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Foreword
We know that the world we live 
in is not always equal, and that 
discrimination and disadvantage 
can still affect people’s everyday 
lives and opportunities. 

As both a landlord and 
an employer, Cottsway is 
committed to doing the right 
thing - challenging unlawful 
discrimination, promoting equality, embracing diversity, and helping 
to create a genuinely inclusive environment for everyone.

Our equality, diversity and inclusion (EDI) commitments sit at the 
heart of how we work. They help us focus on people as individuals, 
making sure services are shaped around different needs so that no 
one is left at a disadvantage because of our policies, processes or 
ways of working.

We want our services to feel accessible, relevant and welcoming to 
all the communities we serve. Just as importantly, we want to create 
a culture where people feel respected, heard and valued - whether 
they are customers, colleagues or partners.

We are proud to support the National Housing Federation’s Together 
with Tenants Charter and continue to reflect on how well we are 
delivering against its commitments, including the principle that:

“Housing associations will be inclusive organisations which seek 
views from all groups. Approaches to resident involvement will be 
inclusive by engaging with residents from a range of backgrounds 
and experiences. Consultations with residents will include outreach 
to under-represented communities, including through targeted 
communications.”

The Regulator of Social Housing’s Consumer Standards, against which 
we are measured, also remind us of the importance of making sure 
services are accessible, fair and responsive to the people who use 
them.

We know our customers well and do our best to understand their 
individual circumstances, but we also know there is always more to 
learn and improve. This annual report is part of that journey - helping 
us to be open about what we are doing, reflect honestly on progress, 
and keep moving forward with transparency and accountability.

Richard Reynolds, Chief Executive

Equality is about creating 
a fairer society where 
everyone can participate and 
has the same opportunity to 
fulfil their potential. Equality 
is backed by legislation 
(Equality Act 2010) 
designed to address unfair 
discrimination, harassment 
and victimisation; advance 
equality of opportunity 
and foster good relations 
between people who share a 
protected characteristic and 
those who do not.

Diversity acknowledges 
and values the full range of 
differences between people 
both in the workplace and 
in wider society. Diversity 
acknowledges that entry 
into the workplace, and an 
individual realising their 
potential once there, can 
be influenced by a range 
of factors beyond the 
characteristics included 
within equality legislation, 
including social, economic, 
and educational background, 
professional background, 
hierarchical level, working 
style, nationality etc.

Inclusion refers to an 
individual’s experience 
within the workplace and in 
wider society and the extent 
to which they feel valued 
and included. We are fully 
committed to promoting the 
benefits of equality, diversity, 
and social inclusion/
cohesion, ensuring this 
principle underpins our work. 
In doing so, we recognise the 
importance of the protected 
characteristics stated in the 
Equality Act 2010.
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Introduction
EDI is a key issue for social housing providers, and we need to 
demonstrate the ability to provide flexible and responsive services to 
customers - ensuring all service users enjoy the same level of service 
and opportunities to engage with us – and fair treatment of all our 
employees.

It’s important that we put people first by creating an inclusive 
environment which allows individuals to feel safe, respected, 
engaged, motivated and valued for who they are.

Our purpose:

“Together we are turning houses into homes, growing 
and building stronger communities and making a 
positive difference to people’s lives.”
We offer a range of services, and invest in communities, to help 
people and their neighbourhoods be the best they can be. Our EDI 
policy ensures:

•	 Customers and potential customers find it easy to access our 
services, which reflect and meet their needs and the needs of the 
diverse communities which we serve.

•	 Staff and job applicants are treated fairly in recruitment, selection, 
terms and conditions of employment, learning and development

•	 Contractors and partners share our commitments to promote 
equality, diversity, and inclusion and this is reflected in the services 
they provide for our customers and how they treat their staff.

‘What our customers say’ figures 
quoted in this report are from 
the results of our annual Tenant 
Satisfaction Measures for  
2025-26, and the ‘What our 
staff say’ statistics are from our 
annual staff survey, carried out 
in June 2025.

What our customers say
88% overall satisfaction with 
the homes and services we 
provide.

What our staff say
97% feel positive about working 
for Cottsway.

CASE STUDY: Community Fund

Cottsway customers are encouraged to have their say and vote via social media on Community Fund 
applications that we receive, and the amount of funding that they feel should be awarded. From April to 
December 2025, we provided £30,000 to support 15 projects across our communities, including: 

•	 The Yellow Submarine Charity: which runs a workplace training scheme for learning-disabled young 
adults, and has its main public-facing presence in Witney at the Windrush Leisure Centre café. They 
received £2,500 for their latest project ‘Life Changing Bakes’, enabling them to buy equipment, expand 
their traineeship by six places and increase the volume of bakes they can produce.

