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Welcome to the Spring 2018 Edition of your
quarterly magazine. 
We hope you find it full of useful information about your
Housing Association and living in your home and
neighbourhood. We listened to the feedback you gave
us on the survey forms, printed in the Celebration
Edition of the magazine (read about the responses on
pages 3 and 4).

But, this is your magazine, so we welcome any further
comments about what you’d like to see featured, going forwards.
So, if you didn’t return the form last time, it’s not too late to let us have your
views. Please get in touch (see contact information on the back page).
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We’re Going Online
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all residents. From the next edition onwards, in

summer, it will be available on our

website. If you still prefer a copy by

post, please let us know. See full

story on page 3.

The three ‘castles’ where our main offices are:

Carlisle (top left), Workington Hall and
Newcastle Keep (right).

Prize Winners!
Congratulation

s to the three 
winners from our

prize draw further to co
mpleting the sur

vey in

the last edition.

Cath Hope of Ba
nk Top Hamlet,

Whickham, George Dixon o
f Balmoral

Court in Sunderland and David

Wright of Dalton
gate, Ulverston

,

each win £25 in high stre
et

shopping vouchers of thei
r choice.

Their completed questionnaire
s

in response to
 our survey for

feedback about the future o
f the

residents’ magazine were drawn

at random by members of the Ed
itorial Panel.

Your feedback helps us to u
nderstand what you

would like to read about in future e
ditions.

George Dixon
, one of

our three luck
y winners.

Payment Changes at Our Offices
Please note that from June 1, we are proposing that we no longer take
any cash payments at any of our offices. 

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

Welcome to
the Magazine
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In future, the magazine will be available online, unless you tell us you prefer a posted copy.
This means you will be able
to access the magazine
online on our website:
www.castlesandcoasts.co.uk
from the summer edition
onwards – unless you tell us
that you prefer to receive a
paper copy, in which case it
will be posted out to you as
usual.

But, please note, you need to
contact Customer Services
on: 0800 085 1171 or by text
on: 07554 654900 or by email:
cs@castlesandcoasts.co.uk
to ask for a paper copy.
Otherwise, we will assume
you’re happy to access the
magazine online.

As we told you in earlier
editions, we are making the
changes so we can save on
paper and postal costs, be
more environmentally friendly
and economically efficient.

What’s in a Name?
The vast majority of residents who responded to the survey questionnaire in the
Celebration Edition told us they’d like the magazine to be called Castles &
Coasts – the same as our Housing Association.

So that will be the name of the magazine going forwards. See the next page for
more of your survey responses.

The content of the magazine is developed by an Editorial Panel, using the
feedback we receive from residents.

If you’d like to be part of the Editorial Panel, please email Customer First
Manager Dawn Clark at: dawn.clark@castlesandcoasts.co.uk or telephone
her on: 01228 635663.
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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? 

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

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

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 overleaf for how to return this form or complete it online.
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You Say, We Listen
We have listened to the feedback you gave us
about what you’d like to see in the residents’
magazine and plan to take it on board. Below is a
summary of what we are going to do.

You said: you’re interested in reading about new schemes
and improvements to homes. 

We will: bring you information on these each time, starting
with a new scheme at Thursby and numbers of
replacements kitchens and bathrooms (see page 10).

You said: you want to read about benefit news and how
you might save money.

We will: tell you about anything new in benefits, with tips
to help you save money and find help (see page 9).

You said: you’d like to read about other residents, as well
as entertainment features.

We will: give you stories about residents who have done
something special, as well as a different feature you can
get involved in each time, starting with a crossword (see
page 11, the residents’ page). 

You said: you want to read health and safety tips.

We will: provide a variety of health and safety information,
starting with what we’re doing to protect your data (page 7).

You said: you’d like to read about staff and how we serve
you.

We will: bring you a Team Focus each time, telling you
which staff do what at Castles & Coasts. The first features
the Housing Team (page 8).

Magazine Survey Responses
You gave us strong responses in the survey forms on what you’d like to read about in the magazine.
They include:

• New schemes and improvement programmes to your homes

• Benefit news and how you might save money

• ‘Human interest’ stories about residents

• Staff and how we serve you

• Health and safety 

• What it’s like to live in other Castles & Coasts communities.

