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Foreword 
By Andrew Hall, Cottsway Board Chair 

 

At Cottsway, our goal is to provide safe, 
secure, and well-maintained homes and to 
deliver all our services to a high standard - 
because that’s what our customers deserve. 

We work hard to get things right first time, 
but we recognise there are occasions when 
our services may fall short. When this 
happens, we actively encourage customers to 
speak up. 

We are fully committed to the Housing 
Ombudsman’s Complaint Handling Code, 
which sets out best practice for housing 
providers in dealing with complaints fairly and 
effectively. However, our commitment goes 
much deeper than simply meeting standards. 

We listen to and act on every piece of 
feedback or complaint we receive. This 
information is shared widely across our 
organisation - from Board to staff level - to 
support learning and improvement. When 
changes are needed, we make them. 

To help drive this learning culture, we have an 
internal Customer Committee dedicated to 
reviewing complaints and feedback. Over the 
past year, this group has included two of our 
Non-Executive Board Members, our Deputy 
Chief Executive Sue Lakin (who is responsible 
for operations across our organisation) and 
representatives from our Customer Scrutiny 
Group - a panel of residents who review our 
work and make recommendations for 
improvement. 

Together with our Board, they have 
considered all complaints and feedback, along 
with the insights and analysis set out in this 
Report. 

As part of our commitment to transparency, 
we publish quarterly snapshots of complaints 
and feedback received, along with details of 
the actions we’ve taken and any resulting 
changes to our services. 

Our Tenant Satisfaction Measure results for 
2024–25 reflect strong levels of customer 
satisfaction, but we are never complacent. We 
believe our customers have a right to be 
heard, and only by thoroughly exploring 
complaints can we fully understand the issues 
raised and respond effectively. 

We are grateful to every customer who has 
taken the time to contact us over the past 
year, whether to raise a concern or to provide 
positive feedback. Every voice helps us stay 
focused on what really matters and 
continuously improve. 

At Cottsway if a customer raises a concern of 
any kind it will be taken seriously and 
investigated not just because we are required 
to do so but because it is the right thing to do.
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1. Introduction  
The Housing Ombudsman’s Complaint Handling Code became statutory on 1 April 2024. As part of the 
legislated changes, 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 performance over the last year including improvements made as a result 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/feedback 

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  

2. Complaint handling performance 
As explained in the report foreword, as a result of changes brought in by the Code, we have moved away 
from an ‘informal resolution stage’ that we previously followed as part of our complaints procedure. 
Overall, this has led to a 29% increase in formal complaints compared to 2023-24. 

Complaint volumes 
Our Customer Service 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 numbers of complaints through our key performance indicator (KPI) reporting mechanisms relative to 
the size of the organisation including timeliness of responses. 

Of the 313 formal complaints investigated this year,91% were concluded at Stage 1 of our complaints 
process with 9% escalated to the final review stage (Stage 2). 

 

  

http://www.cottsway.co.uk/feedback
http://www.cottsway.co.uk/complaints
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Number of complaints 

Month Service request Stage 1 Stage 2 

April 2024 32 3 1 

May 2024 43 21 3 

June 2024 27 18 1 

July 2024 29 18 3 

August 2024 30 28 2 

September 2024 25 22 3 

October 2024 18 21 3 

November 2024 19 23 4 

December 2024 14 28 3 

January 2025 12 31 2 

February 2025 20 31 2 

March 2025 16 40 2 

Totals 285 284 29 

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 
• Requests for updates on previous enquiries 
• Issues related to communication or policy clarification 

Our Customer Service Team is committed to acting in the best interests of customers and will escalate 
matters to formal complaint stages when appropriate. To improve oversight and service quality, the team is 
currently working on developing enhanced reporting to provide a month-by-month breakdown of service 
requests, including the types of issues raised and relevant service areas. This data will offer valuable 
insights for line managers, enabling them to identify recurring issues and improve service delivery. 