•	 Witney Vikings Under 10 Wasps: a relatively new female football team, received £275 to purchase 
new training shirts. This enables players to wear dedicated kit during weekly training sessions, reducing 
pressure on families to launder kit quickly and ensuring that match shirts remained available for fixtures.

•	 Home-Start Banbury, Bicester and Chipping Norton: which received £1,920 towards their weekly 
1:1 family support in Chipping Norton. The service helps parents to recognise their strengths and 
worth, build strong relationships with their children, and strengthen their connections within the local 
community, supporting families to reach their full potential.

To celebrate Cottsway’s 25th anniversary we’re delighted to have increased funding by £25,000, bringing 
the total community fund pot to £55,000 for April 2026 to March 2027.
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Managing and monitoring EDI
We ensure all staff complete regular mandatory EDI training. Our 
approach to EDI is embedded into everything we do, with all staff 
taking responsibility for EDI when they interact with customers and 
other colleagues when delivering services. But we also set corporate 
goals, objectives and actions which are led by:

•	 Producing an EDI action plan each year. This is approved by our 
Board and regularly reviewed, actioned, and updated by key 
managers.

•	 Progress against this report - this is closely monitored and 
reported to our Board and Executive Team.

We collect equalities profile data. This information is important as it 
allows us to monitor access to services, and customer satisfaction 
with services, to understand any differences there may be between 
different groups. This then allows us to adapt where needed to 
ensure services take account of the needs of our customers.

We like our staff and Board composition to broadly reflect the 
composition of our customers and the local communities in which 
we serve, and seek opportunities to address any imbalance via our 
recruitment activities.

To ensure we comply with law and meet our Regulator’s standards, 
we have committed to:

1.	Provide accessible services that meet customer needs
We want to ensure that all our customers can access our 
services as easily as possible - that the services we provide meet 
their needs, and that customers feel valued and included. It is 
also important that we communicate with our customers and 
service users in the ways which are most appropriate for them. 
We are committed to ongoing improvement in providing fair, 
accessible, and inclusive services and will continue to develop our 
understanding, respond to customer’s needs, and seek to ensure 
that services are provided fairly and effectively.

2.	Be a fair and inclusive employer
We want Cottsway to be an employer that embraces diversity and 
is inclusive, ensuring the dignity and rights of all are respected 
and protected, and the needs of staff are met. We aim to recruit, 
develop, and promote staff fairly and support a culture that 
enables all staff to achieve their full potential.

Delivering against these commitments in turn helps us to implement 
our values.

Our values

•	 We are open and transparent 
about how we do business.

•	 We are here for the long 
term.

•	 We see Cottsway as a 
partnership between 
customers and staff and key 
stakeholders.

•	 We will do all we can to 
provide our customers with 
decent homes from which 
they can enhance their lives.

•	 We are part of, and value, 
the communities in which we 
work.

What our customers say
90% agree that we treat them 
fairly and with respect.

What our staff say
95% feel they are treated with 
respect.
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How we help meet each commitment

Commitment 1

To offer accessible services that meet customer 
needs we:

Commitment 2

To be a fair and inclusive employer we:

•	 Collect equalities profile data to help us 
ensure our services meet individual needs. We 
have data for over 99% of our customers in 
relation to age and gender; over 91% for sexual 
orientation; 92% for ethnicity, and over 89% for 
disability.

•	 Provide a range of traditional and digital ways 
of accessing services, including language 
translation, an emergency service out of office 
hours and our customer portal (My Cottsway)
with 24/7 online access.

•	 Ensure our website can be used easily by people 
with visual impairments and offer a range of 
languages.

•	 Measure customer satisfaction by five of the 
protected characteristics set out by the Equality 
Act 2010 and act on any areas of concern.

•	 Use our ongoing customer satisfaction 
surveys and feedback, as well as the 3-yearly 
consultation to identify customer priorities.

•	 Offer a range of support for more vulnerable 
people, including home adaptations, assisted 
gardening and decorating services, access to 
welfare and pre-tenancy support, and an ‘Easy 
Move’ scheme providing financial and practical 
assistance to help tenants downsize. Support 
also includes access to our furniture reuse 
scheme and provision of new white goods for 
vulnerable customers at the start of a tenancy.