“Good to know about the redevelopment of kitchens and bathrooms,” you told us. “A great help,” you said about benefit
news. You thought reading about our schemes would be “a nice way to keep in touch” with other residents. And you said
you’d like “interesting” and “feel good” stories.

Fun and prize entertainment features were also popular. Crosswords won the most votes, followed by prize quiz or
competition, recipe and sudoku.

We also asked you if you would like to know how to find a new home. Most of you told us you’re happy with where you live
now. Please see the story below.

You said: you were less interested in how to find a new
home as most of you are happy where you are.

We will: include how to find information if you do want to
move in the future or you know someone who may be
interested in a Castles & Coasts home.

You said: you want to read about what it’s like to live in
other Castles & Coasts communities.

We will: start a Scheme Focus in the next edition of
Castles & Coasts, featuring one or two of our schemes,
with pictures.

Do you want to read
about staff and how

they serve you?  

Would you like to
know how to find a
new home? 

yes 78%

no 59%

m
aybe 7%

m
aybe 12%

29
% 
ye
s

no 15%
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If so, you could win a fabulous prize of £30 in vouchers to
spend on your home or garden. All you have to do to be in
with a chance is pay your rent and service charges by
direct debit or online through our Residents’ Self-Service
Facility (Residents’ Portal) over the next three months.

Customer Services Manager Pamela Armstrong explains
that a lot of customers ring up to pay their rent by debit
card or use our Allpay card facility via outlets where there
is a ‘Paypoint’ sign.

“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 also
use the portal to view your account / tenancy details, update

Pay Your Rent Online and Win Vouchers!   

contact information and report or track non-urgent repairs.”

All new customers, 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 between April and June, will be entered into a prize
draw to win ten prizes of £30 in B & Q vouchers.

And, any existing customers using direct debit or the
portal, who pay by these methods in April, May or June, 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 pay your rent over the phone or using an Allpay card? 

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

How to Pay Online

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.
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Customer Feedback – Tell Us   
We have developed a new Customer Feedback Policy at Castles & Coasts, as part of our commitment to     
And we’re inviting you, our residents, to be involved in helping us to shape our services!

Your feedback is really important and helps us to understand what we are doing well, so we can do more of this, and also wher             
us with feedback about our services.   

Resident Involvement
If you are willing to be involved in any of the groups
below, please let us know:

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. It will meet quarterly and
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.

Continual Service Feedback will be carried out when
you receive a service from us, for example, when we carry
out a repair, when you move into a property, when we
carry out home improvement works etc. Feedback
methods will include telephone, in writing, email or text to
suit your individual preferences. 

Resident Satisfaction Surveys will be carried out every
two years, and will be sent to all households, asking a
number of questions to measure overall satisfaction with
our services.

We’re committed to
telling you how we’re
doing. Watch out for
updates in the Annual
Report and your
quarterly Castles &
Coasts magazine.

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

Complaints and Compliments
We take complaints seriously at Castles & Coasts and are
dedicated to ensuring issues are dealt with quickly, fairly
and transparently, while customers are kept up to date at
each stage.

Our Complaints Policy ensures there is a Dedicated
Complaints Manager to deal with all complaints, and that

Customer First Manager Dawn Clark.
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Safeguarding
At Castles & Coasts, we’re committed to keeping our
residents and staff safe. 

We have a policy in place to deal with safeguarding
concerns throughout our organisation. 

Our teams have dedicated staff and managers who
meet regularly to review how we are doing, so
together, we can ensure that safeguarding is
everyone’s responsibility.

We will bring you more information on this in the future,
so please watch this space!

     What You Think!
                 providing you with excellent services.
               

                        re we can improve. There are a number of ways you can provide
        

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
current Data Protection Act of 1998, and for the new
General Data Protection Regulation, due to come into
effect this coming May.

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?

Full details are available on our website:
www.castlesandcoasts.co.uk/privacy Our privacy
notice will be reviewed and updated regularly. 

there is a clear process a customer can follow if they wish
to complain about a service they have received. 

We acknowledge the receipt of a complaint within one
working day, and aim to provide an outcome to the
complaint within five working days.

The policy sets out three escalation stages for complaints
within Castles & Coasts, should this be necessary.  

We also love hearing from you when you feel we have done
well. You can do this by giving us a compliment.

Compliments will be recorded and forwarded to the
appropriate officer or team, while the customer making the
compliment will be contacted within five working days to
thank them for their feedback.

