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Foreword
We recognise and
acknowledge that the
world we live in is not
always fair and without
prejudice. Cottsway as a landlord and
an employer are committed to tackling
unlawful discrimination, promoting equality,
supporting diversity and fostering inclusion.
Our equality and diversity commitments
help us treat people according to their
specific needs, ensuring no individual or
group is disadvantaged by any of our policies,
procedures or practice.
We aim to provide and deliver services which
meet the needs of the community which are
relevant, appropriate and accessible to all
sections of the communities we serve, and
to create an environment where diversity
is valued and embraced by our staff, our
suppliers and our customers alike.
Sue Lakin
Operations Director & Board Member

Equality explained: ensuring individuals and groups
are not treated less favourably because of their age,
disability, gender reassignment, marriage and civil
partnership, pregnancy and maternity, race, religion
or belief, sex or sexual orientation. And they are able
to access the same opportunity as their peers.
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A snapshot of our achievements: 2019-20
New accessible website
launched
with more information and ways for
customers to contact us online, with
further improvements on the way.

Our reception was made more
disability-friendly
and we became a Disability
Confident Employer.

Seven younger people in
housing need assisted
by expanding the Our house project.

We produced our Customer
Engagement Strategy 2019-22
in ‘easy read’ format
for those with learning difficulties or
difficulty reading.

Easy Move scheme improved
to help customers downsize their
homes more easily.

10 new laptops bought
to loan to customers who need help
to get online.

We grant funded over £22.6k
We employed a pre-tenancy
support officer

to support 15 community groups
and individuals.

to help customers be tenancy ready.

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

Diversity explained: recognising and valuing each
other’s differences and acknowledging that an
individual’s ability to realise their potential can be
influenced by a range of factors beyond protected
characteristics, factors include social, economic and
educational background, nationality etc.

We implemented a health and
well-being strategy
Over £2.1k raised by staff
to support local charities.

Inclusion explained: creating an environment
where everyone feels welcome and valued.
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Our goals, objectives and values
When it comes to equality, diversity, and inclusion, we think things could be always
be better which is why our Equality, Diversity and Inclusion (EDI) group meets every
quarter to review our performance and progress actions.
Chaired by the Operations Director, the group’s broad aim is to raise awareness, ensuring we comply
with the law and meet our regulator’s standards for registered housing providers. We want to put
people first by creating an inclusive environment which allows individuals to feel safe, respected,
engaged, motivated and valued for who they are.
The EDI group identified a range of actions that would help us deliver against each of our objectives.
Achieving these objectives will also help us implement our values.

Our values
• 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.

Our objectives
1. Provide services in ways that are easy to access.
We are committed to ongoing improvement in providing fair, accessible
and inclusive services.
We need to ensure that all our customers can contact us and access
our services as easily as possible, no matter whether they are young or
old, with or without disabilities, living in a rural or urban area, or with or
without internet access.

2. Provide services that meet the needs of our existing and future
customers so they feel valued and included.
We will develop our capacity to understand and respond to our
customers housing needs and aspirations, and seek to ensure that
services are provided fairly and effectively.

3. Be a fair and exclusive employer that recruits and treats staff in a
fair and inclusive way.

4. To ensure our contractors and partners carry out their work in
ways that support our commitment to promote equality, diversity
and inclusion.
We work closely with a range of partners including contractors, public
services, charities and voluntary organisations and community groups.

5. To ensure clear and consistent communication between ourselves
and our customers, which includes providing information in a
number of ways.
The customer is at the heart of what we do and we are working hard
to deliver our services fairly and effectively and know that if we do
not communicate well with our customers, no-one will know what is
happening. When we talk to our customers we will be sure to listen,
respond promptly and effectively, and ensure everyone has access to
effective communication.

We want to embrace diversity and inclusion and sustain a workplace
where the dignity and rights of all staff are respected and protected.
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Our action plan
Here’s an overview of what we acheived in 2019-20 and what we’re planning to do over the next three years.
OBJECTIVE 1:
Provide services in ways that are easy to access.
We have:

In the next three years we will:

• Made our reception area accessible to people with disabilities.

Build on the steps we have already taken as part of our digital transformation
project, we will provide improved ways to easily access our services by:

• Launched a new accessibility friendly website with lots more information
and options to self-serve, including requesting services, reporting issues or
contacting us online at any time.
• Reviewed and implemented changes to our pre-tenancy workshops
to ensure a focus on equality and diversity, and the consequences of
breaching the tenancy agreement in relation to this area.

