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Introduction
As part of the Regulatory Framework for Social Housing registered providers of social 

housing are required to publish a self-assessment setting out how they are achieving value 

for money in delivering their purpose and objectives.  The Board of Coastline Housing 

believe that the requirements of the Regulatory Framework are consistent with the values of 

the Coastline Group, which include commitments to being open, honest and accountable, 

and to striving to be the best.  

This Value for Money Statement sets out information regarding the Group’s activities, 

including detailed performance information and benchmarking and meets the requirements 

of the Regulatory Framework.  The Statement is an extract from the Coastline Group’s 

annual accounts which can be obtained from Coastline’s website or obtained from our 

registered office.
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Five-year performance summary 
The tables below set out the Group’s five-year statement of comprehensive income and statement of financial position:

12013 2014 22015 2016 2017

Statement of Comprehensive Income £’000 £’000 £’000 £’000 £’000

Turnover: Continuing Activities 22,218 22,571 22,685 24,392 25,986

Cost of Sales  (2,456) (1,365) (1,538) (966) (1,742)

Operating costs (13,812) (14,341) (14,164) (15,550) (15,401)

Operating Surplus 5,950 6,865 6,983 7,876 8,843

Surplus on sales of properties     489 670 537 933 522

Net interest payable & similar charges  (2,807) (3,776) (4,003) (4,442) (4,366)

One off cost relating to refinancing - - - - (936)

Surplus before taxation 3,632 3,759 3,517 4,367 4,063

Statement of Financial Position £’000 £’000 £’000 £’000 £’000

Housing properties 73,952 78,709 112,713 129,596 157,866

Other fixed assets 3,704 3,602 4,138 4,437 4,299

Total fixed assets 77,656 82,311 116,851 134,033 162,165

Net current assets 4,255 10,304 15,025 27,762 14,986

Total assets less current liabilities 81,911 92,615 131,876 161,795 177,151

Loans and long term liabilities (63,290) (70,379) (106,758) (132,573) (144,183)

Pensions liabilities (2,695) (3,307) (5,762) (5,656) (6,154)

Total assets less liabilities 15,926 18,929 19,356 23,566 26,814

Revenue reserves 15,926 18,929 19,356 23,566 26,814

Total reserves 15,926 18,929 19,356 23,566 26,814

1 2012-2014 Reported under old UK GAAP
2 2015 (restated) and 2016 Reported in accordance with FRS102
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Operating Environment and Highlights
Financial performance for the Group continues to improve, with operating and net margins increasing, driven by the growth 

in units.  This is in line with the expectations of the Corporate Plan and the Group’s approach to Value for Money which is to 

focus on improving margins not just though operational efficiency improvements, but also through delivery of new affordable 

housing.

A significant impact on our results for 2016/17 is the cost of re-financing one of our original stock transfer funders, which 

included fixed rate arrangements through to 2022.  The one-off cost of ending these arrangements was just under £1m and 

this has been highlighted in the five-year performance summary table and related graphical representations.

The 2016/17 financial year could be categorised as a year of change; the level of political change primarily and the period 

of uncertainty that has flowed from that.  Across Europe we have new leaders in France, Italy and Austria; also a new Prime 

Minister here in the UK along with the election of a new President in the US.  These changes in leadership have been coupled 

with the landmark decision in June 2016 made by the referendum for the UK to exit the European Union.  The Houses of 

Parliament enacted this decision in February 2017 by passing the European Union Bill and beginning the process of Brexit by 

triggering Article 50 on 29 March 2017.

Net Margin and Interest Cover graphs show the position with the adjustment to exclude the one-off costs associated with the 

refinancing completed during 2016/17.
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These changes alongside increasing inflation, driven by the 

increase in import prices as a result of the weak pound and 

the lack of a corresponding increase in pay have significantly 

altered the operating environment for Housing Associations.  

Whilst low interest rates continue there is more debate 

about when rates will increase. This is not new as rates have 

been low since 2009 with the only movement since that date 

being a further reduction.

