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Introduction
Formed in 2001, we are the 
largest housing provider in West 
Oxfordshire and we also have homes 
in Gloucestershire, Wiltshire and 
Worcestershire. 

These range from flats and bungalows to family 
homes, for affordable or social rent or to buy 
under shared ownership. 

We are in a strong, robust financial position and are 
committed to working in partnership to do more 
to help people in housing need, while adding social 
value to the communities we serve. We already 
have over 10,000 customers and our ambition is to 
own and manage 6,000 homes by 2026.

I speak on behalf of everyone on our Board 
when I say that we’re extremely pleased with 
what has been achieved over the last 12 months.

As I write this (July 2020), we are in the 
grips of the Coronavirus pandemic, with the 
UK lockdown starting to ease. We entered 
unprecedented times with the onset of the 
pandemic in March. This impacted on some of 
our year-end work but, as you’ll see when you 
read through this report, 2019-20 was another 
highly successful year for Cottsway and I’m 
pleased to say that we were in an excellent 
position to react thanks to our efforts in recent 
years to enable staff to work remotely.

We have continued to reinvest in our existing 
homes and the hard work and dedication of 
our skilled repairs and maintenance team is 
reflected in high customer satisfaction rates. 
Our customers are at the heart of all we do and 
it is pleasing to see that 90% are happy with the 
overall services we provide. 

Whilst this is a high majority we are not 
complacent and despite the challenges we are 
currently facing as a result of the pandemic, we are 
making every effort to ensure all our customers 
receive the service they rightly expect of us. We 
improved ways of recording and responding to 
feedback in 2019-20 and we are continually 
looking at ways to involve our customers. 

We had many new customers join us during the 
last year, with substantial investment of our 
surplus income re-invested to provide  

186 additional homes for rent and shared 
ownership. I’m delighted to say that this is 28% 
more than in 2018-19 and 6% ahead of target. 
But we know that we need to do more. We have 
over 25,000 people on housing waiting lists in 
the region we serve and just over 2,400 people 
registered for shared ownership homes. Despite 
the pandemic impacting our building programme 
at the start of this new year, we are committed to 
delivering as many new affordable homes as we 
can this year.

We continue to be a well-managed, financially 
robust organisation, as reflected in our regulatory 
ratings. As part of our succession programme, we 
welcomed Alix Green and Lizzie Hieron to the 
Board at the end of the year. We said farewell to 
Colin Sherriff and Richard Purchase will also leave 
us in September – thank you to both of them for 
their contributions to Cottsway.

I hope that you find this report informative. See 
our full audited accounts and Value for Money 
Summary at: www.cottsway.co.uk/publications

There is no doubt that there will be testing times 
ahead as we adapt our business in response to 
the pandemic, while ensuring the safety of our 
customers and staff, but we continue to plan for 
the future and I am confident that Cottsway is 
well-placed to rise to the challenge. We will keep 
you informed of our progress over the next year.

Andrew Hall 
Cottsway Board Chair

 Andrew Hall
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Some highlights from the year:

2019-20 snapshot

We reached our

5000th
home milestone at the end of 
2019-20

We invested

£117k
in supporting 
communities and 
customers

We invested

£38.5m
to build more new 
affordable homes

We have

strong
G1 Governance V1 Viability 

ratings from the 
Regulator of Social Housing 

We invested to maintain and 
repair existing 
homes£7.3m

90%
of customers are happy with 

the overall service we provide

We collected over

100%
rent 
Over 100% due to customers 
choosing to over-pay so that they 
are in credit and pre-payments 
taken in advance (eg. new 
customers taking out tenancies 
paying rent in advance).

NEW! 
Nine new developments  
and a revolving credit 
arrangement established  
with West Oxfordshire  
District Council: to provide even 
more new homes. 

NEW! 
Quarterly customer 
feedback and 
complaints 
published: for greater 
transparency.

NEW! 
Customer 
Charter: so 
everyone knows 
what services they can expect  
from us.

NEW! 
Website: more 
information 
and ways for 
customers to contact us online, with 
further improvements on the way.
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We delivered 186 additional homes in 2019-20, 
up by 28% on the previous year and 6% ahead of 
target. This included 126 for affordable rent,  
2 for social rent, 57 for shared ownership and 1 
purchase back of a former Cottsway home. We 
are continuing to provide more new homes this 
year following the UK lockdown and we aim to 
have 6,000 homes by 2026.  

Communities that benefited from new 
affordable Cottsway homes included Brize 
Norton, Milton-under-Wychwood, Stanton 
Harcourt, Tackley and Witney, all in West 
Oxfordshire, along with Bourton-on-the-
Water, Longborough and Cheltenham, in 
Gloucestershire.  

