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Welcome to issue four of your Karbon Homes magazine.

It’s hard to believe that at home with Karbon is already 

celebrating its first birthday, we’ve really loved reading 

your inspiring stories throughout the last year. 

I hope you enjoy reading this latest issue as much as we 

have enjoyed putting it together and we’d love you to be 

involved in the next one. This magazine is all about you, so 

please continue to suggest the topics and the people you 

want to read about. Drop us a line at communications@

karbonhomes.co.uk with your ideas and we’ll be in touch 

to find out more.

The importance of effective customer communication 

is a theme that runs throughout this edition. On page 14 

Ashley explains how your feedback will directly lead to 

improvements in our services in future, and on page 15 

Kath tells us more about Karbon’s commitment to meet 

you in your home to discuss any queries you might have. 

There’s good news too on the improvement of response 

times on the telephones, as Claire explains on the page 

opposite.  

It is also important for our customers to know how we 

are performing in a range of areas. Our Customer Annual 

Report for 2018/19 is now live and highlights how we 

are performing against the standards that are set by the 

Regulator of Social Housing, as well as celebrating what 

Karbon has accomplished over that year.

The report is available on our website. If you would like to 

request a printed copy of the report, or a copy in another 

format, such as a translated or audio version, please email 

communications@karbonhomes.co.uk

To ensure our latest report contained clear information 

that is relevant to you, we worked closely during it's 

development with our Strategic Group, a panel made up 

of Karbon customers who help us review and improve 

our services. It's really important to us that our customers 

have their voices heard on areas that they care about. 

There's lots of different projects like this that customers 

can get involved in, why not become one of our involved 

residents and stay in the loop on future projects, email us 

at connectwithkarbon@karbonhomes.co.uk

Thank you for reading and the whole Karbon team 

wishes you and your family a safe, healthy and happy 

festive season.

 Jo    Jo Ray, Executive Director of Customer Services

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

Q. I had to wait longer than usual to 
get through to customer services by 
phone last time I called, when will that 
improve?

A. We’re aware that getting through to 

us on the telephone has been challenging 

over recent months, leaving our customers 

feeling frustrated. We’re really sorry about 

this and we’ve been working very hard to 

speed up response times. 

You should be able to get through to us 

much faster in the next few weeks and we're 

hopeful that things will continue to improve.

We are making a range of changes so it’s 

easier than ever to speak to your Customer 

Relationship Team, using whatever method 

of communication suits you best – whether 

that's online, by phone, or in person. 

We've also increased our full service hours, 

meaning you can report repairs as late as up 

to 6pm.

Thank you for your patience in the meantime 

while we continue to improve your services.

 
questions 
answered

Ways to get in 
touch and stay 
informed
Meet with us 
We have Customer Service receptions in various 
locations. Find out which is nearest to you,  
how to get there, and opening hours via our website  
www.karbonhomes.co.uk/contact-us/  

Website  www.karbonhomes.co.uk  
Discover the benefits of a My Karbon account by 
turning to the back page.

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

Facebook  @karbonhomes 
Stay up to date with the latest Karbon Homes 
information. Inbox your questions to our advisers who 
are available 9am – 5pm weekdays.

Phone  0808 164 0111

We've increased our full service times.  
Full service is now available 8am – 6pm weekdays

Out of hours service available: 6pm – 8am weekdays, 
24 hours at weekends and bank holidays.

For opening hours over the festive holidays  
see the back page.

Your
By Claire Cherry, our Customer 

Relationship Manager

mailto:communications@karbonhomes.co.uk
mailto:communications@karbonhomes.co.uk
mailto:connectwithkarbon@karbonhomes.co.uk
tel:0808 164 0111
mailto:info@karbonhomes.co.uk
http://www.karbonhomes.co.uk/contact-us/
http://www.karbonhomes.co.uk
mailto:info@karbonhomes.co.uk
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It’s Remembrance Day on November 11, when the nation comes together to honour  
the sacrifices of the Armed Forces and their families in the hope of a peaceful future. 

We are grateful to our many 

residents who have played 

important roles in conflicts –  

both on the frontline and closer 

to home. 

Here, we talk to 90-year-old 

Alnwick resident Nora Walker 

about how she came to care for 

Britain’s wartime orphans.

"I still remember clearly the 

day war was declared over the 

wireless. 

I was aged 11, living with my 

parents, three sisters and brother 

in Dunston, Gateshead. The 

area was at risk of bombing so 

children were told they’d need 

to be evacuated to keep them 

safe. My sister and I went to 

live at the farm of our favourite 

aunt in Bishop Auckland. We 

knew we were very lucky to go 

somewhere with people we loved. 

Other children were sent off to 

unknown places. The thought of 

them standing in lines, clutching 

their gas masks and waiting to be 

chosen by a stranger, terrified me. 

