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Keeping you connected 
and informed
Received this newsletter by 
post? If you use email or a 
smartphone, please update your 
contact details so we can keep 
you informed digitally:
cottsway.co.uk/updatedetails

If you’re not online and you’d like 
support getting started with the 
internet, or help with anything in 
this newsletter, get in touch.

We’d also love to hear what you 
think of this newsletter and what 
you’d like to see in future editions. 
If you know someone doing 
something great in your Cottsway 
community, or have a story about 
what your home means to you, 
please share it with us: 
contact@cottsway.co.uk

Every year, we publish reports 
on the work we’ve done. Before 
autumn, we’ll be sharing our 
latest Financial Statements, 
Annual Report and Tenant 
Satisfaction Measures ‘Customer 
Voice’ report.
cottsway.co.uk/publications

We’ll make sure every household 
receives a copy of the Annual 
Report either by email, text 
message, or post if we don’t 
have your digital contact details. 

We also share regular updates 
on our website and social media 
channels.

FUNDING OPPORTUNITY - £55,000 in total
INDIVIDUAL GRANTS – UP TO £250
For those living in a Cottsway home to support 
education, learning, and skills development. 
Funding can be used for books, laptops, course 
materials, or other study costs.

COMMUNITY GRANTS – UP TO £5,000
For charities, voluntary groups, and community 
organisations within the Cottsway catchment 
area. Funding supports projects that benefit 
people, communities, or the environment.

cottsway.co.uk/fund

Welcome to our summer update. This 
year is a special one for Cottsway as 
we celebrate our 25th anniversary 
and the milestone of providing 6,000 
homes. 
While we’re proud of how much we’ve grown, 

what matters most is the difference that growth has made for our 
customers and communities.

Over the years, we’ve helped thousands of people find a place to 
call home and supported communities through projects such as 
neighbourhood improvements, tenancy support, homelessness 
prevention and free debt advice. Cottsway staff also recently raised 
£6,500 for Sobell House Hospice, helping to support local people and 
families facing life-limiting illness. Our anniversary is about more than 
just numbers – it’s about the people who make our communities special.

On the front cover are Doreen, one of our longest-standing 
customers, and her daughter Jacqui. Doreen recently celebrated her 
90th birthday and has lived in her home since 1957. Jacqui grew up 
there, and together they have created a lifetime of family memories. 
To mark the occasion, we presented Doreen with flowers. It was a 
pleasure to celebrate with them and hear their story - a reminder of 
how our houses become homes and communities grow over time.

To celebrate our anniversary, we’re making £55,000 available through 
our Community Fund this year to support local projects, training and 
education opportunities that 
benefit you and / or your 
community.

Thank you for being part 
of our journey. We look 
forward to continuing 
to support you and your 
communities in the years 
ahead.

Richard Reynolds, 
Chief Executive

cottsway.co.uk		  contact@cottsway.co.uk      |     01993 89000022

http://www.cottsway.co.uk/updatedetails
mailto:contact%40cottsway.co.uk%20?subject=Homepage%20newsletter
http://www.cottsway.co.uk/publications
http://www.cottsway.co.uk/fund
http://www.cottsway.co.uk
mailto:contact%40cottsway.co.uk?subject=Query%20after%20reading%20Homepage%20newsletter


Looking after your 
home

Supporting you Your voice

4-5
Investing in your home
How we’re maintaining and 
improving homes now and for 
the future.

11
Listening, learning and 
improving
What we do with your 
feedback and how it helps us 
make changes for the better.

8
We’re here to help
No matter how you get in 
touch, our Customer Services 
team is here for you.

6
Creating a home that 
works for everyone
How we’ve helped change a 
family’s life.

12-13
Your voice at the heart 
of our services
How your voice leads our 
Customer Engagement Plan.