Building new homes for the future
We work in an area where the average house price is 12 times the average annual salary 
and we are committed to doing more to help people in housing need. It is vital that we 
continue to use our strength as a financially stable business to build more new homes.

Working together to do more

We continue to forge and maintain strong 
partnerships with local authorities and 
development partners to achieve more. This year 
we invested more than £38 million to develop 
new affordable homes and were delighted that 
the Regulator of Social Housing approved our 
innovative revolving credit agreement with West 
Oxfordshire District Council, which initially 
provided a further £10 million towards even more 
new homes. This has enabled us to provide an 
extra 48 properties for affordable rent and shared 
ownership over two sites in the village of Tackley.

Council Leader Cllr James Mills, said: 

“We are extremely pleased to be working with 
Cottsway to create further opportunities for 
affordable housing in West Oxfordshire. Providing 
affordable housing in the district is one of our 
top priorities and this funding will make a real 
difference to many families and individuals who 
are struggling to get on the housing ladder.”

“Perfect for me”

Anne Magee previously lived with her sister 
and a friend before moving into a one-bedroom 
apartment on our new Furlong Rise development 
on the edge of Cheltenham last summer. She said:

“I couldn’t afford to rent privately by myself, it’s 
very difficult when you only have one income 
and the costs are so high. I was so happy to be 
given this opportunity, the flat is perfect for me. 
We’re lucky to have good views here, it’s in a great 
location and the neighbours are really good – I’m 
just really pleased!”

New home movers satisfaction 
of our new home movers 
were satisfied with the 

quality of their home.
90%

 Anne Magee outside her new flat

 Cllr Mills with 
Richard Reynolds, 

our Resources 
Director
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Our latest partnerships

Mactaggart & Mickel have been building homes 
in Scotland for nearly 100 years and they chose 
to work with Cottsway for their first scheme in 
England – developing 31 new homes for rent 
and shared ownership at St Jude’s Meadow in 
Milton-under-Wychwood, West Oxfordshire.

We were delighted to hear they’d won a National 
Housing-Building Council Pride in the Job award 
for their work at this site, which completed in 
early March. 

Joanne Casey, Managing Director for Mactaggart 
& Mickel’s Homes England, said: 

“We are really proud of our first English 
development. Our partnership with Cottsway has 
allowed us to offer a broad range of housing options 
at St Jude’s Meadow and we’re delighted to hear the 
new residents are thrilled with their new homes.”

Alex Hart, one of our own staff, was elated to be able to get on the property ladder by purchasing a 40 
per cent share in her two-bedroom flat at the Milton site. She said: 

“Having worked at Cottsway for four years, I’ve seen first-hand how their work helps people and I had no 
hesitation in going for a shared ownership property through them. I worked hard to save and shared ownership 
has given me the opportunity to become a homeowner, which I wouldn’t have been able to do otherwise.”

126 new affordable

2 new social

57 new shared ownership

1 buy-back

£38.5m
invested in building 
new homes

186
new homes
Up 49 (28%) on 2018-19

6% ahead of target

 Alex Hart in her new home

 Joanne Casey with Vivian Rosser, our Chief Executive
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Improving existing homes
Our houses are our customers’ homes and we work hard to 
help keep them in excellent condition.

We have a diverse range of homes, the oldest dating back to the 18th 
century, and we invested £7.3 million last year in repairing and maintaining 
them. We have an in-house team of 42 trade operatives who take great pride 
in providing a high-quality repairs and maintenance service and we also 
work with trusted contractors.  

This enables us to deliver a responsive and effective repairs service 
24-hours-a-day, 365 days of the year, along with essential health and safety 
work including gas servicing and electrical testing. We’re pleased to say that 
100% of our emergency repairs were carried out on time.

We also have a planned maintenance programme to ensure we continue 
improving homes, including fitting new kitchens and bathrooms. We repair 
homes that become empty so that they are in a suitable condition before 
new customers move in. 

Andras Kiss, one of our kitchen fitters who works with our Planned Team, said: 

“We work hard to do a good job and  finish everything to the highest standard 
we can. It’s rewarding to know we’re making a difference for people by 
improving homes already tenanted and those homes that need work to get 
them ready to be let.”

Repairs customer satisfaction 
of our customers 
were satisfied with 

the repairs service we provided.
89%

 Andras Kiss, kitchen fitter

Average costs
Repairs:  Repairing an empty home for re-let: 

£125 £1,982
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Where the money’s been spent 2019-20:What we’ve done:

Repairs 2019-20 2018-19

Number of responsive repairs 10,986 11,120

Number of emergency repairs 809 874

Emergency repairs carried out on time 
(within 24 hours)

100% 100%

Planned maintenance 2019-20 2018-19

Kitchens fitted 128 108

Bathrooms fitted 102 51

Empty homes repaired 314 213

Gas services 3,806 3,773

Electrical safety checks 859 1,006

Routine maintenance 
£1.8m

Day-to-day repairs requested 
by customers and repairs to 
empty properties between 

tenancies.

