
Coastline Trust Charter

Effective handling of complaints 
• Simple and accessible ways to raise issues 
• Resolving issues before they become a complaint 
• Learning from issues and complaints 

Responsible neighbourhood management 
• Clean and well-maintained shared areas 
• Positive contributions to local communities 
• Resolving community concerns and anti-social behaviour fairly and promptly 

Keeping properties in good repair 
• Affordable, clean and secure homes free from disrepair 
• Easy to use, good quality and timely repairs service 
• Friendly and reliable customer service 

Respectful & helpful engagement 
• Respectful interactions and active listening 
• A range of opportunities to give feedback and hear how it is used 
• Consultation ahead of significant changes to services 

Maintaining building safety 
• Listen to, take seriously and act upon any safety concerns  
• Ensure all of our properties are compliant with all the required building safety standards

Overall satisfaction 
It is important to us that you trust us as your landlord, and we pride  
ourselves on making improvements based on listening to your feedback.  
You can expect us to: 
• Be open, honest and accountable 
• Use helpful and clear communication  
• Be consistent, fair and respectful 
• Treat you as an individual 

This will be achieved by:

You told us,
we listened,

together we...

Valuing and celebrating differences
• Demonstrating inclusivity across all customer groups
• Through seeking the views of all groups, and
• Recognising and removing barriers to participation