9
Noise, neighbours and 
getting along
Learn more about our approach 
to anti-social behaviour and 
how we can help.

14
From Youth Forum to 
shaping services
Meet our new customer 
Scrutiny Group members.

7
Thinking about moving
Some of your options 
explained.

What’s inside

3cottsway.co.uk		  contact@cottsway.co.uk      |     01993 890000

http://www.cottsway.co.uk
mailto:contact%40cottsway.co.uk?subject=Query%20after%20reading%20Homepage%20newsletter


£18m invested in 
maintaining and improving 
homes and we’ve stepped 
up our response to damp 
and mould

94% 
of you are happy your home 
is safe

100% of our homes 
meet the Decent Homes 
Standard

100% 
safety checks completed

214
kitchens installed
(213 more planned for 2026-27)

102
bathrooms fitted
(99 more planned this year)

300+
homes had new windows 
installed

343
external doors replaced  
making homes warmer and more 
secure.

81% of our homes 
now have an EPC rating of 
C or above after improving 

energy efficiency in some of our lowest-
performing properties.

In our last newsletter, we explained all 
about our Repairs team. This time, we’re 
focusing on our Assets team - the people 
who plan improvements to homes and 
make sure they’re fit for the future.

Investing in your 
home
The Assets team deliver projects to keep homes 
safe, comfortable and well maintained. This 
includes installing new kitchens and bathrooms, 
replacing roofs, upgrading heating systems and 
improving energy efficiency.

Using information from stock condition surveys, 
the team plans work up to 30 years ahead. These 
surveys help us make sure homes meet the Decent 
Homes Standard and identify when things like roofs, 
boilers and kitchens will need replacing, so we can 
plan ahead and invest in homes at the right time.

What the team does
•	 Makes sure homes meet safety standards 

through checks on gas, electrics, fire safety, 
water, lifts and more, as well as tackling damp 
and mould.

•	 Monitors the condition of homes and plans 
future improvements.

•	 Helps customers remain independent by 
arranging aids and adaptations, from grab 
rails and ramps to stairlifts and level-access 
showers.

In the last 12 months, we carried out more than 
300 home adaptations to help customers live safely 
and independently. These improvements can make 
everyday tasks easier, increase confidence and 
help people stay in their homes for longer. Minor 
adaptations, such as grab rails, are funded by us, 
while larger projects may be funded with support 
from local councils through Disabled Facilities 
Grants (see one family’s story on page 6).

 	 cottsway.co.uk/PlannedWork

Last year in numbers
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Meet Calvin - our assistant surveyor
You may recognise Calvin, who previously worked in our Repairs 
team, and has changed roles to join our Assets team as an 
Assistant Surveyor. 

Calvin is working with experienced members of the team, 
visiting homes to check their condition and help us plan. He 
was an ideal candidate for this role as he’d been studying for a 
surveyor qualification in his own time alongside his day job as 
a trade operative, showing real dedication.  

We relish seeing and supporting our staff to learn new skills, 
grow in their careers and take on new challenges, as we feel this 
leads to continual improvement in our services. Look out for Calvin 
out and about and feel free to say ‘hello’!

Over the past year, we received 
449 reports of damp and 
mould – an increase of 21%. 
We expected this and were well 
prepared, meeting response 
times in almost every case.  

We’ve made improvements to our 
service to make sure we respond 
quickly and effectively. This 
includes:
•	 Spotting potential issues 

earlier.
•	 Acting faster and in a more 

coordinated way.
•	 Improving how we diagnose 

problems.
•	 Keeping customers better 

informed throughout.

More information about 
our approach to damp and 
mould, and advice on reducing 
moisture, improving ventilation 
and keeping your home warm, 
is available in our Customer 
Charter and online.

 	 cottsway.co.uk/damp 

Awaab’s Law Phase 2 - 
what’s changing?
The law is now expanding 
beyond damp and mould to 
cover a wider range of safety 
issues, including:

•	 Homes that are too hot or 
too cold.

•	 Risks of falls (such as unsafe 
stairs).

•	 Structural problems.
•	 Fire and electrical safety.
•	 Hygiene issues like drainage, 

sanitation or pests.

