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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.

True to our roots
We are driven to provide homes  
and services that transform homes, 
lives and communities by:

•	 Putting	people	first
•	 	Having	a	clear	purpose	 

to what we do
•	 	Achieving	excellent	performance	
to	enable	us	to	deliver	our	purpose.

The ‘&’ in Trent & Dove continues 
to signify our long-term role as a 
community anchor and leader. It 
means going beyond housing to 
enhance customers’ quality of life.

People, purpose,  
performance
We pledge to make progress on 
all of these critical aspects. We will 
also unlock greater potential in our 
business, to work smarter, faster, 
greener and better than ever before.

Mark Lewis, board chair Ursula Bennion, chief executive
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People
We	support,	train	and	empower	colleagues	to	
transform	homes,	lives	and	communities,	and	
we	build	strong	relationships	with	customers,	
communities	and	partner	agencies.

Transforming lives
We want every experience of  
Trent & Dove to be constructive. 
Whether that’s living in a home 
we provide, using our services or 
working and volunteering with 
us, we aim to offer choices and 
opportunities, and to be a  
consistent, positive presence. 

Equality, diversity  
and inclusion 
We create meaningful opportunities 
that are respectful and open to all. 
We believe in catering for people’s 
differences fairly and representing 
local communities.

A comprehensive offer 
We support people at all stages of 
their lives and careers. This includes 
providing a range of homes and 
services, plus apprenticeships and 
volunteering. We offer competitive 
salaries, terms and conditions to 
recruit and retain good people.

•	 	Upper	quartile	performance	 
for	customers’	satisfaction	with	
how we:

 -  Listen to their views and act  
upon them  

 -  Keep them informed about 
things that matter to them

•	 	80%	of	colleagues	recommend	 
Trent	&	Dove	as	an	employer	

Key targets by 2027 
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Purpose
We	invest	in	the	health,	wellbeing,	community	and	
social	fabric	that	enables	customers,	colleagues	and	
communities	to	thrive.

A provider of choice
We will increase our housing stock 
by an average of two per cent each 
year - around 140 new homes of the 
right types and sizes in the right 
locations. We will also keep up our 
efforts to prevent and minimise 
homelessness, and will work with the 
government and local authorities to 
revitalise town centres and support 
levelling up.

Regeneration  
and reinvestment 
Taking a fabric-first approach,  
we will improve existing homes to 
ensure they provide modern levels 
of comfort, amenity and energy 
efficiency.  

Positive partnerships 
We will make partnership 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. 

•	 	Reduce	annual	turnover	of	
tenancies	to	below	5%	

•	 	95%	of	homes	will	have	a	
minimum	level	C	energy	rating

•	 	Upper	quartile	performance	for	
customers’	satisfaction	with	
neighbourhoods

•	 	Improved	ratings	and	feedback	in	
each	stakeholder	survey	

•	 	90%	overall	satisfaction	with	 
our	services

Key targets by 2027 
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Everyday excellence
We will involve customers, learn from 
their experience and perspectives  
and act on their compliments, 
complaints and feedback. To make 
services more accessible we will 
introduce a self-service portal and 
other digital channels. 

New homes that work 
Through careful use of design, 
building components and modern 
methods of construction we will 
deliver attractive, comfortable, 
sustainable and affordable homes  
for rent or sale.

Sound business 
To support the local economy and 
reduce environmental impact we will 
use local suppliers wherever possible 

and seek social value contributions to 
communities. We will expand our  
in-house teams for repairs, 
regeneration and asset management 
and work with consortia. 

• Retain	G1/V1	top	regulatory	rating	
•	 Value	for	money:
 -  Below median cost social housing  

cost per unit
 -  Top-quartile performance for 

investment in new and existing homes

•	 	90%	of	complaints	responded	to	
within	10	calendar	days	

•	 	Average	2%	growth	in	new	homes	 
each	year

•	 	Improved	efficiency	and	
effectiveness	indicators	each	year

Key targets by 2027 

Performance
To	deliver	high-quality	homes,	employment	and	services	
we	need	to	be	a	financially	secure,	well-governed,	
commercially	and	environmentally	aware	organisation.	
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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.

Transforming homes,  
lives and communities 

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. Through the  
Louder & Stronger initiative we will ask 
what customers feel about the homes 
and the services we provide and how 
they identify with us as an organisation.

We will also proactively engage with 
key partners and stakeholders to help  
develop our services and business.

Transforming our business 
We will monitor our core performance 
and compliance, and demonstrate 
value for money by reviewing costs 
and processes to provide efficient 
services right first time. We will 
celebrate success and account for wider 
outcomes in an annual Environmental, 
Social and Governance (ESG) report.



What people say about us
  The relationship between East 
Staffordshire Borough Council 
and Trent & Dove 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. 

  We’re immensely proud of our 
partnership with Trent & Dove 
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. 

  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. 

  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. 

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

Noreen Oliver MBE  
Founder and Managing Director, 
Burton Addiction Centre and  
O’Connor Centres

Ben Robinson MBE  
DL Chairman,  
Burton Albion Community Trust

Kate Griffiths 
MP for Burton and Uttoxeter
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Contact To find out more about Trent & Dove or talk about 
how we could work together, please get in touch:

See the full version of this plan at trentanddove.org 

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
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