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Customer Voice Report

What you told us in our annual Tenant Satisfaction Measures survey,
and what we're doing about it.



Introduction
Thanks to

everyone who
gave feedback -
your voice is helping
us shape better
services for
everyone.

Welcome to our latest Customer Voice Report.

We always share performance updates through our website and newsletters, but
this report goes one step further - showing how your feedback directly drives
service improvements.

The Regulator of Social Housing introduced Tenant Satisfaction Measures (TSM)

to provide greater transparency about how well social landlords are delivering safe,
well-managed homes and services. These measures help the Regulator, our staff

and Board, and you - our customers - understand how we’re performing and how we
compare with other landlords.

Each year, at least 1,000 Cottsway customers take part in TSM satisfaction surveys, independently run by Acuity
Research and Practice. Every three months, 250 different low-cost rental customers are interviewed by phone. The
survey includes 12 questions on your overall perception of Cottsway, rather than asking about specific services you've
used. Alongside the scores, we also gather your comments, providing us with a richer insight into what’s working and
where we need to improve.

As well as replying to individual comments that need a response, we also use Artificial Intelligence (Al) to analyse
what the comments are telling us overall. We have used Al in this report to effectively summarise the comments and
identify themes and to better understand what the key influences on satisfaction are, both positive and negative.

Alongside these perception measures, we also report on 10 Management Information Measures, showing how we
manage homes, complaints and reports of anti-social behaviour.

This report focuses on the following areas:
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In this report you'll find...

e Comments from

customers

The comments reflect

a range of customer
experiences, including both
positive and constructive
feedback. We value all
feedback as it helps us
continue to improve our
services while recognising
what works well.

What we're doing to
improve

We highlight specific actions
we’ve taken, or are taking, to
respond to your feedback.

T

Effective
handling of
complaints



Overall satisfaction

The headline TSM is TPO1: Satisfaction with the overall service provided by
Cottsway.

To measure overall satisfaction, we asked:

Taking everything into account,

how satisfied or dissatisfied are Summary
you with the service provided by
Cottsway? The strongest drivers of

satisfaction are responsive

8 8 O/ repairs, professional staff and
o quality improvement works.

satisfied

(5% dissatisfied)

The biggest factors reducing
satisfaction are poor
communication, repair delays,
unresolved damp and mould
issues, and unfinished works.

Overall, you are most satisfied
when issues are resolved
quickly and kept informed
throughout the process.
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Feedback shows that many of you are satisfied
with the service you receive from us, particularly
when reporting urgent repairs.

You frequently praise the professionalism,
friendliness and helpfulness of staff and contractors,
and many highlighted positive experiences with
major improvement works such as new kitchens,
bathrooms, windows and heating upgrades.

You particularly value the support provided

to long-term tenants and those requiring
adaptations or additional assistance. Emergency
repairs were often described as being dealt with
promptly and effectively. However, the results
also highlight some areas where you would like
to see improvement. Communication was the
most common concern, with reports of missed
appointments, delays in updates, and difficulties
contacting relevant teams. You also expressed
frustration with outstanding repairs taking longer
than expected to complete, particularly where
multiple visits were required to resolve an issue.

Damp and mould remain a significant concern for
some, alongside dissatisfaction with aspects of
estate management and non-urgent maintenance.
Feedback also suggests that experiences can vary
depending on the contractor involved.

Overall, you recognise the dedication and
professionalism of many of our staff, but the
results show that improving communication,
resolving repairs more quickly, and addressing
recurring property issues will be key priorities for
enhancing customer satisfaction.
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Key positive influences on satisfaction

0 Prompt response to emergency repairs such
as boiler breakdowns, leaks and heating
failures.

0 Professional, friendly and helpful staff and
contractors, with many customers praising
individual staff members.

Quality of completed improvement works,
including kitchens, bathrooms, windows,
rewiring and heating upgrades.

Support for vulnerable customers, particularly
around adaptations and welfare needs.

Successful resolution of repair issues,
especially where repairs are completed
correctly at the first opportunity.

Key negative influences on satisfaction

Q Poor communication and follow-up, including
missed appointments, lack of updates and
difficulty contacting staff.

Q Delays in completing repairs, particularly
non-urgent repairs and long-outstanding
maintenance issues.

Incomplete or unresolved works, requiring
multiple visits or leaving jobs unfinished.

especially where customers feel root causes
have not been addressed.

