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Useful information
This information is about how we manage council homes in Newcastle. If you need this in your 
language or a different language phone 0191 278 8633.

This information is also available in easy read, large print, Braille and audio tape. We can also arrange 
for you to see a British Sign Language interpreter.

This edition of the Concierge Service newsletter was published in March 2011. For more information on 
the Concierge Service or any features in this newsletter please contact:

Helen Garbutt
Concierge Service Management Team,
YHN House, Benton Park Road,
Newcastle upon Tyne,
NE7 7LX.

Tel: 0191 278 8688
Fax: 0191 278 8687
E-mail: YHNConciergeService.ManagementTeam@yhn.org.uk 
Website: www.yhn.org.uk

Rent 这是有关您的租金账户的信息。如果您需要此信息的普通话版本或其它语言版本，请致电 0191 278 
8633 索取。 

Repairs 这是有关要求维修您的住房的信息。如果您需要此信息的普通话版本或其它语言版本，请致电 0191 
278 8633 索取。 

Right to Buy 这是有关租客有权购买他们的市政房屋的信息。如果您需要此信息的普通话版本或其它语言版本，请致

电 0191 278 8633 索取。 
Tenancy 这是有关您作为纽卡斯尔市政租客所需要承担的责任的信息。如果您需要此信息的普通话版本或其它语

言版本，请致电 0191 278 8633 索取。 
YCH 这是有关我们的出租服务的信息。如果您需要此信息的普通话版本或其它语言版本，请致电 0191 278 

8633 索取。 
YHN general / Homes + 
People 

这是有关代表纽卡斯尔市政府（Newcastle City Council）负责管理市政房屋的 Your Homes Newcastle
（您的纽卡斯尔住房）组织的信息，内容解释了我们是如何运作。如果您需要此信息的普通话版本或其

它语言版本，请致电 0191 278 8633 索取。 
 

- Chinese Simplifi ed普通话／国语

Rent 這是關於您的租金賬戶的信息。如果您需要此信息的廣東話版本或其它語言版本，請致電 0191 278 
8633 索取。 

Repairs 這是關於如何要求維修您住房的信息。如果您需要此信息的廣東話版本或其它語言版本，請致電 0191 
278 8633 索取。 

Right to Buy 這是關於租客有權購買他們的市政房屋的信息。如果您需要此信息的廣東話版本或其它語言版本，請致

電 0191 278 8633 索取。 
Tenancy 這是關於您作為紐卡素市政府租客所需要承擔的責任的信息。如果您需要此信息的廣東話版本或其它語

言版本，請致電 0191 278 8633 索取。 
YCH 這是關於我們的出租服務的信息。如果您需要此信息的廣東話版本或其它語言版本，請致電 0191 278 

8633 索取。 
YHN general / Homes + 
People 

這是關於 Your Homes Newcastle（您的紐卡素住房）機構的信息，內容解釋了我們代表紐卡素市政府

（Newcastle City Council）負責管理市政房屋以及如何運作。如果您需要此信息的廣東話版本或其它

語言版本，請致電 0191 278 8633 索取。 
 

- Chinese Traditional廣東話／粵語

0191 278 8633 †dvb K‡i Avcwb GKwU wjwLZ Abyev‡`i Rb¨ ej‡Z cv‡ib|  
Newcastle Furniture 
service 

GB Z_¨ nj  BDi †nvg wbDK¨vmj- KvDwÝ‡ji dvwb©Pvi mvwf©m mg‡Ü hviv †Ubv›U‡`i Ni evox mvRv‡Z mvnv‡h¨i Rb¨ 
dvwb©Pvi mieivn K‡i| GB Z_¨ hw` <evsjvq> A_ev Ab¨ †Kvb fvlvq cÖ‡qvRb nq Zvn‡j GB bv¤̂v‡i †dvb Ki“b- 
0191 278 8633 

Rent GB Z_¨ nj Avcbvi †i›U GKvD›U (fvovi wnmve wbKvm) m¤̂‡Ü| GB Z_¨ hw` <evsjvq> A_ev Ab¨ †Kvb fvlvq 
cÖ‡qvRb nq Zvn‡j GB bv¤^v‡i †dvb Ki“b- 0191 278 8633 
 
 

Repairs GB Z_¨ nj Avcbvi Ni evox †givgZ Ki‡Z PvIqv m¤^‡Ü|GB Z_¨ hw` <evsjvq> A_ev Ab¨ †Kvb fvlvq cÖ‡qvRb nq 
Zvn‡j GB bv¤^v‡i †dvb Ki“b- 0191 278 8633 

