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Send us your

stories!
Have you done

anything out of the

ordinary that would

make a story for

the magazine?

If you’ve raised a lot of

money for charity,

achieved an honour in

your community or

further afield, we’d love

to hear from you. 

Please send us your

stories.

We have a new email

address that is

dedicated to the

magazine.

It is: magazine@

castlesandcoasts.co.uk

Alternatively, please

send any stories to

your local office (see

page 33 for contact

details), marked

for Magazine Editor.
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Inside Your 

Winter Magazine...

A wintry Lakeland
scene, looking towards
Ullswater. Picture by
resident Bob Gatherer.
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Our First Annual Report
Our first Annual Customer Report is now available for

residents to access.

You can read it on our website: 

www.castlesandcoasts.co.uk. If you’d like

a printed copy, please contact Customer Services.

The Annual Report provides an overview of our 

achievements during our first year, the standards and

services you can expect from us and our aims

for the coming years. It also contains information about:

• The aims and achievements of the merger that created  

Castles & Coasts Housing Association

• How our Customer Services Team serves you

• Our Customer Experience Strategy, including how 

you can get involved and give feedback, and information 

about compliments and complaints

• Equality and Diversity

• Our homes

• What you can expect from us over the next five years

• Our Board.
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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.castlesandcoasts.co.uk To access it on our

website, just click the ‘About’ button, then ‘Publications’.

As we have previously told residents, if you prefer a paper

copy, or audio cassette or CD you only need to request it

once from Customer Services on: 0800 085 1171. 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 ring Customer Services to let us

know.
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Good News to Share!
- We Secure the Highest Ratings
We have received the highest ratings from our regulator 

for the governance and viability of our organisation.

The Regulator of Social Housing, a government

department, carried out an ‘In Depth

Assessment’ (IDA) of Castles & Coasts

earlier this year as part of its procedure 

to determine whether Housing Associations 

are meeting the standards it sets.

And it gave us a G1 for governance

and a V1 for viability – the best

grades it can award.

Everyone at Castles & Coasts is extremely

happy with the grading, including the Chair of

our Board, Fiona Moore and Chief Executive,

Stephanie Murphy. 

They said: “Being awarded the highest

grades for good governance and

financial viability gives us a fantastic 

foundation to continue to build our great

business and deliver our

corporate objectives.”

Chair of Our Board 
Fiona Moore.

Our Chief Executive
Stephanie Murphy.



Our Christmas Card Winners
We have not one but two winners in our Christmas Card

Competition!

We invited you to send us your own design for Castles &

Coasts Housing Association’s Christmas card in the last

edition of the magazine.

And we’re delighted to announce that Judy Rochester of

Papcastle and Lilian Graham of Carlisle are joint winners.

They each win a £50 high street shopping voucher.

Staff, who judged the competition, said: “Both designs are

really good and the residents put a lot of time and effort

into them.” They will be featured on the back of our

Christmas card, which is sent to all residents.

See page 27 of this edition for a story about one of the

winning residents Lilian Graham.
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Judy Rochester’s design,

(right), and Lilian Graham’s.
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We have prepared a leaflet, with the Environment
Agency, to help our residents who may be worried about
the risk of floods this winter.

It helps with guidance on how to keep yourself, your home

and your valuables safe, if you live in an area that may be

prone to flooding.

Winter Weather Safety
The safety of our residents is of paramount importance.

Please check weather forecasts before you go outside

in the winter and be aware of the potential for ice and

snow.

We have a Gritting Policy at our sheltered schemes to

protect older and more vulnerable residents. Grit bins are

provided.

If you notice your grit bin is empty or very low, please 

bring it to the attention of your Scheme Officer or contact

Customer Services for a refill.

Flood and Winter Safety

Flood Alert         Flood Warning      Severe Flood

Warning
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Any of our residents who live in a property which has

previously been affected by flooding should have been

contacted personally by us to discuss their own

circumstances.

If you are concerned about flooding, please get in touch

with Customer Services on: 0800 085 1171 or email:

cs@castlesandcoasts.co.uk

To find out if you are at risk of flooding, you can contact

the Environment Agency Floodline on: 0345 988 1188 to

check if your home is in a flood risk area.