The challenge of these particular circumstances for Housing 

Associations is that with rents reducing by 1% a year until 2020 

any increase in headline inflation increases further the net impact 

of that reduction on operating margins.  Essentially, costs 

rising faster than Bank of England inflation forecasts during 

a period where the link to inflation for rents has been 

removed.

Whilst Coastline benefits from the current low interest 

rate environment and forecast low long-term rates, 

this needs to be balanced with providing a stable 

platform and managing the downside risk of rates 

increasing over the yield curve as a whole and then 

impacting on longer term business assumptions.

Continuing the theme of uncertainty, the current position 

in relation to our rental income is uncertain with the position 

of our main rented portfolio post 2020 yet to be confirmed.  

Additionally, the current plan to cap supported housing rents at Local 

Housing Allowance (LHA) levels creates a potential funding shortfall as 

the total costs of provision for this type of accommodation that 

are currently paid to providers are in excess of LHA.  The aim 

to attempting to use LHA caps to reduce the Housing Benefit 

bill is clear, but does not take into account the complexity 

and cost of providing supported housing.  The ring-fencing 

of additional funds for the Local Authorities to procure 

the necessary services also ignores the context of funding 

and resourcing reductions that local authorities are currently 

seeing.  Perhaps most importantly, the proposal puts existing 

and future provision of supported housing for our community’s 

most vulnerable people at risk.

The other points of note for housing that occurred during 

2016/17 were the publishing of the White Paper ‘Fixing 

our Broken Housing Market’ and the de-regulatory 

changes that came into effect from April 2017 which 

were included in the Housing and Planning Act.  The 

de-regulatory changes delivered as expected in relation 
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to the parts of our business that require prior consent from the regulator. These being; disposals (still subject to Charity 

Commission Regulation), restructuring and mergers.  The other key element is regulations which limit or prevent local 

authorities from exerting influence over private registered providers through either appointing or removing officers or 

controlling voting rights. 

Amidst the political and economic uncertainty there remains an unmet need for social housing across the UK and in Coastline’s 

area of operation in Cornwall.  The film Cathy Comes Homes had its 50th birthday during the year and whilst it inspired a 

generation of leaders in the social housing movement and wider philanthropy in housing we are thankfully operating in a 

much improved housing position in 2017.  A film with the potential to inspire a new audience “I Daniel Blake” screened at 

Cannes during the year and highlighted the challenges of living in an environment where claiming benefits and living in social 

housing are not always understood.  

Coastline’s approach to supporting Customers is embedded throughout the work of the organisation but especially so in 

our approach to Income Collection. This includes a range of support provision for individuals as well as our Inspiring Futures 

programme which acts as a “returnship” scheme for Coastline customers delivering much needed work experience and 

support helping customers to be self-sufficient in terms of future access to work.  This approach has seen our top quartile 

arrears performance improved on during 2016/17 contributing directly to the financial health of the organisation.

Coastline’s overall approach during this period of change and uncertainty has been to continue an ambitious Corporate Plan 

programme of investment in new social housing and create the financial framework for further delivery.  A new corporate plan 

has been produced covering the period 2017-2021. Whilst it retains much of the previous plan in mission and vision it has 

increased focus on growth, very much reflecting on the need for Housing Associations to get building and deliver the much 

needed homes for our communities.

The core principle of maximising our delivery of new housing investment is a central part of our approach to value for money 

as this investment delivers additional housing without adding significantly to our management cost base.  This objective 

maintains the benefit of focussing our attention on housing delivery as well as generating value for money savings over time 

whilst not diminishing our investment in wider community based initiatives which are part of delivering high quality services.

In such a working environment there is no room for complacency and it is critical that our business remains focused on 

maintaining and improving levels of customer service, operational efficiency and financial performance.  However, it is also 

important to take stock of and communicate what we have achieved to date, so that we can both celebrate and understand 

where we have further work to do.  
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During 2016/17 we spent £31.2 million 

building new homes and secured funding 

of £7.5 million from the Homes and 

Communities Agency (HCA) to build 499 

homes by 2021.  During 2016/17 we completed 139 

homes and started on site with 282 new homes – both 

records for Coastline.

