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Coastline  welcome to your Local and Coastline Offers
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Welcome to Coastline’s first Local Offers booklet. We are committed
to providing you with excellent services, and this booklet identifies
your priorities and confirms our commitment to meet your
expectations.

Your priorities have become the Local and Coastline Offers which
are split into 4 key themes, as indicated within the Tenant Services
Authority’s Standards, and these are:

o Involvement and Empowerment
o Home

J Tenancy and

o Neighbourhood and Community

Two of our core values are to respect people’s differences and be sensitive to their needs,
and to ensure that we are financially stronger for the future through efficient services
which deliver value for money. You will see these important values reflected in your Local
Offers.

Our performance against the Offers will be monitored and scrutinised by you to ensure
continuous improvement. The Offers are based on your priorities and because of this
need to be regularly reviewed to ensure they continue to meet your needs. During the
consultation in 2010, you said that you would like to review them every 2 years.

| would like to thank you for giving up your time and getting involved in creating these
Offers, during the consultation process throughout 2010.

Best wishes

[ LS, it rASHI A

Robert Nettleton

2 Great homes, great services, great people



Coastline Customer comments

housing

Local offers are our priorities for
services delivered by Coastline

Chris Towner

_ _ A good statement of intent
Customer Scrutiny Panel Chair

for the future.

Rose Davies
Customer Representative

| think it's fantastic that at last
Coastline is now putting us first

Margaret Mullen

: : : Keep going on as we are,
Customer Scrutiny Panel Vice Chair

onward and upwards

Phil Bridgewater
Customer Representative

The Local Offers show that
Coastline are listening to us and are
doing what we ask

Kate Williams
Customer Scrutiny Panel Member
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Involvement and Empowerment Local Offers

The Involvement and Empowerment theme covers your priorities for:

o Customer service, choice and complaints
o Involvement
o Diversity

These are your Local Offers for Involvement and Empowerment:

OF LOCAL OFFER

nts are in plain language

ial complaints within 2 working days and
days

er of involved customers and will support
involved

The Involvement and Empowerment Sounding Board monitors these Offers.
If you'd like to get involved and have your say, please contact us.

Put our customers first >
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These are your Coastline Offers for Involveme nd Empower "‘:.ﬁ




Involvement and Empowerment Coastline Offers

with how complaints are handled

ints and compliments which

dure with you

information to assist us in

s in to account

omers who have access and

to ensure accessibility

photographic

Put our cus first 7



Involvement and Empowerment Coastline Offers

8 Be open, honest and accountable



The Home theme covers your priorities for: \ ! !»,

o Repairs and maintenance

J Quality of accommodation

These are your Local Offers for Home:

FREQUENCY
2012 OF REPORTS TO
TARGET | cusToMERS

DESCRIPTION OF LOCAL OFFER

. ; . B
1 We will develop a Warm Homes Standard with you and implement 30/0!/11

over the next 5 years

Annually

2 We will acknowledge your repair appointment by letter within 5

working days Quarterly

3 We will ensure that repairs are carried out within agreed timescales

Quarterly

The Home Sounding Board monitors these Offers. If you'd like to get involved and
have your say, please contact us.



These are your Coastline Offers for Home:

FREQUENCY
2012 OF REPORTS TO
TARGET CUSTOMERS

DESCRIPTION OF LOCAL OFFER

4 We will ensure that all homes let, comply with the re-let standard Quarterly

5 We will ensure that all new properties are fitted with energy monitors Annually

6 We will use an independent occupational therapist to ensure

adaptations are made to your home before you move in, if required Annually

7 We will install minor adaptations to your home within 5 working

days of request Annually

8 We will monitor and report your satisfaction regarding

disabled adaptations to your home Quarterly

9 We will carry out a satisfaction survey after 4 weeks of

you moving in to your home Quarterly

10 We will publish progress against the Coastline Decent

Homes Standard Quarterly

11 We will check how satisfied you are after moving in to

your newly built home within 6 months Annually

12 We will create a local lettings plan for all new Coastline

developments over 10 homes Annually
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FREQUENCY

DESCRIPTION OF LOCAL OFFER 2012 £ o Reporrs 10

TARGET CUSTOMERS

We will provide a parking space for all newly built homes

Annually

We will publish information in CoastLines magazine relating to

hazards in your home, such as asbestos Quarterly

We will provide you with an energy performance certificate

when you move in to your home Quarterly

We will ensure that all heating systems are serviced annually Annually

We will ensure that you are satisfied with the repairs we

carry out to your home Quarterly

We will provide a range of ways for you to report a repair Annually

We will ensure that you are involved in the procurement of contracts Annually

We will ensure that all contractors who visit your home
are checked by the Criminal Records Bureau and sign up to the

Contractor Code of Conduct Annually

We will attend Advantage South West meetings to ensure
Value for Money for procurement

Annually

11



Tenancy

Local Offers

The Tenancy theme covers your priorities for:

J Lettings
° Rents
° Tenure

These are your Local Offers for Tenancy:

12

The Tenancy Sounding Board monitors these Offers. If you'd like to get involved
and have your say, please contact us.

Nurture innovation and creativity



Tenancy AN | Coastline Offers

These are your Coastline Offers for Tenancy:

Provide excellent services to our customers
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Provide excellent services to our customers




Local Offers

0od and Community theme covers your priorities for:
urhood management - ﬂ

These are your Local Offers for Neighbourhood and Com

The Neighbourho
If you'd like to g
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Neighbourhood and ‘ Coastline Offers
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These are your Coastline Offers for Ne .ﬁo,urhood and Community:
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Maintain our ne tandards



Neighbourhood and Community Coastline Offers

18 Respect and protect the environment



If you want to get involved and have your say, contact us on 08082 027728

Coastline Housing Ltd
Ferris House
Dolcoath Avenue

Canbam Coastline

TR14 8SD housing

Coastline Services Ltd
Dudnance Lane
Pool

Rednth Coastline

TR15 8QZ services

Coastline Care Ltd
Veor House
South Terrace

Cambarm Coastline

TR14 8SS care

The New Connection J h
11 Basset Road }
Camborne \.I

Cornwall
TR14 8SE
The New , o .
. Alternatively, please visit our website at:
Connection www.coastlinehousing.co.uk
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