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Ray Faulkner, Deputy Leader, Environment and Housing 
East Staffordshire Borough Council 

Dennis Fletcher  
Winshill Parish Council

   East Staffordshire Borough Council and Trent & Dove 
have worked together since 2001, and our relationship 
has gone from strength to strength. Trent & Dove is 
more than just a provider of housing – the organisation 
does an array of important work that makes a real 
difference to homes, lives and communities. 

   The Parish Council has had an enduring and fruitful 
relationship with Trent & Dove. They’ve helped us to 
establish a community hub, plant new shrubs and run a 
joint ‘Grow It and Eat It’ healthy living project. We created 
12 raised beds for use by the community as allotments. 
Together, we’ve made Winshill a much better place. 
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True to our roots

We stand by our current principles, set out in 2001, as expressed 
through our mission and values . We are driven to provide homes and 
services that transform homes, lives and communities, guided by:

Putting people first:
• We listen to people and treat them with dignity and respect 
• We consider the impact of what we do on everyone
• We enable people to thrive individually and as part of their community

Having a clear purpose to what we do:
• We are committed to providing affordable and sustainable homes for rent and sale
• We provide services to help support people in their homes
• We are committed to reducing our impact on the environment

Achieving excellent performance to enable us to deliver our purpose:
•  We work together and with our partners to achieve all our goals
• We deliver value for money and positive social impact
• We continuously improve what we do .

Reputation       potential
The five years of this plan are a decisive period in our growth and development 
as a housing provider and place shaper . To build on our reputation and realise 
our potential we aim to continuously improve our business and, with our 
partners, achieve more for customers, communities and colleagues .



Trent & Dove Strategic plan 2022-27 7Trent & Dove Strategic plan 2022-276

Listening, 
acting 
collaborating

We achieve our objectives through positive relationships with:

•  Customers and the wider community – via the  
Louder & Stronger campaign and Customer Voice strategy

•  Local authorities, Homes England, private funders, the  
Regulator of Social Housing, community organisations, 
contractors, suppliers, emergency services and other partners 

•  Our colleagues and volunteers – investing in their knowledge  
and skills so they can thrive and develop .

As a business, we need to think and work in a modern, joined-up 
way . This means keeping a strong focus on key changes and risks, 
making the most of technology and constantly building agility  
and resilience .

Our previous strategic plan introduced the importance of 
the ‘&’ in Trent & Dove. This signifies our long-term role as 
a community anchor and leader, going beyond housing to 
provide opportunities that enhance customers’ quality of life .

We are committed to sustainable growth and regeneration – 
making best use of our assets to build the right homes in the 
right places to meet customers’ needs, while making existing 
homes fit for a secure, low-carbon future.

Over the life of this plan, we will continue to transform homes, 
lives and communities .

https://www.gov.uk/government/organisations/homes-england
https://www.gov.uk/government/organisations/regulator-of-social-housing


Trent & Dove Strategic plan 2022-27 Trent & Dove Strategic plan 2022-27 98

Our pledge
This plan’s title ‘People Purpose Performance’ embodies our values 
and approach . 

We pledge to make progress on all three of these critical aspects, 
measuring key outcomes so that we have solid evidence of success . 
By doing this we aim to build on our reputation for delivery, value for 
money, trust and confidence. The actions set out in this plan will also 
help us to unlock and realise greater potential in our business,  
to work smarter, faster, greener and better than ever before .

Ursula Bennion  
chief executive

Mark Lewis  
board chair

People
Our culture is about supporting, 
training and empowering 
colleagues to transform 
customers’ homes, lives and 
communities . We will do this by:

•  providing excellent homes, 
services and support for 
communities

•  helping customers to achieve 
their ambitions and aspirations

•  developing colleagues’ and 
involved customers’ skills

•  building strong relationships 
with customers, communities 
and other partner agencies .