Although I missed my parents, 

I loved being in my new home 

and school. Mine was not a 

typical experience of the war in 

that respect. But we were often 

reminded of the horrors that 

children were facing elsewhere. I 

was heartbroken by the photos 

in the newspapers of the children 

who were left orphaned and 

injured by the London bombings. 

I vowed I would help them and as 

soon as I left school I did. 

I got an interview at the original 

Dr Barnardo’s home in Stepney 

Causeway, London, when I was 

16. I took the train with my dad 

and we were shocked by the 

unworldly sight of the bombed-

out streets as we travelled 

through badly hit areas. 

I trained at a Dr Barnardo’s Staff 

Training School in Woodford 

Bridge in Essex. Sometimes we’d 

hear doodlebugs, which were 

basically bombs with wings. We’d 

rush to the window to see where 

they were, and we'd watch them 

fly until they ran out of power. 

Then they’d drop to the ground 

and explode and we’d run to hide 

under the table for shelter. It was 

very scary. 

I absolutely adored my work 

and the children. I especially 

remember happy times with one 

little boy called George, who had 

a terribly scarred face from being 

burned. The little ones clung 

to us and we smothered them 

with love. We learned all kinds 

of things that would be helpful 

in tending to 

children who 

were orphaned, 

or had no family 

for other reasons. 

Many had 

suffered terrible 

experiences or 

were living with physical injuries. 

We learned everything from 

psychology to domestic science.  

It was like a little village – there 

was a school, a swimming pool, 

a gym, and a hospital, all in the 

grounds. Boys and girls had 

separate homes in those days.

The children were very well 

cared for and life was made very 

happy and comfortable for them. 

I used to feel so proud of them 

when I took them on the bus to 

my parents’ house for tea on my 

day off on Sundays. I was only a 

teenager myself but we just got 

on with it and I don’t think we 

stopped to think about how huge 

our responsibility was. I came 

back to the North as an Assistant 

Matron and worked in Dr 

Barnardo’s homes in Washington 

and Cullercoats, and then 

Kidderminster, before getting 

married. Those experiences of  

the war were all part of my  

strong desire to help children  

and I went on to work for Save 

the Children Fund and then the 

children’s department of social 

services. 

Even after all of these years I still 

have a sense of satisfaction for 

what we achieved back then. 70 

years later, I’m still in touch with 

Barnardo’s.  I love reading letters 

in their magazine about children 

who went on to have amazing 

lives – to have brilliant careers 

and lovely families of  

their own." 

As told to at homeWartime memories 

" we were shocked by the 
unworldly sight of the 
bombed-out streets"
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K
arbon resident Nichola 

Winthrop and friend 

Lynsey Baxter dreamed 

of a place where children with 

additional needs could take 

centre stage – so they created it! 

Karbon has just provided a grant 

to the Odd Socks Foundation 

to run drama and dance classes 

for the next 12 months in South 

Tyneside. Nichola tells us more…

“I met Lynsey when our children 

started nursery and we hit it off 

immediately. 

Our children have a number of 

different health issues and we’d 

often find ourselves on outings 

with our pushchairs, talking 

about the challenges we both 

experienced. We really just got 

each other and it was great to 

have someone else to talk to who 

understood the things we face as 

parents of children with additional 

needs. 

That’s what gave us the idea 

for the Odd Socks Foundation. 

Primarily we wanted to create 

an out of school play club for 

kids with extra needs, but we 

also wanted to provide a support 

network for their parents. 

Parents told us they’d love us 

to run drama classes where their 

children could express themselves 

without the fear of being judged. 

A place where siblings could also 

take part and play together and 

parents could enjoy meeting each 

other over a cup of tea. We’ve 

been running a weekly drama 

class for a little while and it’s 

been really successful. Now we’re 

extending to offer a dance class. 

Kids don’t see disability or care 

about it. They just want to get 

on with things and it’s lovely to 

see how they help each other to 

grow in confidence. We just had a 

community event and our drama 

group wowed the audience by 

singing together. It’s incredible 

to think some of these were the 

same children who hid under the 

table when they first came to us. 

Paul Moralee,  
Community Investment Manager

To find out more about our community 
investment grants
Email: mycommunity@karbonhomes.co.uk 
Call: 0808 164 0111 and ask to speak to a 
Community Connector

We are always keen to hear from great 
projects. If you’re looking for funding for 
your organisation, we’d love to hear from 
you so please get in touch.

We want to open our sessions up 

to more families by making them 

as affordable as possible. I was so 

excited when I stumbled across 

the fact that Karbon offers help to 

community projects that support its 

residents. From the second I spoke 

to the team they were clearly on my 

side and wanted to help. The grant 

we’ve been given means that rather 

than charging £3.50 a session we will 

just ask for donations. 