Response times 
We measure our response times for complaints and on average we responded to 99.25% of complaints 
within our target timescales during the past 12 months. In the few instances where targets were not met, 
all cases were related to Stage 1 complaint responses. In these situations, we maintained open 
communication with customers and agreed on extended response timeframes, ensuring transparency and 
continued engagement. 
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Following a review of our complaint allocation process in November, we introduced clearer case allocation 
guidance for staff to help ensure a balanced distribution of workload among complaint handlers. This has 
helped support timely responses and improved service quality for customers. 

% complaints responded to within timescale 

 

Customer satisfaction (transactional) 
We use independent market research agency Acuity to conduct transactional surveys with customers once 
a complaint has been concluded. These surveys serve two key 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. 

Complaints 
survey 

Qtr 1  
2024-25 

Qtr 2  
2024-25 

Qtr 3  
2024-25 

Qtr 4  
2024-25 

2023-24 
total 

2024-25 
total 

No. of responses 6 7 11 12 59 36 

How a complaint 
was handled 

33% 44% 55% 58% 38% 45% 

Cottsway ‘easy to 
deal with’ 

33% 44% 55% 67% 54% 47% 

Outcome of 
complaint  

29% 38% 55% 45% 35% 41% 

 
Overall, performance has improved quarter-on-quarter during 2024-25. While response rates to 
transactional surveys remain relatively low, customers have rated our complaints service positively. Some 
customer comments, however, have highlighted areas for improvement. These insights are shared directly 
with service managers to inform learning and drive service development. 

Our commitment to enhancing customer satisfaction extends beyond reporting. We actively engage with 
various business areas to identify and address root causes of complaints, understand where service 
improvements can be made and act upon customer suggestions. 
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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, 
carried out on our behalf independently by Acuity and in line with the technical requirements of TSM reporting. 

TSM Measure Qtr 1 
2024-25 

Qtr 2 
2024-25 

Qtr 3 
2024-25 

Qtr 4 
2024-25 

2023-24 
result 

2024-25 
result 

Satisfaction with the 
landlord’s approach 
to handling of 
complaints 

30% 44% 40% 55% 53% 42% 

 
From the start of the year to the end of the year, we have seen a 25% increase in customer satisfaction. 
Although satisfaction has decreased from 2023-24 to 2024-25, when compared to the wider housing sector, 
our performance aligns favourably to our peers. In the recent Housing Quality Network (HQN) annual 
complaints rankings – available at www.cottsway.co.uk/complaints - Cottsway is placed 13th out of 359 at 
the time of publishing.  

3. 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 five determinations made by the Housing Ombudsman, with a further 
nine 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. 

2024-25 Case reference Housing Ombudsman 
determination 

Action / final outcome 

Quarter 1 
Apr – June 

Housing Ombudsman case ID: 
202209529 

No maladministration £150 was awarded to the 
customer for inconvenience. 

Housing Ombudsman case ID: 
202303404 

No maladministration None 

Quarter 2 
July – Sept 

Housing Ombudsman case ID: 
202312919 

No maladministration  £100 was awarded to the 
customer. 

Housing Ombudsman case ID: 
202303048 

No maladministration None 

Quarter 3 
Oct – Dec 

- - - 

Quarter 4 
Jan - Mar 

Housing Ombudsman case ID: 
202334225* 

Maladministration  Apologised for our response and 
the time it took for repairs to be 
completed. Paid £400 for distress 
and inconvenience. Paid £325 as 
offered in the Stage 2 outcome. 

http://www.cottsway.co.uk/complaints
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Where no maladministration is found, it means we have acted in accordance with the obligations set out in 
the tenancy agreement and in line with relevant policies and procedures. Minor failings may have been 
identified; however these have caused no detriment to the customer. In such cases, we may still offer redress, 
which can include a monetary payment, or fixing or putting right something which may have gone wrong. 

*Case 202334225 - the one case where maladministration was found: 
This case dates to 2023 when a Stage 1 complaint was raised and is centred around a report of damp and 
mould and delays to processing the customer’s complaint at Stage 2. Throughout the investigation, regular 
contact was maintained with the customer. A specialist damp and mould contractor attended the 
customer's home, during which further repairs were identified and scheduled. 
 
