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Welcome to issue three of your Karbon Homes 
magazine.

I want to thank you for your help in filling this  

edition with so many interesting and honest stories  

and questions.

This magazine is all about you so please continue to 

make suggestions of things you’d like to read about. 

Whether it’s a community group that you’re involved in, 

a neighbour who goes above and beyond, or one of our 

services that you’d like to know more about, simply email 

us at communications@karbonhomes.co.uk. 

I wanted to take this opportunity to acknowledge that 

a number of you have been struggling to get through on 

our main telephone number recently and I’m really sorry 

about this. It is really important that we address this and 

we’re working to increase our Customer Relations Team 

now so you will hopefully see an improvement over the 

coming months. 

You’ve also told us recently that you’d like more clarity 

on the roles of our Karbon team and the types of queries 

they can help you with, so we’re delighted to introduce 

you to just a few of them on pages eight and nine.

Our Strategic Group, a panel made up of Karbon 

customers, have been busy getting an overview of the 

organisation, meeting with senior members and learning 

all about what goes into the day-to-day workings of 

Karbon Homes. The group was set up in December to 

give customers an opportunity to review our services, 

suggest improvements and work with us to achieve our 

long-term aims. 

There are a number of ways to get involved with Karbon, 

if you’re interested, please email connectwithkarbon@

karbonhomes.co.uk. You can meet one involved customer, 

who also happens to be a volunteer for our telephone 

befriending service, Silvertalk, on pages six and seven. 

Finally, I’m thrilled to announce the launch of our 

apprenticeship programme, which is exclusively available 

to Karbon customers. Turn to page twelve to find out 

more about the thirteen new apprenticeship opportunities 

we have coming soon.

We’ll bring you more news on our progress in the next 

edition. In the meantime, I hope you enjoy reading this 

latest issue and have a wonderful summer.

 Jo    

Jo Ray, Executive Director of Customer Services

Your

Didn’t get your copy of the magazine? You can subscribe or unsubscribe at 
any time, just contact Customer Relations. If you would like this document in 
another format, for example a translated or audio version, please let us know. 

Polski - Prosimy o kontakt z nami, jeśli życzą sobie Państwo otrzymać ten dokument w innym języku.

فارسی - اگر می خواهید این سند ترجمه شود لطفا به ما اطالع دهید

عربي - برجاء إعالمنا إذا كنت ترغب يف الحصول عىل نسخة مرتجمة من هذه الوثيقة
T 0808 164 0111  E communications@karbonhomes.co.uk

 
 

 

 

 

 

By John Gray, our 

Grounds Maintenance 

Operations Manager

Q. 
Why don’t 
I seem to 
see anyone 

cutting hedges during 
the summer? When do 
you trim them back 
and how often?

A. 
This is one of the most 

common topics we’re 

asked about and I 

understand why. Although hedges 

are at their fullest and growing 

fastest in the summer, thanks to 

plenty of sunshine, we actually 

aren’t legally allowed to cut them 

at this time of year. 

That’s because of a special 

law, called the Wildlife and 

Countryside Act, that’s designed 

to protect nesting birds that make 

their home in our hedgerows 

while they protect their chicks. 

This means we are restricted 

to trimming hedges before the 

month of March and after August, 

to give our birdlife the best chance 

of survival.

Outside of these dates, we trim 

hedges twice a year and maintain 

shrubs three times a year. 

Customers are responsible for 

anything growing within the 

boundary of their own property, 

under their tenancy agreement, 

and we take care of anything that’s 

not within an enclosed space. 

We tend to shrubs and hedges 

according to their species and 

location. For example, a flowering 

bush might be best left to grow 

in a nice open space but if it’s 

blocking access to a customer's 

property then they would 

probably prefer it is trimmed 

back. We do our best to take into 

account what our customers want 

so they can get the best from the 

outside space around their home.

For more advice on this, or 

similar issues relating to grounds 

maintenance, speak to our 

Customer Relations Team, you can 

find all the ways to get in touch on 

the back page.

grounds questions answered

mailto:connectwithkarbon@karbonhomes.co.uk
mailto:connectwithkarbon@karbonhomes.co.uk
tel:0808 164 0111
mailto:info@karbonhomes.co.uk


 The   summer holidayAh the lazy, hazy days of the summer 
holidays. Lie-ins, no work and endless 
days of doing whatever your heart 
desires. For the kids that is! It’s 
sometimes a different story for parents 
who worry about how to fill and fund 
six weeks (or even more) of school 
holidays. 

Karbon customer Kerrie Ann, a mum of 
four from Newcastle, shares a few of 
her summer holiday hacks to help keep 
your family smiling right through to 
September. 

Pace yourself and budget 
Don’t be tempted to use up all of your good ideas 
and budget in the first week. I find that by being 
open with my children about the cost of things not 
only helps them understand the value of money 
but also helps to manage their expectations. 

Get outside and run off their energy 
Explore different parks and waterways. We’ve 
so many great coastal areas, lakes and rivers and 
many can be reached easily by public transport. My 
children love pond dipping and rock pooling to see 
what creatures they can find. Try walks in different 
places – keep mixing it up so there are plenty of 
new things to discover. Ask other parents where 
they like to walk to get new ideas. 

Checkout council websites for good 
quality and low-cost activities
Museums, galleries and libraries also have 
plenty of special activities on over the holidays 
and they’re usually free. 

Be ready for rain 
Have some ideas in your back pocket ready for 
the inevitable rainy days. We like to create a 
den or a secret corner of the house where the 
children can go to read, draw, play board games 
and enter competitions (like on page 22). It’s also 
good to have bits and pieces at the ready for a 
crafty corner. Keep buttons and bows, trimmings, 
wrapping paper, old magazines and catalogues 
ready for your imagination station.