We are regularly audited to make 
sure we provide safe homes 
and meet all legal requirements. 
Electrical safety inspections 
must be carried out at least 
once every five years. While this 
is now a legal requirement, we 
have been carrying out these 
checks for many years as part of 
our commitment to safe homes.

Help us keep your home 
safe
To help us meet the 
requirements of Awaab’s Law 
and keep homes safe, we carry 
out stock condition surveys 
every five years, alongside 
regular safety inspections.

Last year, we completed surveys 
in 1,102 homes. If your home is 
due a survey, please help us by 
providing access when contacted 
- it is important our surveyors 
visit your home so we can spot 
any problems early and plan for 
future improvements.

If you have any concerns about 
the safety or condition of your 
home in the meantime, please 
get in touch – we’re here to help.

 	 cottsway.co.uk/
StockSurveys

Damp and mould update
Previously, we told you about our approach to damp and mould following the introduction of 
Awaab’s Law, which sets clear timeframes for landlords to investigate and fix issues.
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Moving home has been life-
changing for one of our 
customers and her family 
(pictured). 
With a teenage son who uses 
a powered wheelchair, a home 
that supports his independence 
was very important.

The family’s previous home had been 
adapted over time and included features 
such as a level-access shower, widened 
doors, wash/dry toilets and a stairlift. However, as 
the teenager’s needs changed, the stairlift could 
no longer be used safely and there simply wasn’t 
enough space to add a through-floor lift.

That’s when the search for another home began, 
and when a two-bedroom bungalow with a level-
access shower became available, our Assets team 
were quick to see its potential.

The property was extended to include an extra 
bedroom and a cloakroom and adapted to improve 
accessibility. This work included ramp access, wider 
doorways, a height-adjustable kitchen counter, and 
an accessible wet room.

To give the teenager even more 
independence, an automated door entry 

system was also fitted allowing him to 
come and go more easily.

Talking about their new home, 
his mum said: “It’s been truly life-
changing for my son’s independence, 
and for us as a family. We can all 

be together without restrictions and 
limitations.

“He now enjoys helping make meals at 
his accessible counter and spending time in his 
room - something he couldn’t do for years. He 
loves inviting friends over, using the wet room 
independently, and even unlocking the front door 
himself with his own key! We’re so grateful for 
everything that’s been done to make this possible.”

This project was made possible thanks to £30,000 
in funding from West Oxfordshire District Council’s 
Disabled Facilities Grant and we’re proud to have 
worked with them to create 
a home for this family 
live, enjoy and be 
independent.

Creating a home that works for everyone

We’re so grateful 
for everything that’s 
been done to make 

this possible.”

If you, or someone 
within your household 
is disabled or has 
impaired mobility, you 
can ask for help with 
adaptations to make 
life more manageable.

cottsway.co.uk/
adaptations
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OPTION 1: Apply to move through your council
Most homes are let through Choice Based Lettings (CBL),  
managed by your local council responsible for housing.

How it works
•	 Register with your local scheme (eg, Homeseeker Plus if you’re in 

West Oxfordshire or Gloucestershire, Homes4Wiltshire, Swindon 
Borough Council, Homechoice Plus) – registration times vary 
between council areas and can take several weeks.

•	 Your council is responsible for deciding housing need and will 
assess your application and give you your priority band.

•	 Once you’re registered, search and bid for available homes online 
to show your interest - homes are usually allocated to applicants 
with the highest priority and who have been waiting longest. 
Please be aware that some homes, like bungalows or large 
properties, are in short supply. 

•	 If your bid is successful and you’re shortlisted, your council will get 
in touch with you to verify your application. 

•	 If it’s a Cottsway home, we’ll be in touch with you to let you know 
the next steps and keep you informed throughout.

Good to know:
•	 It’s important to keep your application up to date.
•	 Make sure the property is affordable for you.
•	 You can apply to CBL schemes outside your area if you want to 

move elsewhere, but some require a local connection (for example, 
family or work), and you can register with more than one CBL at 
the same time.