Right to Buy GB Z_¨ nj †Ubv›U‡`i KvDwÝ‡ji Ni evox †Kbvi AwaKvi m¤̂‡Ü| GB Z_¨ hw` <evsjvq> A_ev Ab¨ †Kvb fvlvq 
cÖ‡qvRb nq Zvn‡j GB bv¤^v‡i †dvb Ki“b- 0191 278 8633 

Tenancy GB Z_¨ nj wbDKvm¨vj KvDwÝ‡ji †Ubv›U wnmv‡e Avcbvi `vq `vwqZ¡ m¤̂‡Ü| GB Z_¨ hw` <evsjvq> A_ev Ab¨ †Kvb 
fvlvq cÖ‡qvRb nq Zvn‡j GB bv¤^v‡i †dvb Ki“b- 0191 278 8633 

YCH GB Z_¨ nj Avgv‡`i †jwUs mvwf©m( fvov welqK) m¤̂‡Ü| GB Z_¨ hw` <evsjvq> A_ev Ab¨ †Kvb fvlvq cÖ‡qvRb nq 
Zvn‡j GB bv¤^v‡i †dvb Ki“b- 0191 278 8633 

YHN general/Homes + 
People 

GB Z_¨ nj BDi †nvgm wbDK¨vmj mg‡Ü| Ges Avgiv wKfv‡e `vwqZ¡ cvjb  KiwQ †m mg‡Ü| BDi †nvgm wbDK¨vmj, 
wbDK¨vmj wmwU KvDwÝ‡ji c‡¶ KvDwÝ‡ji Ni evox e¨e¯’vcbvi `vwqZ¡cÖvß| GB Z_¨ hw` <evsjvq> A_ev Ab¨ †Kvb 
fvlvq cÖ‡qvRb nq Zvn‡j GB bv¤^v‡i †dvb Ki“b- 0191 278 8633 

 
 
 
 
 
 
 

- Bengali

YHN general / Homes + 
People 

اسل ،  نيوك  شهردارى از سوى اين سازمان.  عملكرد آن  است  و » شما در نیوکاسل هاى خانه«درباره  سازمان اين اطلاعات 
مسئوليت اداره خانه هاى  دولتى  را به عهده دارد. در صورت نياز به اين اطلاعات به زبان فارسى  يا زبان هاى  ديگر با شماره تلفن 

 ٠١٩١٢٧٨٨۶٣٣  تماس بگيريد.
 
 

- Farsi

téléphoner au 0191 278 8633 pour obtenir une traduction écrite. 

Newcastle Furniture 
service 

Ces informations concernent le service « mobilier » de Your Homes Newcastle, qui fournit du mobilier 
aux locataires pour les aider à s’installer dans leur logement.  Si vous avez besoin de ces 
informations en français ou dans une autre langue, téléphonez au : 0191 278 8633.  

Rent Ces informations concernent votre loyer.  Si vous avez besoin de ces informations en français ou 
dans une autre langue, téléphonez au : 0191 278 8633. 

Repairs Ces informations concernent les demandes de travaux pour votre logement.  Si vous avez besoin de 
ces informations en français ou dans une autre langue, téléphonez au : 0191 278 8633. 

Right to Buy Ces informations concernent les droits des locataires relatifs à l’acquisition de leur logement social.  
Si vous avez besoin de ces informations en français ou dans une autre langue, téléphonez au : 
0191 278 8633. 

Tenancy Ces informations concernent vos responsabilités en tant que locataire de la municipalité de 
Newcastle.  Si vous avez besoin de ces informations en français ou dans une autre langue, 
téléphonez au : 0191 278 8633. 

YCH Ces informations concernent notre service de location.  Si vous avez besoin de ces informations en 
français ou dans une autre langue, téléphonez au : 0191 278 8633. 

YHN general / Homes + 
People 

Ces informations concernent Your Homes Newcastle : qui est chargé de gérer les logements sociaux 
au nom de la municipalité de Newcastle et comment nous procédons.  Si vous avez besoin de ces 
informations en français ou dans une autre langue, téléphonez au : 0191 278 8633. 

 

Français - French

Repairs
óäbmóØòìíäb‚@ñòìóä†‹ÙØbš@üi@ðîŒaí‚a†@ðmóïäüš@ói@pòŠbió@óäbîŠbïäaŒ@ãó÷@NîŠbïäaŒ@ãó÷@m‹ Šòì@óÜ@çbmŒóyŠó ó÷@ói@óäb

@ðäüÑïÝm@òŠbàˆ@ói@óîóè@óÙî†@ðÙ—äbàŒ@Šóè@bî@ñ†ŠíØ@ðäbàŒ0191 278 8633ç‹i@ñ‡äòí—q@N

Right to Buy 
òŠb’@ñaŠü’@ðäbØòìíäb‚@î‹Ø@üi@çbåï“å–‹Ø@Àbà@ói@pòŠbió@óäbîŠbïäaŒ@ãó÷@N@ói@óäbîŠbïäaŒ@ãó÷@m‹ Šòì@óÜ@çbmŒóyŠó ó÷