At the end of March 2017 we had 

471 homes on site and forecasted 

completions for 2017/18 are 364.  Our 

current development commitments 

(mainly grant funded) are sufficient to 

meet the corporate plan target of building 1,000 new 

homes by 2021.

To measure the additional social value of our core activity, of providing affordable homes, for the local and 

national economy we calculate the ‘social dividend’ generated by our below market rents.  This year we have 

calculated that our rents are on average £57 per week, or £2,956 per year below market rents.  This means 

that in total our rents generate £10.9 million (2016: £10.8 million) per year of savings to the economy.  Of 

this £2.4 million represents direct savings to customers and the local economy, and £7.2 million is a reduction 

in the country’s housing benefit bill.  In 2016/17 our total rental income was £19.0 million, so the social dividend 

generated by our rents represents 57% of our rental income.

We spent 

£9.5 million 

maintaining our 

homes during 

the year, of which £2.8 million 

was long-term investment 

made possible by our strong 

operating surplus. 

Coastline Housing’s operating margin of 34.0% was an improvement 

on last year’s record 32.3%, and in cash terms the operating surplus 

was £8.8 million (2016: £7.9 million).  The operating margin shows 

how efficient we are in running the business; and the operating 

surplus provides the cash we need to fund the construction of new 

homes and invest in improvements to our existing homes.  This strong 

performance is the result of an ongoing focus on delivering efficient, customer 

focused services. Our strong financial performance, combined with our high levels of 

customer satisfaction, provides strong evidence that we are, in the main, delivering 

the right services in an efficient and cost effective way.

We were awarded £400,000 from 

the Central Heating Fund to install 

central heating in 118 homes.

We delivered 23,300 hours of care and support at 

our Extra Care Scheme, Miners Court, in Redruth 

with residents reporting 100% satisfaction.

Despite the ever-challenging 

economic climate, our rent 

arrears continue to be one of the 

lowest in the sector at 0.51%.

Repayment of legacy debt facility including cancellation 

of embedded interest rate hedging cost £0.9m but with 

a payback period of four years and reducing our average 

interest rate costs immediately.

To this end, we have set out below some of our most significant achievements over the last year. The remainder of this report 

provides more detail of what we have achieved against our Corporate Plan aims, and what we plan to do in the coming years:
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Value for Money: Operating and Financial Performance
To deliver value for money, Coastline must continually look at how resources are used to achieve continuous improvement and 

excellence in running the business and improving productivity.  When viewed in this way, it is clear that value for money is not 

a standalone activity, but something that is intrinsic to all core activities and decision-making processes.  

There is therefore no single policy or strategy that sets out how value for money will be achieved, although the various threads 

are pulled together in the corporate plan, and there is a particularly strong link with performance management and improvement 

processes, with strong and effective management integral in the process of delivering and improving business productivity.  

Our approach to ‘value for money’ is firmly embedded in our culture. From an ambitious Corporate Plan that is led by the Board 

and Executive Team, and has clear, measurable and stretching objectives, to a suggestion scheme where all staff are empowered 

to propose ideas that will improve how the organisation is run, and rewarded for those that are implemented. We have a Group 

Performance Management Team that meets monthly to review financial and non-financial performance indicators, to share 

knowledge and to make decisions based on this information.  Our Customers are also involved – the Customer Scrutiny into 

Coastline group have determined the suite of performance information that they require and review this every two months, 

presenting any comments they have directly to the Board.

This report provides a self-assessment to our stakeholders of how we are achieving ‘value for money’ in what we do.  It sets 

out a summary of Coastline’s financial and operational performance during 2016/17 and reports our progress against the four 

themes of our Corporate Plan, which are:

Great Homes        Great Services        Great People        Great Foundations

For Coastline this aim is embedded within the Corporate Plan objectives through the expectation of increased growth in units 

with limited expectations of staffing increases.

