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Listening to and acting on your feedback is
an important part of delivering high quality
services; your experience helps us understand
what’s working and what needs to improve.

We also have two members on our Board that
are there to represent tenants.

Over 3,500 of you shared your views with us
in a number of different ways and on a variety
of different topics which included:

» Tenant participation
e Smart energy systems
e Repairs service operating hours

e General tenant satisfaction with our
various services

e Anti-social behaviour
e« Radon gas

e Solid fuel servicing

» Digital services

e Moving in experience

Here are examples of how your feedback has
influenced our services:

Repairs service operating hours - As

a result of your feedback we’'ll be trialling an
extension to our repairs working hours. We'll
be sharing information soon.

Smart energy systems - We'll be
increasing the support that we provide during
and following installation. We've entered into
a partnership with Warm Wales who will be
assisting with energy support.

Anti-social behaviour - We've introduced
changes to our processes to improve how

we keep you updated on case progress and
manage expectations.
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We've also reviewed your feedback from
the Tenant Satisfaction Questionnaires we
conduct throughout the year and as a result
we've made improvements to key services:

Communication & Contact

You said: “We want clearer communication
and more ways to contact you.”

What we’ve done: We introduced Voicescape
appointment reminders, so you now receive
text or voice confirmations for repairs. We
also launched WhatsApp messaging and
video calling, giving you more flexible ways
to contact us and helping us diagnose repairs
more accurately.

Repairs Service

You said: “Repair timescales and updates

were frustrating.”

What we’ve done: We reviewed and improved
repairs timescales and processes, introduced
reminders to reduce missed appointments,
and enabled you to send photos/videos of
issues to improve first-time diagnosis.

Service Charges

You said: “Service charges aren’t clear or

always fair.”

What we’ve done: We carried out a full review
and changed how charges are calculated —

including moving to equal cost per property in
blocks and introducing a weekly cap on some
charges to improve fairness and affordability.

Adaptations Service

You said: “The adaptations process isn’t clear
and expectations aren’t managed well.”



What we’ve done: We reviewed the whole service, improved decision-making and
communication, added clear process guidance, and made the service fairer and more
transparent.

...and looking ahead

We recently launched our new Your Voice Strategy, which guides how we'll listen and act on your
views.

Thank you to the 740 of you who provided feedback and helped us create the new strategy.

You said: Most of you told us you preferred digital consultation methods but that a variety of

methods are required to make sure the service is accessible to everyone, including more face
to face opportunities.

What we’ve done: We've already simplified our digital consultation methods and will continue to
provide a variety of other participation opportunities - making sure you have a chance to share
your views in a way that suits you.

We’ll be introducing new opportunities to share feedback - keep an eye out for ‘Tenant Talks’,
‘Question of the Month’ and our community hub drop-in sessions. These are in addition to our
popular estate visit programme, where we aim to visit 10% of our properties every year.

You said: Some felt that sharing your views doesn’t make a difference.

What we’ve done: We'll improve our
communication to highlight how your
feedback influences decisions and results
in changes to our services.

You said: Your favourite topic areas
to get involved in were repairs, cost of
living and anti-social behaviour.

What we’ve done: We consulted with
you on our repairs service operating
hours and our anti-social behaviour
policy. Keep an eye out for more repairs
and cost of living related consultation
opportunities over the next 12 months.

Keep an eye out for more opportunities
to share your view with us. For
more information on how to take

part, contact our Communities and
Partnerships Team on

0300 123 8084 or
cymunedol@adra.co.uk
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Talking to us

We have already been piloting opportunities for you to come and chat with our staff face to
face to discuss any questions or queries you may have.

We have staff available at Bangor Library every Friday
between 9:30am and 4pm, and from the 1st of July, we’ll
also have staff available at Porthi Dre, Caernarfon every
Wednesday between 9am and 3pm.

You can turn up at any time, but you can also book an

appointment to come and see us by following the QR code
or following this link: https:/tinyurl.com/5dpm7sz9

Support with cost of living

We know times like these can feel challenging. With the cost of living rising, it's completely normal
to feel worried or under pressure.

Remember, you’re not alone. Our team is here to listen, support you and help
you find the right advice.

If you'd like to get in touch, call us on 0300 123 8084. You'll also fund helpful information on
our website: www.adra.co.uk/cost-of-living
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Investing in our current homes

Over the past year we've carried out repairs and
maintenance work, inside and outside of your homes.

