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Anne McLoughlin, Cottsway Board Chair 

At Cottsway, our aim is to provide safe, 
secure, and well-maintained homes, and to 
deliver services that our customers can rely 
on. We know that having a home you feel 
safe in really matters, and we never lose sight 
of that. 

I believe everyone deserves a decent, 
affordable place to call home where they are 
respected and treated with care. 

As this is my first year as Chair, I have had 
the opportunity to learn more about 
Cottsway and the communities we serve. 
What has stood out to me is the genuine 
commitment of colleagues, customers, and 
Board members to making a positive 
difference and ensuring customers' voices 
are heard. 

We are committed to the Housing 
Ombudsman’s Complaint Handling Code, 
which sets out how landlords should handle 
complaints fairly and properly. But for us, it’s 
about more than following rules. It’s about 
listening properly, taking concerns seriously, 
and doing the right thing when something 
has gone wrong. 

When customers tell us something isn’t right, 
we want them to feel confident that we will 
listen and take action. We investigate 
complaints carefully, we put things right 
where we can, and we make sure we learn 
from what people tell us, so the same issues 
are less likely to happen again. 

Every complaint and piece of feedback helps 
us understand our services better. We share 
what we learn across the organisation, from 
frontline teams through to the Board, so that 
improvements are identified and delivered. 

To support this, as part of our Governance 
structure we have a Customer Committee 
that, amongst other things, looks closely at 
complaints, feedback, and performance. The 
Committee is Chaired by a Non-Executive 
Board Member with expert experience in 
customer service.  

Our Customer Scrutiny Group give up their 
time to help us see things from a customer 
perspective; their challenge and insight are 
critical to in helping us improve and regularly 
attend Customer Committee to provide 
updates on their work. 

Together with the Board, they have reviewed 
complaints, customer feedback, and the key 
insights and analysis presented in this report. 

To ensure full transparency we share updates 
every quarter on our website and through our 
customer newsletter, Homepage. These 
updates explain what customers have told us, 
what we have learned, and what we have 
changed as a result. We want customers to be 
able to see the impact their feedback is having. 

Our Tenant Satisfaction Measure results for 
2025-26 reflect strong levels of customer 
satisfaction, which we are really pleased 
about. But we also know there is always 
more we can do so we will continue to listen 
and learn with enthusiasm. 

I want to say a sincere thank you to every 
single customer who has taken the time to 
contact us over the past year - whether to 
raise a concern or to share something 
positive. It all helps us improve. 
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1. Introduction  
As part of the Housing Ombudsman’s Complaint Handling Code, social landlords are required to produce 
an annual complaints performance and service improvement report for scrutiny and challenge to their 
governing body.  

This report provides analysis of Cottsway’s performance over the last year including improvements made 
because of feedback. We also carry out a separate annual self-assessment against the Code to ensure the 
complaint handling policy remains in line with its requirements. We publish this on our website, see: 
www.cottsway.co.uk/complaints  

How we respond to complaints 
• Feedback/service request: A customer service advisor logs and shares the details with the relevant 

service manager as soon as a customer gets in touch. If we attempt to resolve the issue but the 
customer remains unhappy, we will treat this as a Stage 1 complaint.  

• Stage 1 complaints: We will inform the customer who has taken on their case. Our aim is to resolve 
the issue within 10 working days from the date it was first raised. If new concerns are raised during 
this stage of the investigation, the complaint handler will, where appropriate, include these in the 
ongoing review. However, if these additional issue(s) cause unreasonable delay, they will be logged as 
a new complaint. If the customer is not satisfied with the response, they will have 5 working days to 
request an escalation to Stage 2. 

• Stage 2 complaint: A senior manager will contact the customer to introduce themselves and will have a 
further 20 working days to carry out a thorough review of the case. This includes evaluating all 
previous steps taken to resolve the complaint. The customer will then receive a detailed written 
response outlining the full details of the findings. 