Remember, a child’s home is their castle 
It’s easy to feel pressured to fill the days with endless 
entertainment but part of the fun of the holidays is 
for children to simply enjoy playing at home. 

Make the most of family friendly tickets 
Some family tickets offer excellent value for 
money – especially for larger families like ours. A 
National Trust ticket costs £10.50 per month for a 
family including up to ten children/grandchildren 
so this works out really reasonable if you use it 
once a week. Take a picnic to keep costs down and 
parking is free. 

Cook, bake and eat together 
You can make a whole day of making food 
together, once you factor in a trip to the shop 
and eating the results! At our church there are 22 
different nationalities so I ask for ideas from other 
families and the children love trying new flavours. 
The free magazines you get at the supermarket are 
also great for summer recipes like ice lollies. 

It’s not bad to be bored 
Every minute of every day doesn’t need to be filled 
with activities. In fact, I’ve even read that it can 
be good for children to feel ‘bored’ because that’s 
when they get creative and start to explore what 
interests them. I find that children need space from 
technology to get to this point.

As told to at home

What are your summer holiday  
survival tips?

Join the conversation on our Facebook 
page to share what you’ve got planned 
with other parents like yourself.  
@karbonhomes

About Kerrie Ann  
Born near Sydney in Australia, Kerrie Ann  
moved to the North East of England in 2003 after 
a visit to explore her family history led her to 
put her own roots here. She is married with four 
children, Lakemfa, 11, Timiebi, 8, Tahlia,  
7 and Elicia, 6. She works full-time as a 
compliance officer.

SURVIVAL GUIDE
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Do you ever  
feel like you 
could do with 
a friendly chat? 
A relaxed 
telephone call 
with someone 
who you can 
share your  
day with? 

W
hether you’re going 

through a tough time, 

or could just do with 

a new friend in your life, why not 

why not join our other Karbon 

customers who use our free 

telephone befriending service, 

Silver Talk? Here, service user 

Catherine and volunteer Gordon 

explain more.

Catherine’s story:
I was first introduced to my Silver 

Talk friend, Linda, two years ago 

when my life was somewhat 

upside down. 

We had our first conversation 

after I’d had help to leave my 

husband after suffering from 

domestic abuse. I’d been 

rehomed in a Karbon property in 

a new town where I didn’t know 

anyone. I was lonely and I needed 

a friend to talk to and thanks to  

Linda, someone was there. 

That weekly phone call helped 

make me feel so much better. It 

gave me something nice to look 

forward to each week and  

the benefit of the conversation 

lasted much, much longer than 

the call itself.

It meant so much to have a 

conversation with someone 

who I could feel relaxed and 

comfortable with. It sounds so 

simple but just being able to talk 

to someone on a nice, friendly 

basis was quite life changing. I 

cannot put into words what it 

meant – and still means – to have 

a kind voice on the other end of 

the phone. 

We have built a wonderful 

relationship and Linda reminds 

me how far I’ve come since 

our first conversation. Having 

someone to chat to has 

reminded me that I AM ME! 

It’s reminded me that there 

are still lots of things I’d like 

to do in my life and made 

me more positive.

I’d encourage anyone to 

give Silver Talk a try – what 

have you got to lose? It can 

be a big step to reach out 

for a bit of support but it’s 

well worth the initial effort. 

Everyone’s reason for getting 

involved is different. You 

don’t necessarily need to be 

trying to get back on your 

feet, like me. Even if you just 

want someone friendly to chat 

to, it can make the world of 

difference.

If I could, I’d buy a fabulous 

thank you gift for Linda but  

she says knowing how much 

she has helped to change my 

life is worth more than anything 

money can buy.

As told to at home

It matters to natter

Andrea Alder,
Silver Talk Volunteer Project Officer

The benefits of a good chat cannot be 
overestimated – everybody can benefit 
from a conversation with a friend. That’s 
why our Silver Talk service is so vital to so 
many people. Why not give it a try?

Gordon’s story
Everyone has life experiences 

they can draw on to become 

a friend to someone in need 

and becoming a Silver Talk 

volunteer is a great way to do 

this. All you need is a couple 

of hours to spare each week to 

chat and listen on the phone.  

I had full training before 

starting the role and I can 

always get guidance if 

something comes up that I’m 

not sure how to handle. I can 

also act as a link between 

other organisations that can 

offer help on the ground if 

extra support is needed. 

Taking a call from a stranger 

can be a massive step, 

especially if someone is 

depressed or anxious, but 

we handle calls carefully and 

it isn’t a problem if those 

conversations are difficult at 

first. We build up trust and 

soon find conversations are 

free-flowing and enjoyable for 

both of us. 

I find volunteering in this 

way very rewarding. It does 

wonders for my mental health 

and confidence too because 

we all have our ups and downs. 

I feel happy knowing that I’m 

making a difference and giving 

something back. 

Since becoming a volunteer 

I’ve also joined a local walking 

club and bowls club and have 

been accepted onto Karbon’s 

Strategic Panel, where I’m 

helping to shape services for 

Karbon customers. 

So you could say it’s been a 

bit of a catalyst for other good 

things in my life. 

As told to at home

Silver Talk: 
The basics
Free weekly calls from a volunteer 

for up to 30 minutes.

How does it work? 

1.  Sign up and register your 

interest via email or telephone 

– or register someone who you 

think would benefit

2.  We ask you a few questions 

3.  We match you with a volunteer 

4.  We’ll give you a call and get 

things started

Want to volunteer?