We’ll have an honesty box and 

people can put in whatever they 

can afford. We know so many more 

families can benefit from what we 

are doing and we’d urge anyone 

interested to come along. They'll 

receive a warm welcome.”

As told to at home

Odd Socks runs drama sessions 

9.30-10.30am and dance 

classes 11am-12pm every 

Saturday at Perth Green 

Community Centre, Jarrow. 

For more information 

check out Odd Socks 

Foundation on Facebook 

and Instagram or email 

oddsocksfoundation@

gmail.com

More good 
news for 
South 
Tyneside
Karbon Homes funding 
now means Durham Cricket 
Foundation can run a young 
people’s cricket and leadership 
development programme in the 

borough.

And NEYouth will be improving 

connections between young people 

and their communities by building 

a picture of what gaps there are 

currently in services and facilities, 

while raising awareness of what is 

already available. 

The project will be carried out 

in the West End of Newcastle, 

Chester-le-Street and Stobhill, 

as well as Hebburn and Jarrow. 

NEYouth will be out and about 

asking young people in these areas 

for their thoughts and will always 

show their identification to prove 

it’s safe to get involved. To find out 

more about NEYouth visit  

www.neyouth.org.uk
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Making a dramatic 
difference

YO U R  K I D S
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Everyone needs a bit of advice 
on household finances from 
time to time because they can 
be complex, especially with the 
ongoing changes to the benefits 
system. That’s why our advisers 
are here – to help our customers 
avoid financial difficulties and 
live securely.   

Lee Forrest,  
Money Matters Team Manager

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

Q. My employer has reduced my hours and I can’t cover  
the cost of Christmas. My neighbour has offered to lend me 
some money because my bank has refused – what would  
you advise?

A. Firstly, I’d ask you to think twice about whether you really 
do need to borrow that extra cash. Have you explored other 
ways of making savings or increasing your income to avoid 
paying for Christmas well into 2020 with loan repayments?  

Your change in circumstances could mean you are entitled to 
additional benefits, so it’s well worth having a quick benefits 
check (see the page opposite). My team is also on hand if 
you’d like to chat through your household budget and get 
some advice on the best way to manage things. We’ll go 
through your income, your spending, and your debts with you, 
and then explain your options. 

If you do decide to borrow, make sure it’s from a responsible, 
legal lender – not someone who could exploit your situation 
by demanding extortionate rates of interest. Avoid at all costs 
borrowing from someone who could be a loan shark. The 
England Illegal Money Lending Team gives advice on how to 
spot, report, and deal with loan sharks. 

Call them on 0300 555 2222 or visit the website,  
www.stoploansharks.co.uk. Also, be aware of high-cost  
credit that even legal lenders often charge. Your local  
credit union could be a good place to turn –  
visit www.findyourcreditunion.co.uk to find one near you. 

Anyone thinking about taking out a high-cost loan, who 
would like some thinking space to consider their decision 
and its potential consequences, can download an app called 
Indebted Life from the App Store or Google Play. You can also 
find it online at www.debtinterfaces.org.uk. 

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  
info@karbonhomes.co.uk 

Your
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    Get in touch with the team for a quick and 
free benefit check. 

    Find out within five minutes if you’re entitled 
to anything new. Just answer a few questions 
on the phone. 

    If you are eligible to make a new claim, get 
advice on exactly how to apply, including help 
to get any necessary forms and support to 
complete them.

    Get help to gather any evidence to  
support your claim.

    IF YOUR CLAIM IS SUCCESSFUL.   
Hooray! There’s more money in your account. 
You could also be entitled to other benefits.

    IF YOUR CLAIM IS UNSUCCESSFUL.  
We’ll help you challenge the decision. 

How to navigate the money maze
Have you recently changed where you 

live, who you live with or your working 
arrangements? Has your health changed 
or have you had other major changes in 
circumstances? If so, then we can help 
you to check you’re not missing out on 
any potential income.

In the last 12 months our skilled benefits and money 
advisers generated a record-breaking £5.3 million 
for Karbon customers – that’s an average of £4,635 
for each person who we helped to make a claim.

Our Money Matters Team is here to help you 
navigate the money maze to maximise your income.

Benefits breakdown

We help customers claim a wide 
range of benefits to improve 

their circumstances relating 
to their ability to work, caring 
responsibilities, housing needs and 
health. Here are just some of the 
highlights of what the team has 
helped customers to claim in the 
last 12 months:

£1m+  
Personal Independence Payment

£950k  
Employment and Support 
Allowance

£208k  
Discretionary Housing  
Payments

£119k  
Carers’ Allowance

YO U R  M O N E Y

http://www.stoploansharks.co.uk
http://www.findyourcreditunion.co.uk
mailto:moneymatters@karbonhomes.co.uk
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mailto:lee.forrest@karbonhomes.co.uk
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Make your season both merry and bright with  
these super-easy, homemade Christmas decor ideas.  