Coastline uses Operating Margin as proxy for operating cost per unit and has incorporated improving operating margin, from 

the current 32% to 38%, as a key measure within the Corporate Plan.  The biggest benefit of using a simple measure like this 

is that everyone understands its calculation and staff can see their impact on it.

Where we provide information about how we compared to other organisations we have used the best national comparison 

available so that we can compare ourselves against all housing associations.  This is done where possible using the HCA's Global 

Accounts as a reference group as this gives a large and statistically valid source of data. We do not seek to compare directly to 

housing associations locally as there are only three providers in Cornwall who do not operate multi-regionally or nationally, and 

we do not compare just to Large Scale Voluntary Transfer (LSVT) organisations as the HCA's analysis shows that length of time 

since our original transfer means this is no longer relevant.  We believe this is the most open and transparent approach, and that 

it provides us with the most challenging targets. 

Our regulator, the Homes and Communities Agency (HCA), published an update on the work it completed in 2012 by refreshing 

the Regression Analysis it published in the “Understanding unit costs of housing providers: regression analysis summary 

document“. The results from those publications are incorporated into this review with the key findings and comparisons to 

Coastline’s performance considered to ensure we communicate our understanding of our costs using a similar methodology to 

that of the HCA.

9



10

As part of the regulatory standard on value for money Coastline is required to:

 • enable stakeholders to understand the return on assets measured against the organisation’s objectives

   return on assets is calculated and compared to the costs of raising finance to provide new assets

 • set out the absolute and comparative costs of delivering specific services

   the use and articulation of costs in relation to operating margin and comparisons across the sector provides evidence  

      on the cost of delivering services and how these compare to others

 • evidence the value for money gains that have been and will be made and how these have and will be realised over time

   evidence of value for money gains in the year is provided along with any additional estimation of how these will be  

      further realised over time

The standard also makes wider reference to expectations of registered providers as follows:

 • have a robust approach to making decisions on the use of resources to deliver the provider’s objectives, including an  

    understanding of the trade-offs and opportunity costs of its decisions

  the Corporate Plan and financial business planning are aligned so that decisions are made in light of aims and  

     objectives and consider opportunity costs

 • understand the return on its assets, and have a strategy for optimising the future returns on assets – including rigorous  

   appraisal of all potential options for improving value for money including the potential benefits in alternative delivery  

   models - measured against the organisation’s purpose and objectives

  current return on assets is calculated and quoted in this document.  The granular analysis of return on different assets  

     is considered as part of our Asset Viability and Investment Strategy which has identified properties for divestment   

     and driven the shift towards disposing of a greater volume of properties to reinvest in new provision

  • have performance management and scrutiny functions which are effective at driving and delivering improved value for  

    money performance 

  the Group Performance Management and Group Value for Money Frameworks describe Coastline’s approach to this  

     element of the standard and include specific reference to improving performance

 • understand the costs and outcomes of delivering specific services and which underlying factors influence these costs and  

   how they do so

  Coastline signed up to the Sector Scorecard pilot in January 2017 and is committed to benchmarking performance  

     to ensure that our business is efficient and striving to be the best. Details of our performance against the scorecard  

     measures is provided within the accounts as part of the pilot with work underway where we are not currently able to  

     provide the relevant information

  Coastline retains a subscription to the Housemark benchmarking service for performance measures but has dropped  

     the detailed activity cost benchmarking service as analysing costs below a certain level is not productive for three main  

     reasons.  

   i. the different approaches to recording and analysing costs at a low level 

   ii. the interplay between how teams are set up to work within different businesses.  

   iii. for Coastline we focus on outcomes and overall business efficiency and therefore the focus remains on  

       operating margin and performance measures such as arrears, voids and development of new homes.

10



1111

The broader approach for value for money activities and management within Coastline is contained within the Value for Money 

Framework which was most recently updated during 2015/16 and is available on request.

