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I hope this magazine  

reaches you in good health.

I’d like to start by saying a very big thank 

you for everything you’ve done to help our 

Karbon community get through these past 

few months.

Your kindness, care and consideration 

has made such a great difference to your 

neighbours and it has brought the Karbon 

team comfort too. It’s during difficult times 

like these that strong communities really 

show their strength and we have certainly 

shown ours.

The following pages are packed with great 

examples of Karbon’s community spirit. 

We launched our Community Funding 

Project in response to the pandemic 

and were heartened to see how many 

people responded so quickly to help 

their communities. The fund has helped 

projects of all shapes and sizes, from 

food initiatives through to befriending 

and mental health support. Since March 

we’ve supported 97 projects, totalling just 

under £117,000.

Of course, the Covid-19 situation isn’t 

over yet, but by continuing to work closely 

together we will stay safe and well.

As you’ll read, services are now back to 

normal with additional safety measures in 

place and we’re determined to deliver on 

our promises when it comes to investment 

in your homes and neighbourhoods. 

During lockdown we invested time in 

improving customer services. We’re coming 

back stronger than ever with new ways to 

make it even easier for you to talk to us and 

get what you need. Our customer portal on 

page 14 is a great example of this.  

Our full Karbon team is here to help, so 

please let us know if you need us.

Jo Ray
 Executive Director of Customer Services

Welcome  
from JoTake your dedicated Customer Accounts officer, or 

ask to speak to our Money Matters Team for 
free financial advice.

Q   What support 
can you give 
me to deal 
with anti-social 
behaviour such 
as noise caused 
by outdoor 
gatherings?

A   With people socialising so much more 
outdoors at the moment, there has inevitably 
been an increase in complaints of noise 
from gardens. Our team is still on hand to 
support you when this – or other behaviour 
from neighbours – becomes unacceptable. 
Throughout the lockdown period we continued 
with phone calls to customers and as 
restrictions ease, we will be visiting people to 
discuss complex and urgent cases. When we 
do visit, we wear masks and gloves and ask 
customers to stay a safe distance away. Call 
Karbon anytime on 0808 164 0111 to report the 
incidents you are experiencing, and we will talk 
through what support is available. Don't worry 
if your call is out of office hours, the iWitness 
service is still on hand. They're a specially 
trained, independent and accredited team 
you can access by calling our usual number. 
They can respond to calls of disturbances 
and provide accurate and credible witness 
statements. In an emergency, always call the 
police on 999. For non-emergencies call the 
police on 101.

Q   Is it still possible to move  
home safely during this time?

A  Yes, it is. We have developed safe working 

practices so transfers can still take 

place. We’ll explain everything 

clearly in advance to make sure 

everyone understands what is 

required. When we carry out your 

transfer inspection, we’ll ask you 

to respect the 2m distancing 

rules. We'lll be wearing masks and 

gloves, and ask you to wear a face covering too. 

The past few months have raised lots of new questions from residents as we continue to 

adapt to the challenges of coronavirus. We’re here to help and to make it even easier to 

get answers we’ve rounded up the top five queries we had since lockdown.

Q   When will normal  
services resume?

A   We’re pretty much back 
to business as usual, aside 
from delivering services 
in slightly different ways 
and taking new measures to 
make sure customers and colleagues stay 
safe (there’s more about that below). We 
resumed services on July 6, in line with national 
guidance around the easing of Covid-19 
restrictions. All services are now running 
again – that includes non-urgent repairs and 
maintenance inside your home. The fastest way 
to book an appointment with the repairs team 
is using the MyKarbon customer portal (see 
page 14). 

Q   Can Karbon staff come  
into my home now?

A   Yes, we are carrying out all of our services 
within customers’ homes, this includes routine 
and emergency repairs, surveyor’ inspections, 
gas servicing and electrical testing, providing 
nobody in your household is shielding, self-
isolating, displaying symptoms or confirmed 

as having Covid-19. If there is a 
suspected case in your home and 
you have an emergency, we’ll wear 
PPE, including gloves and masks, 
to assess the work. We’ll fix the 
problem if we can or make it safe 
and return once the period of 
isolation has ended. We have steps 
in place to protect you and our 
colleagues when we do visit your 
home. Before the appointment, 
you’ll receive a text to let you know 

we’re on our way. If you can, please leave 
windows and internal doors open before the 
appointment. We’ve taken the decision to 
maintain a two-meter social distance when 
delivering our services, so please respect that 
when we call. We’ll use hand sanitiser before 
coming into your home and ask that you go 
to another room while we are working. We 
will sanitise the area before and after work too 
and if you’d like us to, we will wear gloves and 
masks. If you have any concerns before our 
visit, just give us a call on 0808 164 0111. 

