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ONE!
WE ARE

It’s hard to believe that
Karbon Homes is already
one year old. When we
launched back in April
2017, our aim was to
improve your services and
build stronger foundations
for more people. I’m
pleased to say we’re
making good progress, as
I hope you’ll agree having
read this latest newsletter.

We can’t improve our services unless
we understand what you are looking
for, so we’ve been listening carefully
in this first year.
We’ve been speaking to some of
our customers on the telephone
and face-to-face in interviews and
workshops. This has given us a
valuable insight into how you would
like to contact us and how we can
better shape and deliver services in
future. I’m extremely grateful to all
of our customers who have helped
us understand what we do well but
more importantly, where we can
improve.
When we hear something we can
improve, we try to make changes for
the better. For example, many of you
asked for an easier way to contact
us, so we set out to find one. Now,
I’m pleased to say that you can
reach us at any time on anything
relating to your Karbon home and

services on a single telephone
number. Better still, any calls you
make to our new number will be
completely FREE. See opposite for
more information.

It’s still early days for Karbon,
so if you have ideas to share or
simply want to know more about
some of the stories inside this
magazine, please get in touch.

Don’t forget, you can also
access our services online at
www.karbonhomes.co.uk and
through our social media channels
via Facebook (KarbonHomes)
and Twitter (@
I’m
KarbonHomes)

Thank you,
Jo Ray
Executive Director of
Customer Services

Another area you told
us where we needed
to improve was our
grounds maintenance
service. A new grounds
maintenance team is
now in place to deliver
improvements in your
area and we would like
to hear from you if this is
happening. Turn to page 7
for more details.

extremely
grateful to all of
our customers who
have helped us
understand what
we do well
and how we
can improve.

Would you like to recieve this magazine in a diffrent format?
Karbon News is produced by Karbon Homes. It is designed by Twentyseven Design and printed by Statex Colour Print. If you, or someone
you know, would benefit from receiving this magazine in another format, please contact our Customer Relationship Team on freephone 0808 164 0111.

!

Calls to Karbon are now free on
our new telephone number
Many of you asked for an easier
way to get in touch, so we have
introduced a new, single telephone
number. You can use the same
number wherever you live,
whatever your query might be, and
whether you call us from a landline
or mobile you will not be charged
for the call.
The new freephone telephone
number is 0808 164 0111 and is
available to call Monday to Friday
between 8.30am and 5pm.

But, if you need to call us outside of
these hours then don’t worry – your
call will be diverted to our out-ofhours service provider where you
can report an emergency repair, pay
your rent or report any instance of
anti-social behaviour.
A new single contact number makes
it easier for you to contact us. More
staff are available to answer your
calls and we have streamlined the
call options for you. When you call us,
you will be given two options, one for
repairs and one for any
other enquiry.

Don’t forget, you can also contact
us and access our services via:
Website: www.karbonhomes.co.uk
Email: info@karbonhomes.co.uk
Facebook: KarbonHomes
Twitter: @KarbonHomes
Address:
Number Five, Gosforth Park Avenue,
Gosforth Business Park,
Newcastle upon Tyne NE12 8EG.

The
new freephone
telephone number is

0808
164 0111

Our first 0808 caller!
Angela Brown from Chester-le-Street was the first customer to call
our new freephone number. Angela called at 8.31am on the first day
to inform us of a change in her circumstances. Little did she know
she was the first customer to call and in return, she was awarded
with £25 worth of gift vouchers as a prize.
Here is what you have told us…

It’s much easier now it’s
a freephone number
The customer service
is very good
It’s great, so easy to
get through… keep up the
good work

I can now make a phone call
when I have no credit on my
mobile which is a great help –
thank you

Since it’s become one number,
my query has been resolved
straight away that hasn’t
happened before

It’s a great idea to have one
freephone number

Very happy with the service
I have received
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262

new kitchens

193

new bathrooms and

1,285

new boilers were installed to
improve customers’ homes

16

households have been
able to buy their own home
thanks to our shared
ownership scheme, which
helps customers get
onto the property ladder

2,363
new customers have chosen
Karbon which means

48,779
people are now living
in a Karbon home

130

more people are now working
and earning a wage after
accessing our employment
and self-employment
initiatives
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compliments
received

439

complaints received with
91% resolved at first
point of contact

a
year in £380,000
numbers
What our first year has
meant for customers in just
12 months since Karbon
was formed.