The summary outputs from the HCA’s work on reviewing operating costs across the sector was published in June 2016 and 

showed the following output from the Global Accounts 2015 information alongside their analysis which was published in 

“Delivering Better Value for Money: Understanding differences in unit costs – Summary Report, June 2016”.

This work has been supplemented by the early release of the 2015/16 Global Accounts data and reference information is taken 

from that source with previous editions of the same data providing the historical comparisons.

Coastline’s productivity target for 2016/17 was to maintain or reduce cost levels whilst increasing the number of units in 

management thereby further driving down our average headline social housing cost per unit.  The focus of action remains in 

relation to the total cost indicator as it is acknowledged as part of the HCA cost analysis that there are a number of approaches 

taken in apportioning costs between the different areas across the sector.

This analysis alongside the more qualitative details provided elsewhere in this Strategic Report demonstrate Coastline’s 

commitment to improving productivity and efficiency. 

The conclusion of our value for money self-assessment is that our approach to achieving value for money is comprehensive 

and supports us in meeting the strategic objectives of our Corporate Plan.  We remain committed to further improvements.  

Indeed, one of our core corporate values (page 3) is that we will ‘strive to be the best’, constantly seeking to improve and 

setting high standards and challenging goals for the organisation.
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In line with our commitment to demonstrating transparency and value for money Coastline has joined the pilot Sector Scorecard 

programme.  Our recent performance against the currently proposed metrics is provided below and at the May 2017 Social 

Housing Finance conference, Julian Ashby, chair of the Homes and Communities Agency (HCA), announced that within the 

Value for Money (VFM) Standard consultation the regulator proposes to use the Sector Scorecard to measure efficiencies.

The Sector Scorecard launched in January 2017 and aims to create an agreed set of metrics upon which housing providers can 

compare their performances and ensure they are providing value for money for their customers.

The Sector Scorecard measures 15 indicators across five general areas focusing on: business health, development, outcomes 

delivered, effective asset management and operating efficiencies.  

The specific indicators are:

Performance information and benchmarking

Indicator 2014/15 2015/16 2016/17

A Operating margin 30.8% 32.3% 34.0%

B Operating margin (social housing lettings) 34.1% 35.7% 35.6%

C Interest cover EBITDA MRI 169.6% 160.7% 155.7%

D Units developed (absolute)  102  103  139 

E Units developed (as a percentage of units owned) 2.6% 2.6% 3.4%

F Gearing 70.5% 79.0% 67.0%

G Customers VFM satisfaction 92.2% 90.0% 90.0%

H Investment in new housing for every £1 generated from operations  £1.23  £1.60  £3.28 

I Investment in communities for every £1 generated from operations  £0.05  £0.03  £0.02 

J Return on capital employed 5.3% 4.9% 5.0%

K Management cost per unit  £772  £808  £609 

L Service charge cost per unit  £348  £294  £335 

M Maintenance cost per unit  £1,176  £1,174  £1,352 

N Major repairs per unit  £958  £920  £912 

O Other social housing costs per unit  £157  £124  £48 

P Headline social housing cost per unit  £3,410  £3,321  £3,256 

Q Overheads as a percentage of adjusted turnover. 12.9% 13.4% 13.8%

R Ratio of responsive repairs to planned maintenance spend  0.62  0.64  0.68 

S Occupancy 99.39% 99.43% 99.85%

T Rent collected 99.86% 99.90% 99.96%

12



1313

Definitions for all of the above measures can be found at 

http://www.sectorscorecard.org.uk/wp-content/uploads/2017/01/Sector-Scorecard-indicators-and-definitions.pdf 

We are pleased to include our results in line with the pilot but acknowledge that the essence of a pilot programme is that 

elements of this suite of indicators will be subject to revision and amendment over time.  