Inconsistent contractor performance, leading
to varying customer experiences.

Slow response to estate management
concerns, including grounds maintenance,
communal areas, parking and anti-social
behaviour issues.

(
Q Damp, mould and ventilation problems,
(—
(

Lack of transparency around service charges
and communal services.



What we're doing to improve

Our Customer Engagement Plan 2026-29 has
used customer feedback to identify where we
need to improve with key areas identified as:

e Communal areas
e Communication
o Contract management

We're working hard to address and improve these
areas across all relevant service areas.

You can read our Customer Engagement Plan
2026-29 at: cottsway.co.uk/CEP

Cottsway ™

Customer Engagement Plan:
2026-29

www.cottsway.couk 01993 850000
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Customer comments

““ We were in a difficult situation, and we got the house through my
daughter’s issues, and we were surprised at how nice the house was.
They have done surveys to make sure the house is safe. They have
removed the trees on the drive. | have been renting since | was a student
and | have never had a better landlord. *’

¢ Anything to do with
any repairs or rent
arrears they have been
really good in helping
me out. ”’

¢ Just if there is any problem they
seem to be prompt and deal with
them in a timely fashion. | have a
disability and they provided me
with a bungalow to help with my
mobility. *’

“¢ Everybody | have dealt with, from the
repairs desk to the workmen have been
pleasant, empathetic and helpful. My
children have autism and ADHD. The
human factor is the most important thing
to me. They are all accommodating to
people with differences. ”

¢ 've been with
them about 25 years
and I've never had an
issue with them. *’

“ get letters through. | have phoned them up about
people getting into the flats and knocking on my door
which they sorted quickly. | have health issues and they
sorted me out with a foodbank straightaway. They have
been as good as gold. ”


http://www.cottsway.co.uk/CEP

Keeping properties in good repair

To see how well we're keeping homes in good repair, customers who
reported a repair in the past 12 months were asked:

How satisfied or dissatisfied are you

with the overall repairs service from Summary

Cottsway over the last 12 months?

(TP02) The strongest drivers of

repairs satisfaction are
o fast emergency responses,
9 1 /o satisfied professional operatives and
(6% dissatisfied) repairs completed to a high
Cottsway’e standard.

The main causes of
dissatisfaction are delays

to non-urgent repairs, poor
communication, repeat visits,
unresolved damp and mould,
and inconsistent contractor

88 % satisfied performance.

(8% dissatisfied) You are most satisfied
when repairs are completed
promptly, correctly and
with clear communication
throughout the process.

How satisfied or dissatisfied are you
with the time taken to complete
your most recent repair after you
reported it? (TPO3)
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Feedback on repairs shows that many of you are
satisfied with the service you receive, particularly
when urgent repairs are needed.

You frequently praised the speed of response for
emergencies, the professionalism of operatives,
and the quality of completed repairs. Many
highlighted positive experiences with staff who
were polite, respectful and kept them informed
throughout the process.

The results also identify areas for improvement.
You reported frustration with delays to non-
urgent repairs, repeat visits to address the

same issue, and repairs that were not fully
completed the first time. Communication was
another common theme, with some experiencing
difficulties receiving updates, arranging
appointments or understanding progress on their
repair.

Damp and mould continue to be a concern for
some of you, particularly where issues have been
ongoing for an extended period. Feedback also
suggests that experiences can vary depending
on the contractor involved, with some reporting
inconsistent standards of workmanship and
service.

Overall, you value the responsiveness and
professionalism shown during emergency
repairs, while opportunities remain to improve
communication, reduce repair times for non-
urgent work, and ensure repairs are completed
right first time.
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Key positive influences on satisfaction

0 Speed of response to emergency repairs such
as leaks, heating failures and security issues.

0 Professionalism and attitude of operatives,
who are frequently described as polite,
respectful and helpful.

Quality of completed repairs where issues
are resolved effectively and first time.

Good communication before appointments,
including reminder calls and flexibility to
meet customer needs.

Tidiness and respect for customers' homes
during repair visits.

Key negative influences on satisfaction

Q Delays in non-urgent repairs, including
long waiting times for appointments and
completion of works.

Q Repairs not completed right first time, leading
to repeat visits and recurring faults.

Poor communication and follow-up, including
lack of updates, lost reports and difficulty
tracking progress.

Q Damp and mould issues, particularly where
problems are ongoing and customers feel

solutions are temporary.

