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If you have any ideas for articles for Homes & People or want to get involved then contact:

The Customer Involvement team, YHN House, Benton Park Road, Newcastle upon Tyne, NE7 7LX.

Call 0191 278 8723 or e-mail getinvolved@yhn.org.uk

Fire safety

Have a working smoke alarm

Fire spreads quickly, especially at night when people are 

asleep, so it’s important to have a working smoke alarm. 

There are generally two types of smoke alarm, one mains 

connected, and the usual shop sold battery alarms. A 

battery alarm is useless without a working battery. Alarms 

which have dead batteries are as useless as not having one 

in the fi rst place. Check your alarm every week by pressing 

the ‘test’ button. If you can’t reach it, use a broom or stick 

to test it with. If it doesn’t work or you hear an occasional 

beeping sound when you’re not touching the alarm, it’s 

time to replace the battery.

Have an escape plan

I would recommend having an escape plan for your home, 

so that if the smoke alarm goes off, you’re prepared. 

Remember  - the best escape route is the normal way in 

and out of your home! In case this is blocked, think of a 

second escape route beforehand and practise using it. 

What to do in case of a fi re

Shout ‘Fire’, get out of the building as quickly and as safely 

as you can, closing any doors behind you as you go. This 

will stop the fi re spreading. If you are in a multi-occupancy 

building and there is a fi re alarm for the building, use it to 

alert your neighbours. Call 999 and ask for the Fire Service, 

tell them what is on fi re and what the address is. Do not 

end the call until the fi re service operator tells you to do 

so, and don’t  call them when standing near a sounding 

fi re alarm - they won’t be able to hear what you’re saying. 

Tell the fi re service if you think someone is trapped. They 

may ask what part of the building you think the person 

may be trapped in - this is to help the fi re crew locate 

them quicker when they arrive. Don’t worry if the fi re 

operator is asking you lots of questions – this is normal 

and the fi refi ghters will already be on their way to you as 

soon as you have given the address. 

Any information you give to the 

call operator will be passed to the 

fi refi ghters while they are travelling 

to your home.

Under no circumstances go back into 

the building for anything, including 

pets, favourite toys or other items.

What do I do if I can’t get out?

If fi re or heavy smoke is stopping you escaping, close the 

door and block the bottom of the door with wet towels, 

clothing or blankets. Use your mobile to call the fi re 

service and tell them which room you are in and that you 

can’t get out. Follow the advice given by the fi re service - 

they will stay on the phone to you until the fi refi ghters 

arrive. 

If you can, either get to a window to make yourself visible 

to the fi refi ghters, or if the room becomes smoky, get 

down close to the fl oor where the air is fresher.

Prevention is better than cure - to avoid the risk of a fi re:

• don’t smoke in bed

• don’t use chip pans if at all possible -  certainly not after 

you have been for a night out and may fall asleep with 

them on

• don’t allow clothing to come into contact with heated 

surfaces

• don’t use candles if they are likely to be forgotten 

• keep an eye on children in the kitchen.

Tyne & Wear Fire and Rescue Service and Your Homes 

Newcastle are always ready to provide fi re safety 

information and advice. I recommend using them!

Tim Gilks

Tim Gilks is a YHN tenant and also volunteers with the British Red Cross, Fire and 

Emergency Support Service (FESS). Tim knows the importance of keeping safe in the 

home, and shares his tips on how to protect yourself and your home. 



Who does what?
It can be confusing knowing who to contact for different services 
when you need to get things done. Newcastle City Council 
provides services for all residents across the city, such as street 
lighting and rubbish collections (paid for by Council Tax), but 
then YHN has separate services available to YHN customers only.  
So who’s responsible for what? Customers told us that 
they would find it helpful if we published details of who 
was responsible for which services on our estates so they 
could contact them directly. We hope that you find the 
information below helpful.  

When to contact your local housing office
•	Applications for housing				  
•	Anti-social behaviour including neighbour complaints, 

noise nuisance and untidy gardens
•	Estate management
•	Rent account enquiries
•	Garages
•	Repairs 
•	Managing and letting empty properties

Repairs
To report a repair, call the Repairs Centre on 0191 277 8888. 
You can also text details of your repair by texting ‘FIX’ to 
80800 or complete a repair request form on www.yhn.org.uk

When to contact the City Council 
Contact Envirocall on 0191 274 4000 for information on or 
to report the following:

•	Bin collections                                    
•	Bulky rubbish collections (charges apply)
•	Dog fouling