For any unresolved issues, we inform customers of their right to take their complaint to the Housing 
Ombudsman. 

Further information about how we handle complaints is on our website: www.cottsway.co.uk/complaints  

 

Lizzie Hieron, Board 
Member responsible for 
complaints  

As Chair of the Customer 
Committee and Member 
responsible for complaints, 
I have a particular interest 
in ensuring that customers’ 
voices are heard and that 

feedback leads to 
meaningful improvements. 

The Customer Committee 
provides oversight of 
customer satisfaction, 
complaints, and service 
performance on behalf of 
the Board. Working closely 
with the Deputy Chief 
Executive, we review 
complaint trends, monitor 
performance, and seek 
assurance that lessons 
learned are leading to 
improvements. 

While the overall picture is 
positive, the committee 
continues to challenge 
performance and monitor 
the impact of service 

improvements to ensure 
they deliver better 
outcomes for customers. 

We recognise that 
effective complaint 
handling is not just about 
responding within 
timescales, but about 
understanding customers' 
experiences and using that 
insight to improve services. 

I hope customers and 
stakeholders can take 
confidence from the fact 
that complaints and 
feedback are regularly 
reviewed at Board level 
and help shape decisions 
across the organisation. 

http://www.cottsway.co.uk/complaints
http://www.cottsway.co.uk/complaints
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2. Complaint handling performance 
Complaint volumes 
Our Customer Services Team understand the need to proactively put things right at the earliest 
opportunity and will look to resolve matters in the most appropriate and efficient way for our customers. 
We monitor the number of complaints through key performance indicator (KPI) reporting, including 
timeliness of responses and measures relative to the size of the organisation. 

Under the Tenant Satisfaction Measures (TSM), we measure complaints by organisation size. In 2025-26, 
there were 71.4 Stage 1 complaints and 10.8 Stage 2 complaints per 1,000 homes. Across the reporting 
period, we received 384 Stage 1 complaints and 58 Stage 2 complaints, alongside 259 service requests 
and 143 compliments. 

During the year, we received more formal complaints than in the previous year. Stage 1 complaints increased 
by 100, and Stage 2 complaints increased by 50%, meaning more customers chose to escalate their complaint. 
This reflects a wider trend across the housing sector, with the Housing Ombudsman reporting a 30% rise in 
complaints about social landlords, showing increased awareness of how to raise concerns. 

Of the 442 formal complaints investigated this year, 87% were concluded at Stage 1, with 13% escalated 
to Stage 2. Most customers accepted the outcome at Stage 1, but we encourage anyone who feels their 
complaint has not been fully resolved to ask for a further review. 

Performance against our KPI response times was strong. We responded to 98% of Stage 1 complaints and 
100% of Stage 2 complaints within our target timescales1. Monthly data shows some variation in complaint 
volumes, particularly during the winter months. However, this did not affect our response performance. 

Number of complaints 

Month Compliments Service 
requests 
received 

Stage 1 Stage 2 

Complaints 
received 

Responses 
in timescale 

Complaints 
received 

Responses 
in timescale 

April 2025 9 19 25 100% 2 100% 

May 2025 13 26 33 95% 1 100% 

June 2025 12 16 19 100% 5 100% 

July 2025 10 27 27 100% 4 100% 

August 2025 12 19 24 100% 3 100% 

September 2025 11 20 24 100% 9 100% 

October 2025 18 38 29 100% 4 100% 

November 2025 16 38 38 100% 6 100% 

December 2025 11 9 9 100% 8 100% 

January 2026 11 6 6 100% 5 100% 

February 2026 11 18 18 100% 8 100% 

March 2026 9 23 23 100% 3 100% 

Totals 143 259 384 98% 58 100% 

 
 
1 Against TSM Management Information technical requirements, we responded to 100% of all complaints within 
required timescales.  
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Service requests vs complaints 
In accordance with the Housing Ombudsman’s Complaint Handling Code, landlords are required to 
distinguish between service requests and complaints. Service requests are not classified as complaints but 
must still be recorded, monitored, and regularly reviewed. 