•	 Interested in new-builds? Homes are released in stages and added 
to CBL schemes at different times - so keep checking for updates.

Need support?
If you’re not online, don’t worry. This will not disadvantage your application and either we or your 
council can offer support, so please get in touch. If you’re looking to downsize, financial support maybe 
available to help with costs, with priority given to those most in need.

Whether your family’s grown, you’re 
wanting to downsize, or your needs 
are now different, life changes.

OPTION 2: Swap your 
home 
Mutual exchange can offer a 
quick and easy way to swap your 
home.

How it works:
•	 Check you’re eligible before 

applying (only assured 
tenants can swap homes and 
there are other things that 
may make it not possible for 
you to take this route).

•	 Find a swap through the 
online Homeswapper service 
- free to use for Cottsway 
customers.

•	 Once you’ve agreed a 
swap, you’ll both need 
to complete a mutual 
exchange application through 
Swaptracker (a service linked 
to Homeswapper).

 Thinking about moving? 
Depending on your circumstances, it may be possible 
to move, either to a different Cottsway home, or 
another housing association or council property.  

 	 For more information, including links to CBL schemes: cottsway.co.uk/movinghome
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Gemma

Gemma, our Interim Customer Services Manager, 
explains what goes on behind the scenes and how 
we support you from the moment you contact us.

 When you contact us, one of our team will be 
the first person you speak to. We’ll ask a few data 
protection questions, listen carefully, and make 
sure we understand what you need. Whether it’s a 
repair, a rent question, or general information, we’ll 
always do our best to help.

No two days are the same. A typical day might 
include raising repairs, answering rent queries, 
helping with planned kitchen or bathroom 
replacements, or rescheduling appointments. We 
also support new applicants setting up a tenancy 
and may signpost people to services like Citizens 
Advice or arrange foodbank referrals.

Some situations are more sensitive. This 
could include being told a customer has sadly 
passed away, helping set up a repayment plan, 
or explaining what happens when anti-social 
behaviour is reported.

We always aim to resolve your query at the first 
point of contact. If we can’t, we’ll pass it to the 
right team, make sure they have all the details, and 
let you know when you can expect a response.

We also handle complaints. We look into what’s 
happened and explain what we’ll do to put things 
right, working closely with teams across the 
organisation.

We don’t just respond - we learn from your 
feedback. For example, we’ve made moving-out 
information clearer to help avoid unexpected 
charges, and added an automatic reply to our 
lettings inbox so you know when to expect a 
response.

Working in customer services isn’t always easy, 
but we always aim to respond with care and 
professionalism. 

If you’re happy with our services, or something 
hasn’t gone quite right, please tell us! See page 11 
to find out how to give feedback or complain.

Whether you call, email, use our website, or message  
us on social media, our Customer Services  
team is here for you.

We’re here 
to help

Did you know?
Our Customer Services team  are 
available from 8.30am every 
weekday (apart from bank holidays) 
and handled almost 100,000 
enquiries last year.

cottsway.co.uk/contact

77% 
of you feel we 
listen and act on 
your views

90% 
of you feel we  
treat you fairly 
and with respect
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Gemma

Living close to others means noise can travel easily, especially in flats. 
What seems fine to one person may disturb someone else.

To help everyone get along, please:
•	 Keep TVs and music at a reasonable level.
•	 Be mindful with visitors and every day noise.
•	 Avoid loud noise late at night or early in the morning.
•	 Let neighbours know about parties or noisy DIY in advance.

Small changes can make a big difference and help everyone feel more 
comfortable at home.

If noise is affecting you
If you feel able to, try speaking to your neighbour first. They may not 
realise there is an issue, and a calm conversation often helps.

If this isn’t possible, you can report it to us. Keeping a simple record 
of what happens and when will help us understand the problem and 
what action we can take. We may ask you to try and record evidence 
and invite you to use the ASB app.

What is ASB?
ASB is behaviour that causes ongoing nuisance, upset, or worry to 
others. It can come from a neighbour, someone in their home, or a visitor.