•	Dumping and fly tipping
•	Graffiti
•	Gritting and snow clearance
•	Neighbourhood wardens litter and street cleaning
•	Pest control 
•	Road and footpath repairs
•	Street lighting
•	Traffic signals
•	Trees, grass and shrub maintenance
•	Vandalism to council property or street furniture

Dog Warden Service - to report lost or stray dogs call  
0191 211 6199 

Night Watch - for noise nuisance between 8pm and 4am 
call 0300 1000 100

The City Council can also help if you have an enquiry about 
a property that belongs to a private landlord.  Staff at the 
Newcastle Private Rented Service work with landlords, 
tenants and residents to improve standards in the private 
rented sector and can be contacted on 0191 273 6103.    
They work closely with staff in Regulatory Services at the 
City Council who are responsible for taking enforcement 
action against private landlords and tenants when 
necessary. Their telephone number is 0191 211 6102.

For more information take a look at the ‘Useful addresses’ 
booklet in the Tenant Handbook.
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How to create your own job 
Can’t find work?
Got a hobby, trade or idea?
Then why not create your own job?

YHN has teamed up with Enterprising Newcastle to help you turn 
your hobby, trade or idea into your own business.  Support is 
available every step of the way to make setting up your own business 
much easier than you think.  

Why not take that first step and come along to this free event to find 
out more and meet our friendly team.  Even if you don’t yet have an 
idea, this event can help you to develop one.  What’s there to lose?  

The event will be held in an easy to access city centre venue from 
9:30am to noon on Thursday 20 October 2011.  Places are given on a 
first come first served basis and you must book a place if you want to 
attend:

•	Ring Jill Davie on 0191 278 8721

•	Text Create Your Own Job to 07815 784 037

•	Email getinvolved@yhn.org.uk 

Refreshments will be provided for tenants.

Alan Bird, Walker
Alan was made redundant in July 2010. 
Always a keen photographer, Alan was 
supported by Enterprising Newcastle to set 
up his own photography business. “Being 
unemployed for an extended period takes 
its toll and it’s easy to fall into the trap of 
thinking things may not work out for you.” Alan 
now has a portfolio of clients including YHN!

Tara Dixon, Blakelaw
Tara took the step into self employment 
as a cleaner. “The hardest part was 
gaining the confidence and skills to start 
my business. As soon as I got in touch 
with Enterprising Newcastle I realised 
there was a lot of help out there.” Tara’s 
business continues to grow.

Mercy Akaru, Benwell 
Mercy has set up a restaurant called 
My Friends Kitchen “to bring African 
food and traditions to Newcastle.” With 
ongoing support from Enterprising 
Newcastle, Mercy hopes to expand 
the business and gain more financial 
independence to improve her family’s lifestyle.



Annual Report

Benefi ts including Carer’s Allowance and Working Tax Credits 
are going unclaimed. Many people are missing out on fi nancial 
help they are entitled to - are you one of them?

Carer’s Allowance
Carer’s Allowance is a payment for 
people who care for someone who 
claims a disability benefi t. You don’t 
have to be related to, or live with, the 
person you care for. 

You may be able to get Carer’s 
Allowance if you:
• are aged 16 or over 
• spend at least 35 hours a week caring 

for a person

The person you are caring for should be 
getting one of the following benefi ts:
• Attendance Allowance 
• Disability Living Allowance (at the 

middle or highest rate for personal care) 
• Constant Attendance Allowance at or 

above the normal maximum rate with an 
Industrial Injuries Disablement Benefi t 

• Constant Attendance Allowance at 
the basic (full day) rate with a War 
Disablement Pension 

Working Tax Credit
Working Tax Credit is a payment 
for people who are working and on 
a low income. The number of hours 
a week you have to work to be able 
to get Working Tax Credit depends 
on your circumstances. You may be 
eligible to claim Working Tax Credit 
if you:

• are 16 or over, work 16 hours or 
more a week, and are responsible 
for a child or young person

• are 16 or over, work 16 hours or 
more a week, and are disabled

• are 25 or over and work 30 hours 
or more a week. In this case you do 
not need to be responsible for a 
child in order to claim, but you do 
have to work enough hours

• work 16 hours or more a week and 
are aged 60 or over

YHN benefi t take up 
campaign

YHN’s Advice and Support Team 
is working hard to ensure our 
customers receive all the benefi ts 
they are entitled to. We’ll be 
contacting customers who may 
be entitled to Carer’s Allowance 
and Working Tax Credit over the 
next few months.

If you’d like to make sure you’re 
claiming all the benefi ts you’re 
entitled to, please contact 
Victoria Ashby, Advice and 
Support Worker, on 
0191 277 1144 to arrange a free 
and confi dential benefi t check.

