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Do You Want 

a Paper Copy?
Our magazine is now

available in an 

easy-to-read format for

your smartphone or

tablet online, via our

website: www.castles

andcoasts.co.uk

However, if you or

someone you know

prefers a paper copy,

you only need to

request it once from

Customer Services.

You will then be sent

one in the post each

time it comes out.

Alternatively, if you

receive a paper copy

and you prefer to read

it online, please contact

Customer Services to

cancel your paper

copy.
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Inside Your 

Spring Magazine...

A spring view of Dove
Crag in the Lake
District. Picture by
resident Bob Gatherer.
See story on page 27.
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Insurance Cover Made

Simple
Please make sure your furniture and belongings are

covered against fire, theft,

vandalism or water damage.

Many residents assume we

automatically insure their

belongings. This is not the

case. Unfortunately, some

customers only realise this 

after damage has been done.

If you don’t already have your

own contents insurance cover,

there is a low cost scheme,

especially for customers of 

Castles & Coasts.

This makes it easy for you

to insure the contents of your home. It is

arranged by Royal & Sun Alliance Insurance plc.  For initial

enquires please call: 03456 718 172.

We have produced a leaflet to help you decide which cover

is best for you and to calculate the value of the belongings

you want to insure.

The leaflet is available on our website: www.castles and

coasts.co.uk or you can contact Customer Services (see

contact details on the back page) to obtain a copy.



4

Charity Fundraising in 2018
Castles & Coasts staff and residents raised the

wonderful sum of £2318 for their chosen charity the

Great North Air Ambulance Service in 2018.

It included money from special events, ‘dress down’

days and collections from the sheltered schemes, as

well as sweepstakes for Strictly Come Dancing and

The Great British Bake Off, plus a Christmas raffle.

Please see the back page for the full address of our new

office. Telephone numbers remain the same.
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New North East Office
The North East base of Castles & Coasts moved

earlier this year to a new office in Newcastle.

The move from the old office in New Bridge Street, in the

Manors area of the city, to Arcadia House at Balliol

Business Park in the Gosforth Park area, is providing

better facilities for residents.

The old office, with steep steps, was not visitor friendly

and did not allow easy access for disabled people.

Head of Maintenance Dave Elwood said: “Our new office

at Arcadia House has provided us with an opportunity for

a fresh start in the North East, following the creation of

Castles & Coasts. The office meets the needs of our

growing business and provides a more welcoming and

more accessible place for our residents.”

There is visitor parking for residents, while it is close to

Longbenton and Four Lane Ends Metro stations. There

are regular bus services from Newcastle city centre.

For the full address of our new office, please turn to the

back page. Our offices are open Monday to Friday

8.45am - 5pm, with the exception of our Whitehaven

office which is open from 9am - 1pm.



Anti-Social Behaviour –

How We

Can Help

You
We have a new set of guidelines

to help our customers report 

anti-social behaviour (ASB)

problems.

The guidelines are divided into

two sections – anti-social

behaviour that Castles & Coasts

can help with and other issues

where we will signpost you to the

most appropriate form of help.

You can now log ASB incidents direct to us using our website:

www.castlesandcoasts.co.uk and clicking on the ASB tab on the

‘Home’ page or by texting ASB to us at: 07554 654 900.

Over the next few editions of the magazine, we’ll be looking at the

guidelines and some case studies of customers we’ve helped, as

well as those we’ve signposted to other agencies. We start this time

with the more frequent types of ASB that customers experience.

Please note: when you make a report, you need to tell us your

name and address. We will not release it to any other party

without your permission. If you choose not to give us your name,

we’ll not be able to help you. We need it to gain more information

and give you feedback on what we have done.
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A number of preventable fire incidents have occurred over

the last few months, none of which have been related to

issues with properties themselves.

All fires are distressing for those involved, with significant

disruption and costs in repairing the damage.

The incidents include a fire we understand was caused by

a child’s toy that led to extensive damage and resulted in the

family having to move out.

Another two incidents were cooking related, one leading to an

oven fire and the other involving a toaster catching fire. The

fourth involved a piece of equipment left on charge overnight,

where the resident was alerted by a smoke alarm. We have 

also had reports of pans left unattended on hobs in our sheltered

schemes, leading to the pan burning and causing smoke.

