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News for the residents of Castles & Coasts Housing Association      Summer 2018

Issue 3

Castles & Coasts

From Whitburn on the east coast to Workington on the west!
Our coast to coast pictures show Souter Lighthouse, near
Sunderland, and the Workington coast before sunset.

Inside: Rechargeable Repairs… page 2 
Win a Prize For Making Rent Payment Changes… page 4        
Go Green! Check Out Our Gardening Theme… pages 7 and 11        

We’re OnlineThis is the first issue of our magazine
that most residents will access online,
via our website, instead of being sent
out to all residents in the post. Paper copies are still available for
those who prefer to read Castles &
Coasts this way. See full story on
page 3.



Residents at Dickinson Court in Whitehaven
worked hard to create this blooming
summer paradise on their patio.
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Our new Rechargeable Repairs Policy became effective from
June 1. You should have received information through the post
to explain what this means for you, as a resident of Castles &
Coasts. 
Below is a summary of the policy. To find out more, or if you have any
questions, please refer to the information posted out or contact our
Customer Services Team on: 0800 085 1171. 

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. 

Our most common 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 

  • Removal of items, and cleaning, after a resident has moved out 

  • Damage caused during police raids

  • Overgrown and untidy gardens.

Though we have charged in the past for the items listed above, the main
change in the new policy is that residents will be required to pay in full and in
advance of the repair, while previously, the work for a non-emergency repair
was completed before the charge was added to rent accounts.

The change has been brought in to protect the Association’s income and
enable us to use it to provide and maximise residents’ services.

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, you will have the option to complete your own repairs that you are
responsible for, as long as you use a certified / qualified contractor – and we
may ask to survey works once they are completed. We also recommend
residents have home contents insurance. You may be able to claim from it
for some repairs.

This change does not affect normal day-to-day repairs, where there are
property defects or fair wear and tear. 

If you don’t have home contents insurance to cover damage caused, Castles
& Coasts can provide you with information about a scheme for social housing
residents (see back page for full contact information). 
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As previously notified, from this edition, our
magazine will be posted to those residents who
have requested to receive a paper copy.
It can also be accessed via our website at:
www.castlesandcoasts.co.uk.
If you’re reading it online, it is still available in paper form,
at any time, to residents who request a copy.

Many residents have already asked Customer Services for
a copy to be posted out. Everyone who has requested the
magazine in paper format will be sent one each time.

If you know any residents who would prefer to receive the
paper version of the magazine in the post – and have not
already requested this – it is not too late for them to ring
Customer Services on: 0800 085 1171. They only need to
do it once and we will post them a copy each quarter.

You told us you’d like to know
more about the different
types of housing we provide
at Castles & Coasts.

Please see our house
illustration, above, which
shows the number of rented
homes we have, this includes;
general needs, sheltered and
supported. In total, we have
5,998 rented homes. 

Also shown is the number
of our home ownership
homes. This includes shared
ownership homes, leasehold
homes, and outright ownership
homes, where we provide
services to those residents.

The map shows the spread of
properties across the North. 
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Payment Changes
at Our Offices
We are no longer taking cash payments at any of our
offices. The change came into effect at the start of
June, as we mentioned in the last Castles & Coasts
magazine.

If this is causing any problems for you, please contact
Customer Services Manager Pamela Armstrong on:
0800 085 1171 to discuss other available options. 

The pins show where Castles & Coasts has properties. Map Data © 2017 Google. 

Our Homes

General
Needs 
5,272

Home
Ownership

1,022

Sheltered 
679

Supported 
47
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It’s not too late to win a £30 voucher prize to spend on your
home or garden, just by making the switch to direct debit
or online payments through our Residents’ Self-Service
Facility (Residents’ Portal).

But, please note, you need to switch before the end of June
to be in with a chance of winning a £30 prize in B&Q vouchers.

Many residents still ring up to pay their rent by debit card
or use our Allpay card facility via outlets where there is a
‘Paypoint’ sign.

