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Welcome to our

Spring 2021 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.castlesand

coasts.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@castlesand

coasts.co.uk and we

will be happy to deal

with your enquiry.

We would like to thank

our residents for their

continued support.
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Inside Your 

Spring Magazine...

Cover: A sunny, late spring day at Lake Buttermere.



New Members join our

Residents’ Scrutiny Panel
We had a fantastic response to our appeal for new Members to

join our Residents’ Scrutiny Panel (RSP).

We’re delighted to announce that five new Members have joined

the team. They bring a wealth of skills and 

experience to the Panel, and will be supported and mentored by

the current Members, over the coming months.

Castles & Coasts has been very fortunate to have an excellent

and hardworking RSP, which has been in place for the last two

years. The Panel supports the Association in developing and

improving the services we provide to all our residents.

Our current RSP Members worked in partnership with our

Customer Experience Team on the recruitment process. 

We would like to thank everyone who expressed an interest in

joining our brilliant RSP. 

Here are our new RSP Members…
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Susan Fryer

After 36 years working in horticulture, landscape

and visitor heritage, I am passionate about health

and well-being, improving public landscapes and

changing the perception of living in social

housing.

Janet Ledgerton

I am looking forward to working with residents to

benefit Castles & Coasts, but especially its

residents. 
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Ed Sweeney

I hope from my past experience on several

housing and club committees that I can bring

something to the RSP and look forward to

working with everyone.

Janet Layton

I am very excited about joining the RSP, meeting

other Members and having the opportunity to

make a difference.

Martina Davis

I feel very fortunate for the opportunity to work

alongside staff, residents and the RSP to

contribute to the already excellent, continuous

improvement of residents’ services.

Our new Complaints Policy

We are really pleased to let you know we have launched a new

Complaints Policy.

Our previous policy has been updated, following a new Complaint

Handling Code, from the Housing Ombudsman.

The new Code was released last July, in an attempt to drive

consistent and good complaint handling practice across the

Housing sector. We’re happy to report we were, broadly, already

compliant with the Code.
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As a landlord, we were

required to self-assess against

the Code, to establish Castles

& Coasts’ current level of

compliance and determine any

actions we needed to take.

The self-assessment process

was undertaken in August and

the amendments have already

been put into place, to ensure

that we are fully compliant.

The main changes are: 

•  Castles & Coasts previously operated a three-stage Complaints

Process. However, the Code recommends a two-stage process.

Our new Complaints Policy and Procedure, which became

effective on 4th January, now has a two-stage process 

•  Our definition of what constitutes a complaint has been slightly

amended in our Complaints Policy, in line with the Code 

•  We now send out Satisfaction Surveys to all residents who

make a complaint.

We welcome residents’ compliments, complaints and feedback, as

this is essential in helping us ensure we provide the best possible

services to our residents.

For further information about our new Complaints Policy and the

new Complaint Handing Code, please visit our website:

www.castlesandcoasts.co.uk/about-us/customer-feedback/

or contact our Customer Services Team for a printed copy 

(see contacts details on page 17).
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Please be scam aware!
We have been informed that individuals have contacted some of

our residents, claiming to be employees of Castles & Coasts. 

If anyone visits your home, and says they are from Castles &

Coasts, please ask for identification (ID). Our staff and contractors,

working on our behalf, always carry ID. 

If anyone approaches your home, claiming to work for us, and

they don’t have ID, please call: 999.

Unfortunately, criminals have

also been stepping up 

fraudulent activity to scam

innocent people and their

businesses, while many of us

are online more, as a result of

us staying at home, due to the

Government’s COVID -19

restrictions.

Scammers are experts at impersonating people, organisations and

the police. They can contact you via phone, email, text and social

media, as well as in person. They may try to trick you into parting

with your money, personal information or even persuade you to

buy goods or services that don’t exist.

Always be vigilant, even when you’re using technology. 

Friends Against Scams is a National Trading Standards Scams

Team initiative, which aims to protect and prevent people from

becoming victims of scams, by empowering them to take a stand

against them. To find out more about how to avoid becoming a

victim of scams, or get help if you’ve been a victim, please visit:

https://www.friendsagainstscams.org.uk.
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Team Focus: Our Board
We have recently carried out recruitment to the Board of Castles &

Coasts, in line with good governance practice.

Our Board Members make all the important decisions to take our

organisation forward. We have a really skilled and diverse Board

of 11 Members, led by Chair Chris Lewis, who was featured in the

last edition of the magazine.

