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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

A snapshot of our achievements: 2020-21

Launched webchat and 
chatbot on website
to provide additional ways to 
contact us and source information.

Household information form 
reviewed
to align disability categories.

Provided digital sign-ups 
including online property viewings.

Implemented and improved 
monthly pre-tenancy 
workshops 
allowing digital access.

Reviewed our procurement 
process 
and all contractors are required to 
sign up to an Equality and diversity 
policy and Modern slavery policy.

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

Bought 10 new laptops 
for schools to support learning 
during lockdown and 9 new tablets 
to loan to customers who need 
help to get online.

We grant funded over £20.6k  
to support 13 community groups 
and individuals.

Launched new look customer 
portal
so customers can check their rent 
balance, view payment history 
and see their basic tenancy details 
online

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.

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.

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 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.

 We want to embrace diversity and inclusion and sustain a workplace 
where the dignity and rights of all staff are respected and protected.

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.

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.
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Our action plan
Here’s an overview of what we acheived in 2020-21 and what we’re planning to do over the next year.

OBJECTIVE 1: 
Provide services in ways that are easy to access.

We have: In the next year we will:

• Enhanced our customer experience by offering webchat and chatbot via 
our website.

• Launched a new look customer portal.

• 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. 

• Carried out home visits for customers if required.

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:

• Reviewing contact hours.

• Further enhancing and improving our customer portal.

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 year we will:

• Contacted all our older and more vulnerable customers to offer advice and 
support to ensure they could access the services they needed at the start 
of the Coronavirus pandemic.

• Introduced an online consultation group to develop ideas for working 
together.

• Taken action to tackle harassment and other forms of anti-social 
behaviour.

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

• Continue to use and improve our use of STAR and StarT surveys and other 
feedback to influence service delivery.
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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 year we will:

• Held management workshops for managers which includes dealing with 
bullying and harassment.

• Become a member of the Disability Confident scheme for employers.

• Provided a range of on-site working environments, including height 
adjustable and standing desks, quiet working spaces and a wellbeing room.  

• Provided ‘Lifeworks’ a 24/7 advisory and support service for staff.

• Reviewed our job adverts to ensure they are gender neutral.

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

• 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.

• Enhance our affiliation with the Disability Confident scheme - upgrading 
from ‘Committed’ to ‘Confident’ status.

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 year we will:

• Provided training opportunities for unemployed people.

• Continued to be 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.

• Worked with partners to provide support to our customers, this includes 
Foodbank and priority access to Citizen Advice services.

• Ensured our partners brief their sub-contractors on our equality and 
diversity related requirements.

• Established options for partnership working to enable access to smart 
phones, in particular supporting older customers to access digital technology.

• Set up mechanisms to share good equality, diversity and inclusion 
practices between partners.

• Continue to offer apprenticeships and work experience for unemployed 
people.

• Work with partners to promote diversity and inclusion in recruitment.

• Continue to support Foodbank and priority access to Citizen Advice 
services.
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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 year we will:

• Held meetings with customers in accessible venues and at times which are 
convenient to them.

• Ensured our website can be used easily by people with visual impairments.

• Provided pre-tenancy workshops for new and prospective customers.

• Continued to provide a wide range of ways to access services including 
the use of social media (Facebook and Twitter) so customers can submit 
service requests.

• Investigate an app offering British Sign Language. 

• Review the use of staff for providing translations.

• Provide staff and customers with dementia awareness information 
sessions.

• Identify local rural recycling provision within the Cottsway area, and look 
to provide additional clear-up days in communities with limited access to 
recycling centres.
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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:

Continuing to support the community with grant funding

In 2020-21 we grant-aided over £20.6k to 
support 13 local causes across our communities. 

Due to the Coronavirus pandemic we quickly 
took action to direct the funding to local projects 
that were supporting vulnerable people to 
access food and other services, including a local 
mental health project supporting young people, 
community outreach work and helping sports 
clubs and charities to provide new equipment. 

Yellow Submarine, Witney
The Yellow Submarine charity have a cafe at the 
Windrush Leisure Centre in Witney, providing 
opportunities to people with learning disabilities 

Aspire joins ‘Our house’ partnership

‘Our house’ is an innovative community housing 
project supporting single, under 35s on out-of-
work benefits in West Oxfordshire. 

We take larger properties and turn them into 
shared accommodation to provide the housemates, 
known as trainees, with their own room and 
support to help them get back into work.

We have been working with West Oxfordshire 
District Council on this project since early 2018 
and this year leading social enterprise, Aspire, 
joined the partnership. 

They specialise in supporting young people and 
adults facing disadvantages into employment, 
training and education. 

Aspire are using their expertise to provide the 
trainees with additional trained support workers 
to further help them look towards gaining 
employment and living independently.

In 2020-21 we had four ‘Our house’ properties 
and supported 14 trainees. 

and autism demonstrating they are capable of 
and entitled to opportunities in the workplace, 
commensurate with their abilities.

Sophie Williamson, from Yellow Submarine said:

“We’re extremely grateful for the financial support 
from Cottsway and will be using money provided 
to buy some much needed new equipment for the 
kitchen and new uniforms for our trainees.”

West Oxfordshire MS Society
West Oxfordshire MS Society offers support 
to those affected by Multiple Sclerosis (MS) 
including carers, friends and families.

Susan Haines from the society said: 

“Exercise is an important part of reducing the 
effects of MS, a degenerative and long-term 
condition. With the UK lockdown it’s been 
imperative that we continue to offer MS specific 
exercise classes and much needed social interaction 
online to those confined to their homes. 

“Cottway’s Community Fund has been hugely 
beneficial allowing us to support over 30 members 
during this difficult time.”

 Sophie Williamson at the Yellow Submarine  café 
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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 under-
represented, 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.

 Wheelchair-friendly 
kitchen installed at one of 

our properties in Witney
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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.

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. 

We successfully maintained the customer data 
we collected in 2020-21: 

2020-21 2019-20

Age 98% 98%

Sexuality 85% 85%

Ethnicity 89% 89%

Gender 96% 96%

Disability 76% 76%

 Ed Telford, Cottsway’s Income Officer, working remotely
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Equalities comparison

We would like our staff and Board 
composition to broadly reflect the West 
Oxfordshire population and our customers. 

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 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. 

• 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.

Gender Ethnicity Confirmed 
disability

Working age  
(16-64 years)

Aged 
65+ Sexual orientation

West 
Oxfordshire 
population

 51%

 49%

92.8% White British
7.2% Other

22.2% 73.6% 26.4%

99.4% Straight
1% Other / unknown. 
Unrealiable data due to  
very small sample sizes.

Cottsway 
customers 
(average)

 57%

 39%
4% unknown

81.8% White British
4.3% Other
13.9% Unknown

28% 63.3% 32.4%
67% Straight
1% Other
32% Unknown

Cottsway 
staff

 49%

 51%

92% White British
6% Other
2% Unknown

2.7% 96% 4%
93.3% Straight
1.4% Other
5.3% Unknown

Cottsway 
Board

 56%

 44%

89% White British
11% Unknown

None 
11% unknown

78% 22%
89% Straight
11% Unknown

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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Follow us on:  
Twitter, Facebook and YouTube

Cottsway House
Heynes Place
Avenue Two
Witney
Oxfordshire OX28 4YG

www.cottsway.co.uk

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