Q   Is there any help to pay my rent 
whilst I’m on furlough?

A   Our friendly Customer 
Accounts Team is here to 
help with all things related 
to rent. We will work with 
you to find a rent payment 
plan that fits best with the 
changes to your income and 
your circumstances. If you’re 
in arrears, we can help you to get back up-to-
date with an affordable repayment plan and 
can offer guidance on any benefits you might 
be entitled to.  
 
 If you’re entitled to Universal Credit and 
you’re worried about falling behind whilst 
you wait for your first payment, don’t be! We 
understand that if this is your only source 
of income that you might not be able to 
pay your rent whilst you wait for your first 
payment. The most important thing you can 
do is keep in touch with us, so we know when 
you’ll receive your first payment and you know 
how much rent is due to be paid. Our priority 
is to make sure you continue to have a secure 
home. Call 0808 164 0111 to get help from 

With Ashley Wallace,  

Customer Experience Manager555YO U R  Q U E S T I O N S
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Who do you 
remember most 
from life under 
lockdown? 
We asked and you 
answered with many 
wonderful stories of 
Karbon customers doing 
all kinds of things to 
help their neighbours and 
communities. 
People of all ages who’ve 

gone the extra mile to lift your 
spirits with acts of kindness or 
entertainment.
Over the past few months we’ve 

been celebrating your lockdown 
heroes on social media. Here are 
just a few who we take our hat off 
to! Search #karbonlockdownhero 
on Facebook to see more of your 
nominations.

George 
Dawson of 
Lynemouth, 
Morpeth
Just look at this incredible 
model made by George during 
lockdown! Entitled Colliery 
and Coast, it was designed to 
celebrate the past, present and 
future of the Northumberland 
coastline and was kindly donated 
by George to residents at our 
Park View sheltered scheme. 
Crafted entirely by hand, it 

took George three months to 
get all the intricate details just 
right, from the colourful beach 
huts at Blyth and the bandstand 
at Newbiggin to the shops, 
guesthouses and pubs. 
George said: “I’ve loved art since 

I was a child and have always 
wanted to make a model like 
this. Lockdown finally gave me 

the time to do it. The idea was to 
illustrate the relationship of the 
ever-evolving coastline, and the 
area’s historic connection with 
the bygone days of coal.”
George’s model will be 

protected in a case and displayed 
at Park View for residents and 
guests to enjoy.

Retirement Living Scheme 
Coordinator Diane Leighton 
said: “The model is fantastic; 
George is very talented and we 
are incredibly touched that he 
has donated his work for others 
to enjoy. It has become such a 
wonderful talking point for our 
residents who can relate to all of 
the local landmarks and it will be 
given pride of place at Park View.”
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Residents 
of Merton 
Square, Blyth 
Housing officer Chris Whewell 
nominated residents of Merton 
Square for the way they pulled 
together. Their community 
spirit has helped to make home 
a special place to be during 
lockdown for everyone living 
nearby. 
Chris said: “They took it upon 

themselves to put out pots and 
grow plants to spruce up the 
square. It’s great to see residents 
making the effort during these 
difficult times. The residents have 
shown a great interest in building 
community spirit and working 
with us to create an environment 
that people want to live in.”

Lewis and 
Owen Miller, 
Stamfordham
Brothers Lewis, aged 15, and 
Owen, 13, became a regular sight 
as they planted and litter picked 
their way around their village! 
The kind-hearted duo dedicated 
much of their spare time to 
creating colourful displays for the 
community to enjoy after writing 
to garden centres for donations 
of plants. 
They kept grass cut and tidied 

up various locations, much to 
the delight of residents who 
thanked them with Easter eggs 
and chocolate. One resident 
wrote to the boy’s headteacher 
at Ponteland School to highlight 
their work. The experience has 
been so valuable, Lewis has even 
decided to take up landscape 
gardening when he leaves school. 
He set up his own website and 
has secured several regular jobs 
from villagers impressed by his 
work ethic.  