Health and Safety Manager Julie Hannah said: “Four individual

property fires in a two-month period is very concerning to us and

all could have been prevented.”

She added: “Cooking appliances are the ignition source in more

than half of house fires, with the majority of fires caused by

leaving pans on stoves. Even if they don’t ignite, they make a lot

of smoke and smoke inhalation is the primary cause of deaths in

house fires.”

Fire Safety in the Home
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How can you help?

• Allow access for electrical and other safety checks

• Switch off all electrical equipment when not in use

• Never leave electrical items charging overnight

• Clean toasters regularly and remove breadcrumbs

• Never leave cooking devices unattended

• Keep ovens, hobs and grills clean, as a build-up of fat

and grease can ignite

• Make sure your smoke alarms work by pressing the

test button. If they don’t work correctly, contact our

Customer Services Team

• Stub out and dispose of cigarettes correctly if you

smoke in your home

• Secure lit candles in a proper holder away from

flammable materials.

If you have any concerns about fire safety in your property,

please contact the Customer Services Team who will

direct you to the most appropriate support.
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Our Texting Service
Do you use our text service? 

By texting us on: 07554 654900 you can:

• Report a repair

• Request your rent balance

• Ask for your Lettings & Neighbourhoods

Officer to call you back.

If you have registered your mobile number with us, you will

already be able to use the service. If not, just text REG to the

above number or call us on: 

0800 085 1171 to register.

You won’t need to remember

repairs appointments any

longer, as we will text

you reminders. 

To log a repair,

just text REPAIR.

To request your current

rent balance, text BAL. 

For a weekly account balance,

it’s BALW and for a monthly one, it’s BALM. 

To find out your last payment information, text PAID.

RENTCALL will allow you to request a call from your Lettings &

Neighbourhoods Officer or an appropriate member of staff. And

to stop using our messaging service, text STOP. If you want to

re-subscribe,  text START.
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Accessing Our

Services Online

Have you signed up yet for our online services?

You can pay your rent and service charges and access

other services by registering for our online self-service 

facility, the Residents’ Portal.

You can also use the portal to view your account and

tenancy details, update contact information and report or

track non-urgent repairs, any time of the day or night.

To access it, log onto our website:

www.castlesandcoasts.co.uk and click on Residents’

Portal on the home page.

To register, you’ll need to enter your surname, date of

birth and your tenancy reference number (you can

find it on letters from us or by contacting Customer

Services).
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Spotlight on Burgh-by-Sands
Shared Ownership is “win-win” at King Edward’s Fauld

Life has turned full circle

for Burgh-by-Sands

resident Annabelle

Connelly and her family.

“As a child Burgh is

where I always wanted

to live,” she says. “I was

brought up just a couple

of miles away. And when

I met my partner Jamie,

he decided it was where

he wanted to live. But we thought we’d never be able to afford our

own home here.”

Burgh has been home to her family going back generations. Her

grandparents still live there. Annabelle contacted Castles &

Coasts to see if we could help after seeing a two-bedroom shared

ownership home advertised in King Edward’s Fauld.

Shared ownership schemes are a cross between buying and

renting. With shared ownership, you can buy between a quarter

and a maximum of three-quarters of a property, while Castles &

Coasts owns the rest. You then have the option to buy a bigger

share at a later date.

By making properties more affordable, it helps people to get on

the property ladder. All shared ownership homes in England are

offered on a leasehold only basis. King Edward’s Fauld with its

mixture of rented and shared ownership properties was built in

2007. Annabelle, who was then at school, remembers being

involved in a school play presented for the Queen’s cousin, the

Duke of Kent, who opened the scheme.
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The picturesque village of Burgh, near Carlisle, has a school,

pub, post office and park, making it ideal for families.

As soon as Annabelle saw the house, she loved it. “It was just

perfect. I felt it was a home, not just a house.” Soon after they

moved in, their son Archie was born.

“I can’t thank Castles & Coasts enough,” she says. “Without the

shared ownership scheme, we would not have been able to live

here. The mortgage we pay is more affordable than many private

rentals, yet it’s going towards owning our own home. It’s a

complete win-win situation.

“Shared ownership is great because it gives people the chance

to live where their friends and family are. Everyone knows each

other here. After Archie was born, lots of people came around to

see him. It was lovely.”