How cute is this candy cane Santa 

sleigh as a simple stocking filler or 

inexpensive gift? Perfect for kids 

to give to their friends, family or 

even their teacher. Try stacking the 

sleigh with different combinations 

of treats – you only need a few 

chocolates to create a great effect. 

To make, simply stack a KitKat and 

miniature chocolate bars on top of 

two candy canes. Stick each item 

together using double-sided sticky 

tape or ordinary tape doubled over. 

Tie string or ribbon around the top 

to decorate and add any kind of 

flourish you fancy. You can even 

add a little chocolate Santa in the 

driving seat!    

How to:
Make a wrap bauble 
Fancy a new colour scheme 

for your tree this year? Give old 

baubles a new look with this neat 

upcycling trick. Try exploring with 

different fabrics and finishing 

touches. What about old wrapping 

paper, newspaper, magazines? 

Even parchment paper used for 

baking works brilliantly to create a 

bauble you’ll see on no other tree.

Just wrap the bauble in the fabric, 

folding neatly as you go. Secure 

with the rubber band and tie string 

or ribbon to make a nice bow. Trim 

any excess material and add a new 

loop for hanging if you like. Simple! 

YO U R  H O L I D AY S

How to: 
Make a Christmas candy cane sleigh

How to: 
Make Christmas card bunting
Too many cards to display? Discovered a stack 

from last year when you unpacked the tree? Try 

turning them into colourful, festive garlands. 

Experiment with different sizes and shapes.

Simply cut diamond-shapes from cards and 

fold them in half so the colour shows on both 

sides. Stick along a length of string, twine 

or ribbon using double-sided sticky tape or 

glue – remembering to leave a length at either 

end for hanging. Try adding your own festive 

message by writing or sticking letters cut out 

from magazines on the inside of some of your 

diamonds.

Christmas Decorations
DIY

Karbon customers, Masie and mum  
Amanda, pictured right, did a wonderful  
job at recreating their own decorations!



Kath Glen

Ashley
 Wallace

By Ashley Wallace, our Customer Experience Manager

Your views are vital when it comes to improving 
what we do and how we do it. There’s nothing 
better than your first-hand experience to help us 
find new ways to work and improve what we do.
If you’ve used our services for something like a 

repair, gas servicing or moving into a new home,  
we are really keen to know about your experience. 
Our external research agency, Voluntas, will be 

contacting a sample of customers to ask for your 
feedback and we’re always really grateful for your 
thoughts. 
We use the information in lots of ways and have 

a constant cycle of feedback. Your thoughts and 
ideas are collated and get passed back to the 
relevant team who put in place an action plan to 
address any issues. 

It's really important to our staff that they provide 
the best service possible. We love to hear your 
thoughts, to know were doing a good job and to 
understand how we can continuously improve our 
service to you.

You can also share your feedback, including 
complaints, by:

•  Contacting us (see page 2 for full details)

•  Speaking to a Karbon team member in person, 
for example during your customer care visit 
(explained on the next page)

•  Visiting our website for full information 
about our complaint’s procedure  
www.karbonhomes.co.uk/ 
complaints-compliments-and-suggestions

From time-to-time we ask you to give us feedback on our services. 
Karbon’s Ashley Wallace and Kath Glen explain why we are so keen  
to hear from you...

Why it’s good 
to talk back
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We've loved reading some of the kind messages you've shared with the team...

I cannot praise 
these lads enough as they  have done a  fantastic job

1 2 

By Kath 
Glen, our 
Sustaining 
Tenancies 
Manager 

In the coming months a member 
of my team will be popping in 

to have a chat.

Their visit will be something 
new to many of our customers 
but it’s part of our commitment 
to speak directly to every 
customer in their home,  
every two years. 

If it’s not convenient when we 
call, then we can easily rearrange 
a better time. We always carry 
photo identification – so please 
ask us for it. We won’t be 
offended because it’s always 
important you know who you’re 
letting into your home.
Our visit is an ideal chance for 

us to get to know you better 
and to tell you about all of  
the services we offer that we 
think might be useful. We can 
also direct you to lots of other 
partner organisations. 

While we’re there we’ll check 
over your property to make sure 
everything is running smoothly. 
We will pick up repairs that are 
required and talk to you about 
any needs you might have 
around managing the property, 
or anything that’s causing a 
challenge to you.
We’re always keen to get your 

feedback on services we’ve 
provided (as Ashley explains 
opposite) so we will pass on 
anything you’d like to tell us 
about what we’ve done well 
or what we can do better. 