Service requests typically do not require formal investigation and can often be resolved during a 
telephone conversation or through routine customer contact. Over the past year, common examples of 
service requests have included: 

• Missed appointments 
• Follow-ups on pending repair appointments nearing the end of their timescales 
• Issues related to communication  

Our Customer Service Team is committed to acting in the best interests of customers and will escalate 
matters to formal complaint stages when appropriate.  

Response times 
Complaint response times are regularly monitored. Over the past 12 months, 99% of complaints were 
answered within our agreed timescales. 

In the small number of cases where targets were not met, these were all Stage 1 complaints. In May, 
there were two cases where responses were sent two days later than planned. These delays were within 
the 10-day extension allowed under our policy, and customers were kept informed.  

Since September 2025, we have introduced improved monitoring of complaint handling, including clearer 
recording of extensions and confirmation to customers in writing. Since this change, all complaint responses 
have met our published timescales, providing greater assurance that processes are being followed consistently. 

Complaints upheld 
We also started collecting additional data on complaint outcomes in September, allowing us to record 
whether complaints are upheld, partially upheld, or not upheld. 

The data shows that around 70% of complaints were either upheld or partially upheld. This suggests that 
in many cases, some aspects of our service did not meet expected standards. 

The most common areas for improvement are timeliness and communication. Customers reported waiting 
longer than expected for responses, and in some cases felt they were not listened to or did not receive 
agreed follow-up contact or call backs. 

Customer satisfaction (transactional) 
We use an independent market research company, Acuity, to carry out telephone surveys with customers 
once a complaint has been concluded. These surveys have two main purposes: 

• Performance monitoring – they enable us to track and benchmark the effectiveness of our complaint-
handling process. 

• Customer insight – they give customers a direct channel to share feedback and suggestions, ensuring 
their voices continue to shape and improve our service. 
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Complaints survey 2025-26 total 2024-25 total 

No. of responses 35 36 

How a complaint was handled 56% 45% 

Cottsway ‘easy to deal with’ 57% 47% 

Satisfaction with outcome of complaint  52% 41% 

Customer satisfaction has improved compared with last year, although response rates remain relatively 
low. Satisfaction with the outcome of complaints has increased from 41% to 52%, showing progress in 
how we handle complaints. 

Over the past year, we have introduced dedicated roles within the Customer Services team to manage a higher 
number of complaints and investigate more complex cases. This has helped improve customer satisfaction. 

Our Customer Services leadership team also has greater oversight of the process. They carry out quality 
checks before responses are sent to ensure they are clear, thorough, and address all the concerns raised, 
with fair and appropriate outcomes. 

Customer Satisfaction (Perception TSMs) 
The Regulator of Social Housing uses Tenant Satisfaction Measures (TSMs) to assess how well landlords 
are performing in providing good quality homes and services. One of the key metrics is complaint 
handling and this demonstrates how our customers who have used our services feel we are doing. This is 
a quarterly survey of around 250 customers, carried out independently on our behalf by Acuity in line 
with the requirements for TSM reporting. 

TSM Measure Qtr 1 
2025-26 

Qtr 2 
2025-26 

Qtr 3 
2025-26 

Qtr 4 
2025-26 

2025-26 
result 

2024-25 
result 

Satisfaction with the 
landlord’s approach 
to handling of 
complaints 

44% 45% 50% 45% 46% 42% 

 
Satisfaction with how we handle complaints remained relatively stable during 2025-26, ranging from 44% 
to 50%, and ending the year at 46%. This represents a 4% increase compared with 2024-25, indicating an 
improvement in customer perception of our complaints service. 

