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WELCOME
CONTACTS

Welcome to the Autumn
edition of CoastLines
A lot has happened at Coastline over the
past six months. We’ve launched our new
Customer Pledges, Trust Charter and our
Coastline Plan, which sets out the direction
of travel for us over the next four years.
All of this involved a great deal of work in
partnership with many of our customers
and we would like to thank everyone who
got involved in any form for your input and
feedback. You can read more about these
publications in the pages of this magazine.
We have also published our Annual
Report to Customers for 2020/21. This
document gives an overview of how we’ve
done across the year – our successes, our
performance and areas in which we could

Editorial
Action Team
members
Babs Eveson
Wendy Kirkpatrick
David Mallinson
Please contact any of the
above with your ideas
for future articles or send
them direct to the editorial
office at Coastline House.
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do better and plan to
improve in the coming
months. There’s a
snapshot in here,
but you can read the
full report on our
website.
There’s also a whole host of
updates about our new developments,
supported housing day celebrations,
customer awards and much more.
As always, if you would like to contribute to
this magazine or have any ideas about what
we should feature, please do get in touch.
Best wishes
Cheryl Houghton
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Coastline House
4 Barncoose Gateway Park
Barncoose
Redruth
TR15 3RQ
Tel 01209 200200
Email: customer.service@coastlinehousing.co.uk
Or visit our website www.coastlinehousing.co.uk
Remember! You can also report repairs, pay rent
and a variety of other things through My Coastline.
Search for Coastline Housing in your app store.
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We carried out

Coastline has published its Annual Report to Customers for 2020/21. Here are a few of
the highlights and you can read the full document on our website now.

160

new homes built

116

started on site

£24,727
given out in payments to
customers as part of our
Hardship Fund

Number of customer contacts

69,322

Over

Number of calls answered

32,167

Rent arrears
still one of
the lowest
nationally at

21,953
91.8%

repairs,

and
of these were ‘fixed first time’

0.69%

Altogether, we helped

91

50
kitchens
installed

people back
into work or
training

£200,000

in grants and funding secured
for customers by our Welfare
Reform Coordinators

520

We let
homes
during the year,

48
bathrooms
installed

COASTLINE
TALKS

u
o
y
o
t
t
r
o
p
e
R
l
a
Our Annu

559
We have maintained the highest
possible rating for our governance and
finances

G1 V1

people were helped by our
Homeless Service this year

The Net Promotor Score measures the willingness of customers to
recommend a company’s products or services to others.
Our Net Promotor Score is

40
The score ranges from -100 to 100.
Above 0 is considered good above 20
favourable and over 50 excellent

The arrows next to some of these figures indicate whether our
performance has increased or decreased since last year's report.

4
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Coastline Housing has unveiled an ambitious
new four-year plan committing to building
up to 1,200 new affordable homes and
working with others to help solve the
county’s housing crisis.
Our new plan was unveiled at an event where
local community partners came together to
hear about Coastline’s goals for the next four
years and take part in a question and answer
session with an expert panel about the
housing crisis and its wider impacts.
We have committed to growing our stock by
over 20% in total over the next four years to
help manage the ongoing housing crisis.
This will mean offering housing in a variety
of tenures and sizes, recognising the needs
and wants of people at various stages of their
life in the county at different times. Coastline
currently stands as the eighth fastest growing
developer of new affordable homes nationally.
Last year in Cornwall, Coastline invested
£34.5 million including almost £3 million of
grant, from local and central government in
the development of new properties.
We have also committed to playing a leading
role in Cornwall’s climate change action plan,
working towards being carbon neutral by
2030 and creating homes and communities
6

Welcome on Board
Coastline Housing appoints
Mark Duddridge as new Chair

Chair of Coastline Mark Duddridge talks about
Cornwall’s housing crisis at the launch of the
charity’s ambitious new four-year plan.

that work to complement their natural
environment.
Allister Young, Chief Executive, said: “The
housing crisis impacts in many profound and
unfair ways, perhaps most significantly by
trapping people in poverty. Building more social
homes, and investing in the quality of the ones
we currently have, can help people escape
the constraints of poverty, reduce and prevent
hardship, and can help improve health and
wellbeing.
“Our ambition is to end the housing crisis
in Cornwall. We recognise that this is not
something we will be able to do alone, but we
are determined to work collaboratively with
partners and investors to make a big impact.”
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Coastline Housing has appointed Mark Duddridge as
the new Chair of its Board.
Mark, who is currently also Chair of the Cornwall and
Isles of Scilly Local Enterprise Partnership, took up his
position in July.
Mark has previously been a Group Director at
Samworth Brothers, a £1billion chilled food business
operating out of 17 sites across the Midlands and
Cornwall. Predominantly an own label manufacturer
Samworth developed Ginsters and latterly Soreen into
nationally recognised brands.
He has also been a Director at Rodda’s Clotted Cream
and Managing Director at Pasta King. Mark has an
extensive track record in delivering business growth
and attracting key economic investments both locally
and nationally.
In addition, he is an associate Non Executive Director
of the Cornwall Partnership NHS Foundation Trust and
a Watershare+ Panel member for Pennon Group.
Mark says of his appointment: “I am absolutely
delighted to be given the opportunity of taking

over from Peter Stephens as Chair of Coastline
Through my role working on economic development
for Cornwall and Scillies I have followed the
progress of Coastline and am acutely aware of
the overwhelming need from our local community
for Coastline to continue to grow and extend its
provision. The challenge for high quality affordable
housing has never been higher. I would like to thank
Peter for all he has done for Coastline and thank
everyone for the warm welcome I have been given.”
Peter Stephens, who was Interim Chair at Coastline
Housing, said: “Coastline has been fortunate to
come through the Covid crisis in a strong position
and has maintained the majority of its services
during this difficult period. We welcome Mark
with his strong background in Cornwall to take us
forward on the next step of our development with
a new and challenging Coastline Plan 2021-25
to play a full role in Cornwall’s recovery from the
pandemic and to continue our support for housing
and communities.”
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7

COASTLINE
TALKS

COASTLINE
TALKS

G1 V1

Decent Homes
What makes a home decent?
This was the question we asked of our Customer Experience Forum recently.
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Coastline Housing receives highest possible rating from the Regulator of
Social Housing
Coastline has received the highest possible regulatory rating for its governance and
financial viability following a review.
The Regulator of Social Housing (RSH) has confirmed that Coastline has maintained the
highest rating of G1/V1. This follows an In-Depth Assessment carried out earlier in the year.
Regulatory judgements are the regulator’s official view of a housing association, its finances
and how well it is run. They are reviewed on a rolling cycle nationwide and ratings are
published for all housing providers with 1,000 or more social housing homes. Ratings are
offered on financial viability (V) from one to four and on governance (G) from one to four.
The highest rating of G1/V1 means that Coastline meets all governance requirements and
has the financial capacity to deal with a range of adverse scenarios should they occur.
Allister Young, Chief Executive, says: “We are delighted with this result. It confirms
Coastline is well-led, and has a strong financial position. It reflects the hard work everyone
at Coastline puts in, every single day, to making sure we are the best landlord we can be,
and gives us a strong foundation to build on our aim of helping to solve the housing crisis
in Cornwall.”