In summary, we accepted the findings of the Housing Ombudsman determination, and we have completed the 
actions as required. We recognise there is room for improvement in the way we dealt with this case and are still 
in discussions with the customer as she remains dissatisfied with the final outcome. The determination has been 
shared with service managers to review where our damp and mould process can be improved. 

 

 

 

 

 

 

 

 

 

 

 

Les Henderson, Board 
Member and Customer 
Committee Chair  

Our Board established a 
Customer Committee in 
2023 to help ensure that 
Cottsway was well-
prepared to meet the 
requirements of the Social 
Housing (Regulation) Act 

2023 and Regulator of 
Social Housing’s revised 
Consumer Standards, 
which came into effect in 
April 2024.  

Working alongside 
Cottsway’s Deputy Chief 
Executive, the Customer 
Committee monitors all 
aspects of the customer 
experience, including 
satisfaction levels and 
complaints received each 
quarter. The committee 
provides the Board with 
clear oversight and 
assurance regarding the 
quality-of-service Cottsway 
delivers, demonstrating a 
strong commitment to 
putting customers first. 

Since the committee first 
formed, we have taken 
steps to develop and refine 
Cottsway’s approach to 
complaints and feedback, in 
line with the requirements 
of the Complaint Handling 
Code. While the overall 
picture for Cottsway is 
largely positive, we remain 
committed to continuously 
monitoring performance, 
customer satisfaction, and 
the impact of the changes 
we implement I hope that it 
is reassuring to customers 
and our stakeholders to 
know that every piece of 
feedback we receive is 
considered, shared, and 
used to drive change. 



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 can be awarded because of a service 
failure, to reflect any detriment caused to the customer, or simply as a goodwill gesture. Our staff exercise 
discretion in determining what is the most appropriate remedy, taking into account the individual 
circumstances of the case before awarding compensation.  

In addition, the Housing Ombudsman may ask landlords to offer redress and award compensation as part 
of their findings. Appropriate budgets are allocated annually and are regularly reviewed by the Customer 
Service Manager. 

Over the past year, we have paid a total of £9,551 in compensation across a range of situations, in 
recognition of loss or inconvenience experienced by customers. Instances included missed appointments, 
reimbursement for damaged personal items and service failures. Of this total, £975 was awarded as a 
result of Ombudsman determinations.  

A total of £1,305 was paid in compensation in recognition of missed appointments. This compensation 
covers instances involving Cottsway repairs, contractors, and staff, where an appointment was either not 
kept or cancelled without notice, resulting in inconvenience to the customer (See appendix 2). 

5. Policy exclusions and escalations 
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 three instances during the past year to which this applied are below. In each case, the 
customer was given a written response with a clear explanation as to why their complaint would not be 
considered. 

Case reference Summary of request 

202315431 This enquiry related to an ongoing anti-social behaviour case. Legal proceedings were 
already underway relating to the matter raised.  

202433417 Customer was raising the same matter. Complaint already dealt with one month prior, 
with response and outcome issued. 

CX23053 Customer asking to escalate a complaint relating to a case from several years 
previously, when an outcome and response had already been provided. 
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6. 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. 

Subcategory of complaint 

 

The category marked in the chart above as ‘Other’ is a combination of multiple issues and not one specific 
matter. The team are further refining reporting this year to ensure we can capture more detail from each case. 

The top five key themes identified during 2024-25 were: 

1. Communication 
2. Timescales 
3. Contractor 
4. Right first time 
5. Staff conduct 

Examples of common themes 
1. Communication 

Poor communication was the main issue. This varied from case-to-case but included customers not 
being told about rescheduled appointments or feeling frustrated by a lack of updates on their enquiries. 
We try to learn from each complaint and make improvements where needed. 

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. Contractor 
Cottsway contractors responsible for installing new windows and doors have been the source of an 
increased number of complaints this year. The feedback primarily relates to poor communication and a 
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lack of updates regarding installation timelines. These issues are partly due to the high volume of window 
and door replacements carried out in 2024–2025, particularly during the final three months of 2025.  