@óîóè@óÙî†@ðÙ—äbàŒ@Šóè@bî@ñ†ŠíØ@ðäbàŒ@ðäüÑïÝm@òŠbàˆ@ói0191 278 8633ç‹i@ñ‡äòí—q@N

Tenancy
óîa‡Ý—bØüïä@óÜ@Šb’@ñaŠü’@ðÙ—åï“å–‹Ø@íØòì@òí—÷@ðäbØóïmóîb‹qŠói@ói@pòŠbió@óäbîŠbïäaŒ@ãó÷@N@m‹ Šòì@óÜ@çbmŒóyŠó ó÷

@ðäüÑïÝm@òŠbàˆ@ói@óîóè@óÙî†@ðÙ—äbàŒ@Šóè@bî@ñ†ŠíØ@ðäbàŒ@ói@óäbîŠbïäaŒ@ãó÷0191 278 8633q@ç‹i@ñ‡äòí—N

YCH
óîóá—÷@ð–‹Ø@ðäbØómóà‚@ ói@pòŠbió@ óäbîŠbïäaŒ@ ãó÷@ N@Šóè@ bî@ñ†ŠíØ@ðäbàŒ@ ói@ óäbîŠbïäaŒ@ ãó÷@m‹ Šòì@ óÜ@çbmŒóyŠó ó÷

@ðäüÑïÝm@òŠbàˆ@ói@óîóè@óÙî†@ðÙ—äbàŒ0191 278 8633ç‹i@ñ‡äòí—q@N

YHN general / Homes + 
People

@ói@pòŠbió@óäbîŠbïäaŒ@ãó÷Your Homes Newcastle@òìóÝ—bØüïä@ñŠb’@ñaŠü’@çóîý@óÜ@óØ@óîóØóä†‹ØŠbØ@ðmóïäüš@ì@

pbÙi@ðmóîaŠóiòí–Šói@Šb’@ñaŠü’@ðäbØòìíäb‚@óØ@òìaŠ‡—q@ñòìó÷@ðØŠó÷@N@ðäbàŒ@ói@óäbîŠbïäaŒ@ãó÷@m‹ Šòì@óÜ@çbmŒóyŠó ó÷

@ðäüÑïÝm@òŠbàˆ@ói@óîóè@óÙî†@ðÙ—äbàŒ@Šóè@bî@ñ†ŠíØ0191 278 8633i@ñ‡äòí—q@ç‹N

- Kurdish

<português> ou noutra língua, queira ligar para o 0191 278 8633. 
Rent Esta informação refere-se à sua renda.  Se precisar desta informação em <português> ou noutra 

língua, queira ligar para o 0191 278 8633. 
Repairs Esta informação refere-se ao pedido de reparações em sua casa.  Se precisar desta informação em 

<português> ou noutra língua, queira ligar para o 0191 278 8633. 
Right to Buy Esta informação refere-se ao direito que os inquilinos têm de comprar a sua habitação social.  Se 

precisar desta informação em <português> ou noutra língua, queira ligar para o 0191 278 8633. 
Tenancy Esta informação refere-se às suas responsabilidades como inquilino social em Newcastle.  Se 

precisar desta informação em <português> ou noutra língua, queira ligar para o 0191 278 8633. 
YCH Esta informação refere-se ao serviço de arrendamento.  Se precisar desta informação em 

<português> ou noutra língua, queira ligar para o 0191 278 8633. 
YHN general / Homes + 
People 

Esta informação refere-se à Your Homes Newcastle, a organização responsável pela gestão da 
habitação social em nome do Município de Newcastle, e a nossa situação actual.  Se precisar desta 
informação em <português> ou noutra língua, queira ligar para o 0191 278 8633. 

 

Português - Portuguese

idioma, llame al 0191 278 8633. 
Repairs Ésta es información sobre cómo pedir que se realicen reparaciones en su casa. Si necesita esta 

información en español o en otro idioma, llame al 0191 278 8633. 
Right to Buy Ésta es información sobre los derechos de los inquilinos a comprar su vivienda municipal. Si necesita 

esta información en español o en otro idioma, llame al 0191 278 8633. 
Tenancy Ésta es información sobre sus responsabilidades como inquilino municipal de Newcastle. Si necesita 

esta información en español o en otro idioma, llame al 0191 278 8633. 
YCH Ésta es información sobre nuestro servicio de adjudicación. Si necesita esta información en español 

o en otro idioma, llame al 0191 278 8633. 
YHN general / Homes + 
People

Ésta es información sobre Your Homes de Newcastle, que es la responsable de gestionar las 
viviendas municipales en nombre del Ayuntamiento de Newcastle, y sobre nuestra manera de 
hacerlo. Si necesita esta información en español o en otro idioma, llame al 0191 278 8633. 