We take all reports seriously and treat them confidentially. ASB or criminal behaviour can lead to action against 
a tenancy and this can mean eviction in the most serious cases. If you are in immediate danger, call 999.

How we can help
If you report ASB, we will listen, look into it, agree next steps with you, and keep you updated.  
We may also offer support like mediation or coaching to help resolve issues.

	 cottsway.co.uk/ASB

This year, we’ve had more reports about noise between neighbours. We understand 
how frustrating this can be. While not all noise is classed or investigated as anti-social 
behaviour (ASB), we will still look into concerns and support you where we can.

Noise, neighbours 
and getting along

What’s not usually 
considered ASB
Some things can be 
frustrating but are not 
normally classed as ASB, 
such as:
•	 One-off parties
•	 Children playing or crying
•	 Everyday household noise
•	 Cooking smells
•	 Pets or minor 

disagreements

Our ‘Good neighbourhood 
management policy’ covers 
how we deal with housing-
related concerns that are not 
considered to be ASB – you 
can read this on our website, 
or request a copy: 
cottsway.co.uk/policies

70%
of you are satisfied 

with our approach to 
handling anti-social 

behaviour
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Depending on the situation, we:

•	 Can refer you for support 
from specialist domestic 
abuse services.

•	 Will work with other 
agencies, such as the police 
or local authority.

•	 Will review and improve 
home security if needed.

•	 Can help with support to find 
alternative accommodation 
where necessary.

We will speak to victims within 
24 hours of a report being made 
and keep in regular contact 
throughout.

If you need help or are concerned 
about someone living in a 
Cottsway home, please contact 
us. If someone is in immediate 
danger, call 999.

	 cottsway.co.uk/abuse

Hoarding 
disorder support
Hoarding is a mental 
health condition that 
can make it difficult to 
let go of belongings. 

A free monthly support 
group runs in Witney. Led 
by Vi Barling, a hoarding 
specialist and declutter 
therapist, the group is 
open to anyone who needs 
help - you do not have to 
be a Cottsway customer.

When: 	 6pm to 8pm, 
every 4th Tuesday 
of the month

Where:	 The Winchester 
Room, St Mary’s 
Church, Witney, 
OX28 4AW

For more information, or 
to find out if the group is 
right for you:
Email:	 vibarling@gmail.com
Call:	 07766 767685

This support group has 
been made possible 
through a grant from Travis 
Perkins Managed Services, 
who supply materials for 
our Repairs team.

If you live in Gloucestershire 
or Wiltshire, visit your 
county council website for 
local support or call 01452 
425427 (Gloucestershire) 
or 0300 4560111 
(Wiltshire). If you live in 
Worcestershire, search 
for the Worcestershire 
Safeguarding website or 
call 01905 843189.

	 cottsway.co.uk/
hoarding

Support for domestic abuse victims
No one should have to live with abuse or feel 
unsafe in their home. We are here to help and will 
always put the safety and wishes of victims first.

Community events raise awareness of ASB
We recently held two community drop-in events as part of 
ASB Awareness Week.

In Witney, we were joined by other housing providers, Thames 
Valley Police and victim support groups at the Corn Exchange. We 
gave advice on what anti-social behaviour is, how it’s dealt with, and 
where to get help, and explained how we all work together to keep 
neighbourhoods safe.

In Evesham, our Neighbourhood Housing Officer Sam joined West 
Mercia Police at Lupin Walk. They talked with residents and joined 
together for an estate walkaround.

Thank you to everyone who helped and to all who came along. We 
hope you found it useful.
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How the complaint 
process works
Service request
If your issue can be resolved 
straight away, our Customer 
Services team will put things 
right and pass your feedback to 
the relevant manager. If you are 
still unhappy, it becomes a  
Stage 1 complaint.

Stage 1
We will tell you who is handling 
your complaint and aim to 
resolve it within 10 working 
days of acknowledging it. If new 
issues come up, we will include 
them where possible. If you are 
still unhappy, you can ask us to 
escalate it to Stage 2 within 5 
working days.