She also likes the thought of continuing the family’s links with the

village. Her seven times great-grandparents were married in

Burgh church.

She says: “Since we have had

our own baby, it means the

family is going to be staying in

Burgh a lot longer. Both my

sisters live away, so it’s nice my

grandparents have one

granddaughter two minutes’ 

walk away.”

If you think shared ownership

might interest you, please check

our website under the ‘Find a

Home’ page for available 

properties or contact our

Leasehold Team at: leasehold@castlesandcoasts.co.uk for

further information.

Happy family - Annabelle,
Archie and Jamie.
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Team Focus: Information Technology

Our Information Technology (IT) Team at Castles & Coasts

provides support to the Association for its IT and telephone

systems, and also manages our online self-service facility,

the Residents’ Portal, and our website.

The team of eight is led by Business Systems and Technical

Information Manager Peter Stockdale. Staff look after and

develop servers, PCs and phones, as well as a wide range

of systems and programs.

Our IT team members. Left to right are: Matthew Halliwell, Sylvie
Matthews (IT Assistants), Sean Middlemore (IT Officer), Andy
Wickham (Performance Improvement Officer), Chris Sowiak
(Assistant IT Manager), Chris Wren (IT Officer), Peter Stockdale
(BSTI Manager), and Alex Smith (IT Officer).
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Peter says: “We work closely across all areas of the Association

to understand and support the changing needs of the business.

It’s an amazing time to work in IT  and especially within Castles &

Coasts.

“We work continuously to make the best use of the latest and

most appropriate technology available and provide improvements

to the Association, its residents and staff.

“There is no typical day in our department. We provide day-to-day

support for a wide variety of hardware and software, which is

used by around 200 staff in all our offices across the north of

England. As well as this, we carry out projects alongside all

teams to

introduce new systems and system improvements.”

The team’s most recent project was the move from the old New

Bridge Street office in Newcastle to our new North East

office (see story on page 3). Peter says: “Much of this involved

critical network changes, such as making sure phone

lines worked and the computers could still access the systems.

“We also took the opportunity to look at technology that will

deliver better value, such as smarter printing that is more secure,

reduces costs and is more environmentally friendly.

“All of this needed to be done with as little interruption to

the service to residents, and our business, as possible.”
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Our New

Improved

Website
We are currently

updating our website

with some new and

useful content to

help our customers.

Over the coming

weeks, more

changes will be

introduced to the website.

Please keep checking it out at: www.castlesandcoasts.co.uk

If you have any feedback on our changes, please email 

Customer Experience Officer John Paul Whalen at:

feedback@castlesandcoasts.co.uk or contact him by telephone

on: 01228 635498.

Communicating With 

Our Customers
We are currently reviewing how we interact with our customers.

In the coming months, you will receive a survey from 

Castles and Coasts asking for your thoughts and 

preferences. We encourage all customers to complete the

survey to let us know what you think and help us provide 

a more tailored service.
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Customer Feedback –
Tell Us What You Think!
At Castles & Coasts, we aim to deliver high quality services

and are working alongside our residents to find out what you

think of our services, as well as using your feedback to

continually improve.

Since we formed in July 2017, we have worked with a

number of residents to get their feedback. As we’ve told you

in previous editions, we have been working hard to develop

how we gain your feedback.

Here are some of the ways we engage with our residents.

Our new Residents’ Scrutiny Panel at their first meeting. Left
to right are: Kevin Farrell (TPAS Associate), Dawn Clark (our
Customer Experience Manager), and RSP members
Angela Eagles, Henry Barker, Jay Turner, Jean Ambrose,
David Adams and Amanda Little.
Not pictured is Peter Wadham, another RSP member.



New Residents’ Scrutiny Panel

We are proud to announce our new Residents’ Scrutiny

Panel (RSP) members have been recruited and held their

inaugural meeting earlier this year.

It follows a recent selection process, supported by TPAS

(the independent tenancy engagement experts).

The members of the Panel come from across the north of

England and bring different skills and experiences.

One new member Henry Barker said: “I wanted to be

involved in shaping how Castles & Coasts operates and

help make services better for all residents.”

Over the coming months, the Panel will look at particular

areas of service in detail and make recommendations for

improvements, reporting its findings back to the Association.

