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Customer
Feedback -
Please Get
Involved!

There is still time to

give your feedback on

our services and play

your part in helping to

improve them. We

welcome volunteers to

join our Resident

Feedback Groups

(RFGs). These are

‘task and finish’ groups

that focus on a 

particular service. So

far in 2019, we have

involved residents in

the new Leasehold

Handbook (see page x)

and customer feedback

events in Carlisle,

Newcastle and

Workington.
Continued on next page

2

Inside Your 

Autumn Magazine...

Poppy for remembrance
and food! Resident Anne
Gibbons snapped this bee
on a poppy flower in the
gardens at Bank Top
Hamlet, Whickham,
Gateshead.



Another five RFGs will be running during the rest of the year. 

We will be looking at: 

• Information for customers moving into new-build properties 

• Customer communications for service charges 

• Customer feedback on future asset management 

• Customer communications, including our website and 

social media (see story on page xx) 

• Grounds maintenance and communal cleaning standards. We’re

keen to make it as easy as possible to get involved and welcome

residents to give their thoughts in person, by phone and email. 

If you’ve registered your interest, the Customer Experience Team

will be contacting you soon. If you haven’t already done so and

you’d like to give your feedback, please contact us at:

feedback@castlesandcoasts.co.uk or call: 01228 635498.

Flying High For Charity
Residents at one of our North East sheltered schemes ventured

out in pinnies, head scarves and hair rollers in July! 

But it was all in a good cause as Wadham Court in Ryhope,

Sunderland, held a bad taste dress party for a major fundraising

event in aid of the Great North Air Ambulance Service

(GNAAS).

Residents at one of our North East sheltered schemes ventured

out in pinnies, head scarves and hair rollers in July! 

But it was all in a good cause as Wadham Court in Ryhope,

Sunderland, held a bad taste dress party for a major fundraising

event in aid of the Great North Air Ambulance Service

(GNAAS).                                  Story continues over the page
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Flying High For Charity continued

And a magnificent £512 was raised at the event that brought

members of the local community into the scheme to share the

fun with residents. They tucked into pulled pork sandwiches,

and enjoyed bingo, quiz and a raffle with prizes donated. 

Our Senior Customer Experience Officer John-Paul Whalen put

his best foot forward to run 13 miles for the same charity in the

Liverpool Rock n’ Roll half marathon during the Spring Bank

Holiday weekend. He raised £150. 

And Castles & Coasts staff have amassed an amazing £950 for

their chosen charity with events, such as sweepstakes for

Eurovision and the Women’s World Cup, plus donations.



Our Computer Guys!
Two residents’ lives have been transformed since they

moved into Wadham Court,

our sheltered and 

supported scheme at

Ryhope, Sunderland.

And the men have come on in

leaps and bounds since they

joined a computer course at

the scheme. 

One of them Neil Hildrew tells

Scheme Officer Sue Clark

regularly how much he enjoys

living there. “It’s the best place

I have ever lived,” he says. 

He does the course on Monday

afternoons in term-time with another resident Tony Anderson. 

Not only do they get the encouragement of tutor Denis Crompton,

who comes into Wadham Court to teach anyone who wants to

learn, but Sue encourages them to keep achieving in their

everyday lives, as well as at the keyboard. 

After never being on a bus for half a century, they are now going

on outings, with other friends, to Tynemouth and on shopping

expeditions in the Sunderland area. They’re also selling raffle

tickets and helping to run events at the scheme, such as Tuesday

bingo. 

“The changes in Neil and Tony are unbelievable,” said Sue.

“Neither of them had ever used a computer before and they’re

doing really well. Tony has bought himself an iPad to teach himself

when Denis isn’t here. It just shows what anyone can achieve with

encouragement”.

Neil, left, and Tony, right, with
tutor Denis in the centre.
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Do You Want to Help Us?
We’re looking for resident volunteers with an interest in social

media, websites, and helping to produce our magazine. 

Castles & Coasts wants to ensure we communicate effectively with

all our customers. To help us do this, we’ve updated our website

and will be launching a Facebook page. 

We want content on our website and Facebook page to meet all

our customers’ needs. To achieve this, we’d like residents to work

with us to suggest content and provide feedback. 