Gordon Reid, 
Hexham 
Gordon was nominated by two 
Karbon colleagues Sandy Swinhoe 
and Lewis Rimington, for his 
tireless support for residents in 
Cockshaw Court, Hexham. 
Sandy said: "Gordon has 

tirelessly supported his neighbours 
throughout the lockdown period, 
shopping and running errands 
for them. He is also a Silver Talk 
volunteer - befriending lots of 
older people, some of whom are 
living alone and finding the need 
to isolate quite difficult, with a 
friendly telephone chat. 
“Even when taking a short break, 

Gordon continued to call his 'Silver 
Talkers' on a weekly basis from 
abroad. He’s a very friendly and 
helpful chap, a thoughtful, 
reliable, trustworthy and 
committed gentleman. A 
true lockdown hero."

YO U R  H E R O S

Silver Talk:  
How to get involved

•  Want someone friendly to 
chat to once a week? Sign 
up for our free telephone 
befriending service, Silver 
Talk. 

•  Can you spare a little time 
to become a volunteer 
caller? We’d love to hear 
from you. Full training is 
given, as well as a phone, 
and you can volunteer from 
your living room.

Call us on 0808 164 0111  
or email us at  

silvertalk@karbonhomes.co.uk 

     
Karbon’s



Ingredients
250g dry pasta

Tin of tuna

Tin of sweetcorn

Jar of tomato pasta sauce

Grated cheese and crushed up crisps (optional)

Serves 4. 

If you’re cooking for a family add a side of salad  
or vegetables to make it go further and garlic bread  
for a treat.
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Karbon customer, 
Elaine Arkley from 
County Durham, 
shares her tips for 
cooking on a budget 
and a favourite 
recipe to try with 
ingredients you’ll find 
in a foodbank parcel.
Hello! Tell us a little  

about yourself
I’m from a big family and food 

has always been a way to bring 
us all together – even when we’ve 
been on a budget. I have four 
adult children, two grandchildren 
and one due this month. I’ve been 
involved with foodbanks since 
they started 25 years ago and 
I’m passionate about the brilliant 
work they do. More people than 
ever now rely on their food parcel 
to get through the week. 

When did your love of  

cooking begin?

I am the youngest of a family of 
eight and things were very tight 
at home when I was growing up. 
All the girls were taught by our 
Mam to cook and we took it in 
turns to make meals. No food was 
wasted and there weren’t many 
luxuries. Sunday was my favourite 
day of the week when we’d all be 
together for lunch. Later, Mam 
would put on a spread for tea and 
there would be a slice of cake or 
an apple pie. Delicious!

What do you most like to cook?

I worked whilst bringing my 
family up, so would cook when 
I came home. Meals were made 
from scratch because it was 
cheaper and it was easier to 
make traditional dinners like 
mince and dumplings. I couldn’t 
afford takeaways, but we would 
have pizza or taco nights with 
a video. My three daughters are 
vegan/vegetarian but my son 
definitely isn’t! We still tend to 
have Mexican food when we’re 

all together as it’s really easy to 
adapt. You can just put it all in the 
middle and everyone can choose 
what they want.

What have you picked to cook 

for us and why?
Tuna pasta bake because it 

uses items you’d find in a typical 
parcel from the foodbank. It can 
feed a family, or once cooked, 
can be portioned up for someone 
like me who lives alone. It can 
be eaten hot or cold and can 
easily be adapted for vegans/
vegetarians by swapping the tuna 
for vegetables.

Try swapping the tuna for bacon, chicken or other leftovers you might have for a change.

Cost £1.95

Love cooking? 
We’re looking for more fabulous home cooks to feature on these pages!  
If the kitchen is your happy place, we’d love to hear from you. 

Nothing brings people together better than food. We cover lots of different communities and we'd like to 
know the dishes that matter most to you. We’re interested in all styles of cooking, diets and dishes. Just 
drop us a line at communications@karbonhomes.co.uk to get involved.  

If you’re struggling with money, contact our Money Matters Team who can help put you in touch with a 
local foodbank. Call us on 0808 164 0111. 

