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Welcome

Welcome to Bron Afon Community Housing.  If you are a new tenant, we would like to
welcome you to your new home. 

As your landlord, we want to develop a good relationship with you and we aim to do an
excellent job. We want to provide a service where we come to you, we listen to what you
are telling us and importantly, we respond to problems quickly and use the feedback we get
from you to improve how things are done. 

We have written this handbook as a guide which should provide you with the basic
information that you need. We have also written a range of factsheets that can give you
more detailed information. 

Bron Afon is very keen to work with you to ensure that we deliver the best possible services
to meet your needs.  If you have any questions or suggestions for improving this guide, or if
you wish to discuss anything else in relation to your tenancy, please let us know.

We recognise that as a provider of a wide range of services, we have a duty to the users or
potential users of our services to promote equality of opportunity of access to these
services, as far as possible. We are committed to monitoring all our services to try to
ensure that no discrimination occurs. You can assist by bringing to our attention anything,
which you consider, discriminates against a particular group of people.

How to contact us

We will come to you. We are more than happy to come and see you. If you would like a home
visit to discuss any issues or concerns, please contact us on Freephone 0800 111 42 42.

You can call us on the main switchboard 01633 620111

Freephone 0800 111 42 42 for all general enquiries.
Freephone 0800 111 43 43 for all repairs enquiries.

You can visit our offices.  These are located at:

34 Bailey Crescent, Garndiffaith. 
Fairwater Square, Fairwater.
7 Maendy Square, West Pontnewydd.

Opening times are:

8.30am - 5pm Monday, Tuesday and Thursday.
8.30am - 12.30pm Wednesday (offices closed Wednesday afternoon).
8.30am - 4.30pm Friday.

You can email us at enquiries@bronafon.org.uk

You can visit our website at www.bronafon.org.uk

You can write to us at:

Tŷ Bron Afon, William Brown Close, Llantarnam Industrial Park, Cwmbran, Torfaen  NP44 3AB

More about Bron Afon

All decisions about our priorities and our policies are made by Bron Afon’s Board. 

If you would like to get involved and influence how Bron Afon is managed and run, turn to
page six or call us on Freephone 0800 111 42 42. 

Getting involved

Community involvement lies at the heart of everything we do at Bron Afon. 

It is important to us that you have your say in how we run our services and what happens in
your community.  

You can become a Member of Bron Afon and choose your level of involvement. You could
attend meetings and forums, or take part in reviewing the services we provide, which means
you can help us to improve what we do.

As a Member of Bron Afon, what you say will play an important part in decision-making and
will affect how we manage tenants’ homes and how we support communities. 

The table on the following page gives more information about how you can get involved.  

About Us
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Ways you can What it means Time/effort involved
get involved (5 stars = high,

1 star = low)

Community Community Monitors are the ‘eyes and ears’ of Bron Afon.  They help
Monitors us to monitor the cleansing and general grounds maintenance in

your community and the area around your home to make sure it is
being carried out to the agreed standard.

Bron Afon Be kept informed about the development of Bron Afon Community
Member Housing and receive all the benefits of being a Member.
Sounding A pool of Members willing to take part in consultation exercises
Board including surveys, policy reviews (which may include attending Task

& Finish Groups - see below), mystery shopping, tenant inspections,
monitoring of Bron Afon services such as repairs.

Task and Finish Bron Afon Members, Staff and Board Members work together in a
Groups short series of meetings to develop, review and improve how Bron

Afon delivers specific services (e.g. tackling anti-social behaviour or
how Bron Afon will rent homes).

Tenants’ Forum The means by which Bron Afon will consult tenants and provide them
with an opportunity to discuss issues of particular concern to them.

Community A group of Members in local communities that meet to discuss and
Forum identify priorities for improvements within their community.  With the

support of Bron Afon staff, they will develop their own action plan to
improve and develop their community (e.g. car parks, garages,
grassed areas owned by Bron Afon).

Area Forum A group at area level who will meet when a number of Community
Forums want to share issues of common interest in Torfaen.

Sheltered A group of tenants in sheltered housing who meet and discuss issues
Housing Forum of particular concern to them, also working with Bron Afon staff to

develop future services for all sheltered housing tenants and older
persons.

Leaseholders’ A group of leaseholders who meet and discuss issues of particular 
Forum concern to them.
Equalities A group of Members who meet and discuss equalities issues such as
Forum disability, race, financial exclusion and gender.
Service This is a service that enables members of Bron Afon to be actively
Improvement involved in scrutinising the services that they receive.  Their role is to
Monitors conduct detailed assessments of service delivery.  It is about working

together to make a positive difference.
Quality and A group of trained tenants, leaseholders and staff who will play an
Design Forum important role in making sure that Bron Afon’s repair and

improvement work is carried out to a high standard and is good value
for money.

Membership Hold Bron Afon Board to account on behalf of tenants and residents
Committee of Torfaen and ensure Bron Afon delivers the commitments made in

the Offer Document to tenants.  The Membership Committee is
democratically elected by Bron Afon Members.

You will need to tell people that you have moved home. We have written a handy checklist
called, ‘I am a new tenant. Who do I need to contact?’. Call Freephone 0800 111 42 42 or
visit our website to get a copy.

Checklist of facilities in your home

Your Community Housing Officer will explain where you can find essential utilities, such as
your gas and electricity meter.

Introduction to your Community Team

We have talked with tenants and residents about how best to deliver our services and have
put together Community Teams to work with tenants to develop a community-based
approach. This means your local community has a dedicated team of Bron Afon staff to
support you.