Service Satisfaction Surveys

Continual Service Feedback Surveys will be carried out

from April 2019 when you receive a service from us.

Examples of this include:

• When we carry out a repair

• When you move into a property

• When we carry out home improvement works etc.

Feedback methods will include telephone, in writing, email

or text to suit your individual preferences. We encourage all

customers to complete these surveys to let us know what

you think.

Your feedback will be used by the Residents’ Scrutiny Panel

to identify areas of service to scrutinise and will help us to

shape and improve the services provided by Castles &

Coasts.

17



18

Service Excellence Awards
Our first Castles & Coasts Staff Awards have been given to

employees nominated by their colleagues for outstanding service.

There were ten awards on offer and they were allocated by a

panel of independent judges from the nominations received.

The categories, below with winners, reflect the values and ethos

that are important to our organisation:

Innovation - Awarded to Jonathan Proctor 

Lettings & Neighbourhoods Team Leader for recognising a

problem and coming up with a creative, workable solution that

brings value for money

Pride - Awarded to Pamela Armstrong 

Customer Services Manager for taking immense pride in their

work and encouraging others to do the same

Passion - Awarded to Pauline Taylor 

Money Advice Officer for for living and breathing passion and

infectious enthusiasm in their work

Principles - Awarded to Karen Cracknell  Lettings &

Neighbourhoods Officer for personifying our high standards in

service delivery and how we treat treat customers and staff
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Line Manager - Awarded to Benjamin Chilvers 

Senior Customer Services Officer for fair and balanced decisions,

clear expectations and support and guidance to their team

Team of the Year -Awarded to The Income Team

for a team whose combined skills and attitudes have contributed 

to outstanding performance and / or positive change

Outstanding Customer Service - Awarded to Mark Sutherland

Customer Services Officer for providing an excellent service

to customers

Extra Mile - Awarded to Mary Parker 

Senior Customer Services Officer for going above and beyond

standard expectations of performance and commitment

Unsung Hero - awarded to Stephen Busby

Property Services Assistant Manager for excellent service that

often goes unseen

Inspirational Colleague - Awarded to Dawn Clark 

Customer Experience Manager for inspiring others with their

positive and enthusiastic attitude

The judges also gave highly commended awards to: 

Diane Calboutin (Senior Customer Services Officer), 

Sue Clark (Scheme Officer), 

Michelle Farries (Property Services Assistant), 

Robert Owens (Income Officer – Financial Inclusion) 

and Dave Smith (Senior Surveyor).
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Annual Rent Review Letters
Tenants will have received their annual rent review letter recently.

This letter advises you what rent you have to pay in the coming

year.

If you pay by direct debit, we will automatically adjust your

payments (please see story, right, about paying by direct debit).

You will receive a letter to advise you of your new direct debit

amount.

If you pay by other methods, then you will have to adjust the

amount you pay once the new charges take effect on 1st April.

Castles & Coasts will inform all local authorities of the new rent

charges, so if you are in receipt of Housing Benefit, this should

be adjusted automatically. However, it may still be a good idea to

contact your local council to check.

If you are on Universal Credit, then it is your responsibility to

inform the Department for Work and Pensions (DWP) of

your new charges. Do not do this before 1st April. If you need

help reporting the changes, then please contact the Income Team

(see next page).

Leaseholders will have different rent and service charge

review dates throughout the year, depending on

what it says in your lease.

Money Matters
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Improved Direct Debits
All Castles & Coasts residents can now pay their rent and

service charges through our improved direct debit service.

You can pay on any day of the month and any frequency,

so if you want to pay your rent automatically you can do it:

•   Weekly

•   Fortnightly

•   Four-weekly

•   Monthly

Pick any day you want to make the payment. If you are an

existing direct debit payer and want to change the date

your rent is paid then please contact the Income Team

(see below).

Do You Need Our Help?
We have a dedicated Income Team at Castles & Coasts.

Its staff are responsible for setting up arrangements to pay

rent, while they also have a financial inclusion role to help

with Housing Benefit queries and signposting to money

advice or support with the impact of welfare reforms.

Please ring: 01228 635492 or email:

income@castlesandcoasts.co.uk
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Our Payment Methods

Online Payments – You can make payments at any time of the

day or night, using your debit card, by signing up to our

Residents' Portal.

