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Welcome
to your lodge

Enjoy your stay.
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Reception hours: 
09.00 - 18.00

Reception telephone: 
01768 720 876

Out of hours call: 
07585 235 711
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Here’s your A-Z guide of everything you need to know 
about getting the most out of your stay with us.

Advance Booking 
We would love you to return to Ullswater Heights or any of our sister parks for a future stay. 
If you’re interested in rebooking, simply pop into reception prior to your departure and our 
holiday experience team will be happy to help.  

Find out more about what our other parks have to offer by visiting our website leisureresorts.co.uk

Appliances
Take a look at our appliance guides. 

cloud.3dissue.net/19730/19771/19924/51343/index.html?46688

Arranging Special Occasions 
Celebrate with little extras that make everything so special...  Whether you’d like to plan  
a surprise meal, a treat for your wedding anniversary or you want to get the dog a birthday 
cake, we’re here to help! Check out what’s available.

cloud.3dissue.net/19730/19771/19924/104563/index.html?15089

Talk to our Holiday Experience Team, contact them on 01768 720 876 or email  
ullswater@leisureresorts.co.uk giving as much information and time as possible before  
your stay, and they will be happy to arrange everything for you.
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Barbecues 
No family holiday is complete without a BBQ.  You are welcome to use a BBQ on legs on your 
decking area; disposable BBQs are strictly prohibited, due to fire risk.

Our Glamping guests have exclusive access to the communal BBQ area situated in the centre of 
the tents. Please enjoy these at your leisure whilst respecting your fellow glampers needs and 
clean after use; cleaning instructions are displayed above the hot plates.

Barrier 
You will receive a fob at check-in, in order to access the park when the barrier is down. To use, 
place the fob on the keypad at the barrier and it will open for you. If you experience any issues 
please contact your holiday experience team or our out of hours team on 07585 235 711, who 
will be happy to assist.

If access is required in an emergency, there is a small locked box located next to the barrier 
access keypad, the code for this is 9999.

Bed Linen
All our beds are made using 100% cotton sheets and bedding. Allergen free microfibre duvets 
and non-allergenic pillows are also used to ensure maximum comfort for all our guests. If you 
require any extra bedding throughout your stay, simply ask the holiday experience team who 
will be happy to help.

Boiler 

The boiler in your holiday home is tested prior to your arrival. If you experience any issues with 
water or heating throughout your stay please contact our holiday experience team who will help as a 
matter of urgency.

Car Parking
Each holiday home comes with its own private parking for at least 1 car.  Should you require any 
additional parking throughout your stay, the car park near the main reception can be used on a 
first come basis.

Car Parking Locally
You may want to visit the local surroundings during your stay with us at Ullswater Heights. To 
make things a little easier for you, we have put together a small collection of parking places in 
the local area:

	 The Sandgate Car Park, Penrith, CA11 7XA	
	 Princess Street Car Park, Penrith, CA11 7BQ 						    
	 The Central Car Park, Keswick, CA12 5DN
	 Hope Car Park, Keswick, CA12 5DG
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Carbon Monoxide 
For the safety of you and your family, we provide a co alarm in each holiday home, ensuring 
these are fully functional before handing over the keys.  Should you have any concerns please 
contact our holiday experience team who will be happy to help.

Checkout
On your day of departure we ask that you kindly checkout by 10am. Should you require a late check 
out, please contact reception prior to your departure date. You are more than welcome to stay on 
the park after this time and make use of the on-park facilities prior to your journey home.

Children’s Play 
We hope your family will enjoy the children’s play facilities during your stay. For your safety, we 
ask all children under 7 to be supervised whilst using the play equipment.

We check the play equipment, and surrounding areas, daily for any signs of wear and tear. If you 
discover anything you feel we need to be aware of, please let our holiday experience team know.

The play area will close as night draws in and will reopen from 9am.

De-Fib
For the peace of mind of you and your family, an AED (Automatic External Defibrillator) unit is 
located outside lodge 61 on the main road down the hill from reception. In the unlikely event 
you should need to use this, the instructions on the pad can be followed to safely do so. The 
code for this machine can be gained by calling 999 and/or our security personnel.  