Inconsistent contractor performance, with
varying standards of workmanship, customer
service and reliability.

Appointment scheduling issues, including
broad appointment windows and
inconvenience for customers.



Management Information Measures

0%

What we're doing to improve

We made several changes in 2025-26 to help us complete repairs faster and with greater consistency,
including:

Homes that do not meet the Decent \/ Increased staff resources, including two new operatives and moving a member of staff to full-time

Homes Standard

hours, to help process jobs more quickly, speed up responses for follow-on works and to reduce

69.9%

Non-emergency repairs completed
within target timescales

backlogs.

\/ Introduced video recordings when completing work on empty properties, helping us keep better
records of the standard and quality of work achieved before homes are re-let.

\/ Updated our repairs policy to take specific account of customers’ circumstances and additional needs.

100%

Emergency repairs completed within

target timescales

Customer comments

\/ Introduced a text message to confirm when emergency repairs are complete.

We've completed 17,606 respsonsive repairs in 2025-26 and since April 2025, the proportion of non-
emergency repairs completed on time has risen from 69.9% to 76.9%.

““They are a good

““ Anytime | need
anything done, they

have responded quickly.

The operatives have
always been very good,
polite and friendly. ”’
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housing association to
be a tenant of, the only
issue is when you are
reporting things and
want repairs, they do
take quite a while to
respond and get them
fixed or sorted out. That
is my only issue. ”’

¢ All repair workers have
been friendly and helpful
however in this repair the
worker didn’t complete
the repair in one visit
hence it was a little
inconvenient for me. ”’

““ They phone me up

to make sure the time

for the appointment is
still convenient. They

will even call if there is
a cancellation and give

me the chance to take an
earlier time. *’



|
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Maintaining building safety

To understand how customers feel about the quality and safety of their

home, we asked:

How satisfied or dissatisfied are you
that Cottsway provides a home that
is well maintained? (TP04)

89% satisfied

(5% dissatisfied)

Thinking about the condition of the
property or building you live, how
satisfied or dissatisfied are you that
Cottsway provides a home that is
safe? (TPO5)

94% satisfied

(4% dissatisfied)

Summary

Satisfaction is primarily driven
by effective safety checks,
responsive repairs, home
improvements and positive
staff interactions.

Dissatisfaction is mainly
influenced by ongoing
damp and mould issues,
security-related repairs,
delays in completing work,
repair quality concerns and
communication gaps.



Feedback highlights strong satisfaction with
many aspects of home safety and repairs.

You frequently praised annual gas, electrical and
fire safety checks, as well as the quick response

to emergency repairs. Many of you also valued
adaptations and improvements such as wet rooms,
handrails, new kitchens, windows and upgraded
locks, alongside the helpful and professional
support provided by staff.

Areas for improvement were also identified.

Some raised concerns about the reliability of
entry systems, including faulty intercoms, security
doors and lock repairs, which affected their

sense of safety. Damp and mould remain an issue
for some households, with reports of recurring
problems despite previous interventions.

Feedback on repairs was mixed, with many
positive experiences but some reports of delays,
incomplete work, repeat visits and communication
issues, particularly for more complex repairs.

Overall, you appreciate the delivery of core
safety services and responsive repair support,
while highlighting opportunities to improve
repair quality, communication and the long-term
resolution of issues such as damp, mould and
building security.
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Key positive influences on satisfaction

0 Regular gas, electrical and fire safety checks,
helping customers feel safe in their homes.

Prompt responses to emergency and routine
repair requests.

Home improvements and adaptations, such
as wet rooms, handrails, kitchens, windows
and upgraded locks.

Support for those with additional needs or
disabilities.
Positive experiences with staff, who are

frequently described as helpful, polite and
professional.

Effective delivery of core home safety
services.
Key negative influences on satisfaction

Q Security concerns, including faulty intercoms,
entry systems, doors and locks.

Damp and mould problems, particularly where
issues reoccur after repairs or treatments.

Delays in completing some repairs, especially
more complex or non-urgent work.

Concerns about repair quality, including
incomplete work and the need for repeat visits.

Poor communication about repair progress,
timescales and follow-up actions.

Uncertainty about responsibilities for some
maintenance issues and who is accountable
for resolving them.