Although overall satisfaction remains at a mid-range level, our performance is in the top quartile compared 
with other social landlords. Alongside the year-on-year increase, this indicates a positive shift in how 
customers view our complaints handling. 

3. Trend analysis 
We closely monitor what our customers are telling us about our services through the Tenant Satisfaction 
Measures (TSMs) and transactional surveys, as well as capturing feedback from case management to 
understand what we could do better and importantly understand how this is impacting on our customers. 

  



Complaints and service improvement: Annual report 2025-26 7 

Complaints by business area 
The graph below shows a breakdown of complaints received in 2025–26 by service area, highlighting 
where the highest numbers of complaints occur. These patterns generally reflect areas with more 
customer interaction, where there is a higher chance of issues being reported. 
 

 

Subcategory of complaint 

 

This year, we have improved how we analyse complaint data, giving us a clearer understanding of the issues 
our customers are most dissatisfied with. 

The top five key themes identified during 2025-26 were: 

1. Communication 
2. Timescales 
3. Process / policy 
4. Right first time 
5. Contractors 
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Examples of common themes 
1. Communication 

Poor communication was the most common issue. This included customers not being told about 
rescheduled appointments or feeling frustrated by a lack of updates on their enquiries.  

We use every complaint as a chance to learn and improve, and we recognise there is still room to do 
better in this area. Key themes and actions are shared with service managers, who are responsible for 
making changes to prevent the same issues happening again. 

We regularly review customer feedback to identify where our service is not meeting expectations and 
to support ongoing improvement across our teams. In addition, customer care training will be re-
delivered to all staff over the coming year. 

2. Timescales 
Some customers have expressed dissatisfaction about our published timeframes, or the time taken to 
complete repairs. Our Customer Services Team is trained to recognise when service standards fall 
short and take action to put things right. 

3. Process and policy failures 
Bereavement cases: Some customers were unhappy with the process after reporting a death. We have 
now improved and streamlined this process to provide better support during a difficult time. 

Damp and mould / Awaab’s Law: Some customers raised concerns about how damp and mould cases 
are handled. We are committed to treating these cases seriously and following the timescales set out in 
legislation. However, we recognise that delays in completing work can be frustrating. We are working to 
improve communication, so customers are kept informed and know what to expect. 

4. Right first time 
‘Right first time’ refers to responses from complaints where customers have told us they were expecting 
the work to be completed the initial visit. When this does not happen, it can cause frustration and may 
mean that customers must take extra time off work. To reduce this, we aim to gather as much 
information as possible when a repair is first reported. This helps us diagnose the issue in advance and 
arrive prepared. We also work to communicate clearly with customers if further visits are needed. 

We regularly monitor customer satisfaction with our repairs service and use feedback to make 
improvements. In addition, our vans are stocked with commonly used materials to help reduce the 
need for repeat visits. 

5. Contractors 
Feedback showed issues with poor communication and a lack of updates on installation timescales, 
especially during a busy period of window and door replacements. Some customers also raised concerns 
about the quality of planned works.  

In response, our Assets Team has strengthened processes and increased post-inspection visits. This has 
helped identify issues earlier, improve contractor accountability, and speed up the completion of any 
outstanding work. This remains a large improvement programme, but we are closely monitoring 
complaints and have already seen a reduction in issues since these changes were introduced. 

In 2026-27, we will also introduce a new targeted survey for customers who have received planned 
improvements, such as new kitchens, bathrooms, or windows. This will help us better understand 
customer views on communication, the quality of work, and how well they were kept informed, 
including any support provided during the works. 
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4. Compensation 
In some instances, we provide compensation to customers as part of the outcome of complaint cases or 
in response to feedback where something may have gone wrong. This may be awarded where there has 
been a service failure or to recognise the time, trouble, distress, or inconvenience experienced by 
customers. Our staff use discretion to decide on the most appropriate outcome, considering the 
individual circumstances of each case. The Housing Ombudsman may also require compensation to be 
paid as part of their decisions. 