Español - Spanish

переводчика или Вы можете обратиться за предоставлением письменного перевода по тел. 
0191 278 8633 .  

Newcastle Furniture 
service 

Информация о службе по обеспечению мебелью Your Homes Newcastle, которая поставляет 
мебель квартиросъемщикам с целью их обоснования в домах. Если Вы нуждаетесь в этой 
информации <на русском> или другом языке звоните по тел. 0191 278 8633.  

Rent Информация о Вашем арендном счете. Если Вы нуждаетесь в этой информации <на русском> 
или другом языке звоните по тел. 0191 278 8633.  

Repairs Информация о предоставлении помощи с ремонтными работами в Вашем доме. Если Вы 
нуждаетесь в этой информации <на русском> или другом языке звоните по тел. 0191 278 8633.  

Right to Buy Информация о правах квартиросъемщиков на приобретение их муниципального жилья. Если 
Вы нуждаетесь в этой информации <на русском> или другом языке звоните по тел. 0191 278 
8633.  

Tenancy Информация о Ваших обязательствах в качестве муниципального квартиросъемщика в г. 
Ньюкасле. Если Вы нуждаетесь в этой информации <на русском> или другом языке звоните по 
тел. 0191 278 8633.  

YCH Информация о наших услугах сдачи жилья в наем. Если Вы нуждаетесь в этой информации 
<на русском> или другом языке звоните по тел. 0191 278 8633.  

YHN general / Homes + 
People 

Информация о Your Homes Newcastle, которая отвечает за управление делами 
муниципального жилья от имени Муниципалитета г. Ньюкасла и об общем состоянии дел.  

 

- Russian



Snow works

You couldn’t fail to notice that we’ve had a 
very harsh few months with more snowfall 
than we’ve experienced in many years. 

Although it’s not our key role our staff have worked 
hard to try to keep footpaths around our blocks clear 
from snow, which I’m sure you’ll appreciate is a huge 
task. 

We’ve had some very positive feedback from our 
customers about our staff’s efforts but to put it into 
perspective we ordered and used 8.4 tonnes of rock 
salt which was all spread by hand. 

8.4 tonnes is roughly equal 
to 7 of these - 

Quite an achievement!

Welcome to the Concierge 
Service newsletter for 
Spring 2011. 
This edition will give you a summary of 
what we’ve been doing over the past 
6 months since our last newsletter and 
updates on the challenges we have ahead.

As you know from my colleagues updates 
on the YHN web site we’ve had a busy 
year planning the changes to the service 
from the review. This is a very exciting 
time for us, planning the new structure 
of the service based on requests that 
customers and staff made about what 
we need to provide. We want to take 
our service from a highly valued service 
to a market leader providing many of 
the services you asked for in previous 
discussions and meetings. We will also 
need your help again in future with 
consultation events to make sure that you 
are fully involved in shaping the service.

All this work is additional to the excellent 
work our staff do daily. There are details 
to follow on the efforts staff made during 
the extreme weather to try to keep our 
customers safe and the upgrades we have 
made to the technical systems to improve 
our services.

I hope you enjoy this edition and as always 
I’d appreciate your comments if you could 
complete the short survey that’s enclosed. 
There will be a prize draw for those who 
return the surveys that will be drawn in May.

Helen Garbutt, Service Manager. 
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Staff achievements

YHN All Stars Awards 2010/11

These nominations are made by other YHN 
staff as recognition for their efforts and the 
fact that they have gone ‘the extra mile’ to 
assist customers and colleagues. 

Positive feedback is always good to hear 
because as well as recognising peoples’ hard 
work it helps us to see if good ideas from 
some of these great examples of customer 

service can be rolled out
across the city. 

Using strict judging criteria 
Tom Dowling who is a 
concierge and an acting 
concierge supervisor was 
shortlisted for recognition in the Respect 
award category. Well done Tom.

We’ve got a large workforce and we work hard to develop their skills to 
improve the service we provide to you. That works on all levels and the 
management team also need to continue to develop our knowledge as well. 

To help us guide the service through the 
changes we have agreed the service manager 
and co-ordinators have recently carried out 
a Security Industry Authority qualifi cation to 
assist with the planning and preparation for 
managing the new style service.

As well as covering legal aspects to make 
sure we comply with legislation it also gave 
us a good opportunity to look at the courses 
that we need our staff to complete so we can 
provide the highest levels of service to you in 
future. It also enables us to help staff when 
they are preparing for their own qualifi cations 
as we have fi rst hand experience.