8
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There is a formal government definition of a Decent Home which is presently under review but it mainly refers
to “minimum standards”, and we all agreed that a new Coastline Decent Home Standard should be much
more positive and aspirational for Coastline to work towards.
Customers felt that the meaning of “decent home” would be something slightly different to everyone and it
would change at times through your lifetime – for example, good storage might mean a children’s bike store or
somewhere to put a mobility scooter. But what we did all agree on was that we are not just another landlord,
we are Coastline so it should proudly reflect the high expectations of both Coastline and our customers.
We won’t get there tomorrow and not all homes have room for it but where possible…
Coastline 2021 Decent Home 2 standard
To Coastline customers, a decent home is one which:
• Is healthy, safe and meets statutory house
standards without exception (no refusals).
• Is well maintained with a clear programme for
future investment shared with customers.
• Has all reported repairs complete within an
agreed timescale.
• Is affordable but also balances carbon reduction
targets with customer affordability.
• Meets Energy Performance SAP C but ideally
SAP B through improved technology.
• Has secure and private outside space to enjoy*,
with good storage**.
• Has parking for electric vehicles alongside or
access to charging points within the community.

SAP is the government’s energy
performance rating system ranging
from A (the best) to G. New-build
homes tend to range from A to C.
Coastline homes already meet SAP C
which is better than the UK average
of D. You can look up the energy rating of your own
home on the Government website here: https://findenergy-certificate.digital.communities.gov.uk/
Investment information is available through My Coastline
where you can find out when we will be considering
replacing key elements of your home such as heating
systems, kitchens or bathrooms.
* This may be drying areas, vegetable plots, barbeque areas, or
play space depending on house type.
** The must include bin storage (or communal storage) and
wheelie bins.

www.coastlinehousing.co.uk • COASTLINE HOUSING • AUTUMN 2021
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Harriets House in Camborne was built in 2014 and
consists of seven 2 bedroom and one 1 bedroom flats.
Cyclical painting and repair works were carried out by Coastline
Services in November 2020. This was part of Coastline’s
commitment to carry out redecorations and repairs to external
and internal common areas every seven years, as well as being
identified as in need of works via the Community Standard
Inspections.
The work included the washdown of all external walls, windows,
fascias, soffits and gutters to thoroughly clean and remove
all traces of mould, algae, pollution and general grime and
redecoration of the external three storey areas. The external
courtyard was included, along with parking bays and refuse areas
to ensure that all areas were effectively maintained, refreshed and
well presented.
The internal common areas had suffered a lot of wear and tear over
the years and were looking ‘tired’, but have now been restored to
an ‘as built’ condition once again following some minor plaster
repairs, with ceilings and walls redecorated throughout with a
durable and ‘easy clean’ paint finish, plus all painted timberwork to
staircases, doors and frames were recoated too.
As you can see, Harriets House really does now look like it did
when newly built.
10 www.coastlinehousing.co.uk • COASTLINE HOUSING • AUTUMN 2021
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Toilets
Blockages in toilets are often caused by unusual objects becoming stuck, such as nappies, toys and toilet
fresheners. Remember, you must not use toilets as a bin or waste disposer.

TECHNICAL
SERVICES
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Tips for unblocking a toilet

•

If the pan is already full, remove some of the water into a
bucket using some form of scoop.

•
•

Push a toilet brush or plunger to the bottom of the pan.

To keep water draining freely it is advisable to clear wastepipes and traps at least once a month with a cleaning
product you can buy in the shops. Always follow the instructions carefully. Please do not use caustic soda as it
destroys modern plastic fittings.

•

Flush the toilet to see whether the blockage has gone - you
may need to repeat this process several times before the toilet
flushes properly.

If more than one fitting in your home is blocked, the blockage may be in the soil stack or main drain. In this
situation please contact us, unless your home is connected to a shared drain in which case you will need to
contact South West Water. If you have a septic tank in your home, then a different approach will be required.
Contact us for more information.

•

If there is no improvement after a couple of attempts, please
contact us.

•

Thoroughly wash your hands and all equipment after you
have finished.

Baths, basin and kitchen sinks
Did you know blockages in sinks are usually caused by the build-up of waste in the trap – things like fat, food
waste and hair?
The trap always holds some water which stops foul air or smells coming up from the drains. However, waste can
build up and become stuck in it.

Pump it up and down vigorously about 10 times - this creates
a vacuum and pressure which may shift the blockage.

Tips for unblocking baths, basins or
kitchen sinks

Recharges

You need

If an operative attends and you are at fault for the blockage, like hair in the bath of something unusual in the
toilet, then you may be recharged for the repair.

•
•
•
•
•

Bowl or bucket.

D

A wet rag or dishcloth.
Plunger.
Protective gloves.

What to do

•
•
•
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Jug or cup to be used as a scoop.

Scoop out most of the water.
Hold the rag tightly over the overflow opening.
Place the plunger over the plughole and pump
up and down rapidly.

Your internal stop tap (also sometimes called a stop valve or stopcock)
is the point where you can shut off the water supply to your home.
It looks like a spout-less tap or lever and sits between two lengths of
pipe acting as a connector.
Make sure you are aware of the location of your internal stop tap and
check it’s working regularly as you may need it in an emergency, such
as a burst pipe.
In a home the inside stop tap is usually located under the kitchen sink, but can also be found in the
following places:

•
•
•

Kitchen cupboard
Downstairs bathroom or toilet
Garage or utility room

You should be able to operate the valve yourself. Turning the valve clockwise will close it, reducing or
stopping altogether the amount of water passing through your pipes. It may take a few minutes for the
water to stop altogether. To turn your water back on, simply turn the valve anti-clockwise. Turn it on and off
slowly, never force it. If you over tighten or use excessive force you may damage the stop tap.
If your internal stop tap is not turning or shutting off, you'll need to contact Coastline and we will be able
to help.
12 www.coastlinehousing.co.uk • COASTLINE HOUSING • AUTUMN 2021
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Customer Voice members are completing a scrutiny review of Coastline’s response to customers’ concerns
about damp and mould. Full findings will be shared once the review is complete and recommendations have
been made to the Customer Experience Forum, but for now the group members are keen to share what they’ve
learned about how to ‘Raise, Regulate, and Remedy’ damp and mould…

TECHNICAL
SERVICES
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Read on…

Regulate!
This is where you come in!
Here are some useful things you can do to prevent
damp and mould in your home:

Cover pans when cooking and check tumble dryer
hoses to prevent further moisture getting into the air.

It is estimated that up to one in five properties in the UK suffer from damp and mould. Are you one of them? It
is not nice to look at, it is unhealthy for family and friends, and it could also damage your personal effects like
clothing if it is not dealt with properly.
Health problems from damp and mould include: headaches, fatigue, depression, sneezing, skin rashes and
breathing problems for asthmatics.

What causes it?
Damp and mould are caused by a variety of things.
Let’s start with ‘condensation.’ Condensation is
caused when warmer and more humid air meets
cold surfaces such as exterior walls and windows.
This moisture will build up during normal day to day
activities such as cooking, showering and of course,
when we breathe. Just try putting your hand in front
of your mouth and feel the warmer and more moist air
on your hand - please don’t worry we are not asking
you to stop breathing!
When the moisture in the air cools it forms minute
water droplets on the colder surfaces in a property.
With time, the condensation can soak onto the surface
of a wall, forming damp patches. It is on these damp
patches that mould can grow.
Ironically, some of the measures we take to make our
homes cosier, conserve energy and make good use
of that energy can make the problem worse and it
reduces natural airflow and ventilation as the warm
damp air has nowhere to escape.
If you experience damp and mould in your property,
raise it with Coastline Housing for further advice and
support. Include photos where possible and where in
the property there is a problem. There is a common
misconception that having mould in the home indicates
you are not looking after it. The truth is that there a
number of reasons why the mould may have spread.

