
62.00%

94.00%

97.00% 

94.00%

97.00%

82.00%

97.00%

94.00%

Quality of Home

Quality of your home

Overall Services Provided

Repairs & Maintenance service

Value for money from rent
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Satisfaction with Extra Care services

Satisfaction with our key services is extremely high in six areas with residents being very satisfied or fairly  
satisfied with the service provided.  

More than ever before we need to take into account Value for Money.  This means managing our resources 
economically, efficiently and effectively to provide quality services and homes, and planning for and delivering 
year-on-year improvements in value for money.  Satisfaction that your rent and service charge provide you with 
value for money is high, with only one resident in the survey being dissatisfied.  

Repairs and maintenance is one of the most important aspects for our residents.  Again satisfaction is  
very high. When looking at the individual elements on page 4, specific aspects of actual repair work  
carried out, five of the ten indicators are at 100% satisfaction. 

SATISFACTION WITH KEY SERVICES

As a resident of Clwyd Alyn and Tŷ Glas your feedback counts.  Your views influence the way we plan and deliver 
our services and make improvements. In the summer an independent market research company completed 
a telephone and online survey of 34 (14%) of our Extra Care residents.  For those residents who didn’t get the 
opportunity to complete a survey you can always share your Compliments, Concerns and Complaints with us by 
emailing complaints@clwydalyn.co.uk.  If you would like the opportunity to receive future communication by email 
or telephone you can update your contact details using the Residents Portal or by emailing our Contact Centre on 
ContactCentre@clwydalyn.co.uk.

Thank you to all those who took part.  We will look in detail at all of the results so we know where we need to 
improve the services we deliver to you.

This report contains the key results for Extra Care units. 



Customer Care 
Reassuringly a very high percentage of residents feel that we have friendly and approachable staff.  
Helpfulness of staff and dealing with queries is also high due to our commitment to customer care.  
Final outcome and ease of contact is however lower than we would expect, we will work with our 
resident groups to understand the reasons for this.  

Disagree 3.00%

Agree

75.00%

92.00%

92.00%

67.00%

Final Outcome

Dealing with queries
quickly and e�ciently

Helpfulness of Sta�

Ease of Contact

Safety and
Security in your home

94.00%

89.00%

70.00%

100.00%

97.00%

Facilities at your scheme

Anti-Social Behaviour

Complaints

Enquiries Generally

94.00%

FRIENDLY AND APPROACHABLE STAFF

Dealing with anti-social behaviour, complaints, facilities, safety and security and enquiries are a high priority 
for our residents.  The key area to focus on will be Complaints and Anti-Social behaviour to understand why 
satisfaction levels are lower than we would expect and put improvements in place to improve this area.
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Digital Inclusion
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68.00% 32.00%No Yes

9.00%

73.00%

18.00%

9.00%

Access the internet
in other ways

Computer/laptop to
access the internet

Tablet/iPad to
access the internet

Mobile phone to
access the internet

9.00%

9.00%

9.00%

27.00%

9.00%

Other

Communication with others

36.00%Online banking

Logging on to your Clwyd Alyn ‘Resident’s Portal’ account

Buying goods and services

36.00%Social networking

64.00%Send and receive emails

RESIDENTS WHO HAVE ACCESS TO THE INTERNET?

Logging on to Clwyd Alyn’s website

68.00% 32.00%No Yes

9.00%

73.00%

18.00%

9.00%

Access the internet
in other ways

Computer/laptop to
access the internet

Tablet/iPad to
access the internet

Mobile phone to
access the internet

9.00%

9.00%

9.00%

27.00%

9.00%

Other

Communication with others

36.00%Online banking

Logging on to your Clwyd Alyn ‘Resident’s Portal’ account

Buying goods and services

36.00%Social networking

64.00%Send and receive emails

HOW YOU ACCESS THE INTERNET
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WHAT YOU DO ON THE INTERNET

Digital access and skills are becoming vital to maintaining resident’s financial health and wellbeing. The digital 
world is changing and Clwyd Alyn and Tŷ Glas with it. Digital access and skills give residents greater choice to 
access lower cost services and to connect with those isolated with friends and relatives. 

Our aim from the survey was to find out how many of our residents have access to the internet in their 
apartment and what they use the internet for, this will then enable us to help residents who are not online  
to overcome the barriers. All Extra Care Schemes have access to the internet in the IT Suite.

32% of residents who responded have access to the internet in some form, with over half of residents accessing 
the internet via computer / laptop (73%) and (9%) accessing the internet via mobile phone. The most popular 
activity residents do online, is sending and receiving emails (64%), closely followed by social networking (36%) 
and buying goods and services (27%). 



