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Have Your Say

– Win a Prize!
Welcome to Castles 

& Coasts.

This is your magazine

and we’d like to know

what sort of things you

want to read about in

future editions.

We’re offering £75

worth of prizes in a free

draw, open to everyone

who replies online or

returns the magazine

survey form on pages

21 - 22. So please take

a few minutes of your

time to tell us what

you’d like.
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Welcome to

Castles & Coasts

– The Magazine

Welcome to this, the first issue of the Castles &

Coasts magazine for residents!

As we’re at the start of a newly formed Housing Association, from

the merger of Two Castles and Derwent & Solway, this is also a

new residents’ magazine.

This first issue is a celebration of the merger and a chance for us

to tell you about the new organisation and the services we will be

bringing you, as residents of Castles & Coasts (see pages 5-11).

That includes telling you how to get in touch with us, pay your rent

or service charges and the ways you can access our services.

Pages 12-16 and pages 29 - 31 are all about getting in touch.

As this is your magazine, we’re inviting you to tell us what you’d

like to see in future editions as well (turn to pages 17 - 22). Please

let us know your views either online or by pulling out and returning

the survey form to us.

And we have information about how we can help you to save

money (see pages 14-16), as well as the new homes being built

by Castles & Coasts and extra care living opportunities (pages 23

- 24). So, please read the magazine and keep it for future

reference. We hope you enjoy it!
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Contacting us at Christmas
Our offices will close at 4 pm on Friday, December 22nd 2017

for the Christmas break. They will reopen at 8.45 am

on Tuesday, January 2nd 2018.

At the end of this edition of the residents’ magazine you’ll find a

list of contact numbers, so you know who to contact in an

emergency. You may want to keep it for easy reference through

the festive period.

You’ll find some tips and advice, and what to do in

case of an emergency repair

You can also call our freephone telephone

number: 0800 085 1171 to access our 

out-of-hours emergency repairs reporting

service during this time, and outside office

opening hours.

We wish all our residents an 
enjoyable festive season 
and a happy and healthy 2018.
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Meet Our Board
And Read Castles & Coasts’ Commitments to You

The new Castles & Coasts Housing Association is led by a

Board, each Member of which has pledged to serve the

organisation and bring his or her experience to making

decisions that will affect its future.

The former Chair of Castles & Coasts, Michael Johnson, stood

down in October and Fiona Moore has been appointed as Interim

Chair. 

Our Board Members are: Fiona Moore (Interim Chair),

Barbara Cannon (Deputy Chair), Stephen Bennett, Jane Vickers,

Phil Cottrill, Ann Carr, Martin Knowles, Roz Johnson and Carni

McCarron-Holmes.

The Castles & Coasts Board. Back Row, left to right:
Stephen Bennett, Jane Vickers, Phil Cottrill, Fiona Moore
(Interim Chair), Ann Carr, Carni McCarron-Holmes and
Martin Knowles. Seated are Roz Johnson, left, and
Barbara Cannon (Deputy Chair).
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Our Commitments to You
We will:
• Deliver services which are locally focused

• Continually review services, working alongside 

our customers and partners to shape and 

improve services

• Provide access to our services in a range of 

ways to serve our customers’ needs and lifestyles

• Ensure that customer satisfaction is at the heart

of everything we do

• Develop services which provide good value

• Develop new homes across the North of England

to meet affordable housing need.

The above commitment provides the backbone to

our Customer Service Standards, which are

explained in more detail on the next three pages.
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Customer Service Standards
Our Customer Service Standards are a set of commitments

Castles & Coasts makes to you about the level of service

you can expect, as our residents.

They have been developed in consultation with a group of

residents, our staff and our Board. We are committed to providing

you with excellent services, delivered in a range of ways to suit

your needs. Our Customer Service Standards relate to all areas of

our operation, including Customer Services, Compliments and

Complaints, Your Home, Customer Involvement and Feedback,

and Rent Services.

As part of our Customer Services commitment, we will:

• Provide you with a high quality and personal service that is 

prompt and courteous at all times

• Provide a 24-hour freephone number to contact us – which will

be diverted to an out-of-hours emergency repairs reporting

service outside our Customer Services Team’s opening hours

• Aim to answer 80% of calls to our freephone number within 30

seconds, and to provide a call back facility.

