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Coronavirus and Covid-19 – your frequently asked 
questions 
 
We’ve compiled a list of answers to your most frequently asked questions regarding 
coronavirus below.  We will continue to develop this list as the situation changes.  
 
Please keep checking back to our website for our latest position.  
 

Our services 
 
Will coronavirus impact the services you can deliver?  
At the moment we are delivering all of our services. However, we are constantly 
reviewing the official government guidance and planning for a range of situations.  
This might mean we have to prioritise essential services, whilst protecting the safety 
of our customers and colleagues. If anything changes, we will update you as soon as 
possible. 
 
Will you carry on booking and doing repairs during the coronavirus outbreak? 
At the moment we are still offering a full repairs service. This is being reviewed daily 
in line with the official government guidance and to ensure the safety of our 
colleagues and customers. If the situation changes, we may cancel non-urgent 
repairs and focus our resources on emergencies only. In this situation, we will 
postpone non-urgent repairs until it is safe and/or we are able to complete them. We 
will communicate any changes to customers as soon as possible. 
 
Will housing officers still visit my home? 
At the moment we are still carrying out home visits to customers' homes. This is 
being reviewed daily in line with official government guidance and the circumstances 
of our own staff. If the situation changes, we will inform you as soon as possible.   
 
Will housing teams still be out on their patches? 
At the moment we are delivering all our services and you will therefore still see your 
housing officer out in your area. If the situation changes, we will be informing 
customers of any service changes. 
 
I am due a gas service soon, will you still make the appointment? 
We are currently operating a full gas servicing schedule. We aim to undertake a gas 
service every 10 months to ensure your home is safe. In the event of further 
disruption, we may change the cycle to 11 or 12 months to manage demand or find 
another solution. 
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Please make every effort to be at home for your appointment or contact us in 
advance to re-arrange so we can make sure our team is working as effectively as it 
can.  
 
Can I still report defects and will these still be actioned? 
Yes, at the moment we are still providing this service.  This is being reviewed daily in 
line with government guidance and the circumstances of our own colleagues. If the 
situation changes, we may need to focus our resources on emergencies only. If this 
happens, we will postpone non-urgent requests until it is safe and/or we are able to 
do so. We will communicate any changes to customers as soon as possible.  
 
I am due to have a new kitchen/bathroom/heating system/roof fitted to my 
home. Will this still go ahead? 
At the moment we are continuing with our plans to upgrade homes. If you have 
ongoing work in your home or are due work in the immediate future, we are planning 
to do it at this stage. 
However, we are monitoring government guidance daily and if this changes, we will 
contact you as soon as possible. We will make every effort to ensure your home is in 
a usable condition if we have to stop work at short notice.  
We may also have to consider diverting trade colleagues to emergency repairs, 
depending upon the situation.  
 
Will complaints and anti-social behaviour cases still be investigated? 
We are still operating as usual and handling complaints and anti-social behaviour 
enquiries. Should this situation change we will inform customers as soon as 
possible. 
 
I live in an extra care scheme, will you still have the extra care responders on 
site 24/7?   
At the moment our responders are providing the same level of support as usual. 
 
I live in a sheltered scheme, will you still have Karbon staff on site?  
At the moment our Scheme Coordinators will remain site based and will be available 
to provide advice and support as usual. 
 

Moving home 
 
I am due to move into a new home with Karbon soon. Will it still go ahead?  
At the moment the service is running as normal. If the situation changes due to 
government advice or staff shortages, we will aim to focus our resources on any 
customers who may be at risk of homelessness if their new Karbon home is not 
ready. 
We will contact you about how we can safely ensure you are able to view and sign 
for your new home. Please continue to monitor our website for updates.  
 
Can I still view a property I have successfully bid on? 
We are currently operating a full service in this area. We will ask you in advance of 
the viewing if you are suffering from any symptoms relating to coronavirus or are at 
higher risk of doing so. If not, we will proceed with the viewing but take precautions 
to maintain a safe distance to protect both you and our team. 
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If you have the facilities, we may be able to take a video of the property and e-mail it 
to you so you can view it from your own home to minimise contact.  If the situation 
changes we will contact you to make alternative arrangements.  
 
Will my Choice Based Lettings (CBL) application be slowed down? 
We are currently operating a full service. However, several CBL schemes are 
operated by local authorities so the service may vary depending on where you are 
registering and the circumstances of each council. 
We are registering applications in the Durham area now. If this changes or we need 
to move staff to more urgent work, there is likely to be a delay in your application.  
 
Can I still terminate my tenancy? 
Yes, you are still able to terminate your tenancy. We are operating our normal 
service at the moment. If this changes, please contact us about how we can receive 
your termination as we may need to do it over the phone, via e-mail or in another 
way that minimises contact and an opportunity for the virus to spread. 
 

Precautionary measures 
 
What special precautions are you asking your staff to take in terms of personal 
hygiene when they visit my home?   
All colleagues have been provided with the relevant government guidance in relation 
to the importance of personal hygiene in mitigating against the spread of the virus. 
In addition to regular handwashing, we are providing colleagues with appropriate 
sanitiser facilities. 
 