The quality of planned work has also been a concern. In response, our Assets Team has improved 
processes and increased post-inspections at customers’ homes. This approach has resulted in a far 
better service, with snagging issues now being identified and resolved before the customer needs to get 
in touch and contractors held to account and required to return to put any issues right.  

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 have to take extra time off work. To mitigate this, we aim to capture as much detail 
as possible when the repair is reported, helping us to accurately diagnose the issue in advance. 

We regularly monitor customer satisfaction with our repairs service and follow up on any feedback to 
understand how we can improve. Our long-standing relationship with our supplier, who understands 
the types of jobs we do, enables us to run an efficient and responsive service. In addition, Cottsway vans 
are equipped with tailored van stock to help minimise the need for return visits. 

5. Staff conduct 
Concerns about staff conduct typically relate to delays in responding, timeliness of follow up/s, or 
dissatisfaction with the way a customer was spoken to - such as the tone of written communication or 
the information given. Customer service is a high priority for us, and feedback from case reviews is 
shared with service managers to support continuous improvement. Additionally, in service areas with 
high levels of customer contact, the Customer Service Manager produces regular system reports to 
monitor any outstanding call backs and ensure standards are maintained. 

Complaints by business area 
The graph below shows a further breakdown of complaints received throughout 2024-25 by service area 
and demonstrates which areas receive the highest numbers of complaints   
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Vanda White, Customer 
Scrutiny Group Chair 

I have lived in a Cottsway 
home for nearly 15 years 
and I currently Chair the 
Scrutiny Group. We’re a 
small group of customers 
who use our experiences 
to help Cottsway improve 
their services by giving 
residents a voice.  

The Scrutiny Group fully 
support the Housing 
Ombudsman’s Complaint 
Handling Code, and we are 
aware that Cottsway has 
adopted their processes to 
ensure it fully complies, 
which is reassuring.  

There is a huge amount of 
effort put into complaints 
and feedback and 
customer satisfaction, 
with involvement from 
everyone from Board level 
through to staff and 
customer volunteer level 
and I think this is why the 
level of complaints 
received – and particularly 
the number escalated – 
are relatively low.  

As well as the Customer 
Committee and our 

Scrutiny Group, Cottsway 
has a Customer Insight 
Group. I am part of this 
along with key operational 
managers and staff and 
together we regularly 
review the complaints and 
feedback received. 
Collectively, the Group 
delves into and identifies 
the cause of customer 
satisfaction or 
dissatisfaction and helps 
to ensure Cottsway learns 
from all experiences. 

My experience is that 
Cottsway works hard to 
ensure that customers 
have their voices heard, 
and it is pleasing to see 
this annual report on 
complaints as part of its 
ongoing efforts to ensure 
honesty and transparency.

 

7. Learning outcomes during 2024-25 
The Housing Ombudsman places a strong emphasis on organisations demonstrating improvements in their 
service delivery as a result of learning from complaints. Every quarter we publish learning on our website, 
as well as providing updates in our customer ezine ‘Homepage’: www.cottsway.co.uk/performance  

Through a lesson-learnt approach, we are able to provide our customers with assurance that we listen and 
act on their feedback.  

Below is a selection of service improvements we have implemented in response to customer feedback: 

Complaint category Issue Learning and outcome 

Communication No evidence to back up re-
charges following end of 
tenancy 

Clear guidance on what is expected to be removed 
from a property at the end of a tenancy has been 
added to the end of tenancy pack and termination 
letter. 

Communication Customers not receiving 
callbacks from staff 

Our Customer Services Manager is running regular 
system reports and flagging outstanding callbacks.  
Managers are now tracking tasks to completion. 

Communication Information about 
accessibility to garden for 
assisted gardening services  

An additional question has been included in the 
assisted gardening questionnaire to confirm access 
arrangements before adding the customer to the 
scheme. 

http://www.cottsway.co.uk/performance
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Complaint category Issue Learning and outcome 

Communication Lack of description in text 
message for repairs 

The type of trade related to the repair has been 
added at the beginning of the text template, helping 
to reduce confusion and therefor reduce customer 
contact with customer services. 