Customer Services Manager Pamela Armstrong said:
“We’d like to encourage residents to either use direct debit
or pay online through the Residents’ Portal. To arrange
direct debit payments, contact Customer Services. To
make payments through the portal, see below. You can

Win a Voucher For Making Online Payments!    

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.”

All new users of this service, who currently pay over the
phone or use an Allpay card, who sign up for direct debit
or the portal and pay their rent or service charges either
of these ways before the end of June, will be entered into
a prize draw to win ten prizes of £30 in B&Q vouchers.

And, any existing residents currently using direct debit or the
portal to make payments will be entered into a second prize
draw where a further ten B&Q vouchers of £30 each will be up
for grabs. The draw will take place on July 2. Good luck!

If you haven’t used the portal before, please see the step
by step user guide below.

Do you still pay your rent or service charges over the phone or using an Allpay card? 

This is how you can pay your rent or service charges online:

How to Pay Online

For payments to show on your account the next working day, they must be made before 6 pm the previous day.
If you have any queries, please contact Customer Services on: 0800 085 1171.

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.

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 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.

Step 3: After logging in 
with your chosen username
and password, click on 
My Account and select 

Make a Payment.



5

Cast les  &  Coasts I ssue  3  -  Summer  2018

Our extra-care scheme offers 69 luxury, self-contained
apartments for sale, shared ownership and rent for
independent and secure living for the over 55s.

There is an on-site care team for those residents who
require care or may require it in the future, with packages
tailored to suit individual needs. The scheme has a bistro,
hairdressers and beauty salon, all set in landscaped
gardens, while indoor activities range from crafts to
Scrabble, Spanish class to keep fit.

And yet the ready-made community is close to town
centre shops, supermarket, buses and other local
amenities.

Resident Alistair Corfield, who has lived there for over two
years, describes it as “perfect”.

“The rooms are spacious, the staff are exceedingly helpful
and always smiling, and we have an excellent bistro and

beauty salon,” he said. “Everything is spotlessly clean here
and if there is a problem at all, it’s no effort to be sorted out
for us.”

He enjoys sitting on his first-floor balcony in fine weather,
but also likes the quiet of his apartment and appreciates
that the kitchen units are at a perfect level to suit him.

Linda Brown, who also comes from Keswick, moved into
Greta Gardens in October, 2016. “I love it here,” she said.
“It’s a good, little community. You walk out of your
apartment and bump into someone to have a chat. You
never get lonely. I’ve made friends with a lot of
neighbours.”

Linda has a little dog and says there are plenty of places
to take her for a walk nearby, while for a longer walk, there
is the countryside of the beautiful Lake District. “What’s
not to like when you have a spectacular view of Skiddaw
from your window?”

She’s also got involved in organising events, such as
quizzes and games nights for the other residents. They
were holding a ‘cake and fizz’ social to celebrate the royal
wedding in May.

If you’re interested in living at Greta Gardens or you know
someone who might be, phone: 0800 085 1171, email:
cs@castlesandcoasts.co.uk or call into the scheme on
weekdays between 9 – 5 pm to speak to a staff member.

Residents living at our extra-care scheme in the heart of Keswick describe Greta Gardens as the town’s
‘best kept secret’ but they’re happy to share it with Castles & Coasts readers in our first Scheme Spotlight!

Scheme Spotlight   
Keswick’s Best Kept Secret - Greta Gardens

The exterior of Greta Gardens.

A living room at the scheme.

Resident Linda Brown with her Pomeranian Chihuahua Skye.



Satisfaction Survey on 
its Way

During June, you may receive a survey in

the post or by email. This survey measures

the satisfaction of our residents and will

be carried out every two years to help us

understand what we are doing well and

where we may need to improve. 

We urge you to please complete this survey

as your feedback is really important to us.
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Customer Feedback – Have Your Say!
At Castles & Coasts, we aim to deliver high quality services and want to work 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 last year, we have worked with a
number of residents to get their feedback, but want to
encourage as many residents to have their say as possible.