Over the past year, we paid £19,388 in compensation. This is a 50% increase compared with last year. 
We also received 129 more complaints than the previous year, which has contributed to this rise. 

Examples include missed appointments, reimbursement for increased electricity costs (such as using 
temporary heaters or dehumidifiers), and other service failures. These include delays with repairs or 
contractors, poor communication, and issues with heating or hot water. Of the total amount, £1,250 was 
awarded following Housing Ombudsman decisions (see Appendix 1). 

We expect complaint numbers to continue to rise, partly due to new Housing Ombudsman compensation 
guidance introduced on 1 April 2026.  

5. Housing Ombudsman determinations 
From time-to-time, our customers remain dissatisfied with the outcome to their complaint investigation. 
In such cases, we provide them with information on how to take the matter forward to the Housing 
Ombudsman service, should they wish to do so.  

During the past year, we received three determinations made by the Housing Ombudsman, with a further 
15 cases waiting for an outcome. Where recommendations or orders are made, our Customer Service 
Manager is responsible for their completion. The outcomes are shared with service managers for wider 
dissemination within their teams. 

2025-26 Case reference Housing Ombudsman 
determination 

Action / final outcome 

Quarter 1 
Apr – June 

- - - 

Quarter 2 
July – Sept 

Housing Ombudsman 
case ID: 202409367 

Maladministration in response 
to a customer’s repair requests. 
There was also a service failure 
in handling a request for a 
dishwasher installation. 

Following a review request, the 
Ombudsman confirmed their 
original decision. £450 
compensation and a written 
apology given to the customer. 

Quarter 3 
Oct – Dec 

Housing Ombudsman 
case ID: 202347716 

Service failure in relation to the 
allocation process. 
Maladministration in complaint 
handling, as the complaint was 
not escalated to Stage 2. 

£500 compensation and a 
written apology given to the 
customer. 

Quarter 4 
Jan - Mar 

Housing Ombudsman 
case ID: 202508335 

Maladministration in 
responding to reports of 
antisocial behaviour. No 
maladministration found in 
relation to concerns about staff 
conduct or complaint handling. 

£300 compensation and a 
written apology given to the 
customer and contact made to 
review their anti-social 
behaviour case. 

In summary, we accepted the findings of the Housing Ombudsman determinations and have completed the 
actions as required. We recognise there is room for improvement in the way we dealt with these cases and 
have fed back to service managers so they can review where improvements can be made. 
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6. Service improvements informed by customer feedback 2025-26 
The Housing Ombudsman places strong emphasis on organisations demonstrating how they have 
improved services as a result of learning from complaints.  

We use a “lessons learned” approach to ensure customer feedback directly informs service 
improvements. Feedback is gathered through Tenant Satisfaction Measures (TSMs), transactional surveys, 
complaints, and wider case management, allowing us to identify themes and assess the impact of services. 

We publish our learning and service improvements quarterly on our website and provide updates in our 
biannual customer newsletter ‘Homepage’: www.cottsway.co.uk/performance  

This approach provides assurance that we listen to customers and act on what they tell us. 

 

 

 

 

 

 

 

 

 

Vanda White, Customer 
Scrutiny Group Chair 

I have lived in a Cottsway 
home for over 15 years 
and currently Chair the 
Scrutiny Group. We are a 
small group of customers 
who use our experiences 
and insights to help 
improve services and 
ensure that residents' 
voices are heard. 

As customers, we often 
see things from a different 

perspective. We 
understand what it feels 
like to use services day to 
day, which is why it is 
important that customers 
are involved in reviewing 
feedback, complaints, and 
satisfaction results. Our 
role is to ask questions, 
provide challenge, and 
help make sure that the 
customer perspective is 
considered when 
decisions are made. 

