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Introducing our year: 
a message from our chief executive

This year we reached our 21st 
birthday. Traditionally, 21st birthdays 
saw parents handing over a key for 
the front door to their adult children. 
For us, it’s been about handing over 
keys to our customers, more than 500 
keys in the last 12 months alone! 

Since taking on East Staffordshire Borough Council’s 
housing stock in 2001, we’ve changed in many 
ways. We’ve built over 2,000 of our own homes, 
in the last five years alone we’ve reinvested £2.15 
million back into our communities, now employ 203 
people and are offering ever more digital tools to 
improve services and flexibility for our customers and 
colleagues. But throughout this, our commitment 
to transforming homes, lives & communities and 
delivering quality homes has remained steadfast. We 
are ever faster and smarter as an organisation but 
remain a strong community anchor, providing much 
more than housing. 

As a regional place shaper, this recent year has seen us 
step up and support people and communities as they 
emerge from the grip of Covid-19. We’ve worked hard 
to make up the backlog of repairs and ensure our £4m 
Investment programme in your homes continued. 
We’ve also reshaped how your voice is heard within 
our organisation; creating a dedicated Louder & 
Stronger approach to reinforce your influence in 
our work and recruiting a new group of passionate 
and skilled customers to shape our services. We’ve 
also launched new services, such as our Befriending 
Scheme, to ensure we respond to local need. You will 
see even more such community-based projects from 
us across the next 12 months as our plans come to life.

As the threat of 
Covid-19 reduced, 
a new challenge 
emerged for many of our 
customers. Inflation and 
rising fuel, energy, and food 
prices are a real concern in our communities. Which 
is why we’ve secured funding to improve the energy 
efficiency of our existing homes, supported local 
food banks and provided training and employment 
opportunities to customers.

With a new five-year strategic plan in place, 
competitive re-financing secured and the top rating 
reconfirmed by the Government’s housing regulator, 
we are well set for the future. Our ambition is to 
further improve our services, continue to build new 
homes and invest in your homes to counter rising 
energy costs. Spending rental income on the things 
that you tell us matter most.

Thank you to everyone who has helped make 
this year such a strong one. We achieve more in 
partnership with others, and it is thanks to the 
contribution of organisations and individuals that we 
can enable people to thrive individually and as part 
of their community and also build the right homes, 
of the right type, in the right places. This year we say 
goodbye to someone who has helped shape that 
across the last seven years as our board chair.  
Mark Lewis has served on our board with 
commitment and passion, and leaves us in an 
exceptionally strong place to deliver on our future 
pledges to the communities and people across  
the region. Thank you, Mark. 

Together we are always stronger and successful. 
Here’s to the next 21 years!

Ursula Bennion, chief executive
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Our year in numbers 
In 2021/22…

130
new homes  
were built

99.9% 
for electric and

99.9% 
for gas

351
new heating systems 

were installed, to 
improve energy 

efficiency

557
customers were 
welcomed into a  

Trent & Dove home  
for the first time

Safety checks 
completed on time was 

£4m
was invested in  

major improvements  
to homes

Routine repairs

Emergency repairs

11,036 

1,953
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£150k
worth of grants and 
benefits secured for 

customers

86.9%
of customers surveyed 

believe their rent 
provides value for money

100%
gas safety checks 
were completed

1.53%
of revenue invested  
in our communities, 
which is over £400k

83.8%
customer satisfaction 
with us as a landlord

7,546
volunteer hours  
were delivered
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Customers &  
communities 

Maintaining and building homes is 
just one part of our work. We are 
committed to providing a wide variety 
of supporting services that help people 
to live well, enabling customers and 
communities to thrive. 

Customer Review 20226
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Volunteer projects
Our volunteering programme saw more than 7,500 hours volunteered last year, making a real difference 
to our customers and their communities. Activities run by volunteers include:

1.  Places of Welcome every Monday 
morning, at Beresford Close Garden. 
We now have 15-20+ attendees  
each session

2.  Soup and chat once a month,  
6-8 attendees, inc. social workers  
and their families

3.  Christmas hampers were packed and 
delivered to 230 of our customers. This 
was over 40% more than we delivered 
in 2020. The recipients were nominated 
by colleagues, some people were at risk 
of loneliness and isolation, others were 
struggling financially and some people  
just needed some festive cheer

  Thanks go to Novus, Morrisons,  
Trent & Dove’s Federation of Residents, 
Sainsbury’s Swadlincote and Bookers,  
for their generous donations.

20
0

1 -
 2

0
22

Hearing your voice
Our new Customer Voice Strategy, “Louder & Stronger” was approved in  
November 2021, itself the culmination of working closely with over 450 
customers and 50 stakeholders over many months. It ensures that we listen 
to customer views and crucially, help them to inform our service delivery 
going forwards. 

As part of its implementation, we have successfully recruited eight customer 
members (the maximum permitted) to form our new Customer Committee. 