Process Paint pack could only be 
collected by customers  

Paint pack supplier confirmed they could provide 
delivery (as well as collection) and this is a service 
we now offer for all future customers who are 
issued paint packs. 

Communication Wording relating to arrears 
included in letter for reliable 
payers 

Letters to customers no longer state ‘arrears’ when 
it is not applicable; instead, the field is left blank, 
and ‘credit’ is used when the account is ahead. 

Communication No reminders provided on 
how a property is meant to 
be left at the end of the 
tenancy. 

A ‘mid’ termination letter/email has been 
introduced and is now sent to customers who have 
given notice. It outlines our expectations for how 
the property should be left, including details on 
removing gifted items and underlay/grippers - 
issues that have previously led to disputed 
recharges 

Communication Service charge letters were 
confusing, and customers 
told us they did not 
understand which elements 
were relevant to them or 
how charges applied. 

We reached out to several customers who had 
previously provided feedback and asked them to 
work with us to improve communications. As a 
result, we introduced a numbered, itemised table 
within the service charge statement letter, along 
with a FAQ fact sheet, which was included in the 
March 2025 service charge statements. 

8. Self-assessment 2025 
Our latest self-assessment against the Housing Ombudsman’s Complaint Handling Code was reviewed by 
our Customer Committee in April 2025 and received approval by the Cottsway Board in May 2025.  

The main changes in this review period: 

• Member Responsible for Complaints (MRC) changed to Les Henderson, Chair of the Customer committee. 
• Full assessment of policy and practices carried out to align with the Code – no major changes noted. 
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Appendix 1: Housing Ombudsman Complaint Handling Code 
Self-Assessment 
Our latest self-assessment against the Housing Ombudsman Complaint Handling Code, can be read on our 
website: www.cottsway.co.uk/complaints  

Appendix 2: Compensation payments 2024-25 

Complaint  Amount Details 

CX 23741 £100 Damaged caused to personal property. 

CX 23358 £100 Multiple repairs and visits required to resolve repair raised. 

CX 24409 £100 Damaged caused to personal property due to delay in identifying repair. 

CX 23916 £105 Reimburse customers the cost of three elements at £35 each. 

HOS ref 
202209529 

£150 Housing Ombudsman Service determination for delay in complaint handling. 

W/O 193252 £15 Operative attended but we did not have the correct materials to carry out the 
repair. 

CX 24941 £15 Poor communication regarding appointment. 

CX 25560 £50 Customer moved due to emergency decant and personal property was 
damaged during the move. 

CX 25399 £55 During electrical test, operative had not switched the freezer back on causing 
loss of freezer contents. 

CX 25447 £100 For cleaning and relaying of new carpet damaged during post void works. 

CX 25523 £30 To compensate for builders pulling up a nutmeg tree of sentimental value. 

CX 25881 £241 Cost of clearing shared drains - wrong advice given by staff. 

CX 25896 £44 Rent charged when garage could not be used whilst waiting for a repair. 

CX 24894 £50 Goodwill gesture over issues with contractors. 

CX 25221 £50 Goodwill gesture over issues with new build and the reporting of defects. 

CX 23753 £25 Goodwill gesture. 

HOS ref 
202312919 

£100 Figure recommended by Housing Ombudsman Service for determination of 
complaint. 

CX 26497 £150 Replace damaged plants caused by leak at neighbours’ property. 

CX 27519 £220 Compensation for unusable garage. 

S/R 27698 £50 To cover the cost of a garden waste licence at sign up due to how much cutting 
back the new customers had to do.  

CX 27469 £479.64 Poor communication with customer regarding recharge costs.  Limited evidence 
to be able to rely on to proceed with charging these costs back to the customer. 

CX 27509 £30 Compensation and apology offered due to contractor not completing work. 

http://www.cottsway.co.uk/complaints
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Complaint  Amount Details 

CX 24999 £30 Customer wasn’t communicated with sufficiently regarding outstanding 
repairs and time frames over ran. 

