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FOREWORD

We have a great responsibility to provide services to some of the most vulnerable 

people in our locality and by working with our customers help our community to 

prosper.

We want every member of staff to feel proud to work for Coastline and we will 

continue to work hard to deliver our ambitious Corporate Plan. Our staff are crucial 

to our ability to achieve these ambitions and embody our values, making Coastline the 

quality housing provider that it is.

We continue to face a challenging external environment with welfare reform and 

continuing economic uncertainty so it is particularly important that we have the right 

people with the right skills delivering all our services across Coastline.

This HR Strategy aims to enable our staff to continue to make their very worthwhile 

contribution to the delivery of our Corporate Plan, setting out a clear vision of what 

we are committed to do as an employer and how we intend to achieve our goals.

Whether you are a potential, new or existing member of staff I hope you will join me 

in getting behind our plans to deliver the best for Coastline.

Derek Law MBE

Chair

January 2015

C O R P O R A T E P L A N  2 0 1 3 - 2 0 1 7

G R E A T  H O M E S

G R E A T  S E R V I C E S

G R E A T  P E O P L E
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Executive summary
The aims of the HR Strategy are to support the achievement of the outcomes of the Corporate Plan 
(to 2017); to give clear direction in relation to HR management practices; to improve the employee 
experience; and to concentrate employee efforts to improve the customer experience.  

In developing the HR Strategy, consideration has been given to how HR management practices will 
support the achievement of Coastline’s Corporate Plan; understanding the context in which Coastline is 
operating, ie the internal and external environment; involvement of key stakeholders; and an analysis of 
the Strengths, Weaknesses, Opportunities and Threats of the current HR management practices.  From 
this, the following objectives were identified: 

l  Assist our staff in dealing with the challenges that arise. 

l  Be relevant to the operational needs of the Group. 

l  Develop our approach to staff management, in line with best 
practice. 

l  Provide managers and Non Executive Directors with the 
appropriate skills, together with the best advice, information, 
training and support to manage staff effectively.  

l  Modernise our approach to recruitment.

l  Improve the employee experience.  

l  Enable effective organisational development through team and 
management development. 

l  Improve delivery of services to customers by enabling staff 
and teams to grow through their Continuous Professional 
Development. 

l  Continue to develop our links with schools, colleges, universities 
and the community.

The HR Strategy sets out what we will achieve under the following areas:

l  Employee Resourcing

l  Performance Management

l  Employee Development

l  Employee Involvement

l  Employee Health and Wellbeing

l  Employee Reward

l  HR Service

The three year Action Plan outlines how and when we will deliver  
the HR Strategy. 
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1.    

1.1 Achievements from the 2011–2014 HR Strategy

Reflecting back over the lifetime of the 2011-2014 HR Strategy, the key 
achievements were as follows:

l  Improved recruitment, selection and induction practices

l  Developed and implemented a revised robust absence 
management system, which has supported the reduction  
of short-term sickness and gives recognition for excellent 
attendance

l  Developed guidance for managers on managing conduct

l   Delivered a comprehensive Management  
Development Programme

l  Delivered Customer Service training across the Group

l   Further developed the Apprenticeship Programme

l   Supported the implementation of the Inspiring Futures Work 
Experience Programme

AChiEvEmEnts
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l   Investors in People Gold Accreditation in 2013

l   Annual Staff Engagement Surveys undertaken

l  Best Companies 1 Star Accreditation and 
being named in The Sunday Times 100 Best 
Not-For-Profit Organisations in 2013 and 2014

l   Implemented the Simplyhealth Plan benefit

l   Implemented Staff Awards
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2.   
2.1  The HR Strategy has been developed to support the 

achievement of Coastline’s Corporate Plan, specifically with 
regard to: 

2.1.1  Our Vision - in order to provide Great Homes and deliver 
Great Services, we need to attract, develop, support, involve, 
empower, reward, value and retain Great People.  

2.1.2  Our Values are the behaviours we expect to be at the core of 
everything we do: 

l  Putting our customers (both internal and external) first;

l  Being open, honest and accountable; 

l Striving to be the best, and

l  Valuing each other.

2.1.3  Recognising that our most valuable resource is our people, who have a genuine opportunity 
to influence and shape Coastline’s future and the services we provide.

2.1.4  Our commitment to our staff to:

l  Provide a good working environment;

l  Treat each individual with dignity and respect;

l  Value equality and diversity in accordance with our Equality and Diversity Strategy;

l  Ensure information about staff is kept private and confidential;

l  Provide tailored induction programmes for new staff;

l  Undertake annual appraisals to assist employees in planning their personal development, 
identifying training needs and maximising potential;

l  Pay employees promptly and accurately; and

l  Seek to ensure we are, in all respects, a good employer.