Try it yourself

Elaine’s Budget Bake

Method 
Preheat your oven to gas mark 6, 200°C

Bring a pan of water to the boil and add 

the pasta for 10 minutes

Drain and pour the pasta into an oven-

proof dish

Fork in the tuna Tip: If you’re using tuna in 

spring water then add the water too as it’s 

full of lovely flavours. If it’s in brine or oil 

then drain it first

Drain your tin of sweetcorn and add

Pour in the pasta sauce

Mix thoroughly

Cook in the oven for 30 minutes. 

Tip: Sprinkle on some grated cheese and 

crushed up crisps ten minutes before the 

end for a lovely, crunchy topping. 

Method 2 (slow cooker)

Add the dry pasta, drained sweetcorn and 

tuna to the slow cooker, along with the 

pasta sauce 

Fill the empty jar with water and give it a 

shake to pick up any leftover sauce then 

add to the pot before giving it a good stir

Cook on high for 3 hours. Or leave it on 

low all day and it will be ready for dinner! 

Tip: Stir in some grated cheese half an 

hour before the end for lovely, melted 

creaminess.

YO U R  F O O D

Love  
FOOD!

Top Tip This recipe can be made in a 

slow cooker as an alternative to a conventional oven. 

Slow cookers use a lot less energy, and are a great 

alternative if you don’t have a cooker. You can make 

all kinds of stews, curries and casseroles that cost very 

little. And if all the family is home at different times, 

everyone can just dip in for dinner. One pot also means 

no washing up! Check out page 9 to find out how to 

win a slow cooker!

As

 su
ggested by yo

u
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By Lee Forrest,  

Money Matters Team Manager 

A change in income can feel frightening 
but you aren’t alone. Our friendly Money 
Matters Team can provide free and impartial 
advice to help you understand your new 
financial situation and what you can do to 
improve it. 

We’ve assisted 1,546 customers since 
lockdown began, and last year we helped 
customers gain over £6 million in extra 
income. We can carry out a benefit check 
to make sure you’re not missing out on 
income that you’re entitled to.

We’ll help you to navigate the benefits 
system and give you some simple tips on 
budgeting or more specialist guidance on 
debt management so you can make the 
most of what you have coming in. If you’re 
new to Universal Credit we’ll help you 
understand the basics and explain how to 
put in your first claim. 

It’s also really important to note that 
Karbon has promised no one will be 
evicted because of Covid-19. If you are 
worried about paying your rent, please call 
us so that we can talk to you about how we 
can help with this. Turn to page 3 for more 
information about your options.

Call 0808 164 0111 or email  
moneymatters@karbonhomes.co.uk

Your

Your

Master those online interviews

Even before Covid-19, many companies were 
beginning to embrace online interviewing using apps 
and pre-recorded questions, but lockdown meant it 
has now become the new normal. 

This new way of doing things can feel daunting, so 
why not sign-up for our online interview workshop. 
Lasting just 60 minutes, it's designed to leave you 
feeling properly prepared and ready to make your 
mark. You’ll even be offered an online interview trial 
so you can test your environment and device before 
the real thing. 

By Suzanne Jobson, 

Foundations for Life 

Team Manager 

If Covid-19 has had an impact on 
your employment, you’re on the 
hunt for your first job, or you’re 
looking to expand your horizons, 
our Foundations for Life Team 
can help you to: 

• Find a new job

•  Gain qualifications and identify 
further training 

•  Update your CV and complete 
job applications

•  Prepare for interviews

•  Get into volunteering and find 
work experience

•  Access funding if cost is  
an issue

•  Improve your literacy and 
numeracy

• Improve your digital skills.

We aren’t meeting customers 
in person just yet but still offer 
support over the phone, email or 
using video calls. 

We’ve launched a series of virtual 
workshops, to provide practical, 
friendly advice on lots of different 
topics. In recent weeks customers 
have been finding out how to 
make their CV stand out and how 
to win at interviews. 

Email foundations@
karbonhomes.co.uk or call  
0191 223 8750 to sign up or for 
more information.