We’d also like new members for our Editorial Panel that meets in

Carlisle four times a year to help guide the content and design of

this, the residents’ magazine. Apart from quarterly meetings, panel

members are sent an early proof of the printed magazine, inviting

their comments on the stories and layout.

If you’d like to be involved or would like further information, please

contact our Senior Customer Experience Officer John-Paul

Whalen by email: johnpaul.whalen@castlesandcoasts.co.uk or

telephone him on: 01228 635498.

Did you spot three of our customer facing offices on the front cover?

They are Stoneleigh, Workington, top left, Castle Street, Carlisle, top

right, and Arcadia House, Newcastle.
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Team Focus: Leasehold Team

Our Leasehold Team manages 1,022 leasehold properties

throughout Castles & Coasts’ operating areas.

It is made up of four members of staff based in Carlisle, Newcastle

and Workington, along with three locally based Resident Managers

and a cleaner. The types of leasehold properties the team is

responsible for include Right to Buy, Right to Acquire, Shared

Ownership, Home Ownership and Leasehold Schemes for over 55s.

The team is led by Leasehold Manager Ann Ellams. Ann

explained: “The Leasehold Team is responsible for the 

management of all our leasehold properties, in line with 

Our Leasehold Team members. Left to right are: Cheryl Moody
(Leasehold Officer), Aileen Edgar (Assistant Leasehold Officer),
Mike Timney (Leasehold Officer) and Ann Ellams (Leasehold
Manager). Not pictured are Resident Managers Julie O'Donnell,
Rosiland Huck, Debbie Ethell, and Cleaner Connie Dixon.
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each individual lease. The properties we manage vary hugely,

from quiet rural schemes to busy city centre schemes.” 

She added: “The Leasehold Team strives to build good 

relationships with all leaseholders and to have a good knowledge

of all the schemes. We’re always available for help and advice on

all aspects of leasehold and shared ownership and, where the

involvement of other departments is needed, we will act in a 

co-ordinating role. Good customer service is at the heart of all our

activities. 

“Management of the leasehold properties includes recovering rent

and service charges from our customers. To do this, we work

closely with the Association’s Income Team. 

“We’re responsible for assisting customers if they want to either

buy or sell a leasehold property. Customers will also contact the

team if they want to buy further shares in their property. This is a

process called staircasing. The greater the share customers own

in their home, the less rent they will pay.” 

The Association provides leaseholders with a Leasehold

Handbook that informs our leaseholders of services they can

expect from Castles & Coasts. The handbook has recently been

updated (see right) and is available to view on our website. 

If you’d like more information about what our Leasehold Team

does, please see our website:

http://castlesandcoasts.co.uk/your-home/leasehold-home-

ownership/
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Updated Leasehold Handbook

We have been working with our residents on an updated version

of the Leasehold Handbook. 

The handbook tells our leaseholders what services they can

expect from Castles & Coasts. 

Since we formed in July 2017, we have continued to develop the

information we provide to our customers. 

We identified that the Leasehold Handbook could be improved and

were keen to hear from leaseholders themselves about what they

felt should be included. 

The feedback came through one of our Resident Feedback

Groups (see story on page xx). Our customers gave their

feedback in person, over the phone and by email. 

The new handbook is available on the Castles & Coasts website:

www.castlesandcoasts.co.uk/your-home/leasehold-home-

ownership/ If you’d like a paper copy of the handbook or have

any further questions, please contact our Leasehold Team at:

01228 635651 or e-mail:

leasehold@castlesandcoasts.co.uk
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How a Fire in My House Affected

My Family
Cockermouth resident Melissa Alexander got the phone call

from hell when she was out with her family in Whitehaven

on a summer’s day last year.

In fact, Melissa thought it

was a joke when her

neighbour called her to say

her house was on fire and

the emergency services had

been called. The family

(pictured above) rushed

home by bus and taxi and

Melissa was horrified to see

the extent of the damage. 

The fire had started in the bedroom shared by her daughters. 

Two devices had been left charging on top of the bed frame. It’s

thought one of the devices overheated and set fire to the bed.