• Offering webchat and chatbot via our website;
• Implementing an improved communications system; and
• Developing a new interactive customer portal.

• Provided loan tablets to give customers access to online services (primarily
supporting our older demographic).

OBJECTIVE 2:
Provide services that meet the needs of our existing and future customers so they feel valued and included.
We have:

In the next three years we will:

• Employed welfare officers to help support older and vulnerable people.
• Provided £22.6k of grant funding to local community projects through our
Community Fund.

• Continue to monitor access to our services including reception visits to
identify any groups of people who do not contact us, then investigate why
and promote alternative access routes if appropriate.

• Provided an ‘Easy Move’ scheme to assist with financial and practical
support to downsize.

• Continue to improve our service delivery through customer surveys and
feedback.

• At the start of the Coronavirus pandemic (March 2020) we contacted all
our older and more vulnerable customers to offer advice and support to
ensure they could access the services they needed.

• Review the assisted decorating and gardening scheme to ensure it meets
the requirements of those who need it the most.
• Review the online consultation group and develop ideas for working together.
• Review access to the aids and adaptations service.
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OBJECTIVE 3:
Be a fair and exclusive employer that recruits and treats staff in a fair and inclusive way.
We have:

In the next three years we will:

• Provided a Charityworks graduate programme, employing graduate
trainees along with apprenticeships and DWP work placements.

• Continue our work with schools, colleges and other agencies to encourage
more women and people with disabilities to apply for our jobs.

• Supported Carterton Community College’s careers fair.

• Continue to implement health and well-being strategies.

• Gained accreditation from the Disability Confident Scheme and are proud
to be a Disability Confident Employer.

• Explore options for refresher equality diversity training / activities with
focus on practical support for handling challenging situations for front line
staff, and consider whether this could be provided with other partners to
embed learning and share experiences.

• Reviewed our work-life balance and flexible working policies.
• Implemented our Health and Well-being Strategy.

• Actively promote agile working to support people with disabilities in the
work place.
• Support local enterprise projects to tender for contracts, where possible.

OBJECTIVE 4:
To ensure our contractors and partners carry out their work in ways that support our commitment to promote equality, diversity and inclusion.
We have:

In the next three years we will:

• Required contractors and partners to sign up to our equality, diversity and
inclusion commitments.

• Share good equality, diversity and inclusion practices between partners.

• Provided training opportunities for unemployed people.
• Became a member of the Safe Places campaign, offering support to
vulnerable people if they feel scared or at risk while they are out and about
in the community.

• Continue to offer apprenticeships and work experience for unemployed
people.
• Work with partners to promote diversity and inclusion in recruitment.

• Worked with partners to provide priority access to Citizen Advice services
and Foodbank.
• Worked with a partner to enable access to smart phones.
• Supported older people to access digital technology.
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OBJECTIVE 5:
To ensure clear and consistent communication between ourselves and our customers, which includes providing information in a number of ways.
We have:

In the next three years we will:

• Met customers at a time and location convenient to them.

• Increase the use of the Plain English campaign membership.

• Ensured our website is accessible to those with visual or hearing
impairments

• Investigate an app offering British Sign Language.

• Provided language line for accessing services and translations as required.
We also employ staff who speak other languages.

• Provide staff and customers with dementia awareness information
sessions.

• Review the use of staff for providing translations.

• Provided a wide range of ways to access services including the use of
online forms so customers can report an issue, request a service or
contact us with specific information at any time via our website.
• Provided pre-tenancy workshops for new and prospective customers.
• Provided staff guidance on how best to communicate with disabled
customers.
• Provided hearing loops in our reception and meeting rooms.
• Published our Customer Charter.
• Provided an ‘easy read’ version of our Customer Engagement Strategy
2019-2022.

Equality, diversity and inclusion report 2019-20

6

Work in action
We want our services to be accessible and to meet the needs of the communities and
people we serve. Here’s a couple of examples of this in action:
Third house on the way as life-changing community housing project expands
We have added another home to our community
housing project which, when renovations are
complete, will offer four more people under-35 a
potentially life-changing opportunity.
Run in partnership with West Oxfordshire
District Council, ‘Our house’ sees individuals join
the project as ‘trainees.’
 Project co-ordinator Sam Stronach with Our house
trainees, Khloe Bennett and Ross Huxford

The trainees live together in a shared house
and are provided with support to get back into
employment, education or training.
The four-bedroom house in Witney, is the third
property to become part of the ‘Our House’
project which continues to go from strength-tostrength.
Sam Stronach, Cottsway’s Our House project
co-ordinator, said:
“If it wasn’t for this project, the trainees wouldn’t
be able to afford to live in the local area. But this
is about much more than just putting a roof over
their heads, it’s about giving them support and
offering them the potential to change their lives.”
We are curently supporting seven trainees but
this will be extended to eleven in 2020-21.