Over the coming months, we will have the following
opportunities available. We’d like to hear from you if there
is something you would like to get involved in:

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 will
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.
If you’d like to be involved
in any of the above groups,
please email Customer
Experience Manager
Dawn Clark at:
dawn.clark@castlesandcoasts.co.uk or contact her by
telephone on: 01228 635663. 

Customer Experience Manager
Dawn Clark.

Our Charity Fundraising
We have been raising funds for the Great North Air
Ambulance Service for more than five years now and
plan to continue our fundraising for the charity for the
next two years. 

In the last year, Castles & Coasts staff, with the help of
some of our residents in the sheltered and supported
schemes, raised a total of £1,719.

This year, we have had an Easter
raffle and cake and fudge sale that
raised £153.  A Grand National
sweepstake added a further £50.

Sweet treats for our Great North Air
Ambulance Service fundraising. 

Privacy Update
We take privacy issues and management of residents’
data very seriously at Castles & Coasts.

We have updated our privacy notice, in line with the new
General Data Protection Regulation, that came into
effect during May this year.

The new privacy policy applies to all information that
Castles & Coasts has been provided with which
identifies any individual.

Our privacy notice answers questions such as:

· What information is being collected?

· Who is collecting it?

· How is it collected?

· Why is it being collected?

· How will it be used?

· Who will it be shared with?

Please note, it is our role to ensure data we hold on you
is kept safe. In order to do so, we are unable to discuss
the details of your tenancy or lease with a third party
without your consent. If you want someone to contact
us on your behalf to discuss this, we need your
permission. Please contact our Customer Services
Team for further information.

Full details of our privacy policy are available on our
website: www.castlesandcoasts.co.uk/privacy Our
privacy notice will be reviewed and updated regularly. 
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And it’s largely down to resident Brian Watterson and his
team of fellow residents who make the garden an oasis of
colour each summer.

What’s more, he and other residents have transformed the
big greenhouse into a growing space for fruit and
vegetables since he moved into the scheme, with his wife
Faith, over two years ago. A keen gardener, Brian had a
greenhouse in his previous home.

The Castles & Coasts Services Team carry out grass
cutting and landscaping at the scheme, and members of
the gardening group get involved regularly in tending to
the flowers – planting out, dead-heading and watering
in summer.

“People come and potter in the garden as and when they
want,” explained Brian. “There are seats for people to enjoy
it and the bistro has tables and chairs outside. It’s the
community’s garden and the whole scheme is about the
community.”

Meanwhile, Greta Gardens has entered Keswick-in-Bloom
again this year!

Keswick Gardeners’ Winning Ways
It’s official that Greta Gardens, our extra-care scheme at Keswick is blooming lovely! It won the
Keswick-in-Bloom award for the best communal garden last year.

Three of the gardening team, from left to right: Brian Watterson,
Sylvia Rennie and Tom Rennie.

Summer pots and baskets at Greta Gardens.

Tips to Stay Safe in the Garden    
Gardening is a great way to get fit. Research shows that
two and a half hours a week of moderate physical activity,
such as gardening, can give you more energy and help to
relieve arthritic pain and stiffness.
But make sure you don’t overdo it and injure yourself in the
process. Here are a few tips to help you stay safe in the
garden this summer:

• Wear gloves to lower the risk of cuts and skin irritation

• If it’s hot, cover up with long sleeves, hat, sunglasses 
and sun cream with adequate skin protection factor

• Make sure any equipment you use is                              
working properly and sharpen any tools carefully

• Follow instructions on harmful chemical products and
keep them, as well as tools, out of the reach of children

• Always switch off electrical equipment at the socket 
and unplug it when not in use, especially if you’re 
clearing grass from a lawnmower’s blades

• If you’re out in hot weather most of the day, drink 
more fluids and take rests in the shade

• Eat healthy foods to keep you energised.
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Team Focus: Income
Our Income Team at Castles & Coasts has 14 staff members. Led by Income Manager Jonathan
Graham, there are eight staff working in the customer-facing Income Team and five in the Income
Finance Team, whose work is more behind the scenes.