Soon, her daughters’ clothes, belongings and even coats and

dressing gowns on the back of the door were aflame.

Thankfully, her neighbour noticed the fire and called the

emergency services. Due to the swift action of the fire brigade, 

it didn’t spread through the whole property, but the ceiling had

collapsed in the bedroom and there was fire damage to the

adjacent bedroom and the living room.

She said: “There was a lot of smoke damage and we had to bin

everything that was in the room. One of my daughters was doing

her GCSEs and lost all her work. What was not fire damaged was

water damaged. You just don’t realise the impact a fire can have.”
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Due to the damage, the family had to live in temporary 

accommodation for six months. Melissa said: “Castles & Coasts

were great and, thankfully, could give us a temporary property on

the same street. We were very lucky we weren’t there at the time

and no-one was hurt.” 

Aside from the disruption to their lives, the cost has had an even

bigger impact. Unfortunately, Melissa didn’t have contents

insurance, so has had to buy everything again. “You don’t realise

how much it all costs,” she said. In fact, a year on, the family still

hasn’t managed to replace everything. 

She added: “Getting contents insurance is

just one of those things I never got around

to doing, but I have learnt my lesson and

now make sure I have insurance.” 

Do you have insurance cover for your
furniture and belongings? If not, a low-
cost scheme is available for Castles &
Coasts customers. It is arranged by
Royal & Sun Alliance Insurance plc.

For initial enquiries please call: 
03456 718 172. We have also produced 
a leaflet about the scheme. It is available
on our website:
www.castlesandcoasts.co.uk 
or contact our Customer Services Team
(see contact details on the back page) 
to obtain a copy.



12

Happy Birthday to

Castles & Coasts
We’re proud of the progress we’ve made in the last two

years since Castles & Coasts was created, say Chair of the

Board Fiona Moore and Chief Executive Stephanie Murphy.

Our achievements have been built around you, our residents –

to ensure you receive the best possible service. Since 2017, 

we have: 

• Invested £19.8m to improve existing homes

• Committed to invest £10.5m in your homes each year in the

coming years 

• Invested £1.5m in recruiting more than 50 additional members

of staff and developing our existing staff to support you with a

high quality service 

• Maintained local Customer Service Teams in the areas we serve 

• Launched new ways to access our services with more online

services to make payments, report repairs, register interest in a

new home or report anti-social behaviour (ASB). 

We’ll also be adding more homes to our stock, with 600 new

properties planned for the next five years. 

We are committed to a programme of continued 

investment in homes and services to ensure we continue to meet

our mission to provide affordable homes and sustainable

communities with pride, passion and principles.



13

Our Chair of the
Board Fiona Moore,
left, and our 
Chief Executive
Stephanie Murphy.
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Home Swap Made Easy
Castles & Coasts resident

Debra Cowell has just done

something she's never

done before - she's

swapped her house with

another resident. 

And Debra is looking

forward to her new life at

our Anick View scheme in

Hexham, Northumberland,

seven miles away from  

where she used to live in 

Haydon Bridge. 

She explained: "I wanted to downsize from a three-bedroom house

to a two-bedroom property, as there are only myself and my

youngest son at home now." 

She tried to bid for a number of houses through Northumberland

Homefinder, but was unsuccessful. 

The opportunity for her swap arose after Debra heard of another

resident who was looking to swap her home for a larger property. 

Debra said: "My new property is a perfect size for myself and my

son and will save me both time and money, while moving to

Hexham means I'm much closer to work and two of my 

grandchildren." 

If you're looking for a house swap, Castles & Coasts subscribes to

the HomeSwapper mutual exchange service and pays for our

tenants' registration, subject to no breaches of tenancy. 

Debra’s new home in Hexham.
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You can access the service online, through social media, or

download an app for your mobile. Once you've seen adverts for

properties you like, you can contact the tenants and arrange a

viewing. 

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

Alternatively, visit our website: www.castlesandcoasts.co.uk to

find the homes we have available.

In addition, if you're looking for a home in the North West, you can

visit: www.cumbriachoice.org.uk For further information, please

contact our Customer Services Team.
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Scheme Spotlight
Upperby Court, Carlisle - “There isn’t any better place to live.”