What is the Remedy?
The solution must be proper ventilation, but it is
sometimes not as simple as that. Arrange for a
Coastline surveyor to visit your property to fully
understand the extent and nature of your problem.
Don’t worry about contacting Coastline. They want
to hear what the issues are and help you.
Allow access if Coastline arrange a dedicated
surveyor and/or an associate experienced damp and
mould expert to visit your property to determine the
cause. This may involve checking extraction fans,
window vents, how homes are heated, insulation
spread in the loft as well as looking at the structural
condition of the property. Be patient. Once a
report has been produced, we will raise relevant
orders to help remedy the situation in your home.
Occasionally this may be advice and the provision
of special cleaning fungicidal products, as well as
replacement or servicing of fans. More commonly, a
specialist cleaning team will be sent in to clear the
mould and paint over affected areas, which may
take time to organise.
Please don’t try to clean with bleach. It may appear
as if this has cleaned the mould, but it will not be
effective long term and introduce further moisture
into the area for regrowth. Don’t use cloths, dusters
or try to vacuum as this will release the spores into
the air.

14 www.coastlinehousing.co.uk • COASTLINE HOUSING • AUTUMN 2021

Keep window trickle vents open and fans on which
will allow for better circulation and help reduce
condensation build up. Vents are usually located in the
top of the windows and can either be pulled open or
have a sliding mechanism.

Keep homes at a consistent temperature between 18
and 22 degrees Celsius. If you need further support
or advice with heating your home, please get in touch
with us.

Ask the Coastline Technical Services team for a
‘hygrometer’ to help you monitor humidity and
temperature in your home.

Dry dogs thoroughly before you enter the house or
ensure good ventilation when they are drying out.

Soon, Customer Voice members want to focus in on Fuel Poverty.
This is going to be a topical issue with energy prices going up this
Autumn. Remember – Raise, Remedy, Regulate!

www.coastlinehousing.co.uk • COASTLINE HOUSING • AUTUMN 2021
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St Columb welcomes more homes for
local residents
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Coastline Housing has been featured in a top ten list of the fastest growing housing
associations in the country in terms of new homes being built as a proportion of current
stock.
We developed 160 homes last year at locations across the county, including homes that were delivered in a
new strategic alliance with Legal & General Affordable Homes.
These developments, as a percentage of its total stock, made Coastline the eighth fastest growing
association in terms of building new affordable properties.
This is the fourth year in a row that Coastline has appeared in the top 10 fastest growing housing
associations list.
Over the last year as part of developing homes for Cornwall, Coastline invested £34.5 million including
almost £3 million of grant, from local and central government.
Allister Young, CEO, said: “Cornwall has a huge shortfall of affordable housing, which means high housing
costs trap many local people in poverty. The shortage of decent housing also means local businesses
struggle to recruit and retain the talent they need to grow. We are therefore incredibly proud of our track
record of delivering new homes to make Cornwall a better place to live, and with our partners plan to build
more than 1,200 new homes over the next five years.”
16 www.coastlinehousing.co.uk • COASTLINE HOUSING • AUTUMN 2021

Coastline Housing officially marked the start of a
project to bring 26 new affordable homes to a site
in St Columb earlier this year thanks to funding from
Homes England.
We will be providing 15 homes for affordable rent
and 11 for shared ownership on land at Station
Road. Project partners celebrated works getting
underway with a socially distanced commemorative
photo that saw Mayor Cllr Paul Wills and other local
Town Councillors invited onto the site.

Diggers break the ground at Station Road, St Columb
under the watchful eye of the Mayor of St Columb
Major Town Council and the CEO of Coastline Housing.

The homes, which will be a mixture of one bedroom flats and two and three bedroom houses, are due to be
completed in March 2022.
As these homes start to come out of the ground, a second Coastline Housing development at Hawkens Way
in St Columb was nearing completion. This site comprises 28 new affordable homes and residents are due to
move in this summer. Both schemes are being built by South West based contractor EBC Partnerships.
The developments came to fruition thanks to strong support from St Columb Major Town Council, with
Councillors keen to engage with Coastline and bring new affordable homes to local families and individuals
who are very keen to stay in the area.
Allister Young, CEO of Coastline Housing, said: “The last 12 months have been difficult for many communities
in Cornwall, but Coastline’s commitment to building a great future for Cornwall has remained. We are just
about to finish some new homes at Hawkens Way, so it was great to be able to celebrate starting on site with a
new scheme of much needed affordable homes in the town. We’re really grateful to the Town Council and local
people who have helped and supported us in getting to this stage.”
www.coastlinehousing.co.uk • COASTLINE HOUSING • AUTUMN 2021
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The Homeless Service – support the team
in the day-to-day running of the service.
Opportunities to get involved in activitybased roles and reception and admin work.

Coastline’s work placements are back on a new rolling programme!

Miners Court – work alongside the care team to
offer care and support to customers, help at the day
centre by making teas and coffees and supporting fun
activities, or work with the admin and reception team
or get involved in cleaning.

What’s it all about?

*due to the current covid situation and the nature of some roles, certain placements are currently on hold to best protect
our most vulnerable customers.

Join one of Coastline’s teams for a two to eight week placement and gain on-the-job experience, new
skills and increase your confidence. Come away with a reference, onward support into finding work, and
great memories!

What can I gain from it?

COMMUNITY
INVESTMENT
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How can I find out more?
Contact our friendly team by emailing us at: backtowork@coastlinehousing.co.uk or phone
01209 200200 and ask for The Community Investment Team.
Or you can fill in an Expression of Interest form here: https://forms.office.com/r/i1HdEREfhr

New skills, work experience and get support from skilled colleagues on your journey

We look forward to meeting you!

Our friendly, experienced Community Investment Team members will work with you to look at your short,
medium, or long term training and work goals. We can help with CV writing and job searches as well as
coaching to help build confidence and skills for completing job applications and interviews. We can also
support you with onward referrals to other support agencies for any areas of your life that you may need
further support with, including benefits support, budgeting, and health and wellbeing.

Training
In addition to the practical work experience, we
offer face-to-face or online training in a wide
range of areas. For example, First Aid, Health
& Safety and CSCS card (Construction Skills
Certification Scheme).

When?
No more twice-yearly starts! Our more
flexible rolling programme will allow you
to start your work experience at a time
more convenient to you. Talk to us to find
out more.

What are the placements?*
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A flavour of the placements we will be offering:

In Coastline Services

Support the teams by getting involved in ground maintenance, painting and property repairs, including
roofing and kitchens and bathrooms, cleaning properties and workspaces and much more!

In Coastline Housing
Tenancy Management Team – support
tenancy team members to help customers get
tenancies off to a great start and for them to
feel safe in their homes and communities.
Customer Access Team - learn excellent
customer service skills as a member of the team
that is the first point of contact for customers.
Support customers to get their queries resolved
or referred.