Are you claiming all the benefi ts 
you’re entitled to? • T

im
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a
bo u t  m one

y
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YHN’s Annual Report for
2010/11 is now available to
read at www.yhn.org.uk.

We’ve worked with tenants to
produce this year’s report. We’ve
been careful to include information
that’s relevant to you, and have
presented information in a way that’s
interesting and easy to read.

Some of the key issues covered in the Annual Report include:

• how we deal with anti-social behaviour

• how we let properties

• how we manage estates

• how we spend your money

Performance information included in the Annual Report is 
there to help you compare how we do against other housing 
providers.

Copies are also available at your local community housing offi ce, 
or by calling the Communications Team on 0191 278 8633.

Your Homes Newcastle
Annual report 2010/11

Investing in you
Your Homes Newcastle

Annual report 2010/11

Your Homes Newcastle
Annual report 2010/11

Investing in you

Annual Report

been careful to include information

presented information in a way that’s

Your Homes Newcastle
Annual report 

Investing in you

Your Homes Newcastle

Annual report 2010/11

Investing in you
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Repairs and Maintenance - how are we doing?
City Build, part of Newcastle City Council, provides the repairs and maintenance service for 
the homes we manage. 

Every month YHN’s Performance Team monitors the timeliness of repairs and the satisfaction of tenants to ensure that 
repairs are delivered on time and to the correct standard as detailed in our service standards.

Repairs and Maintenance performance April to June 2011

Customer 
satisfaction (repairs 
and gas servicing 

telephone surveys)

Emergencies  
(4 hour jobs)

Urgent 
repairs 

(1, 3 and 
7 days)

Routine 
repairs 

(15 days)

Completions 
at first visit

% of properties 
with a valid 
Gas Safety 
Certificate

Complaints 
responded to 
within 10 days

The number of complaints (65) in comparison to the volume of 
repairs (26,163) is minimal for this period. We received only 0.2% 
complaints to all repairs.

Handyperson Scheme
YHN has a scheme in place to help vulnerable and older customers with the 
small but important household tasks that are not covered by our repairs service. 

We understand that it’s important for you to be able 
to live independently in your own home. But we also 
know that sometimes there are some jobs that are just 
too difficult to manage by yourself.  In these cases, the 
Handyperson scheme, in partnership with the Anchor 
Staying Put initiative, may be able to help you.

Who can use the scheme?
The Handyperson scheme is for customers who:

•	are over 60 years old

•	have a disability or severe health problems which  
prevent them from carrying out the work themselves

•	are a single parent family with a disabled child

What sort of things can the handyperson  
help with?
•	minor plumbing and joinery repairs 

•	installing grab rails, locks and security chains 

•	changing a light bulb, a plug or fuse 

•	fixing/replacing door bells 

How to get in touch
If you think you are eligible and would like to make use of 
the scheme then contact Anchor by:

•	Telephone: 0191 495 6176 

•	E-mail: newgatstayingput@anchor.org.uk 

% Actual% Target

92

99 99 99 9898 9899.5 99.9 99.8

95

100 100 100
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Wedding bells
James and Pam Burns met 40 years ago, but 
it wasn’t until earlier this year that James 
popped the question.

They were married at the Civic Centre on 16 February 
2011 and held their reception in the lounge at Dr 
Ryan House with the residents in attendance.

James dressed for the occasion and wore a ‘teddy 
boy’ suit! Congratulations Mr and Mrs Burns!

100th birthday 
celebrations
Mary Brown celebrated her 100th 
birthday on 4 February 2011 with her 
family and friends from Leagreen Court.

Mary is well known in the Fawdon and 
Coxlodge area, so much so that the then Lord 
Mayor attended her birthday party held in the 
Community Centre.

We presented fl owers and everyone raised a 
glass. Happy 100th birthday Mary!

We manage around 1,000 properties within 26 sheltered schemes 
across Newcastle.  Sheltered housing is about independent living 
within a safe and secure environment.
People are often worried about moving into sheltered housing but change 
their minds when they see the places and meet the people – it can be a really 
social place to live.  There’s been lots of reasons to celebrate in our sheltered 
schemes recently, read on to fi nd out more!

Diamond wedding 
anniversary 
congratulations

George and Ethel Cannell 
of Teasdale House have 
recently celebrated 60 years 
together - congratulations!

They were married on 17 March 
1951 at Saville Row Registry 
Offi ce, and fi rst met working 
at the brickyard at Newburn. A 
surprise family celebration was 
held in the lounge of Teasdale 
House with their two children, 
fi ve grandchildren and three 
great grandchildren all there to 
help celebrate.

