans to recycling 
centres.
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Need help with your 
energy bills?
Would you like support to understand or program your heating system? Or would you like 
help with your energy bills?

Our Energy Wardens are available to help you. Please contact our Customers and 
Partnerships Team on 0300 123 8084 or e-mail: cymunedol@adra.co.uk for more 
information.

Home contents insurance -  
Christmas and religious festivities
Have you considered how home contents insurance 
can help protect what matters?

Home contents insurance is designed to protect your home contents and personal belongings. 
Understanding what’s covered helps you decide if it’s right for you.

We’ve teamed up with Thistle Tenant Risks to offer all tenants a home contents insurance scheme 
which provides cover for events such as fire, theft, escape of water, flooding and more. 

During the festive period and other religious festivals, the scheme automatically increases the 
contents sum insured by £1,500 or 15% (whichever is greater) for one month before and one 
month after the special occasion.

What’s also covered
•	 Fridge and freezer contents (excluding loss or damage if your electricity supplier deliberately 

cuts off the power to your home)

•	 Theft of money and gift vouchers up to £750 whilst in the home

•	 Extended Accidental Damage to contents in the home is also covered automatically

Please note that terms and conditions, limits and exclusions apply. A copy of the policy wording is 
available on request by contacting us.

To learn about our Home Contents Insurance Scheme, including the option to pay premiums 
alongside your rent, you can:

•	 Email: rhent@adra.co.uk to request an application pack 

•	 Visit: www.adra.co.uk/home-contents-insurance/ 
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Latest 
paid work 
placements 
underway
Ten people registered for one of 
Academi Adra’s construction courses. 
These courses have become very 
popular and are one of several courses 
that run continuously throughout 
the year - they also include grounds 
maintenance and customer service 
courses.

The construction course starts with 
a week of training at Tŷ Gwyrddfai, 
Penygroes, where participants follow 
courses in first aid, asbestos awareness 
and manual handling, all run by 
Premier Construction Training, Gwaith 
Gwynedd and Anglesey Safety Training. 
Then they go out for a week of work 
experience, some with Williams Homes, 
Bala and OBR Construction and some 
with our own Trwsio team here at Adra. 

Five of these individuals will start paid 
placements with external contractors 
this month.

If you, or anyone you know would be 
interested in signing up for one of 
our Academi Adra courses, visit our 
website to see when the next ones are 
held - www.adra.co.uk/academiadra

Academi Adra is funded by the UK 
Government and backed by Cyngor  
Gwynedd.
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Spotlight on our  
Tenancy Support Service

Our Tenancy Support Service has been set up to 
prevent homelessness by supporting tenants to obtain 
skills, confidence and independence that is needed to 
maintain and keep their tenancy.

We currently have 4 Tenancy Support Officer who help 
people to:

•	 Establish/maintain a tenancy

•	 Manage rent/paying bills

•	 Help with money problems and claiming benefits

•	 Filling out forms

•	 Practical living skills

•	 Making referrals to external agencies/services for 
support that our teams are unable to provide eg. 
Citizens Advice Bureau, Substance Misuse Service

Contact us for further information

Digital support available for you
Do you live in Gwynedd or Denbighshire and have  
an interest in:

•	 One-to-one support with phones, 
tablets, and computers

•	 Group workshops on topics like online 
safety, shopping, and digital health

•	 Drop-in sessions at local libraries 
and community venues

Digital Gwynedd and Digital Confidence Denbighshire 
are available to help you. Both schemes run free 
sessions across Gwynedd and Denbighshire to try to 
improve digital skills and confidence in our communities.

For more information please contact our Customers 
and Partnerships Team on 0300 123 8084 or e-mail: 
cymunedol@adra.co.uk
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You Said...	  We Did...
“We want clearer communication about repairs.”

We’ve introduced Voicescape appointment reminders for repairs. Tenants now 
receive automated voice or text messages confirming appointments — helping 
you stay informed and reducing missed visits.

“We’d like more ways to contact you.”

We’ve launched WhatsApp messaging so you can reach us quickly and easily 
— whether it’s a question about repairs, or general support. It’s convenient, 
secure, and available during working hours.

“You struggled to understand things from our perspective.” 

We now offer video calling for certain services, giving you the option to speak 
with our team from the comfort of your home. This also helps us see issues in 
real time, improving how we assess and respond to repair needs.

“We want safer neighbourhoods.”

We’ve rolled out AI-powered CCTV systems across communal areas to help 
tackle antisocial behaviour. These systems allow faster investigations and have 
already helped our partners to respond to incidents.

“We want homes that are warmer and more energy efficient.”

We’ve started a major investment programme to improve insulation, windows, 
doors, and heating systems — helping reduce energy bills and carbon 
emissions.
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More homes see investment
Investing in our homes is a priority for us

Our investment in our homes has continued over recent months.  
  
Our  in-house workforce have been busy installing new kitchens and bathrooms, as well as 
electrical works that were carried out in the Bangor, Bethesda, Caernarfon and Dinorwig areas. 
We’ve also been working with outside companies to install new solar panels in Llanaelhaearn, 
Pistyll, Rhosgadfan and Rhostryfan.  
  
Works have also been completed in the Barmouth, Fairbourne, Tywyn and Blaenau Ffestiniog 
areas, including new bathrooms, kitchens, rewiring, and replacement of vent units and extractor 
fans.  
  
We’ve replaced roofing and windows at properties in Caerhun, as well as installing external wall 
insulation and solar panels and replacing guttering.  
  
Another project saw external wall insulation installed, new slate roof roofs, window and doors 
replaced and improvements to external paths, fencing and paving in the Corris and Aberangell 
areas.  Solar panels and battery storage were also installed.  
  