More specifi c qualifi cations will also need to 
be taken during the summer to make sure we 
are ready to manage the new control room.

Many staff have been busy this year and very 
committed to developing their skills with 
a variety of qualifi cations. Many of these 
are done in our own time or with the help 
of our in house training teams to limit the 
time we need to be off duty. These courses 
included front line staff being trained in use 

of I.T. systems, awareness of safeguarding 
adults and specifi c report writing and literacy 
courses. In turn their supervisors and other 
managers have completed courses in First 
Line Management and others have gained 
qualifi cations in Coaching and Mentoring. 

As well as the dedication shown by these staff 
it also shows that YHN works hard to develop 
our teams to provide you with excellent levels 
of customer service.

page 4  Freephone 08000 731 389

We are proud to say that in this year’s staff awards 
12 nominations were received for members of the 
concierge team.

Y H N
A
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Scelebrating you



YHN All Stars Awards 2010/11

Emergency response

Over the Christmas and New Year period we dealt with 
2 large emergencies which showed how parts of YHN, 
contractors and on call mangers work together to ensure 
the safety of customers and limit damage to property. 

One example is a flood that occurred in a multi storey 
block on Boxing Day which caused major problems to 
electrical systems. This resulted in loss of audio to lifts, 
limited concierge equipment, door entry systems were 
not operating and water supply was interrupted and fire 
prevention systems were also damaged.

The concierge staff acted as a point of contact for all 
contractors, whilst on call managers worked with staff to 
make sure as much publicity as possible was made available 
to tenants and visitors. They also arranged for extra staff to 
attend the site to carry out regular safety inspections. 

Our work didn’t end there though. Not all repairs can be 
done immediately so concierge staff continued with patrols 
for a number of days. They worked with the fire service and 
fire officers to put  temporary fire procedures in place and 
distributed bottled water to customers whose supply was 
interrupted.

We know from feedback we receive that our staff’s efforts 
are greatly appreciated in these types of situations, and from 
speaking to customers personally we have made sure there 
will be enough staff resources available when we move to a 
centralised control room to maintain these services.

Well it’s not actually but 
customers regularly ask us how 
odours can be reduced in bin 
stores and chutes. Some of 
our dedicated staff have been 
specially trained to try to help 
and despite the outfits it is not 
a glamorous job! We’ve done 
some blocks over the autumn 
and we’ll keep trying to do 
as much of this as resources 
allow. We are also looking to 
include this as a regular part 
of the new services. But, take 
a look at the mess that has 
been cleared from the bin. 

To try to help us and 
yourselves in future please 
make sure anything you put 
down the chute is in small 
secure bags that won’t block 
the chute or spill out. 

All in a days work?

www.yhn.org.uk 	 page 5 

As we are a 24 hour service provider we 
often deal with emergency situations such 
as helping customers while contractors are 
being contacted or to clear up afterwards.  



How we are performing
Below is a summary of how building cleaning standards have scored in our last inspections.

If any blocks do not meet the standards that 
we and our customers expect we look into the 
reasons for this. Either concierge services or 
our contractors will then allocate additional 
resources to bring the building up the 
required standard. The sites listed above that 
were unsatisfactory were at a lower standard 
due to building works being carried out and 
within 2 months were being scored as good.

How can we improve further?
As we have a contract with Newcastle City 
Council to provide cleaning in 45 blocks 
our lead officer meets with the contractor 
regularly to discuss any problems. From these 
meetings both parties have agreed to amend 
the cleaning schedules in a selection of blocks 
to see whether services can be improved and 
whether staff could work more efficiently. 

A trial began on 7 February 2011 for 3 months 
in the following blocks:

•	 Moorland House
•	 Dean House
•	 Heaton Park Court 
•	 Brockwell House
•	 Eastfield House
•	 Molineux Court

The cleaning process will be simplified to give 
cleaners more flexibility to deal with more 
difficult areas. This should make sure that all 
areas of a block are cleaned to the same high 
standard.

We made sure we chose blocks which ranged 
from unsatisfactory to very good. This means 
that if a site improves or drops we can quickly 
assess why and see if we should mirror this 
elsewhere, as well as helping the contractor to 
highlight any staff training needs. 

Our service standards are published in blocks and on our web site 
and when we speak to customers the main section that people 
want more detail about is the building cleaning service.
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Blocks cleaned  
by YHN

33

RATING

Very good

Good

Satisfactory

Unsatisfactory

Major improvement 
required

Percentage 
inspected

100%

PERCENTAGE

58%

36%

0%

6%

0%

Blocks cleaned by 
Neighbourhood 
Services

45

RATING

Very good

Good

Satisfactory

Unsatisfactory

Major improvement 
required

Percentage 
inspected

100%

PERCENTAGE

20%

42%

31%

2%

5%



How we are performing

Service Co-ordinator Michelle Wade, who has led on this 
task, wrote to all customers in the blocks affected to let 
them know what was happening and to give them the 
chance to give us some feedback. Some of you have been 
a great help in updating us on the cleaning standards over 
the last month so thank you for taking the time to do this.