Dentist
If you do need an emergency dentist during your stay, this practice can provide you and your 
family with the help you need:

	 Stricklandgate Dental Practice. Penrith		  Opens 09.00 - 17.00
	 CA11 7NH		  01768 865 744		

Dietary Requirements 
Should you require any assistance during your stay visit our Lake House Bar & Restaurant to 
discuss. We have an extensive Allergy Menu which our team will be happy to discuss with you.

Doctor 
We hope you will not need to see a doctor during your stay, however here are the details of the 
local doctor should you need to:

	 The Lakes Medical Practice. Penrith		  Opens 09.00 - 18.30
	 CA11 8HW		  01768 214 345
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Dogs
We love to welcome your dogs to Ullswater Heights and have provided a few home comforts 
for them in your holiday home. Whilst we want your extended family to feel at home, we do ask 
that they refrain from sitting on soft furnishings such as beds, sofas etc.

A polite reminder to leave the dog bed(s) and bowls in the lodge for our next guests to enjoy, 
however the toy and treat are a complimentary gift for you. If you are interested in purchasing 
one of the dog beds, please ask a member of the holiday experience team. 

Dogs are more than welcome in The Lake House and the wider park. To help keep everyone safe 
and comfortable, we kindly ask that dogs are kept on a lead at all times, both inside the Lake 
House and while out and about around the park.

You’ll find dog waste bins and bags provided throughout the park – please use them to help us 
keep the space clean for everyone.

For extra fun, our dog agility area is free to use – why not pop along and see your furry friend 
tackle the obstacles? After those muddy adventures, you can make use of our handy dog wash 
station to get them fresh and clean before heading home.

Dressing Gowns 
Dressing gowns have been provided for you to use throughout your stay. We kindly ask you to 
leave these in your holiday home at the end of your stay. If you do accidentally take one home, 
please let us know and arrange the safe return of the item, to avoid being charged.

Electric 

Should you experience any issues with the electrics in your holiday home, please contact our 
holiday experience team who will assist you. If you are having problems out of office hours, our 
security team will be happy to help, call 07585 235 711.

Emergencies 

In case of an emergency, do not hesitate to dial 999. Please also inform our reception or 
security if out of hours 07585 235 711 to inform them of the situation and allow them to help.  

Extend your stay
Not ready to go home? Talk to our holiday experience team about extending your stay. 

Fire Safety
Each holiday home is fitted with a smoke alarm, fire extinguisher and blanket, which are 
checked and tested prior to your stay. Should you have any concerns please contact our holiday 
experience team who will be happy to help.

In the event of a fire, vacate the lodge immediately, contact the emergency services and on-site 
team, who will raise the alarm for other guests.

Burning candles/tea lights, fireworks, disposable BBQs and outside fires are strictly prohibited. 
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Feedback
We welcome all feedback, good and constructive. Please allow us the opportunity to rectify any 
concerns throughout your stay, nothing is too big or small for us to be on hand to help with.  

Leisure Resorts will invite you to complete a survey after your stay, but if you feel there is 
anything you would like to tell us prior to this, just pop and see your holiday experience team 
who will be happy to listen.  

Our team works extremely hard to make your stay a memorable one, if you feel anyone 
deserves recognition for their efforts please pass this information on to our experience team.  

If for any reasons you feel the need to contact us after your stay, please call the team on  
01768 720 876 or by e-mailing ullswater@leisureresorts.co.uk 

First Aid
Our trained first aid team are on hand should you require them. Contact reception, or ask any 
member of our team, and they will help you get the assistance you need.  

Games  

A holiday isn’t complete without a board game or two, so why not take advantage of our great 
selection of great selection of indoor games. Pop along to reception to see what’s on offer and 
enjoy some good old-fashioned family fun.

If you do collect any games from reception, we kindly ask that you return them prior to your 
departure.

Gas  

Should you smell gas whilst in your holiday home, you must vacate the lodge immediately and 
report the issue to reception, or our out of hours team if reception is closed. Do not re-enter 
the lodge again until the problem has been rectified.