Stage 2
A senior manager will contact 
you, take a fresh look at your 
complaint, and complete a 
full review within 20 working 
days. You will receive a detailed 
written response.

You can contact the Housing 
Ombudsman Service at any 
stage for free, independent 
advice.

46% 
of you are 
satisfied with 
our approach 
to handling 
complaints

If you’re finding it difficult to pay your rent, please get in touch 
as soon as possible.

We know the cost of living is putting pressure on many households, 
so contact us early so we can discuss repayment plans and check if 
you’re entitled to benefits.

If your rent account falls behind, we’ll be starting to contact you by 
text, phone or automated call to let you know at an early stage that 
support is available.

Need help with your rent?

Listening,  
learning and 
improving
Every comment, compliment and complaint helps us 
improve, so get in touch if you have something to tell us.
From our Board through to staff across all levels, every comment is 
looked at and, where we need to make changes, this happens. 

We publish updates on customer feedback quarterly, and we also 
produce an annual Complaints and Service Improvement report which 
includes details of complaints received, and what’s happened in response. 
See our website for the latest updates: 

	 cottsway.co.uk/CustomerFeedback

We always aim to give you a good, reliable service. But if something 
hasn’t gone well and you need to complain, we want you to get in touch. 
You can do this online, by phone, email, letter, social media or in person. 

What you can expect when you make a complaint
We follow the Housing Ombudsman’s Complaint Handling Code, 
introduced to make sure social landlords handle complaints fairly and 
consistently, and you can contact the Ombudsman at any time.

If you tell us something has gone wrong, we will:
•	 Acknowledge your complaint and ask what you’d like to happen.
•	 Explain what we will do next.
•	 Work with you to resolve the issue quickly and fairly.
•	 Offer you the chance to discuss things with us directly, and with a 

friend or advisor if you would like.
•	 Arrange for an independent organisation to contact you 

afterwards to check how we handled things.
•	 Always explain why if we can’t investigate a complaint.

	 cottsway.co.uk/complaints

We also fund a free, independent 
debt advice service through 
Citizens Advice for all customers:

•	 Call:	 0300 303 8618
•	 Email:	 cottswayhousing@ 

	 caox.org.uk

	 cottsway.co.uk/arrears
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3. Contract management
We use contractors for grounds 
maintenance, cleaning and some 
repairs, and you told us we need 
to be clearer about what they 
should deliver.

We will:
•	 Work more closely with 

contractors.
•	 Improve how we monitor 

their performance.
•	 Introduce satisfaction 

surveys about their services.
•	 Make sure delays are clearly 

communicated.

We’re responsible for the 
services they provide and will 
make sure standards are met.

1. Communication
You want clearer and more 
timely information, especially 
about repairs and services.

We will:
•	 Improve repair updates 

and notifications.
•	 Provide more ‘Easy Read’  

documents and printed 
information.

•	 Improve our website and 
customer portal.

•	 Make sure contractors tell 
you about any delays.

Our aim is to keep you 
informed from start to finish.

2. Communal areas
Customers living in 
properties with shared 
spaces told us they’re not 
always happy with how these 
areas are maintained.

We will:
•	 Publish clear service 

standards and schedules.
•	 Share survey results about 

communal services.
•	 Improve noticeboards in 

blocks.
•	 Develop an investment 

programme for communal 
areas with customer input.

We want shared spaces to be 
clean, safe and looked after.

We want you to feel heard, 
respected and able to influence 
the services you receive. 

Your voice at 
the heart of 
our services
Our new Customer Engagement Plan for 
2026-29 explains how we will listen to 
you, act on your feedback and improve 
our services over the next three years.

This plan is based on what you told us 
in our 2024-25 customer surveys. It 
also follows new national standards for 
openness and accountability in social 
housing.