For Complaints and Compliments, we will:

• Take your feedback seriously and work with you to resolve any 

issues, in line with our Customer Feedback Policy 

• Provide you with a range of ways to give us your

feedback.
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Regarding Your Home, we will:

• Allocate our properties in a fair and open way, in line with our

Allocations Policy

• Treat personal information sensitively and in line with our Data

Protection & Confidentiality Policy

• Provide you with information relating to the property, including

details about the property, rent, and the conditions of your tenancy.

As for Customer Involvement and Feedback, we will:

• Provide you with opportunities to become involved in shaping and

monitoring our services in a range of ways to suit your needs and

lifestyle

• Consult with you on changes to services which affect you

• Publish a quarterly newsletter with information about what Castles

& Coasts is doing.

And in Rent Services, we will:

• Provide you with a variety of convenient ways to pay your rent

(see page 13)

• Offer you advice and guidance to support you to pay your rent.

The standards are published in full on our website:

www.castlesandcoasts.co.uk and are displayed in our reception

areas. If you would like to receive a paper copy, please contact

Customer Services on: 0800 085 1171.
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We will monitor how well we are doing to deliver our Customer

Service Standards through feedback we receive from you when

you access our services and also through our customer 

involvement opportunities (see story on pages 10 - 13).

The pins show where Castles & Coasts has properties.
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Customer Involvement - We

Need You!
We want you to get

involved in our new

Housing

Association!

Castles & Coasts is

committed to working

alongside our

residents to ensure

we continue to

improve our services

in a positive way for

you. And as part of

this process, we invite 

you to get involved and have your say.

Being involved with us doesn’t need to take up a lot of your time -

there are a number of ways you can provide your input and

feedback, including over the phone, via email or face to face.

Your feedback helps us to understand your experience of our 

services so we can shape and monitor them to suit your needs 

in future.

If you would like to get involved with us, please email 

Customer First Manager Dawn Clark at: 

dawn.clark@castlesandcoasts.co.uk or by telephone on: 

01228 635 663.
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When you get in touch, please give us the following information:

• Your name

• Where you live

• The best way for us to contact you (telephone, email or letter)

• How you prefer to be involved (telephone, email or face to face)

• Whether there is a particular service area you are interested

in being involved in, i.e. housing, repairs, planned maintenance,

grounds maintenance, customer services, rent.

If you don’t have a preference, we’ll invite you to be involved in

any of our feedback activities. 

After we’ve heard from you, we will contact you to invite you to be

involved in providing feedback on our services in a way which

suits your preferences.

We look forward to working alongside you!
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How to Access Our Services
There are a number of ways you can access our services.

You can contact us in the following ways:

Our Residents’ Portal – 24 hours a day. The

portal is accessible via smartphone, tablet,

PC and laptop, and links into all our online

services.

You can sign up to the Residents’ Portal either

by going online through our website:

www.castlesandcoasts.co.uk and clicking on

the portal link or by ringing Customer Services

(see number below) during office hours and asking to be

registered. You will need your tenancy reference.

Through the portal, you can:

• Update your contact details

• View your tenancy details

• Produce an account statement

• Make payments online

• Report and track repairs

• Contact us.

Our Get in Touch form – is also on our website (see above), 

for any non-urgent enquiries. You’ll find it in the Contact section.

Our freephone telephone

number – ring: 0800 085 1171.

It takes you straight through to

Customer Services during

normal office hours (8.45 am –

5 pm Monday to Friday).

Outside of these hours, ring

the same number to leave a

message or press 1 on your
Customer services reception at 

our Workington office.
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on your telephone keypad for any emergencies (i.e. repairs).

Our text service – you can register to this service by texting

‘REG’ to 07554 654 900. Once signed up, you can text us to

request a balance on your account, find out your last payment

information, report a repair or request a call back from us.

Our email address – please contact:

cs@castlesandcoasts.co.uk for non-urgent enquiries.