Transforming lives 

We want the experience of everyone 
who connects with Trent & Dove to be 
constructive . Whether that is living in a 
home we provide, benefitting from our 
services or working and volunteering for us, 
we aim to offer choices and opportunities 
and to be a consistent, positive presence . 

We have comprehensive strategies for 
people, and for equality, diversity and 
inclusion (EDI) . We are committed to 
growing and developing the individuals and 
groups who interact with the organisation . 
By boosting the confidence and capabilities 
of everyone connected to our business, we 
increase our reach, influence and impact.
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Equality, diversity and inclusion  

To be meaningful and effective, opportunities must be respectful, fair and open to all . As well 
as meeting all the requirements of the Equality Act to eliminate discrimination, we believe 
in catering for people’s differences fairly and representing the communities we serve .

Equality, diversity and inclusion underpin every aspect of our investment in colleagues . In 
the first year of this plan, we will update our employer brand and framework to encourage 
autonomy, problem solving, teamwork and the ability to learn from experiences .   

   I meet regularly with Trent & Dove about new homebuilding and 
helping with individual enquiries. They’re always responsive and 
professional in dealing with constituency issues and providing help 
where it’s needed. I look forward to working with them and seeing 
delivery of this plan, with new homes built, town areas regenerated, 
improved services for customers and communities,  
and accommodation and support for those  
in the most acute housing need. 

Kate Griffiths   
MP for Burton and Uttoxeter

People

A comprehensive offer  

We help to support people at all stages 
of their lives and careers . For customers 
and communities this includes providing 
a range of homes and services, plus 
apprentice and volunteering programmes . 
And for colleagues we offer competitive 
salaries, terms and conditions to support 
recruitment and retention .

The coronavirus pandemic has highlighted, 
for everyone, the importance of health 
and wellbeing, especially befriending and 
support to tackle loneliness and isolation .

We also ask all colleagues to personally 
contribute to our social impact, for example 
by donating some of their working time to 
assist a local community project or cause .

To help prevent accidents and enhance 
people’s health, safety and wellbeing 
we will actively engage with customers 
and colleagues through the Customer 
Committee and our internal teams, systems 
and processes .

Communicating well  

The quality of our homes, services, systems 
and relationships relies on coherent and 
effective communication . We aim to be 
modern, personal, friendly and clear in all 
our contact . 

https://www.gov.uk/guidance/equality-act-2010-guidance
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*Survey of Tenants and Residents

Matt Hancock 
Head of 

Community,  
Burton Albion 

Community Trust 

Service/outcome Measured by Target

Customers satisfied with how we listen to their 
views and act upon them 

Customers satisfied with how we keep them 
informed about things that matter to them

Customer survey for 
Tenant Satisfaction 
Measures and 
HouseMark quarterly 
STAR* tracker

Achieve upper quartile 
performance against annual 
sector benchmarks for 
customer satisfaction

Being a great place to work Colleague survey By 2027 80% of colleagues 
would recommend Trent & Dove 
as an employer 

Key targets       indicators 

   Since our first meeting back in 2010 I knew that our 
partnership with Trent & Dove would be for the long 
term. We’re extremely proud of our work together on 
a variety of projects to tackle some tough community 
challenges. From diversionary activities in local parks, 
to job clubs and employability projects to get people 
back into work, we continue to make things better 
for the area. The wonderful residents’ association has 
made the impossible possible by supporting several 
young people to be part of our international projects. 
We celebrated Trent & Dove as our community 
partner of the past decade, and I’m just as excited 
about what is still to come. 

People

Purpose
Since we were formed in 2001, we have aimed to transform homes, lives 
and communities . We are proud to be a PlaceShaper housing association – 
investing in the health, wellbeing, community and social fabric that enables 
customers, colleagues and communities to thrive .

