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Welcome to our Autumn 2020 
Castles & Coasts Magazine. 

During the current Coronavirus
(COVID-19) pandemic, Castles &
Coasts is following Government
guidance. As a result, we have
had to make some temporary
amendments to some of the
services we offer.

For regular updates, please
visit our website: 
www.castlesandcoasts.co.uk 
or our Facebook page: 
www.facebook.
com/CastlesCoastsHA.

Our Customer Services Team
remains fully available and
you can contact us on: 
0800 085 1171 or email us at:
cs@castlesandcoasts.co.uk
and we will be happy to deal with
your enquiry.

We would like to thank our
residents for their continued
support.

Cover picture:
The colours of late autumn at Honister
Pass in the Lake District, by resident
Martina Davis of Houghton, Carlisle.



Our third Annual Report for Residents is now
available for you to access.

You can read it on our website: www.castles
andcoasts.co.uk. If you’d like a printed copy,
please contact our Customer Services Team
on: 0800 085 1171.

The Annual Report provides an overview for 
residents of our key objectives over the past 
financial year, between 1st April, 2019 and 
31st March, 2020.

We’re proud to report that the work of our Residents’ Scrutiny Panel
(RSP) has led to many service improvements, since it was formed
over 18 months ago.

The aim of the Panel is to continuously look to improve the services 
provided by Castles & Coasts to our residents.

The Panel, made up of residents across our organisation, has 
selected and conducted a number of scrutiny exercises to achieve
this. 

Members of the Panel have scrutinised services and policies in
great detail, to help us improve our services, and made 
recommendations to us. 
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Residents’ Scrutiny continued

Improvements have included: 

• A new Equality & Diversity Charter

• Defined and consistent Grounds Maintenance and Communa
Cleaning Standards

• Improved customer communication, to name a few.

The actions required to implement these improvements continue to 
be monitored by the Panel and Castles & Coasts.

Our new Lettings & Neighbourhoods Manager brings a wealth of
knowledge and experience to her new role at Castles & Coasts. 

Sarah Anderson-Woollett joined us earlier this year, following five 
years working as Operations Manager for another housing 
association.

As Lettings & Neighbourhoods Manager, Sarah is responsible for 
the delivery of excellent services to new and 
existing residents for all tenancy related 
matters, including anti-social behaviour.

She joined us just before the COVID-19 
pandemic and said: “It’s been fantastic to 
have been part of the Association during 
incredibly challenging times. It’s given me 
a real insight into what a truly customer 
and staff focussed organisation 
Castles & Coasts is.” 



We have welcomed a new Chair, to our Board, following in the
footsteps of our retiring Chair, Fiona Moore, who has held the 
position for the last three years.

Chris Lewis, who was Chair of our Staffing and Governance 
Committee, has been appointed by the Board to take on the role of
Chair of Castles & Coasts.

Fiona has given nine years of service to our organisation. A 
solicitor with extensive experience of residential and commercial
property and an expert in governance, compliance and 
organisational change, she was part of the Board that led the 
successful merger of Two Castles and Derwent and Solway 
Housing Associations to create Castles & Coasts in 2017. 

She said: “It has been an honour and a pleasure to serve as a
Board Member and Chair of Castles & Coasts. The organisation
has been transformed during my time on the Board, almost 

doubling in size after the merger.

“We remain committed to providing 
excellent homes and services to our 
residents, with an ambitious development
programme.

“I have been fortunate
to work with a dedicated
Chief Executive,
Stephanie Murphy, 
Executive Team and a
committed group of
Board Members.

Continued over
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New Chair of Castles &
Coasts Chris Lewis and 
retiring Chair Fiona Moore.
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“I’m delighted Chris has been appointed as my successor, 
with full support. I know he will steer Castles & Coasts safely 
on its journey of development and growth and that the 
organisation will continue to flourish in the years to come.”

Chris had a 35-plus year career in a senior role with a multi-
national pharmaceutical business before taking up his Board 
Member role with Castles & Coasts. He said he is “very excited” 
to be taking over the reins.

Watch this space for more about our new Chair in the next 
edition of Castles & Coasts.

It’s important that the information we hold 
about you and your household at Castles 
& Coasts is accurate and up to date. 

Please notify us of any changes in 
circumstances, or anything you think 
we need to know. The information 
we hold allows us to tailor our 
services to meet your needs.

We also need your current contact details and your preferred contact 
method to allow us to contact you, when required. 

We want to meet the needs of our residents. If you’d ike to receive
communications from us in a different format, for example via large
print or audio, please contact our Customer Services Team.

You can check your details via the Residents’ Portal or by 
contacting our Customer Services Team, who will be able to assist
you (please see the back page for contact details).



We’re really pleased to report our performance on your customer
feedback to us during 2019/20, which you can see in the graphic,
below.