Popping by for a chat
YO U R  KA R B O N



We all need a little extra warmth and caring over the winter – 
especially at Christmas. Check out our guide on ways to find  

 some comfort and kindness this festive season.
Christmas can lose its sparkle for so many reasons. 
If you find yourself struggling to cope financially or 
if you’re in need of some friendly company, find out 
who can help in your neighbourhood. Here are just a 
few ideas: 

Food supplies
If the extra pressure of winter means you’re 

struggling to make ends meet, your local foodbank 
offers much more than just something to eat. 
Jill Coyle is Manager at Billingham and Stockton 

Borough Foodbank. She said: “We know that 
people don’t want to have to come to a foodbank 
so we make sure they receive a warm welcome 

and someone to talk to who knows how they feel. 
Many of our volunteers have used the service so 
have walked in their shoes and can pass on helpful 
information. 
“At Billingham we also have a clothes bank, 

uniform banks, and baby supplies bank, and we 
even have a cook who’ll make you something nice 
to eat when you arrive.”

Get in touch with Karbon via the usual channels if 
you’re in need of a referral to your local food bank 
(see page 2 for ways to get in touch and ask to 
speak to the Money Matters Team or your housing 
officer) or contact your local council.

Warm meal and a chance  
to get out
Many organisations and charities across the 

North serve warm, home-cooked meals, in friendly 
surroundings, at a low cost or sometimes for free.
Rosie Robinson is Community Café Supervisor 

at St Vincent’s Blackfriars, known as SVP, in the 
Ouseburn in Newcastle. She said: “We run a pay 
as you please café offering a range of comforting 
meals. If you enjoy your food and can afford to, we 
invite you to make a donation to cover the cost. 
This allows us to provide more meals for those who 
can’t pay. We also run a free lunchtime drop-
in once a week, where we serve a healthy, 
three-course meal.
“It’s a very positive place to come for 

food and a bit of a break. There’s always 
lots going on at the centre so you can find 
out about other activities you might like and meet 
people who have things in common with you.”

Visit the website for more information  
www.svp-blackfriars.org.uk or call 0191 261 6027.

Help with budgeting 
Our Money Matters Team is always available 

 to help you with advice on how to make your 
money go further, or direct you to others that  
can help.  

Turn to page 9 for ways to get in touch with us. 
 

Christmas lunch
No older person should be alone on Christmas 

Day unless they want to be. That’s what 
Community Christmas firmly believes and it’s why 
the organisation helps encourage hundreds of 
community Christmas lunch events, right across the 
North and the rest of the UK.
They’ve set up a handy website that lists all of the 

places offering everything from a traditional turkey 
dinner or meal with others at a local pub, to tea 
and cake with local community groups and even 
Christmas film viewings. 
Though the main aim is to provide companionship 

to older people, many of the events organised 
welcome people of all ages.

Just pop your postcode into the search bar on 
the website www.communitychristmas.org.uk 
and you’ll find a list of suggested events near 
you. Alternatively, call 0800 716 543 to speak to 
someone directly. 

Christmas  Comfort

Rosie Robinson,  
Community Café Supervisor

YO U R  H E A LT H
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As I cared for my Grandma when she 
was living with dementia, this topic is 
one that is very close to my heart. At 
Karbon we’re working on a dementia 
action plan for the coming years so that 
we can continually assess and improve 
our services to those living with dementia 
and those who care for them. It’s great 
to hear Maureen’s positive experience of 
living in one of our communities.

Paul Wailes, 
Retirement Living Team Leader

Q. Hi Maureen, tell us a little bit  
about yourself and Ron 
A. My friend introduced me to Ron on 
a blind date when we were both 18. He 
had a big quiff and wore a blue suit 
with matching blue suede shoes and my 
mother said he was a Teddy Boy. Then she 
fell in love with him, just like I did, and so 
did everyone else in the family. He was a 
very well-liked man and he still is to this 
day. We celebrated our diamond wedding 
anniversary this month, that’s 60 years of 
a wonderful marriage. 

Q. When did Ron become ill and how  
did you find out?
A. I first realised something wasn’t right 
when Ron started repeating himself and 
doing funny things with money. A scan 
at the hospital revealed he had vascular 
dementia. It took a while for the news to 
sink in. 

Q. How has Ron’s dementia affected  
you both?
A. Ron now finds it difficult to swallow, 
his balance is bad, and his memory is very 
unreliable. He used to be like the Road 
Runner – always buzzing about – but he’s 
slow these days and needs lots of rest. 
Our relationship has changed because 
I am now his carer, as well as his wife. I 
find I have to plan my days like I did when 
I had little children. Things take a lot of 
preparation and nothing can be left to 
chance. 