We would now like to introduce the rest of the Board:

Ian Hudson, Chair of Audit & Risk Committee

Ian is an experienced business director, who has

chaired and served on various Board/committees.

He worked for over 25 years in the nuclear industry,

and is also a senior executive with experience of

both the public and private sector. He has led

teams in developing and delivering long term

strategies, working closely with both local and

national stakeholders and managing commercial

risk to deliver effective business solutions. 

Adrienne Reid, Chair of Staffing & Governance

Committee

Adrienne has over 30 years’ experience in the

affordable housing sector and has worked with

Local Authorities and Housing Associations

across the South East.

She is Assistant Chief Executive of Incommunities

Housing Association, based in the Yorkshire and

Humber region, with responsibility for the core

housing management service. She chairs the

People group of the local housing partnership in

Bradford and has held a non-executive Board

position in a local regeneration organisation.
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Simon Roberson, Chair of Finance &

Investment Committee

Simon has had a long career in the information

technology industry, most recently in senior

management in the North East. He has led change

management programmes that deliver the benefits

of digital technology. 

He brings wide commercial experience to the

Board, and expertise in managing stakeholders in

a complex political and regulatory environment.

Helen Forsyth

Helen has worked in the public and housing

sectors for 42 years and has recently retired as

the Chief Executive of a rural Housing Association

in Scotland. She is Chair of the Scottish

Federation of Housing Associations and Vice

Chair of the South of Scotland Enterprise Agency. 

She is passionate about developing strong

communities, good affordable homes, and the

tenants who live in those homes.

Amber Hill

Amber qualified as a chartered accountant with

one of the ‘Big 4’ accounting firms, following her

degree in Business, Accounting and Finance at

Newcastle University. She currently provides audit

and accounting services to the North East Small

and Medium-sized Enterprises market, and

advises clients on utilising technology to achieve

efficiencies and help establish a strong control

environment. Amber is also a trustee of two North

East charities.
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Erica Morriss

Erica had a corporate banking career of over 34

years, which provided valuable experience across

many areas such as commercial strategy, change

management, enhancing customer service and

talent development. 

She has a keen interest in frontline services,

honed through senior operations roles. She’s a

Board member of Healthwatch Cheshire, a trustee

of Citizens Advice Cheshire, and partner governor

of Mid Cheshire Hospitals NHS Foundation Trust.

Kevin Parr

Kevin is a qualified accountant and spent over 

23 years of his career as a director of

Cumberland Building Society, serving as its Chief

Executive between 2002 and 2018. 

He has extensive experience in treasury 

management and credit risk.

Malcolm Rogers

Malcolm is a retired banking professional who

has operated at both executive and strategic

management levels for many years. He is a

specialist in risk management, in both retail and

commercial banking.

He is a supporter and leader of voluntary and

charitable activities, at work and in his personal

life.
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Jane Vickers

Jane, who is our Board Champion for Equality &

Diversity, is a qualified accountant. She graduated

from Glasgow University with a degree in Public

Administration. 

She has worked in the public sector for almost 

30 years and currently works as an estates 

accountant for Central Government.

David Williams

David has held a number of senior executive

roles in the housing sector over the past 25

years, including delivering major development

programmes and managing strategic asset

management and property compliance portfolios. 

He also has extensive experience of mergers,

acquisitions, regeneration and setting up 

maintenance teams. He is passionate about

reducing the impact of climate change on

customers and communities.



Money matters 
Update your Universal Credit housing costs!

If you receive Universal Credit, you

will need to inform the Department of

Work and Pensions what your new

rent and service charges are, after
5th April, 2021.

You will be prompted via a ‘to do’ in

your Universal Credit online journal.

However, please remember, you

should not do this before 5th April.

If you receive Housing Benefit,

Castles & Coasts will automatically

inform all Local Authorities what the new rents are. As a result,

your Housing Benefit should automatically be recalculated.
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Help with your water bill 
Do you receive the Warm Home Discount and are you a United

Utilities customer? If so, you might be eligible for a reduction in your

water bill.

United Utilities have a Help to Pay scheme, for those who receive

Pension Credit and pay their water bill.You may be entitled to join this

scheme if: 

•  You live alone. In this case, United Utilities 

can reduce your  annual water bill to £255

•  You live with other people in the household (who also receive

Pension Credit or state pension). In this case, United Utilities can

reduce your annual water bill to £360.

If your water bill is currently higher than the costs above, you can

apply for the Help to Pay scheme, and start saving money today, by

calling United Utilities on: 0800 072 6765 or you can apply online, by

visiting https://myaccount.unitedutilities.com/difficultypayingbill.
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New Lake District homes
We are currently building seven new homes for rent in Coniston, in

heart of the Lake District National Park.