When the trial is complete we will publish scores as 
always, speak with the Tenants’ Federation and decide 
whether to revise the schedules throughout the city. 

If you have any queries about this or would like more 
detail please feel free to contact Michelle Wade, Service 
Co-ordinator on 0191 278 8688.

Michelle Wade and Jessica 
Nicholson both joined us from 
outside the Concierge Service 
and it’s fair to say that it’s been 
a steep learning curve to grasp 
the huge amount of work 
that is ongoing to improve 
and develop our service. But 
their experience from other 
organisations has been very 
useful. 

Jessica is supporting some 
of the 24 hour shift working 
staff and is heavily involved 
in I.T. projects, and Michelle 
is supporting the day shift 
workers and works closely 
with the staff and partner 
organisations to make sure that 
the cleaning services provided 
in your buildings meet your 
expectations.

Jessica Nicholson

Michelle Wade

New staff
During the summer of 2010 
two new Service Co-ordinators 
were appointed to work 
alongside Dominic Connor. 
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Concierge Service Review 
Implementation Project

YHN have an excellent web site 
and I’ve posted short, interesting 
updates on there to keep everyone 
updated. Please check these out at 
www.yhn.org.uk. Go to ‘Tenancy 
services’ and follow the link to the 
concierge pages.

If you don’t have access to the 
internet, please get in touch and I 
could arrange to have paper copies 
delivered to you.

I would also like to give you the 
chance to get involved and work 
with us to improve services in 
other ways. I send out a lot of 
information and quite often ask 
customers to help to make sure it 
is clear and understandable before 
it goes out. I would also like the 
chance the widen the options we 
have for mystery shopping in our 
blocks to make sure our teams are 
providing high quality services. We 
need customers who live in our 
blocks to help us to do this and you 
would receive training from YHN 
to prepare you. If you want to help 
please give me a call on the number 
above.  

Many of you may have met me as I spend a lot of 
time attending tenants groups throughout the 
city. A major part of my job at the moment is to 
make sure that everyone gets to know about the 
future service changes and has an opportunity to 
get involved in the process. I’ll continue to do this and if you would 
like me to attend your Tenants’ Group Meeting please contact me on 
0191 278 8688. I also realise that meetings are not everyone’s taste or 
you may not have time to attend but still want to know what is going 
on, so please give me a call if you have any questions.

Dominic Connor, 
Service Co-ordinator



Team working
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Your Homes Newcastle is a large company with many departments 
but to maintain and improve customer service we often need to 
work together. Some examples of this type of work are:  

Part of the original service review included 
a full survey of our current systems to see 
what the effects on services would be if we 
remained as we are. Part of the findings 
showed that action would be needed to the 
systems whatever our long term plans were 
and these sites are prime examples.

Approximately 12 months ago some systems 
in these blocks failed which caused problems 
with links from the flats to the concierge 
lodge. The maintenance team worked hard 
to arrange repairs quickly but as these repairs 
were unplanned this was a long process 
to draw up specifications and appoint 
contractors. Work was quickly arranged 

and contractors have made great efforts to 
complete the work in time but we are aware 
that service levels may have been affected.

We temporarily brought in extra staff to carry 
out health and safety patrols and cover the 
tasks the technology systems normally would. 
This approach enabled staff to pass on local 
knowledge, reduce any negative impact on 
customer service and allowed YHN to make 
some cost savings.

This work is now coming to an end and 
feedback from customers shows that our 
team’s efforts have been appreciated.

Pandon Court / King Charles Tower and Lort House

Recent technology upgrades
As we all know technology changes fast 
– this years latest must have item is next 
years recycling. We have to make sure that 
any money we spend on technology can be 
updated in future for as little as possible.

We’ve upgraded intercom and door access 
control systems at some blocks and completely 
refurbished another site at Riverside Dene. I 
updated everyone in the last edition on how 
we’ve linked 3 existing blocks to the concierge 
systems in Cruddas Park House. 

This is working well. We weren’t naïve 
enough to think there wouldn’t be some 
technical hitches but these have been few 
and through joint working these are being 
ironed out. The most important point is that 
everything we’ve learned from linking these 
sites will be a huge benefit when we roll out 
the citywide link up project to one control 
room.

Another project due to start very soon is the 
refurbishment of a concierge lodge in North 
Kenton. This was an old design and customers 
could not speak to staff in the lodge area or 
get copies of other leaflets or advice from 
there.