If your home is at risk, you can sign up to receive 24-hour

Floodline Warnings by phone, text or email direct from the

Environment Agency. It has three levels of flood warnings:

Flood Alert meaning flooding is possible, Flood Warning

meaning flooding is expected and Severe Flood Warning

to denote severe flooding and a potential danger to life.

The leaflet tells you what to do at each stage, starting with

how to prepare in advance: from taking out contents

insurance to making lists of useful contact numbers; from

making copies of important documents and placing them

– and the originals - in sealed bags to preparing a flood kit

of torch, waterproofs, bottled water and portable radio.

To access the leaflet, visit our website or contact Customer

Services for a paper copy. For further information,

visit: https://www.gov.uk/prepare-for-flooding
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Our New Health and

Safety Manager
Welcome to Julie Hannah, our new Health

and Safety Manager.

Julie says: “My main responsibility is the 

health, safety and welfare of our 

residents, employees and contractors at

Castles & Coasts.

“I’ll be looking at ways to  

continually improve our

procedures and hope to work with

everyone to ensure health

and safety remains our number one priority.

“If you have any health and safety concerns or suggestions on

how we can improve, please contact me. I would like to 

encourage ‘near miss reporting’ - an incident that has the

potential to result in injury. Please report any near misses so we

can prevent an accident. Nothing is so important that it
cannot be done safely.”

To get in touch, email:

healthandsafety@castlesandcoasts.co.uk

Crossword Solution (from page 29)

Across: 4 Pie, 6 Pear Tree, 7 Wig, 9 Icicles, 11 Nobby,

12 After, 14 Rum Baba, 15 Ply, 17 Abetting, 18 Tim.

Down: 1 Peaceful, 2 Cracker, 3 Treen, 4 Pew, 5 Egg,

8 Imbibing, 10 Sorbets, 13 Rumen, 15 Put, 16 Yam.
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How to Stay Safe
Here are some tips to help you stay safe
and warm this winter.
Weather: Keep up to date with local and

national weather forecasts to be prepared.

Emergencies: Make sure you have the

correct telephone numbers for emergency

contact.

Supplies: Keep your cupboards and freezer well stocked

in case you can’t get to the shops.

Heating: Set your heating to 18OC - 21OC through the day

to stay warm.

Clothing: Wrap up in several layers rather than one thick

layer. Wear a hat and sensible footwear if you are going out.

Food/Drink: Cook a big pan of soup /

casserole and divide into small portions to

eat later or freeze. Drink hot fluids. Make up

a flask and keep it by your chair if you

struggle to carry hot drinks.

Medicine: If you have repeat prescriptions

delivered, order them in plenty of time.

NHS 111: Call 111 when you need medical

help fast, 24 hours a day, 365 days a year.

Calls are free from landlines and mobiles. Please note, 

it is not a 999 emergency service.
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Want to Move House?
If you’re a tenant looking to move home, there are a variety

of ways you can search for a new property. One of them is

through a house swap – known as a Mutual Exchange.

Castles & Coasts subscribes to the HomeSwapper mutual

exchange service and pays for our tenants’ registration, subject to

no breaches of tenancy.

HomeSwapper, with half a million members, is the country’s

biggest community of social housing tenants in the house swap

field. It has homes locally and nationally on its database.

You can access the service online, through social media or

download an app for your mobile. It allows you, once you have

seen adverts for properties you like the look of, to contact the

tenants who live there and arrange a viewing.

One home swapper, who used the service, described it as “a very

useful tool to gain access to what’s available. Quick, secure, easy

to navigate. I found an ideal swap within weeks, not years,” added

the delighted customer. 

For more information, visit: www.homeswapper.co.uk

At Castles & Coasts, we also have a selection of properties

available to rent or buy across the North. 

Please visit our website to find information about the properties we

have available in the ‘Find a Home’ area at: 

www.castlesandcoasts.co.uk

In addition, if you are looking for a

home in the North West, you can

visit: www.cumbriachoice.org.uk

and select ‘Property Search’. 

For further information contact

Customer Services.
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How to Pay and Access Services Online

If you haven’t used our Residents’ Portal before, please see our

step by step guide, below, on how to pay your rent or service

charges through our online self-service

facility. You can also use the
portal to view your account /
tenancy details, update
contact information and
report or track non-urgent
repairs, at a time to suit you.

Test

01/01/1980

12345678

Your application ref.