Congratulations Stephanie!
Stephanie worked with Foundations for Life’s Graeme Welsh  
to get a new, full-time job in retail management.
She said: “Thank you so much for all your help and support, you gave me the confidence 
to get my new job as assistant manager. I never dreamed someone like me could get a 
job like this – for that I’m so greatly thankful. I was in a job that I really wasn’t happy with 
it had knocked my confidence terribly, but now I feel I’m ready for this new challenge.” 

money 

Work

Have your finances and employment been affected by Covid-19? Fear not. Our 

Money Matters and Foundations for Life Teams are helping many customers get 

things back on track and they’re here for you too. 

Maybe you or a member of your household has been made redundant or you’re adapting to reduced hours 
and lower income. Perhaps you need to claim Universal Credit for the first time or you’re confused by 
changes to the benefits process. Whatever your circumstances, Karbon is here to help. 

FEARLESSfinances
Want tips and tricks to make your 

money work for you? 

Then sign up for Money Works 2020, a four-week 
online programme designed to make your money go 
further. As well as practical ideas you’ll get:

•  £10 voucher after week two, to put what you’ve 
learnt into practice

•  £15 voucher after all four sessions,  
plus entry into a prize draw to win a slow cooker.

Sessions last an hour and are held over Skype so 
you’ll need access to the internet. 

YO U R  M O N E Y
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What do you write down? For most 
of us writing involves task lists, 

shopping lists, a few social media posts 
and maybe some work emails. It’s easy 
to take writing for granted. 
But experts say taking the time to jot things down 

can actually improve the quality of our lives. 
Writing about daily experiences, our ambitions and 

mental clutter can help us deal with our emotions, 
clear our minds and dream a little. 
It’s long been thought that scribbling down our 

negative feelings on a piece of paper or even into 
the notepad of your phone is a powerful way to get 
things off your chest.
 Researchers have more recently even proved that 

you can reduce stress and anxiety by writing down 
your happy thoughts. 
Scientists on our own doorstep – from 

Northumbria University in Newcastle – found that 
writing for twenty minutes a day about a positive 

experience can also reduce common complaints 
such as headaches, back pain, coughs and colds. 
With so many things pointing to the power of the 

pen, why not get scribbling and see what you can do?

Ready, steady, write!
The greatest thing about writing is its simplicity. 

1   You can do it anywhere 

2   You can start right now

3   No training or experience is necessary

4  It can be done privately or you can share  
your work

5    You don’t have to hold back. If you’re 
keeping your work to yourself you can  
say what you really think

6   It’s free!

Margaret Miller - 
The Poet of Prudhoe
Margaret has become well known in her 

hometown for her poetry. She tells us of the joy 
writing brings to her and others. 

“ I started writing poetry about a 
year ago out of boredom but it’s 
now become something I really 
enjoy doing. Other people seem 
to like it too and one of my poems 
was published in the newspaper.  

I write about friends, family, neighbours and people 
I meet who are kind. It’s become a bit of a thing. 
I’ve written about the postman, the bin man and 
my local councillor. The lady in the fish shop even 
put her poem in a frame in the restaurant. She took 
a photo and put it on Facebook and I got lots of 
people phoning me to say they’d seen it – it was 
really nice. 
I’m always jotting down the things that pop into 

my head and have scraps of paper lying everywhere! 
Anyone can do it and I’d encourage people to give it 
a go because it’s a lovely way to capture the feelings 
you have. You don’t know what you can do until you 
try.”

An extract from one of Margaret’s poems, written 
for neighbour Jane Johnson:

Jane Johnson of Prudhoe is very kind,

People like her are hard to find,

She bakes and cooks nearly every day,

And most of the food she gives away   

Margaret nominated Jane as a Lockdown Hero  
(see page 4) for her tireless efforts to help feed and 
entertain neighbours throughout quarantine. 

 

Ways to write
Pen a poem or a short story. Lots of 
people find it easier to write about their 
emotions than to talk about them. Pour 
your feelings into your characters and 
see what happens! It’s National Poetry 
Day on 1 October and there are lots 
of free resources to get you started at 
nationalpoetryday.co.uk

Try keeping a journal. Writing down 
your thoughts and feelings will give 
you a record of experiences you might 
have otherwise forgotten. Reading 
back through this can be fascinating 
and allows you to savour moments 
of happiness. It can remind you of 
how you’ve managed to handle tricky 
situations in the past so you can be 
more confident about doing so in the 
future. If you like drawing and doodling, 
a bullet journal is a fun idea. Equal 
parts day planner, diary and written 
meditation, the idea is to design your 
life on the pages.  