Management Information Measures

100%

Gas safety checks carried out on time

100%

Fire safety checks carried out

100%

Asbestos checks carried out

100%

Water safety checks carried out

100%

Lift safety checks carried out
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What we'’re doing to improve

\/ Increased the number of post-work inspections we carry out to ensure
standards are met and to enable better management of contractors.

\/ Recruited an additional surveyor to deal with reports of damp and mould.

\/ Appointed a specialist cleaning contractor to support effective delivery
of our damp and mould remediation works.

\/ Surveyed internal communal areas to identify where improvements
need to be made.

\/ Secured a budget of £100,000 for improvements to communal areas in
2026-27.

\/ Created a new web page to help customers better understand how to
use and manage their air source heat pumps.

\/ Introduced a new trouble-shooting guide for our customer service
advisors to help them better advise on air source heat pumps at first
point of contact.

\/ Established a new customer satisfaction survey of the aids and adaptations

service to get a better understanding of the customer experience.

Customer comments

““You have to wait
20 years for a new
kitchen and my kitchen
is breaking, just a long
process to get anything
done.”’

““ We had a problem with
damp and they came
back to me straight away.
They were very efficient
in dealing with it. ””

Customer Voice Report 2025-26

o

““ They do come out
when they are called,
they keep everything up
to date - the boiler, the
new flat roof we had
done and new central
heating, new windows
and new quittering. ”’

““We are due new
windows but cannot find
out when this is going
to happen. | called to
discuss and was accused
of complaining, which |
was not. ”’

11
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Respectful and helpful engagement

To understand how effectively we communicate with you, and treat you fairly

and with respect, we asked:
How satisfied are you that

Cottsway listens to your views and
acts upon them? (TP06)

77% satisfied

(14% dissatisfied)

How satisfied are you that
Cottsway keeps you informed about
things that matter to you? (TP07)

89% satisfied

(6% dissatisfied)

To what extent do you agree

or disagree with the following
‘Cottsway treats me fairly and with
respect?’ (TPO8)

90% satisfied

(3% dissatisfied -
lowest in survey)

Summary

Satisfaction is driven by
positive frontline customer
service, accessible
communications and efficient
handling of routine enquiries.

Dissatisfaction is

primarily influenced by
inconsistent follow-through,
communication gaps
between teams, delays in
case resolution and the
management of complex
issues.
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Your feedback shows generally positive views of
our customer service and communications.

Many praised the friendliness, professionalism
and helpfulness of staff, as well as the ease of
contacting the organisation by phone.

You value clear communications about repairs
appointments and safety checks through texts,
emails and letters, and many reported positive
experiences with repairs being arranged
efficiently.

However, feedback also highlights concerns about
consistency once issues become more complex.

While initial contact is often positive, some of you
feel that cases are not always followed through

to completion. Communication gaps between
departments, and the need to repeatedly chase
updates were common frustrations. Some

also reported dissatisfaction with the handling

of more sensitive issues, such as neighbour
disputes, damp and mould, accessibility needs and
wellbeing concerns.

Overall, you appreciate the quality of frontline
customer service and routine communications,
while highlighting opportunities to improve case
management, follow-through and communication
across teams.

Customer Voice Report 2025-26

Key positive influences on satisfaction
0 Friendly, polite and professional staff.

0 Helpful and responsive customer service
team.

Quick telephone responses and prompt
callbacks.

Efficient booking and management of repair
appointments.

Clear communication through texts, emails
and letters.

Useful newsletters and service updates.
Flexible appointment arrangements.

Positive support provided to customers
during move-in, vulnerable circumstances or
complex situations.

Contractors and operatives who are reliable,
respectful and considerate when visiting
homes.

Key negative influences on satisfaction

Q Lack of consistent follow-through after initial
contact.

a Delays in resolving cases or progressing
actions.

Poor communication between teams and
departments.

Slow or inconsistent responses from housing
officers and neighbourhood teams.

Customers needing to chase for updates
multiple times.

Appointment changes, cancellations or
contractor visits with insufficient notice.

Concerns about how complex or sensitive
issues are handled.

Variability in staff knowledge and the quality
of information provided.

Occasional experiences of unhelpful,
dismissive or unsympathetic interactions.

13



What we're doing to improve

\/ Changed our approach to sending out key communications, including
our Homepage newsletter and Annual Report, which are now sent in the
post where we don't hold an email address or mobile number for you.

This is to ensure no-one is digitally excluded.