•	 Provide community grants to support inclusion 
activities including education, learning and 
skills development and environmental, social, 
or educational projects to improve local 
communities and customers wellbeing.

•	 Give staff opportunities to provide feedback 
and suggest improvements to our ways of 
working, and the services we provide, via a staff 
suggestion scheme and our annual staff survey.

•	 Identify areas for action from our staff 
suggestion scheme and the annual staff survey

•	 Ensure all staff complete regular EDI training.
•	 Offer apprenticeships and work experience.
•	 Provide learning and development opportunities 

for our staff.
•	 Undertake a gender and ethnicity pay gap 

exercise and action accordingly.
•	 Belong to the Disability Confident scheme.
•	 Provide occupational health support and a 24/7 

advisory and support service for staff.
•	 Have Mental Health First Aiders available to 

support staff. We have also signed the Mental 
Health at Work commitment.
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CASE STUDY: Developing our people

We are committed to investing in our staff and supporting their career development. All vacancies are 
advertised internally, and colleagues are encouraged to explore progression opportunities or consider 
alternative roles across the organisation.

In 2025-26, 12 members of staff moved into new roles, either through promotion or sideways 
development moves. In addition, three colleagues undertook secondments, gaining valuable 
experience in different areas of the business.

Career progression has been particularly strong within our Operatives team.
•	 George, Matthew and Isaac all joined Cottsway through our apprenticeship scheme and have since 

secured permanent positions.
•	 Calvin, who originally joined as a Wet Trade Operative, is now progressing his career with us as an 

Assistant Surveyor.

We have also celebrated significant promotions within our corporate teams:
•	 Sam, our Communications Manager since 2018, stepped into the role of Head of Communications 

in January 2026.
•	 Marissa, who joined Cottsway in 2009 as a Financial Inclusion Officer and later moved into a range 

of roles within the Development Team, was promoted to Head of Development in March 2026.

Both Sam and Marissa now play key roles on our Corporate Leadership Team, helping to shape the 
future direction of the organisation.

CASE STUDY: Supporting our customer to stabilise his finances and protect his wellbeing

John was referred to our tenancy support team following a sudden reduction in his benefit income, 
which led to rent arrears accumulating quickly. He also required support to apply for the Limited 
Capability for Work element of Universal Credit, as communication difficulties made it challenging for 
him to manage the process independently.

John has several long‑standing health conditions, including autism, learning difficulties, hearing 
impairment and overpronation, all of which affect his mobility and daily functioning. Although he is 
self‑employed and passionate about his small business, his health conditions limit the number of hours 
he can safely work, and disability‑related expenses often leave him with little or no income.

Following the reduction in his benefit income, John attempted to increase his working hours beyond 
what was safe for him, which resulted in a rapid decline in both his physical and mental health and 
further difficulty meeting essential costs, including rent.

A full benefits check, credit reference check and debt assessment identified that the reduction in 
his Universal Credit was due to the Minimum Income Floor (MIF). This rule assumes self-employed 
claimants earn the equivalent of 35 hours per week at minimum wage, regardless of actual earnings. 
For John, this resulted in approximately £900 per month being deducted from his award, leaving him 
unable to meet basic living costs. 

Following our intervention, John’s situation improved significantly. The MIF was removed and his 
Universal Credit payments were restored. He was subsequently awarded Limited Capability for Work 
and Work-Related Activity (LCWRA), recognising that his health conditions severely restrict his ability 
to work. He also received just under £4,500 in backdated Universal Credit, which he used to clear his 
rent arrears in full. His rent is now fully covered, and he receives a monthly LCWRA allowance.

*Name changed to protect identity.
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Our work in action
We work to ensure our services are accessible to all and respond where there are individual needs. 

We have 6,000 homes.

This year we have completed:
•	 46 major adaptations (for example, installing level- access showers).
•	 259 minor aids and adaptations (for example, installing grab handles).

In our current stock we have: 

•	 1,269 bungalows and 603 ground floor flats, as well as 332 lifetime homes which are specifically 
designed to be ready for disability adaptations. 

•	 17 homes where customer specific disability adaptations have been made including special kitchens, 
extensions and a child’s sensory room. 

•	 33 homes which are specifically built as wheelchair accessible. 
•	 22 homes that have access ramps installed. 
•	 36 homes with stair lifts, 3 with through floor passenger lifts and 1 with an electric hoist. 
•	 38 homes have “wash and dry” toilets. 
•	 1,175 homes have level access showers. 
•	 15 ground floor flats built at St Mary’s Court, Witney with level access showers fitted as standard and a 

new development in Wanborough that will include two wheelchair adapted units and a through floor lift. 

