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Executive Summary 
 
A. The purpose of this report is to update the Board on the outcomes of the Coastline Scrutiny 

Committee meeting held on 10 October 2019. Items covered were: Committee Membership; 
Coastline Conversation; Scrutiny; Performance; and Board updates. 

  
 
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 
 
 

Newer members are soon to undertake their first scrutiny review, the topic is Coastline 
owned parks. This will ensure that all members have had experience of conducting 
scrutiny, following recent training. 

  
1.3 Committee members were informed that Dr Derek Blake, a former CSC member had sadly 

passed away. It was agreed to send a card of thanks and condolences to Dr Blake’s wife. 
  
1.4 Joe Deville, former CSC member, who sits on the Together with Tenants Member Steering 

Group has expressed an interest in re-engaging with the committee. Christian Blackbeard 
will be contacting him regarding this. 

  
  
2.0 Coastline Conversation 
  
2.1 
 
 
 

Community Investment Team recruitment update: Members were informed that interviews 
had taken place in the last week of September and that they would be informed of the 
successful candidates shortly. Wendy James was thanked for her hard work and 
dedication during the recruitment process. 

   
2.2 Together with Tenants. 
  
2.2.1 A task and finish group of Customer Scrutiny Committee members is due to meet in 

October to review the National Housing Federation Charter commitments. 
  
2.2.2 A draft plan regarding the creation, promotion, scrutiny of adherence to the charter was 

circulated. It was confirmed that once in place, committee members will be supported with 
the scrutiny element, and training will be provided as required. 

  
2.2.3 Members queried the Board’s involvement in the initiative and were informed that the 

Board have been involved to date and that focus on Together with Tenants will form a key 
part of the next Board Strategy Day.  

  
2.2.4 It was noted that embedding the Together with Tenants initiative will represent a cultural 

change at Coastline, and that meeting the charter commitments will be informed by 
Coastline’s values and will be communicated with existing and new staff members. 

  
2.2.5 It was noted that Bee Rowley will be representing Coastline as a panel member at the 

National Housing Federation’s South West Conference in October. Committee member 
Steve Curtis will also be in attendance, along with Louise Beard and Cathy Hadfield. 

  
2.3 
 
 
 

Volunteer Manager: It was noted that Tamsyn Pegler, Volunteer Manager, will be working 
closely with the Customer Scrutiny Committee moving forwards, and members noted that 
she is a very lovely lady and very helpful, and they feel she will be able to lead members in 
the right direction. 

  
2.4 The committee were updated on the inspiring futures programme: work placements 

participants are currently being hosted by teams across the organisation on a 6 week 
programme; Coastline Construct will be hosted at the Quintrell Downs site in early 2020; 
the SMART Tenants programme is due to end at the end of 2019, but there is a possibility 
of Smartline 2.0 being funded; a new money management course is being launched and 
offered to customers in the coming weeks. 



CSC Update – September 2019 

 

 
2.5 Committee members were updated on the Customer First survey results:  
  
2.5.1 The survey closed in mid-September, having covered Redruth, St Austell, Launceston, and 

Liskeard. 
  
2.5.2 Response rates were 27% by Voice of the Customer (digital) and post. This was slightly 

lower than the 29.6% response rate of 2018, but still statistically valid. 
  
2.5.3 Members were informed that 676 customers had not provided email addresses but were 

contacted by post, demonstrating respect for customer choice on communication means. 
  
2.5.4 Overall responses were not as favourable as last year, but have generally improved since 

2015.  
  
2.5.5 21% of respondents indicated that they would like to get involved with Coastline. New 

questions were incorporated this year, which addressed wellbeing and aspirations. These 
areas will be followed up by the Community Investment Team as part of the Coastline 
Conversation. 

  
 
3.0 Scrutiny 
  
3.1 Parks Scrutiny: a further update will follow after the scrutiny commences. 
  
3.2 Antisocial Behaviour Scrutiny. 
  
3.2.2 Jane Pulley, Tenancy Manager, presented to the committee. They were updated on the 

seven measures within the ASB Scrutiny Framework, and informed that the committee 
members on the ASB sub-committee were reviewing the evidence provided against each 
measure.  

  
3.2.3 Upcoming tasks for sub-committee members include: calling customers whose ASB 

concerns have been resolved; speaking to Jo Morris, Lettings Manager about allocation of 
properties regarding managing ASB; and hearing feedback from a court witness. 

  
3.2.4 The scrutiny is due for completion in March 2020. 
  
 
4.0 Performance  
  
4.1 Michaela Chamberlain, Performance Co-ordinator presented in Nathan Mallow’s absence. 
  
4.2 The committee were informed that Red measures had and that Green measures had 

increased, which demonstrated a positive trend overall. First point resolution had also 
increased since last reported to the committee. 

  
4.3 
 

Customers discussed personal experiences of phone call answering times, and were 
informed that performance is determined by average wait times. 

  
 
5.0 Board Updates 
  
3.1 Committee members received Board updates regarding new monthly tenancies; the new 

Group H&S Policy; and approval of 140 new homes at Quintrell Downs. 
  
3.2 Committee members are considering how best to determine key messages to send to the 
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 Board, for example, by agreeing during meetings. 
  
3.3 Committee members noted that key messages from this meeting are the items on 

Together with Tenants and the Customer First Survey. 
 
 

 

4.0 Author / further information 
 
 Written by: Jed Fitzharris, Chair of the Customer Scrutiny Committee, and Wendy 

James, Vice Chair of the Customer Scrutiny Committee 
 Telephone: 01209 200183 
 Email:  bee.rowley@coastlinehousing.co.uk 
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