25%

Major repairs 
£0.7m

Larger repairs that involve a 
greater amount of work than that 

of day-to-day repairs which need to 
be carried out more urgently than 

as part of planned maintenance.

9%

Planned maintenance 
£2.1m

A planned programme of works to 
ensure properties are kept in good 
condition, such as roofing, fencing, 

paving and external painting.

29%

Component replacement
£2.7m

Replacing components such as 
kitchens, bathrooms and boilers. 

This is part of our planned 
maintenance programme.

37%

Total
£7.3m
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Supporting customers and communities 
Cottsway isn’t just about providing homes for people. We work in partnership with our 
customers and take their needs and viewpoints very seriously. We also take pride in 
adding social value to the communities we serve.

We received the following from customers:

• 2,298 replies to customer surveys

• 90 responses to consultations on things like 
service and policy changes

• 355 feedback responses (including general 
comments, compliments and complaints)

Satisfaction with: 2019-20 2018-19 Compared to peers*

Overall customer satisfaction 90% 88% Upper quartile

Quality of homes 88% 87% Upper quartile

What we provide in return for the rent customers pay 89% 88% Upper quartile

Neighbourhoods as a place to live 90% 91% Upper quartile

Estate services 83% 80% No benchmark 
comparisonLast contact experience 86% 85%

Listening to customers’ views 72% 70% Median

*We compare ourselves with similar-sized housing associations in the South East and South West via HouseMark to 
review our performance and continue improving. Our performance is mostly well above the average and either close 
to or in the top quarter in terms of operational performance.

Full results from customer feedback is published on our website: www.cottsway.co.uk/getinvolved 

We’re listening

We value all feedback and use this to help us 
improve our services. We’ve continued to use 
independent market research company Acuity to 
carry out different types of surveys for customer 
feedback and we also record and respond to all 
feedback passed on via our customer services 
team.

In 2019-20, we:

• Started to publish a quarterly summary of all 
feedback and complaints, along with ‘You said, 
we did’ examples of changes we’ve made in 
response. 

• Re-launched our Scrutiny Group – they’ve 
met regularly to scrutinise our work, provide 
feedback and make suggestions to help us 
make improvements. They’ve also started to 
hold Facebook live sessions to reach out to 
other customers.

• Continued to increase our presence 
and engage with people on social media, 
responding to comments and queries.

 Vanda White, Chair of our Scrutiny Group

https://www.housemark.co.uk/
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Community impact

We invested £117k last year to support 
communities and customers. This ranged from 
digital training and laptop loan schemes through 
to grant funding. 

A total of £25k was made available via our 
Cottsway Community Fund to both Cottsway 
customers, for help with training and education, 
and projects, groups and events that benefit our 
wider communities.

This included £1,875 for Windrush Bike Project, 
a social enterprise based in Witney, to enable 
volunteers to attend bike mechanic workshops 
to help them refurbish bikes. Director Kath 
Cochrane said: 

“We’ve supported 28 youth bike mechanics and 
12 adult mechanics over the past year, and the 
funding from Cottsway will enable us to do even 
more. We’re very grateful.” 

The Project’s work proved invaluable during 
the Coronavirus outbreak as they subsequently 
helped over 40 keyworkers get to work.

When the pandemic struck in March, we reacted 
quickly to open up our grant applications to local 
projects supporting vulnerable and shielded 
people to get food or access to key services or 
support while isolating. Funding went to three 
projects, including Witney Land Army who 
were given £1,000 to help with items such as 
protective equipment, hand sanitiser and phone 
lines to ensure the volunteers can interact safely 
and easily with those in need.

What we’ve done:

We supported

15
community groups and 
individuals with grants

We helped

3 communities by  
providing skip days

We installed a

defibrillator
at our offices for community 
use with support from 
Travis Perkins

We assisted

7younger people
in housing need by 
expanding the Our 
House project

We provided

£50k
to West Oxfordshire Citizens’ 
Advice to fund a free, impartial 
financial and debt advice 
service for our customers

 Kath Cochrane with volunteers at the Windrush Bike Project
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Where the money goes 
We are an efficient and effective business 
and we generate profits to reinvest in 
maintaining homes, services and building 
new homes.

We deliberately operate within a manageable and 
cost-effective distance of our office in Witney, 
West Oxfordshire, to deliver the best value for 
money and efficient services to our customers.