Garages
 available to rent
YHN has a limited number of available garages 
in West Denton and Gosforth.
If you’re looking for a secure place to park your car or 
need some extra storage space, why not contact us to 
fi nd out more?

Prices start from £7.44 per week and garages are 
available now.

Contact West Denton community housing offi ce on 0191 277 7940 or Gosforth 
community housing offi ce on 0191 277 1166 for more information.

Sheltered Housing celebrations
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Keeping you up to date with 
government policy and how it 
affects you.

Newcastle City Council says no to 
fi xed term tenancies.

By Councillor 
Henri Murison, 
cabinet member 
for quality of life 

You may have heard about plans by the 
government to allow councils to offer 
fi xed-term tenancy agreements to new 
tenants.

Under new laws going through 
Parliament, councils will have the option 
to limit new tenancies to two years.

Housing minister Grant Shapps says 
the new measures are designed to 
tackle long waiting lists and introduce 
fl exibility to the system. He also 
believes the current system can lead 
to families being trapped in cramped 
accommodation while others live in 
homes which are too big for their 
needs.

We’re determined not to let this 
happen in Newcastle.  

We believe it’s a poor message to send 
to people who need housing. These 
plans are wrong for our city and we 
won’t be carrying them out. Fixed term 
tenancies create fear and insecurity - 
it’s tough enough getting access to 
affordable housing without adding to 
the burden.

We will continue to give people 
tenancies for life because it is fairer and 
the right thing to do, and we will build 
more houses to reduce the strain. Fixed 
term tenancies will be ruled out other 
than in special circumstances, such as fl ats 
for teenage parents.

View from the 
City Council

New allocations and 
lettings policy update
We told you in the last edition of Homes & People that 
Newcastle City Council are introducing a new policy to 
decide how available homes will be let.   

The new policy will be 
introduced through a 
new partnership with 
other housing providers 
in the area called Tyne and Wear Homes. Newcastle will still have our own 
policy, but it means that when you want to move you only have to fi ll 
in one application form. It also means you can fi nd out about available 
homes across the whole of Tyne and Wear on one website.  

Don’t worry if you only want to live in Newcastle - you can still decide 
this. We hope it will help make things easier when you are looking for a 
home, and help you understand all the housing options available to you.

Through this partnership we are also introducing new ways in which you 
can fi nd out about homes. You’ll be able to make bids through things like 
an improved website, text and DigiTV.  

Introducing a new policy is a big job and there’s a lot of work involved.  
The next thing we have to do is write to everyone who is currently on 
our housing register and ask them to re-register on the new policy. This 
is something we have to do and hope that it doesn’t cause you too much 
disruption. We want to make it as easy as possible, so for those customers 
who have access to a computer they can do this online. For those of you 
without a computer we will be able to help you.

What happens next?

If you are already registered with Your Choice Homes you don’t have to 
do anything yet. We will contact you in the next few months and explain 
what you need to do next. 

If you aren’t registered at the moment but would like to be, just get in 
touch with us as normal and we’ll tell you what you need to do.

Councillor Henri Murison  
Cabinet member for quality of life 

Tyne and Wear
Homes
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£25 prize wordsearch 
Find the words below to win a £25 Eldon Square voucher to spend on whatever you fancy!

Send your completed puzzle along 
with your name, address and a 
daytime telephone number to:

Homes & People competition
Communications team
Your Homes Newcastle
YHN House, Benton Park Road
Newcastle upon Tyne, NE7 7LX

by Friday 20 January 2012.

Please note: competitions are only open to 
tenants and leaseholders with no rent arrears.

• Cereal

• Curry

• Goulash

• Hamburgers

• Ice-Cream

• Meringue

• Paella

• Pancake

• Pasta

• Potatoes

• Rice

• Risotto

• Sandwiches

• Spaghetti

• Steak

• Strawberries

• Vegetables

• Waffl es

✁

Congratulations to Mr A Cadogan 
from Etal Park, who was the lucky 
winner of last issue’s Spring wordsearch 
competition. Mr Cadogan wins a £25 
Eldon Square voucher - congratulations!

Have your say on Homes & People
Homes & People is our number one way of 
telling you all you need to know about council 
housing in Newcastle.

We want to make sure we’re doing everything we can 
to make your newsletter as informative and interesting 
as possible – so we want to hear your views!

All you have to do is fi ll in the form below and send it 
back to us.