Just visit: www.castlesandcoasts.co.uk and select

‘Make a Payment’. To register for an account all you need is

your ‘Tenancy Reference’. You can find this reference on any

Castles & Coasts letter or by ringing Customer Services.

See our story on page 10 for how to pay online.

Direct Debit – We can help you set

up a Direct Debit to avoid missing

your payments. Please contact our

Customer Services Team on: 

0800 085 1171 who will be happy to assist you in setting this up.

Standing Order – Just quote your ‘Tenancy Reference’ and

‘Surname’. Our bank details are: Account No: 90866105 

Sort Code: 20-18-47.

Telephone Payments – Contact a member of our Customer

Services Team on: 0800 085 1171 who will be happy to take a

payment using your debit card over the phone. 

Remember, your rent should always be paid in advance.
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Switching Energy Supply

Don’t be put off by the thought of switching your energy

supplier. All you need is your postcode, a recent energy

bill and around ten minutes to spare!

Many people are still on standard variable tariffs which are

generally the most expensive. Ofgem published a report

that found standard variable tariffs are around £300 more

expensive than the cheapest deals on the market.

It makes sense to compare how good your energy tariff is

every year as prices change all the time. Why not visit:

www.ofgem.gov.uk to find out about switching your

energy supplier, or contact the Income Team who can help you. 

(See ‘Do You Need Our Help?’ - page 21) 
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Your Homes - Property Pages

New Repairs Contracts
New contractors are looking after the day-to-day repairs at

tenants’ homes in the North West for the next four years.

Top Notch has won the contract for the Carlisle and Eden areas

and PPM has won the contract for West Cumbria, following a

recent procurement exercise.

The new contracts are now in place. Esh won the repairs contract

for the North East, as we told you in the last edition of the

magazine.

Head of Maintenance Dave Elwood said: “As far as residents are

concerned, the switchover to the new contractors has been

seamless. We hope that these services will continue to meet the

needs of our residents in line with our Customer Service

Standards.”

Climbing the Ladder–  

Our New Head of Development
Our new Head of Development  David Brown started his career

as a bricklayer and worked  his way up the career ladder from

there.

David, who comes from the North East, brings

15 years’ experience in social housing to his

new job with us, in both development and

asset management. 

David said: “Heading the Development

Team at Castles & Coasts is a great

opportunity for me to make a difference,

especially with the Association’s

commitment to building much needed affordable homes.”
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Rechargeable Repairs
We have updated our Rechargeable Repairs Policy. Below
is a summary of the policy and what this means for residents.
For further information, please see our website or if you would
like to receive a hard copy, please contact our Customer
Services Team.

Residents are responsible for

repairs which have been caused to

their homes by damage or neglect,

either by themselves, or by visitors

who have been invited to their

homes. 

We will charge residents where

repairs are needed that are not

the result of fair wear and tear, or

when a contractor has been

unable to gain access on

more than one occasion for an 

appointment and charges the

Association a call-out fee.

The most common types of rechargeable repairs are:

• Damage to windows, doors and internal fixtures or

fittings

• Non-accidental breakages of glass (without a crime

reference number)

• Breakages to sanitary ware - baths, wash basins, toilet

basins and cisterns

• Floods from washing machines, basins, baths and

toilet basins

• Blocked sinks or toilets

• Lost keys (continues on next page)
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• Removal of items, and cleaning, after a resident has moved out

• Damage caused during police raids

• Overgrown and untidy gardens.

If you cannot pay for the repair in one go, you can set up a

repayment plan over a longer period. Please note, residents will

have access to an appeals / complaints process for any repair

deemed rechargeable.

As always, residents will have the option to complete their own

repairs they are responsible for, as long as they use a certified /

qualified contractor. We may ask to survey works once they are

completed. We would also recommend residents to have home

contents insurance in place, as some repairs may be able to be

claimed through this insurance.

If you do not have home contents insurance, please see

story on page 3 for more information.
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Bob’s Wainwright Experience

Outdoor enthusiast and Castles & Coasts resident Bob Gatherer

recently bought a book at his local Whitehaven bookshop about a

man who marked his 60th year by running the 214 Wainwright

fells in the Lake District.