Income Team - support the team in helping
to collect Coastline’s rental and service charge
income and help customers to maintain their
tenancies by welfare support and making
a referral.
Lettings Team – support the team in helping
customers to make applications for properties
and matching the right customer to the right
home to best meet their needs.
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We are Babs, Elaine and Ray who are creating
the Camborne community green space, at
Coronation Avenue.
Since the spring of 2021 we have replanted the
flower boxes and we have also been able to purchase
two benches to put into the grounds. The foundations
for the benches are now in place, and we are just
waiting for the benches to arrive.
We have also received funding from the National
Lottery for additional items to complement the area
with thanks to Smartline and particularly to Phil
Gilbert for securing the funding.
Hopefully by next summer we will have an area to sit
and enjoy the fruits of our labour.
www.coastlinehousing.co.uk • COASTLINE HOUSING • AUTUMN 2021
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Volunteers

Volunteers’ Week is a UK-wide celebration which takes place from the 1st
to 7th June every year, supported by the National Council for Voluntary
Organisations. It's a chance to thank volunteers for the fantastic contribution
they make to our communities, and is celebrated across the voluntary
sector. After having to hold all of our celebrations online last year due to
the pandemic, we were excited to be able to celebrate in person with our
volunteer team this year!
Celebrations were in full swing with various events held across the Coastline
group, from pasty lunches to home deliveries of cream teas! We would like
to take this opportunity once again to say a massive THANK YOU to our
volunteers for their commitment over the past 12 months, and continued
dedication to providing great services to Coastline customers.
If you would be interested in joining our team of volunteers, or would like to learn more about our volunteer
programme please contact our Volunteer Manager via getinvolved@coastlinehousing.co.uk or call
01209 200200.

Digital Support
If you would like help with getting online then our Digital
Volunteer Steve can help!
Steve is able to provide one-to-one support to customers in
person at our office in Barncoose or via phone, whichever is
easiest for you. You might have a new tablet that you need
help with navigating, or want to learn how to set up an
email account, or how to do an online shop. Whatever you
want to digitally achieve, Steve is here to help.
If you would be interested in attending a session
please contact the Community Investment Team via
getinvolved@coastlinehousing.co.uk or call
01209 200200.
20 www.coastlinehousing.co.uk • COASTLINE HOUSING • AUTUMN 2021

Free Training
There is a wide variety of free training opportunities available to Coastline customers, from structured work
placements to one-off short courses as well as online training which can fit in around your busy schedule.
Here you can find what is available:

Online Training

IT and Digital Skills

• Professional Boundaries

• Equality & Diversity • Digital workshops
• One-to-one digital sessions
• Health & Safety

• Safeguarding Adults

• L2 food hygiene

• Data Protection: GDPR

• Safeguarding Children

course

Life skills

Employability skills

• First aid training

• Work placements (see previous page)

• Budgeting and money management

• Coastline Construct (CSCS card)
• Volunteer scheme

If you are interested in any of the training opportunities available, please contact the Community Investment
Team via backtowork@coastlinehousing.co.uk or 01209 200200.
www.coastlinehousing.co.uk • COASTLINE HOUSING • AUTUMN 2021
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Your Community Navigators
Following customer consultation, we have reviewed and relaunched our
Funding and Grants provision as the Community Impact Fund. We
fund projects and events that customers would like to run to enhance
their communities, regenerate facilities, increase connectedness, improve
green spaces, and facilitate training or courses.
You are the expert in what would benefit your local community, and we
are here to support you to achieve your goals. Coastline is passionate
about providing great services to help great people in great places. Our
Community Impact Funding is designed for Coastline customers, whether
they are individuals, groups of neighbours, and constituted groups, to access
small-, medium- and larger-scale funds for community projects and events.
Our Customer Voice group members are involved in reviewing funding
applications, so that the process is by the customer, for the customer: keeping
customers at the heart of what we do.

Small Change/Big Impact

Your Community Navigators can support you with every
step of your journey to completing a project or running
an event within your community. You can contact them by
emailing getinvolved@coastlinehousing.co.uk,
with Community Impact Funding as the title
of your email.
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Example projects include:

•
•
•
•
•
•

Planting and greenspace projects
Events that have a multigenerational appeal, such as a summer fete
Equipment to reduce social isolation, such as to set up an art and craft group
Equipment to improve the local environment, such as litter pickers and protective clothing
Funding for local events, such as torches for winter parades
Equipment to increase health and wellbeing, such as goalposts for community use

• Up to £50
• Available to individuals or groups of neighbours

Community Connections Fund
• Up to £200
• Available to constituted groups
• Limited to one application per group each year

Great Places, Great Spaces
• Up to £500
• Available to constituted groups
• Limited to one application per group each year
22 www.coastlinehousing.co.uk • COASTLINE HOUSING • AUTUMN 2021

You can see our Community Impact Funding Guide, with all the information you need to apply and the
application form, on our website: www.coastlinehousing.co.uk/community-life
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Be Informed

Here at Coastline Housing we collaborate with customers to make sure we
are delivering the best possible services and creating great opportunities for
communities.
There are lots of different ways you can get involved with us, all with varying time commitments.
This means everyone has the chance to have their say and make a difference.

Coastline Housing or Coastline Communities

Have a read through the various routes for connecting with us on the opposite page and decide what would
suit you best.
If you would like to know more, or take us up on one of these opportunities, please email
getinvolved@coastlinehousing.co.uk or visit our website for more information.

The changes that customers made have had a direct
impact on colleagues’ working practices. For example, we
used to have a four working day response target for all
customer contact, whereas now we have a two working
day target for digital and four working day target for all
other forms of communication.

Our Pledge To You
To earn and maintain

TRUST we will…

Actively listen and
ensure you feel heard.
• Be respectful in all
We will always try
our interactions with you,
to do the right thing.
show empathy towards
you, and uphold our values:
Put our
Be open, honest
customers
Strive to
Value
and accountable
first
be the best
each other
Achieve high levels
of customer satisfac
tion with our services
• Seek your feedback
through different means,
.
such as surveys and at
shaped our services.
events, and will share with
you how this has
Create opportunities
to interact with us.
• Whether at events
or online via our Coastline
Conversation, you will
all levels of the organisat
be able to express yourself
ion.
with members of
• We will arrange formal
and informal opportunities
to meet the Board, Executive
Team, as well as Coastline
Team, and Senior Leadershi
team members.
p

To COMMUNICATE well

we will…

Contact you within
six weeks of moving
into your Coastlin
• We are keen to know
e home.
how you are settling in,
check if you have any questions
opportunities for you to
get involved with Coastline
or need any advice, and
to share
.
Respond to your digital
contact within two
working days.
working days, and
all other contact within
• When we are unable
four
to resolve a query, we commit
to update you every five
Make it easy for you
working
days.
to access our key
services online.
• Manage your rent
account, report and book
a repair, contact us, and
• Provide a range of
apply for and rent a home.
easy to access informati
on on our services via our
Knowledge Based Articles
Use clear languag
e when we contact
on My Coastline
you.
• Work with our Coastline
Conversation customer
s to review policies and
they are easy to understan
procedures that affect
d.
you, to make sure