A community where people are

kind and friendly and help each

other through the challenges of

growing older is how residents

describe one of our sheltered

schemes in Carlisle. 

Upperby Court has 32 individual

flats and was opened in 1986 

to provide independent living 

for over 55s. The scheme has 

a central community hall for

socialising, access to emergency

care facilities and a dedicated

Scheme Officer in June Bell.

It’s a popular scheme, situated

about a mile from the centre of

Carlisle, with good bus links. It’s

in a pleasant area with

Hammond’s Pond park, and its

boating lake, miniature railway

and café, just a walk away.

There are also local shops and

amenities nearby. Residents

enjoy organising their own

social activities, which include

afternoon tea on Wednesdays,

bingo on Fridays, fish and chips

once a month and regular short trips out.



Mary Newall, who has lived there for 15 years, said: “It’s a place

where I feel safe, with nice people. I have a lot of good friends

and we do things together. To me, the whole idea of being in a

place like this is to have people around you, your own age. 

“The flats are lovely. I’m upstairs and I can see out to the hills at

Caldbeck. There isn’t any better place to live.” 

Minnie Pawley says she loves “everything” about life at Upperby

Court. “It’s secluded, the people are lovely. They’re courteous

and kind and help you if you’re ill. We enjoy the activities 

together and look out for each other, while June Bell, our

Scheme Officer, is an added bonus.” 

If you would like to move, or you have family or friends 
interested in a new home, we have properties located t
hroughout the north of England. Please visit our website: 
www.castlesandcoasts.co.uk to view our current available
properties.
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A good alternative source of affordable credit, rather than

taking out a high interest loan, is to join a credit union.

Credit unions are financial co-operatives

which provide a range of services to their

members, allowing you to save, as well

as borrow money. They are owned and

controlled by their members. 

All money saved in a credit union is

protected by the Financial Services

Compensation Scheme (FSCA) up to 

the value of £85,000 per person, the 

Credit unions come in all shapes and sizes. Whether you’re

looking for a credit union with online and phone banking, a payroll

partnership with your employer, a local branch or service point you

can walk into – or a combination of all three – there’s a good

chance you’ll find the credit union to meet your needs. 

Please remember to always seek independent advice before

taking out a loan. To find your local credit union, visit:

www.findyourcreditunion.co.uk or take a look at these local

ones listed right.   

Money Matters

level of protection that is available with

banks and building societies.

The first credit union in Britain began trading in 1964, 

and over the last 50-plus years, credit unions have grown 

to provide loans and savings to more than 1.2 million people

across England, Scotland and Wales. 
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NE First Credit Union offers services to residents in

Northumberland, County Durham and Tyne and Wear. It was

formed from the merger of smaller North East based credit unions. 

NE First has been offering savings and loans to members for more

than twenty years. Call: 0330 055 3666

or visit: www.nefirstcu.co.uk for more information. 

Carlisle and District Credit Union serves everyone who lives or

works in Cumbria. It offers savings and loans and has a high

street branch in Carlisle. Call: 01228 594007,

email cadcul@btconnect.com or visit: www.carlislecu.com for

more information. 

Affinity Credit Union provides secure, ethical savings and fair

affordable loans for people in West Cumbria. It has branches in

Workington town centre and Cleator Moor. Call: 01946 817508,

email info@affinitycu.co.uk or visit: www.affinitycu.co.uk for

more information.

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 contacting

our Customer Services team.

Automated Telephone Payments – Ring our 24-hour

automated line: 0330 041 6497 to make a

payment, using your bank card. All you need

is your Allpay reference number. Contact

Customer Services if you don’t know it.

Direct Debit– We can help youset up a Direct Debit to

avoidmissing 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: 20-18-62. 

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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Major Improvements to Residents’ Homes

Castles & Coasts is spending over £5m in the financial year

2019 - 20 on improvements to residents’ homes.

The money is being spent on 1,186 individual improvements to

our properties (please see diagram below for numbers of all the

major works). 

The investment is a mark of our commitment to ensuring your

homes meet quality standards. Where appropriate, residents will

be given a choice of fittings. 