Hair Dryers 
A hair dryer has been provided for your convenience and can be located in the main bedroom.

Holiday Home Ownership
Enjoying your holiday so much, you wish it didn’t have to end? Then don’t let it! Speak to any of 
the park team to find out about holiday home ownership with Leisure Resorts.

With three parks available for ownership, situated in stunning locations and offering 5-star 
luxury as standard, you could be enjoying your own home away from home in no time, we’ll 
even refund the cost of your holiday if you choose to buy.
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Housekeeping
Your lodge has been cleaned by our committed housekeeping team. If you experience any issues 
please contact us immediately to allow us to rectify the problem. If you need any assistance 
throughout your stay, this can be arranged by contacting your holiday experience team.

You should find everything you need in your lodge, with a signed inventory list located in the 
kitchen. Our housekeeping team have confirmed all items as present, however should you 
experience any issues with this please inform our holiday experience team who will go about 
rectifying any concerns.  

Hospital 
The nearest accident and emergency hospital details are:

	 Carlisle Infirmary	
	 CA2 7HY		 01228 523 444

Hot Tubs
We want you to enjoy your hot tub, so please make yourself familiar with the important 
instructions located near the tub prior to jumping in.  

Hot tubs are set at the optimal temperature of 38 degrees all year round. During the colder 
months this temperature can drop rapidly due to uncontrollable weather conditions.

We have provided you with smash resistant flutes and tumblers for use in and around the hot tub 
and ask that you keep all glass away from this area.  Food in the hot tub is strictly prohibited.

We recommend showering before using the hot tubs and avoid using sun cream and oil whilst 
in the hot tub.

We aim for your hot tub to be ready for your arrival, however this can extend to 7pm in busy 
periods, you will be informed at check-in if this is the case.

Our trained team will arrive at your lodge once a day, to test the water and ensure it is safe for 
you and your family. If the tub fails the test it will need to be emptied and re-filled; we do fill 
the tubs with hot water so predict this will take no longer than 3 hours before it is ready to use, 
but ask for your patience at this time. A safety tag will be placed on the tub while this cleaning 
is in progress and strongly advise you avoid using the tub during this time. 

We try and calculate the fill time to prevent the water overflowing from the tub, however at 
times this can vary. If you see the water overflowing, please contact the holiday experience 
team who will come and turn the tap off. 

Failure to abide by the hot tub rules, or any misuse of these facilities, could result in the tub 
being turned off and emptied for the remainder of your stay. 

Keys
You will be issued with a key for your holiday home upon checking-in. If you require a second just 
pop to reception to pick these up. Please return your keys on departure to avoid any charges.
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Lake House Bar & Restaurant 
We welcome you and your family, including children and dogs, to join us at our Lake House Bar 
& Restaurant. Whether you fancy a quick drink, a bite to eat or a 3-course meal, our friendly 
team are on hand to help.  

Please check with our holiday experience team, or refer to your welcome pack, for current 
opening times.  

We recommend booking in peak times such as Saturday evenings and Sunday lunchtimes. If 
you would like to book a table please contact the restaurant on 01768 807 475, or alternatively 
pop in and see them.

Lighting 
Due to the park’s location, we are restricted on the amount of lighting we can have around the 
park. We have positioned light posts where possible.

A small torch has also been provided on your keys for you to use throughout your stay, please 
do not remove this from the keyring. Should your torch require new batteries please pop into 
reception where we will be happy to replace them.

Logs & Fires
Our Glamping Tents have beautiful log-burning fires and complimentary logs and fire starters.

	 2 nights - 10 lighters and 20 logs
	 3 nights - 15 lighters and 30 logs
	 4 nights - 20 lighters and 40 logs
	 7 nights - 35 lighters and 70 logs

Replacement logs and fire starters can be requested from our Reception at a small cost: 

	 £7.00 for 5 lighters and 10 logs
	 £6.50 for 10 logs
	 £0.50 per fire lighter

Important Note: When lighting your fire, please use the packs provided, then top up with logs. The fire will not work if you 
try to light the logs without a lighter pack. Please do not attempt to clean the fire; the embers may still be hot. Children 
under 16 are not permitted to use or touch the fire, under any circumstances.

