



Shared Ownership is a Government
scheme, also known as ‘part-buy
part rent’, which allows you to buy
part of a property, and pay rent for
the part you don’t own.
The scheme allows you to start off
with a share you can afford, somewhere between 25% as a minimum
and 75% as a maximum initially and
then if your circumstances change,
you can buy more shares and
eventually you could own 100% of
your home in most cases.



Shared Ownership is designed to
help people purchase a property
who would not normally be able to
buy on the open market.



Quite often the total monthly cost
of purchasing a shared ownership
home will still be significantly
cheaper than renting a similar
property privately on the open
market.
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Coastline has an easy-to-use formal complaints procedure that helps our customers when they feel
that we have let them down.
Complaints are reviewed by senior managers and customers on the Customers for Scrutiny into Coastline (CSC) Group
to make sure any lessons are learnt. Each year, we publish a summary of the complaints that have been made so that
our customers know we are being open when we get it wrong and that we try and make improvements.
The table below looks at the complaints received during 2015/16 broken down by service area.

In the current climate, home ownership
may seem a far and distant possibility

Happily, the vast majority of complaints are resolved quickly and to the customer’s satisfaction at the
earliest stages of the procedure, as shown below.
Of the 75 complaints received, 63% (44) were upheld in full
or in part, which means that we agreed with all or part of
what the person making the complaint was saying. Fifteen
of the complaints received resulted in changes to current
services, service delivery or new services being introduced.

to most people. In fact, it is far more
achievable than you might think. Lenders
are recognising what a great help shared
ownership is and with deposits as little as
5% of the share you purchase, making it
a more affordable proposition.

Find out more information:
If you would like further information about the Shared Ownership scheme or any of the properties we
have available to purchase please contact the Home Ownership Team on

01209 200230 or email homeownership@coastlinehousing.co.uk
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We do listen to complaints and make changes when
they highlight that something isn’t right and we welcome
feedback of any kind regarding any area of our service
delivery.
Copies of our full Complaints Policy and Procedure are
available on request or on the Company’s website at

www.coastlinehousing.co.uk or by telephone on 08082 027728.
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Of course when we do things well, it’s great to get positive feedback and our staff really appreciate when a customer
takes time to say ‘thank you’ for a job well done.

In 2015/16 we received 159 compliments made in the following ways:

Confused about finding a dentist or
emergency treatment?
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To find an NHS dentist, call 0333 006 3300 (local
call rates) or email AccessDental.Helpline@nhs.net
Waiting lists can be long, so it’s best to be active and to
also call up or go into dentists fairly often, until you find
one. You can also look online:
www.nhs.uk/Service-Search/Dentists or

www.toothpick.com
If you need urgent dental care, out of hours
or at the weekend,
call the Emergency Dental Service
01872 354375

For an emergency in normal hours if you already have a
dentist, call them first.
Go to A&E (Accident and Emergency) if you are in severe
pain, not helped by painkillers, are bleeding a lot and it
won't stop, have trauma of the face, mouth or teeth after a
recent accident or injury.

The most common areas for compliments to be made during 2015/16 were:
(Local call rates)

In the net!

Pennoweth School awarded £3,000 grant
from Coastline Housing
A £3,000 grant has been awarded to Pennoweth School
in Redruth by Coastline Housing.
The award was given by customers on Coastline’s Funding
and Grants Committee, established to support local
community organisations, clubs and events that will
benefit other Coastline customers.
The money has been used to purchase and install some
fold-back goal posts and nets for the school’s new multi-use
games area.
Remember, it’s easy to make a complaint or compliment us! All you need to do is call our Contact Centre on 08082
027728 or email sara.pascoe@coastlinehousing.co.uk direct. Of course, you can always fax, text, Facebook or
write to us at the usual address.

Sara Pascoe

Governance Administrator
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Pennoweth School pupils and Head Teacher Rob Adams are pictured
receiving their giant cheque from staff and customers on Coastline’s Funding
and Grants Committee.

Rob Adams, Head Teacher at Pennoweth, said: “These
goalposts are the icing on the cake of a wonderful modern sporting facility for the children at our school and the local
community.”
Jackie Thomson, Community Investment Officer at Coastline Housing, added: “Sport has the power to make a positive
impact on the health of communities and we hope that this new facility will do just that for Redruth. Our customers
were really excited at the prospect of supporting such a great facility in the town.”
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