2.1.5 Becoming a Sunday Times Top 50 Not for Profit employer by 2017.

2.2   Consideration has been given to the internal and external environment in which Coastline  
is operating.

Internal environment
2.2.1  Whilst a Group wide HR Strategy is required to support One Coastline, it is recognised that the 

operating context of each Company is very different.  As such, the individual Company’s specific 
requirements will be reflected in implementing the Action Plan to deliver the HR Strategy, whilst 
not compromising Coastline’s Vision and Values.

COntExt
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2.2.2  With the increasing demands on managers’ time, coupled with limited HR resources, HR 
processes and practices need to be straightforward, supportive, efficient and effective.

2.2.3  As HR provides a service predominantly to internal customers, it is important to involve our key 
stakeholders in identifying areas that HR can improve the service provided to its customers, add 
value to the business and determine priorities.

2.2.4  In 2012 we moved the majority of staff to new headquarters, with modern office facilities. 

External environment
2.2.5  There is a shortage of technical/specialist and leadership skills locally, which is due to the limited 

demand for these, together with a limited number of large businesses and career opportunities 
in Cornwall.  Careful consideration therefore needs to be given to the following:

 (i)  When to advertise locally and when to advertise nationally, recognising the increased 
costs of national recruitment campaigns and the likelihood of individuals relocating for 
these positions.

 (ii)  The importance of benchmarking salaries in order to be able to attract people with 
specialist skills.

 (iii)  As Cornwall has higher than average house prices and high water rates, limited transport 
links, when compared nationally, this will be an important consideration for individuals 
considering relocating to Cornwall.

 (iv)  The importance of both financial and non-financial support, in facilitating employees 
and their families to relocate and settle in Cornwall.

 (v)  Succession planning and investing in our own staff to develop the skills needed for the 
future.

2.2.6  With the increase in the number of degree courses offered locally, access to distance learning 
and more young people choosing to stay in Cornwall, there may be more specialist/technical 
skills available in the future.

2.2.7  Coastline has a good reputation locally, both as a social landlord, service provider and an 
employer, so there are opportunities to build on this to become an employer of choice. 

2.2.8  Given Cornwall’s rural location and limited public transport, travelling to/from work from 
outside the immediate location, can limit where potential employees are able/willing to work.

2.2.9  With the general cost of living in Cornwall, together with the implementation of welfare reform, 
cuts to services provided by Cornwall Council, potential employees will look for competitive 
remuneration packages, that enable them to maintain a decent standard of living. 

2.2.10 In addition, HR management practices must:

 (i)  Support Coastline to meet customer expectations, operate smarter and more commercially 
and provide better and more cost effective services.

 (ii) Support Coastline’s brand and reputation.

 (iii)  Ensure that Coastline operates in accordance with the requirements of our Regulators, 
legislation and best practice.

 (iv)  Recognise that Coastline Services needs to keep costs down in order to remain competitive 
and win new business.
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3.   
The profile of our staff across the Group as at 31 December 2014 (unless otherwise stated) is as follows:

3.1    Headcount

 31/12/2012 31/12/2013 31/12/2014

Headcount 262 271 230

Full-time 198 203 165

Part-time 64 68 65

Full Time Equivalent 229 240 202
 

The main reduction in headcount in 2014 was due to the withdrawal of domiciliary care services

3.2    Age profile
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With 27% of employees aged 50 or over, knowledge transfer and succession planning are 
essential; and with 22% of employees under aged 30 and 51% between aged 30 and 49, there 
are opportunities to grow our own skills for the future.

3.3    Gender profile 

Male
107

Female
123
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3.4    Length of Service

3.5    Employee Development

 31/12/2012 31/12/2013 31/12/2014

% of staff with professional/ 
trade qualifications*   44% 48% 58%

Number of Apprenticeships 9 14 13

This data goes some way to demonstrate our commitment to developing and investing in our 
employees to ensure we have the right skills. 
*Qualified to Level 2 or above.

3.6    Pension Scheme Membership

 31/12/2012 31/12/2013 31/12/2014

Number in pension scheme 60 63 169

The positive increase in pension scheme membership in 2014 was following the implementation 
of auto-enrolment.

3.7    Remuneration
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4.   OBJECtivEs   
As part of the consultation with stakeholders, a SWOT analysis was undertaken, of Coastline’s current HR 
management practices, to determine the organisation’s ability to deliver the Corporate Plan.  Following 
which, a number of objectives of the HR Strategy were identified: 

4.1 Assist our staff in dealing with the challenges that arise. 

4.2 Be relevant to the operational needs of the Group. 

4.3 Develop our approach to staff management, in line with best practice. 

4.4  Provide managers and Non Executive Directors with the appropriate skills, together with the best 
advice, information, training and support to manage staff effectively.  