The Scrutiny Group is 
represented on the 
Operational Customer 
Insight Group, where we 
work alongside managers 
at Cottsway to review 
customer feedback and 
identify themes. This 
helps us understand what 
is working well, where 
improvements are needed, 
and whether changes are 

making a difference. The 
insight gained often helps 
us decide which areas the 
Scrutiny Group should 
look at in more detail. 

Over the years, I have 
seen a real commitment to 
listening to customers and 
acting on feedback. Not 
every issue can be 
resolved immediately, but 
I believe customers can be 
confident that their views 
are valued and taken 
seriously. 

I am pleased to see this 
annual report continue to 
provide an open and 
transparent account of 
complaints, feedback, and 
the actions taken as a 
result.

 

http://www.cottsway.co.uk/performance
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Key service improvements delivered this year 
We have implemented a range of service improvements in response to customer feedback, complaints, 
and service insight: 

• Damp and mould: An additional surveyor was recruited to meet increased demand, ensuring compliance 
with required timescales and improved reporting to customers. A specialist cleaning contractor has also 
been appointed to improve response times and outcomes in line with Awaab’s Law.  

• Customer communication: Where repair timescales were extended due to demand, customers were 
kept informed via the website and customer portal to improve transparency and manage expectations.  

• Contract monitoring: Customer Services introduced enhanced tracking of contractor issues, with 
intelligence shared directly with managing surveyors and reviewed at monthly contract meetings, 
strengthening oversight and accountability.  

• Neighbourhood services: An additional Housing Officer was appointed to rebalance workloads, 
improving service delivery across estate management, tenancy issues, and allocations.  

• Complaints handling: New processes and dedicated resources were introduced to manage complex 
and multiple complaints. Leadership oversight has improved workload balance and response quality. 
Updated response templates have improved clarity for staff and customers, and revised BACS 
processes have improved the timeliness of compensation payments. Additional monitoring now 
ensures all agreed follow-up actions are completed. 

Customer feedback: “You said, we did” 
The examples below show how customer feedback has directly influenced changes to our services this year: 

Complaint 
category 

Issue Learning and outcome 

Process Shared boundaries and 
fencing disputes 

The Assets team improved the process by contacting customers 
and private neighbours to explain options for dealing with 
fencing issues on non-Cottsway or shared boundaries. 

Communication  Applicants unclear 
about next steps after 
emailing lettings inbox 

An automated response was introduced to explain expected 
response times of up to 5 working days, reducing repeat 
contact and setting clearer expectations. 

Process  Challenge to recharge 
decisions after move-
out 

Videos are now used instead of photos for void properties, 
providing clearer and more comprehensive evidence of 
property condition when the customer moved in. 

Process & 
Communication  

Bereavement 
communication 
concerns 

A revised bereavement process has been introduced, with 
clearer ownership and improved communication to support 
customers during a sensitive time. 

7. Complaint extensions 
This section relates to Stage 1 complaints where an extension to the response timescale was required. In 
all cases, customers were consulted and agreed to the extension. Revised response dates were confirmed 
in writing, along with the reasons for the extension. Extensions are permitted under our Customer 
Feedback and Complaints Policy (Section 6), which is available online: www.cottsway.co.uk/complaints  

The table below sets out the number of complaints extended and the reasons for doing so. 

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

Extension 
(no. of working 

days) 

Reason for extension 

38870 5 Further issues occurred during the investigation stage which needed to 
be considered as part of the same complaint. 

39826 5 Resource issue - unable to obtain the relevant information to support the 
investigation within the 10-working day timeframe due to staff absence. 

41148 10 More time was required due to outstanding issues with the contractor and 
not being able to close the complaint without agreed follow-up actions.  

41736 5 Resource issue – not able to progress the case. Complaint handler had to 
take unplanned leave at short notice.  

41987 10 Due to complexity of the investigation across a number of service areas - 
teams were not able to confirm their position on the issue and needed 
more time to gather further evidence to support the investigation. 

