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Scrutiny Group Annual Report 2025-26 
The Scrutiny Group plays an important role in making sure customers’ voices are heard and acted 
upon at Cottsway. We are an independent group of tenants who review services and performance 
and make recommendations to improve the customer experience. 

This report summarises what we have done during 2025-26, the difference our work has made, and 
what we will focus on next. 

For more information, see: www.cottsway.co.uk/scrutinygroup  

 

 
 

Meet the team: Steph, Gill, Vanda (Chair), Carole (social media lead), Maggie 

 

  

http://www.cottsway.co.uk/scrutinygroup
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A message from the 
Chair 
It has been a busy and 
productive year for the 
Scrutiny Group. We have 
continued to strengthen 
our relationship with 
board members and staff, 

while maintaining our independence and focus 
on improving services for customers. 

We have taken part in key reviews, influenced 
policy and strategy, and completed a major 
scrutiny review on the process of ending a 
tenancy. I am pleased that our work continues 
to be taken seriously and leads to real change. 

I would like to thank all group members for 
their time and commitment, and Cottsway 
staff and board members for their openness 
and support.  Special thanks must also go to 
Cottsway customers who have engaged in our 
scrutiny reviews and activities – thank you! 

Vanda White, Chair 

What we did this year 
Reviewing performance and customer 
feedback 

Throughout the year, we have: 

• Reviewed quarterly performance data, 
including Tenant Satisfaction Measures 
(TSMs) and transactional survey results. 

• Attended Customer Insight Group (CIG) 
meetings with operational managers. 

• Provided challenge and feedback on 
customer satisfaction results. 

Our discussions led to an additional question 
being added to the TSM survey to find out why 
some customers do not use the internet. This 
helps Cottsway better understand customer 
needs and improve how services are delivered. 

Influencing strategy, policies and reports 

We contributed to several key documents and 
consultations, including: 

• The draft Transparency, Influence & 
Accountability Policy. 

• The Customer Engagement Plan 2026-29 
and testing the supporting survey. 

• The Tenant Satisfaction Measure Report 
2024-25. 

• Cottsway’s progress against the Together 
with Tenants Charter and publishing the 
annual assessment. 

We also contributed to the Complaints and 
Service Improvement Report 2024-25 and 
completed responses to: 

• The Government’s Decent Homes 
consultation. 

• The Housing Ombudsman’s STAIRs 
consultation (Social Tenant Access to 
Information Requirements). 

Earlier in the year we met with Cottsway’s 
communications team too, to help shape their 
proposals for a new, more customer focused 
format of Homepage, their regular newsletter.  
The first new-look newsletter was sent out in 
the summer - we hope you liked it! 
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Scrutiny Review: Ending your tenancy 

Our main scrutiny project this year focused on 
the process of ending a tenancy. We: 

• Worked closely with Neighbourhood and 
Customer Services teams. 

• Held a roundtable session with staff to 
understand the process in detail. 

• Completed a survey of customers ending 
their tenancy and spoke to one customer 
who was willing to be interviewed. 

• Identified key issues and areas for 
improvement. 

• Produced a report with 13 suggested 
recommendations. 

This review highlighted opportunities to make 
the process clearer, more supportive, and 
more accessible for customers, particularly at 
difficult times. A copy of our summary report 
is available on Cottsway’s website: 
www.cottsway.co.uk/scrutinygroup 

Working with Board members and staff 
We strengthened our links with Cottsway’s 
Board and senior team by: 

• Attending Customer Committee meetings. 
• Taking part in Scrutiny Liaison Group 

meetings with Board members and senior 
staff. 

• Welcoming Board members to our 
meetings (pictured). 

• Contributing to the recruitment process 
for a new Board Chair through stakeholder 
sessions. 

These connections help ensure that our 
findings are heard at the highest level. 