To champion VOICE

& INFLUENCE we will…

Work with you to
make sure our policies
meet your needs.
• Put customers first
by advising of any planned
changes to services and
making them easy to access
Make it easy for you
to have your say and
and use.
• Actively seek a diverse
influence Coastlin
e.
range of customers who
represent all Coastline
our Coastline Conversa
communities to get involved
tion.
through
• Always welcome customer
feedback, whether it’s
a complaint, complime
improve, and make it easy
nt, or idea about how we
for you to do this.
can
Share and celebra
te how your feedba
ck influences services
• Regular ‘You Told Us,
.
We Listened,
role customers play in improving Together We Achieved’ newsletters and updates,
to demonstrate the vital
Coastline

To ACT RESPONSIBLY

@CoastlineAndYou

Have Your Say

we will…

Measure and share
how we’re doing
against our key targets
• Provide our performa
.
nce informati
and in updates to the Customer on on our website, in the Coastline Conversa
tion, at Customer Voice
Experience Forum.
meetings,
• We will share good
news stories from across
Cornwall to show that
communities, and a home
high quality housing leads
is
to thriving
Answer to and support more than bricks and mortar.
the Customer Voice
• Findings and recomme
group to act as a critical
ndations will be reported
friend to Coastline.
to the Customer Experienc
• Provide appropriate
training to conduct customer
e Forum.
-led scrutiny reviews in
to ensure we are respondin
line with the Trust Charter
g to customer priorities.
commitments,
Celebrate our custom
ers’ achievements
within their commu
positive impact of
nities and champi
social housing.
on the
• Work with national
and partner organisations,
to share best practice and
social housing.
challenge the stigma associate
d with

To deliver QUALITY

@CoastlineAndYou

Have Your Say Survey - Influence how we work with our communities and deliver services by answering
questions about Coastline, our services, your home & your community in our annual customer survey.
Tell Us What You Think Surveys - Rate your customer experience via our quick surveys, forums, polls and
discussions and find out about what’s going on in your community.
Pop-up and Community Events & Visits - Join in with Coastline events in your community, or let us know if
there’s a community event coming up that we could come along to!

u
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Creating Our P
Having worked with Coastline colleagues to write our
Trust Charter, customers were also involved in renaming
the Local Offers ‘Our Pledge To You’ and updating the
commitments to make them relevant within the context of
the new Coastline Plan.

CoastLines Magazine - Read all about Coastline’s services and customers’ and volunteers’ achievements
twice a year.
Coastline Website - Find all the information you need about your home and community, as well as about
Coastline colleagues, our services, and how to get more involved.
Social Media - Follow us on social media to see updates about Coastline, as well as opportunities
that we promote within your communities. You can follow us on:			

we will…

Complete at least
95% of
• Turn up on time, complete repairs right first time.
the repair right first time,
or return to complete it
work to your satisfactio
in a reasonable time and
n.
do the
Support people into
work, training and
volunteering.
• Provide volunteering,
work and training programm
es, through inspiring futures
support people to increase
and Coastline Construct
their confidence and employab
to
ility skills.
• Help you to manage
the impact of changes
to
benefits
information, advice and
and signpost to support
guidance services.
and refer you to specialist
Visit your neighbourhoo
ds regularly as part
• Publish a programm
of our Community
e of Community Standard
Standard..
visits to your neighbou
physical environment and
rhood and invite you to
local social, health and
join
in to review the
wellbeing opportunities.
• Work with you to develop
improvement plans to meet
the needs of the communi
Provide homes that
ty and share our findings
you are proud to live
with you.
in, which are of a
of housing needs
high quality and meet
across Cornwall.
a range
• Our new developm
ents will incorporate environm
entally friendly practices,
environmental sustainab
to support our commitm
ility.
ent to
• Reduce our carbon
footprint as we work to
improve our existing houses
Standard visits.
and communities, via our
Community
• Continue to deliver
high quality support and
housing solutions, specifical
accommodation or our
ly for those who live in
Extra Care facility, to help
supported
address homelessness
and social isolation.

When THINGS GO WRONG

Get Involved
Coastline Conversation - Join our Coastline Conversation online community and take part in groups.
Mystery Shopper - Test how effective our services are, and provide feedback to improve services.
Your Shout - Aged 18 – 30? Join our Coastline Conversation online community to tell us what we need to know
about the experience of being a young Coastline customer. What you would like to see more of at Coastline, what
are we doing well, and how can we improve?

we will…

Do the right thing
by always being open
to hearing how we
easy for you to raise
can improve, and
concerns and compla
making it
• Give you a range of
ints.
ways to make suggestio
ns for improvements, such
media, or satisfaction surveys.
as via the Coastline Conversa
tion, social
• Work with our Customer
Voice members to gain
feedback on the complain
Work with you to
ts process.
find a solution and
learn from our mistake
• Give you a single, independ
s.
ent point of contact througho
ut the process of your complain
• Provide a clear complain
t being considered.
t process and resolve your
complain
t within two weeks.
• Tell you the outcome
of your complaint, and
take steps to improve our
• Learn from customer
services based on your
feedback to ensure we
feedback.
continually improve our
services.

We worked with customers to link the Pledges to our Performance Indicators, so that we will be able to
clearly measure and demonstrate where we are meeting targets, and where improvements need to be made.
Moving forward, the Customer Voice group will use a new scrutiny framework, which incorporates the Trust
Charter, Our Pledge to You, and Key Performance Indicators, to conduct their reviews of services and make their
recommendations to the Customer Experience Forum.
Creating Our Pledge To You was a lengthy and in-depth process, and we are very grateful for the time, energy,
commitment and insight that customers contributed.
Our Pledges (which were included in the last issue of CoastLines) are also now available to read on our
website so do take a look.

Make A Change
Community Champions - Represent your community by being a point of contact for Coastline’s Community
Navigators and come along to Community Standard visits. Join our Coastline Conversation online community to
answer polls, share community updates, and represent voices from your local area.
Volunteer with us - There are many different volunteer roles on offer throughout Coastline. You can read all
about how to volunteer with us on pages 20-21.
Customer Voice - Apply to join our Customer Voice, a diverse online group, at the heart of what we do
at Coastline. With a wide range of skills, members ensure that Coastline is upholding our Trust Charter
commitments, through reviewing our services and making recommendations to the Customer Experience Forum
that reflect our customers’ priorities.

Help Us Decide
Customer Experience Forum - The Customer Experience Forum
membership includes customers, senior leaders and Board members, who
work together to influence key decisions at Coastline.
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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 regularly by senior managers, Customer Voice and Customer Experience Forum to
make sure lessons are learnt when we have not done something right or to the expected standard. Each year,
we publish a summary of the complaints that have been made so that our customers know we are being open
and honest and acknowledge when something doesn’t go right.
The table below looks at the 53 official complaints received during 2020/21 broken down by service area.

The vast majority of complaints are resolved quickly and
to the customer’s satisfaction at the earliest stages of the
procedure, as shown below. Out of the 53 complaints
received in 2020/21 we partially or fully upheld 39
complaints which means that we agreed with all or part
of what the person making the complaint was saying.
Five of the complaints received resulted in changes to
current services, service delivery or new services being
introduced.

Complaint Escalation/Resolution

71
9
39

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.