\/ Updated Homepage, our customer newsletter, to include more graphics

and customer stories.

\/ Reviewed our Customer Charter to better show our service standards

around communications and to ensure all staff are aware of our

response times.

\/ Made changes to our process around bereavement to ensure clearer
information is provided at a difficult time. This was in response to a

recommendation from our customer Scrutiny Group and to complaints’

feedback.

\/ Published our new Customer Engagement Plan 2026-2029, setting
out how you can have your views heard and our priorities for service

improvements.

Customer comments

““They're always very
helpful. I've mentioned
to them that I've got
learning disabilities and
they take that and help
with making words
easier.”’

Customer Voice Report 2025-26

““ They have always been
pleasant and very helpful
and very cheery on the
phone as well. If there
is a question they can't
answer they always try
and find the answer and
call me back. They are
very nice and good on
the phone.”’

\/ Added new pages to our website to make information easier to access,
including a dedicated page for key documents and policies, guidance
on what happens if you need to be moved from your property, and a
new ‘Customer Voice’ section showing how your feedback has shaped

policies and influenced services.

\/ Continued installing noticeboards in the communal areas of blocks of
flats to ensure key information is available in a variety of formats.

\/ Introduced new information posters with QR codes in communal areas.

\/ Our Board's Customer Committee have increased their meetings to
four per year, from two, to ensure Board members have more frequent
oversight into everything relating to our customers.

\/ Researching what social media platforms you use to ensure we are on
the right platforms and can reach you where you are.

\/ Improved the ‘My Cottsway’ customer portal enabling users to view
their tenancy agreements and gas and electrical safety certificates.

¢ Although they've been
helpful in terms of being
understanding when |
had difficulty with dealing
rent, the bad experience
from the damp and
mould has also stayed
with me. So it's a mixture
of feelings. *’

““1 got confused with
my rent and was in
credit. They helped me
understand what was
going on and what to
do. Customer services are
good. | arrange repairs via
the portal and they are
quick to get back to me.”’

14



,U' ‘L Responsible neighbourhood management

These questions explore how well we're managing communal spaces and

Customer Voice Report 2025-26

tackling anti-social behaviour (ASB):

How satisfied or dissatisfied are

you that Cottsway keeps communal

areas clean and well maintained?
(TP10)

Only customers with communal areas

were asked this question.

7 1 % satisfied

(21% dissatisfied)

How satisfied or dissatisfied
are you that Cottsway makes
a positive contribution to your
neighbourhood? (TP11)

83 % satisfied

(9% dissatisfied)

How satisfied or dissatisfied are
you with Cottsway’s approach to
handling anti-social behaviour?

(TP12)
70% satisfied

(23% dissatisfied)

Summary

Satisfaction is driven by
safe neighbourhoods, visible
community investment,
responsive housing support
and good-quality homes.

Dissatisfaction is mainly
influenced by delays

in resolving anti-social
behaviour, inconsistent
follow-up and communication,
and perceptions of uneven
service delivery across
neighbourhoods.
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Your feedback shows broadly positive views of
neighbourhood management, with many of you
appreciating well-maintained homes, visible
estate services, community initiatives and
support from housing officers.

Many report living in safe, quiet neighbourhoods
and value the investment in homes, safety checks,
repairs and community projects.

However, feedback indicates mixed experiences
in several key areas. Concerns were raised about
the management of anti-social behaviour (ASB),
with some of you feeling issues take too long to
resolve and that communication about actions
taken could be clearer.

You also highlighted inconsistencies in
neighbourhood services and maintenance
standards across different areas, alongside
uncertainty about responsibilities.

Overall, you value the quality of housing,
community investment and support provided in
neighbourhoods, while identifying opportunities
to improve consistency, communication and the
handling of ASB cases.

Management Information Measures

7.5 (46 cases)

Number of anti-social behaviour cases

opened per 1,000 homes
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Key positive influences on satisfaction

0 Safe, quiet and well-managed

neighbourhoods.

0 Successful resolution of ASB issues in some

cases, including partnership working with the
police and follow-up from housing officers.

Responsive and supportive housing officers
and estate teams.

Visible neighbourhood presence, including
estate staff and regular maintenance activity.

Community initiatives such as newsletters,
local events, grants, litter picks and support
schemes.

Investment in homes through improvements,
refurbishments and safety checks.

Opportunities for customer involvement and
community engagement.