Jonathan said: “The Income Team helps ensure as much
rent is collected as possible. This is important as the rent
we collect is used to pay for the repairs carried out to
properties and the other services provided by the
Association.” 

He added: “The team is here to help, so please don’t
hesitate to get in touch if you have any issues paying your
rent.”

The eight staff members each have defined areas (see
below). They are responsible for:

• Collecting rent and service charges from current and 
former residents

• Collecting debts such as rechargeable repairs (see 
page 2)

• Advising tenants on all rent related matters

• Taking payments

• Helping tenants to sustain their tenancies.

Within the Income Team are two Income Officers, who also
have a financial inclusion role and one Money Advice
Officer. They offer free and confidential welfare rights and
tenancy sustainment services by phone, email or by
visiting residents in their own homes. The service is
impartial and focuses on residents’ needs and options.

Jonathan said: “We can help you with all aspects of welfare
reform, benefits and money advice to sustain tenancies.
This includes help and information on benefits, benefit
claims and tax credits, as well as the completion and
progression of benefit claims, liaising with the local
council, Benefit Appeals, complaints and disputes.”

The patches covered by our Income Officers are: South
Lakeland and Copeland (Dan Colley), Eden and Keswick
(Robert Owens), Tyne and Wear, Northumberland,
Durham and Darlington (Hussein Latif), Carlisle (Jonathan
Proctor), Wigton (and CA7 postcodes), Broughton Moor,
Maryport (and CA15 postcodes), Siddick, Northside,
Derwent Street and Headlands Close (Stephen Morris),
Westfield, Frostoms, Great Clifton / Stainburn, Seaton,
Cockermouth, Distington, Barrow and Lancashire (Jac
Cape) and Workington town centre, Moorclose and
Ashfield (Gillian Hartley).

The Income Finance Team is responsible for setting rent
and service charges, maintaining direct debits, processing
payments, posting Housing Benefit / Universal Credit to
rent accounts, balancing accounts and generally keeping
all accounts updated with any changes.

If you need our help, please ring: 01228 635492 or email:
income@castlesandcoasts.co.uk

Our Income Team, from left to right, are: Income Officer
Hussein Latif, Income / Financial Inclusion Officers Dan Colley
and Robert Owens, Income Manager Jonathan Graham, Money
Advice Officer Pauline Taylor, Income Team Leader Jonathan
Proctor and Income Officers Stephen Morris and Jac Cape. Not
pictured is Income Officer Gillian Hartley.

Our Income Finance Team, from left to right, are: Finance
Officers (Income) Ashleigh Kearns, Elaine Byers, Diane
Cameron, Heather Bewley and Aileen Edgar. Behind them is
Income Manager Jonathan Graham.
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We have produced a guide to help you understand Universal Credit, the new monthly payment
that helps with living costs. You may be entitled to Universal Credit if you’re on a low income or
out of work.

It replaces some of the benefits and tax credits you might
be getting now (see the table above).

If you or your partner are responsible for paying rent for
the home you live in, Universal Credit may provide help
towards the cost. This is called Universal Credit Housing
Costs Element. It has replaced Housing Benefit.

When you make a new claim for Universal Credit, your
housing costs will be paid directly to your bank account,
as part of your Universal Credit payment. It is your
responsibility to make arrangements to pay your full
rent and service charges to us. 

All new claims for Universal Credit are made online via the:
www.gov.ukwebsite, under the ‘Benefits’ section. To start
the claim process, you must set up an account using your
name and address. 

As well as your personal information, you will need your
current rent / service charge details. If you’re unsure of
these, please call Castles & Coasts on: 0800 085 1171.
You will also need to provide our details. Our email address
to use is: universal.credit@castlesandcoasts.co.uk.

Please note: Universal Credit claims cannot be backdated
so the claim process needs to be completed as soon as
possible. If you need assistance, please contact the
Universal Credit Helpline on: 0800 328 5644, drop into the
local JobCentre Plus, or call Castles & Coasts Income
team on: 01228 635492 and ask to speak to a Money
Advice / Financial Inclusion Officer. 