We recently completed energy efficiency works at Trem yr Wyddfa, Penygroes. Work included 
installing external wall insulation, replacing windows and doors with double glazing, re-
paving paths and replacing gates, while also completely upgrading roofs, replacing roof lines, 
guttering, soffits and re-structuring chimneys.  
  
Work is already underway by our in-house workforce on replacing roofs, installing external wall 
insulation, windows and doors at Glan Cadnant, Caernarfon, as well as re-roofing, replacement 
of windows and doors and new paths being created at Cefn y Tŵr in Nefyn. And again, we’re 
working with outside companies on work that’s also underway at Morfa Garreg, Pwllheli. 
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Hubs in your community
Cyngor Gwynedd supports a network of Community Hubs across the county helping people gain 
access to support, information, activities and services in their community. Help and information 
on food, energy and money is also available through any of the hubs in your local area:

Barmouth Hub 
Barmouth Hub, Park Street, Barmouth  
LL42 1PH 
revdawnandcarol@btinternet.com 
07827 813421

Bala Hub 
Canolfan Henblas, 22-24 Stryd Fawr, Y Bala, 
Gwynedd, LL23 7AG 
canolfanhenblas@gmail.com 
01678 521796 
www.canolfanhenblas.com 

Botwnnog Hub 
Canolfan Fenter Congl Meinciau, Botwnnog, 
Pwllheli, LL53 8RA  
post@conglmeinciau.org.uk 
01758 770000

Bro Ffestiniog Hub 
Y Dref Werdd, 5 Stryd Fawr, Blaenau 
Ffestiniog, LL41 3AE 
rhian@drefwerdd.cymru 
marged@drefwerdd.cymru 
07435 290553 or 07443 794790 
www.drefwerdd.cymru

Caernarfon Hub 
Porthi Dre, Tŷ Seiont, Ffordd Santes Helen, 
Caernarfon, LL55 2YD  
desk.porthidre@outlook.com 
01286 532 222 
www.porthidre.cymru

Dyffryn Nantlle Hub 
Yr Orsaf, Storfa Muriau, Heol y Dwr, 
Penygroes, Gwynedd, LL54 6LP  
llio@yrorsaf.cymru / post@yrorsaf.cymru 
07529 224989 
www.yrorsaf.cymru

Dyffryn Ogwen Hub 
Partneriaeth Ogwen, 57 High Street, 
Bethesda, Bangor, Gwynedd, LL57 3AE 
marie@ogwen.org 
01248 602131 

Hwb Dinas Bangor  
Ffordd Gwynedd, Bangor, LL57 1DT 
hwb.hub@bangorcitycouncil.com 
01248 352421 
www.bangorcitycouncil.com/Hwb-Bangor-City

Hwb Dolgellau  
Lle’n y Dre! Llyfrgell Rydd, Dolgellau, 
Gwynedd LL40 1EY 
niawynevans@gwynedd.llyw.cymru 
07795 180338

Hwb Tywyn 
Tywyn Baptist Church, High Street, Tywyn 
LL36 9AF 
hwb@tywynbaptistchurch.org.uk 
01654 711752

Llanaelhaearn Hub 
Canolfan Y Babell, Llanaelhaearn, LL54 5AL 
lynda.cox@llanaelhaearn.com or 
moelfrefawr@gmail.com

Maesgeirchen Hub 
Maes Ni, Swyddfa Mentra, Llys Dylan, 
Maesgeirchen, Bangor LL57 1LT 
doreen.maesni@gmail.com 
peter.maesni@gmail.com 
07990 584050 

Pwllheli/Nefyn Hub 
Canolfan Felin Fach Cyf. Stryd Penlan, 
Pwllheli, Gwynedd, LL53 5DE 
info@canolfanfelinfach.com 
01758 701611 

If you’re looking for organisations in other counties please contact us on 0300 123 8084
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Counting the Pennies is a service 
to help you maximise your income 
and manage your money. 

We can help you to:    

•	 Understand what income 
comes in from wages, Universal 
Credit, pensions, housing 
benefit, child benefit, or other 
welfare support 

•	 Budget for monthly rent, bills, 
transport, food costs, childcare, 
and other expenses to prevent 
debt

•	 Develop payment plans for rent 
arrears and referring tenants 
for debt advice and support 

•	 Identifying other benefits 
or grants and helping with 
applications for hardship 
grants and other funds  

Funded by the UK Shared 
Prosperity Fund with backing from 
Cyngor Gwynedd, the project 
has supported 501 tenants/
households so far.

If we can help you, get in touch 
on 0300 123 8084.

Useful telephone numbers
Housing & Repairs
•	 Adra Emergency Repairs: 0300 123 8084

Utility Emergencies
•	 Gas Leaks: National Gas Emergency Service 

– 0800 111 999

•	 Electricity Power Cuts: Call 105 

•	 Water Supply Issues:  
Dŵr Cymru Welsh Water – 0800 052 0130

Mental Health Support
•	 Samaritans: 116 123 (24/7, free) 

www.samaritans.org

•	 Mind Cymru: 0300 123 3393 
www.mind.org.uk

Domestic Abuse Support
•	 National Domestic Abuse Helpline:  

0808 2000 247 (24/7) 
www.nationaldahelpline.org.uk

•	 Live Fear Free Helpline (Wales):  
0808 80 10 800 
www.gov.wales/live-fear-free

Energy & Cost of Living Support
•	 Warm Wales: 0800 091 1786 

www.warmwales.org.uk

General Emergency Services
•	 Police / Fire / Ambulance: 999

•	 Non-Emergency Police: 101

•	 NHS Direct Wales: 111
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