But I’m very lucky not to have lost Ron 
entirely to dementia. It’s a relief that his 
character has not changed. He’s always 
been a gentle soul and I’m the feisty one – 
the fact we are opposites was the reason  
we always got along. I’m grateful we can  
still enjoy each other’s company and our  
life together. 

Q. How have you adapted to your  
new role?
A. I think I am a carer by nature, I really 
enjoy looking after Ron and my family think 
I cope very well. I know how important it 
is to take care of myself too though and 
when I need help, I will ask for it, I’m not 
too proud to do that. 
We’re incredibly lucky to live in 
sheltered accommodation. I’m 
never lonely and our neighbours are 
fantastic, as is our Karbon officer 
Karen. I really make the most of our 
communal facilities and Ron comes 
along too. I love organising afternoon 
teas, Christmas parties, Halloween 
parties – in fact I’ll use any excuse to 
throw a party!”

As told to at home

It’s Carers’ Rights Day on 21 November, when 
support group Carers UK shines a light on the 
6.5million people who support a loved one 
who is older, disabled or seriously ill.

Karbon resident Maureen Yarker of 
Middlesbrough tells us how she's continued 
to enjoy life to the full since becoming a carer 
for her husband.
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Maureen’s 
 TOP TIPS  
to taking care of yourself 
as a carer
1. Create routines so you’ve time 

for yourself and you don’t 
neglect your own needs.

2. Seize opportunities to be 
sociable. Conversation is good 
for the soul! 

3. Enjoy hobbies or learn something 
new. You can give so much more 
when you’re refreshed.

4. Get out, get fresh air and some 
exercise. If you’re healthy and 
strong you can be strong for 
someone else.

5. Accept all of the help you’re 
offered from friends, neighbours, 
family, and any services you use. 
Ask if it’s not offered!

6. Don’t deny yourself a treat. This 
is your life too. Enjoy it! 

7. Go with your emotions. It can be 
tough when you’re going through 
so much with your loved one but 
smile and laugh when you want 
to because your positivity is like 
magic for both of you.

Find out more about Carers’ Rights 
Day by visiting www.carersuk.org

" Get out, get fresh air  
and some exercise.  
If you’re healthy and 
strong you can be strong 
for someone else"

Caring for the carer
YO U R  S TO R Y



Stanley customer John Milner 
and Foundations for Life 

Employment Adviser Janine 
Pearson (in the blue t-shirt 
above) tell us how they’ve 
worked together to turn things 
around for John after years of 
being out of work. 

 Janine: Our Money Matters 
Team put me in touch with John 
to see if I could help as he was 
struggling with his finances. 
He has a baby on the way and 
he was keen to prepare for its 
arrival. John had completed some 
work experience in the past but 
had never had any paid work. 
He wanted help to improve his 
chances of finding a job or an 
apprenticeship. He was a very 
quiet man when I first started 
working with him and rarely 
left his home.

 John: When I was at school,  
I always wanted to get a job doing 
something practical and working 
outside. Things didn’t go to plan 
with my painting and decorating 
college course and I ended up 
living in a homeless shelter for a 
year and a half before getting my 
Karbon home. It’s been the first 
stable place I’ve had to live and 
it’s been great. But without work 
I was constantly in the house 
and felt really boxed in. I had 
no money to go anywhere or do 
anything. It was making me ill. I 
knew I needed to try to get some 
work, to do something with my 
days and be productive.

 Janine: I met with John in a 
series of one-to-one sessions in 
which we updated his CV and 
started job searching activity. A 
calculation by the Money Matters 
Team reassured John that an 
apprenticeship was financially 
viable, so we extended the search 
to include these opportunities 
too. John needed help easing into 
work and I spotted the perfect 
opportunity for him, working 
with one of our suppliers, Springs 
Roofing. As part of their contract 
with us, Springs Roofing offer 
a paid work placement to one 
of our residents – providing a 
customer with the opportunity 
to get valuable work experience, 
a reference for future job 
applications, and a valuable 
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We were blown away by the number 
of applications we received for our  
new apprenticeship programme. 

We made 12 positions available across the 
organisation, just for Karbon residents, and 
200 people applied to venture into a new 
career. We are now in the final stages of 
appointing our new team of apprentices.

Don’t worry if you missed the opportunity 
or weren't successful in your application - 

our Foundations for Life Team is working 
hard with our contractors, local employers 
and colleges to create a range of exclusive 
opportunities, such as trainee operative 
roles, training courses with jobs at the end, 
and paid work placements (like John’s). 

You can follow our apprenticeship 
programme progress on our Facebook 
page. 

Next time: Meet our new apprentices

Turning POINT

step into the industry. I knew 
John would need some support 
to change his mindset towards 
work and to get into a routine of 
getting up early, but I thought it 
was an ideal opportunity for him.