A provider of choice  

The UK has a deep and persistent crisis 
of housing access and affordability, with 
market systems that perpetuate inequality 
and disadvantage . Over the life of this 
plan, we will increase our housing stock by 
an average of two per cent annually . This 
means around 140 new homes each year, 
providing the right types and sizes of homes 
in the locations people need . 

*Survey of Tenants and Residents

We offer a variety of homes to suit different 
needs, including in rural areas and homes 
with extra support for older people . Our 
activity will remain tightly focused on the 
three local authority areas in which we 
currently work (East Staffordshire, South 
Derbyshire and North West Leicestershire) .

https://www.placeshapers.org
https://www.eaststaffsbc.gov.uk
https://www.southderbyshire.gov.uk
https://www.southderbyshire.gov.uk
https://www.nwleics.gov.uk
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As a member of the Homes for Cathy 
campaign we will keep up our efforts to 
prevent and minimise homelessness, 
through schemes developed under the 
government’s Rough Sleeping Initiative 
and by offering homeless people 
individual support .

We will work with the government and 
local authorities to support levelling up, 
especially the White Paper’s ‘national 
missions’ for education, skills, health, 
wellbeing, pride of place, home ownership 
and reduction of crime . We aim to provide 
homes and communities where people 
feel the physical and psychological safety 
they need to live positive lives . We will 
also offer help for customers to sustain 
and look after their homes, including an 
affordable furniture scheme and targeted 
financial and other support. 

In an ageing society, we are conscious of 
the particular and growing needs of older 
people . We will invest in new and upgraded 
homes suited to later life, with additional 
support to promote independent living .

Purpose

Regeneration
      reinvestment
We are committed to improving existing homes and 
communities to ensure they provide the modern levels of 
comfort, amenity and energy efficiency that customers 
need and expect . Some of our older homes will not be able 
to provide the levels that are needed for the future . In these 
instances, we will look to alternatives such as regeneration 
or replacement .

Apart from traditional improvements such as roofs, 
kitchens, bathrooms, windows, doors and alternative 
heating systems, we are taking a fabric-first approach to 
reducing carbon emissions and moving towards net zero 
homes and business . To keep in touch with developing 
practice, we will continue to be part of the National Housing 
Federation’s Sustainability Strategy Group . 

https://homesforcathy.org.uk
https://www.gov.uk/government/publications/rough-sleeping-initiative-2021-to-2022-funding-allocations
https://www.gov.uk/government/publications/levelling-up-the-united-kingdom
https://www.gov.uk/government/publications/levelling-up-the-united-kingdom
https://www.housing.org.uk/events/national-groups/sustainability-strategy-group/
https://www.housing.org.uk/events/national-groups/sustainability-strategy-group/
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Sense of place  

We will work with local authorities and 
other partners to support the government’s 
plans to revitalise town centres and 
other locations that have a big impact on 
people’s lives . It is important for long-term 
community wellbeing that these areas  
are attractive, safe places that people are 
able to enjoy .

The local shops, community cafés and 
drop-in centres we own or support play a 
vital role in building social cohesion . They 
provide a place to meet, plus employment 
and training opportunities . We will maintain 
these facilities and encourage greater 
community involvement in running them .

Purpose

Positive partnerships  

Most of what we do happens through and because of collaboration and joint 
working with others . Positive and effective partnerships enable us to do more 
together than we could on our own . We are committed to make this an even 
bigger part of how we do business – taking a lead where we can and always 
seeking to boost the impact and capacity of our partners . 

Our most fundamental partnership is with 
customers and prospective customers . They 
are the reason we exist, and their experience 
of living in the homes we provide represents 
an invaluable source of insight, intelligence 
and opportunities to improve . The Louder & 
Stronger strategy will underpin everything 
we do . It commits us to working with 
customers as key partners – offering people 
meaningful ways to shape our services and 
making it our business to be involved in the 
things that matter most to them .

Through close working relationships with 
officers and elected members, we will 
maintain strong links with local authorities, 
including consultation over Local Plans  
and engagement with parish councils .  
We are determined to be a creative, 
trustworthy partner that helps to find 
solutions to problems .  