Currently volunteers make calls 

from either our Towneley Court 

office in Stanley or our Tanners 

Burn House office in Hexham. Full 

training is provided. 

Contact us by 

Emailing us at  

silvertalk@karbonhomes.co.uk 

Or take a look at the back page for 

more ways to get in touch and get 

involved.

" It meant so  
much to have  
a conversation 
with someone 
who I could feel 
relaxed and 
comfortable  
with."
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We’ve been having 
a change around of 
roles at Karbon to 
make the most of 
our team’s skills and 
to give you the best 
possible service.  
From talking to our customers, 

we know some of you would 

like to feel closer as a Karbon 

community so we thought 

we’d introduce just a few of the 

friendly faces from our Karbon 

team who may work in your area.

We’re committed to giving you 

locally-delivered services with 

a personal touch and hopefully 

this will give you just a flavour 

of what our teams do, how they 

can help you and to ensure 

you get the most out of your 

contact with Karbon.

 

How can we help you?

We manage all homes for older 

people including bungalows, 

sheltered and extra care 

schemes, with a focus on 

helping our customers remain 

independent.  We can also help 

with any adaptations you may 

need along with alarm and 

mobile response services.

What does a typical day 

involve?

It involves visiting customers 

at home, answering grounds 

maintenance queries, providing 

advice and signposting to other 

agencies where necessary.

What do you like most about 

your job?

I like that no two days are the 

same and meeting and talking 

to different people.  I just love 

the variety!

How can we help you?

We can help you with a whole 

host of general housing 

enquiries and issues to do with 

all aspects of your tenancy.  

What does a typical day 

involve?

No two days are the same!  I 

could be out and about on 

my patch visiting customers, 

signposting a customer for 

support from another team 

within Karbon or dealing with 

an anti-social behaviour case.  

And then there’s the more 

routine things like updating 

records, helping with mutual 

exchanges or estate checks.  

What do you like most about 

your job?

It’s great really getting to know 

the customers across the areas 

I cover and I also enjoy working 

with other teams and agencies 

such as the police and social 

services.  I also work in a lovely 

part of Northumberland which 

is a bonus!

Meet the team 
How can we help you?

We aim to help you find the 

home that is right for you and 

work closely with our local 

authority partners to make  

this happen.

What does a typical day 

involve?

I deal with all the tasks involved 

from helping a customer to 

find and sign up to a new home 

to the point when a customer 

decides to end their tenancy.  

This can include, advertising 

available homes, conducting 

viewings, carrying out reference 

checks and much more!

What do you like most about 

your job?

Letting people know that 

they’ve been successful for a 

property that they have had 

their heart set on.  Also being 

close to the beautiful coastline 

is a bonus!

How can we help you?

We can help if you have 

support needs such as learning 

disabilities and mental health 

needs, providing a focused 

housing management service 

and helping you remain 

independent. 

What does a typical day 

involve?

I support customers with 

differing mental health 

conditions, so support tends to 

be personalised.  A day can vary 

from providing support with 

domestic chores, helping with 

the weekly shop, paying bills 

and attending appointments, 

to helping someone deal with 

a mental health crisis.  I work 

in partnership with external 

agencies such as GPs and social 

workers.

What do you most like about 

your job?

I like changing lives – 

supporting people to deal 

with their mental health needs 

and live independently.  Even 

when this is difficult, I love the 

challenge.  I like the autonomy 

of my role and the chance to 

use my experience and initiative 

to make decisions.  But mostly, 

I like the team I am part of.  

The support of my colleagues 

makes anything achievable. 

How can I help you?

Our team deliver all of the day 

to day and planned repairs to 

your home as well as providing 

emergency repairs, 24/7, 365 

days a year.

What does a typical day 

involve?

I help customers with all 

aspects of joinery inside and 

outside of their homes.  That 

ranges from fixing and fitting 

doors, improving security, 

mending floors and skirting 

boards and replacing glazing to 

replacing kitchens.

What do you most like about 

your job?

I like the fact that I can fix 

customers’ housing issues and 

put their mind at ease.  It’s good 

to know you’ve made someone 

feel better – especially when 

they’ve been worried about 

something I can easily fix. 

Housing officer

Housing  
Team

Retirement 
Living

Want to reach your local 

housing officer?

Just contact us and we'll put 

you in touch. Turn to the back 

page for all the ways you can 

speak to us.

Lindsay Jones
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Housing officer
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Box clever
Nesting boxes will help encourage 
hedgehogs like me, as well as 
birds and bats, into your garden – 
though we can’t promise we’ll stay 
permanently! Bird and bat boxes 
should be placed in trees with cover 
or fixed to walls or fences where 
there’s cover by bushes or hedges, 
and they’re out of reach of cats and 
other predators. Hedgehog boxes 
are best when they’re in a quiet spot, 
hidden by ground covering plants, 
low shrubs or tree branches. You can 
buy ready-made boxes from wildlife 
organisations. 

Build a wood pile
This is a lovely place for me to build a 
nest. If left undisturbed, the wood will 
become covered in moss and algae, 
attracting insects that make a lovely 
dinner for larger garden creatures. The 
dark interior might also attract slow 
worms – a predator of the garden’s 
sworn enemy, the slug.

Rock a rockery
Did you know toads, newts and female 
frogs usually spend winter on land, 
under rockery stones or in a log pile? 
Help give them a cosy shelter this 
year by creating your own rockery. 
Recommended rock plants include 
aubretia, hardy geraniums, ivies, 
sedums and wild thyme.