Affordable homes and recognition of our role
in providing essential housing.

0.2 (1 case)

-
e
Q Inconsistent delivery of neighbourhood
-
e

Key negative influences on satisfaction

Q Perceived lack of action, poor
communication or limited outcomes
following ASB reports.

Q Having to repeatedly provide evidence or
chase for updates.

Ongoing neighbour disputes, noise nuisance
and other ASB issues that remain unresolved.

Communication gaps, including uncertainty
about who to contact and limited visibility of
neighbourhood teams.

services and maintenance across different
locations.

Uncertainty about responsibilities for certain
issues and services.

Concerns that some areas, estates or blocks
receive different levels of attention and
support.

Number of anti-social behaviour cases that
involve hate incidents per 1,000 homes

16



What we're doing to improve

\/ Following customer consultation, we've introduced a ‘Good
Neighbourhood Management Policy’ which sets out our approach to
neighbourhood issues that aren’t categorised as anti-social behaviour.

\/ Introduced a new ‘Hate Crime and Incident Policy’ that sets out how we
manage and respond to hate related incidents.

\/ Strengthened our Neighbourhood team by recruiting an additional
Neighbourhood Housing Officer and reorganised the management
areas, helping us to respond more effectively to customer concerns.

\/ Improved our approach to estate inspections, in response to your
feedback and recommendations from our customer Scrutiny Group.

\/ Our main grounds maintenance contractor has launched a new online
service where you can enter your street name to see when they were last
in your area and when they are next due to visit.

\/ Publish the results of our Clean Space and Green Space satisfaction
surveys on our website so you can see how well our contractors are
delivering communal cleaning and grounds maintenance services.

Customer comments
““I've had a problem
with the neighbour

\/ With funding from our partners Travis Perkins Managed Services (TPMS)
we have been able to financially support initiatives to address hoarding,
including a support group and packages of one-to-one support, both run
by hoarding specialist Declutterbugz.

\/ Secured funding from TPMS for Ring doorbells which we can provide to
victims of domestic abuse and/or harassment.

\/ More staff trained as domestic abuse 'champions' and now have 12
staff who act as a safe, confidential point of contact for anyone seeking
guidance or support around domestic abuse.

\/ Held nine community clear-up days in 2025-26 to reduce incidents of
fly-tipping and help you keep your neighbourhood clean and tidy. You
can request a clear-up day in your area via our website.

\/ Make funds available to support biodiversity schemes, including
wildflower planting, bird and bat boxes and insect hotels - you can
submit proposals on our website.

““It's very good, it’s all
nice and cleaned up. The
gardeners come and do a

““1 am very satisfied as good job. We sometimes

““They are very efficient at

dealing with issues as long

as you inform them. They
make it easy to feel like
you are being heard. ”’

Customer Voice Report 2025-26

since | moved in. They
are trying to sort it out,
but | feel like they need
to be more stern. Apart
from that they have been
really good. >’

they're quite involved
with the neighbourhood
- I've even seen the
CEO walking around,
checking out the
neighbourhood. ”’

have people cleaning the
stairs but that's bi-monthly,
we don't see them very
often. They clean the
stairs, wipe it down and
then they're done.”’
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Effective handling of complaints

To measure how well we handle complaints, we asked customers who said

they had reported a complaint in the previous 12 months:

How satisfied are you with
Cottsway’s approach to complaints
handling? (TP09)

46% satisfied

(39% dissatisfied -
highest in survey)

Summary

Satisfaction is driven by
prompt acknowledgement,
effective investigations and
successful resolution of
complaints.

Dissatisfaction is primarily
influenced by slow follow-up,
inadequate communication,
underlying issues remaining
unresolved and inconsistency
in how complaints are
progressed and resolved.

18



Feedback on complaints handling highlights
a range of experiences, with many of you
recognising the positive impact of timely
responses, helpful staff and successful
resolutions.

You particularly value when concerns are
investigated thoroughly, communication is clear,
and outcomes are delivered effectively.

Feedback also identifies opportunities to further
strengthen the complaints experience.

Some of you would like more consistent
communication throughout the process, including
regular updates on progress and greater visibility
of actions being taken. Others highlighted the
importance of ensuring follow-up actions are
completed promptly and that escalation routes
are clear and accessible when needed.

Overall, the feedback demonstrates that you
appreciate responsive and effective complaint
handling, while also highlighting areas where
greater consistency and communication could
further enhance customer confidence and
satisfaction.