How to Pay Castles & Coasts
There are many ways for you to pay your rent, the simplest and

easiest ways are:

• Online Payments – You can make payments online using the

Residents’ Portal. Online payments are safe and instant; you

can also check your account statement and access other useful

information. All you will need is your tenancy reference number

(please contact us if you don’t have it)

• By Telephone – You can make a payment over the phone by

debit card during normal office hours by contacting Customer

Services or the Income Team

• Direct Debits – You can make payments by setting up a direct

debit. We have a range of payment date options. Please contact

Customer Services

• By Standing Order – If you would like to pay your rent by

standing order, please get in touch and we can send you a

standing order form. You then simply fill in the form and return it

to your bank or building society

• With your Allpay Card – You can use your Allpay swipe card

anywhere that displays the PayPoint logo or at any post office.

For more information about making payments, please visit our

website: 

http://castlesandcoasts.co.uk/your-home/make-a-payment/
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Please Pay Your Rent and

Service Charges on Time
We’d like to remind residents it is a requirement

of your tenancy agreement that your rent is paid

in advance.

This means that no rent account should show arrears and it

should be in credit, in accordance with your payment frequency.

For example, you should always be a week in advance, if you

pay weekly, or a month in advance, if you pay monthly.

Please ensure you make the necessary arrangements to ensure

your account does not go into arrears. For the ways in which

you can pay your rent – or service charges – please see our

How to Pay Castles & Coasts box on the previous page.

Universal Credit

Roll-Out
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The roll-out of the new means-tested Universal Credit continues with

more JobCentre areas coming under the new “full” service every

month. The dates coming up in our residents’ areas are:

• February 2018 – North Tyneside

• March 2018 – Some areas around Durham

• April 2018 – Barrow-in-Furness

• May 2018 – Carlisle, Penrith and Sunderland

• June 2018 – Kendal.

If you live in these areas and have a change in your circumstances,

you will have to claim Universal Credit, as long as you do not have

three or more children. Larger families will be affected from

November next year.

Once your JobCentre joins the roll-out, claims will have to be made

online. Two of the main changes are that the benefit is paid monthly

and, in most cases, the housing element is paid direct to the

claimant, who is responsible for paying the landlord.

Do You Need Our Help?

We have a dedicated Income Team at Castles & Coasts.

They are responsible for setting up arrangements to pay

rent, while they also have a financial inclusion role to

help with housing benefit queries and money advice or

support with the impact of welfare reforms. 

Please ring: 01228 635492 or 

0800 085 1171 or email:

income@castlesandcoasts.co.uk
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Do You Need Help

to Pay Your Rent?
Do you have financial problems that

mean you’re finding it difficult to meet

your rent payments?

Discretionary Housing Payments

(DHP) are administered by  individual local authorities and can

bridge the gap between housing benefit and rent that’s due, where

there is a shortfall.

Each local authority has its own claim form and you need to access

the individual local authority website for information on the claim

process.

Or Help to Meet Winter Fuel Bills?
Warm Home Discount, Winter Fuel Payments and Cold Weather

Payments are all schemes to help you pay your fuel bills over the

winter months.

Details of all three schemes can be accessed from the Government

website. Visit: www.gov.uk select benefits, then type in the scheme

name in the search box. You may find you’re entitled to help you’re

not already claiming.

Payments For the Bereaved
Bereavement Allowance, Bereavement Payment and Widowed

Parents Allowance are all benefits that can be claimed if a

husband, wife or civil partner dies.

There are age and children related conditions to qualify. 

You can access full details from the Government website:

www.gov.uk selecting benefits and typing in the specific benefit

name in the search box.
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Tell us What You Think - and Win a Prize!

We want to hear from you! Please tell us what you’d like to

see in this, your magazine.

So we can bring you the things you want to read about in our

organisation, this first issue of the residents’ magazine for Castles

& Coasts is a plea for your response.

And to encourage you to reply, we are offering high street

vouchers to the value of £25 each to three lucky residents, whose

names will be drawn from all the responses received, at random.

Please answer the questions on the survey form online (see page

19 for full details) or on pages 21 and 22. If you're using the paper

version, pull it out and return it to us in the pre-paid envelope,

enclosed with your magazine.