This article was inspired by one of 
our customers in Heaton, Newcastle, 
who is an active member of the 
British Hedgehog Preservation 
Society. Photographs and video 
she captured of a prickly friend in 
her back garden is even being used 
by the Government and wildlife 
protection organisations to spread 
the message about the importance 
of taking care of wildlife. What an 
inspiration! 

You can find more information at 
www.britishhedgehogs.co.uk

Create a compost heap
My bird friends love to feed off the 
creepy crawlies that live in a compost 
heap – and I’m quite fond of a nibble 
too! Be sure to check for sleeping 
wildlife before using the compost, 
because some of us, especially the 
toad, like to nap in nests in the centre. 

Level up the flower power
My insect friends, like the butterflies 
and bees rely on nectar and pollen to 
feed. Help protect them by planting 
wildflowers from seeds. Please don’t 
remove them from the wild though, 
you can pick up wildflower seed 
packs at garden centres and even 
supermarkets. 

 
 
 

Cut out the chemicals 
Please, please don’t use pesticides 
or slug pellets in your wildlife garden 
or you risk killing off species that are 
essential in the animal food chain. You 
might also kill creatures you don’t 
wish to harm, like us hedgehogs. By 
helping hedgehogs, birds, bats, frogs 
and toads to survive the winter and 
provide places for them to raise their 
young, we’ll reward you by helping to 
keep garden pests under control!

With so much in the news 
about environmental issues it’s 
sometimes hard to know how 
to help. That’s why Helen the 
hedgehog is here with some 
great ideas to help create your 
own wildlife garden.

Create your own 
wildlife garden

Thank you to all of our customers who 
take such pride in their gardens. We 
are stunned every summer when your 
outside spaces burst into bloom and 
make a spectacle of your talent and 
hard work. 

Members of our Involved Residents 
Group said we should take the time 
to acknowledge those who do such 
wonderful work – not only those who 
need to make improvements. We 
think that’s a great idea so we’ll be 
dropping thank you cards though the 
letterboxes of spectacular gardens 
we come by whilst out and about, to 
thank you for a job well done.

Kath Glen, our Sustaining  
Tenancies Manager

Bird buffet and bath
Birds like a good bath and it's essential 
they clean their feathers from time to time. 
So a bird bath in your garden will double 
as somewhere to drink and somewhere to 
bathe. A bird table holding a variety of foods 
will attract all kinds of my feathered friends. 
Peanut dispensers are a big hit with the 
likes of the blue tit and might also attract 
greenfinches and even the odd woodpecker. 
Seeds and bird food will bring finches 
and robins to your table while half a fresh 
coconut will prove a very special feast for all 
kinds of small birds.

You 

said...
WE Did...

YO U R  N AT U R E
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D
id you know we run a service that’s dedicated 
to helping you get what you want from life? 
Faramarz Tavokoli of Gosforth explains how 

our Foundations for Life Team is helping to build a 
bright new future for his family.

Tell us a bit about yourself please Faramarz
I was born in Shiraz in South West Iran, a city 

famous for its red wine, roses and poetry. I came 
to England 20 years ago. I’ve lived here for half my 
life now so consider myself Anglo-Persian! I have a 
beautiful wife and a gorgeous four-year-old son. We 
moved into our Karbon Home two years ago after 
previously living in private rented accommodation. 
We count ourselves very lucky to now have such a 
safe and secure home.

Why did you get in touch with the Foundations for 
Life Team?
I needed some help to get a job. In the past I 

worked zero hours contracts but it’s very tough 
living without the security of a full-time job. I want 
something reliable so I have more certainty for my 
family and for my life. My wife is a fully qualified 
dentist but she needs to pass an English test before 
she can practice here. Her score needs to be a 7 and 
she’s now at 6.5 so she’s almost there. 

What has the team done to help?
My advisers, Helen and Graeme, are helping me 

with job applications and interview skills as well as 
calculations to make sure the jobs I am applying 

for are right for me financially. They even hand 
delivered one of my job application forms to the 
office for me. I’m currently waiting to hear if I got 
the job so fingers crossed!

What difference has the service made?
Words cannot describe how helpful Helen and 

Graeme have been. They are very compassionate, 
caring and understanding. The application process 
for jobs can be very complicated and it can start to 
affect your confidence when you’re not successful. 
It makes such a difference to have someone 
checking on you and coming up with expert advice 
to help.
They know how to help you make the best of 

yourself and focus on your strengths. They help you 
to stand out from the crowd when you’re up against 
many others for a job. I’ve certainly become more 
optimistic since I met them because they’re opening 
new windows of opportunity for me.

Would you recommend the service to others?
Definitely. It’s so important to help people feel 

like they’re going forwards not backwards. I feel 
strongly that this kind of service is crucial when it 
comes to taking care of people who need a little bit 
of extra help in life. This gives people confidence in 
their future. Karbon, and other housing associations 
like them, provide a great stabiliser in society.
To see light at the end of the tunnel there has to be 

a tunnel. Karbon is helping to build that tunnel for 
me and my family. 

Foundations  
for Life:  
The basics
What is it? 
It’s a free service offered to all 
Karbon customers to help to 
maximise your potential, achieve 
your career aspirations, and 
increase your digital skills. 

What are the kind of  
things I can get help with? 
The team’s one-to-one support is 
designed around what you want 
and need. A few examples of our 
support include help to: 

Work and career

• Find a new job

• Gain qualifications and identify 
further training

• Update your CV and complete 
job applications

• Prepare for interviews

• Learn new skills

• Get in to volunteering and find 
work experience

• Obtain appropriate ID

Digital

• Get started with the basics 
of using your PC, laptop, 
smartphone or tablet

• Become more confident using 
the internet

• Stay connected with friends 
and family - using email, Skype 
or social media

• Save time and money online

• Find/apply for jobs and update 
your online employment journal

• Make the most of our online 
services, such as paying your 
rent or reporting a repair.