177 of our tenants' homes received a new kitchen, 92 had new bathrooms and 532 had
rewiring work done inside their home. While 472 homes had new windows and doors fitted, 140
had new roofs and 298 were fitted with solar panels. Other work to our homes also included
271 heating upgrades, 137 external wall upgrades and 33 loft insulations.

In all, work has been done on 2,521 different houses in nearly 50 different locations including
Nefyn, Trawsfynydd, Trefor, Corwen, Harlech, Bangor, Caernarfon and Dyffryn Ardudwy.

Where your rent money goes

If we look at an average rent of £119.73 a week, this is how it’s used:

£23.95 goes on repairs and
maintenance of your property.

£41.91 goes on the investment
programme - things like renovations

such as new kitchens, roofs, windows etc.

£9.57 on asset management, such
as preparing for investment works,
drainage management etc.

£16.46 on Adra management for

services that are used to support tenants.

e £13.47 on landlord costs - rent
collection, letting homes, neighbourhood
services and advice services.

o £13.78 towards the costs of paying
loans that we took out as part of our £121
million investment on bringing homes up
to the Welsh Housing Quality Standards.

This information is available in our Annual
Report which can be found on our website:
adra.co.uk
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“Our quality of life has really changed now.”

Those are the words of Maldwyn, one of
our tenants at Plas Leiod in Caernarfon.
Maldwyn is a full time carer for his wife,
Mary. Before moving to Plas Leiod, the
couple were living in a private rented flat.
Now, they’re in a modern, adapted home
and receive weekly support from Haf, one
of our Support Officers. The move has
transformed their day to day life.

Mary’s new home has been specifically
adapted to meet her health needs. There’s
a hoist in the bedroom which makes
everyday tasks like washing and showering
much easier. The wider doorways mean
she can use her wheelchair comfortably
throughout the flat, and she’s able to enjoy
the communal lounge at Plas Leiod too.

Maldwyn loves gardening and can’t wait

to take Mary out in her wheelchair to the
community garden this summer, something
that hasn’t been possible for them for a long
time.

Although they’ve only been here a number of months, the difference is already clear. Maldwyn
feels more settled, more supported, and more hopeful. He’s now a regular at the local shop
and chippy and can pop into town easily. They’ve also had far more visits from family and
friends, something that means the world to them. They enjoyed a wonderful first Christmas in
their new home too.

Protecting the safety of tenants

We've been making our tenants and communities safer by installing CCTV cameras at a
number of our sites across North Wales.

As well as enhancing overall surveillance, the upgraded system has helped identify and
respond to numerous incidents of anti-social behaviour. These include cases of fly-tipping,
dog waste offences, theft, vandalism, arson, trespassing and violence.

Up to March 2026, 340 cameras had been installed across 24 sites, with 300 hours
worth of footage provided to police to help their enquiries.
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Safeguarding: Do you have a concern?

We should all have the right to live free from fear or harm, and have our rights and choices
respected. Safeguarding is about preventing and protecting children and adults at risk from
abuse, neglect or harm.

What are the signs we should be looking out for?

« Physical abuse - scratches, bruises, burns and scalds.

. Sexual abuse - signs of withdrawal, difficulty in walking or sitting or a change in usual
behaviour.

« Emotional or psychological sufferers - may show high levels of stress or anxiety, self-
harm, signs of depression or crave affection.

- Financial or economic abuse - this may include controlling how and when money is
spent on food and other essential items, controlling the use of their mobile phone, etc.

o Victims of neglecf - deterioration of health, rashes, sores, unsuitable clothing or
untreated medical condition.

- Signs around the home - damage to doors and windows, poor condition of property.

How to report a concern?
Call 999, if someone is in direct, immediate danger.

Phone us on 0300 123 8084 as soon as possible to report any concerns or suspicion about a
tenant.

If out of hours (between 5pm- 9am), contact:
o Gwynedd- 01248 353 551

e Conwy- 0300123 3079

o Denbighshire- 0345 053 3116

e Flintshire- 0345 053 3116

e Wrexham- 0345 053 3116

Help is out there. Here are some other agencies that can also help:

e Live fear free - Advice on Domestic Abuse, Sexual Violence and Violence Against Women:

0808 8010 800 or 07860 077333 for their text service
o National Domestic Abuse Helpline (24 hours): 0808 2000 247
o Crimestoppers: 0800 555 111 (for anonymous reporting)
o NSPCC Helpline 0808 800 5000
e ChildLine: 0800 1111
e BAWSO (Black Minority Ethnic Groups) Helpline: 0800 7318147
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Video calling to help us, to help you

Every week we receive around 150 pictures and videos through our Call Centre which help
our staff identify any problems you are having with your home. But did you know, we also

have the option to turn any call into a video call?