Whether our services exceed your expectations, or fall short, we’re
always keen to hear from you.

Your feedback enables us to learn about the things we’re doing
well and allows us to identify where we can improve.

We’d like to assure you that we will continually try to learn from the
compliments and complaints we receive, in order to increase our
residents’ satisfaction.

As a resident of Castles & Coasts, you have the right to make a
complaint if you feel we haven’t met your expectations or have
failed to deliver one of our Customer Service Standards. 

We’re dedicated to resolving any issues quickly, fairly and trans-
parently, and to ensuring residents are kept up to date during each
stage of their complaint.

For further information about our complaints process, and how to
make a complaint, please visit our website: 
https://castlesandcoasts.co.uk/about-us/customer-feedback/. 

Alternatively, please contact our Customer Services Team for a
copy of our Customer Feedback Policy.
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Customer Feedback Process

Complaint
On receipt of complaint,
acknowledgement will be
provided within one 
working day

Investigation
The complaint will be 
investigated by a 
Nominated Complaints
Manager

Escalation
Should resolution not be
achieved; the complaint
will escalate to the next
stage of the 3 stage
process.

Outcome
We aim to provide an
outcome to a complaint
within 5 working days. 
If we feel this will take
longer we will contact you
to let you know.
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We have added a new payment method for residents to pay their
rent and service charges to Castles & Coasts.

The new service CallSecure Digital Plus is part of our commitment
to providing our residents with secure and easy ways to pay. 

You can request a secure
payment link to be sent to
you via text message or
email. Then you simply click
on the link on your 
mobile phone, tablet or 
computer, and follow the 
simple instructions to 
complete the payment. 

Once you have received your dedicated payment link, you can 
make rent and service charge payments any time you choose, 
24 hours a day, seven days a week. This new method of paying 
your rent or service charge can be completed from the comfort 
of your own home, and so save you a trip to your local Post Office 
or PayPoint outlet. 

If you would like some support in using the service for the first time,
please contact our Income Team on: 01228 635492. They will talk
you through the payment process. 

We’d like to remind residents that the easiest way to make 
payments is via Direct Debit.

If you would like to set up a Direct Debit, please contact the 
Income Team who can assist you.
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Do your Halloween decorations make ghouls and monsters 
tremble?

Is your house a treasure trove of pirates, witches and vampires,
dressed with skeletons, cloaks, painted teeth and severed limbs
come Halloween, not forgetting skulls, crossbones and a sprinkling
of guts and gore?

Can you match these winning pictures from our Facebook 
competition last year with your own spooky trail of fear and carnage?

If so, we’ve got a terrifyingly good prize of a £50
shopping voucher to give away
to the Castles & Coasts resident
with the most haunted home this
Halloween. 

Simply send us some pictures 
of your decorations on the 
seasonal theme by no later than 
5pm on 29th October, to be in

with a chance of winning! The competition will be judged, with the
best overall entries put into a prize draw to select the winner.

For social media entrants, please send your pictures by Direct 
Message (DM) to our Facebook page: 
www.facebook.com/CastlesCoastsHA. 

Don’t worry if you don’t use social media, you can still send your 
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Here is a 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.

entry to our dedicated online magazine 
address: magazine@castlesandcoasts.co.uk
or you can send picture prints to 
us at our Carlisle office: 3 
Castle Street, Carlisle, CA3 8SY. 

Please don’t forget to include your 
name and address. Good luck!



Add a warm autumnal flavour to a quick and easy cold 
dessert by trying our ginger trifle.

Ginger Trifle

Medium pot of whipping cream

1 oz caster sugar

Tin of mandarin segments in fruit juice

11 ozs ginger nut biscuits

1 chocolate flake

Break each biscuit into five or six pieces. Whip the 
cream with the sugar until it forms soft peaks. Drain the 
mandarins, saving a couple of tablespoons of the juice.

Place the biscuits in individual glasses/dishes and 
cover with half the juice and mandarins. Cover with half 
the cream, then repeat with a biscuit layer, mandarins 
and cream.

Cover and chill for two hours. Decorate with the 
crumbled flake and serve.

An optional extra for adults is to drizzle Grand Marnier 
or Cointreau over the biscuit mixture.
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http://castlesandcoasts.co.uk/portal/

http://castlesandcoasts.co.uk/contact/

cs@castlesandcoasts.co.uk

Facebook: www.facebook.com/CastlesCoastsHA
Twitter: www.twitter.com/CastlesCoastsHA

Do you want a large print or audio copy?
Our magazine is now available in an easy-to-read format for
your smartphone or tablet online, via our website. However, if
you or someone you know prefers an audio or a  paper large
print copy, please request it 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 us to cancel your paper copy.

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

07554 654900

0800 085 1171

Via our Residents’ Portal:

Via our website:

Via email:

Via telephone:

Sending information to the magazine

Via text:

Via social media:
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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.
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