Key positive influences on satisfaction

Complaints being acknowledged and
investigated promptly.

Successful resolution of issues with clear
follow-up.

You feel listened to and taken seriously.
Helpful, supportive and professional staff.

Good communication throughout the
complaints process.

Clear closure and confirmation when issues
have been resolved.

Key negative influences on satisfaction

Q Complaints are acknowledged but the
underlying issue remains unresolved.

a Delays in responses, investigations and
complaint handling.

Q Inadequate communication, leaving customers
unsure what action has been taken.

Q Failure to deliver agreed actions, remedies or
compensation damages trust.

Management Information Measures

714

Number of stage 1 complaints
received per 1,000 homes

10.8

Number of stage 2 complaints
received per 1,000 homes

100%

Proportion of stage 1 complaints
responded to within the Housing
Ombudsman Complaint Handling
Code timescales

100%

Proportion of stage 2 complaints
responded to within the Housing
Ombudsman Complaint Handling
Code timescales

For more in-depth information on our complaints service and how we use feedback to improve services please see our ‘Complaints and service
improvement report” at www.cottsway.co.uk/complaints

Customer Voice Report 2025-26
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What we're doing to improve

\/ Introduced improved monitoring of complaint handling, including clearer

recording of extensions and confirmation to customers in writing.

\/ Provided the Customer Service team with annual training on handling

complaints and have established dedicated roles for complaint

champions within the team.

\/ We now collect additional data on complaint outcomes, providing
analysis on whether complaints were upheld, partially upheld or not

upheld.

Customer comments

‘I think they are
handled well, with
compassion and with lots
of support and advice. >’

Customer Voice Report 2025-26

““If I make a complaint to
Cottsway they are more
than willing to help but

| often find that | need
to chase them up in
order to get any updates
on the status of my
complaints. ”’

\/ Reviewed our compensation policy in line with the Housing

Ombudsman’s guidance.

\/ Updated our communications about compensation, in line with
the Housing Ombudsman’s recommendations, to provide a clearer
explanation of why compensation has been awarded.

““I would say they
handle them well as they
took all the information
and listened, but not very
well in terms of resolving
the issue. ”’

““I've complained
about the state of my
neighbour’s garden
for 18 months now
and nothing has been
done. I've complained
about rats because she
has been leaving food
outside and nothing has
been done about it..”’
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How we carry out the TSM survey

Independent market research specialists Acuity carry out phone surveys on
our behalf every quarter of the financial year to gauge customer perception.

For our annual 2025-26 results, surveys happened quarterly between

30 April 2025 and 29 January 2026. A total of 1,040 tenants living in
low-cost rented affordable (LCRA) housing took part and these were a
representative sample of all our customers living in rented accommodation,
taking account of tenure, property type and location.

We also took account of five of the protected characteristics:

o Age

e Gender

Disability

Ethnicity

Sexual orientation.

We encourage you to participate in the quarterly TSM surveys to gather
feedback. Before each survey, we update our website and social media
channels to raise awareness. To increase participation, you are offered entry
into a quarterly prize draw for a £50 shopping voucher. The surveys are
based on TSM perception measures, with participants responding on a five-
point scale.

o
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Summary of Tenant Satisfaction Measures

We register our results with the Regulator of Social Housing (RSH) so that they can compare how we perform with other social housing providers. The

following tables show our 2025-26 perception survey and Management Information Measure results mapped against all results (from both housing

associations and local authorities in England) reported to RSH for 2024-25. It also shows our results for that year so you can see what'’s changed.