What special precautions will you be taking in your extra care or sheltered 
schemes, where you have older residents?  
In our extra care and sheltered schemes, we have increased the cleaning 
specification to ensure hard surfaces such as door handles and handrails are 
cleaned on a very regular basis.  We will also stop all non-essential use of the public 
areas.  
 

Paying my rent 
 
Can I still call to pay my rent and for other enquiries? 
Yes, our telephone service is still operating all the usual services. You can also pay 
your rent, update your contact details and see completed and outstanding repairs 
and servicing online if you create a MyKarbon account on our website.   
 
What will you do if I have difficulty paying my rent because my income is 
reduced due to the impact of the coronavirus? 
If you are struggling to pay your rent or any other charges, please contact us as soon 
as possible. Our dedicated Customer Accounts Team and Money Matters Team can 
support you to make a claim for appropriate benefits.  For any outstanding arrears, 
we will arrange a suitable repayment arrangement with you.   

 
 
 



4 
 

My health  
 
Should I tell Karbon if I, or a member of my household, are displaying the 
relevant symptoms, self-isolating or have tested positive for coronavirus?  
Yes, we want to ensure that we are supporting all efforts to reduce the spread of the 
virus so please inform us where you, and/or anyone in your home are self-isolating 
or diagnosed with coronavirus.  This will help us protect our colleagues and other 
customers. 
We would ask that you call us at the earliest opportunity to inform us so we can 
assess the situation and provide you with the most appropriate advice. 
We are briefing colleagues to ask if anyone in the property is displaying the relevant 
symptoms, self-isolating or has tested positive for the coronavirus. This is in 
recognition of the fact that circumstances change quickly and it may not always be 
possible for you to contact us prior to the visit. 
 
If I, or a member of my household, are displaying relevant symptoms, self-
isolating or have tested positive for coronavirus will you still visit my home or 
do a repair to my home? 
We would ask you to carefully consider if the repair can be delayed until you or the 
other member of your household has completed the self-isolation period 
recommended by government guidelines and are free of symptoms.  
If it cannot be postponed, we will assess the repair and decide if a member of our 
team can safely carry out the work.  Measures would include wearing protective 
equipment; asking the affected person to move to another room; cleaning the 
affected area before starting work; or a combination of all of these measures.  
Ultimately, we must balance carrying out the repair and keeping you and our team as 
safe as possible. We will do all we can to help i.e. leaving temporary heaters if your 
boiler isn’t working.  
We will advise on each individual case and let you know the best course of action 
based on the circumstances.  
 
I have an underlying health condition that makes me vulnerable to coronavirus 
– what do I do? 
Current government guidance states that older adults and people who have serious 
chronic medical conditions such as heart disease, diabetes and lung disease are at 
higher risk of becoming ill from the virus. 
Advice and guidance are available from the NHS 111 service however, there are 
everyday precautions you can take to reduce the risk of contracting the virus.  The 
link below provide the relevant information:  
https://www.nhs.uk/conditions/coronavirus-covid-19/ 
 
I’ve developed the symptoms or have had the virus confirmed and one of your 
employees was in contact with me recently. 
We are sorry to hear this and wish you a speedy recovery. Are you aware of what 
you need to do to self-isolate and do you know where to get further advice? Please 
do let us know about this and provide information on when and where this was and 
we can follow it up internally.  
 
 

https://www.nhs.uk/conditions/coronavirus-covid-19/
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I want to be moved – a neighbour is self-isolating, and I am worried. They are 
not self-isolating and are outside, what will you do? 
The government guidance recommends that to stay well you should stay at least 
three steps away from other people. So, we recommend, if you’re concerned that 
you keep this distance. Also remember the advice that handwashing for 20 seconds, 
using soap and hot water, avoid touching your eyes, nose and mouth, will also 
protect you. We appreciate it might be concerning but moving you might not be 
helpful at this stage and could put you and others at greater risk, so we recommend 
you follow these government guidelines.  
 
I am self-isolating – will you help bring things to my home? 
We’re supporting those customers who are in our supported housing schemes, by 
continuing to offer the service they already receive. Unfortunately, we are not in a 
position to help all customers, even though we’d like to. Can you call upon friends 
and family? Or arrange for an online supermarket delivery who can leave things on 
your doorstep? 

 
General information 
 
Will offices remain open? 
Our receptions remain open as usual, so normal service is still in place. If this 
changes, we will put messages on our website giving alternative contact methods 
such as telephone or our Customer Portal.  We still have a colleague available at the 
Spetchells centre in Prudhoe. However, our Hub in Chester-Le-Street has closed 
temporarily, due to roof damage and our refurbishments to the Morpeth office are still 
underway. Once re-opened, we’ll update our message on our website. 
 
Will you be closed over the Bank Holiday? What if it’s an emergency? 
Whilst our offices will be closed from Friday 10 April until Monday 13 April, our out of 
hours telephone service will be available for emergency repairs, reporting anti-social 
behaviour and paying your rent.  
 
When is the Morpeth office opening? 
After significant refurbishments, we are still looking to open our Morpeth office in 
April.  
 

 

 