91.6%
264

customers have found
a place in supported
housing, to help them live
independently with support,
rather than being in
residential care

285

customers satisfied with
our repairs service

has been invested
to support local
community projects,
groups and initiatives

313

96.9%

customers with mental
health issues received
one-to-one support

20,760

£5m

customers satisfied
with our standard of service
for gas servicing

had their gas
appliances serviced and

71,585

repairs have been completed
in response to customer needs

in benefits has been secured for

4,000

customers through expert
financial advice

How you contact us –
your feedback
Last October, we carried out some telephone
If you contacted us in the last 12 months, you told
research with some of you to help us to understand
us you found it ‘very’ or ‘fairly’ easy.
how you currently get in touch with us, and how
We want to provide you with more choice so
familiar you were with the various ways to get
in
addition
to our new telephone number, you can also
in touch.
We were also keen to understand how your
preferences may change so we can change
and shape our services in future.
As already highlighted on page 2, we introduced
a freephone telephone number to make it even
easier for you to contact us.
You told us that the reason why you contact
us is to report or check on a standard or
emergency repair
As reporting or tracking a repair is important to you, we
have introduced a dedicated repairs option via our new
telephone number. By selecting that option, your call
will be answered by a dedicated and trained member of
staff within our Repairs Team. Please remember, you can
also report or check the status of a repair online via our
website.

contact us via our website, by letter, email and through
our social media channels. Of course, you can continue
to see our staff face-to-face in our offices or in your
home.
We are aware that you are already using the
internet for shopping, banking, travel related
services and downloading media.

By setting up an account on our new website, you will
also be able to access our services online by reporting a
repair, viewing the status of a repair and account details
and statements.

Thank you for your feedback,
it is important to us and will help
us to shape our services in future.
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KEEPING YOU AND YOUR

community safe
S

ome of our customers tell us that they are
concerned about anti-social behaviour (ASB) in
their communities. We are determined to tackle ASB so
you can live peacefully in your home and community,
without intrusive behaviour or noise nuisance.

Reporting noisy neighbours

ASB or nuisance is any behaviour which causes, or is
likely to cause fear, alarm or distress. We consider this
to be unacceptable and will take any action necessary
to tackle the behaviour.

The app, which is free to download from the App Store
for iPhone users, or the Play Store for android users,
allows you to record, rate and report noise disturbance.

Our dedicated Safer Neighbourhoods Team works
in conjunction with housing officers and the police
to prevent and stop anti-social behaviour in our
communities.

How to report anti-social behaviour

Noisy neighbours can be a
nuisance, but now the Noise App
offers a quick and easy way for you
to report the problem to us.

Once downloaded to your smartphone, it’s easy to
create an account by searching for ‘Karbon Homes’
when asked for the investigator/housing provider.
You then need to complete a simple form rating the
scale of the disturbance and detailing what kind of noise
it is, as well as the effect it is having on you.

• Calling us on 0808 164 0111 and ask to

It also allows you to record the disturbance for 30
seconds, before filing your report to us and, the app
is fitted with GPS to pinpoint the exact location of the
recording.

• Speaking to your housing officer
• Contacting a tenants/residents’ association,

Once the report has been uploaded, you will receive an
in-app notification when your case has been updated by
one of our officers.

If you are experiencing anti-social behaviour,
please report it to us. You can do so by:
speak to our Safer Neighbourhoods Team

community group or community representative

• Contacting your Local Authority Community Safety
Team or Local Authority Anti-Social Behaviour
Coordinator

• Contacting our out-of-hours provider on

0808 164 0111 when our offices are closed

iWitness service
When our offices are closed, we provide an out-ofhours service called iWitness. This is a specially trained,
independent and accredited team who are available to
respond to calls of disturbances and provide accurate
and credible witness statements.
iWitness officers will be deployed for reports and
incidents of ASB that are happening or ongoing at the
time of your call.
In an emergency, always call the police on 999
Less serious incidents should be reported to the
police on the 101 number.
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Responding to
your views and
making changes
for the better
Putting you at the heart
of how we are managed is one
of our priorities. That’s why we
are keen to involve as many
customers as possible in helping
improve our services.
For example, back in February some
of you attended a workshop at our
offices in Stanley to give us your
views on how we can engage and
involve more customers.