Our three main priorities
From your feedback, three key themes 
stood out. We call them the 3 Cs:
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Make sure feedback leads to change
We will use complaints and survey results to improve 
services and share examples of changes made because of 
your feedback.

Use data more effectively
We will review what information we collect and use it to 
improve repairs and better meet different needs.

Improve communication
We will keep you informed when you request a service, 
support customers who are not online, update noticeboards 
and provide regular customer service training for staff.

Be more transparent
We will publish more performance and safety information, 
share survey results and provide clearer details about 
investment and maintenance plans.

Create more ways to get involved
You can already get involved through surveys, consultations, 
resident groups, our customer-only Facebook group and the 
Scrutiny Group. We will develop more online options, create 
better opportunities for shared owners, explore community 
initiatives like Clean and Green Champions, and increase 
the visibility of Neighbourhood Housing Officers.

How we’ll improve
Alongside the 3 Cs, we will:

How we’ll 
measure progress
We will regularly review 
our action plan, count 
the improvements made 
because of your feedback, 
report to our Board and 
share updates. For more 
information about our 
Customer Engagement Plan: 

	 cottsway.co.uk/CEP

You may hear about STAIRs 
(Social Tenant Access to 
Information Requirements). 
These are new government 
requirements to help tenants 
and shared owners easily find 
and understand important 
information.

We’re committed to being open 
and honest with you. We try 
to share clear information with 
you in different ways about your 
home, tenancy, and the services 
we provide.

•	 From October 2026 – 
landlords will need to publish 
certain information through a 
new publication scheme. We 
already share much of this on 
our website and in documents 
such as our Annual Report, 
Financial Statements and 
Customer Charter.

	 We’ll publish a new ‘STAIRs’ 
webpage to help you find 
information easily in one go. 
If you’re not online, you can 
get in touch, and we’ll help. 

•	 From April 2027 - If you 
can’t find the information 
you need, you can make an 
‘Information Request’ (or ask 
someone who supports you 
to do it for you). 

We’ll respond within 30 days and 
explain things clearly. Sometimes 
we can’t share everything (for 
example, to protect people’s 
personal details), but we will 
always tell you why. We’ll give 
you more details about this 
before next spring.

Access to information

You already have the right to ask for a copy of the personal information we hold about you, what we 
use it for and who we share it with. This is called a Subject Access Request. See: cottsway.co.uk/SAR
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Kyle

 I’m really enjoying being part 
of the Scrutiny Group and helping 
improve services for customers.

I’ve lived in Cottsway properties for 
most of my life, first with my parents and now in 
Eynsham with my own family, so I’ve had a long 
connection with Cottsway. I was even part of their 
Youth Forum as a teenager and completed my work 
experience with their IT team!

I’m one of two new members to join the group this 
year. Mick joined around the same time and lives in 
Fifield. After serving in the Armed Forces, he’s now 
retired and spends much of his time volunteering 
and supporting people in his local community.

Over the next few months, the group will be 
checking progress on their latest review of 
‘Ending your tenancy’. Last year, they looked at 
the whole journey, from deciding to move out 
through to handing back the keys and made 13 

recommendations to help improve the 
experience for customers.

We will also revisit the review of the void 
(empty home) standard and continue tracking 

actions from the anti-social behaviour (ASB) 
scrutiny review to see how they’re progressing.

If you live in an Cottsway home and would like to 
help shape and improve services, we’d love to hear 
from you. Why not join our mailing list so we can 
contact you from time to time for your views and 
feedback? 

To find out more about Scrutiny’s Group work, 
follow them on Facebook and Instagram by 
searching ‘Cottsway Scrutiny Group’ or visit: 

	 cottsway.co.uk/ScrutinyGroup

From Youth 
Forum to 

shaping services
The Cottsway Scrutiny group is a 

small group of customers who meet 
regularly to look at our services and 

share ideas on how they can be 
improved for everyone. 

New member Kyle shares why 
he joined the group and what 

they’ve been working on.

Know a 16 to 18-year-old interested in law or business?
We have two FREE places on Blake Morgan LLP’s Growing Ambitions 
programme available for young people living in a Cottsway home. 