Complaints - and compliments - can be made by email, in
writing, by telephone, via our website or in person at one
of our offices. 

To read our Customer Feedback Policy in more detail,
please visit our website: www.castlesandcoasts.co.uk or
contact Customer Services for a printed copy. 
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Team Focus: Housing
Our housing management team at Castles & Coasts is not even a year old, but staff bring almost 200
years of housing experience to their jobs!

The two centuries of experience have proved invaluable in
our newly merged Housing Association.

Anna Bates is the Lettings and Neighbourhoods Manager
and Mark Barrow is the Operations Manager. They said:
“Together we manage our fantastic teams covering a
Castles & Coasts blanket across the north of England. 

“While the geography may vary, what we share is a passion
for doing the best we can to provide excellent customer
service to our existing tenants and our prospective new
customers.”

Anna and Mark added: “We have had some great feedback
from our residents. Our residents are so important in
helping us shape the delivery of our services (see centre
spread to read about how you can get involved). 

“Over the coming months we will continue to integrate our
talents, sharing our knowledge and experiences. We want
to be the best we can.”

Who we are and what we do:
The teams cover over 5,000 general needs properties
from the Scottish border to north Lancashire in the west
and down to Cleveland in the east. 

We have 21 staff members who are responsible for letting
our properties, supporting our tenants and managing our
estates. 

They work from our five offices – Carlisle, Workington,
Whitehaven, Kendal and Newcastle.

Our line-up:
We have 11 Lettings and Neighbourhoods Officers and
Property Agents: Julie Armstrong, Diane Cooper, Karen
Cracknell, Lorraine Crelling, Felicity Davidson, Toby
Denney, Steve Harrison, Davina Jeffery, Karen Shepherd,
Rebecca Wilson and Helen Winter.

They are supported by six Assistants and Administrators:
Jeanette Fuller, Brenda Hodgson, Chanel Hunt, Karen
Stoddart, Diane Teasdale and Rosemary Thomsen.

Covering the Workington and Allerdale rural areas, we also
have: Lena Johnson (Team Leader of the Housing
Operations Team) and Ellen Graham (Legal Co-ordinator).

Our Lettings and Neighbourhoods Team, from left to right, are:
Steve Harrison, Rosemary Thomsen, Toby Denney, Karen
Cracknell, Helen Winter, Anna Bates, Diane Cooper, Jeanette
Fuller and Felicity Davidson. Not pictured are: Brenda Hodgson
and Chanel Hunt.

Our Housing Operations Team, from left to right, are: Diane
Teasdale, Karen Stoddart, Lorraine Crelling, Rebecca Wilson,
Mark Barrow, Julie Armstrong, Karen Shepherd, Davina Jeffery
and Lena Johnson. Not pictured is Ellen Graham.

Crossword Solution (page 11)
Across: 4 Art,  6 Tenement,  7 Egg,  9 Tenants,
11 Store,  12 Yield,  14 Tenures,  15 Gem,
17 Answered,  18 Sin.
Down: 1 Tenerife,  2 Default,  3 Rents,  4 Ate,  5 Tug,
8 Gardener,  10 Strudel,  13 Dense,  15 Gas,  16 Man.



Do You Need
Our Help?
We have a dedicated Income Team

at Castles & Coasts. Its staff
 are

responsible fo
r setting up

arrangements to pay re
nt, while they

also have a financial inclus
ion role

to help with Housing Benefit queries

and money advice or suppor
t with

the impact of welfare reforms.

Please ring: 0
1228 635492 or email:

income@castlesandcoasts.co.uk
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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/

We only ever evict tenants as a last resort and the vast majority of our residents pay
their rent and service charges on time.

Please contact us if you’re having problems paying your
rent (see box below) and before any arrears build up (we
can help you with a repayment plan and signpost you
towards financial advice). 

And if we get in touch, please don’t ignore our letters and
calls. If you do and your arrears continue to increase, we
may have no choice but to take you to court, where it’s
likely you will have to pay court costs at a minimum of
£325.

There are long term consequences to not paying your rent.
It’s not just about leaving your home:

• Following legal action, a County Court Judgement (CCJ)
will be made against you, which can affect your credit 
rating for loans and phone contracts

• If asked for a reference, we would have to inform a future
landlord you left us with rent arrears

• If you ever want another home from Castles & Coasts, 
you’ll have to repay the money you owe us first.