The development of two and three-bedroom homes will offer a

traditional Lake District design, coupled with innovative features,

including solar panels and battery storage in the roof. We expect

them to be completed, and available to rent, by late summer. 

These innovative features will ensure that the homes are as

sustainable and affordable as possible for future residents. 

We appointed Cumbria based Cubby Construction to carry out the

building work at the high-quality scheme.

The development has been backed by Homes England, the

Government’s housing accelerator. Homes England aim to

increase the number of new homes that are built in the country, as

well as the number of affordable homes and homes for rent.

New homes in the Carlisle area
Castles & Coasts has recently completed the purchase of four

affordable homes for rent in the Carlisle area.

The houses at Reeds Way,
above, and Aballava Way.
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The first two are at Reeds Way, on the How Croft development in

the village of Cumwhinton. They are semi-detached and comprise

of one two-bedroom home and one three-bedroom home.

Potential residents viewed the homes online and both homes were

occupied quickly. 

We have also completed the purchase of two two-bedroom, 

semi-detached homes at Aballava Way, on The Orchards in Burgh

by Sands. The development is adjacent to our existing scheme of

King Edwards Fauld. 

All four houses have been built by Genesis Homes. 

New Home Ownership

Manager
Castles & Coasts is delighted to

announce that Vicky Rogers has joined

us as our Home Ownership Manager.

Vicky brings 17 years’ leasehold

management experience, from her time

working with another Housing

Association.

She said: “I am excited to lead our

Home Ownership Team, to provide the

best possible service to our leaseholders and shared owners.

I look forward to working with colleagues and residents, to

continuously improve the services we deliver.”

Vicky has taken over from Ann Ellams, who retired last year

after long service to Castles & Coasts.
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Residents’ page

Emma’s active life!
One of our oldest residents, who puts her

longevity down to an active life, has

celebrated her 105th birthday. 

Emma Patterson reached her amazing

milestone on 21st December, 2020. She

has lived at Pembroke Court, Sunderland,

for 13 years. 

A former shop worker, who was working

in a grocery store at the age of 14, Emma

cared for her late husband, Bobby, after a

mining accident, and also worked at a baker’s. Her hobby was

sequence dancing, and the couple were also keen caravanners; for

decades, they had a caravan in Weardale.

According to her daughter, Doreen Williams, she can’t stay still. When

asked the secret of her long life, Emma said: “Don’t sit in a chair!”

Before the COVID-19 pandemic, Emma was enjoying the many

social activities at Pembroke Court, as well as going to a neighbouring

scheme for lunch and a natter through Age UK. She also used to go

out with her daughter to do her shopping and still does most of her

own housework, though her interests at the moment are more

restricted. She enjoys watching sport on television – football,

snooker and bowls, and has two step-great-granddaughters, aged

six and five.

When Emma was born in 1915, the Gallipoli campaign in World War

One was drawing to a close, while the Spanish Flu was still three

years in the future. Unfortunately, she couldn’t visit the Harrogate

hotel, where she has spent previous birthdays and holidays, so the

celebration was a quiet affair.
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Sudoku

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.
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A poem to inspire 
We’re delighted to feature a poem from one of our Carlisle

residents.

Ellen Ganley, of Upperby Court, enjoys writing poetry and has 

had her verses featured in our magazine before. 

This one strikes a positive note, in these difficult times.

Our world

So many people in this world,

so many people who care,

so much joy and laughter,

so much happiness to share.

Too much evil and madness,

too much sorrow and strife,

so much good far outweighs the bad

in this none too perfect life.

So many things to learn about,

so many books to be read,

so much loving and giving,

so many things left unsaid.

So much to see in this world of ours:

sunshine, flowers and trees,

animals, birds and bees.

So much to be thankful for,

so much living with all of these.

Ellen Ganley
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Do you want a paper copy?
Our magazine is now available in an easy-to-read format for your

smartphone or tablet online, via our website.

However, if you or someone you know prefers a paper 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.

Contact Us

Via our Residents’ Portal:
https://contractors.castlesandcoasts.co.uk/

LIVE/ibsxmlpr.p?docid=home

Via our website:
http://castlesandcoasts.co.uk/contact/

Via email:
cs@castlesandcoasts.co.uk

Via text:
07554 654900

0800 085 1171

Via social media:

Facebook: www.facebook.com/CastlesCoastsHA

Twitter: www.twitter.com/CastlesCoastsHA

Via Telephone:
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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.

Sending information to the magazine

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