Our new development at Woodstock has specifically designed mobility scooter parking, joining 3 other 
new developments where mobility scooters can be parked and charged securely.

CASE STUDY: Living safely and independently

Following the development of a medical condition, Bill now relies on a wheelchair for daily mobility. 
His previous property lacked the internal space and accessibility features needed to store and use his 
wheelchair safely. As a result, the wheelchair had to be kept in a communal area, creating an ongoing fire 
safety risk. 

Recognising that his home was no longer fit for purpose, the district council stepped in to support Bill 
in finding a more appropriate property. A joint visit was carried out with Bill to assess the suitability of a 
bungalow and it was decided that the property could meet his mobility needs and provide a safer, more 
comfortable living environment.

Bill has since moved into the bungalow, and a follow up visit has been completed to identify the 
adaptations needed to support his long-term independence. These will now be made to the property.

This case demonstrates how coordinated; customer focused action can transform someone’s quality of 
life. It highlights:
•	 effective partnership working with local authority colleagues
•	 timely intervention to address health, safety and accessibility risks
•	 a customer centred approach to rehousing and adaptation
•	 the role of asset investment in supporting independent living

It also shows how our homes and services can adapt to changing customer needs, ensuring safety, dignity 
and improved wellbeing.

*Name changed to protect identity.
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Online access
Our website and customer portal enable customers to self-serve 
and access a wider range of services online. Customers can use the 
portal 24/7 to view tenancy documents, raise repair requests, make 
payments, view appointments and update contact details.

As of April 2026, more than 2,500 customers were registered to use 
the portal, with over 1,000 using it consistently each month.

Our website also includes a range of accessibility tools, including 
Google Translate, colour contrast and text size adjusters, and 
ReadSpeaker, which allows users to listen to information rather than 
read it.

During 2025–26, 21,264 unique users visited our website a total of 
95,678 times, with 75% accessing it via mobile phone. In addition, 
76% of customers told us they use the internet, and 91% of these 
customers were satisfied with the online services we provide.  

This compares to 92% of people across the UK who said they 
accessed and used online services in 2020. As of early 2026, 
approximately 95–98% of the UK population has access to the 
internet and engages with online services. 

To support digital inclusion, we offer laptop and tablet loans, 
alongside training to help customers get online. While we continue 
to expand our digital services, we recognise that some customers do 
not have online access. We therefore continue to provide traditional 
methods of communication, including letters and hard copies of 
online information where required.

Improving web accessibility
The Web Content Accessibility Guidelines (WCAG) set international 
standards to make digital content accessible. WCAG 2.2 is 
based on four principles: content must be perceivable, operable, 
understandable and robust, with Level AA as the expected standard.

While legally required for UK public sector websites, WCAG also 
supports compliance with the Equality Act 2010.

Our website includes built-in accessibility features and is continually 
improved in partnership with our web provider. Using the Silktide 
Index, accessibility scores improved from 63% in March 2025 to 99% 
by January 2026, where they remain through ongoing monitoring.

What our customers say
89% feel we keep them 
informed about the things that 
matter to them.

What our staff say
93% feel Cottsway cares about 
their health, safety and well-
being.
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Some of our most recent work includes:

Commitment 1

To offer accessible services that meet customer 
needs we have:

Commitment 2

To be a fair and inclusive employer we have:

•	 Increased usage of the customer portal and 
continued to improve the services available. 

•	 Carried out an accessibility audit of our website, 
with minor changes where needed to ensure 
we meet website accessibility standards. Our 
website also offers accessibility tools to aid 
those with visual impairment or for who English 
is a second language.

•	 Compared and monitored the diversity of our 
workforce and our Board against additional local 
authority data to monitor if it broadly reflects 
our customers and the areas, we operate in.

•	 Provided a community grant funding pot 
of £30k to support inclusion activities for 
education, learning and skills development and 
environmental, social, or educational projects to 
improve local communities.

Recent inclusion activities carried out include:

•	 Loaning 10 tablets, laptops and dongles/MiFi 
units to help customers get online and two 
referrals were made to Age UK for IT support.  

•	 Supporting 44 customers with our pre-tenancy 
support service.

•	 Supporting over 254 customers with our 
tenancy sustainment service.

•	 Referring 141 customers to our welfare and 
debt advice service provided by Citizens Advice 
Oxfordshire.