To build new homes and regenerate 
existing properties and neighbourhoods  
we rely on financial support from  
Homes England and other funding sources . 

To provide these partners with the 
necessary assurance about the stability  
and governance of our organisation, we 
will aim to maintain the highest, ‘G1/V1’ 
regulatory rating .

We work closely with other housing 
providers to share ideas and resources, 
including fellow PlaceShapers members 
and the Rural Housing Alliance . In local 
communities, we provide funding and 
other assistance to charities and voluntary 
organisations for them to offer expert 
advice on consumer rights, financial 
inclusion, health and wellbeing and 
opportunities for young people .

https://www.gov.uk/government/collections/future-high-streets-fund
https://www.gov.uk/government/organisations/homes-england
https://www.gov.uk/government/organisations/homes-england
https://ruralhousingalliance.net
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Service/outcome Measured by Target

Sustain tenancies longer and more successfully Performance information Reduce annual turnover of 
tenancies to below 5% by 2027

Provide energy-efficient homes Property information By 2027 95% of homes will 
have a minimum level C 
energy rating

Create a sense of place – customers’ 
satisfaction with neighbourhoods

Customer survey and 
HouseMark quarterly STAR 
comparison

Achieve upper quartile 
performance by 2027

Achieve good stakeholder engagement and be 
seen as a high-performing partner agency

Stakeholder survey Improved ratings and 
feedback in two-yearly surveys

Customers’ satisfaction with the service we 
provide, taking everything into account

Customer survey for 
Tenant Satisfaction 
Measures

90% fairly or very satisfied

   South Derbyshire District Council has worked successfully with 
Trent & Dove for several years with many positive outcomes in 
terms of new homes built for local people. I look forward to helping 
deliver this ambitious five-year strategic plan. 

Frank McArdle    
Chief Executive, South Derbyshire District Council

Purpose

Key targets       indicators Performance
Our mission depends upon us being a financially secure, well-governed, 
commercially and environmentally aware organisation that delivers high-
quality homes, employment and services . These are the foundations for the 
growth and sustainability we will deliver over the life of this plan and beyond .

Everyday excellence  

We welcome the Regulator of Social 
Housing’s draft Tenant Satisfaction 
Measures, which we will blend with 
outcomes from our Customer Voice 
strategy to gauge people’s experience . 
Increased quality and use of personal 
insight about residents and communities 
are essential to make sure we understand 
and respond to the profile of the people 
we serve . To improve our services we 
will involve customers, learn from their 
experience and perspectives and act 
on their compliments, complaints and 
feedback, including any directions by the 
Housing Ombudsman Service .

We aim to make services more accessible to 
all customers by introducing a self-service 
portal and other digital channels . We will 
continue to modernise and transform our 
business to meet future demand .

https://www.gov.uk/government/consultations/consultation-on-the-introduction-of-tenant-satisfaction-measures/tenant-satisfaction-measures-what-we-are-proposing-and-how-to-have-your-say-summary-accessible-version
https://www.gov.uk/government/consultations/consultation-on-the-introduction-of-tenant-satisfaction-measures/tenant-satisfaction-measures-what-we-are-proposing-and-how-to-have-your-say-summary-accessible-version
https://www.housing-ombudsman.org.uk
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Building new homes that work  

Through our strategic partnerships we will continue to deliver an ambitious programme 
of energy-efficient homes on sites that offer long-term safety and sustainability. Through 
careful use of design, building components and modern methods of construction we will 
deliver homes for rent and sale that are attractive, comfortable and affordable .