You will also need to verify your identity when making a
new claim and sign your claimant commitment.

For more information about the process, payment dates,
how Universal Credit is calculated and possible Council
Tax reductions, please contact the Income Team at
Castles & Coasts to ask for a copy of the Universal Credit
Tenant guide.

The Universal Credit roll-out
programme for the rest of this year
has been amended with new areas
joining as follows:

• North and South Tyneside - May

• Durham and Darlington - June

• Carlisle, Penrith and Sunderland - July

• Kendal - September 

• Northumberland - November / December

• Barrow - December.

Universal Credit – Your Guide    

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)

•     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

•     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

•     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/



Northside Community Centre’s hall users, happy with their new
look premises.

How to Find a New Home
Most of you told us in the recent survey form that you’re
happy with your current Castles & Coasts home.

If you do need to look for a new home in the future or one
of your friends or family members is seeking a house
move, we 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’.

Alternatively, contact Customer Services for more
information.

One of our contractors Novus Solutions has helped to
redecorate a local community centre in Workington, free
of charge.

Residents are delighted with the redecoration of Northside
Community Centre’s main meeting hall.

Centre Manager Stella Kent said: “We are all absolutely
thrilled to bits with the new colour scheme. The painters
were polite, helpful and very good, clean workers. We’re
getting lots of compliments about our new look from
residents and centre users.”

Novus Solutions has been involved in kitchen and
bathroom replacement work for Castles & Coasts
customers over the last two years in Workington.

Investing in Our
Community
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New Homes For
Rent in Carlisle   

We have added nine new-build rented homes in Carlisle to
our property stock.

They consist of five two-bedroom houses at Cumwhinton
Drive, Harraby, and four three-bedroom houses in
Brackenleigh, Morton, all developed by Taylor Wimpey and
Persimmon.

If you’re interested in a new home, please contact
Customer Services (see back page for contact details).

Some of our new Carlisle homes.

Central Heating
Funding Secured
Castles & Coasts has been successful in
securing funding towards central heating
units at 28 rural properties where there is no
gas supply.
We plan to install Air Source Heat Pumps (ASHPs),
which work like a refrigerator in reverse, taking the heat
from outside to heat water that feeds radiators in the
house.

This technology has been around for several years and
is already in use in many other Castles & Coasts
properties. It is efficient, economic and easy to use.

The properties are all in the Allerdale area of Cumbria
and include Bassenthwaite, Borrowdale, Caldbeck,
Crosby Villa and Prospect.

Staff will contact residents in these areas to discuss
the proposals, the benefits and the likely timescale. 

As well as the initial funding, there will be a longer-term
income generated by each installation through the
Government’s Renewable Heat Incentive scheme (RHI),
which will be ring-fenced for use in other energy
efficiency measures in appropriate housing stock.
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Cookery Corner 
Here is a healthy recipe to make the most of the flavours
of the summer garden.

Rainbow Salad
250g penne pasta or pasta shapes
200g green beans, trimmed and
chopped
Can of tuna, drained
2 tblsp mayonnaise
2 tblsp natural yoghurt
Handful of snipped chives (or other garden herbs)
200g cherry tomatoes, quartered
1 orange or red pepper, chopped
Can of sweetcorn, drained

Cook the pasta and drain well. Cook the green beans. Rinse
in cold water and drain while still slightly crisp. Mix the tuna
with the mayonnaise and yoghurt, adding the herbs.

Place the pasta in a large glass bowl, individual glasses or
screw-top jars for picnics or children's lunches. Spoon the
tuna mix on top of the pasta. Add layers of green beans,
cherry tomatoes, pepper and sweetcorn.

Cover and keep in the fridge.

Peter’s Country Dream
Five years after he picked up the keys to his country idyll in the North East, resident Peter Scott is
still living the dream.
He moved into one of Castles & Coasts’ new homes in
Bridgeford View, Bellingham, in 2013, with his wife Audrey. 