•	 Making 299 food bank referrals to support 
people in need and developing links to food 
banks in Cheltenham, Swindon, Tetbury and 
Cirencester, as well as in West Oxfordshire.

•	 Supporting 7 individuals with our coaching and 
mentoring service.

•	 Held our annual staff survey and shared 
feedback with our service managers, corporate 
leadership team and Board.

•	 Offered webinars and wellbeing events to staff 
to support their health and wellbeing.

•	 Created a more comfortable, inclusive and 
productive working environment in our offices.

•	 Created further opportunities for staff to 
collaborate via team / staff days.

•	 Delivered refresher training for our Mental 
Health First Aiders to ensure ongoing, effective 
support for staff wellbeing.
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Local profiling: comparing the composition 
of our customers, staff and Board
We have both a legal and service commitment to ensure we are 
delivering services that meet individual needs.

As a housing association serving rural communities with an older 
population, our work is more focused on inclusion, including isolation 
and disability, as this reflects the demographic of the places we 
work in. We use our data profiling to shape our services to respond 
to needs - for example, we offer assisted decorating and gardening 
programmes to customers who have disability or are aged over 70.

What the data shows
Analysis of our customer, staff, Board, and local population data 
highlights some interesting demographic patterns:

•	 Customers are predominantly female (around 61% overall, with 
district figures ranging from 57% to over 70%), whereas staff are 
more evenly balanced, and local populations remain close to a 
50/50 gender split.

•	 Ethnicity data shows that staff are the most likely to identify as 
White British (89%), while Board and customers report lower 
levels (around 70% overall), except in Cheltenham, Cotswold, 
Swindon and Wychavon where we have less data on record 
compared with staff and the wider population.

•	 Disability is more frequently reported by customers than staff (up 
to 23% in some areas). There have been changes to our Board in 
the last year, with those declaring a disability increasing from 0 to 
14%, however staff still report low levels (1.7%). 

•	 Over a quarter of our customers are aged 65 or over, with the 
remainder being of working age.

•	 In terms of sexual orientation, staff and Board members mainly 
identify as heterosexual (over 90%), compared with a lower 
proportion of customers (around 70%), a much higher proportion 
of whom “prefer not to say” or have provided no data (more than 
a quarter of all customers).

Overall, the customer profile skews older and more female, with lower 
disclosure rates for protected characteristics compared to staff, Board, 
and local population data. This highlights notable gaps in data on 
ethnicity and sexual orientation and we are aware that some customers 
opt to not provide any information on these characteristics. We are also 
mindful that people perceive disabilities in different ways, and some 
choose to not provide information about their personal circumstances.

We encourage customers to update their information with us, as this 
helps us to ensure services reflect needs. Customers can do this via our:

•	 Customer portal: www.cottsway.co.uk/mycottsway
•	 Customer Services team - by visiting www.cottsway.co.uk/contact, 

emailing contact@cottsway.co.uk or calling 01993 890000.

Our data sources

We analyse customer 
demographics across the areas 
where we have properties, 
including Cheltenham, Cotswold, 
Gloucester, Stroud, Swindon, 
Tewkesbury, West Oxfordshire, 
Wiltshire, and Wychavon.

To provide context, we draw on 
a variety of baseline data sources 
for each local authority area and 
compare these with the profile of 
our own staff and Board. These 
sources include:

•	 Information provided by 
customers through our 
Household Information form.

•	 Data from the Office for 
National Statistics; and 

•	 The 2021 Census for local 
authorities in our catchment 
area, as referenced by the 
National Housing Federation.
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For this profiling exercise, we group ethnicity into ‘White British’ and ‘other’ because there is a low ethnic 
minority population in the demographic of the areas we serve. Where it is needed, we respond to different 
individual needs, for example by providing language translation services.

Gender Ethnicity Disability
Working 

age 
(16-64 yrs)

Aged 
65+ Sexual orientation

Cottsway 
customers 
(all)

60.7%	 F
37.7%	 M
1.6%	 Prefer not to
	 say / No data

75.8%	 White British
7.4%	 Other
16.8%	 Prefer not to
	 say / No data

17.4% 71.3% 26.3% 70.3%	 Straight
1.9%	 Other
27.8%	 Prefer not to
	 say / No data

Cottsway 
staff

47.7%	 F
52.3%	 M

88.7%	 White British
7.9%	 Other
3.4%	 Prefer not to
	 say / No data

1.7% 98.3% 1.7% 93.7%	 Straight
1.1%	 Other
5.2%	 Prefer not to
	 say

Cottsway 
Board

85.7%	 F
14.3%	 M

71.4%	 White British
28.6%	 Other

14.3% 85.7% 14.3% 100%	 Straight

Gender and ethnicity analysis
We carry out a gender and ethnicity pay analysis every year, supported by Inbucon, an independent 
remuneration consultancy. Although we are not required to publish this information, our most recent 
review confirmed that there are no issues requiring action.