Step 2:
To register, you’ll

need to enter your surname,

date of birth and your 

tenancy reference number. 

The portal will then ask you 

to choose a

username and password.

Step 1:

To access our

Residents' Self-Service 

Facility (Residents’ Portal),

log onto our website:

www.castlesandcoasts.co.uk
and click on 

'Residents Portal'

on the home page.



13

Step 4:
You can then decide to

pay your current balance, 

the weekly amount or

any other amount. When you

click 'Pay' 

you’ll be taken to the card

processing site where

you can securely enter

your card details.

If you have any queries,

please contact 

Customer Services on: 

0800 085 1171.

Step 3:
After logging in

with your chosen username

and password, click on

My Account and select

Make a Payment.
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Scheme Spotlight
Home From Home in Workington - Laybourn House

“I feel safe and settled

here,” said Val Oliver, a

resident at Laybourn

House in Workington –

one of our sheltered

schemes for older

people.

Val continued: “I have the

privacy of my own front

door, but I can also go

down to the lounge and

get involved with the

activities. It’s a friendly

place.”

She added: I’m happy with my first floor flat. I have a good

view with trees and it’s

very pleasant.”

Laybourn House was built

in 1980. The scheme has

20 self-contained flats and

a communal lounge for

residents to meet and

socialise.

Residents enjoy getting

together each week in the

lounge over coffee and

cake. 
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They also regularly share a lunch of soup and sandwiches or pie

and peas. Many enjoy the regular prize bingo. Residents will be

holding a buffet with bingo and a raffle over the Christmas period.

In addition, Age UK hosts a lunch club at the scheme, which also

includes a quiz and bingo. Everyone agreed: “There is a happy

community atmosphere here.”

One of the residents Dawn Farish said: “I love it. Everybody is

great. Karen (Williams, Scheme Manager) is lovely and all the

neighbours are smashing. I can't say enough about it. The flats

are absolutely beautiful as well." Dawn said she's been in better

health since she moved in last year because of the company and

friendship.

Ray Head, another resident at the scheme, enjoys the outlook

from his flat. "It's a homely place with many qualities and we have

a superb leader in Karen," he said.
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Customer Feedback –

Tell Us What You Think!
We have a number of ways you can get involved with

Castles & Coasts to suit your needs.

The following opportunities are available for feedback on

our services:

Resident Scrutiny Panel

(RSP): the panel will look

at particular areas of

service in detail and make 

recommendations for 

improvements, reporting

its findings back to the

Association. Members will

be given specialist

training, if required.

Resident Feedback

Groups (RFGs) are ‘task

and finish’ groups, which

focus on looking at a

particular service or policy.

Residents work with us to provide feedback on existing and new

services, or where a change in service is proposed.

Residents can attend these feedback groups in person, or

can provide feedback over the phone, or by email.



In the last year we have held RFGs on the following subjects:

* Development of our Customer Service Standards

* Development of our website

* Rechargeable Repairs Policy

* Customer Annual Report

* Repairs and maintenance contracts.

If you’d like to be involved in any of the above groups, please

email our new Customer Experience Officer John Paul Whalen at:

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

on: 01228 635498.
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New Officer

For Customer

Experience

Our new Customer

Experience Officer 

John Paul Whalen 

will be working alongside our residents to gain

feedback on our services, and to look at ways in

which we can continually improve our services.

Please contact him (see above) if you’d like

to be involved.
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Charity Fundraising
The glamour and glitz of ballroom and

kitchen are helping to raise money for

charity at Castles & Coasts.

Sweepstakes on Strictly

Come Dancing and The

Great British Bake Off are

currently running among

staff in aid of the Great

North Air Ambulance

Service.

Ryhope resident Sadie
Jones of Wadham Court,
who donated £83 in lieu of
presents to the Great North
Air Ambulance Service after
her recent 80th birthday.
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Castles & Coasts Services (CCS) is our internal labour

force of qualified tradesmen and operatives, aimed at

bringing the best possible services to our residents, homes

and estates.

With over 30 staff,

subdivided into

three teams, CCS

is expanding to

deliver works

throughout

Cumbria.

In West Cumbria,

the Estates Team

has delivered

services to our

estates and

schemes for the

past eight years. As well as grounds maintenance, such as grass,

tree and hedge cutting, the Estates Team is responsible for the

cleaning of communal areas, carrying out checks on fire alarm and

door entry systems.