 John: The older you get, the 
harder it gets to get into work so I 
was glad of the help. This felt like 
getting a second chance. It wasn’t 
too hard to get into a routine 
for work. That said, I did set four 
alarms each day to make sure I 
got up in time! I’m now down to 
just one at 6am and once I’ve had 
three cuppas I’m just about ready. 
The site is walking distance from 
home so I don’t need transport to 
get there.

 Janine: John has done really 
well. He’s now well established 
with his colleagues and his 
boss tells me he’s really part of 
the team, regularly joining in 
with the banter on site. He has 
learned how to adapt in a work 
environment and is coming up 
with good ideas. He has really 
matured over the course of the 
placement and it’s great to see.

 John: Everything in my life 
has changed. My depression and 
my moods have improved. It’s 
much better at home because we 
aren’t living over each other all 
of the time. We can go out at 
weekends and do things that 
I could never have afforded 
before and that feels good. I 
can use my wages to buy things 
for the baby and I’m now much 
more confident about getting a 
full-time job or a contract.

Janine works as part of 
Karbon's Foundations 
for Life Team, which 
is here to help with 
employment advice 
and digital skills. For 
more information 
on how the team 
can help you 
reach your career 
goals or personal 
aspirations, email 
foundations@
karbonhomes.
co.uk or call on  
0191 223 8750.

YO U R  L I F E
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Our Heating Compliance Manager, David 

Brown, shares some handy hints to keep you 

and your home safe and warm over winter.

Don’t miss your 
boiler’s annual 
health check 
We all want and expect 

our heating systems to 
whir into action during the 
cold winter months so it’s 
important they’re properly 
serviced. 
The good news is that as a Karbon customer, 

you’re entitled to an annual service for your gas 
boilers and other heating appliances. As your 
landlord, we have a duty to make sure your 
appliances and connected pipework are safe. 
Our engineers carry out services throughout 

the year. So, if you’ve not already had 
your service, look out for an 
appointment letter from the 
heating compliance team. 
You’re welcome to change this 
appointment if it’s not convenient, 
but it’s crucial we carry out our 
inspection to keep you, your family 
and visitors safe. Normally our 
appointments take just 30 to 60 
minutes.
Please let us know if you're not 

going to be in for your appointment 
as your appointment could have been 
given to another customer.

Follow the golden  
rules of gas safety

1.  Never put clothes on or over 
your heating appliance 

2.  Never block or obstruct fixed 
ventilation grills or air bricks 

3.  Never paint the boiler or gas 
fire fronts

4.  Know where your Valve is 
(handle next to the gas metre) 
so you can switch it off if you 
smell gas.

Be carbon monoxide smart
Carbon monoxide is a poisonous gas produced 

when a gas appliance or boiler has not been 
installed correctly or maintained, or when a flue or 
chimney is blocked. 
It’s sometimes called the silent killer, because you 

can’t see, taste or smell it, but it can kill within hours. 
Remember to look out for these main symptoms: 
headaches, dizziness, nausea, breathlessness.
These symptoms are similar to flu, food poisoning, 

viral infections and simply tiredness. That’s why 
it’s quite common for people to mistake this very 
dangerous poisoning for something else.\

Useful contacts 
• Smell gas or you think you have a gas leak?  

Call the Emergency Services Provider, SGN on 
0800 111 999.

• Think there’s a risk of Carbon Monoxide 
poisoning? Do the above and see your doctor 
immediately or go to hospital.

• Gas appliances not working properly?  
Turn them off then call our usual number  
0808 164 0111 to report the problem. 

Test alarms to check  
they're working
Make sure your smoke alarms and carbon monoxide 
detectors are working properly. Ask us for advice if 
you don’t have devices in your home.  

Invest in a fireguard 

Lots of us who have fires will be reaching for the 
switch on our gas or electric fire over these chilly 
months. Make sure everyone keeps a safe distance 
by investing in a fireguard. When buying, make sure 
you choose a model that conforms to the latest 
safety standard, BS 8423:2010 +A1:2016.

Check bath water temperature 

There’s nothing nicer than sinking into a warm bath 
in the depths of winter but make sure the water's 
not too hot. Young children and older people are 
at the greatest risk of scalding because their skin is 
thinner, so always double check the temperature.

Locate your stop tap
Make sure you know where your mains stop tap is 
and check it’s easy to turn. If water pipes freeze they 
can burst so you need to be able to turn your water 
off. 

Remember, we’re always on hand to help  
with safety and heating and maintenance advice. 
Check out page 2 for ways to get in touch  
with one of our team.