CX 27803 £210.69 Costs for decoration paint pack.  

CX 27897 £25 Gesture of goodwill to go towards decorating supplies. 

CX 27737 £250 Inconvenience and disruption caused whilst waiting for temporary move (decant). 

n/a £47 To clear outstanding debt left on gas meter by previous customer. 

CX 27879 £334 Cost of clearing garden as we allowed a customer to sign up for the AG scheme 
when there was no access to the garden for the contractors 

CX 27773 £150 Service failure - operative identified the follow-on work for a repair, but it was 
never raised. 

CX 16083 £100 By order of the Housing Ombudsman Service to recognise the delay in 
escalating customers complaint. 

CX 27280 £30 Goodwill gesture to recognise disruption caused to bedroom when ops did not 
clean up as much as they should have. 

CX 27219 £350 Goodwill gesture towards cost incurred due to the incorrect wiring of the boiler. 

CX 28292 £15 Poor communication with the customer. 

CX 29321 £50 Compensation offered due to delay in the door install. 

CX 28768 £15 Contractor attended the property but have not completed the repair. 

CX 28652 £150 To help with the running costs of the temporary heaters due to delays in repairs. 

n/a £12.99 Cost of replacement bulb. 

CX 28430 £25 Due to issues when moving into new build. 

CX 29857 £547.14 Goodwill gesture for service failure that occurred prior to sign up. 

CX 29140 £50 Poor communication and service from windows contractor. 

CX 28652 £150 Issues with new heating install. Time and inconvenience. 

CX 29929 £15 Leak repair was not raised when initially reported. 

n/a £34 For the disposal of a mattress as part of a disrepair claim. 

CX 30776 £270.58 Credited to the rent account due to error made by staff in noting bereavement 
causing a 2-week delay. 

CX 30798 £30 Inconvenience for new customer, issues at sign up and repairs not completed.   

CX 29761 £275 Payment towards cost of damaged mattress following repair. 

CX 29557 £30 Contractors damaged two rose bushes, and cut through electric wire 
compensation given for the rose bushes 

CX 29725 £15 Miscommunication with out of hours service causing appointment to be cancelled. 

CX 30238 £50 Delay in communication. 
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Complaint  Amount Details 

CX 31896 £34.99 Operative broke customers pot by accident. 

CX 31048 £70 For additional costs of electricity whilst using temporary heaters. 

CX 30570 £20 Towards cleaning costs. 

CX 30397 £50 Goodwill gesture due to failure to fix first time. 

CX 31068 £60 Flowers sent to the customer after they became stuck in the lift. 

CX 31138 £30 Goodwill gesture – inconvenience to customer. 

CX 31388 £15 Operative unable to install light as it required two operatives, not one. 

CX 17409 £540 Garden clearance for new customer. Not completed at void. Customer has 
mobility issues, so work carried out by contractor. 

CX 32123 £30 Due to delay in issues being resolved after sign-up with the developers. 

CX 31659 £35 Unable to use Sky due to position of scaffolding. 

CX 30655 £100 Inconvenience to customer. Not able to use her garage for 3 months - was 
reported in September but the new door won't arrive until the New Year. 

CX 32784  £15 Fault not resolved on first appointment. New appointment raised. 

CX 32415 £250 Contribution towards electrical costs. 

HOS ref: 
202334225 

£725 Figure recommended by Housing Ombudsman Service after determination of 
complaint. 

PO010955 £50 Miscommunication with compensation payment for disrepair. 

Delays to 
complete 
repairs 

£760 Total amount compensated for delays to repairs being completed by Cottsway 
and contractors. 

Missed 
appointments 

£1,305 Total amount compensated for missed appointments by Cottsway operatives / 
contractors / members of staff. 

Total  £9,551  
 

 

 

 

 

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: 
X, Facebook, LinkedIn and Instagram 

http://www.cottsway.co.uk/
mailto:contact@cottsway.co.uk
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