Continuing to support the community
with grant funding
During 2019 - 20 we grant funded over £22.6k to
15 local projects, groups or individuals, including
a young leaders project, summer engagement
activities and community outreach work.
Our Community Fund helped Home-Start
Oxford to deliver three family groups at the
Witney Methodist Church each week, providing
a vital first step to community engagement for
socially isolated families referred to Home-Start
by health and social care professionals.
Lisa West, from Home-Start Oxford said:
“We are delighted to have made this connection
with Cottsway and look forward to working with
you and supporting Cottsway families over the
coming years.”
When the Coronavirus pandemic began (March
2020), we quickly took action to direct the funding
to local projects that were supporting vulnerable
people to access food and other services.
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Key performance indicators (KPIs)
Diversity and inclusion KPIs are used to identify risk areas,
prioritise initiatives and measure performance. By regularly
reviewing our KPIs we can identify groups that are underrepresented, implement initiatives and actions and set
improvement goals.
KPIs that focus on the organisation’s core business:
• Customer profiling overall collection rates
• Employment
• Governance.
Below are the KPIs that cover more detailed aspects of our work and are
monitored and reviewed by the EDI group regularly:
• Customer profiling overall collection rates
• Customer profiling overall collection rates for new customers
• Overall satisfaction levels
• Day-to-day repairs satisfaction levels
• Satisfaction with complaints
• Satisfaction with reporting anti-social behaviour.
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 Edwin McPartland outside his home in Chipping Norton
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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
customers. We want to ensure that
all our customers and service users
enjoy the same level of service and
opportunities to engage with us.
 Marissa Yeoman, one of our Development Managers

Where our figures come from
As most of our properties (80%) are located in
West Oxfordshire, we use a variety of sources
for this area to give us baseline figures to
compare our own profile to, including data from
the Office of National Statistics and Oxfordshire
County Council.
While it is not obligatory for people to complete
equality monitoring forms, we actively encourage
them to do so, as this profiling information helps
us to meet our regulatory requirements, identify
inequality and make efficiencies.
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We successfully improved the customer data we
collected in 2019-20:
2019-20

2018-19

Age

98%

97%

Sexuality

85%

84%

Ethnicity

89%

89%

Gender

96%

96%

Disability

76%

76%
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Equalities comparison
We would like our staff and Board composition
to broadly reflect the West Oxfordshire
population and our customers.
Gender

Our latest figures are shown in the table, right.
It is clear to see that there are several areas
where our customer and staff profiles diverge
from that of the West Oxfordshire population,
including a higher proportion of customers who
are disabled or aged over 65.
To acknowledge these differences in profiles,
we try to redress the balance. Here are a few
examples:
• Improving our website to ensure it is
accessible to anyone with a hearing and /or
visual impairment and continuing to offer free
digital training.
• Offering an assisted decorating and gardening
scheme to customers who have a disability or
are aged over 70.
• Increasing the range of accommodation
available to people under 35 through the ‘Our
house’ project (see page 7 for details).

West
Oxfordshire
population

Cottsway
customers
(average)

Cottsway
staff

Cottsway
Board

51%
49%

57%
37%
49%
51%
56%
45%

Ethnicity

Confirmed
disability

96% White British
4% Other

20%

Working age

Aged
65+

(18-65 years)

63%

10%

Sexual
orientation
93%
1%
1%
1%
4%

Straight
Gay/lesbian
Bisexual
Other
Unknown

82% White British
4% Other
14% Unknown

28%

66%

30.5%

67% Straight
1% Other
32% Unknown

87% White British
8% Other
5% Unknown

3%

96.5%

3.5%

90% Straight
1% Other
9% Unknown

89%

11%

57% Straight
43% Unknown

71% White British
29% Unknown

None
29% unknown

• Actively encouraging job applications from
disabled people, and females to apply for our
trade operative roles.
• Producing ‘easy read’ documents for people
with a learning disability.

Pay analysis by gender and job group
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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Cottsway House
Heynes Place
Avenue Two
Witney
Oxfordshire OX28 4YG

Follow us on:
Twitter, Facebook and YouTube

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