This allows you to show and explain exactly what the problem is, and also helps our Call
Centre team to identify the concern correctly, and send the right person out to help you get
the matter sorted the first time.

Half term fun for Dyffryn Nantlle pupils

Over the last half term our Community Team
were very busy entertaining some pupils of Ysgol
Dyffryn Nantlle!

All the sessions and events had been organised
jointly with Cyngor Gwynedd’s Neighbourhood
Schools Team and Ysgol Dyffryn Nantlle
themselves, and as part of the project breakfast
and lunch were available to all who joined.

On Wednesday, the Beics Antur crew came over to the school from Antur Waunfawr and lent
everyone bikes to go on a trip along Lén Eifion all the way to Bryncir and back.

It was a packed day on the Thursday with a walk to Talysarn in the morning, then a session of
creating pizzas so that they were ready to be eaten for lunch, and in the afternoon not only did
members of the police come over to engage with the young individuals but Billy McBryde from
Bangor University also came over to give them a rugby lesson.

Then on the Friday everyone went over to Plas Menai to have a stand-up paddleboard session,
and a 'Swimsafe' session which taught them how to look after themselves when swimming in
rivers, lakes and the sea. These sessions were funded by Active North Wales.

Times to call if it’s not urgent

Over the past year our Call Centre received over 97,000 calls, which, over 252 working days,
is approximately 385 calls per day. This means of course that not all calls go through straight
away and there could be a slight delay at times, but there are a few ways around this.

« Call back function - while you're on hold, you will hear the option to activate the call
back function, which will mean that when one of our officers in the Call Centre is free,
they will contact you back.

Call at quieter times - Monday is undoubtedly our busiest time in the Call Centre and
this is when most tenants wait the longest to get through. But Tuesday and Wednesday
afternoons are always quieter, which means that there is a much greater chance of
getting hold of someone straight away.
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New member joins our Board

Sion Llewelyn has been appointed as the latest Member
on our Board.

Sion is a former pupil of Ysgol Tryfan in Bangor, and a Law
graduate. He has a wide range of experience in customer
service, and the tourism and activities industries. Previous
roles include owning and managing busy backpackers
hostel in Cardiff, and working at management level in
some well-known tourist sites in Eryri and Gwynedd.

Sion’s interests include mountaineering and coastal
walking, Welsh history and nature, as well as watching
Wales play rugby.

Sasha Davies, Chair of the Board, said: “We’re delighted that Sion is joining the Board - his
passion and determination to make a difference to the lives of people and communities across
North Wales is clear. He brings meaningful skills and experience, and will help strengthen the
focus on our customers and communities at Board level. We look forward to working with him.”

Sion said: “l am really looking forward to fulfilling this role. | hope to provide a challenging,
objective, and constructive input to the direction of Adra in its support to improving the lives,
environment and opportunities of our communities”.

Housing regulator report welcomed

We were delighted to receive an extremely positive report from the Welsh Government
housing regulator recently.

They awarded us a green rating for both Governance & Service Delivery and Financial
Viability. This is the highest possible rating available.

This judgement follows a nine month assessment where we provided information on our
performance, long term planning, use of data and how we manage our homes.

Iwan Trefor Jones, our Chief Executive, said: “The regulators have given us a clean bill of
health and we’re delighted to receive such a glowing report.

“We put a lot of emphasis on our performance as an organisation and how we plan to make
sure we provide quality homes that are safe and comfortable for our tenants in communities
across North Wales.

“Key to this is making sure that we have robust plans to manage our finances, how we invest
in our current homes and plan to build new homes in the future.”

Sasha Davies, Chair of our Board, said: “Continuous improvement is part of our DNA at
Adra. We're passionate about making life better for all our tenants and we’d like to reassure
you that we will not rest on our laurels. While there are no specific recommendations to
address, we will not become complacent and will continue to seek ways to improve as an
organisation.”
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How to make paying your rent easier

Paying your rent by Direct Debit can be a much easier and safer way for you. Here are some
reasons to consider using this payment method:

Safe and reliable - Direct Debits are protected by the Direct Debit Guarantee.

One less thing to remember - rent is paid automatically on the agreed date.

Helps avoid missed payments - helps you keep on top of your rent and avoid
arrears.

Flexible - you have the option to pay the Direct Debit weekly, fortnightly, or monthly.
Easy and hassle-free - no need to make rent payments yourself.