Repairs and Maintenance
Repairs and maintenance is typically the major factor for satisfaction being the highest priority for 
our residents.  Overall satisfaction for repairs is excellent in all areas and it is encouraging that in its 
fourth year PenAlyn has had a significant impact on the way you feel about the service.  The focus 
for the PenAlyn team is to improve service delivery, increase customer satisfaction and reduce 
costs.  The team will initially focus on the areas where satisfaction was below 90% and will work 
with our resident group to improve those areas.

94.00%

100.00%

82.00%

100.00%

Quality of the repairs service you
have received on this occasion

Contractors doing the job you expect

Repair being done 'right first time'

Keeping dirt and mess to a minimum

Overall quality of work

88.00%

Attitude of workers

94.00%Speed of completion

Time taken before work started

Able to make an appointment

Told when workers would call

100.00%

100.00%

94.00%

100.00%

REPAIRS & MAINTENANCE 
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Accountability
Our residents are central to everything we do at Clwyd Alyn and Tŷ Glas and we want to make 
sure that they are at the heart of our policies, strategies and day to day working.  The aim 
of Accountability is to ensure that we have an obligation to account for our activities, accept 
responsibility for them and disclose the results in a transparent manner. The Group ensures we are 
Accountable to a host of different organisations and residents.   We have invested heavily over the 
past four years to ensure that residents truly are at the heart of everything we do.  The performance 
below is a reflection of this work with the exception of ‘Listens and Acts’.  We will continue to work 
with our residents to ensure that these levels increase.

HOW WELL DO YOU FEEL CLWYD ALYN & TŶ GLAS ARE AT…

THINGS THAT MIGHT AFFECT YOU AS A RESIDENT
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3.00%Disagree

9.00%Disagree

91.00%Agree

4.00%Disagree

96.00%Agree

3.00%Disagree

94.00%Agree

82.00%Satisfied

15.00%Poor

82.00%Good

9.00%Dissatisfied

88.00%Satisfied

29.00%Dissatisfied

62.00%Satisfied

12.00%Dissatisfied

97.00%Agree

3.00%Disagree

9.00%Disagree

91.00%Agree

4.00%Disagree

96.00%Agree

3.00%Disagree

94.00%Agree

82.00%Satisfied

15.00%Poor

82.00%Good

9.00%Dissatisfied

88.00%Satisfied

29.00%Dissatisfied

62.00%Satisfied

12.00%Dissatisfied

97.00%Agree

3.00%Disagree

9.00%Disagree

91.00%Agree

4.00%Disagree

96.00%Agree
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WE TREAT YOU FAIRLY

EFFECTIVE & EFFICIENT SERVICE

THE SERVICE I EXPECT

GOOD REPUTATION IN THE AREA
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THAT YOU TRUST US AS YOUR  LANDLORD
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We asked our residents “If Clwyd Alyn/Tŷ Glas could improve one thing, what would you like it to be?  We 
thought we would share with you some of the comments that will help us to focus on what is important to 
you and will be the basis of our improvement plans.
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I want to  
have a cat

No 
improvements

I would like more 
activities and a wider 

range for the residents 
in our scheme

I’m very 
satisfied with 

everything

They should 
feedback to 

and consult the 
residents about 

movement of staff 
and other issues

To be more 
flexible with the 

carers duties

Quicker response 
to reported 

repairs pending



You say – we do
Carrying out this survey is just part of the work Clwyd Alyn and Tŷ Glas does to involve you in developing 
services.  As well as publishing the results of the survey the Association plans to put the findings to good 
use by working with residents to make further improvements to the services provided.

THE MANAGEMENT TEAM

Mr Graham Worthington
Group Chief Executive

Publish
Findings

Action
Plan

Involve
residents  
in shaping

improvements

Mr Trevor Henderson
Deputy Group Chief  
Executive

Mr Paul Seymour
Corporate Director  
Resident Services

Mr David Lewis
Corporate Director Asset 
Management Services
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Like us: facebook.com/PennafHGroup www.pennafgroup.co.ukFollow us: @PennafHGroup
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Clwyd Alyn and Tŷ Glas are charitable Registered Societies.

If you would like to find out more information  
about the survey or how to get involved please  
contact Gareth Hughes Roberts our Community  
Development Officer on 01745 536843 or  
gareth.hughesroberts@clwydalyn.co.uk 

For general enquiries, help with the Resident Portal  
or to let us know what your email address is please  
email contactcentre@clwydalyn.co.uk

We would like to take the opportunity once more  
to thank you for your input, without your help and  
comments we wouldn’t be able to improve the services  
we provide to you. We will publish improvements in  
future newsletters and on our website.