Official
Complaints
by Service Area
Complaints
received Received
by Service Area

Heating / hot water
New Development Allocation
Bathroom
Staff / support
Sales Team communication
Boiler fire / damage
Parking
Responsive Repairs
Contractors
Shed roof
Windows/doors
Rent payments
Communication
Racial/hate crime
Gardens/boundaries
S/O & defects
Plastering
Damp / mould
Communal Cleaning
Grounds Maintenance
Dust from Development
ASB Handling
Rats
Leasehold service charge

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
01209 200200.
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Upheld (inc partially)

Withdrawn

Rejected

Outstanding

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 2020/21 we received a whopping 776
compliments over a number of various work-streams. The compliments were made in the following ways:

0

2

4

6

8

During 2020 the Housing Ombudsman Service published its new ‘Complaint Handling Code’. A selfassessment against the Code was reviewed by our Board and is published on our website. On 22 July 2021
our Board approved a new two-stage Complaints Policy which means we fully comply with the Code.
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Service Connect - 519

Satisfaction Form - 83

Telephone - 47

Email - 90

Card - 2

Letter - 7

Facebook - 12

In Person - 16

12Remember, it’s easy to make a complaint or compliment us! All you need to do is call our Contact Centre on

01209 200200 or email sara.pascoe@coastlinehousing.co.uk direct. Of course, you can always text, use
Facebook or the ‘My Coastline’ portal or write to us at the usual address.
Sara Pascoe
Assistant Company Secretary
www.coastlinehousing.co.uk • COASTLINE HOUSING • AUTUMN 2021
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Coastline Housing hosts Customer at the Heart Awards
People who have made a difference in their
community over the past year have been honoured
with an award from Coastline Housing.
Coastline thanked a number of true community
heroes, who were all nominated for going above and
beyond to help others since the pandemic began.
Ten local people received a ‘Customer at the Heart’
award for a number of wide ranging achievements
and acts of kindness. In many cases, they were
nominated by neighbours who said they had made a
genuine difference to lives and communities.
One of those honoured with a Community Spirit
neighbour who was terminally ill. He was described by
award included Don Gardner from the CPR
his neighbours as a ‘cheery soul’ who is always happy
Foodbank. Don accepted the award on behalf of
to help.
himself and his wife Jen, who passed away last year,
Meanwhile, Joe De-Ville of Trewoon was awarded
and on behalf of the team of people he works with.
Newly Involved Customer for helping to shape
Don started the foodbank with his wife in 2008 and
Coastline’s services and Wendy James of Camborne
was behind 26,000 meals handed out in the first
was given the Digital Achiever Award from going to
lockdown with around 500 local families supported.
being a self-confessed technophobe to embracing
virtual coffee mornings to keep people connected
Don said: “Working together, serving our area is a
throughout lockdown, even encouraging others to
fantastic privilege. To receive an award, is not just for
take part.
me, but all the volunteers that have dedicated their
time and energy in the work we seek to achieve. Covid Wendy explained: “Embracing technology has enabled
set many challenges for all of us and our cooperation me. Without it, lockdown would have been very lonely.
has shown that we can make a difference in many
As a real technophobe I didn't want to do it, but a
lives. I would like also to include my late wife who
lot of trial and error led me to gain confidence and
worked tirelessly right to the end of her life alongside feel useful again, gaining new friends via Zoom often
me, in serving the area and people we love.”
with hilarious results! Never forget you are in charge
David Williams, from the Mustard Seed charity that of your computer not the other way round. Do it and
offers food bank support in the Helston and The Lizard gain new skills.”
area was also given a Community Spirit Award.
Suzy Currell of Constantine was the Green Project
winner for taking a patch of grass and transforming
The Young Hero Award was handed to Kira Mills,
it into a mini orchard to encourage people to use this
aged 17 of Redruth, who was nominated for helping
during the lockdowns with shopping and other chores. piece of the environment recreationally and to plant
more trees to help combat climate change.
Kira is studying public services at college and wants
to join one of the uniformed public services as she is
Last but definitely not least, one of Coastline’s
passionate about having a career that helps others.
Homeless clients was awarded Volunteer of the Year
award. Steve has been a huge help with running
John Jasper from Redruth won the Community
the Homeless Service library. He has also helped with
Hero Award for the great kindness and support he
the organisation of Christmas donations throughout
shows his neighbours. John cooked Christmas dinner
December, enabling the team to provide food
for several neighbours and also looked out for a
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Community heroes
are honoured

hampers and shoeboxes to all clients of the crisis and
supported accommodation. As well as volunteering at
the Homeless Service, he also donates his time to the
Camborne, Pool and Redruth food bank, helping to
provide an essential service to the local community.
A second client, Brian was also given a Long Service
Award for spending ten years creating a fantastic
vegetable garden project at our Homeless Service, the
produce of which the clients enjoy all year round.
Mark Duddridge, Chairman of Coastline Housing, had
the honour of presenting the awards to the recipients.
He said: “It was a great pleasure to meet the
winners of this year’s CATH awards and hear about
the fantastic contribution they have made to our
communities. Covid precautions meant that numbers
attending the event were greatly reduced but that
did not distract from the event. Next year we hope
to be able to share these stories with more people.
Stories that demonstrate how Coastline is making a
real difference to creating homes and communities for
more people around Cornwall.”
At the awards was Sue Roberts, Non- Executive
Director and customer who wrote the following piece
for us...
The CATH Awards were held on a very warm
afternoon in July, at the Penventon Hotel in Redruth.
Although the only attendees were the category
recipients plus our CEO, Board Chair, Executive Team

and Customer Investment Team members, we had
a very enjoyable catch up with those whom we
had probably only seen on Zoom or Teams in the
last eighteen months, not seen for even longer and
really pleasing, some new customers too.
Both Allister [CEO] and Louise [Deputy CEO] spoke
about the Coastline Plan and the Trust Charter.
The Awards were then presented with due
deference to the recipients and some felt able to
say a little about what they do/did to achieve a
nomination. The Awards were made of wood this
year – to recognise our environmental commitments
and everyone was glad to applaud these volunteers
who had helped so many people. One or two had
been unable to attend, but were still spoken of with
pride, gratitude and respect for the work they had
carried out during the last year, under such difficult
circumstances.
As well as the Coastline team setting out the tables
beautifully, the Penventon did us proud with a
delightful afternoon tea, presented on lovely china
with cups and saucers too [no mugs here!!] –
including scones, jam and cream!
I felt very privileged to be invited to attend and
share in the appreciation of work well done in order
to keep spirits up for neighbours, friends and those
in need of support.

www.coastlinehousing.co.uk • COASTLINE HOUSING • AUTUMN 2021

29

COMMUNITY
INVESTMENT

COMMUNITY
INVESTMENT

Cleaning up!

Young and old come together to rid
streets of rubbish

Community litter pickers come together
to help clean up at Heartlands, with all
ages getting involved.