4.5 Modernise our approach to recruitment.

4.6 Improve the employee experience.  

4.7 Enable effective organisational development through team and management development. 

4.8  Improve delivery of services to customers through enabling staff and teams to grow through their 
Continuous Professional Development. 

4.9 Continue to develop our links with schools, colleges, universities and the community.
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5.  
The HR Strategy sets out what we will achieve and the reasons why, in 
order to meet these objectives, under the following areas:

l  Employee Resourcing

l Performance Management

l Employee Development

l Employee Involvement

l Employee Health and Wellbeing

l Employee Reward

l HR Service

The Action Plan to deliver the HR Strategy is set out in Section 6.

5.1 Employee Resourcing

(Meets Objectives 4.2, 4.5, 4.6, 4.9 above)

5.1.1  Have the right staff, with the right skills, at the right time, to enable us to deliver excellent 
services to our customers.

5.1.2  Modernise our approach to recruitment and selection to reflect and strengthen our Brand. 

5.1.3  Manage retention to ensure we retain valued employees and have a healthy turnover.

5.1.4  Create more career development opportunities, trainee posts/Apprenticeships, to enable us to 
grow our own and develop the skills we need for the future. 

5.2 Performance Management

(Meets Objectives 4.1, 4.2, 4.3, 4.4, 4.6, 4.7, 4.8 above)

What we aim 
to achieve
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5.2.1  Provide managers and Non Executive Directors with the right skills, the best advice, information, 
training and support, to effectively manage the performance of their employees so that it: 

l Reflects our Values.

l Improves the employee experience. 

l Develops high performing individuals and teams. 

l  Empowers and involves, nurtures and develops, motivates, recognises/values and rewards, 
supports health and wellbeing and retains employees.

l  Creates a continuous improvement culture, which supports our employees to continuously 
reflect on practice, identify what went well, what improvements need to be made and take 
action, in order to work smarter and strive to be the best. 

l  Encourages employees to be honest and open about mistakes and learn from these, without 
the risk of blame, or consequences.

l  Manages employee issues immediately, positively and proactively to reduce the need for 
instigating formal procedures.

l  Assists our staff in dealing with the challenges that arise and supports them to embrace change.

l  Leads to improved delivery of services to customers.

5.2.2  Review and measure the performance of managers, to ensure their management of employees 
is effective.

5.3 Employee Development

(Meets Objectives 4.1, 4.2, 4.3, 4.4, 4.6, 4.7, 4.8 above)

5.3.1  Identify and develop the skills we need now and in the future and support the Continuous 
Professional Development of employees to:

l  Equip employees with the skills they need to undertake their roles now and into the future.

l  Support employees and managers to embrace change.

l  Motivate and engage employees.

l  Develop high performing individuals and Teams.

l  Enable us to grow our own staff and support employees to achieve their potential.

l  Retain valued employees who have the right values and the right skills.

l  Enable effective organisational development.

l  Improve delivery of services to customers. 
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5.3.2  Enhance managers’ skills, competence and confidence to enable them to take responsibility for 
all aspects of people management and effectively manage and develop their staff.  

5.3.3  Develop the leadership skills of all our managers to enable them to own business performance 
and take the lead to turn it around; to make decisions within their levels of responsibility; to 
be good role models, demonstrating commitment to the organisation’s values, by collaborative 
working with colleagues across departments, and valuing employees.

5.3.4  Proactively support employees with an excellent attendance record, to undertake volunteering 
externally. 

5.4 Employee involvement

(Meets Objectives 4.1, 4.2, 4.3, 4.4, 4.6, 4.7, 4.8 above) 

5.4.1  Further develop mechanisms for encouraging employee feedback and involvement in identifying 
improvements, working smarter, developing services and enabling us to be a better employer.

5.5 Employee Health and Wellbeing

(Meets Objectives 4.1, 4.2, 4.3, 4.4, 4.6 above)

5.5.1  Build on our employee health and wellbeing initiatives, to proactively support the positive 
mental health and wellbeing of our employees.

5.6 Employee Reward 

(Meets Objectives 4.2, 4.3, 4.4, 4.5, 4.6 above)

5.6.1  Provide a Fair Deal for all employees in relation to terms and conditions of employment, pay, 
benefits and reward, that enable us to:

l Attract, retain and reward high performing employees.

l Support our Values and Performance-driven culture

l Work towards becoming One Coastline.

5.7 HR Service

(Meets Objectives 4.1, 4.2, 4.3, 4.4, 4.5, 4.6, 4.7, 4.8, 4.9 above)

5.7.1  Provide an excellent and consistent service to all our customers that is professional, 
knowledgeable, helpful, timely, business focussed, proactive and adaptable.