43105 10 Awaiting information from contractor to cover all points of the complaint.  

42864 10 New information was received as part of the complaint investigation, so 
more time was needed to complete the outcome.  

 

8. Policy exclusions 
Our complaints policy sets out the circumstances in which a matter will not be considered as a complaint 
or escalated through our complaints service. For example, a first-time request for a service; a request to 
open a previously concluded complaint; where legal proceedings have begun or are in place; or where the 
customer is raising a matter which occurred over 12 months ago. 

Details of the four instances during the past year to which this applied are below. In each case, the 
customer received a written response within three days of submitting their complaint, explaining clearly 
why it would not be taken further. 

Case 
reference 

Summary of request 

001 Someone who was not one of our customers tried to raise a complaint about being unable 
to sell their property due to ongoing antisocial behaviour (ASB) linked to a neighbouring 
Cottsway property. A written response was sent confirming that the matter would not be 
treated as a formal complaint. The ASB case had already been managed and related to wider 
community issues. 

002 Complaint related to antisocial behaviour where an ASB case was already open and ongoing. A 
written response was sent confirming that the issue would not be treated as a formal complaint. 

003 Complaint related to a lack of engagement with the ASB process. A written response was 
sent confirming no formal complaint would be raised. 

004 A non-customer, not named on the tenancy and without permission to act on behalf of the 
tenant, tried to raise a complaint for their partner. A written response was sent confirming 
that the matter would not be treated as a formal complaint. Efforts continued to contact 
and communicate directly with the tenant. 
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9. Complaint Handling Code Self-Assessment 
Our latest self-assessment against the Housing Ombudsman’s Complaint Handling Code was reviewed by 
our Customer Committee in April 2026 and approved by the Cottsway Board in June 2026.  

The key changes since the previous assessment were: 

• The Member Responsible for Complaints (MRC) role transferred to Lizzie Hieron. 
• A full review of the self-assessment was undertaken, with minor amendments made to strengthen the 

evidence demonstrating compliance with the requirements of the Complaint Handling Code. 

The latest self-assessment is available to read on our website: www.cottsway.co.uk/complaints  

  

http://www.cottsway.co.uk/complaints
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Appendix 1: Compensation payments 2025-26 
Complaint  Amount Details 

CX 32536 £50 Delay in installation of flooring  

CX 32888 £150 Water ingress and associated damage  

SR 32420 £15 Missed appointment  

CX 31867 £100 Lack of communication  

CX 33071 £350 Delays in defect repairs being resolved 

SR 33073 £15 Missed appointment  

SR 32376 £15 To purchase replacement paint when contractor had damaged paint work 
when installing new door. 

CX 31578 £30 Text messages received over the weekend that operatives were on their 
way causing customer to cancel plans. Message sent in error. 

SR 32058 £15 Contractor did not advise customer of change the appointment date.  

CX 32303 £36 Refund of childcare costs due to cancelled appt 

CX 33318 £15 Rent account credited as contractor could not attend pre-arranged appointment. 

CX 32980 £75 Compensation provided in recognition of the customer being without 
heating for 3 weeks and provided with 4 temporary heaters while energy 
saving measures were installed. 

CX 32910 £60 Cost for carpet cleaning after operatives left mud stains. 

CX 32066 £300 No heating or hot water beyond our published timeframes. 

SR CX 32965 £15 Missed appointment. 

SR CX 29404 £15 Missed appointment. 

Disrepair £91.44 To help towards cost of heating. 

CX 33462 £178.89 £108.07 due to issues with water supply in kitchen. 
£50.82 (value of the 1 room paint pack voucher that was not provided to 
customer. 
£20 goodwill gesture carried forward from previous Stage 1 response 
regarding flooring delay. 

CX 32253 £250 Delay in resolving window issues. 

CX 33379 £30 2x missed appointments by contractors. 

SR 34995 £30 Appointments needing to be rearranged by Cottsway with short notice. 