The residents' magazine is an important means for us to keep in

touch with each other – for Castles & Coasts to tell you about the

services we provide for you (and how to access them) and for you

to share your news and views with us, as well as find out more

about your homes and communities.

We propose to produce a magazine every three months – spring,

summer, autumn and winter – to provide a mixture of useful

information and interesting features.

To give you a few ideas of what we might include in the magazine,

please read the story overleaf.
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Your Magazine Choices
What do you want to read about in your Castles & Coasts

magazine, apart from useful information relating to our

services?

Would you like to read about what it’s like to live in our communities?

We could do a Scheme Focus on a couple of schemes in each

edition, speaking to the residents who live there, with photographs.

We know you, our residents, will often have a story of your own, of

something out of the ordinary you’ve achieved – perhaps an award

you’ve been given for serving your community, you might have

met a celebrity or been on an unusual expedition somewhere. 

Do you want to read Residents’ Stories?

As well as our services, we

can also bring you news of

benefits you could claim

and ways you might be 

able to save money. For a

few examples of this type 

of article, please turn back

to pages 14 - 16.

We are developing new schemes

across the region. Would you like to

read about them, as well as

improvement programmes to our

homes (turn to page 23 to see

the latest report and picture from Property Services).

Perhaps you’d like to know how to find a new home or stay safe

with health and safety tips. Would you like to know more about our

staff who provide your services, such as a Staff Changes page,

featuring new members who join our teams, or a feature about a

typical working week of one of our staff?
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We could run a Letters page, asking you to share your views on

housing related issues with other residents.

And for entertainment, provide a Crossword,

Sudoku, Prize Quiz or Competition, based on the

magazine, or maybe a Cook’s Choice recipe each

time?

What would you like the magazine to be called?

Castles & Coasts or something else? Your

name suggestions are welcome.

Please use your phone or computer to

complete the survey form online or pick up

your pen to complete the form on pages .

How to Complete the Survey Online
The same form is also available to complete online. If you prefer

to complete it online, you can access it by visiting:

https://www.surveymonkey.co.uk/r/ccha_res_survey

How to Return Your Survey Form
If you are completing this paper survey form, please cut it out

and return it in the pre-paid envelope enclosed in this magazine.

There is no need to add a postage stamp.

Please return it so it reaches us by the survey closing date

of Friday, January 12, 2018.

If you do not have an envelope or have lost it, please hand the

form in at any Castles & Coasts office or post it to: Castles &

Coasts Housing Association, 3 Castle Street, Carlisle CA3 8SY.
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Receiving Your Magazine Online
We are moving to online publishing 

of the residents’ magazine with next 

summer’s edition in line with a 

move towards digital technology.

This means that all residents 

will automatically receive their 

magazine online – unless you tell us that you prefer to receive 

an audio or large print paper copy, in which case it will be posted

out to you.

We are making the changes so we can save on postal and paper

costs, be more environmentally friendly and economically efficient,

concentrating our resources on services.

However, you don’t have to wait until next summer’s edition to

receive your magazine digitally. If you’d like to make the switch in

time for the next edition in the spring, please contact Customer

Services on: 0800 085 1171.

Our Thanks, Your Chance to Win!

We’d like to thank you in advance for completing the

survey overleaf, or on line. Entries received online and in

paper format will stand the same chance of being

selected at random for the prize draw of three high street

shopping vouchers worth £25 each.

The names of the lucky winners will be in the next edition of

the magazine. Good luck!
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Your Survey Form to Return
Please give us your name and address to be in with a 

chance of winning one of our high street shopping vouchers.

Name……………………………………………………………

Address…………………………………………………………

……………………………………………………………………

1. What would you like the magazine to be called? Castles

& Coasts? Please give us any other suggestions

...............................................................................................

...............................................................................................

2. Would you like a Scheme Focus to read what it’s like to

live in another Castles & Coasts community?

...............................................................................................

...............................................................................................

3. Would you like to read ‘human interest’ stories about

other residents? ................................................................

...............................................................................................

4. Are you interested in hearing about benefit news and

how you might save money? ............................................

...............................................................................................