How can I get involved? 
Email the team at foundations@
karbonhomes.co.uk 
Call the team on 0191 223 8750

Making the best of You

YO U R  L I F E
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In the middle of 
a crescent of 

houses in Stanley 
lies a garden 
so secret many 
residents in the 
town don’t know it 
even exists. But the 
Karbon customers 
whose properties 
back onto this 
special place are 
determined to 
change that. 

One of them is Vi Cooper and 
she tells us more…
“There’s a lovely circular garden 

between Fern Terrace and Alder 
Crescent but unless you live in one 
of the houses looking onto it, you 
wouldn’t know it was there. It’s like 
our own secret garden. 
Apparently, these houses all 

originally had individual back 
gardens or allotments that met 
in the middle but they’d become 
a bit of a wilderness. A few years 
ago great effort was made by the 
council to buy the land and create 
a communal garden. 
At some point tubs and seats 

were bought and a pergola was 
built but it’s never been properly 
loved and the residents always 
thought it could be so much more. 

Now, I’m glad to say, we have 
really exciting plans to make 
this a truly beautiful community 
garden to share with the 
neighbourhood. 
There will be a mini orchard, a 

wave of daffodils and bluebells, 
hanging baskets and clematis 
climbing over the pergola. The 
benches are being refurbished 
and it will become a perfect place 
to come to enjoy a cup of tea and 
a chat – especially for those who 
are on their own. 
Dave Jarvis, the Neighbourhood 

Warden for Stanley Town Council, 
had heard about our secret 
garden and set out to discover 
where it was. 

This is a great example of a 
project that involves lots of 
different organisations working 
together to achieve something 
special. It’s led by Stanley Town 
Council, in partnership with 
Durham County Council and 
Karbon Homes, and we are  
really keen to give customers 
practical and financial support 
to make sure this wonderful  
idea blossoms! 

Stacey Brown,  
Community Connector

He has taken us under his wing 
to help us get our project started 
and Stacey Brown from Karbon 
has helped us get set up as a 
formal residents’ association so 
we can bid for funding to continue 
with our garden makeover. 
We were granted £994 from 

Karbon to pay for flowers, pots 
and the upcycling of garden 
furniture. We’ve since also 
applied for £500 from the Royal 
Horticultural Society and our aim 
is to be part of the Northumbria in 
Bloom competition.
We’ve decided to call the garden 

Copper Beech Community 
Garden, after the beautiful copper 
beech tree that welcomes you into 
the garden, and in recognition of 
the fact that this will be a space 
for the whole community to 
enjoy.”
If you’d like to help the Copper 

Beech Community Garden, 
you can get involved by calling 
Stacey Brown on 0191 223 8432 
or by emailing stacey.brown@
karbonhomes.co.uk.

Stanley’s very own secret garden

 money  
questions answered
By Lee Forrest, our Money  
Matters Team Manager

Q. I am on Universal Credit, and have recently started to pay 
8% towards council tax.  I have tried to find out why and how 
come some people that I have talked to, who are also on 
benefits, do not have to pay, but no one can tell me.

A. Since Council Tax Benefit was abolished in 2013, and 
replaced with Council Tax Reduction, all local authorities have 
been able to design their own council tax scheme.
It used to be that if you were entitled to an income-based 

benefit like Job Seekers Allowance, Income Support or 
Universal Credit, you would automatically get full council tax 
benefit, but since Council Tax Reduction was introduced that 
has changed.
If you are working age (this doesn’t apply if you are able to 

to claim Pension Credit), your local authority (currently all 
those with Karbon Homes except Durham County Council) will 
expect you to pay something towards your council tax, even if 
you claim other means tested benefit.
How much depends on your local council and can vary from 

8% to 20% of your council tax bill. In a ‘Band A’ property, a 
single person may have to pay between £1.50 and £3.50 per 
week depending on where they live (and how much their 
council tax charge is). It’s a lot of money when your only 
income is £73.10 a week, and that’s before you factor in other 
essential bills and payments. 
As well as Council Tax Reduction, there are discounts that  

are possible to apply for, including a single persons discount,  
a student discount, or a discount for people with a with a 
health problem.
The Money Matters Team at Karbon can give you advice if you 

have council tax arrears, or if you need advice budgeting or 
managing debt in order to pay your essential household bills 
like rent, council tax, energy bills or water rates.

Get in touch

Call us on 0808 164 0111 to make an  
appointment with the Money Matters Team 

Email us at moneymatters@karbonhomes.co.uk

Visit our website for information  
www.karbonhomes.co.uk/your-money/

Email your money questions for Lee to  
lee.forrest@karbonhomes.co.uk 

Your
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What to do when you are experiencing  
anti-social behaviour
If you come across a situation you feel 

uncomfortable dealing with yourself, or if a  
recurring problem simply isn’t getting better,  
help is at hand. You can report incidents of  
anti-social behaviour to Karbon Homes any  
time, day or night. 

Useful contacts
Call Karbon Homes anytime on 0808 164 0111 to 

report the incidents you are experiencing, and we 
will talk through how we can help you and what 
support is available.

In an emergency, always call the police on 999
For non-emergencies call the police on 101.