They also clear and clean our empty properties to make them

spick and span for new residents and are involved in external

responsive repairs such as fencing, landscaping and gutter

cleaning. Over the last year, they have been expanding to carry

out external repairs throughout Cumbria.

Team Focus: 

Castles & Coasts Services Team

CCS Estates Team staff clearing up 
after bonfire night.
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The Electrical Team is

responsible for delivering 

a programme of electrical

testing in residents’ homes

throughout Cumbria (see

story on page 26 about our

electrical testing programme).

The new Voids Team of

skilled trades - joiners,

plasterers, plumbers, 

electricians etc. carry out all

the work at the end of a

tenancy to properties in the

Workington area.

Operations Manager Brett Carson

said the team offers a better

standard of service "because we

believe people who are employed

directly by the organisation can

deliver work within it, to our

residents and properties, with

more passion". Feedback has

shown a higher level of satisfaction

and fewer complaints.

He added that another benefit of an internal workforce is

being able to respond quickly and effectively to emergencies, such

as preventing flooding in a West Cumbrian scheme last year, and

promptly repairing fencing in high winds recently.

An electrician testing the fuse
board at one of our schemes.

Inspecting an 
empty property (left).
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Money Matters

Don’t Get Evicted, Get in Touch
Castles & Coasts does evict tenants for non-payment of rent, from

time to time, and as a last resort.

We only ever do this when there are no other options available or

if residents are simply not responding to our attempts to contact

them, and only with the permission of a County Court judge.

If you have any concerns about paying your rent or you know we

are trying to contact you, please do not ignore us, we are here to

help you. If your contact details have changed, then let us know!

Paying Rent at Christmas
We know Christmas can be a difficult time of the year financially,

but please ensure you continue to pay your rent over the

Christmas holidays.

If you’re going to have any problems making your payments,

then please get in touch (see below). There is a choice of

payment methods (see page 23).

Universal Credit

Roll-out Continues
Full service roll-out of Universal Credit is continuing in all the

areas we operate in. Universal Credit can be complicated and is

very different from the old benefits system. If you have any

queries or concerns about moving on to Universal Credit, then

please contact us.



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

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 us.

22



23

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 step by step guide on pages 12 & 13 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 – By contacting 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. 

This method is not available over Christmas, so please pay
your rent before the office closes for the Christmas break
(see festive opening hours on page 4).

Remember, your rent should always be paid in advance.
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Your Home and Home Improvements

Damp in Your Home?

See Our video

We have a number of

helpful videos available

on our website. The

videos just take a few

minutes to watch and

give lots of useful

information.

Last time in the magazine, we featured the Gas Servicing & Safety

video on the site.

In this edition, we’re looking at the video that provides advice on

dealing with condensation or damp in your home.

It looks at the causes of dampness in the home and how to reduce

moisture in the air – by opening windows, putting lids on pans and

not obstructing radiators, especially with wet clothes, as well as

how to heat your home better (gentle heating for a longer time

rather than short bursts of high heat). This could also reduce your

bills.

To access the videos, visit: www.castlesandcoasts.co.uk

and click on the ‘Your Home’ section.
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New Lake District Homes

We have 13 new homes at Oak Fold in Crosthwaite, Kendal,

giving residents options for different types of housing tenure.

Four are two-bedroom bungalows for shared ownership. There

are nine houses, including four, three and two-bedroom 

properties, offering a mixture of outright sale, Rent to Buy and

rented homes. These homes are for local people and do have

some occupancy restrictions. Please contact our Customer

Services Team for more details.
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Electrical Testing – Please Allow Access
Please allow access to your home for our workmen

to carry out vital electrical testing.

Our electrical tests at tenants’ homes are

now carried out every five years, instead of

ten, as happened in the past. Head of

Maintenance Dave Elwood explained it’s not a

legal requirement, but part of our Best Practice for

the safety of our residents.

The testing is carried out on the whole electrical system, including

plug sockets and fuse boards.

Castles & Coasts or our contractors will be in touch if and when

your property is due for a check. Remember it’s in your interests

to give access. If you have any queries, please contact Customer

Services.

New Repairs Contracts
A new contractor will be looking after the day-to-day repairs at

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

Esh has won the contract after a recent procurement

exercise and started providing the service in September.