Lost Property 
There is no need to worry if you misplace something during your stay, anything that is handed 
in to us will be kept safely in reception for four weeks.  

If you realise you have left something behind, just give us a call and we will be happy to arrange 
items to be posted back to you, we just ask that you kindly cover the cost of the postage.

Local Attractions 
There is so much to see and do in the local area, details of some of our favourite attractions 
can be collected from The Activity Centre. Our holiday experience team are on hand for any 
local knowledge you require. 
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Maintenance
Our dedicated maintenance team work tirelessly seven days a week, keeping the park looking 
beautiful for our guests.  

It’s great to have a lie in whilst on holiday, so we try our best to keep noise to a minimum 
during the mornings, and of course try our best to minimise disturbances throughout the day.

If at any point our work is disturbing your leisure time, please let us know and we will ask the 
team to return to your area at a later time.

Nature 

Ullswater Heights is set amongst beautiful countryside in The Lake District.  Country living can differ 
from city life, with insects, sloping ground, natural tree roots etc. being present. Whilst we endeavour 
to minimise any of these aspects affecting your stay, we cannot always prevent their presence.     

Newspapers/Magazines
There’s nothing better than starting your day off relaxing with a warm drink and your preferred 
paper in your hands. If you would like us to order your daily paper, simply place your order with 
the holiday experience team (by 4pm the day before). We kindly ask for payment on collection. 

Noise
We ask you to kindly consider other guests when in and around your holiday home, especially 
later on in the evening. If you are using your hot tub and/or decking area after 10pm please 
respect your neighbours by turning any music off and keeping noise to a low level.

If you are leaving The Lake House, or arriving back on park late, we would appreciate noise 
being kept to a minimum whilst walking back to your lodge.

Our out of hours team do patrol the park and will remind you of these rules if necessary. If rules are 
still not adhered to, after two requests, you and your party may be asked to leave the park.

Out of Hours Contact 
Should you require any help out of office opening hours, you can contact our dedicated security 
team on 07585 235 711 who will be happy to help. 

Phone signal can be an issue, so our team are available on  iMessage should your calls be 
unavailable. Alternatively, they can be found patrolling the park or looking after reception.  

Park Address 
Here is the full park address, should you need it during your stay:

	 Ullswater Heights Holiday Homes and Lodge Park 
	 Silver Howe 
	 Newbiggin 
	 Cumbria 
	 CA11 0JB
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Pet Friendly Holiday Homes
At the time of booking you should have informed Leisure Resorts or ourselves if you were 
bringing a dog. To ensure we can look after guests with allergies, or specific requests for non-
pet friendly lodges, we dedicate a certain number of lodges for pets.

If you have not informed us you were bringing a pet prior to arrival, please let us know as 
a matter of urgency. If you are found to have a pet in a non-pet friendly lodge, you will be 
charged for the pet, the deep cleaning costs and may be asked to leave the site.

Whilst we welcome dogs to our park, cats or any other pets are not allowed to stay.

Reception 
Our reception is open 7 days a week, with our holiday experience team ready to assist you with 
any of your needs. They are here to make your holiday enjoyable, so please contact them with 
any questions or concerns you may have; even if they don’t know the answer personally, they’ll 
know who will.  

To contact reception please phone 01768 720 876. Once the reception closes, our out of hours 
team take over should you require any help.

Refuse/Recycling 
We’ve made recycling simple with colour-coordinated bins to help you identify what goes 
where. You’ll find bin bays clearly marked on your park map for convenience:

	 Blue Bin		�  Mixed recycling (glass, plastic, and tins). Please place items in loose 
or in clear recycling bags only (available from reception).

	 Red Bins  	 Cardboard and paper only. No bags, please.

	 Green Bins 	 General waste and non-recyclables.

Our goal is to recycle over 50% of all site waste, and we need your help to achieve it. Please 
ensure items go in the correct bins, as any contamination means the whole load is rejected and 
sent to landfill.

Thank you for doing your part to help protect the environment.