YO U R  H O M E
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 stay safe 
& snug this Winter

In your home, look out for:

• Yellow or orange flames 
that would normally  
burn blue 

• Soot or stains around 
appliances 

• Pilot lights which frequently 
go out



Karbon Kids

Coffee Time
7 6 8

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

5 8 4 2 6
3 5 6 9

9 5 4 3
4 5 2 8 1

2 3 8 9

And the winners are…

Congratulations to Tahlia and 
Dylan who created the winning 
entries to our summer sandcastle 
design competition. 
Well done, you’ve both won a  
£25 gift voucher! 

Ingredients
100g/3½oz unsalted butter, softened at room 
temperature
100g/3½oz caster sugar 
1 egg, lightly beaten
1 tsp vanilla extract 
275g/10oz plain flour 

To decorate
400g/14oz icing sugar 
3-4 tbsp water
2-3 drops food colouring if desired
Edible silver balls

Prepare!
Preheat the oven to 190C/375F/Gas 5.  
Line a baking tray with greaseproof paper.

Mix!
Cream the butter and sugar together in a bowl until 
pale, light and fluffy.
Beat in the egg and vanilla extract.
Stir in the flour until the mixture comes together as 
a dough.

 
Roll!
Roll the dough out on a lightly floured work surface 
to a thickness of 1cm.
Using cookie cutters or a glass, cut biscuits out of 
the dough and carefully place onto the baking tray. 
If you want to make into Christmas tree decorations, 
make a hole in the top of the biscuit using a straw.

Bake!
Bake the biscuits for 8-10 minutes, or until pale 
golden-brown. Set aside to harden for 5 minutes, 
then cool on a wire rack.

Decorate! 
For the icing, sift the icing sugar into a large mixing 
bowl and stir in enough water to create a smooth 
mixture. Stir in the food colouring.
Spread the icing onto the biscuits using a knife and 
decorate with your silver balls. Set aside until the 
icing hardens.
Tie ribbon or string through the hole if you want to 
hang your cookies on your tree.

Take a photo of your festive baking and ask an adult to share with us on 
Facebook using the hashtag #KarbonKids. We’d love to see your designs.
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Tahlia, age 7
Dylan, age 5

Settle down with a brew and enjoy some fun 
puzzling with our winter-themed word search and sudoku.

ICICLE

CHOCOLATE

BAUBLES

FIREPLACE

GLOVES

MISTLETOE

FROSTY

PRESENTS

M B V X L J G F S A B P I Y R W Q

T G L O V E S U O A D A G J K Z C

N V C Z L K H F S P I O U T E W L

P G F D S A V C X Z M N B B Y T R

R P O F I R E P L A C E Y T L L K

E M N B F D M H G F I Y E U O E V

S Q I C V A R I L Y C S E X T G S

E X C S C Q A Z S M S E F A S F Z

N P I U T B N R V T R M L N X R V

T U C G J S E Q W S L O A F H O D

S M L V X E S V Z B C E A W E S R

D F E A D H L J E O T D T V A T Q

U R C N H W O R H K G W E O C Y B

T W I X G E Y C O B S I C J E R W

L E G H F W T R O B F N H L K D F

R G H J O O R S L L F T S E V R B

We'll be revealing the 
answers on Facebook so 
make sure you stay tuned 
to Karbon Homes.

Looking for ideas to keep you 
busy on a wintery weekend? 
Be creative with a bit of home 
baking and you can eat the 
delicious results too! 
This recipe is a favourite with Lisa Hogan from our 
Communications Team. She’s planning to make 
them with her daughter Alex to leave out for Santa. 

Can’t wait till then? Make them well ahead of the big 
day to share with friends and family, pack them as 
presents or even hang them on your Christmas tree. 
They’re also perfect for dipping in hot chocolate.

Lisa’s Christmas Eve cookies 
YO U R  T I M E
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Holidays contact details  
Our offices will be closed from  
12:30pm on Tuesday 24 December 2019  
until 9am on Thursday 2 January 2020.
Need to get in touch during the holidays? Our out of hours services can help you with: 

Emergency repairs • Reports of anti-social behaviour • Rent payments 
Call our usual number  

0808 164 0111 
Our Supported Housing service will remain available over the festive season.

My Karbon account
Have you heard about the smarter way to manage your Karbon account?
Join the thousands of customers that have already signed up on our website  
to manage rent payments and view repairs with a My Karbon account. 
To create an account, you’ll need: 

• A valid email address or mobile number
• Your full address
• Your tenancy number 

If you have any questions about your My Karbon account,  
email info@karbonhomes.co.uk and a member of the team will be able to help. 

Coming soon! 
We’ve been working hard to make some changes and improvements to My Karbon,  
including being able to choose when we make repairs to your home, at a time that suits  
you and your family.

mailto:info@karbonhomes.co.uk