Write a letter to yourself. If you’ve 
not tried writing before, this can be a 
great way to start. It doesn’t have to 
sound professional or use smart words, 
just pretend to be writing to a friend 
you trust and describe your happiness, 
sadness, thoughts, stress or anger. 
You’ll feel so much lighter when you’re 
finished. 

Write down your goals. Do you want 
to make a change? Writing it down is 
the first step towards making it happen. 
Once you’ve written it down, display it 
somewhere you can see it for an extra 
boost. 

Brain dump! Too much going on to 
know where to start today? Try writing 
down every single thing on your ‘to-
do’ list to clear space in your brain. You 
can then work out what to do first and 
you’ll have cleared the way for more 
important thoughts. 
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We’re determined to stick to 
our promise to invest more 

than £11 million in 2020/21 on 
everything from roofs and railings 
to rewiring and redecoration. 
Bob and Gerry Welton of 

Prudhoe show us round the 
new kitchen and bathroom they 
almost gave up on.
Gerry: “When lockdown first 

started, we assumed that would 
mean an end to our hopes 
of getting a new kitchen and 
bathroom this year.
We’d been really looking forward 

to the changes because we had 
a separate toilet and bathroom 
at the back of our bungalow. The 
idea was to knock down the toilet 
to make a much bigger kitchen 
and to turn the bathroom into a 
wet room, complete with loo. 
Obviously, there was nothing 

anyone could do about the 

Covid-19 situation so we just 
thought the plans would be put 
back. But as soon as they got the 
word they could go again, Karbon 
were straight back at it! 
First, they renovated an empty 

bungalow in our street and when 
that was finished, they moved 
us in so they could do the same 
work to our house.
It’s really exciting because we 

are getting to enjoy the changes 
here, knowing we’ll have the same 
thing to look forward to when we 
get home!
The kitchen is absolutely 

amazing. It’s now about 8ft 
longer and the workmanship is 
beautiful. The room is bright and 
airy and it just makes you feel so 
good. I’m a very tidy person and 
the extra cupboards and drawers 
mean there’s no need for clutter 
anywhere. Everything can have its 
place and there’s so much room 
to work.”
Bob: “The wet room is much 

better suited to our needs 
because it was starting to be a bit 
of a struggle to climb in and out 
of the bath. 
The guys have worked really 

hard and just seem so determined 
to get it done. Our Customer 
Liaison Officer Margaret 
Terrone has handled 
everything so well for all of 
the residents in our street 
who are having work done. 
We’re all older and 

have our illnesses and 
difficulties but she has 
made everything so 
straightforward and 
simple for us. Nothing is 
a bother to her – we just 
pick up the phone and 
she makes it happen. 
She’s been our rock.”

Still on track: 
Lockdown won’t 
slow renovations
Despite its very best efforts, Covid-19 won’t  
stop our plans to renovate your homes! 

Teams right across Karbon 
worked together during 
lockdown to make sure we could 
get everything ready to start the 
renovations when the restrictions 
eased. It was a massive effort to 
get tenders out and contractors 
appointed.
We wanted to be ready as soon 

as we had the word to go and 
we were! We are still aiming 
to have the majority of work 
completed before the winter, 
because we’ve worked closely 
with our contractors to adapt 
the programmes into a shorter 
period, with the addition of extra 
safety measures.

David Milburn, Head of Investment
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We’re still on track to 
deliver…

 370 roofs

 150 kitchen and bathrooms

 220  
door and window 
replacements

 330 heating upgrades

 1,200  
fences and 
boundary works

 5,000  exterior decoration 
improvements
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YO U R  S E R V I C E S

Here’s what some current users of MyKarbon  
told us about the system:

Mrs W:  “ Everything is presented well and 
straight forward for ease of use.”

Mrs E:    “ The look is very good. It's easy  
to navigate and use.”

Mr G:   “ A lot better to use and get  
information you need.”

