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Customer consultation: December 2024

The background to our survey

Following the Grenfell Tower fire, the Department
for Levelling Up, Housing and Communities
consulted with tenants and housing professionals
across the country about the safety of tenants’
homes and how they could make their views known
and listened to by landlords.

The Government then published a White Paper in
2021 which continued to prioritise safety and
promised to review the regulatory standards that
landlords must follow. InJuly 2023 the Social
Housing Regulation Act came into force bringing
with it new powers for the Regulator of Social
Housing (RSH) to tackle underperforming landlords
and a new set of consumer standards all social
landlords must follow. These new consumer
standards brought with them a clear focus on the
need for landlords to:

e Ensure tenants are safe in their homes

e Listento tenants’ complaints and respond
promptly to put things right

e Beaccountable to tenants and treat them with
fairness and respect

e Know more about the condition of every home
and the needs of the people who live in them

e Provide information on how the landlord is
performing

e Ensure the landlords hears and responds to the
customer voice.

The Regulator of Social Housing (RSH)
published a new set of consumer standards for
social landlords that came into effect from
April 2024. They are:

Neighbourhood and Community Standard

Safety and Quality Standard
Tenancy Standard

Transparency, Influence and
Accountability Standard.

The survey

When drafting our survey, we wanted to not only
ask how you want to have your voice heard, but to
also respond to other themes in the consumer
standards including the information we provide
overall, on being safe in your home and knowing
how we are performing.

We sent a link to the survey to all our customers
who have shared a mobile number or email address
with us and called those not online to gather their
feedback. Almost a quarter of households - 1,508
(23%) - completed the survey with 266 customers
leaving comments - a huge thanks to everyone who
took the time to respond.

Responses to the survey have been analysed and key
themes identified from customers’ comments - this
short report gives you a summary of the results. We
will use these responses to inform our new Customer
Engagement Plan that will set out how you can make
sure your voice is heard and how our Board will hear
your views, including reviewing the information we
provide and how and when we provide it. We'll also
use this feedback to shape our new Transparency,
Influence and Accountability Policy.
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The results

Q1. We provide information about our services and performance using various methods including our
website, social media, letters, emails and newsletters. We regularly review and update this information.

Are you satisfied that the information we provide about what we do and how we perform is clear,
accessible, relevant, timely and appropriate to your needs? (1,507 responses)

Is the information we provide:
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Most respondents (74% to 86%) were satisfied the
information we provide is clear, accessible, relevant,
timely and appropriate to their needs. However,
between 8% and 20% were unsure with more people
unsure the information is relevant, timely and
appropriate to their needs. Comments revealed that
customers would like more information on plans to
update their homes, on service charges, service
standards and our responses to survey feedback and
more detail in our SMS texts on repairs. Some
customers didn't know where to look for
information and some are not online so don’'t have
access to our website - we know from our regular
survey programme that only 73% of our customers
have access to the internet, much lower than the
national average of 99.7% of UK households*.

*UK broadband statistics from Ofcom’s Connected Nations
Report states 99.7% of UK households had access to
broadband in January 2023.

Some of the comments received:

“When sending out appointments via text put in
the text what the appointment is for.”

“I would like to know how and when you are
making your homes warmer and updating them
to be more economical.”

“All information provided has been excellent, as
has been the service you Cottsway has
provided.”

“I've only ever had information about Cottsway
via email. | don’t know about any other platforms
you use.”

“Letters please, | don’t do emails or websites,
thank you.”
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Q2. Areyou satisfied with the information we provide about how we keep your home safe, secure and in good
repair? For example, information on electrical, gas or fire safety. (1,463 responses)

Satisfied with information on keeping home safe,
secure and in good repair
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Almost 83% of respondents are satisfied with the
information we provide on keeping your home safe,
secure and in good repair. Just over 8% are dissatisfied
and 9% are not sure.

We received 63 comments in response to this
guestion, with most expressing general satisfaction
with our approach and nine making compliments
about the service received. For those not satisfied, the
comments included dissatisfaction with the standard
of arepair or the property, work not being followed up
as expected, not knowing where to find information
and questions on the services we provide.

Overall, the feedback for this question was positive
but the comments expressing dissatisfaction show we
have room for improvement, both in how we
communicate and make information on safety in the
home available and the standards our customers can
expect. We also need to focus on following-up with
further information when there are delays, ensuring
customers are kept informed.