We will be using this
feedback to improve
your experience and
help us deliver better
value for money.
Thanks again for your help
with our research and please
do look for other opportunities
to get involved.
You can get involved by
contacting us on 0808 164 0111.

NEW APPROACH TO MAINTAINING AND IMPROVING YOUR AREA
You may notice a new
grounds maintenance team
in your area, working on
cutting the grass and
hedges near your home.
A new approach to grounds
maintenance has been established
by splitting the region we cover into
nine different areas.

WIN £100
Karbon News is just a temporary
name for this magazine and we’re
hoping you will be able to come up
with something a bit more creative!
As an incentive, there’s £100 worth
of vouchers for the winning name
we select.To enter, all you need to do
is send us:

The former system for carrying
out this work was not delivering
the results we – or you – expected,
so we have adopted an improved
specification for the work.
Our contractors are all required to
fulfil very detailed contracts, with
strict rules on the quality of the
work completed.

Please send us this information
by post (to address above) or
e-mail to info@karbonhomes.co.uk
(please put ‘Karbon magazine
naming competition’ in your subject
heading. The closing date for
suggestions is 30.06.2018
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To view the different areas and the
contractors responsible for those
areas, a full list is available on our
website at www.karbonhomes.co.uk

It’s your
magazine?
We are currently reviewing how we
produce this magazine and would
like to hear your thoughts on the
design and the articles you read.
Would you like to get involved in
providing feedback on how this
newsletter looks and feels?
We’d love to hear your thoughts on
what you would like to read about in
future issues.

2. Your name
3. Address or email

This will provide a better quality of
service than you’ve enjoyed in recent
years, and we ask for your patience
while the contractors get to know us.

WIN
£100

for naming
this
magazin
e!

ITY SAFE
-

If you would like to get involved in
this review then please contact us
on 0808 164 0111.
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Investing and
supporting our
communities

T

his year, £380,000 was
invested to support
projects to improve
health and wellbeing, tackle
unemployment, maximise
benefits, engage with young
people, support women
and our more vulnerable
residents and improve the
skills, confidence, self-esteem
and financial capability of our
customers.
COMMUNITY INVESTMENT FUND
Through our Community Investment
Fund, we will continue to support
local projects so if you are a
community project and are looking
for funding, why not give us a call
on freephone 0808 164 0111
and ask to speak to a member of
the Community Investment Team
or email us at mycommunity@
karbonhomes.co.uk (terms and
conditions apply).

HAVE YOUR SAY THROUGH OUR
CUSTOMER GROUPS
In addition to giving us feedback
via surveys, you may be interested
in joining some new groups which
have been formed. These include
local groups who will meet regularly
to discuss views on your local area,
project groups who will look at
getting involved in specific projects
and our strategic group who
will work alongside our Board to
ensure improvements are made for
customers across the business. If
you are interested in getting involved
in any of these, then please let
us know.
UNIVERSAL CREDIT
By the end of May 2018, all workingage residents in Durham, Newcastle,
North Tyneside, South Tyneside and
Gateshead will be

able to claim the ‘full’ Universal
Credit service, or will be required to
claim Universal Credit because of a
change of circumstances.
Universal Credit is a new benefit that
is being gradually rolled out across
the country with the aim of replacing
a number of benefits, including
Housing Benefit, Income-based
Jobseeker’s Allowance and working
tax credit.
Universal Credit is very different
to Housing Benefit and will have a
significant effect on how you manage
your income and pay your rent.
If you need help with Universal Credit
or understanding how this will affect
you, please call us on freephone
0808 164 0111 and speak to a
member of staff within our Money
Matters Team. If you are thinking
about claiming or have already
claimed then please get in touch.

POP-UP CONSULTATION AND
INFORMATION EVENTS
You told us we are not always
visible in your community so this
year, our Community and Customer
Engagement Team are organising
pop-up consultation and information
events to help raise awareness of
the services we provide and seek the
views of your local community.
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