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This report updates you on our progress with the previous Equality and Diversity Strategy 2015 – 2018 and sets outs the 
aims of our new Equality, Diversity and Inclusion Strategy 2018 – 2021 that was approved in September 2018.

Both strategies include five key objectives that ensure equality, diversity and inclusion are at the heart of our business.

Objectives

Values

1 To provide our services in ways that are easy to access

2 To provide services that meet the needs of our customers and applicants, in particular our repair services

3 To recruit and treat our staff in ways that are fair to all

4 To ensure our contractors and partners carry out their work for us in ways that support our commitments 
to promote equality and diversity

5 To ensure that there is clear and consistent communication between Cottsway and its residents and 
applicants, which includes providing information in a range of formats where needed.

Commitment we’re here for the long-term

Honesty being open and transparent about how we do business

Opportunity doing all we can to provide customers with chances to enhance their lives

Engagement creating a true partnership between customers and staff

Community we are part of, and value the communities in which we work

Achieving these objectives will also help us implement our values which are:

The Equality, Diversity and Inclusion Group identified a range of actions that would help us deliver against each of these 
objectives. This report sets out the progress we have made delivering on our objectives and uses case studies to highlight 
how customers and staff have benefitted.
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What do we mean by equality, diversity 
and inclusion?

Equality is about creating a fairer society where everyone can participate and has the same opportunity to fulfil their 
potential.

Equality is backed by legislation (Equality Act 2010) and aims to address unfair discrimination, harassment and 
victimization; advance equality of opportunity and to foster good relations between people who share a protected 
characteristic and those who do not.  There are nine protected characteristics: 

• Age
• Disability
• Gender reassignment
• Marriage and Civil Partnership
• Pregnancy and maternity 

Diversity acknowledges and values the full range of differences between people both in the workplace and in wider 
society.

Diversity recognises that an individual’s ability to realise their potential can be influenced by a range of factors beyond 
the protected characteristics included in equalities legislation.  These additional factors include social, economic and 
educational background, nationality etc.

Inclusion refers to an individual’s experience within wider society and the extent to which they feel valued and included.
 
The Equality, Diversity and Inclusion Group
We have a well established Equality, Diversity and Inclusion Group that meets every two months to review our 
performance and progress actions.  Chaired by the Operations Director the group also produce this annual report, raise 
awareness among staff of EDI issues and generally oversee our approach to equality, diversity and inclusion.  The group 
ensures we comply with the law covering equality and meet our Regulator’s Standards for registered housing providers.

• Race
• Religion and belief
• Sex
• Sexual orientation.



www.cottsway.co.uk

4 Equality and Diversity Annual Report 2017-2019

A few success stories

Georgia’s story

Georgia Palmer joined Cottsway as a Graduate Trainee in September 
2018 through the Charityworks Graduate Scheme. With her time 
split between the Asset Management and Asset Compliance teams, 
Georgia gained a broad insight into Cottsway’s work and developed 
a number of skills including leadership, organisation and problem-
solving. Cottsway has supported Georgia’s professional development 
throughout the Graduate Programme, accommodating the time 
required for study days and assignments. Now, less than a year on, 
Georgia is an Asset Officer in the Asset Management team and 
manages the Aids and Adaptations projects. 

“I feel really lucky to have been given a large amount of responsibility and 
ownership over my work from day one and to work for an organisation 
that really cares about doing the best for their tenants”.

Ross – Our house project trainee

Ross is 19 and has been partially blind since birth. He left secondary 
school with no GCSE’s and was homeless at 18. Ross came to the 
‘Our house’ project through Banbury Youth Homeless Project (BYHP). 
When Ross moved into ‘Our house’ in Witney he worked on life 
skills such as cooking and managing his budget. He worked closely 
with the project’s Independent Work Coach and was accepted onto 
the Princes Trust Work Programme.  He also joined Windrush Bike 
Project for their six-week bike maintenance course and learnt how 
to get his own bike road worthy. Due to Ross’s visual disability he 
is unable to drive but now he has transport to get to any work or 
college in the local area. Ross says  
 
“I have really enjoyed being a part of the ‘Our house’ project and have 
been supported back in to education whilst having the chance to live in a 
nice house with a roof over my head”.
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Funding for Numskills

Cottsway awarded a grant to Oxford-based charity Quest for Learning to teach a ‘Numskills’ programme to group of Year 
2 to Year 4 pupils at Our Lady of Lourdes Primary School in Witney.

The 30-minute sessions are designed to help the children improve their mental maths and calculation skills, while having 
fun with numbers and playing games.

Jenny Walker, Principal of Our Lady of Lourdes, said: 
“We are really excited about this project and we’re very grateful for the funding from Cottsway which has made this happen.  The 
sessions will provide extra support where it’s needed and will give an extra boost to the children. We know that they will benefit a 
lot from this and this is appreciated not only by the school, but by parents and carers too.”  
 