Over 100 bin bags of rubbish were collected at a series
of community litter picks organised by Coastline Housing this summer.
We arranged weekly events in neighbourhoods across Camborne, Troon, Helston,
Porthleven, Pool and Redruth.
From the youngest litter picker aged just one to the oldest aged 75, local residents
have been keen to come out, connect with their neighbours and help clean up
communities.
Tamsyn Pegler, Volunteer Manager, said: “It was fantastic to see members of the
community from across the generations getting involved. Local community groups
such as Porthleven Environment Group also joined us and it was great to see so many
people taking pride in where they live.”
The rubbish collected overall equates to a 10,400 litre volume of litter no longer on
the streets.
Special thanks goes to Biffa, for kindly donating litter pick equipment to Coastline for
these events, and to Heartlands for providing attendees with free refreshments on
the day of the litter pick at this location.
The events have been such a success that Coastline is planning to arrange more
community litter pick days in other locations across Cornwall.
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Are you aged 19 or over and keen to explore your next step?
Have your circumstances changed and do you feel like trying something new?
We work with people who aren’t currently earning or claiming benefits, to find out what their goals
are, and to support them to make the changes they want to see.
Maybe you or a family member:

• is a student who has completed a college course, is taking some time out to decide what to do
next, or is ready to explore paid employment options but is unsure where to start?

• has had caring responsibilities that have changed, such as others stepping in to provide care,
or children reaching school age and having free time in the daytime now. Perhaps you feel
disconnected from training or jobs because of a long time spent focusing on providing support for
your family?

• lives in a household where another adult is earning but you aren’t, or you’re self-employed for
some of the week?
If you would like to talk over your options, please email backtowork@coastlinehousing.co.uk and
one of the Community Investment Team will arrange to have an informal chat with you about how
your change in circumstances has impacted you, and how you would like to take your next step.
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Your next step

Life as a new Volunteer in the Opera
tional Maintenance
Services Team

It is hard to imagine that it was just
over six weeks ago that I joined the
Operational Maintenance Services team
as
a volunteer. Already an involved custom
er
through the recently formed Customer
Experience Forum and the Customer
Voice, when I saw the opportunity to furt
her
support this team, I jumped at the cha
nce
Itand
is hard
that
it was
just
what to
an imagine
experience
it has
been!

Life as a new Volunteer
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colleagues who have been welcoming, incredibly patient, understanding and
still willing to answer my calls. Thanks to them, I have seen my confidence
and knowledge
grow,
truly
appreciating
the level of dedication and
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, willnow
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care going into the work that goes on in the background.
Having this opportunity to be a part of the commitment to driving
improvement and customer understanding is a real honour. I look forward to
what faces me when I turn on my laptop and put on the headphones. Who
will I get to speak to or what new things will I learn? What challenges will
Neil have for me today? It really is a privilege to be a part of the Coastline
family as a volunteer, providing a supporting role whilst also having an
opportunity to be a voice from within as well as from the outside.
What, I wonder, will the next six weeks bring?
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One of our Welfare Reform Coordinators gives an example of how she has
helped another customer struggling financially recently. If you need help,
please do call us or get in touch via My Coastline to see what we can do.

“A customer I have supported was first brought to my attention by Blue Flame because they
were struggling to make an appointment to visit her home.
There was no gas at the property because Blue Flame had not been able to carry out essential
safety checks, and there were real concerns about the condition of the property.
I made appointment after appointment, visit after visit, and call after call, but there was no
engagement.
There was no option but to serve her a Notice of Seeking Possession (NOSP) because of
concerns over Health and Safety and welfare of the customer.

Post Office Card

INCOME
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If you receive any state pension payments, benefits or tax credits and
these are paid into a Post Office Card Account, from November 2021 you
will need to get these paid into a different account.
This won’t affect how much you receive or your payment dates, but you
will need to take action to ensure you don’t miss out on any payments.
The Department of Work and Pensions will be writing to all affected
customers to inform them of the changes and what steps they need to
take, but you can also find out more information and advice by visiting www.moneyadviceservice.org.uk
and searching for ‘What to do now your Post Office card account is closing’.

eduction

R
Universal Credit

After serving the NOSP I received a call from a very sad lady who was extremely anxious.
She explained that she had lost a close friend, rarely went out of the house, and was in a mess
with her finances so could not afford her gas.
I explained that all I wanted to do was support her if she would only engage with me.
We discussed an appointment and a referral to the Welfare Team for advice on her finances.
She was available on the day of the appointment and says that first visit has “changed her life
completely”.
During the visit I looked at the extent of her hoarding problem. With her consent, I raised a
Hardship Case to support her with de-cluttering the property and resolving the gas debt.
There is now gas at the property and the Welfare Team help organise her finances. I also
noticed that her home was past the scheduled time for a new bathroom and kitchen so they
are now fitted.

If you currently receive Universal Credit then you
will have received notification through your journal
about a reduction in Universal Credit that took
effect from 6 October 2021. Whilst the cut is £20
per week from your total allowance, the actual amount your Universal Credit reduces by will depend on your
circumstances. The recent changes to the taper rate could mean that you keep more of the money you earn if
you are employed too.
If you’re worried about your income it’s important that you seek help and support. Although you may lose
money with the reduction to Universal Credit, you may find that there are other benefits that you are entitled
to but not currently claiming.
Coastline are here to help, so if you are worried about your finances please do get in touch by emailing
welfarereform@coastlinehousing.co.uk

I visited a couple of weeks ago and her flat is like a different property. She is a different person,
so much more confident and less anxious.
The customer now has a volunteer job which gives her a purpose she said to get up in the
mornings.

PSSST

She said “Coastline are fantastic, they have been so generous and supportive even when I was
in my darkest place”.
She could not praise me enough for all my support and perseverance and being nonjudgemental with my approach.
She also said that, “the nicest feeling is getting up in the morning and having a nice hot
shower to start your day”.
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Did you spot the Income Management Team’s Elf on a Shelf competition last
Christmas? The Income Management Team will be running another competition
this December, so keep an eye out on our Facebook page and website for more
information and to be in with a chance of winning Love to Shop vouchers!
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Anna-Marie & Katie Helped Me To...

INCOME
MANAGEMENT

Are You Struggling?
We are here to help!
Contact Anna-Marie & Katie
to see if you are eligible for
support from Coastline’s
Hardship Fund.

...Access Coastline’s Hardship Fund to
purchase a washing machine, I was
unable to wash my clothes because
I struggled to get to the laundrette,
due to a disability.

...Apply for funding to help pay
towards rent arrears after going
through a difficult situation.

rent arrears

benefits

white goods

We offer a wealth of
knowledge around
benefits, debt support
& employment support.

...Sort out my benefits to make sure I
was claiming all I was entitled to. They
also offered some budgeting support
and I am now in control of my finances.

01209 200200
WelfareReform@coastlinehousing.co.uk
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Meet our
new Tenancy
Management
Coordinator

Our pet policy
Did you know that you can have a pet in your home as long as it meets Coastline’s Pet Policy?
If you moved in a long time ago and live in a flat, you may have been told at the time that our policy didn’t
allow pets. Our updated policy now allows a lot more flexibility for you as we recognise the important roles pets
play in many peoples’ lives.
You can read our full Pet Policy by visiting www.coastlinehousing.co.uk and searching for ‘Pet Policy’.
If you have a pet or you’re thinking of getting one, please see the following table to get an idea of what types
of pets you can have without asking Coastline for permission. For anything exceeding the permitted number of
pets or not covered in the table, you will need to contact Coastline to request permission.

Hi, my name is Daniel Price and I am the new Tenancy Management
Coordinator for the Redruth area.