Barry Holmes’ Over the Hill at 60 Something? impressed Bob

with its illustrations and the memories it brought back of own

climbing experiences.

It took the author six years to complete his climbing mission, but

although Bob didn’t run, he also completed all the Wainwrights at

a similar age in just two years and following a serious illness. Bob

took ill in 2005 while walking with a local group on Red Pike in

Wasdale.

Convinced he’d never be fit enough to climb the high fells again,

when he was on the route to recovery, he joined Whitehaven

Ramblers, who do graded walks. He started with the gentler

valleys and lower fells.

But he soon decided he wanted a goal. Already an “ardent fan” of

legend Alfred Wainwright, who catalogued the fells in his Pictorial

Guides, he thought: ‘Why not have a bash at climbing the 214?’

He started at his own pace with the smaller peaks,

counting his steps as he climbed – at first just 20 uphill before

Bob at the
summit of
Helvellyn.



stopping to catch his breath. “I well remember climbing Loughrigg

Fell and being beaten to the summit by a six-year-old,” he recalls.

Over time, his steps increased and after climbing Helvellyn, he

felt he no longer needed to keep quiet about his quest.

Yewbarrow was his personal challenge of the 214 (he feels

Scafell Pike isn’t even in the top 12 for difficulty).

He saved Red Pike, where he’d taken ill, for his last one. 

“I wanted to say to it: ‘I have climbed your summit and survived,”

he says. Though he climbed most of them on his own - and has

his stories of mist and downpours and people he’s met – on that

occasion, two friends joined him at the top for celebratory

champagne.

Nowadays, he’s repeating the Wainwrights and has bagged some

50 the second time around. “Now, I do them at my leisure,” he

says, “with time to appreciate the view and vistas. I cannot think

of enjoying life or Lakeland any other way.”

Rena’s Fundraising
One of our readers Rena Richardson of

Workington sent us this picture of herself

in her Red Cross uniform.

Rena did valuable work raising funds and

helping at events over a 20-year

timespan. Here she is with her certificate

of commendation, awarded for her

work with the organisation.

Rena, who enjoys writing, said: “I thought the Red Cross was

marvellous – the companionship, helping people and getting out

and about. I even wrote stories about it.”
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Sudoku

Here is a Sudoku puzzle for you to have a go at completing –

just for fun. Fill in the missing squares so each of the nine bigger

squares has the numbers 1 – 9, used once only in each

bold square and each line, across and down.
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Cookery Corner

This wholesome stew for cool, spring days comes from

Carlisle resident June Sparrow of Upperby Court.

Collops of Beef (serves four)

1½ lbs braising steak, sliced into four

1 onion, chopped

6 ozs mushrooms, sliced

2 tblsps plain flour

2 ozs butter

Salt and black pepper

¾ pint beef stock

Mix flour with salt and pepper and coat the beef slices. Melt

butter in a frying pan and fry collops for about two minutes

each side. Remove from pan and set aside.

Gently fry onion and mushrooms. Put onion and

mushrooms into a casserole dish, lay the collops on top,

then pour in stock.

Cover and cook for 1½ hours at 180 deg. C / gas mark 4.

Serve with mashed potatoes and a green vegetable.
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Contact Us

Via our Residents’ Portal:
http://castlesandcoasts.co.uk/portal/

Via our website:
http://castlesandcoasts.co.uk/contact/

By email:
cs@castlesandcoasts.co.uk

By text:
07554 654900

By telephone:
0800 085 1171

By visiting one of our offices:

Sending information to the magazine

Newcastle: Arcadia House, Balliol Business Park, NE12 8EW

Carlisle: 3 Castle Street, CA3 8SY

Workington: Stoneleigh, Park End Road, CA14 4DN

Whitehaven: Catherine Mill, Catherine Street, CA28 7QT

Our offices are open Monday to Friday 8.45am - 5pm, 

with the exception of our Whitehaven office 

which is open from 9am - 1pm.

If you have a story you would like to share with us, or have some

ideas about what you would like to see in the magazine, please

contact us by one of the methods above, or you can contact our

editor via our dedicated online magazine address:

magazine@castlesandcoasts.co.uk
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Other Formats and Other Languages:
If you or someone you know require this document 

in large print, Braille, CD, audiotape, or in other languages,

please ask. Call Customer Services on: 0800 085 1171