Repairs 

Your holiday home is inspected prior to your arrival for any faults. However, if we do miss 
anything, or any issues occur throughout your stay, please contact the holiday experience team 
with full details and we will rectify the issue as soon as possible.  

Security Deposit
You will have been asked to leave a security deposit on arrival. On check-out day our 
housekeeping team will inspect the lodge for any damage, misuse or missing items. Should 
any faults be found this deposit will be kept; we will endeavour to contact you in this instance, 
however due to the vast amount of lodges we cannot guarantee a call on every occasion.    
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Self-Catering Holiday
Whilst our lodge holidays are self-catering, we have provided you with a few essentials to start 
your holiday off, such as toilet roll, dishwasher tablets, tea towel pack etc.  

If there is anything else you require, please let us know and we will endeavour to help and 
guide you to the nearest shop. 

Should you have any suggestions on how we can improve our initial offering please do let our 
holiday experience team know. 

Smoking Policy 
Ashtrays are provided outside your holiday home for you to dispose of any cigarette ends. We 
welcome you to smoke on the decking, but ask holiday home doors to be closed when doing so.  

Smoking in the lodges is not permitted, you will be charged if the cleaners report a smell of 
smoke in the lodge.

Speed Limit
For the safety of you and your family the speed limit on park is 5-10mph and must be adhered to.

Shop
Farmer Jack’s shop is located within the reception and stocks all the essentials you might need 
for your stay.

	 Opening Times: 	 Monday to Sunday 09.00 - 18.00
		  Monday and Friday open until 19.00

Supermarkets 

If you need to pick up any extra items during your stay the following shops are close by:

	 Morrisons	 Sainsbury’s	 Cranstons Food Hall 	 Aldi 	 Booths 
	 CA11 7JU	 CA11 7FG	 CA11 7EH	 CA11 7GS 	 CA11 7JU

Taxis
Whilst there are local taxi firms that can help you explore the area, not many work evenings;  
we advise you book them well in advance, wherever possible.

See below some of the local numbers:

	 Town Taxis Penrith	 01768 868 268
	 Eden Taxis Penrith	 01768 865 432
	 Penrith Taxis 	 01768 899 298

Tourist Information
Our local tourist information centre is located in Penrith, CA11 7PT and they can be contacted on 
01768 867 466. 
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Towels 
Quality bath and hand towels and bath mats are located in your holiday home, ready to be 
used. We ask that these remain inside the lodge and are not used outside or around the hot 
tub area. Items displaying signs of misuse or damage may be charged for.  

To save on water and to protect the environment we do not replace towels throughout your 
stay, however in the event you do require replacements, please contact the holiday experience 
team who will be happy to discuss the options. 

TVs
We want you to enjoy your TV throughout your stay, should you experience any issues please 
contact reception who will be happy to help.  

Please remember to log out of any online accounts prior to your departure, we cannot be held 
responsible for others using your accounts.

Vets
In the unfortunate event you should need to visit the vets during your stay, the details are:

	 Vets 4 Pets
	 Pets at Home
	 CA11 7JQ		  01768 866 540

Water 

Amongst the beautiful surroundings of the park, we have open water areas.  We ask you to take 
careful consideration of this and do not allow children to play alone near these areas.  

Wi-Fi
Complimentary Wi-Fi is provided throughout the park. To connect go to the ‘Ullswater Guests’ 
network; no password is required.  

For laptops, or game consoles requiring a faster speed, you will need to connect to the 
‘Ullswater Lodges’ network. The password can be found on your welcome letter
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Ullswater Heights Holiday Homes and Lodge Park, Silver Howe, Newbiggin, Penrith CA11 0JB

Call now for more information about ownership,  
short breaks or holidays.

082725

Take a look at our sister parks in
the Yorkshire Dales and North Yorkshire

Ullswater Heights

Aysgarth

Angrove

 t: 01642 750 777
leisureresorts.co.uk/angrove 

Great Ayton TS9 6PY

NORTH YORKSHIRE

 t: 01969 663 268
leisureresorts.co.uk/aysgarth

Leyburn DL8 3SP

YORKSHIRE DALES