We have two services 
to help gather evidence 

quickly and tackle anti-
social behaviour, in response 

to feedback from customers.

iWitness 
iWitness is an out of hours service to provide 

support when you need it. 
Our specially trained, independent and accredited 

team will come out to support you with incidents of 
anti-social behaviour that are happening at the time 
of your call.
iWitness officers can observe the incident and 

produce a report for the next working day which 
is essential for speeding up investigations and 
supporting legal action when necessary.
Just call the usual Karbon Homes number to 

report your incident and if it is happening at the 
time of the call you will be offered the use of the 
iWitness service. 

The Noise App
The Noise App is a free, quick and easy way to use 

your smartphone to create an accurate recording of 
noise that is causing a nuisance and affecting you.
Once you’ve recorded your evidence, you can 

send it directly to Karbon Homes to review and 
investigate.
The recordings are uploaded directly onto a secure 

site that our officers access and can use to review 
the noise disturbance, provide feedback and decide 
on the necessary action. 

Find out more on our website 
www.karbonhomes.co.uk/

your-community/ 

Pets
Like us, dogs love the sunshine and welcome a 

chance to stretch out in the fresh air. Just remember 
to keep pets on their lead when you’re in public and 
communal spaces, don’t let them roam around the 
streets and don’t leave them distressed or barking. 
Be sure to clean up after your dog when you take 
them out and don't leave any mess in your garden  
or on paths.

Gardens and rubbish
If your outside space needs some attention, now’s 

a great time. As a customer, you are responsible for 
keeping your own garden area or yard tidy, safe and 
free from rubbish. By giving gardens and yards a 
spring clean, you’ll also create a great space to enjoy 
with friends and family. 

summerLove 

neighbourhood
love your

S
ummer’s here and everyone wants – and 
deserves – to be able to enjoy the sunshine 
and light nights. 

Laurie Edmundson, our Sustaining Tenancies 
Team Leader, shares with us some advice to 
help keep our neighbourhoods peaceful as we 
all head outdoors, as well as some tips in case 
you need help handling more difficult situations.
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Children playing
We know children playing close to our homes can 

be lively and noisy – sometimes even disruptive. 
We ask that children, their parents and other adults 
all find ways to compromise so everyone can enjoy 
their homes and neighbourhoods.
At Karbon we encourage 

adults to be mindful that we 
were all young once. Children 
have the right to play as well 
as a need for physical exercise. 
It’s important to remember that 
children playing football, or other 
sports and games, is not anti-
social behaviour, nor is it illegal. 

If you’re a customer disturbed by 
the noise of children playing, try 
taking these steps:

• Explain the problem to the  
child or children

• Suggest a positive alternative

• Don’t argue or be confrontational

• Don’t invite children into  
your home

1 6 
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Adaptations: The basics
What is an adaptation?  
They’re fixtures or fittings that 
are designed to help you with 
your day-to-day living and 
improve your mobility in and 
around your home. 

What kind of adaptations  
can Karbon help with?  
Minor adaptations include grab 
rails, bannister rails and lever 
taps, as well as the fitting of key 
safes. Major adaptations involve 
larger changes to your home 
such as wheelchair ramps, wet 
rooms, and stair lifts. 

How easy is it to get approved 
for an adaptation?  
We’ll do everything we can to 
help you get sorted, either by 
doing the adaptation ourselves 
or finding another partner that 
will. Usually minor adaptations 
can be arranged and installed 
quickly. We have limited funding 
for major adaptations, but we can 
help you to seek independent 
funding through a Disabled 
Facilities Grant (DFG).

Who is eligible for support?  
All Karbon customers, regardless 
of age, who are struggling with 
their home because of health 
problems.

How can I apply?  
You, your family, a carer or social 
care/health professional, or just 
someone you rely on can get in 
touch with us to find out more. If 
you’d like us to, we’ll visit you at 
home. If you’re taken into hospital 
and need minor adaptations 
made to your home so you can 
get back there quickly and safely, 
we’ll automatically work with the 
hospital staff to make sure that 
happens. 

Turn to the back page to see 
how you can contact us about 
adaptations in your home.

Who’s who:

Carol  
Kay  
Team Leader

 
 
Becky  
Richards  
Adaptations 
Assistant 

Jon  
McDonald  
Retirement 
Living Manager

 
Karen 
Wilkinson  
Adaptations 
Officer

Our team are very passionate about 
helping our customers to remain 
independent in their own homes for 
as long as possible. We're also very 
conscious about the important link 
between health and housing and 
we're constantly looking for ways to 
ensure our services reach anyone 
who could benefit from them.

Karen Wilkinson, 
Adaptations Officer

30  
major adaptions were made

£370,000  
invested on adaptations every 
year by Karbon

1,800  
adaptations were ordered 
last year alone

1-2 days  
Time taken for most minor 
adaptations to be made to 
allow a customer home from 
hospital

Your home should be a 
place where you feel safe, 

comfortable and happy. If you’re 
struggling with day-to-day 
living or moving around your 
home, our Adaptations Team can 
help. Here, one of our Karbon 
customers Mary, tells us how the 
service has improved her life.
“I’ve lived in my bungalow 

for two and half years and I 
absolutely love it. When I first 
came to view it, I couldn’t believe 
how perfect it was for me in my 
older years. The thing I love most 
is how bright and breezy it is. 
The lounge has a floor to ceiling 
window looking out into the 
woods. It’s heaven. It's so quiet, 
I get lots of wildlife coming into 
the garden and I even get deer 
passing the window.

