
Effective handling of complaints 
When things go wrong we will:
•	 Make it easy for you to raise concerns and complaints and 

try to put things right straight away
•	 Learn from the issues you raise to ensure we continually 

improve our services

Responsible neighbourhood management 
To take care of your neighbourhood we will:
•	 Take seriously and acknowledge reports of antisocial behaviour  

within one working day
•	 Keep our ‘We’re Always Listening’ website page updated 
•	 Visit your neighbourhoods regularly and act on improvements  

identified as part of our Community Standard Inspections

Keeping properties in good repair 
To keep your home in good repair we will:
•	 Complete repairs right first time 
•	 Complete repairs within our target timeframes 

Respectful & helpful engagement 
To respect & listen to you we will:
•	 Answer to and support the Customer Voice group to act as a  

critical friend to Coastline
•	 Share and celebrate how your feedback influences services  

and identify areas for improvement
•	 Treat you as an individual, respecting your communication 

preferences, recognising and responding to your needs

Maintaining building safety 
To keep your home safe we will:
•	 Ensure all our homes will meet or exceed the Decent Homes Standard (2)
•	 Ensure all of our properties are compliant with all required building  

safety checks

Overall satisfaction 
To build & maintain trust we will: 
•	 Achieve high levels of customer satisfaction with our services 
•	 Provide an inclusive and accessible involvement & engagement 

offer via the Coastline Conversation
•	 Respond to your digital contact within two working days, and 

all other contact within four working days
•	 Make it easy for you to contact us, however you choose

Our pledge to you