Your main contact for any enquiries will usually be your Community Housing Officer or
Sheltered Housing Officer. We thought it useful to briefly explain what the members of the
team do:  

Senior Community Housing Officers supervise and manage the Community Teams. 

Community Housing Officers are Bron Afon’s representatives “on the ground” and spend
the majority of their time out and about in the community.

Income Recovery Officers are responsible for providing help and advice to tenants who
are experiencing difficulty paying their rent. They work with tenants to resolve problems
around the payment of rent. They can be contacted through our Helpdesk.  

Senior Sheltered Housing Officers are responsible for the management and development
of our sheltered and supported housing services across Torfaen.

Sheltered Housing Officers provide day to day support for our sheltered housing tenants. 

Moving In
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Warden Support Officers provide additional assistance to Sheltered Housing Officers.
They are responsible for keeping communal spaces in sheltered housing clean and tidy. 

Residential Housing Officers look after our three high rise blocks of flats: The Tower and
Monmouth House in Cwmbran and Fairview Court in Pontnewynydd. They are responsible
for keeping the communal areas clean and secure.  

Senior Community Advisors are responsible for leading and supervising the delivery of
excellent front-line housing advice, assistance and support services to tenants, leaseholders
and residents.

Community Housing Advisors are the first point of contact for tenants, leaseholders and
residents seeking housing advice. They can be contacted through our Helpdesk or offices. 

Community Safety Officers work with the community to resolve issues of anti-social
behaviour and support people who are affected by crime.

Team Leaders and Supervisors provide the link between management and the trade staff
out in the communities to help to deliver an excellent service to you. They offer invaluable
support, both technically and professionally, to our trade staff and management alike,
ensuring we keep well on track with fulfilling our commitments. 

Your tenancy agreement

When you sign your tenancy agreement, your Community Housing Officer will explain your
responsibilities as a tenant, which include:

• Pay your rent and other charges when they are due.

• Report any faults or damage to us immediately.

• Live peacefully with your neighbours, behaving in a courteous and respectful manner.  

• Keep the interior of your home to a good standard. 

Your Community Housing Officer will be happy to help if you have any questions about your
tenancy agreement.

Your Tenancy

How your rent is calculated

Bron Afon’s maximum rent levels are regulated by the Welsh Assembly Government to
ensure they remain affordable and fair. 

How to pay your rent

At any one of Bron Afon’s offices. These are located at:

34 Bailey Crescent, Garndiffaith. 
Fairwater Square, Fairwater.
7 Maendy Square, West Pontnewydd.

These offices are open:

8.30am - 5pm Monday, Tuesday and Thursday.
8.30am - 12.30pm Wednesday (offices closed Wednesday afternoon).
8.30am - 4.30pm Friday.  

Cash payments and all other financial transactions will only be accepted up to 15 minutes
before close of office.

At any one of Torfaen Council’s Customer Care Centres.
These are located at:

1-2 General Rees Square, Cwmbran.
Civic Centre, Pontypool.
Church Avenue, Trevethin (mornings only).
7-12 Lion Court, Lion Street, Blaenavon.

More ways to pay

By telephone.  Call the 24 hour telephone payments line on 0845 8500 855 and follow the
simple instructions to pay rent or invoices.

Your Rent
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Log on to Torfaen Council’s website www.torfaen.gov.uk and follow the links on the left
of the screen to Online Services. 

You can speak to one of the Council’s Customer Services Officers by calling
01495 762200 (8am to 6pm weekdays).

By Direct Debit.  Please ring us on Freephone 0800 111 42 42 if you would like to set this
up.

By post (cheques and postal orders only) to:  

Tŷ Bron Afon
William Brown Close
Llantarnam Industrial Park
Cwmbran
Torfaen NP44 3AB

Cheques and postal orders should be made payable to Torfaen County Borough Council.

Your tenancy agreement requires that you pay your rent and other charges weekly in
advance. We realise that people sometimes have financial difficulties. If you are struggling
to pay your rent, please let us know as we will be able to help you. If you need advice,
please call our Income Recovery Section on Freephone  0800 111 42 42.

Bron Afon is an organisation that cares about people in our communities.

We can provide different kinds of support and advice. We can also help identify other
specialist organisations that may be able to offer help. If you need help or advice, please
call us on Freephone 0800 111 42 42.

Addit ional Support

At Bron Afon, we are passionate about excellent service delivery in all that we do. Repairs
are a major part of the work that we carry out. 

We are committed to: 

• Undertaking repairs as quickly and effectively as we can.

• Complying with statutory requirements and all current legislation.

• Improving the quality of our tenants’ homes to meet the Welsh Housing Quality Standard
(WHQS) set by the Welsh Assembly Government. 

• Providing quality maintenance and repairs for our tenants.

How to report a repair

Call Freephone 0800 111 43 43

E-mail us on enquiries@bronafon.org.uk

In person to staff who are out in the community.

Getting Repairs Done

We would like to hear what you think about Bron Afon.  This will help us to improve the
quality of our services.  Turn to page 4/5 to find out how to contact us.  You can also ask for
a copy of our factsheet ‘How do I make a complaint?’

Compliments, Comments and Complaints

We have produced a series of helpful factsheets.  They aim to give you clear up-to-date
information on useful topics.  A list of all our current factsheets is available in our offices
and on our website.  You can also get a copy of our factsheets by calling 0800 111 42 42.

Factsheets
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