We are remodelling the lodge to make it more 
usable for staff, upgrading systems to improve 
image quality and door access systems.

Five low rise blocks will be linked up to one 
control room, but again the technology we fit 
here will link straight to the central room  
when the time comes.

Undoubtedly this whole process would be 
far simpler if sites didn’t need upgrades in 
the meantime. But with the hard work of the 
management team in planning ahead and the 
willingness of the staff to learn the new  
systems we are confident that you’ll still 
continue to receive excellent services.



What do you think of our service?

Do you agree with compliments like the one above, or can you think of any ways
we can improve services?

Your views really are valued. Please take the time to complete the survey below then return it in 
the pre-paid envelope and you could win a £25 Eldon Square voucher! Results of the prize draw 
will be published in the next edition.

Please think back to times that you have dealt with the concierge services.

1. We regularly train our staff to help them to deal with customers. Were they polite, 
professional and courteous to you?

2. (A) Were they knowledgeable on the subject you asked about or (B) did they help you to 
fi nd someone who could help you further? (Please give brief details)

3. Can you think of any way we could improve our services?

Would you recommend our service to other people? If so what are the best parts?

Name:

Address:

                           

Postcode:    Contact number:

Thank you for taking the time to complete this and good luck in the draw.
Terms & conditions: Prize draw will take place in May 2011 and the winner will be announced in the next edition of 
this newsletter. Draw is only open to concierge tenants or leaseholders – YHN staff are not eligible to enter.

If you want to add your name and address it would help us to monitor how we are performing throughout 
the city and if you have a question that you would like answered please add a contact number.
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Throughout this edition we often refer to the
excellent services we provide. This is based on
our own performance information and feedback
we get from customers and staff through
completing surveys like this one.

Fill in and you could win a
Eldon Square voucher

What do you think of our service?

Do you agree with compliments like the one above, or can you think of any ways

our own performance information and feedback

During a power cut in
Byker, concierge Sam decided to take hot tea to

residents with no power. He borrowed fl asks and took them
round each block. I believe that this is above and beyond the call

of duty, and extremely kind and considerate of Sam. 
I was really touched by his actions, as were our tenants, and

that’s why I thought I’d let you know about him! On a
general day to day basis the lads are

really helpful.’

£25



Day in the life of a A 
Concierge Service Manager

“I don’t get around the service 
as much as I’d like, but I have to 
prioritise my time and with the 
implementation of the recent 
Concierge Service Review ongoing 
there are some huge things 
happening within the service at the 
moment. It’s really exciting and is 
going to mean some big changes in 
the near future, and it’s these tasks 
which require my attention at the 
moment.

“A typical day for me looks like 
this…”

8.00am
I come in and my fi rst task is to look 
in my diary to see what I have on 
today. I go through my e-mails and 
action anything that’s urgent and 
then go through my task list and 
prepare for any meetings I have 
throughout the day.

10am – 12pm
I have an Absence Management 
Board meeting to go to. The group 
looks at attendance management 
within the company at a strategic 
level and how we are supporting 
employees to regularly attend work 
across the business. In this meeting 
we were looking at the Service 
Level Agreement with Occupational 
Health as well as looking at 
attendance levels, absence 
trends and the development of 
an intranet page for attendance 
management. 

It’s really important for the 
Concierge Service to be involved 
in Absence Management Board 
due to the number of staff in the 
service, the shift patterns worked 
and the type of work that is 
undertaken by staff.  We work 
with the Absence Management 
Procedures on a daily basis so we 

were able to assist in the creation 
of the new procedures by making 
suggestions on what does and 
doesn’t work for us and identifying 
areas of the old procedures which 
needed clarifi cation.  We are really 
pleased with the new procedure 
Human Resources created.

12pm – 12.30pm
I grab some lunch then quickly 
check my e-mails to see if anything 
urgent has come up whilst I’ve 
been in meetings. 

13.30pm – 3pm
Another meeting, this time about 
our Service Level Agreement with 
Neighbourhood Services for the 
cleaning of communal areas and 
YHN offi ces. We’ve been working 
really closely with them and 
have changed the meetings from 
quarterly to monthly because it is 
such a talking point with tenants. 
Cleanliness of blocks is really 
important to them so we have to 
make sure they’re of a satisfactory 
standard and that we always look 
for ways to improve. We currently 
have a trial running within 6 blocks 
of a new specifi cation we’d like to 
introduce across the city.