I’m partially sighted and 
although I manage day-to-day 
life very well, there were a few 
things causing me problems when 
it came to moving around my 
home and to do with the layout of 
the bathroom. I got in touch with 
Karbon to see if they could help. 
The Adaptations Team and all of 
the tradespeople were so lovely. 
Nothing was a problem to them 
and they were so keen to help me. 
Firstly, they tackled the 

bathroom, installing a wet room, 
new grab rails, and altering the 
position of the toilet. They paid so 
much attention to detail in terms 
of how I’d use the space. These 
little things are so important.
Then they changed the internal 

doors so they now don’t open 
into the rooms, they swing the 

other way and can be propped 
open against the wall. They also 
altered the light switches so they 
can be turned on before entering 
the room. This has made an 
incredible difference to my life. 
The rooms feel twice the size and 
it’s so easy to move around the 
whole house now.
The changes have brought me 

and my family real peace of mind 
for the future. I don’t worry in 
case my sight deteriorates further 
because I will know this house like 
the back of my hand and will be 
able to manage just fine. I won’t 
be walking into doors or tripping 
over. I’ll be able to stay here and 
remain independent, which is 
exactly what I want.”

As told to at home

Homecomforts
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I was born in the shadow of St James’ 
Park in 1953. If you could cut me in two, 
I bleed black and white. Phillip Street 

doesn’t exist now but my first home was 
in a flat in a cobbled street with outside 
loos. Everyone’s door was open – partly 
because they had nothing worth stealing 
– but also because neighbours were 
welcome to come and go as they pleased. 
My first real job was working in a bank 
but I hated it! I went to university and 
moved into computer programming.
I soon realised I wanted more action 
from life and joined the fire service. It 
was a very exciting and demanding job. 
At the time, the Pilgrim Street station in 
Newcastle was the second busiest in the 
UK and we dealt with all kinds of incidents, 
including the Tyneside Riots in 1991. My 22 
year career came to an abrupt end when 
I was badly injured in a house fire. The 
lady I rescued was released from hospital 
the next day but I never recovered from 
the damage caused by the backdraft we 
experienced in the burning house  
that night. 
People think I’m kidding when I tell them 
about my brief career in showbusiness! I 
spent a stretch of the 1980s working with 
a production company, looking after the 
likes of Elton John, Guns ‘n’ Roses and 
Genesis. I have the back stage passes to 
prove I wasn’t dreaming!
I lived for a while in Australia after 
leaving the fire service and had a 
fantastic time. Before I left for Australia, 

I met a wonderful lady 
who would later become 
my wife. I came back to 
the UK to live with her 
and we were blissfully 
happy. Then in 2009 
life dealt us a cruel 
blow. I was diagnosed 
with prostate cancer 
and shortly afterwards 
we found out she had 

terminal cancer. I was given a 
month to live but 10 years on I’m 
living in remission. My wife wasn’t 
so lucky and I lost her after eight 
amazing years together.  
I moved 14 times after my wife 
passed away. I couldn’t settle 
anywhere and didn’t really want 
to be anywhere without her. 
Life got a new focus when I got 
involved in supporting cancer 
charities in my wife’s memory. 
I dedicated a huge amount of 
time to visiting patients fighting 
the disease and showing their 
families that there is hope 
after diagnosis. I became an 

ambassador for 
Cancer Research 
UK and also took 
part in a number 
of medical trials 
to try to progress 
the scientific 
understanding of 
the disease. 
My volunteering 
took another new 
direction when 
I got involved 
in crucial work 
with the British 
Legion to 

support military 
veterans. For four 
years I travelled the 
length and breadth 
of the North helping 
to put back together 
men broken by the 
horrors of action in 
Iraq and Afghanistan. 
I turned to Karbon 
Homes after being 
burnt out by my 
experiences. Life can 
be cruel and although 
I owned a house at 
the age of just 20, I 
now need the safety 
net of social housing 
at the age of 66. I feel incredibly 
lucky to have settled into a 
peaceful bungalow in Heddon-
on-the-Wall, with amazing views 
of the Tyne Valley. 
Life goes at a much slower 
pace these days but I still do 
whatever I can to help others. I 
do the milk, bread and pharmacy 
run for those that can’t get 
out, and clear the snow and do 
gardening for people. It’s what 
my wife would have wanted and I 
live my life in her memory now. 

As told to at home

If you'd like to share  
your life story with 
readers, please get  
in touch.

Email us at 
communications@
karbonhomes.co.uk

Direct message us 
@karbonhomes 
Facebook

Call 0808 164 011.

Keith Kindred wrote in to suggest we focus on the 
life stories of our customers and discover how 
their experiences led them to their Karbon home. 
We loved the idea and hope to make this a regular 
feature. What better place to start than tracing 
Keith’s own fascinating journey? Thank you for 
sharing your life story with us Keith.

My life story 

" People think I’m kidding when 
I tell them about my brief 
career in showbusiness!"
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Karbon Kids

Mam
I celebrate you my Mam,

you are special and fill my life

with all that is sweet and nice.

As a little boy we went to live  

in a foreign country,

so that you could take care of  

your own mum who was dying.

I have learned many things from you,

your kindness, your willingness and your 

selfless love that never runs dry.

You always gave us a boost and make 

others feel special.

You overlook my faults  

and warm up my life.

I thank you for being the person you are. 

The finest gold on the Earth cannot 

compete your worth.

I am happy and touched because of you.

Your love has made me into the special 

boy I am today.

Lakemfa, Age 11

Grandad
You've always been my hero  
you always made us feel special
with your smile and bubbly attitude to life.You are always my friend.We love you grandad. You are a brilliant man and have a big heart made of gold.