g Lower | Landlord | Upper | Cottsway | Cottsway
TSM results collected from tenant perception surveys quartile | median | quartile | 2024-25| 2025-26
TPO1 Proportion of respondents who report that they are satisfied with the overall service from their landlord. 64.7 71.8 78.9 85% 88% 1t
% of tenants reporting a repair (last 12 months). 67.8 (sector total) - -
TP92 Prop.ortlon of responde.nts wh(? have received a repair in the last 12 months who report that they are 66.8 73.6 796 87% 919% ¢
satisfied with the overall repairs service.
TP93 Propf)rhon of respondents who have rgcelved a repair in the last 12 months who report that they are 63.0 69.5 76.5 85% 88% 0
satisfied with the time taken to complete their most recent repair.
TPO4 Proportion of respondents who report that they are satisfied that their home is well maintained. 65.5 71.9 77.8 86% 89% 1t
TPO5 Proportion of respondents who report that they are satisfied that their home is safe. 71.8 77.6 82.9 89% 94% 1
TPO6 Proportion of respondents who report that they are satisfied that their landlord listens to tenant views 541 61.6 693 24% 779% 4
and acts upon them.
TPO7 Prgporhon of respondents who report that they are satisfied that their landlord keeps them informed 65.9 72.0 83.9 85% 899% ¢
about things that matter to them.
TPO8 Proportion of respondents who report that they agree their landlord treats them fairly and with respect. 72.6 77.9 83.9 88% 90% 1t
% of tenants having made a complaint (last 12 months). 26.2 (sector total) - -
TP(?9 Proport?on of respondents who report rnakmg a complaint in the last 12 months who are satisfied with 296 355 421 42% 26% ©
their landlord’s approach to complaints handling.
% of tenants reporting living in a property with a communal area. 50.9 (sector total) - -
TP10 Proportion of respondents with cor.nml{nal areas who report that they are satisfied that their landlord 0.7 66.7 728 68% 719% ¢
keeps communal areas clean and well maintained.
TP11.Pro_port'|on of re§pondents who report that they are satisfied that their landlord makes a positive 577 64.6 717 77% 83% 1
contribution to the neighbourhood.
TP1‘2 Pr.oportlon.of respondents who report that they are satisfied with their landlord’s approach to handling 547 595 66.4 69% 20% 4
anti-social behaviour.
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NErreEEr e e e e e Lower | Landlord | Upper Cottsway | Cottsway
g quartile | median | quartile 2024-25| 2025-26
BS01 Proportion of homes for which all required gas safety checks have been carried out (%) 99.8 100 100 100% 100% <
BS02 Proportion of homes for which all required fire risk assessments have been carried out (%) 99.9 100 100 100% 100% <
BSO‘3 Proportion of homes for which all required asbestos management surveys or re-inspections have been 100 100 100 100% 100% ©
carried out (%)
BS04 Proportion of homes for which all required legionella risk assessments have been carried out (%) 100 100 100 100% 100% <
ESS(SO/F)’roportlon of homes for which all required communal passenger lift safety checks have been carried 99 5 100 100 100% 100% <
(o)
RPO1 Proportion of homes that do not meet the Decent Homes Standard [LCRA only] (%) 0 0.5 3.0 0% 0% &
RP02 Proportion of non-emergency responsive repairs completed within the landlord’s target timescale 74.8 825 891 69.9% 76.9% 4
[LCRA only] (%)
RPO02 Proportion of emergency responsive repairs completed within the landlord’s target timescale 891 94.9 98.9 100% 100%
[LCRA only] (%)
NMO1 Number of anti-social behaviour cases opened (per 1,000 homes) 22.4 36.0 57.6 13.8 7538
NMO1 Number of anti-social behaviour cases that involve hate incidents opened (per 1,000 homes) 0.2 0.7 1.2 04 02%¢
CHO1 Number of stage one complaints received (per 1,000 homes) 34.3 53.5 72.2 54.1 714 ©
CHO1 Number of stage two complaints received (per 1,000 homes) 52 8.3 13.6 5.6 10.8 ¢
CH02'Proport‘|0|‘1 of stage one complaints responded to within the Housing Ombudsman’s Complaint 728 899 96.8 100% 100%
Handling Code timescales (%)
CH02'Proport|0f1 of stage two complaints responded to within the Housing Ombudsman’s Complaint 70.4 88.9 100 100% 100%
Handling Code timescales (%)
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Get in touch

If you would like to get involved or you have any ideas about how Cottsway can improve, or you're a business interested in working with us, we would love to
hear from you!

Cottsway House Have you signed up to My Cottsway?

Heynes Place

Avenue Two You can use our customer portal to pay and check your rent online, request some routine repairs
Witney and check details of repairs you have previously asked for, update your details and more. Manage
Oxfordshire OX28 4YG your tenancy conveniently, at a time that suits you. Register for My Cottsway and download the

app at: cottsway.co.uk/mycottsway
cottsway.co.uk

SCAN ME

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

0O0E


http://www.cottsway.co.uk
mailto:mailto:contact%40cottsway.co.uk?subject=
http://www.cottsway.co.uk/mycottsway