 

We also accepted an invite from Sean 
Woodcock (ex-Cottsway Neighbourhood 
Housing Officer) MP for Banbury, Chipping 
Norton & Charlbury to visit the House of 
Commons and hear about his work on the 
Housing, Communities and Local Government 
Select Committee (pictured). 

 

Engagement and raising awareness 

We continued to promote the work of the 
Scrutiny Group and encourage involvement 
and have: 

• Shared regular updates on our activities on 
Facebook (growing to over 100 followers), 
we now plan to use Instagram too. 

• Updated the Scrutiny Group webpage and 
improved the online form so we can build 
up a mailing list of engaged customers 
interested in scrutiny. 

• Taken part in local Play Days with the 
Communities team and Cottsway staff. 

• Produced a short video about the group 
during Tpas National Involvement Week.  
See: www.cottsway.co.uk/scrutinygroup  

http://www.cottsway.co.uk/scrutinygroup
https://www.cottsway.co.uk/customer-voice/get-involved/scrutiny-group/
http://www.cottsway.co.uk/scrutinygroup


 

Scrutiny Group Annual Report 2025-26 Page 4 of 4 

Learning and development 

We remained committed to building our 
knowledge and skills and have: 

• Attended meetings of the Tpas National 
Scrutiny Club where we engaged in 
discussions on key topics such as disrepair, 
‘claims farming’ and Awaab’s Law, often 
with representatives from the Ministry of 
Housing, Communities & Local 
Government. 

• Taken part in online webinars with Four 
Million Homes, who advocate for social 
housing tenants’ rights. 

• Participated in Tpas National Involvement 
Week activities. 

• Attended the Tpas National Tenant 
Scrutiny Conference. 

Group membership and governance 

We continued to develop and strengthen the 
group: 

• Updated our Terms of Reference to reflect 
the new Customer Insight Group structure 
and allow for up to eight members. 

• Carried out annual reviews for group 
members and the Chair was appraised by 
two Board members. 

• Vanda’s term as Chair was extended for a 
further 12 months. 

• Carole began her second three-year term 
as a member of the group. 

• We were sorry to see one member, Paul, 
leave the group and wish him well. 

• We recruited a new member, John, but he 
left during the induction process, realising 
scrutiny wasn’t right for him at this time. 

• We’re progressing two new member 
applications and are looking forward to 
welcoming Mick & Kyle in April 2026. 

Our impact 
This year, our work has led to: 

• Influencing key strategies and policies, 
including customer engagement and 
accountability. 

• 13 recommendations to improve the 
“Ending Your Tenancy” process. 

• Improvements to customer surveys to 
better understand digital exclusion. 

• Stronger links between customers, Board 
members and senior staff. 

Looking ahead to 2026-27 
In the coming year, we will: 

• Monitor the implementation of our 
recommendations from the ‘Ending your 
tenancy’ review. 

• Revisit our 2021 review of the void (empty 
home) standard and see how the 
recommendations and actions have 
progressed. 

• Continue to monitor progress with the 
actions from our ASB scrutiny review. 

• Continue to review performance and 
customer satisfaction results. 

• Support delivery of the new Customer 
Engagement Plan 2026-2029. 

• Further increase awareness of the Scrutiny 
Group and how customers can get involved. 

Get involved 
We are always keen to hear from customers 
who want to share their views or get involved 
in scrutiny. 

You can: 

• Email: scrutinygroup@cottsway.co.uk  
• Follow our updates on social media:  

www.facebook.com/CottswayScrutinyGroup 
• Join our mailing list or apply to join the 

group - we currently have one vacancy: 
www.cottsway.co.uk/apply  

Thank you 
We would like to thank everyone who has 
shared their feedback, as well as Cottsway 
staff and Board members for their support and 
engagement with our work. 

Together, we are helping to improve Cottsway’s 
services for us all. 

Vanda, Gill, Carole, Steph & Maggie 

mailto:scrutinygroup@cottsway.co.uk
http://www.facebook.com/CottswayScrutinyGroup
http://www.cottsway.co.uk/apply

