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Executive Summary 
 
A. 
 
 
 
 
B. 

The purpose of this report is to update the Board on the outcomes of the Coastline Scrutiny 
Committee meeting held on 12 December 2019. Items covered were: The Coastline 
Conversation; ASB and Parks Scrutiny; the presentation of Performance information; 
Complaints; and priority messages for the Board. 
 
The Customer Scrutiny Committee’s priority messages for the Board are on the following 
topics:  

• the new KPI presentation style 
• the need for close working on the Together with Tenants initiative in the New Year 
•  that they would like to review the Voids Lean Process Review 
• that a proposed scrutiny is on the Customer First Survey Action Plan 
• that they intend to be involved in the Community Standard walkabouts 
• they would like to express thanks to Jed Fitzharris for his Chairing, and to welcome 

Wendy James as the interim Chair 
  
 
Recommendations 
 
IT IS RECOMMENDED THAT THE BOARD notes the contents of the report. 
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Details 
 
1.0 Committee Membership 
  
1.1 Six members were in attendance. Four members sent their apologies.  
  
1.2 
 
 
 

Jed Fitzharris confirmed that he is retiring from all customer involvement, including as 
Chair of the Customer Scrutiny Committee, making this his final meeting. It was agreed 
that Wendy James would take the role of interim Chair until the election process has been 
completed. Jed’s contribution to Coastline will be celebrated at the Customer at the Heart 
Awards in January. 

  
1.3 Joe De Ville attended the meeting, returning to Coastline’s Customer Scrutiny Committee 

after some years absent. He is a National Housing Federation (NHF) Together with 
Tenants Tenant Advisory Panel Member. 

  
  
2.0 Coastline Conversation 
  
2.1 
 
 

Members were updated on the Community Investment Team’s new appointments of 
Community Navigators. Laura Whittaker and Justin Ricks are to attend a CSC meeting in 
2020 to meet those members who have not been introduced to them as yet. 

  
2.2 The Committee were informed that Philip Bearne had attended the National Housing 

Federation South West Conference, demonstrating a keen interest in Together with 
Tenants from the Board. Philip has also requested an invitation to a CSC meeting in 2020. 
Five Board members have confirmed attendance for the Customer at the Heart Awards in 
January 2020. 

  
2.3 The Committee were updated on the progress of the embedding of the Together with 

Tenants initiative: internal and external promotion has taken place via posters; social 
media; staff briefings. Community Navigators are consulting customers on Trust Charter 
commitments, through a variety of means of engagement, both in person and digitally. The 
New Year will see a focus on how to scrutinise against the Trust Charter. The Trust Charter 
will be finalised in February and the CSC will review the final draft with Coastline 
colleagues. Joe De Ville noted that Coastline’s Together with Tenants progress to date had 
been mentioned in a communication circulated to Tenant Advisory Panel members by the 
NHF. 

  
2.4 The Committee were informed that as part of the implementation of the Community 

Standard, there will be the opportunity to become Community Champions and work with 
Coastline colleagues to assist with walkabouts and checks. 

  
2.5 The Committee were shown the Customer First Survey results in-depth, and the resulting 

action plan. They were informed about upcoming live chat and self-serve functions 
replacing the existing customer contact system, the new Customer Handbook, and Digital 
Tenancies. Members are keen to conduct a formal scrutiny on the Customer First Survey 
action plan. Members are also keen to see the Voids Lean Process Review findings. 
Following the TPAS training in February, these scrutiny reviews will be mapped out. 

  
 
3.0 Scrutiny 
  
3.1 A workshop is planned for January to look at the future of the CSC; changes are 

anticipated with the agreement of customers who will work with staff to achieve this. 
Committee members discussed the Code of Conduct and Terms of Reference with a view 
to review at the January workshop, and ensure that members and colleagues are working 
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together towards a common goal, in line with Together with Tenants commitments. There 
is a TPAS training event scheduled in February to ensure that future scrutiny encompasses 
Together with Tenants priorities effectively. Louise Beard and Peter Stephens will be in 
attendance. 

  
3.2 Antisocial Behaviour Scrutiny update: The subgroup have completed their scrutiny of 

Coastline’s management of Anti-Social Behaviour and an action plan has been created. 
Recommendations have been made by subgroup members, and there are 15 green 
outcomes; 4 amber; 0 red. The amber commitments will be reviewed in September 2020 
(See Appendix A). Customers noted how efficient and dedicated the Tenancy Management 
Team are in dealing with ASB concerns. 

  
3.3 Parks scrutiny update: Steve Curtis explained to Committee members that surveys were 

sent to households in the areas surrounding the parks, with a 22% return rate achieved. It 
was noted that some community members use the park equipment, whilst others utilise the 
green space for dog walking and football. Play equipment is very expensive and the 
subgroup are taking this into consideration. The need to be environmentally responsible 
when making changes was discussed. The next Board Report will include conclusive 
findings. 

  
  
4.0 Performance  
  
4.1 Michaela Chamberlain, Performance Co-ordinator presented the Key Performance 

Indicators in a new format. They are now pictorial, and are aligned with the Together with 
Tenants Trust Charter commitment headings (See Appendix B). The new style of 
presentation was well received and customers noted that it was more accessible than the 
previous format. It was requested that Complaints updates are incorporated into this format 
in future as well. Customers noted that the target for Repairs Right First Time target was 
very high; rated amber at 98%. At each meeting, members will review the KPIs included 
and request information on those they wish to be included in the next update. There is 
interest in sickness absence and staff turnover for the next report. 

  
  
5.0 Complaints 
  
5.1 Complaints information is to be displayed with the KPIs in the new format moving forward, 

in the When Things Go Wrong section. Members requested that this was offset with 
compliments received, for comparison. Members were assured that survey responses 
indicating dissatisfaction were followed up with a phone call. Members were also informed 
that the new Repairs Contract should empower operatives to complete first time fixes. 

  
 
6.0 Board Updates 
  
6.1 Committee members received Board updates from the staff newsletter regarding 

community support; monthly tenancies; new H&S policy; Parks Scrutiny; NHF conference 
and Steve Curtis’s attendance; and the approval of 140 new homes at Quintrell Downs. 

  
6.2 
 

Customers’ priority topics for Board are detailed in the Executive Summary. 

  
  
  
7.0 Author / further information 
 
 Written by: Jed Fitzharris, Chair of the Customer Scrutiny Committee, and Wendy 
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James, Vice Chair of the Customer Scrutiny Committee 
 Telephone: 01209 200183 
 Email:  bee.rowley@coastlinehousing.co.uk 
  
  
8.0 Attachments / Additional Reading 
  
 Appendix A - ASB Scrutiny Action Pan 
 Appendix B - Key Performance Indicators presentation 
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