2019-20 2018-19

Annual income £30.7m £26.5m

Annual expenditure £26.5m £24.5m

You can find our full audited accounts 
and a Value for Money Summary 
with further information about our 
performance on our website:  
www.cottsway.co.uk/publications 

Income Most of our income comes from rent.
We collected 100.55%* rent 
in 2019-20 (£27.6m) 

Other income comes from service charges 
and proceeds from the sale of shared 
ownership properties. 

*Over 100% due to 
customers choosing to over-
pay so that they are in credit 
and pre-payments taken in 
advance (eg. new customers 
taking out tenancies paying 
rent in advance).

Expenditure Our income paid for:

• £7.3m of repairs and maintenance to  
our customers’ homes.

• £6.7m on services provided and other 
running costs, including staffing.

Surplus After-interest, we had a 
cash surplus of £13.2m to reinvest

We used this alongside other available 
funds (loans and grants) to build more 
affordable homes. 

Investments We invested £38.5m in 2019-20  
to deliver 186 more homes.
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Always improving 

We continue to modernise and digitalise our 
business, with the aim of giving customers more 
opportunities to contact and interact with us 
online.

Our office staff are equipped to work remotely 
and this enabled us to respond swiftly when the 
Coronavirus pandemic struck in March. 

Ed Telfer, one of our income officers, said: 

“Having the ability to work remotely from the office 
helps us to be more agile, effective and efficient. 
It’s not just about working from home, I have the 
equipment to hand when dealing with customers 
which enables me to help them there and then, and 
when I am out and about at meetings.” 

We launched our new website in late February, 
enabling customers to find information about 
their home and our services at the touch of a 
button. 

Our website averaged 11.2k pageviews each 
month from September to February. This 
compares to 24.3k pageviews in March. Website 
analytics also show a high level of interest in 
our self-service customer portal, which we are 
working to replace in 2020-21 with the aim 
to make more online services available in the 
future.

We experienced delays in launching our new 
‘back office’ systems, but these will go live in 
2020-21.

Customer contact during Quarter 4  
(pre and post website launch) January February March

Website pageviews 11.7k 17.1k 24.3k

Website users 3.4k 3.4k 4.6k

Social media messages received 39 47 82

Customer telephone calls 5.6k 5.1k 5.0k

 Income officer, Ed Telfer, working remotely
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Looking to the future
At the time of writing (July 2020), the Coronavirus pandemic is continuing. We are 
partially re-opening our offices at the start of August to bring back a small number of 
staff to help us get our routine repairs service fully functional. 

The majority of our non-trade operative staff will 
continue to work from home for the foreseeable 
future in support of social distancing. We will 
continue to invest in supporting our staff to ensure 
they can work remotely effectively as we navigate 
these unprecedented times.

Over the coming year, as well as continuing to 
provide a high-quality repairs and maintenance 
service, we will:

• Continue our work to provide more new homes, 
with developments in Bampton, Brize Norton, 
Carterton, Shipton-under-Wychwood, Stanton 
Harcourt, Tackley and Witney.

• Start to redevelop two of our former schemes at 
Blenheim Court, Carterton, and Lavender Place, 
Bampton, into 49 flats for social rent.

• Launch our new internal systems as we continue 
our modernisation.

• Introduce a new telephone and communications 
system – we’re looking at news ways for 
customers to get in touch with us, including live 
chat on our website.

• Upgrade the customer portal on our website to 
enable users to do more online.

• Look at ways to reduce our impact on the 
environment.

We have a new Investment Strategy with clear 
plans for the future, including growth within 
our tight geographical area to enable us to be 
efficient and effective when managing, repairing, 
maintaining or checking the safety of our homes. 
Longer-term, we aim to:

• Invest more than £330 million in new homes over 
the next 10 years to double the number of homes 
we own and manage to 10,000, using existing 
partnerships and developing new ones to support 
this.

• Invest around £85 million in our existing homes 
over the next 10 years and increase their 
quality, safety and energy efficiency in line with 
government standards.

Given the circumstances, we have not set 
performance measures at this time for  
2020-21, but we continue to review this and 
monitor service delivery and satisfaction.

Cottsway House
Heynes Place
Avenue Two
Witney
Oxfordshire OX28 4YG

www.cottsway.co.uk

E: contact@cottsway.co.uk
T: 01993 890000

Follow us on:  
Twitter, Facebook and YouTube

Get in touch 

If you’re a customer who’d like to 
get involved or you have any ideas 
about how Cottsway can improve, 
or you’re a business interested in 
working with us, we’d love to hear 
from you!

https://twitter.com/Cottsway
https://www.facebook.com/CottswayConnect
https://www.youtube.com/user/Cottsway