5.7.2 Provide a cost efficient service that adds value to the business.
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Area What we want to achieve Actions By when

20
15

20
16

20
17

Employee 
Resourcing

Have the right staff, with the right skills, 
at the right time; and create more career 
development opportunities, trainee posts/
Apprenticeships, to enable us to grow our own 
and develop the skills we need for the future.

Modernise our approach to recruitment and 
selection. 

Manage retention to ensure we retain valued 
employees and have a healthy turnover.

Support managers to develop Workforce Plans to meet the short-
term and long-term demands of the business.

4

4

4

4

4

4

4

4

4

4Continue to develop our links with schools, colleges and 
universities, to support work experience, the development of 
business skills, selling ourselves as an employer of choice, utilising 
programmes such as Unlocking Potential for defined project work 
and supporting the ongoing development of the Inspiring Futures 
Work Experience Programme.

Review our recruitment information to ensure that it is modern, 
reflects our Brand and our Values, sells what we do and what 
makes us different.

Review recruitment sources to maximise the use of online adverts 
and social media.

Develop a suite of selection methods to assess values, attitude 
and competencies as well as knowledge, skills and experience.

Review our Relocation Package to consider what non-financial 
support could potentially be provided to partners/families of 
employees who are relocating, to facilitate their settling in to life 
in Cornwall.

Review the Induction Programme to support the integration of 
new employees into Coastline, instil our Values and outline our 
expectations

Further develop exit interview/leavers procedure.

6.  ACtiOn plAn
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Area What we want to achieve Actions By when

20
15

20
16

20
17

Performance 
Management

Employee 
Development

Employee 
involvement

Provide managers and Non Executive Directors with  
the best information, training, advice and support, to 
effectively manage the performance of their employees.

Review and measure the performance of 
managers, to ensure their management of 
employees is effective.

Identify and develop the skills we need now 
and in the future and support the Continuous 
Professional Development of employees. 

Enhance managers’ people management and 
leadership skills.

Further develop mechanisms for encouraging 
employee feedback and involvement.

Develop a revised Employee Performance Management 
Framework to include Policy, Procedure, Guidance for Managers 
(and Non Executive Directors) and templates.

4

4

4

4

4

4

4

4 4

4

4

4

4

4

4

4

Develop the Appraisal system.

Develop the Competency Framework to include Management 
Competencies.

Through a revised Appraisal system, workforce planning and 
managers training, managers to undertake a more rigorous 
assessment of individual/Team development needs and identify 
creative opportunities to address these.

Link Workforce Plans to the Company Training Plans, to support 
CPD of employees and succession planning in a structured way.

Undertake an annual review of Mandatory Training for each 
Company.

Expand Trainee posts/Apprenticeships across the Group to 
develop the skills we need for the future, creating potential 
employment opportunities for those who have completed the IF 
Work Experience Programme.

Develop a rolling Management Development Programme to 
develop managers’ soft and hard skills.

Review and expand the remit of the Staff Forum.

Support the development of Staff Forum Representatives, 
eg basic employment law, employee involvement, effective 
communication, representing employees at formal processes.

Consider the implementation of employee satisfaction surveys, in 
addition to the Best Companies employee engagement survey.
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20
15

20
16

20
17

Employee health 
and wellbeing

Employee Reward

HR Service

Proactively support the positive mental health 
and wellbeing of our employees.

Provide a Fair Deal for all employees in relation 
to terms and conditions of employment, pay, 
benefits and reward.

Provide an excellent and consistent service 
to all our customers that is professional, 
knowledgeable, helpful, timely, business 
focussed, proactive and adaptable.

Provide a cost efficient service that adds value to 
the business.

Proactively support employees with an excellent 
attendance record, to undertake volunteering 
externally.

Provide training for all Managers to include: mental health 
awareness; the link between poor management and employee ill-
health; and how to proactively support positive mental health and 
wellbeing of employees through good management practice.

Keep under review and aspire to work towards implementing the 
Living Wage for any employees who are paid below this.

Review the Group’s Pension’s Strategy.

Undertake a comprehensive review of terms and conditions of 
employment, including pay, reward and benefits; understanding 
what benefits are important to employees and considering if we 
can offer any flexibility in the benefits we provide.

4

4

4

4

4

4

4

4

4

44

4

4

4

4

4

4

4

4

Develop a policy, procedure and system for recording volunteering 
activities and time; and promote the opportunity to volunteer to 
employees with an excellent attendance record.

Support employees to undertake one day a quarter of 
volunteering externally by 2017.

Review and improve the information/tools available to managers, 
eg Guidance for Managers, templates, etc.

Review and improve the information available to employees, eg 
Staff Handbooks, information on Coastnet.

Review and maximise the use of HR Software to reduce the time 
spent on administrative tasks and free up HR capacity to provide 
advice and support.
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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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