Sound business

When procuring products and services we 
will endeavour, where possible, to use local 
suppliers to support the local economy 
and reduce environmental impact . We 
will seek social value contributions from 
suppliers, directed wherever possible to 
local communities . We will also pursue 
savings and efficiencies through effective 
contract management and by sharing 
services with like-minded organisations and 
groups . To support our repairs, regeneration 
and asset management we will expand our 
in-house team. And for energy-efficiency 
work we will procure contracts via consortia 
to maximise economies and impact .

 
 
 
 
 
 
 
 
We continuously assess business risks, 
updating our risk map in response to any 
incidents or external events – such as rises 
in energy prices and shortages of skills or 
materials for homebuilding . Where there 
are clear benefits, we are happy to take a 
lead on innovative ideas .

Performance

   We’ve been a funder for Trent & Dove since 2018 
and are delighted to be able to support the 
organisation’s development aspirations. Despite 
the external pressures on finance markets, 
we’ve completed a successful funding exercise 
together, which will contribute an extra £71 
million towards this plan. 

Piers Williamson  
Chief Executive,  

The Housing Finance 
Corporation Ltd
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Service/outcome Measured by Target

Retain top rating by the Regulator of  
Social Housing

Annual appraisal/ 
In-Depth Assessment

Attain the highest G1/V1 
regulatory rating

Demonstrate value for money through social 
housing cost per unit

Scorecard/ 
HouseMark

Maintain below median cost per 
unit, while evidencing strong 
community spend

Respond to complaints in a professional and  
timely manner

Performance 
information

90% of complaints responded to 
within 10 calendar days

Demonstrate value for money by increasing our 
capital asset base through sustainable growth in 
new homes and improvements to existing homes

Performance 
information, 
regulatory metrics  
1 and 2 and accounts

Evidence top-quartile annual 
performance for reinvestment

Invest £38 .5 million in improving 
our housing stock by 2027

Build homes that meet current and future local 
housing needs

Performance 
information

Average 2% growth each year

Deliver value for money through business 
efficiency and effectiveness

Annual statement Improved value for money 
evidence and indicators  
each year

Performance

Key targets       indicators 
Impact 
To make our mission and values credible and worthwhile, we must be able to 
demonstrate that they deliver results and make a tangible difference . We will 
use data, insight and customers’ input to make evidence-based decisions and 
measure our success against the objectives in this plan .

The most important measures of our 
success in delivering this five-year plan 
are the feedback and indicators of how 
we meet the needs of customers and 
communities . The regulatory Tenant 
Satisfaction Measures will be an important 
aspect of this, together with direct evidence 
of how the Louder & Stronger initiative 
delivers engagement . We are interested 
in what customers feel about the homes 
and the services we provide and how they 
identify with us as an organisation that 
listens to their views . Our reputation with key partners and 

stakeholders is also vital . We will proactively 
engage them in developing services and 
business activities to gather evidence about 
their perceptions . We will also seek views 
from our colleagues and board members 
on what it is like to be part of Trent & Dove .

Transforming homes, lives and communities 
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Transforming our business 

We will continue to monitor core 
performance indicators and complete the 
returns and assessments required to meet 
regulatory standards and other compliance . 
We will demonstrate value for money 
benefits by reviewing costs and processes 
that provide efficient services right first time.

To celebrate success, we will publicise our 
achievements, and those of our customers, 
stakeholders and partners . 

To generate added value investment for 
local communities and make progress 
towards sustainable, net zero carbon homes 
and business, we will work as a cohesive 
organisation . This means making the best 
use of our own resources and those available 
through partnerships, alliances and shared 
services . We will account for these wider 
outcomes in an annual Environmental, 
Social and Governance (ESG) report .

Impact

   We have a unique and special relationship with  
Trent & Dove going back several years. We run a residential 
drug and alcohol rehabilitation centre, from which we 
offer a successful moving-on programme that ensures 
every person has the tools they need to move into a home 
and live independently without drugs or alcohol. We’re 
immensely proud of this partnership and the support it 
gives to people who are often stigmatised and not given a 
chance. Our work together has an immeasurable impact 
on individuals, families and the wider community. The 
collaboration between us continues to flourish and I’m very 
excited about our next ventures together for a charity shop 
and furniture recycling. 