5. What about new schemes we are developing and

improvement programmes to our homes?

...............................................................................................

........................................................................................PTO
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6. Would you like to know how to find a new home?

...............................................................................................

7. Do you want to read health and safety tips?.....................

...............................................................................................

8. Would you like to read about new staff and how they

serve you? ........................................................................

...............................................................................................

9. Are you interested in a Letters page to air your views on

housing issues? .................................................................

...............................................................................................

10. What entertainment features would you like to see?

Sudoku? Crossword? Prize Quiz or

Competition? A recipe? Or something else?

...............................................................................................

......................................................................

Please suggest anything else you would like to see in the

magazine ..............................................................................

...............................................................................................

...............................................................................................

...............................................................................................

See page 19 for how to return this form 

or complete it online.
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New Homes
We have recently 

completed four new

homes at 

Skelwith Bridge, 

near Ambleside.

The two-bedroom 

house and three 

three-bedroom houses, 

called Neaum Hurst

Cottages, have been built for Castles & Coasts by local

Windermere company South Cumbria Construction.

We have worked with Skelwith and Langdale Community Land

Trust on the scheme. The Trust’s aim is to provide affordable

homes for families to stay in the district and use local schools and

community facilities.

We are also currently working on site with a 13-home scheme at

Crosthwaite, a village in the Lake District National Park.

The scheme, which is being built by local builders Russell-Armer,

consists of two two-bedroom houses for affordable rent, three

houses (one three and two four-bedroom) for outright sale (with

local occupancy restrictions), four three-bedroom houses for Rent

to Buy (for let to working households with the opportunity of saving

a deposit to buy within five years) and four shared ownership 

two-bedroom bungalows for the over 55s.

If you are interested in buying or renting the properties, please

contact Customer Services for more information.

Neaum Hurst Cottages, our new 
scheme at Skelwith Bridge.
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Want to Live at Greta Gardens?

Greta Gardens is our extra care scheme in the heart of Keswick

offering luxury apartments for the over 55s.

There is a bistro, a hairdresser and a beauty salon on site. It also

has an on-site care team who can provide care and support 24

hours a day for those residents who need it.

Apartments are currently available for rent, sale and shared

ownership. There are a number of eligibility criteria which residents

need to meet for this scheme. For further information, please

contact our Customer Services Team on: 0800 085 1171.

The interior of Great Gardens, Keswick.
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Competition Winners
Congratulations to Marina Nithsdale of Scaleby Close in Carlisle

- the winner of the Photography Competition, run in the last

edition of Two Castles’ Fanfare magazine for residents.

Her close-up of a fledgling blackbird on a crab apple tree at

nearby Upperby Court captured the judges’ eye for its detail and

composition (see picture at the bottom of page x).

Marina enjoys taking pictures from her kitchen window and

especially likes photographing birds and wildlife. She bought her

first camera for five shillings from Woolworths in about 1965.

Recently, she’s switched to digital. She wins £25 in high street

gift vouchers. The competition was based on views from our

schemes.

We’re also happy to announce Mr J Mitchinson of Bank Top

Hamlet, Whickham, and Mrs P Kennedy of Trinity Court,

Whitehaven, as the last winners of the Fanfare Prize Quiz.

Their entries were randomly selected from all the correct

answers to the quiz, based on information in the summer edition

of the magazine. They each receive £30 of gift vouchers as

prizes.
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Residents can also pay 

by Direct Debit – please 

contact our Customer 

Services team

(telephone 0800 085 1171)

or visit our website

www.castlesandcoasts.co.uk

Please remember 

to make your rent 

and service charge

payments before 

we close on the 22nd

Our Residents Portal

can be accessed

by logging onto our

website (residents will

need their tenancy

reference number)
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In case of an emergency repair ....

Please note our offices will be closed for the Christmas period

from 4pm on Friday 22nd December 2017 

until 8.45am on Tuesday 2nd of January 2018

If you have an emergency (i.e: repair)

for which Castles and Coasts are responsible 

then call:

0800 085 1171 

What is an emergency repair?