You are always there for us.  
Me and you are like  a diamond in the sky.You are the best grandad in the world. 

you keep us safeyou always encourage us, You find a way to make things fun.Timiebi, Age 8

Easy Tricky

Coffee Time

2 5 3 1 4 6 8
8 7 9 4 3
6 4 3 5 7 1 9 2

7 8 5 2 1
4 1 9 7

2 5 6 1 9 7
7 9 2 5 8 4

4 9 6 5
3 2 1 8 6 7

6 7 5 1 4
1 5 3
4 3 8 5 1
8 9 6 1 2

9 1 3
1 2 7 8
4 7 1 6

6 2 8 7 5
2 3 8 7 9 1 6

And the winners are…

Congratulations to the talented winners of our 
poetry competition. Lakemfa, aged 11, Timiebi 
aged 8, and Lucy aged 9, who all received £25 
Amazon vouchers for their fantastic poetry. 
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We'll be 
revealing the 
answers on 
Facebook so 
make sure you 
stay tuned to 
Karbon Homes.

Nothing says summer better than 
sandcastles so let’s see your most 
daring designs! Whether you draw 
yours at home with pen and paper or 
get down to the beach to build with 
real sand, we want to see your most 
imaginative castle creations.

Ask a grown-up to share your entry 
with us for a chance to win a £25 gift 
voucher (there are two up for grabs). Send 
entries by email to communications@
karbonhomes.co.uk or take a photo and 
post it on Facebook using the hashtag 
#KarbonKids. Be sure to include your age. 
We’ll publish the winners in the next 

edition of at home. Good luck! 

Khia The Dog

Khia is the best,

She's better  

than the rest.

Whenever she sleeps 

she snores.

You can hear it through  

the doors.

When I rub her belly,

her legs go like jelly.

I like being together,

I will love her forever.

Lucy, Age 9

Take a break and have some fun puzzling with 
our summer word search and sodukos.

SUNCREAM

PICNIC

HOLIDAY

GARDEN

FLIPFLOPS

ICECREAM

SANDCASTLE

BEACH

SUNGLASSES

BARBEQUE

FESTIVAL 

SUNFLOWER

BUTTERFLY

DAISY

LOLLY

MEADOW

DECKCHAIR

PADDLING POOL

HAMMOCK

Q W S A N D C A S T L E R M Y N U B B I
I O V P C A X S Z L D K F J G H Q M U W
N C E S U N F L O W E R B R V S R V T Y
U C E I X L D J F F E G F J D U J S T L
A Q P C W O E I R I R Y T Z M N X N E B
C V G A R L S K P I C N I C F G J F R H
T Y A R U E W I Q I Q O P V B L N C F N
F Z R M Z G A H T Y R U D H J A X N L M
L Z D S K W I M W E O A L O Z S M H Y N
I Q E W E A S Z U X E R D L F S C A V D
P T N Y O Q W Q E C V N J I U E Y M T A
F G H U P A E S X B B H M D J S H M G I
L B N I L B Q S Z E X B M A A D G O J S
O L Q E R Y I O S A F M H Y K L Z C C Y
P W R A Y U S U N C R E A M A S O K D F
S H B Z C X B N D H E A T D S W R L U L
G K J L R T Y U I O P D S D F G H J L K
W P A D D L I N G P O O L C Q A E R B Y
K F T X M N B V C X Z W S F G G H R E W
U F E S T I V A L F D D E C K C H A I R

Competition Time

YO U R  T I M E
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mailto:communications@karbonhomes.co.uk
mailto:communications@karbonhomes.co.uk


2 4 

Website
www.karbonhomes.co.uk 

Sign up for an online account and discover a wide 
range of self-service options.

Pay your rent, report a repair, track a current repair 
and update your contact details.

Email
info@karbonhomes.co.uk

Email any of your 
queries to our Customer 
Relations Team.

Post
Write to us at:

Karbon Homes, 
Number Five, 
Gosforth Park Avenue 
Gosforth Business Park, 
Newcastle upon Tyne 
NE12 8EG.

Phone
0808 164 0111

Full service available: 8:30am – 5pm weekdays,

Call to report a repair, make a rent payment or  
make a general enquiry.

Out of hours service available: 5pm – 8:30am 
weekdays, 24 hours weekends and bank holidays,

Call to report emergency repairs, anti-social 
behaviour and make a payment. Make sure you  
have your tenancy number handy!

Facebook 
@karbonhomes

Stay up to date with the latest information through 
our social media channel.

Inbox your queries to our advisors who are available 
from 9am – 5pm weekdays.

Get in touch, stay informed
Reception opening hours 

      Monday - Thursday Friday

Gosforth 09.00 - 17.00 09.00 - 16.30

Bowes Offices,  
Chester-le-Street

08.30 - 17.00 08.30 - 16.30

Chester-le-Street Hub 08.30 - 17.00 08.30 - 16.30

Morpeth 09.00 - 17.00 09.00 - 16.30

Hexham 09.00 - 17.00 09.00 - 16.30

Stanley 08.30 - 17.00 08.30 - 17.00

The Spetchells 
Centre, Prudhoe

09.30 - 15.00 09.30 - 15.00

Meet with us

Did you know you can access 
a range of services at the 
receptions of our various 
customer centres? So if you’d 
prefer to speak to one of our 
friendly advisors in person, 
whether that’s to report a repair 
or a community issue, pop along 
to one of our offices.

To find out which office is nearest 
to you and how to get there visit  
www.karbonhomes.co.uk/
contact-us/

Changed your phone or email recently?  
Make sure you update your contact details with 
us, so you don’t miss out on the latest information 
about your home and community.

 Karbon Homes is a charitable registered society under the Co-operative and Community Benefit Societies Act 2014. Registration No:7529
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