Head of Maintenance Dave Elwood said: “As far as

residents are concerned, the switchover to the new

contractor has been seamless. We hope to see an

improved service, especially with better

communication over visits to residents’ homes.”

New contracts for our day-to-day repairs service in the

North West should be in place by the end of the year.



27

Making Cards and Crackers
From wedding dresses to making cards for every

occasion, including Christmas – that is the creative

journey of Carlisle resident Lilian Graham.

When she started with

cards, Lilian, of

Bishops Close, admits

she didn’t have a clue,

but she joined a craft

class about ten years

ago and “it snowballed

from there”, she says.

She buys the card, 

cuts it to size and uses

flowers and decorations

from craft packs, but

also cuts out anything

that takes her eye in a magazine and pastes it onto cardboard

to stiffen it, then sticks it to the card. Her daughter Ann helps

her with any drawing she needs.

And one of the side effects of her craft is that it’s good for her

arthritis. “Using my hands actually helps,” she says. “I make

cards for birthdays, Christmas, anything. If anyone asks for a

card for a special occasion, I’ll make it for them.” She sells them

and all the proceeds go to charity.

She also makes festive table decorations and Christmas

crackers, and added: “I am one of those people who likes a

challenge,”

Lilian Graham with some of her cards.
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New Residents’ Group
Cragside Court in

Gateshead has

recently secured

funding and set up its

own residents’ group. 

It is running a weekly

arts programme with

sessions in the

residents’ lounge, as

well as visits to art

galleries and

museums, for both

Castles & Coasts residents and people from the local community.

The group has future plans to get a computer and a bingo machine.

Cash From Coffee!
Residents in our schemes

have been raising their

coffee cups for Macmillan

Cancer Support and have

made amazing amounts of

cash for the charity.

Catherine Mill at

Whitehaven raised £600

through its coffee morning

with bring-and-buy and

cake stalls, tombola and

raffles, while neighbouring

scheme Sneckyeat Court raised

£447 with several coffee mornings and fundraising events.

Residents enjoying the art programme at
Cragside Court.

Catherine Mill residents at their
Macmillan coffee morning.



29

Crossword

Across

4 Sweet mince in this for a

Christmas treat (3)

6 You may find a partridge in

here! (4, 4)

7 A syrupy head cover? (3)

9 Winter may make these

water solids (7)

11 “-----” Stiles (5)

12 Later (5)

14 Strange sheep sound may

be like this cake! (3, 4)

15 To “---” with drink may make

you one over the eight! (3)

17 Aiding and “--------”(8)

18 A Christmas Carol’s smallest

boy (3)

Down

1 Quiet and cordial (8)

2 Pull one of these for a 

Christmas treat (7)

3 Wooden antique in village near

Penzance (5)

4 The congregation may sit well

on this at a church service (3)

5 Faberge’s iconic breakfast item (3)

8 Quenching activity at a

Christmas party? (8)

10 Icy treats after turkey perhaps (7)

13 Bovine may have some stomach

for this! (5)

15 Sounds like golfer’s green

activity, to place? (3)

16 Many amps contain this staple (3)

S
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You can also pay by direct 

debit, standing order, or with 

your debit card. If you currently 

pay over the phone, or with an

AllPay card, you can switch to 

an easier way to pay. If you 

would like help to switch to

an easier payment method, 

please contact our Income Team on

01228 635492,  or by emailing:

income@castlesandcoasts.co.uk

Please remember 

to make your rent 

and service charge

payments before 

we close at 12 noon

on the 24th December
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In case of an emergency repair…

Please note: our offices will be closed for the Christmas period

from 12 noon on Monday 24th December 2018, until 8:45am

on Wednesday 2nd January 2019.

Please note: our repairs service will be limited to emergency

repairs only over the Christmas period whilst our offices are 

closed. If you have an emergency repair during this period, 

please call: 0800 085 1171. Our normal repairs service will 

resume on 2nd January.

What is an emergency repair?

An emergency repair is where action is required to remove a

danger to a property, its occupants or visitors. The following are

classed as emergency repairs:

• 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

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

National Gas Emergency Service on 0800 111 999
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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 this 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 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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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: 154 New Bridge Street, NE1 2TE

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 require this document in large print, Braille, CD

audiotape, or in other languages, please ask.

Call Customer Services on: 0800 085 1171