Easy to manage - you can make any changes to the payment date and have them
updated quickly.

Supports budgeting - knowing exactly when your rent will be paid helps manage
money more easily.

If you want to sign up to a Direct Debit, contact us on 0300 123 8084 or visit
www.adra.co.uk/contact-us

Blooming marvellous community
work at Llys yr Eifl

The success of the Llys yr Eifl community in Caernarfon is not defined by the rather impressive
trophy they’ve won. It’s reflected in the friendships that have blossomed among the peas, leeks
and potatoes!

Tenants at Llys yr Eifl have shown that when neighbours come together, great things can flourish,
both in their garden and beyond.

Having entered a community competition on a whim, the group was overjoyed to be named
winners. They were invited to a ceremony at the Institute in Caernarfon, where they met the
Mayor and proudly accepted their prize.

One of the residents said: “It's amazing
to see this space transformed into
something we're all proud of. We don’t
grow an abundance of food, but it's
enough to enjoy seasonal vegetables and
a bit of fruit too. For me, the garden is
important because it gives some of our
tenants a hobby, time outdoors and a
chance to get moving.”

If you need community support, please
contact us on 0300 123 8084 or e-mail
cymunedol@adra.co.uk
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Changes to your occupation contract

Welsh Government are implementing amendments to the Renting Homes (Wales) Act which
expects all landlords in Wales to introduce some changes to tenants' occupation contracts.

The changes, which came into effect on 1st of June mean that landlords can't discriminate
against you if you claim benefits or have a child live with you or visit your home. If there are
currently restrictions on children in your accommodation, these may likely to still apply.

We've written to you to let you know about the changes. Please get in touch on

0300 123 8084 if you have any questions.

Huws Gray discount for all our tenants HuwsGray

Recently we awarded a major contract for the supply of building e 2 T
materials to Huws Gray as part of a five-year deal. The contract
is expected to make significant savings for us, which will be reinvested in our homes.

As part of that deal, we're proud to announce that a discount is available to all our tenants.

It is possible for you to get 10% off the price of any materials you buy at any of the Huws
Gray locations by showing any correspondence with the Adra logo and your own
personal ID card.

Showtime at the Eisteddfod

Thank you to everyone who came to our
exhibition at Eisteddfod yr Urdd over in
Anglesey this year!

The exhibition recognised the vital role of five
north Wales housing associations which provide
safe and warm homes for residents of over
25,000 homes, as well as all kinds of essential
support services, including care for the elderly,
support for the homeless, well-being services,
mental health support, and much more.

As well as creating an opportunity for our
tenants to come and talk and ask about a
number of different topics, it was also an
opportunity for us to promote the benefits
of a career in housing, to share information
about the roles available, as well as
general information about recruitment and
employment.
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Our Priorities

Last year we approved our Corporate Plan which sets out what our priorities will be and how
we’ll work together for the benefit of our tenants and communities.

As a reminder, here is a summary of what our key priorities are and what they mean for you.

Improve our homes: We're investing in our homes to make them safer and better. By 2030,
we’ll aim to make all our homes energy-efficient (EPC C - SAP 69). This means better insulation,
renewable energy sources, and modern technology to keep homes comfortable and efficient.

Make a positive difference: We're here to improve the lives of our customers and
communities. We'll tackle issues like poverty, mental health struggles, and loneliness by listening
to our customers and working with local authorities and organisations fo meet diverse needs.
We'll support education, training, and job opportunities to help people reach their full potential.
By working with local partners, we’ll create paths for personal and professional growth, helping
everyone to thrive.

Create more homes: We know quality housing is needed. The Welsh Government plans to
build new low-carbon social homes, and we're on board to help by building more social and
affordable homes.

Foster a ‘one team’ culture: Our team is our strength. We'll invest in our staff, giving them
the skills and support they need. We encourage creativity and innovation and use data to make
smart decisions, improving our services and staying ahead in the housing sector.

Making sure you're home for appointments

We sometimes need to visit your home to carry out checks or repairs - for example on your
heating, electrics or other important safety features, or to fix a problem you’ve reported.

We know that most tenants are happy to
let us in when we’ve arranged a visit, and
we really appreciate your help with this.

Occasionally, we arrive and can’t get
access. When this happens, we must
rearrange the appointment, which can
delay the work and impact other tenants
waiting for repairs.

If you can’t be home at the time agreed,
please let us know as soon as possible

on 0300 123 8084 and we'll arrange

another time that works for you.
Thank you for working with us to keep

homes safe and well maintained for
everyone.
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