SR 27950 £15 Inconvenience to customer - text was sent and received but customer did 
not realise that this was to reschedule an appointment so continued to wait 
in. 

SR 28556 £15 Missed appointment and poor communication to customer. 

SR 28608 £15 Late appointment cancellation when customer had taken time off work. 
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Complaint  Amount Details 

SR 28624 £15 Breakdown in communicating an appointment to customer. 

SR 28659 £15 Only one operative sent when job required two - job rescheduled. 

SR 30526 £15 Contractor arrived later than expected without any communication. They 
also brought the wrong window, so the work could not be completed, then 
left without confirming when they would return. 

SR 30540 £15 Customer’s appointment had not been added to the surveyor’s diary. 

SR 30768 £15 Operative ran out of time to keep an appointment but failed to inform the 
office and therefore customer had a missed appointment. Job rescheduled. 

SR 30894 £15 Operative turned up for an appointment at the property in the afternoon, 
later than scheduled, and advised he couldn’t carry out the work. Job 
rescheduled. 

SR 32910 £60 Operative walked mud into the carpet. Cost to cover the carpet cleaning. 

CX 33416 £50 Delay in resolving no heating issues. 

CX 33256 £597.05 Customer was without heating, hot water and running water for the toilet 
for two weeks. A temporary move to a hotel was arranged. Compensation 
covered the cost of the hotel, along with a goodwill payment to recognise 
the time taken to resolve the issue. 

Disrepair £272.24 Customer was moving due to an agreed management move involving damp 
and mould. Costs to cover additional weeks rent for the customer to move 
her belongings out of the property. 

CX 31605 £30 Goodwill gesture in recognition of inconvenience caused with a paint pack 
issue. 

CX 33080 £50 Unhappy with the standard of workmanship. 

CX 34801 £150 Empty homes standard not met. 

CX 33363 £45 Goodwill gesture due to customers concerns about the workmanship of 
window contractors and additional time off work taken to accommodate 
scheduling. 

CX 34800 £30 Repeated visits and inconvenience caused by wasted visits.  

CX 32303 £15 Missed appointment. 

CX 32307 £304.05 Compensation in recognition of the additional costs incurred following a 
repair. 

CX 32621 £75 Due to delay in resolving heating issues.  

SR 34699 
W/O 225203 

£15 Missed appointment. 

CX 32734 £100 Poor communication advising customer why contractor was attending. 

CX 32565 £206.33 Service charge refund. 

CX 32565 £206.33 Service charge refund. 
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CX 32565 £206.33 Service charge refund. 

CX 35134 £50 Condition of property at sign up and lack of communication from 
Neighbourhood Housing Officer on neighbour issue. 

CX 36139 £50 Boiler capped at sign up/delays to repairs being raised by Customer 
Services. 

SR 35855 £15 Missed appointment. 

CX 32565 £206.33 Service charge refund. 

CX 32565 £206.33 Service charge refund. 

CX 32595 £206.33 Service charge refund. 

SR 37163 £15 Missed appointment. 

SR 38084 £30 Two missed appointments by contractor. 

CX 36873 £50 Delay in new heating system being completed. 

CX 38277 £200 Communication not being passed between contractor and Cottsway. 

SR 36227 & 
CX 36432 

£145 Missed appointment and good will gesture due to poor service from 
contractor. 

SR 38619 £15 Missed appointment. 

CX38475 £45 Delayed communication from contractor. 

CX38485 £250 Delay with tenancy conversion. 

CX38055 £50 Delay to defects being resolved by developer. 

SR 36523 £15 Plants damaged by operatives. 

CX 37078 £50 Delay in responses to customer by developer and development team. 

CX 37446 £54.99 Carpet cleaning. 

CX 38205 £15 Missed appointment. 

Total  £19,388  
 

 

 

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: 
Facebook, LinkedIn and Instagram 
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