Peter, who enjoys gardening and photography, has made
great strides forwards in green terms, turning his garden into
a fruit and blooming paradise with apple, pear, plum and
cherry trees, shrubs and pots bursting with summer colour.

And just beyond the flowers and fruits of his garden are the
rolling green fields of Northumberland, dotted with sheep.
He said: “Moving here was like winning the Lottery. It’s a
wonderful place to live.”       

Send Us Your Stories!    
Would you like to share pictures of your garden with
other Castles & Coasts readers, like Peter did (above)? 
Alternatively, 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 like to
hear from you.
Please send us your stories. See the ‘Sending
information to the magazine’ section on the back page.

Prize Castles & Coasts Quiz
Welcome to our magazine competition, with two £30
prizes available! You will find all the answers to the quiz
questions, below, in this edition of the magazine. 

Please email your quiz answers to:
cs@castlesandcoasts.co.uk remembering to include
your name and address, or cut out and fill in the entry form,
then send it to: Prize Magazine Quiz, Castles & Coasts
Housing Association, 3 Castle Street, Carlisle CA3 8SY.

The closing date for entries is July 15, 2018. The first
two correct entries drawn from the hat will each win a
£30 gift voucher.

Entry Form   

How many general needs properties does Castles and
Coasts have?  ...........................................................................

What is RSP an abbreviation for?

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

Which patch does Income Officer Robert Owens cover?

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

Name................................................................................................

Address ..........................................................................................

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

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

Peter’s garden and one of his pot blooms.
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Provide us with feedback

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 this magazine, please send it to 
your local office or email it to: magpen@
btinternet.com 

If you would like to compliment us on a service 
we have delivered or wish to complain about a 
service, please contact us at:                                      
cs@castlesandcoasts.co.uk or call: 0800 085 
1171 or visit our website:                                         
www.castlesandcoasts.co.uk  or write to us at: 
3 Castle Street, Carlisle, Cumbria CA3 8SY.

If you would like to be involved in our feedback 
groups to let us know how we are doing, please 
contact: dawn.clark@castlesandcoasts.co.uk 
or call her on: 01228 635663. You can get 
involved over the phone, by email or in person 
at a time to suit your needs.

Privacy Policy

Our Privacy Policy is available on our website:  
www.castlesandcoasts.co.uk

Paying your rent / services charges

Any queries regarding your rent or to make a 
payment, please phone Customer Services 
on: 0800 085 1171or ring the Income Team 
direct on: 01228 635492. For other options,     
see page 9.

Other formats and other languages:
If you require this document in large print, Braille, audiotape, CD or other languages, please ask.
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Regional Offices

154 New Bridge Street, Newcastle upon Tyne, 
NE1 2TE 
Opening hours: 8.45am - 5pm Monday - Friday

3 Castle Street, Carlisle, 
Cumbria, CA3 8SY 
Opening hours: 8.45am - 5pm Monday - Friday

Stoneleigh, Park End Road, Workington, 
Cumbria, CA14 4DN 
Opening hours: 8.45am - 5pm Monday - Friday

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 not 
open to residents.)

Area Office (Whitehaven) 
Catherine Mill, Catherine Street, 
Whitehaven, CA28 7QT 
Opening hours: 9am - 1pm

Head Office Address: 
3 Paternoster Row, Carlisle, Cumbria,  
CA3 8TT

Offices

Customer Services

Telephone: 0800 085 1171  
(free from landlines and mobiles) 

Website: 
www.castlesandcoasts.co.uk

Text number: 07554 654900

Email: cs@castlesandcoasts.co.uk

Reporting repairs

If your repair is an emergency, please contact 
Customer Services by phone on the usual 
numbers:

0800 085 1171  
(free from 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 office 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, you will need to 
provide the following information:

 number where we can contact you during  
 the day

 home to allow access

 repair needed

 your home should know, e.g. if you have a  
 disability and need time to answer the 
 door.
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