
 

 

 

 

Customer feedback 
October – December 2021 

Your feedback is helping us to learn and improve 

We are always keen to know your views so that we can put things right when they go wrong and 
continually improve our services to you. 

We respond to issues raised with us quickly as we can and monitor all feedback. Please see 
www.cottsway.co.uk/complaints for more details on how we deal with your feedback. We produce 
this summary quarterly to help keep you informed about the feedback we receive and what we are 
doing about it.  

 Feedback 
only 

Resolved 
within 2 days 

Resolved 
within 10 days Compliments Total 

Feedback 
received 48 47 3 21 119 

You said, we did 

Here’s just a couple of ways we have made changes to our services following your feedback: 

 

We have updated our gas service appointment letter to let customers know that QGas 
may contact them for feedback after their gas service has been completed. QGas are the 
independent auditors we use to conduct random service spot checks. 

 

A customer wanting to end their tenancy complained that they had not received a 
termination pack and were therefore not aware of the standard we expect a property to 
be returned to us. We have now updated the housing checklist used by the housing team. 
This now includes the action to send a full termination pack to customers who wish to end 
their tenancy, advising them how we expect the property and garden to be left. 

 

In your words 

 

Customer called to thank operatives who upgraded her heating system. She explained 
that as she suffers from PTSD she had to go to the common room while the work was 
undertaken but said that the operatives kept checking to make sure she was ok and kept 
her updated. The property was left “immaculately clean and tidy” at the end of each day. 

 

After attending to a heating failure, we received a call from a gentleman on behalf of his 
father to say they were impressed with the operatives “professionalism and service”. 

We are listening. Please get in touch to let us know your views. 

http://www.cottsway.co.uk/complaints