Whilst Coastline welcomes the Scorecard, further analysis of the elements under management, service charges, maintenance 

and major repairs will require the sector to work together to ensure more consistency in approach.  The current results from the 

scorecard as with the HCA regression analysis output at a detailed level is subject to the different approaches to cost allocations 

that are made by providers and as such in line with our overall approach to value for money Coastline prefers to focus on a 

limited number of high level performance measures.
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Objective 2021 Measure March 2017 March 2018 Target
To build our share 
of the new homes 
needed to meet the 
needs of those that 
live in Cornwall

 1,000 new affordable  
     homes completed, including  
     130 homes for older persons

 Grant funding secured  
     for over 1,000 new homes  
     including 130 homes for  
     older persons

 395 new affordable homes  
     completed, including 20  
     rent to buy homes.

To continue to 
improve the overall 
quality of our homes

 No home costing more than  
    £600 a year to heat

 Work on converting SAP  
     scores into heating costs  
     underway

 No more than 260 homes  
     that cost more than £600 a  
     year to heat

To transform how we 
manage our assets, 
replacing our older 
more expensive 
homes with higher 
quality new ones

 Bringing forward up to 2%  
     of our existing homes a year  
     for disposal

 Selling up to 2% of our  
     existing homes a year

 All the proceeds re-invested  
     in new homes

 18 properties empty and  
     identified for sale

 2017/18 budget includes 17  
     identified properties for sale  
     and a further 25 properties  
     to sell from voids process.

 Profits from disposals linked  
     into grant bids.

 25 (based on 2017/18  
     budget)

 17 (based on 2017/18  
     budget)

 Mechanism in place  
     to track re-investment of  
     proceeds 

To establish a profit 
making private 
homes model to 
cross subsidise our 
charitable work

 45 homes for private sale  
    completed with the proceeds  
    re-invested in building new  
    affordable homes for rent  
    and sale

 Board approval for  
    subsidiary creation and  
    funding in principle agreed.

 3 homes for private sale  
    completed with a further  
    two sites acquired. 

Great Homes

Property numbers
The table below summarises how many properties Coastline has owned and managed over the last five years:

Property Stock No. No. No. No. No.

Social housing rented 3,744 3,763 3,804 3,873 3,951

Shared ownership 108 113 130 147 196

Non-social housing 9 9 9 9 9

Managed but not owned 14 14 14 14 14

Leasehold properties 93 93 94 94 95

Total Housing Stock 3,968 3,992 4,051 4,137 4,265

Garages 762 728 710 704 706

Total Property Stock 4,730 4,720 4,761 4,841 4,971

Performance information
This section of the report provides more detail of what we have achieved against our Corporate Plan aims, and what we plan 

to do in the coming years.
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Great Services

Objective 2021 Measure March 2017 March 2018 Target

To ensure our customer 
service offer is digitally 
accessible and easy to 
use

 All of our core customer  
     services available for  
     Customers on-line

 50% of Customers  
     choosing  on-line services

 50% of our existing homes  
     re-let through our  
     ‘HomeZone’ letting portal

 Procurement process for  
     new CRM system in  
     progress

 62.8% of Customers  
     have confirmed access to  
     the internet

 56% as at March 2017  
     but not reflecting a full  
     years letting cycle

 Customer Portal issued  
     to all Customers with  
     ability to order a repair,  
     report ASB, make a request  
     and make an application  
     for Housing

 15% accessing the  
      Customer Portal and  
      self-serving

 50% of homes let through  
      HomeZone 

To achieve exceptional 
levels of customer 
satisfaction

 Customer satisfaction  
     levels of 93%

 Transactional monitoring of  
     Customer satisfaction in  
     place

 CRM project includes  
     new transactional  
     satisfaction measuring  
     proposals

 91% satisfaction through  
     ‘Voice of the Customer’

 ‘Voice of the Customer’  
      satisfaction survey tool  
      launched

 Transactional surveying for   
      Repairs and ASB in place

To provide a repairs 
service that is easy to 
use and delivers choice 
and quality

 Customers able to manage  
     repairs appointments  
     on-line

 99% Customer satisfaction  
     with repairs service

 99% of repairs completed  
     ‘right first time’