The work experience takes place in Oxford from 17 to 21 August, with an  
icebreaker session on 13 August. We can also help with travel costs.

Participants will learn about careers in law and business, develop new skills, build 
confidence and meet professionals. Applications close soon - don’t miss out!

 	 cottsway.co.uk/GrowingAmbitions

Mick
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During 2025-26, independent market research company, Acuity spoke to 1,040 
customers living in our low cost rented homes. The survey included a mix of tenants 

across different areas, property types, and backgrounds. 

A rundown of what you said – satisfaction scores

We’re pleased satisfaction has increased across 
all areas since 2024-25, with some of the 
highest ratings nationally and among similar-
sized housing associations.

Overall satisfaction is up 3%. You told us 
you feel safe in your homes, are happy with 
our repairs service, and value how we treat 

and communicate with you. While this is 
encouraging, we remain focused on improving. 
Work continues to improve communal areas 
and neighbourhoods, keeping you informed and 
acting on your feedback. You’ll see details on 
this elsewhere in this newsletter.

	 cottsway.co.uk/TSM

Tenant Satisfaction Measures 
annual results (2025-26) – 

snapshot

 

88%
of you told us 
you’re satisfied 
with our services 
overall

 

91%
satisfied with 
repairs service 
(past 12 months)  

88%
satisfied with time 
taken for last repair

 

89%
my home is well-
maintained

 

94%
my home is safe

 

77%
Cottsway listens to 
my views and acts 
on them

 

89%
Cottsway keeps 
me informed about 
things that matter 
to me

 

90%
Cottsway treats 
me fairly and with 
respect  

46%
satisfied with 
Cottsway’s 
approach to 
complaints handling

 

71%
satisfied that 
communal areas 
are kept clean and 
well-maintained

83%
Cottsway 
makes a positive 
contribution to my 
neighbourhood

 

70%
satisfied with 
our approach to 
handling anti-social 
behaviour
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Are you signed up 
to My Cottsway?
Request and track repairs, pay 
and check your rent, update your 
details, and more - all through our 
customer portal. 

It’s quick, convenient, and available 
anytime!

Register and download the app.

	 cottsway.co.uk/mycottsway

Contact us 
Our reception area is open for pre-arranged 
appointments only, but we’re here in other 
ways if you need to reach out and can visit 
you at home if needed.
Visit:	 cottsway.co.uk/contact

Email:	 contact@cottsway.co.uk

Call:	 01993 890000

By post:	 Cottsway House, Heynes Place, Avenue Two,  
Witney OX28 4YG

	
facebook.com/Cottsway

	 instagram.com/cottswayhousing

	
linkedin.com/company/Cottsway

Free family fun this summer 

Help wildlife thrive
We’re working with our grounds maintenance contractor to make the 
most of Cottsway-owned land and create better spaces for wildlife.

Whether it’s installing bird boxes and bug hotels, planting flowering 
bulbs, creating wildflower areas or trying something new, send us 
your ideas!

Hayley recently shared this lovely photo of the wildflowers in 
Eynsham saying: “The wildflower area on Merton Court is absolutely 
beautiful. Thank you for doing this.”

Tell us which areas in your neighbourhood you’d like to see improved 
to make them better for wildlife:

 	 cottsway.co.uk/biodiversity

As the school summer holidays approach, we’ll 
be out and about at some of Oxfordshire Play 
Association’s free play and activity days, which are 
part-funded by our Community Fund. 

	 oxonplay.org.uk

Join us for craft activities or 
stop by for a chat at:

Eynsham:	
Oxford Road Playing Field (Pavilion side), OX29 4HG
Thursday 23 July, 11am-3pm

Witney: 
Burwell Meadow Recreation Ground, OX28 5NP
Thursday 6 August, 11am-3pm

Chipping Norton:
Cotswold Crescent Play Area, OX7 5DU 
Tuesday 11 August, 11am-3pm 
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