Do you always receive Homes & People
(3 copies a year)?
 Yes  No  Sometimes

Do you read Homes & People? 
 Yes  No   Sometimes

Do you fi nd it useful? 
 Very useful  Useful  Not useful at all

Is there anything else you’d like to see included 
in Homes & People?

Send your completed feedback form to: Performance 
Management, Your Homes Newcastle, FREEPOST 
NAT22311, Newcastle upon Tyne, NE7 7LX or hand it in 
to any Community Housing Offi ce.

Food Wordsearch
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Cereal
Curry
Goulash
Hamburgers
Ice-Cream
Meringue

Paella
Pancake
Pasta
Potatoes
Rice
Risotto

Sandwiches
Spaghetti
Steak
Strawberries
Vegetables
Waffles



Decorating course 
When: Tuesday 20 March 
2012 10.30am to noon
Where: B & Q Scotswood branch
Learn about:
• Painting - different types of 

paint and their applications
• Wallpaper - types of paper and 

how to apply them
• Which brushes and roller to 

use on different surfaces

Gardening course 
When: Wednesday 14 March 
2012 10am to 12.30pm
Where: YHN House, Benton Park 
Road, Newcastle
The course will cover:
• Planting seeds
• Pruning
• Growing your own veg
• Potting plants and much more

Mystery Shopping training 

When: Wednesday 2 November 

2011 10am to 3pm 

Where: Newcastle City Library 

The training event will help you:

• Learn what mystery shopping is

• Get the relevant skills to become 

a successful mystery shopper 

• Get the confi dence to do the 

mystery shops

Employment and Personal Development 
Free training with 
Newcastle College
When: various dates available, 15 hours per week over 5 weeksWhere: Newcastle College
This course will look at: 
• Developing your CV
• Job search skills 
• Preparing for interviews
• Training in Business 

Administration, Retail/
Customer Service and Care This training won’t affect benefi ts and travel expenses up to £10 per week are available.

 various dates available, 15 hours per week over 5 weeks
15 hours per week over 5 weeks

Readers’ Panel training 
When: Wednesday 29 February 2012 
10am to 2pm – lunch provided
Where: Newcastle City Library
Help improve YHN’s leafl ets, 
newsletters and information by 
joining the Readers’ Panel
Learn how to:
• Make our information easier 

to read for all customers
• Use Plain English more

Basic DIY training   

When: Tuesday 21 February 

2012 10.30am to noon

Where: B & Q Scotswood branch 

The training course will cover: 

• Putting up a shelf

• Replacing a door handle

• Hanging mirrors and pictures

• Fitting architrave

• Replacing a skirting board

• How to use different

tools such as drills etc

Decorating training  

When: Tuesday 25 October 2011 

10.30am to noon

Where: B & Q Scotswood branch 

This course will look at:

• How to paint 

• Different types of paint and their 

applications

• How to wallpaper 

• Types of paper and how to 

apply them

• Which brushes and 

roller to use on 

different surfaces
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Free training coursesFree training courses

What’s on!

Want to book a place or fi nd out more?
If you want to book a place or fi nd out more information about any of the above courses then contact the Customer 
Involvement Team on 0191 278 8721 or email getinvolved@yhn.org.uk
Training is popular so places are given on a fi rst come fi rst served basis.  We will provide support to help you attend YHN 
training. You can also visit our website at www.yhn.org.uk and search the Events Calendar.

Discussion groups

We are looking for customers to 
give ideas and suggestions on 
how we can improve our services. 

HASBET discussion group - 
Tuesday 27 September 2011
10am - noon

Repairs discussion group - 
Tuesday 27 September 2011
1pm - 3pm

If you’re interested in coming to 
one of these sessions or if you’d 
like more information please call 
Customer Involvement on 
0191 278 8723.

Picture This…

Pen and Tonic are running a project 
to explore and raise awareness of 
the needs of older lesbian, gay, 
bisexual and transgender (LGBT) 
people living or using services 
in Newcastle. The Picture This 
project is about using writing and 
storytelling as a way of fi nding out 
how we can provide appropriate 
services for LGBT as they get older. 

Writing sessions are taking place at 
Newcastle City Library for:

• older LGBT people aged 50+ - 
Tuesday afternoons from 8 
November 2011

• LGBT people of all ages - 
Tuesday evenings from
8 November

Everyone has a story and everyone 
can use their stories to benefi t 
themselves and their communities. 
Previous experience of creative 
writing is not necessary.

For more information

Email: penandtonic@btinternet.com

Call: 07914 915634 or 07981 026289

Website: www.penandtonic.org.uk