 CRM project includes  
     on-line repairs  
     appointments

 99.3% satisfaction for  
     2016/17

 99.7% of repairs  
     completed ‘right first time  
     during 2016/17

 2.5% of repairs reported  
     by Customers on-line via  
     Customer Portal by March  
     2018

 99.0% Customer  
     satisfaction with repairs  
     service

 98.5% of repairs  
     completed ‘right first time’

To help people back 
into work and training

 500 people helped back  
      into work or training

 41 Customers into work  
     during 2016/17

 53 into training during  
     2016/17

 60 Customers into work

 80 into training

To establish a 
sustainable model for 
delivering homeless 
services and expand the 
support we provide

 A new permanent home  
     for our Homeless Service  
     opened

 250 vulnerable people  
     assisted each year 

 Site identified and planning  
     application planned for July  
     2017

 160 people assisted

 Planning permission and  
     long term legal interest in  
     land secured

 Contactor selected and  
     construction work started  
     on-site

 250 assisted through the  
     day centre

To increase the number 
of older customers that 
we support

 130 new homes for older  
      people, including a new  
      Extra Care Complex

 Coastline Assist Customers  
     increased by 20%

 Grant funding for building  
     (capital) in place

 207 Coastline Assist  
     Customers

 20 units to be on-site

 Site secured for new Extra  
     Care Complex

 230 achieved in year

17



1818



1919

Objective 2021 Measure March 2017 March 2018 Target
To be recognised as 
one of the best places 
to work in Cornwall 
and one of the best 
housing associations 
in the country 

 Sunday Times Top 50 Not  
      for Profit employer

 Currently Sunday Times  
      Top 100 Not for Profit  
      employer

 Sunday Times Top 65 Not  
      for Profit employer

To invest in our staff 
so that they can 
deliver to their full 
potential

 All staff have a continuous  
      career development plan in  
      place

 New appraisal system  
      launched February 2017

 New appraisal system  
      evaluated and all managers  
      to have development plans  
      in place

To ensure that we live 
up to the values we 
share

 At least 90% of staff feel  
      that our behaviours are in  
      line with our values

 Survey planned for  
       Autumn 2017

 At least 82.5% of staff feel  
      that our behaviours are  
      in-line with our values

Great People
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Great Foundations

Objective 2021 Measure March 2017 March 2018 Target
To grow our income while 
ensuring that we become 
more productive in how 
we work

 Operating margin of  
      38%

 Operating margin of  
      34%

 Operating margin of  
      31.6%

To continue to drive down 
our average cost of debt 
so that our operating 
surpluses go further

 Average cost of debt of  
      4.5%

 Average cost of debt of  
      4.31%

 Average cost of debt  
      4.10%   
 

To ensure that our 
Board and governance 
arrangements remain 
strong and keep pace with 
the changing dynamics of 
the Group

 Retention of the  
      highest possible ‘G1 V1’  
      regulatory status  
      throughout the life of  
      the Corporate Plan.

 HCA In Depth  
      Assessment confirmed  
      G1 & V1 ratings 
      as at June 2017.

 New committee structure  
      embedded;

 External Board  
      effectiveness review  
      undertaken;

 Board composition  
      reviewed.

To ensure that Coastline 
has the capacity and 
capability to deliver 
the objectives of the 
Corporate Plan

 We will pursue joint /  
      partnership working  
      and other strategic  
      alliances where this will  
      contribute towards  
      achieving the aims and  
      objectives of the  
      Corporate Plan

 Details provided above  
      and most recent report to  
      May 2017 Board.

 Three times a year report  
      to Board on Corporate  
      Plan progress

 Annual report to Board  
      on ‘state of play’ of  
      housing association  
      market in south west

By order of the Board

D Law MBE
Chair – Coastline
27 July 2017
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Coastline Housing

Coastline House

4 Barncoose Gateway Park

Redruth

Cornwall  TR15 3RQ

www.coastlinehousing.co.uk

08082 027728

01209 200200

customer.services@coastlinehousing.co.uk

twitter.com/coastlinehouse

facebook.com/coastlinehousing
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