So, please keep in touch with us
if you’re experiencing difficulties.
Remember if you pay your rent by an
automated method, such as direct
debit or standing order, you can’t forget
to pay (see box for payment methods). 

Evictions For Rent Arrears   

Prioritising Bills        
We know it’s difficult when a lot of different bills are
dropping on the doormat or popping up on your screen.
But please ensure you give priority to the essential bills
that directly affect your home.
These include rent and service charges, Council Tax,
utilities – gas, electricity and water - and your TV licence.
Once you’ve paid the most important bills, other debts or
bills can be paid next.

Changes of Circumstances
Please notify Housing Benefit or Universal Credit of
changes to your rent, wages and pensions or any other
changes in circumstances as soon as you can.

This will avoid overpayments or underpayments in
your entitlement. 



Castles & Coasts is
buying 13 properties at
St Andrew's View in the
Cumbrian village of
Thursby. 
The cul-de sac development,
built by Story Homes on a
site to the south-west of
Thursby, consists of a mix
of three-bedroom semi-
detached houses and two-
bedroom terraced houses.
They will be available for
rent to residents with a
connection to the village.

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

New homes in Thursby.

New Cumbrian Homes For Rent   
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New Kitchens
and Bathrooms

We continue to invest in our property stock and improve
residents’ homes at Castles & Coasts.

In less than a year since April 2017, among the
improvements we have completed to residents’ homes
are the following numbers of refurbished kitchens and
bathrooms.

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 (see
page 4).

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.

For properties in the North West visit:
www.cumbriachoice.org.uk

and click on ‘Property Search’.

For properties in the North East, visit:
www.castlesandcoasts.co.uk

and click on ‘Find A Home’.

You can then browse our list of available properties.

Alternatively, contact Customer Services for more
information.

212
kitchens

177
bathrooms
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Our Own Author!
Carlisle resident Elizabeth Love
started a new chapter of her
life at the age of 75 when she
sat down at her typewriter
and began writing prose.
Now, she’s had many books
published online and on paper,
mainly romantic fiction, but also a book
of short stories and a book of poetry.
She has written poetry for 40 years.

“It’s been such a great interest,” said Elizabeth, who moved
to Bishops Close a year and a half ago. “This is a lovely
place to be,” she added.

She was born at Reagill in Cumbria, and her parents both
came from generations of farming people. She did clerical
work before retirement and draws her inspiration from her
love of the countryside. She also illustrates her work,
describing herself as an amateur artist (she does line
drawings and paints).

What’s more, she’s still
writing though she’s
swapped typewriter for
pen. Her poem The
Hidden Garden, below,
about Tullie House
Museum in Carlisle,
is taken from her
book Kaleidoscope,
published by Pegasus,
and available online.

The Hidden Garden - Tullie House Museum
Behind the bustle of the busy street
Where coffee breaks and dinner parties meet
There hides a world of natural beauty, all its own
Where scented garden and tulips adorn
A most elite and venerated building ever
And our city’s most estimated treasure.
Old walls, old fretwork, sculpture, all combine
Making the antique, historic building superfine.
A peaceful place to sit and contemplate
To read a book or even make a date
And here the chaffinch hops about the seat
So tame, it takes the crumbs where people eat.
The grandeur of the plane tree towers o’er
Its many blossoms fall across the floor –
The lawn with shrubs and flowers along the way
Of this our Tullie store and gallery of today.

Elizabeth Love

Crossword            
Across
4 Topless pie, painting (3)
6 Division of building into these parts (8)
7 “---" and spoon race (3)
9 Occupiers of 6 (7)
11 Larder (5)
12 Give in or return! (5)
14 Office holders have these for a time (7)
15 Precious stone (3)
17 Responded to question (8)
18 Commit offence (3)

Down
1 Canary Island (8)
2 Failure to pay one’s dues (7)
3 Rips and tears (5)
4 Consumed (3)
5 Pull or push a ship (3)
8 Border worker (8)
10 Teutonic dessert with apples, maybe (8)
13 Thick, hideaway before Home Counties (5)
15 Stove may need this (3)
16 Male in Irish Sea (3)

Elizabeth Love 

Elizabeth’s drawing of Tullie House
Museum.

Send Us Your Stories!    
Have you done anything out of the ordinary that
would make a story for Castles & Coasts?

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

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.

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 
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