The works include: 

• Bathroom upgrades with an

over-bath shower (if possible) 

• New windows and external

doors that are heat efficient 

and give increased security 

• Kitchens designed with 

individual input from customers 

• Upgraded heating systems

with ‘A’ rated boilers to reduce

energy consumption 

• New roofs with added loft   

insulation. 

A further £700,000 will be spent on external decoration to our

properties.

Property Page



To see the programme in detail, including the schemes where 

the work is taking place, please visit our website: 

http://castlesandcoasts.co.uk/your-home/

planned-works-2019-2020/
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Homes For Staveley
We are building 13 much needed homes in the Lake

District village of Staveley. 

The new development will create a mixed community of

homes for Outright Sale, Shared Ownership, affordable

properties for rent and Rent to Buy (where residents rent

in the first instance, then go on to buy). 

The scheme is a mix of two and three-bedroom houses

and two-bedroom bungalows. They will be available from

November to people who will qualify through the Lake

District National Park’s ‘local occupancy’ criteria.

Head of Development David Brown said: "We are

constructing a sympathetic development, working with a

local contractor and suppliers. These homes will help

address the area's huge demand for affordable housing." 

This is a further phase for us in Staveley. We completed

18 homes in the village four years ago – a mix of two-

bedroom bungalows, two and three-bedroom houses

and one four-bedroom house – and we have our scheme

at Caldrigg Fold.



24

Snake’s Head Fritillary -Grow Your Own!
The unusual flower growing in the

wild at our Castle Gardens

sheltered scheme in Papcastle,

near Cockermouth, can be 

cultivated in your garden. 

The snake’s head fritillary that we

featured in the last edition of the

magazine is often available to buy

in the autumn, according to one of

our keen amateur gardeners. 

Anne Gibbons of Bank Top Hamlet

at Whickham told us: “You see them

in the shops and at garden centres

at this time of the year. They come

as fairly small, knobbly white bulbs

and they’re not expensive to buy.” 

The plant, known by various names, is now quite rare in the wild

in many places. 

It flowers in the early spring and was growing in an area in Castle

Gardens left to develop naturally, at the request of residents.

Residents’ Page
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Knit n’ Natter 
Knitting and nattering are popular twin pursuits at Pembroke Court

in Sunderland - for good causes and socialising. 

Around a dozen knitters gather in the communal lounge of our

sheltered scheme on Wednesdays to turn donated wool into tiny

hats for new-born babies at their

local hospital, blankets for a dog

shelter and memory boxes for

babies in the family. 

And there is usually plenty of

chat to accompany the stitches!

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

However, if you or someone you know prefers a paper copy, large

print or audio copy on cassette or CD you only need to request it

once from our Customer Services Team. 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 our Customer Services Team to cancel your

paper copy.
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Sudoku

Another 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.

Cookery Corner 

In line with our second birthday theme in this magazine, here

is a recipe for a basic Victoria sponge cake for all your

celebrations. 

Celebration Cake

200g (8 ozs) self-raising flour 
1 tsp baking powder (optional) 
200g (8 ozs) caster sugar 
200g (8 ozs) butter / margarine 
4 medium eggs, lightly beaten 
Few drops vanilla essence (optional)
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Mix the sugar into the butter in a large bowl and gradually

work in the beaten eggs. Fold in the flour to a dropping

consistency (you may want to add a couple of spoonfuls of

milk / water to achieve this). 

Divide the mixture between two greased / lined sandwich

cake tins and bake at 175 deg C fan oven, gas mark 4, for

about 40 – 45 minutes in total, turning the heat down after

25 minutes to about 150 deg C fan, gas mark 2 – 3. Cakes

should have stopped sizzling and be springy to the touch

when they are ready. 

Sandwich together by spreading with jam and / or 

buttercream, made with icing sugar worked into a large knob

of butter / margarine. For a smaller cake, use half the recipe

and one tin. For chocolate cake, replace 50g (2 ozs) of flour

with cocoa powder and add a heaped teaspoon of cocoa

powder to the icing.
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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 require this document in large print, Braille, CD

audiotape, or in other languages, please ask.




