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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 15 August 2019. Items covered were: Customer Scrutiny 
Committee recruitment and retention; the Together with Tenants Charter commitments; the 
Community Investment Team structure; Customer First survey; 100 Years of Council 
Housing event; CATH awards; the upcoming Non-Executive Director stock tour; website 
updates; and scrutiny projects, including the ASB accreditation and Coastline Parks 

  
 
Recommendations 
 
IT IS RECOMMENDED THAT THE BOARD notes the contents of the report. 
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Details 
 
1.0 Recruitment and Retention 
  
1.1 Eight members were in attendance. One member sent threir apologies. Sue Roberts Non 

Executive Director was in attendance for shadowing and support for the group. 
  
1.2 John Hewett sent a letter of resignation, citing time commitments and his concern over the 

manner in which information regarding the Community Investment Team restructure was 
relayed to customers. 

  
1.3 It was agreed that the new leaflet the committee have created will be used for a social 

media recruitment campaign and that existing members will all undertake scrutiny reviews to 
put their recent training into practice. 

  
  
2.0 Coastline Conversation 
  
2.1 
 
 
 

An update was given on the Together with Tenants Charter and the committee were asked 
for feedback on the Charter commitments, acknowledging that the national commitments 
may need to be amended to make them locally relevant. It was agreed that a Task & Finish 
Group ought to be established for this purpose. 

  
2.2 An update was given on the new structure of the Community Investment Team, including 

the manner in which the Customer Scrutiny Committee members’ time commitment will be 
rewarded in line with other Coastline volunteers moving forward, through use of the Time 
Credit scheme. The restructure was outlined making reference to the local and national 
drivers for change, research into best practice, and the committee were reassured that the 
changes would strengthen support for scrutiny, in line with the Together with Tenants 
programme, as well as permitting opportunities for more community based working, thus 
increasing the customer voice into Coastline. Whilst there is a reduction in capacity within 
the team at present, recruitment is underway, and it was agreed that Customer Scrutiny 
Committee members will be involved in the interview process. 

  
2.3 Customers were shown the final Customer First Survey, which incorporated their input on 

content and presentation.  
  
2.4 Customer Scrutiny Committee members attended the 100 Years of Council Housing event 

at Bodmin. Attendees were particularly impressed with Katie Mitchell (Community 
Investment Team- SMART Tenant apprentice) for the support she gave through the day. 
The stories and photos collated for the occasion will be pubished in the next issue of 
Coastlines. 

  
2.5 Customer at the Heart Awards planning is under way. There is to be an additional category 

for Best Garden and Young People; possibly linked to schools or community awards. 
  
2.6 
 
 
 
 

Customer Scrutiny members expressed their interest in attending the Non-Executive 
Director’s Stock Tour, and those who are unable to attend requested the information pack to 
be circulated. The committee noted the value of their relationship with Board members and 
would like for another informal meeting to be scheduled. The committee found the addition 
of the Board updates to the agenda useful and this is to become a standing item. 

  
2.7 To ensure transparency, it was agreed that CSC Reports to Board are made available on 

the Coastline website.  
 
 
3.0 Scrutiny 
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3.1 The CSC will resume the ASB Accreditation after the cancellation of the previous meeting 

due to ill health. John Hewett has resigned from the CSC, but Blanche McAllister has 
expressed interest in taking his place on the ASB Accreditation. 

  
3.2 It has been agreed that a smaller scale scrutiny will take place, in order that new members 

of the group are afforded the opportunity to undertake a scrutiny review, following their 
recent training. The next scrutiny review will be of Coastline Parks. St Meriadoc, Camborne 
has been identified as in need of improvements, whereas Badgers’ Watch, St Austell has 
been identified as in very good condition. The scrutiny review will address maintenance, 
grants, use and visibility. 

  
  
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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