3pm- 5pm
I spend some time at my desk 
catching up before heading off to 
a review implementation meeting. 
I am leading on the Concierge 
Service Review implementation 
and there are a number of 
meetings taking place around it 
as it has been split into a number 
of workgroups which all meet 
regularly.  It’s one of the largest 
investment’s the company is going 
to make and is going to have a big 
impact on both staff and customers. 
This meeting is a HR Working 

Group looking at things such as 
job descriptions, shift patterns 
and consultation processes.  The 
technical consultants we have 
just engaged are also about 
to start work so in the next 12 
months we should see a number 
of procurements leading to the 
creation of a Control Room and the 
networking of all the Concierge 
blocks across the city.  Really 
exciting times for the service, but 
also a lot of hard work for all 
involved. 

I get the chance to spend some 
more time at my desk to catch 
up and pull all the information 
together for the review, making 
sure any background information is 
available for the consultants when 
they come in. 

I’ve also been working on writing 
reports for Management Team – 
one around extending building 
cleaning into low rises across the 
city as a result of consultation with 
customers and another report on 
the review.  Some information 
I have been waiting for has just 
arrived for one of the reports so I 
add this to it.

5pm – 7pm
Tonight I have a team meeting and 
team brief to attend. Because of 
the different shift patterns and the 
requirement to have a Concierge 
at each site the best time for 
team meetings is in the evening.  
Each team meets every six weeks 
so that we can keep them up to 
date on information coming from 
Management Team and updates 
on performance but also to get any 
suggestions and ideas from staff. 

It’s been a long day but fi nally it’s 
time to go home…!
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Helen Garbutt is the Concierge Service Manager and has been working at YHN 
for 3 years. Concierge management is about the day to day management of the 
service and staff as well as setting the direction for the service – looking at where we want to go 
and how we’re going to get there. A key part of that is making sure the service gives customers 
what they need and working with the staff to ensure they have the skills they need to deliver the 
service. No mean feat when we have around 150 concierge staff working across the city! 

During a power cut in
Byker, concierge Sam decided to take hot tea to

residents with no power. He borrowed fl asks and took them
round each block. I believe that this is above and beyond the call

of duty, and extremely kind and considerate of Sam. 
I was really touched by his actions, as were our tenants, and

that’s why I thought I’d let you know about him! On a
general day to day basis the lads are

really helpful.’



Useful information

Your Homes Newcastle Limited. Registered in England and Wales.

Registration number 5076256. Registered office: Newcastle Civic 
Centre, Barras Bridge, Newcastle upon Tyne NE1 8PR. A company 
controlled by Newcastle City Council.

Community Housing Offices

Benwell and Scotswood	 0191 277 1484

Blakelaw/Cowgate   	 0191 277 1000

Byker  	 0191 278 1555

Cruddas Park   	 0191 277 1066

Fenham   	 0191 277 1200

Gosforth   	 0191 277 1166

Newbiggin Hall 	 0191 277 1400

North Kenton 	 0191 277 4360

Shieldfield 	 0191 278 1566

St Anthony’s 	 0191 278 1600

Throckley 	 0191 277 7940

Walker 	 0191 278 8455

Westgate 	 0191 277 1300

West Denton 	 0191 277 7940

Modern Homes helplines

East - covering Byker, Shieldfield,
St Anthony’s, Walker 	 0800 091 1255

West - covering Cruddas Park, 
Fenham, Benwell, Scotswood,  
Westgate 	 0800 091 1256

Outer West and North - covering Blakelaw/
Cowgate, Gosforth, Newbiggin Hall, 
North Kenton, Throckley,  
West Denton 	 0800 091 1257

Other numbers

Adaptations 	 0800 091 1255

Community Care Alarm Service 	 0191 278 8699

Envirocall 	 0191 274 4000

Gas servicing and repairs 	 0191 278 3450

HASBET (Housing Anti-Social 
Behaviour Enforcement Team) 	 0191 278 8740

Customer Involvement 	 0191 278 8720

Leasehold 	 0800 091 0082

Newcastle Furniture Service (NFS) 	0191 278 1888

Repairs Centre 	 0191 277 8888

Your Choice Homes 	 0191 277 2020

Young People’s Service 	 0191 277 1190

Other useful numbers

Age UK Newcastle upon Tyne 	 0191 232 6488

ARCH - reporting hate crime	 0800 032 3288

Broken Rainbow - help for domestic violence 
victims in same sex relationships 	 0808 200 0247

Moneywise Credit Union 	 0191 276 7957

Male advice and enquiry helpline  
for men who are victims of  
domestic violence 	 0845 064 6800

National Domestic Violence  
Women’s Aid Helpline	 0808 200 0247

Our Communications team produces this 
newsletter. If you have any comments  
please contact us at Communications, Your 
Homes Newcastle, YHN House, Benton Park 
Road, Newcastle upon Tyne, NE7 7LX, or 
call the team on: 0191 278 8722