Facts
•  Over 5,000 of our customers already have a 

MyKarbon account

•  Average number of logins per month: 7,500 

•  70% of MyKarbon users access their account  
on their mobile 

•  44% of our logins are over 45 years old 

Pick your repair  
category

Tell us a little about the  
job and where it is

Choose a repair slot  
that suits you

See your  
confirmation

Step-by-step guide to booking a repair

1 2 3 4

Your questions

Q   I don’t like giving my details 
out online, is it safe?

A   Don’t worry, we’ve made sure that MyKarbon 
is a safe, secure and easy way to manage 
your tenancy online. There has been over 
30,000 transactions carried out via the 
portal this year. As well as getting in touch 
with us, you can also keep your personal 
details up to date with just a couple of clicks 
– meaning you’ll not miss any important 
messages or customer alerts that relate to 
your tenancy. 

Q   Does it take ages  
to sign up? 

A   We’ve made it quick and easy to sign up. All 
you’ll need is a little bit of information that 
includes:

 •  Your name

 •  Your date of birth

 •  Your tenancy number –  
you can find this on your rent statement 
or any letter we’ve sent you 

 •  An active email address

Q   Can anyone have  
an account?

A   If you’re a Karbon customer and are named 
on a tenancy, then yes! 

answeredPhone in  
your pocket?  
Tell us about 
that loose 
socket
Did you know you can now book  

repairs to your home from your phone, 

tablet or PC? Wendy Graham, Assistant 

Director Customer Services and 

Operations, tells us more.

Being able to access the services you need at 
your fingertips is more important than ever 

before. 
We’ve been working hard to adapt the ways that 

we work at Karbon to make sure our colleagues and 
you, our customers, are safe in your homes. 
Our online customer portal, MyKarbon, is just one 

of the ways we hope will help us to deliver a better 
customer experience to you – now and for the rest 
of your tenancy. 
Some of the new developments to the system 

mean that you can now make a payment, check 
your rent statements, and, most importantly, book 
a repair slot that works for you and your daily 
schedule.
The best thing about registering is that you can 

log in from the comfort of your home, at a time and 
using technology that suits you best. With most 
users logging in via their mobile, we’ve made sure 
that MyKarbon works fully on all smart phones, 
tablets and PCs. 

Want to sign up for your account?  
Visit www.karbonhomes.co.uk/mykarbon 



Ways to get in touch  
and stay informed
Phone

0808 164 0111
8am – 6pm weekdays.

We’re here for repairs, rent 
payments and general 
enquiries.

Out of hours service 
available: 

6pm-8am weekdays plus 
weekends and bank holidays. 

Automated rent payments, 
urgent repairs and other 
emergencies such as reports 
of antisocial behaviour.

Did you know?
You can now check your rent 
balance and make a payment 
anytime, day or night, without 
even speaking to an advisor? 
Just call the usual number, 
select the payment option, 
and provide your tenancy 
number to use the new 
automated service.

MyKarbon 

Use your online account to 
book repairs, check and pay 
your rent balance and update 
contact details. If you’ve not 
already done so, set up your 
account at 
www.karbonhomes.co.uk  
(see page 14 for full details).

Email 

info@karbonhomes.co.uk 

Email is perfect for cancelling 
appointments or for less 
urgent enquiries.

Facebook 

@karbonhomes

Post

All offices are currently 
closed to visitors but we are 
still accepting post to our 
Gosforth address only.  
Write to us at:

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

A picture says a thousand 
words, and we want to make 

sure that the photos we use across 
all of our communications help us 
tell our story.
We don’t want to use models, we 

want our photos to be authentic 
and to represent you and the 
diverse communities you live in.
We’re therefore looking for a 

range of volunteers from different 
ages and areas to help us achieve 
this. But don’t worry, this isn’t 
about posing into the camera 
modelling, this is about capturing 
real life.
All we’d ask for is up to half a day 

of your time and as a thank you, 
you’ll get a £50 shopping voucher 
and copies of the professional 
photos for you to keep.

If you’re interested drop us an email:  
communications@karbonhomes.co.uk

Don’t forget!
If you’re over 75 and don’t receive 
Pension Credit, you’re no longer 
entitled to a free TV licence. Visit 
www.tvlicensing.co.uk for more 
information. Give our Money 
Matters Team a call if you need  
a hand.

WE NEED  
YOUR  help!