Our aim is for the demographic profile of our staff and Board to broadly reflect that of our customers. 
Given the age profile of our customer base, it is expected that we will see a lower proportion of working 
age individuals and a higher proportion of people identifying as disabled within the customer group. As 
staff and Board membership changes over time, the data naturally shifts. Where any divergence emerges, 
we address this through our recruitment processes.

This approach is already having an impact. For example, 14.3% of our current Board now identify as 
having a disability, compared with 0% in the previous year. We have also seen a shift in Board gender 
representation, with women now making up 86% of members, compared with 64% last year. This is being 
actively considered as part of our current recruitment activity.

CASE STUDY: Supporting future talent through work experience 

We continued to invest in early career development through a range of work experience placements, 
giving individuals hands-on exposure to real working environments, helping them build confidence, 
develop practical skills, and explore future career pathways.

Placements provided meaningful time with experienced colleagues across a range of roles, including 
plumbing, electrical work, kitchen and bathroom fitting, and customer liaison and community-based 
services. Participants gained insight into day-to-day responsibilities, industry standards, technical skills, 
and the wide range of customer queries and support needs managed by frontline teams.

Feedback highlighted the value of experiencing real working conditions and gaining a clearer understanding of 
potential career paths. One placement resulted in a really positive outcome, with the participant subsequently 
starting an apprenticeship with us and progressing within the organisation as a valued member of the team.

This success reflects the wider aim of our work experience programme: to open doors, nurture potential, 
and create pathways into long-term employment while strengthening our future workforce.
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Follow us on:  
Facebook, LinkedIn and Instagram

Cottsway House
Heynes Place
Avenue Two
Witney
Oxfordshire OX28 4YG

www.cottsway.co.uk
E:	 contact@cottsway.co.uk
T:	 01993 890000

Have you signed up to My Cottsway?

You can use our customer portal to pay and check your rent 
online, request some routine repairs and check details of 
repairs you have previously asked for, update your details and 
more. Manage your tenancy conveniently, at a time that suits 
you. Register for My Cottsway and download the app at
www.cottsway.co.uk/mycottsway

Looking ahead
During 2026-27 our EDI action plan sets out:

Commitment 1
To offer accessible services that meet customer 
needs we will:

Commitment 2
To be a fair and inclusive employer we will:

•	 Continue to offer a range of support to our 
vulnerable customers.

•	 Implement action from our 3-year customer 
engagement plan and provide updates to 
customers on their progress. 

•	 Regularly review customer satisfaction survey 
results so we can act on areas of concern. When 
needed, our customer scrutiny group will also 
carry out further investigative work to identify 
areas for improvement.

•	 Monitor data completeness for protected 
characteristics at our ongoing Operational 
Customer Insight Group (OCIG) meetings.

•	 Improve collection rates of equalities profile 
data. Further develop the functionality within 
‘My Cottsway’ longer-term to allow customers 
to add or update their diversity data online.

•	 Continue to promote access to activities that 
reduce isolation and loneliness either through 
our Community Fund or in partnership with local 
organisations.

•	 Continue to provide support for customers 
through our tenancy and sustainment officers 
and pre-tenancy work.

•	 Provide staff training both on induction and via 
regular refresher training. 

•	 Update our self-assessment for the Disability 
Confident scheme (due October 2026).

•	 Regularly review and report back to staff on any 
actions taken following feedback received via the 
staff suggestion scheme and annual staff survey.

•	 Focus our staff health and wellbeing initiatives 
around the Six Dimensions of Wellness:

	- Occupational wellness
	- Physical wellness
	- Social wellness
	- Spiritual wellness 
	- Intellectual wellness 
	- Mental wellness 

•	 Compare and monitor the diversity of our 
staff and our Board to see if it broadly reflects 
our customers and the areas we operate. Any 
inequalities will need to be considered as part 
of our succession planning, especially for our 
Board.

•	 Actively encouraging applications from under- 
represented groups, such as people with a 
disability or females for trade operative roles.