Dogs

I joined Coastline nearly a year ago, spending time in the Customer Access Team
and the Tenancy Team as part of a really good apprenticeship programme.
I have been in my new role since the beginning of August and am really
enjoying meeting lots of customers and getting involved in pro-actively helping
customers in my area.
With a passion for Customer Service, I am always happy to listen to any of our
customers and work with you to try and resolve any queries that you may have.
I have already been out on lots of visits and enjoy meeting people face to face
and building a relationship, but I am equally happy to talk to customers on the
telephone and by email.
Over the coming months I look forward to meeting more of you!
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House and bungalow

Flat

Assumptions

One medium/large breed;
or up to Two small breeds

One medium;
or up to one small
breed

Small breed – up to Boston Terrier size Medium breed
– Up to a Springer Spaniel size
Large breed – anything bigger than medium

Cats

Up to two cats

Up to two cats

Cats in any flat with a communal entrance will be
house cats. Because flat doors are fire doors which
must not be compromised, it will not be possible to
install a cat flap and permission will be refused.

Birds (internal caged
varieties e.g. budgie,
canary)

Up to four birds

Up to four birds

To be kept in a suitable sized cage(s)

Small mammals e.g.
rabbits, hamsters,
gerbils, guinea pigs

Up to four small mammals
or two rabbits

Up to four small
mammals or
two rabbits

To be kept in a suitable sized
cage(s)/enclosure(s)

Amphibians and
reptiles

Vivarium with a
Vivarium with a volume of
volume of less than
less than 25 gallons (112.5
25 gallons (112.5
litres)
litres)

Fish

Fish tank with a
Fish tank with a volume of
volume of less than
less than 25 gallons (112.5
25 gallons (112.5
litres)
litres)

Suitable ventilation must be arranged to ensure there
is less risk of condensation
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Starts at Home day celebrations
Coastline celebrated Starts At Home day in September, showing the value
of care and support services and the difference that having a safe and
secure place to live can make to people’s lives.
Started by the National Housing Federation, this day is central to the Starts at Home
campaign, which has a simple but important aim – to ensure that people who need
extra support will always have a safe home that meets their needs.
Here at Coastline, teams at the Homeless Service and Miners Court took part by
hosting events. Miners Court held some special taster sessions at the Day Centre,
with music and cream teas. At Chi Winder visitors had a chance to meet colleagues
and volunteers, tour the building, and enjoy refreshments and a pizza truck.
For our social media, residents, volunteers and care colleagues kindly agreed to say
a few words about what supported housing means to them. Do have a look at our
Facebook page to view the video clips
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Construction students from a leading local college
group are getting the vital on-site work experience
they need with the help of Coastline Housing.
The students from Cornwall College St Austell, part
of The Cornwall College Group (TCCG), have been
benefiting from the ‘Coastline Construct’ project,
a back-to-work scheme designed by Coastline to help
members of the community to work towards jobs
within the local construction industry.
The series of work placements, delivered at the new
affordable housing development at Quintrell Downs
near Newquay, are giving the students “a real taste
of a career in construction”, according to Justin Ricks,
Community Navigator.
“Participants on the scheme benefit from five days of
live site experience in a range of trades and support
to seek work or training moving forwards,” Justin
continued.
“We are so pleased to be offering these opportunities
once more now that some covid restrictions
have been lifted, allowing us to invite placement
participants back onto site again.”
The training experience, taking place at the Quintrell
Downs site where Coastline is currently working with
Mi-space on the development of 140 properties, was
designed to not only help unemployed people gain
skills and knowledge but to obtain essential on-site
requirements such as gaining a CSCS card.
Student Ben Mortimer-Crann, 17-years-old from
St Austell, completed his placement in summer 2021
at the Quintrell Downs site. Ben is currently working
towards his Level 2 qualification in site carpentry and
has been enjoying the skills and knowledge he has
gained whilst on site.

Student Ben Mortimer-Crann from Cornwall
College starting his work placement at Coastline
Housing’s Quintrell Downs development.

BLUE – Anne Couslon and Mike Thomas
YELLOW – Katie Treble, Tanya Bauer
and Mike Thomas
PINK – Dan Price and Tanya Bauer
DARK GREEN – Lyndsay Barrett,
Alistair Strachan, and Tanya Bauer
LIGHT GREEN – James Carter and
Alistair Strachan
RED – Lisa Nicholas, and Amy Hill
PURPLE – Lynn Wilson and Amy Hill

David Pengelly of Mi-space added: “Ben came to
us with a keen interest in carpentry and specifically
timber frame construction, so we’ve been delighted to
arrange specific training and experience in this area of
construction.”
The Work Skills Training Academy at Cornwall College
aims to help unemployed people back into the job
market, providing employability skills and knowledge
to help in the search for work.
Working alongside a range of different organisations
allows them to provide a range of free information,
advice and guidance, access to practical skills training
taster sessions, support with literacy and numeracy
and short employability and vocational programmes.
“We are proud to be involved with this exciting
project alongside Coastline Housing,” said Laura
Tellam, Business Manager for the Work Skills Training
Academy.
“Experience in a live workplace is invaluable.
Coastline Construct is a great opportunity for people
to try different skills and gain qualifications that will
enable them to enter employment in the sector.”

To help maintain great standards, our Tenancy and Technical Services teams inspect communities
to look at things like gardens, grounds maintenance and health and safety in communal areas.
Inspections take place across the year and are carried out by a Tenancy Coordinator and an Area Surveyor. They
are often joined by members of our Community Investment Team too.
We’ve recently had a refresh of the areas covered by each Tenancy Coordinator and Surveyor and we have
produced a map for our website that details which area is covered by which Coastline team members for
Community Standard inspections.
If you have a look at the Community Standards section of our website under ‘Resident Services’, you’ll be able
to see which area your home falls into, and which Coastline team members look after your Community Standard
inspections. This means that, if you spot any problems with your neighbourhood or communal areas, you’ll know
exactly who to get in touch with so that the right person can investigate the issue.
Here are just some of the things we look out for on our Community Standard inspections:

Coastline will be offering future work placement
opportunities in construction at sites in Bodmin,
Redruth and Penzance.
If you are currently out of employment and would
like to consider working in this industry, email
backtowork@coastlinehousing.co.uk for details.

• Grounds Maintenance
standards
• Condition of communal blocks
and shared areas (internal and
external)
• General condition of properties
and gardens
• Health and Safety and Fire Risks
• Cleaning standards

For more information on the Work Skills Training
Academy, please visit www.cornwall.ac.uk or call
0330 123 2523

Do visit our website to look at our newly refreshed map and read our ‘who’s who’ of Tenancy
Management team members and Area Surveyors.
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• Bins and recycling facilities and
bin stores (where available)
• Fly-tipping
• Graffiti
• Abandoned vehicles
• General condition of properties
and gardens
• Litter
• Health and safety issues

• Uneven or obstructed pavements
or walkways
• Damage to road surfaces and
potholes
• Anti-Social Behaviour
• Environment
• Play areas (where available)
• Litter and Detritus
• Trees, planting and weed control
• Garages (where available)
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My Coastline can save you time,
make it easier for you to
contact us and reduce the need
for you to call Coastline.
You can book repair times,
make payments at times
to suit you and contact a
member of the Coastline
team direct.

To register or login to My Coastline you
can download the My Coastline app from
your app store or visit

www.coastlinehousing.co.uk

If you need any support registering or using
My Coastline, please email let us know by emailing

customer.access@coastlinehousing.co.uk