Since then Quest for Learning have reported that both children and parents have found the sessions to be really useful 
with a teacher reporting her student is “definitely more confident in his use of maths, his basic recall has improved and I think 
this will have a positive impact on his SATs scores.”  Another student has found a good use for their new skills saying 

“When I’m playing computer games at home I’m better at calculating my scores!”.
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Our strategic objectives

Objective 1: Accessible services
We need to ensure that all our customers can contact us and gain access to our services as easily as possible. 
This should be true for both older and younger people, those with or without disabilities, for people who live in 
villages as well as those who live in towns, for people who can use the internet and for those who cannot. We are 
committed to ongoing improvement in providing fair, accessible and inclusive services and for this reason, our first 
equality, diversity and inclusion objective is to provide our services in ways that are easy to access.

Some examples of what we have done
• Provided Google translate for staff
• Worked in partnership with “We Are Digital” to provide digital skills training for customers to help address 

social and rural isolation, to save money and to enable customers to contact us via the internet
• Provided pre-tenancy workshops for new and prospective tenants
• Provided loan tablets for customers, to provide access to digital services, primarily supporting our older 

demographic

In 2019 – 2020 we will
• Implement improvements to our pre-tenancy workshops and support service
• Continue to provide courses to tackle digital exclusion and enable customers to contact us via the internet
• Expand the number of loan tablets available through our tablet loan scheme and include loan laptops in our 

offer.

Objective 2: Services that meet people’s needs
We need to ensure that the services we provide meet the needs of our customers and that they feel valued 
and included.  We will develop our capacity to understand and respond to their housing needs and aspirations 
and seek to ensure that services are provided fairly and effectively. Our second equality, diversity and inclusion 
objective is to provide services that meet the needs of our existing and future customers.

Some examples of what we have done
• Increased our range of satisfaction surveys to include new build homes and shared owners & leaseholders
• Provided £18,720 of grant funding in 2017/19 and £20,000 in 2018/19 to local community projects through 

our Community Fund
• Set up a furniture re-use project to support customers in need
• Launched a new hoarding disorders support group with our partner Helping Hands for Hoarders
• Worked with WODC to deliver the new Community Housing Fund ‘Our house’ project to provide additional 

housing options for people aged under 35

In 2019 – 2020 we will
• Review whether we can extend the range of minor repairs/ maintenance services our partners can offer to 

older people and people with disabilities – for example unblocking drains
• Review the assisted decoration and gardening service to ensure it continues to meet need and is being 

accessed by people who need it most
• Review access to the aids and adaptations service
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Objective 3: A Fair and Inclusive Employer
As well as treating our customers fairly we must also treat our staff fairly. We need to ensure that we recruit and 
promote staff fairly and support a culture that enables all staff to achieve their full potential. We want to sustain 
a workplace where the dignity and rights of all are respected and protected, and the needs of staff are met.  We 
want Cottsway to be an employer who embraces diversity and is inclusive. Our third equality, diversity and 
inclusion objective is to recruit and treat our staff in ways that are fair and inclusive. 

Some examples of what we have done
• Offered apprenticeships and work placements for the DWP and local schools
• Signed up to the Disability Confident scheme for employers
• Provided a 24/7 advisory and support service for staff
• Introduced specific equality and diversity questions in staff exit interviews
• Supported the Carterton Community Careers fair and delivered a supported careers fair in partnership with 

Aspire

In 2019 – 2020 we will
• Continue working with schools, colleges and other agencies to attract more people with disabilities and 

women to apply for our jobs
• Explore options for refresher Equality, Diversity and Inclusion training/activities with a focus on  

disability awareness
• Actively promote agile working to promote accessible working for people with disabilities
• Implement our new Health and Wellbeing Strategy

Objective 4: working with partners
We work closely with a range of partners including contractors, public services, charities and voluntary 
organisations and community groups. We want to make sure that everyone with whom we work shares our 
commitments to being inclusive and treating people fairly.  Our fourth equality, diversity and inclusion objective 
is to ensure our contractors and partners carry out their work for us in ways that support our commitments to 
promote equality, diversity and inclusion.

Some examples of what we have done
• Required contractors and partners to sign up to our equality and diversity commitments and included EDI 

requirements in some contracts
• Been a member of the Safe Places campaign
• Worked with partners to provide support to our customers, this includes the foodbank and priority access to 

Citizens Advice
• Our staff have raised £3,333 for our nominated charity, the Alzheimers Society in 2017/18 and £6,209 for 

Helen and Douglas House in 2018/19
• Cottsway donated £2,500 from the Community Fund to support West Oxfordshire Community Transport 

Service
• Offered access to smartphones through our partnership with Reconnected

In 2019 – 2020 we will
• Continuing to offer apprenticeships and work experience for unemployed people;
• Work with partners to promote diversity and inclusion in recruitment.
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Objective 5: Clear and consistent communication
We are working hard to deliver our services fairly and effectively but if we don’t communicate well with 
our customers, no-one will know it is happening. We want to ensure that there is prompt, relevant and 
understandable two-way communication. We want to make sure that communication is carried out in ways that 
suit everyone and appropriate use of language is used in all communications.  Our fifth equality, diversity and 
inclusion objective is to ensure clear and consistent communication between Cottsway and its customers, which 
includes providing information in a number of ways.