An emergency repair is where action is required to remove a

danger to the property, its occupants or visitors, or risk to the

health of someone. The following would be classed as emergency

repair items:

• Total loss of electric power (not a general failure)

• Total loss of water supply (not a general failure)

• Total or partial loss of heating

• Blocked or leaking foul drain or soil stack

Further examples of emergency repairs can be found on our

website at www.castlesandcoasts.co.uk

Please note: Residents will be recharged for any repairs which are

reported and attended to during this period which are not Castles

and Coasts responsibility, and for any repairs which were not an

emergency repair.

If you have a gas leak or can smell fumes, call:

National Gas Emergency Service 

on 0800 111 999



28

Tips and advice ...

Over winter.....

• Do Not - turn off pilot lights on boilers and water heaters

unless you are going away. Even a pilot light gives off a

little warmth which helps prevent freezing.

• Do Not - allow drips from overflow pipes or taps. Drips

and waste water may freeze in cold weather. Replacing

a tap washer is a simple DIY job; but if you are unable to

do this report it immediately to Customer Services. 

All taps should be run and toilets flushed regularly.

Do you know where your stop tap is?

Every home has a stop tap which operates the main water

flow into the house from the mains supply. This is usually

located under the kitchen sink – it is important that you know

where the tap is, and that it is in working order. In an emergency,

the stop tap is used to stop the flow of water entering the

property and causing damage.

Frozen pipes

If you are caught out with frozen pipes, turn on taps and thaw

pipes out slowly with moderate heat from a hairdryer, or by

placing a warm hot water bottle on the pipe. Do not apply a naked

flame to the pipe. If this does not unfreeze pipes, please call

0800 085 1171 
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Offices

Regional Offices

Opening hours: 8.45am - 5pm

Monday - Friday

154 New Bridge Street

Newcastle upon Tyne NE1 2TE

3 Castle Street

Carlisle Cumbria CA3 8SY

Stoneleigh, Park End Road,

Workington, Cumbria, CA14 4DN

We also have two local area

offices in the North West:

Area Office (Kendal)

3 Angel Yard

21-23 Highgate

Kendal LA9 4DA

(Kendal office is no longer

open to residents.)

Area Office (Whitehaven)

Catherine Mill

Catherine Street

Whitehaven CA28 7QT

Opening hours: 9am - 1pm

Head Office Address is:

3 Paternoster Row

Carlisle, Cumbria, CA3 8TT

Customer Services

Tel: 0800 085 1171 

(free from landlines and

mobiles) 

Website 

www.castlesandcoasts.co.uk 

Text number: 07554 654 900

Email: 

cs@castlesandcoasts.co.uk

Sending Information to the

magazine

If you would like to send a letter

to the editor, a poem, a photo, a

story suggestion, a recipe or

any other information you would

like to be considered for

Fanfare, please send it to your

regional housing office or email

it to: magpen@btinternet.com
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Reporting repairs

If your repair is an

emergency, please contact

Customer Services by phone

on the usual numbers:

0800 085 1171 

(free form landlines and

mobiles) 

Whatever the time of day

or night.

If you ring within office hours,

our staff will handle it. If it is

outside offi ce hours, you will be

redirected to another 

emergency site.

You can also report a non-

emergency repair in person, in

writing or by email to:

cs@castlesandcoasts.co.uk

Please report any emergency

repairs by phone.

When you report your repair

When you report your repair, or

if someone is reporting it on

your behalf, you will need to

provide the following information:

•  Your name and address and 

a phone number where we

can contact you during the day

• Dates and times when 

someone will be home to

allow access

•  As much information as 

possible about the repair 

needed

• Any special details the person

coming to your home should

know, e.g. if you have a 

disability and need time to

answer the door.
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Landscape maintenance

enquires

Please contact our Property

Services team either phone 

0800 085 1171 or email:

groundsmaintenance@

castlesandcoasts.co.uk

Getting involved

If you would like to know more

about getting involved in any

of our resident involvement

activities, please contact: 

dawn.clark@

castlesandcoasts.co.uk

or call her on  01228 635 663.

Other Formats and Other Languages:

If you require the Fanfare magazine in large print, Braille, CD

audiotape, or in other languages, please ask.