Measuring success
Here are the indicators from the People, Purpose and Performance sections 
of this plan arranged by key theme:

Service/outcome Measured by Target

Provide energy-efficient homes Property information By 2027 95% of homes will have 
a minimum level C energy rating

Demonstrate value for money by increasing our 
capital asset base through sustainable growth in 
new homes and improvements to existing homes 

Performance 
information, 
regulatory metrics  
1 and 2 and accounts

Evidence top-quartile annual 
performance for reinvestment

Invest £38 .5 million in improving 
our housing stock by 2027

Build homes that meet current and future local 
housing needs

Performance 
information

Average 2% growth each year 

Transforming homes

Noreen Oliver MBE     
Founder and 

Managing Director,  
Burton Addiction 

Centre and 
O’Connor Centres

Transforming lives

Service/outcome Measured by Target

Customers satisfied with how we listen to their 
views and act upon them 

Customers satisfied with how we keep them 
informed about things that matter to them

Customer survey for 
Tenant Satisfaction 
Measures and 
HouseMark quarterly 
STAR* tracker

Achieve upper quartile 
performance against annual 
sector benchmarks for 
customer satisfaction

Being a great place to work Colleague survey By 2027 80% of colleagues 
would recommend Trent & Dove 
as an employer 
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*Survey of Tenants and Residents

Service/outcome Measured by Target

Create a sense of place – customers’ satisfaction 
with neighbourhoods

Customer survey and 
HouseMark quarterly 
STAR comparison

Achieve upper quartile 
performance by 2027

Retain top rating by the Regulator of  
Social Housing

Annual appraisal/ 
In-Depth Assessment

Attain the highest G1/V1 
regulatory rating

Demonstrate value for money through social 
housing cost per unit

Scorecard/ 
HouseMark

Maintain below median cost 
per unit, while evidencing 
strong community spend

Deliver value for money through business 
efficiency and effectiveness

Annual statement Improved value for money 
evidence and indicators  
each year

Transforming communities

Trent & Dove Strategic plan 2022-27 27

Ben Robinson MBE, DL
Chairman, Burton Albion Community Trust

Mark Ashby 
Chair of Operations Committee 

   Community has and will always be at the heart of 
everything we do at Burton Albion Football Club. Our 
partnership with Trent & Dove Housing is a wonderful 
example of how two organisations can work together 
for the good of our community.  

   The Customer Committee is a two-way feed directly to 
the Trent & Dove board. It represents customers’ views 
and experiences, and focuses on how we can improve 
things with services and for communities, while 
holding the organisation to account. 

Service/outcome Measured by Target

Sustain tenancies longer and more successfully Performance 
information 

Reduce annual turnover of 
tenancies to below 5% by 2027

Achieve good stakeholder engagement and be 
seen as a high-performing partner agency

Stakeholder survey Improved ratings and feedback 
in two-yearly surveys

Customers’ satisfaction with the service we provide, 
taking everything into account

Customer survey for 
Tenant Satisfaction 
Measures

90% fairly or very satisfied

Respond to complaints in a professional  
and timely manner

Performance 
information

90% of complaints responded  
to within 10 calendar days

Transforming lives cont’d

Impact



Contact To find out more about Trent & Dove or talk about how 
we could work together, please get in touch:

Written and designed by creative-bridge.com

If you would like to have this document 
in another language or format, 
please contact us on 01283 528528 or 
communications@trentanddove.org .

Trent & Dove Housing 

Trinity Square 

Horninglow Street 

Burton upon Trent 

Staffordshire 

DE14 1BL

trentanddove.org

communications@trentanddove.org

01283 528528 

@TaDHousing

trentanddove

https://creative-bridge.com
mailto:communications%40trentanddove.org?subject=
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