Satisfied Dissatisfied
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= Not sure

Some of the comments received:

“Itis reassuring to know we don't need to worry
as tenants and you as the landlord take care of
making sure everything is checked.”

“The repairs part of the website (My Cottsway
customer portal) has limited parts of the house to
choose from.”

“Sometimes if an engineer is nearby, | am offered
a quick visit & I like that option. Saves waiting in.”

“Gas safety is clear. Not so much with the others.”

“We get told things that don't happen like CCTV
is being installed or codes on doors are changing
and months later nothing has happened.”

“Checks and repairs have been carried out very
quickly Thank you.”
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Q3. Thinking about the information we provide, do you feel Cottsway are open and transparent about how

we are performing? (1,446 responses)

Cottsway are open & transparent about their performance
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This question received over 90 comments, more
than any of the other questions. The results show
most respondents (71%) are satisfied with knowing
how Cottsway are performing but 9% of customers
are not and a significant 20% are unsure. Comments
reveal questions around what is meant by how is
Cottsway performing.

The new Transparency, Influence and Accountability
Standard says, “Registered providers must collect and
provide information to support effective scrutiny by tenants
of their landlord’s performance in delivering landlord
services.” This includes information on the landlord’s
Tenant Satisfaction Measures but can also mean
anything else that customers want to know about.

We publish a wide range of information quarterly
including data on complaints, anti-social behaviour
cases, the cost of repairs and time taken to complete
repairs, how many new homes we have developed,
the number of empty properties and more. Annually,
we publish our Annual Report and Value for Money
Statement which gives a lot of detail on our
performance, and we send out two Homepage
newsletters and four Cottsway Connect ezines.

Responses to this question show not everyone
knows where to find this information (and not
everyone is interested) so we will look at how we
can better make this available.

Some of the comments received:

“I haven't really looked into how they are
performing.”

“I think you gloss over the bad bits.”

“I have not read any form of reports published
about Cottsway. Therefore, | cannot say if Cottsway
is being transparent in its working practices”

“Always very helpful information.”
“Up to date information always available.”

“Do not know what you do to be assured you are
being transparent.”

“I have not come into contact with this
information though | will start looking for it to
keep up to date. Maybe an email or letter will be
useful regarding this.”

“To a certain extent, but always the element that
‘you don’t know what you are not aware of’.”
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Q4. Hearing about your views and experiences as a Cottsway customer helps us to improve our services.

How do you prefer to tell us your views and give us your feedback? Please select your three preferred
methods. (1,386 responses)

How do you prefer to give feedback?
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Surveys and consultations are the most popular way
of giving feedback with 75% of respondents selecting
this as one of their preferred options. Social mediais
also a popular method with 31% of respondents
choosing that option and the complaints process was
also in the top three with 27%. The least popular
method was as a member of a working group but 7%
of respondents favoured this option and it does give
us valuable in-depth information. One-off events,
either online or face-to-face were also quite popular
with 15% of respondents selecting that as a preferred
option and some comments mentioned meetings with
housing officers, using email and phone calls. We'll
look at giving more information on comments
received and how we use them in the upcoming
Customer Engagement Plan.

Conclusion

Some of the comments received:

“People don't have time to attend events which is
why | didn't respond to a recent opportunity.”

“Online surveys are easy and accessible.”

“Am always open to calls from outside
researchers, but also via text after a visit.”

“It would be great to have feedback from you
regarding the comments we give. It all seems
very cloak and dagger.”

“l appreciate the fact you involve tenants in your
decision making.”

The aim of this consultation was to better understand how well our customers think we are meeting the
requirements of the new consumer standards, particularly the Transparency, Influence and Accountability
standard and where we can improve. The response rate for a survey of this kind was high and we are pleased to
see most respondents are generally happy with the services and information we provide but also to better
understand where we need to improve. Feedback will be used to shape our next Customer Engagement Plan,

including actions to improve our services.

And finally, the prize draw winners

80% of respondents entered the prize draw to win one of five £50 shopping vouchers. The winners were:
EH, Tewkesbury; MP, Cheltenham; AP, Cirencester; MR, Moreton-in-the-Marsh and RT, Swindon -

congratulations to you all!
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