Some examples of what we have done
• Provided language line for accessing services and translations as required
• Provided guidance to staff on how best to communicate with disabled customers
• Provided staff with dementia awareness information sessions
• Reviewed our standard letters to better reflect our brand and ensure clear, consistent communication
• Provided hearing loops in reception and meeting rooms.

In 2019 – 2020 we will
• Increase the use of the plain English campaign membership
• Investigate an app for offering British Sign Language
• Create ‘easy read’ information leaflets
• Review our key Service Standards with customers and re-publish them
• Publish an annual report on Equality, Diversity and inclusion for our customers
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EDI Key Performance Indicators

We need to be able to measure performance to ensure we are effective and KPIs are one way of doing this. The equality, 
diversity and inclusion group have set a number of KPI’s that they monitor, including:
• Customer profiling overall collection rates
• Customer profiling overall collection rates for new tenants
• Employment – that our workforce broadly reflects our local community
• Governance – that our Board broadly reflects the profile of our customers.

We also monitor our satisfaction data collection for key services by age, disability, gender, ethnicity and sexual orientation 
to ensure no group is being excluded or treated less favourably, including:
• Overall customer satisfaction
• Satisfaction with day-to-day repairs
• Satisfaction when contacting Cottsway
• Satisfaction with how well we listen to and act on your views 

Customer, staff, board and local profiling
Equality and diversity are key issues for social housing providers. We need to demonstrate fair treatment of all employees 
and the ability to provide flexible and responsive services to tenants, ensuring all tenants and service users enjoy the 
same level of service and opportunities to engage with us.

Our customers
We have equalities profile data on over 90% of our customers in relation to age and gender; over 80% for sexual 
orientation and ethnicity and 76% for disability. We have set much more challenging targets in order to improve the data 
collected and this is a key focus for us in the year ahead.
This information enables us to examine the way in which we deliver our services and assist us in understanding any 
differences there may be between different groups. This will allow us to adapt and services to better meet the needs of 
our customers.
It’s worth noting that twice as many Cottsway customers have a disability or vulnerability compared to the broader 
population of West Oxfordshire.

Our staff
In most areas staff do broadly reflect the local population however it’s worth noting that having an in-house workforce 
does increase the number of male staff and is something we are actively trying to address.  A higher percentage of people 
aged 30-59 are employed by Cottsway as staff or board members than are present in the local population and we employ 
a lower percentage of people aged 60+ than are found in West Oxfordshire.  The percentage of employees who are 
known to have a disability is also lower than the percentage of local people but this may be due to under reporting.

Our Board
The aim is for the composition of the Board to broadly reflect the composition of its customers.  Board membership is 
over represented in the 55-64 category and predominantly male; this is something that we need to consider as part of 
any Board succession planning.

Pay Analysis by gender and job group
This has been a focus of media attention over recent months.  Due to size of our organisation we are not required to 
publish this data however we do undertake a gender pay gap exercise each year and report this to the Board.  This year’s 
results show that there is not a gender pay gap.
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Equality, Diversity and Inclusion

Provided Google  
translate for staff

Provided access to 
loan tablets and smart 
phones to customers

Provided £38,720 of Community 
Fund grants to 26 projects

Staff raised £9,542 
for charity

Worked with WODC 
to launch the ‘Our 
house’ project

Launched a 
hoarding disorder 
support group

Signed up to the 
Disability Confident 
scheme

Provided hearing 
loops at Cottsway 
House

Delivered pre-tenancy workshops 
to help sustain new tenancies

Set up a 
furniture 
re-use 
project

Joined the 
Safe Places 
campaign

Introduced EDI 
questions in staff 
exit interviews

Provided 
priority 
access to 
Citizens’ 
Advice 
for our 
customers.

Provided a 24/7 
advice and support 
service for staff

Our activities 2017-2019
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Resourcing our Equality and Diversity activities
Existing resources are used to progress actions relating to the Equality and Diversity Strategy. The work undertaken by the Equality and Diversity 
Working Group contributes to our compliance with the law and our responsibilities set out in the Homes and Community Agency’s Standards for 
registered housing providers. 

To check progress with our Equality & Diversity Action Plan 
E: contact@cottsway.co.uk  
T: 01993 890000

Cottsway House, Heynes Place, Avenue Two, Witney OX28 4YG

Follow us on:
Twitter, Facebook and YouTube