Find out more, including how to become an involved customer, trentanddove.org/louder-stronger

2001 - 2022

http://www.trentanddove.org/louder-stronger


Community gardens 

Community giving 

Our community gardens provide a space for people to benefit from the positive effects 
of being outdoors and enjoy the company of like-minded people. We are looking to 
run a field kitchen from both community gardens, using their allotments to grow 
produce that can then be used to make low cost meals.

We’ve supported local partners, including YMCA foodbank, Burton Soup Kitchen and 
Winshill Neighbourhood Resource Centre, with food donations and grants. We’d like 
to thank Aldi, Sainsbury’s and Farm Fresh who have produced donations which we’ve 
been able to collect and distribute.

Befriending Service
We launched a Befriending Service to help reduce loneliness and provide community-spirited customers the 
opportunity to volunteer and help others. Staff members donated a day of time to train as befrienders, and 
we have recruited customer volunteers to be trained. So far, 12 customers have benefitted. One of those is Pat, 
who had moved to a new home, and new area. It was Paul, one of our repair operatives, who got talking to Pat 
who recommended she took advantage of the new service. She describes it as the best decision she ever made 
and like having another family. Another 
customer helped is Karen, who has joined 
our Customer Committee to pass on the 
help she received. 

Thank you to the staff and customers 
featured for sharing your story.

Scan the QR code  
to watch the video that 
captures this project. 
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Celebrating Covid Heroes
In April 2021 we held a virtual event to celebrate our Covid Heroes.  
In partnership with Burton Albion Community Trust, we marked the  
achievements of those who went above and beyond to help others  
during the Coronavirus pandemic.

Our overall winner was Linda Cunningham (Didi) and Kate Rowan (Denise the Dinosaur). 

In March 2020, Denise the Dinosaur awoke from extinction and ran onto the streets  
in Burton alongside her sidekick, Didi. The pair ran weekly ‘T-Rex Tuesdays’ involving  
music, dancing and ‘roaring’ laughter that was streamed live on Facebook and followed  
locally and internationally. 

Alongside the Dino antics, Linda and Kate 
provided live online broadcasts for families, 
friends and the community, as well as 
home-schooling activities.

Scan the QR code  
to watch the virtual  
event video. 

Customers & communities
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Other winners
Charitable Organisation  
(sponsored by Headline Sponsors - Savills) 
Winner:  Burton Hope

Community Project  
(sponsored by Headline Sponsors - J. Tomlinson) 
Winner:  Random Acts of Kindness, Uttoxeter

Individual Award  
(sponsored by Efficiency East Midlands) 
Winner:  Janet Miller

Business or Organisation  
(sponsored by Jessup) 
Winner:  Paul Brown, Magical Mayhem

Voluntary Organisation or Group  
(sponsored by the Trent & Dove Federation of 
Residents Associations) 
Winner:  Winshill Together

https://www.youtube.com/watch?v=-e_dXvlctCg


Supporting people to live in their community
We provide specialist support to older people living within our care and sheltered schemes, and 
also run two schemes to help people who were homeless. 

During the year we 
planned and delivered:

In the sheltered 
schemes, we helped:

We also saw:We completed:

In partnership with East Staffordshire Borough Council, we made ten homes available 
to help people get a helping hand out of homelessness. A condition of moving in is 
that the new residents access specialist support from our team, which will help them 
maintain their tenancy.

The Next Steps Accommodation project, one of the first of its kind in the region, aims 
to help those experiencing homelessness to live independently and move onto a 
permanent home. The selected individuals receive tailored support including help to 
join the local housing register, set up a personal bank account, apply for any benefits 
to help them pay their rent plus access to mental health and employment advice.
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689
activities

20,784
welfare checks

692
customers with support  
sustaining their homes

35
customers move into 

supported accommodation
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Dizzy Heights
Something new brewing for local 
youth at community café
Young people in Stapenhill, Winshill and Horninglow benefitted from  
a new innovative youth service, thanks to a new partnership.

We provided funding to enable new Community Interest Company, Dizzy Heights, to open 
two weekly youth sessions. Young people aged 11-19 can drop-in to a relaxed session and take 
part in a range of positive activities. 

Dizzy Heights was established in September 2021 and is not-for-profit, meaning that any 
surplus is invested into new and existing services. 

Kut Jodiyawalla, Youth Worker at Dizzy Heights, said: 

2001 - 2022

Case study

“We want to create spaces where young people can access 
positive role models, take part in informal development work 
and create trusted relationships with us, so we can help them 
access wider support if needed.

We are delighted at the support from Trent & Dove. They are the 
first regional organisation to provide funding and their shared 
belief in creating great communities and enabling people to 
reach their potential makes it a great fit.”

Customers & communities



Improving &  
maintaining homes
The Investment Team update and 
manage data about all homes, using 
this to plan and deliver investment 
works to the right properties, at the 
right time. Our Asset Management 
Team oversee the repairs  
service, helping to keep  
your home safe and  
in good condition. 

Customer Review 202212
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Investing in your home

The Investment Team are responsible for undertaking adaptation works that 
enable customers to remain in their homes for as long as possible.

During 2021/22 they also completed two projects:

 ▶ A pilot focused on whole house retrofits making your homes more  
energy efficient

 ▶ The redecoration of Burton Addiction Centre completed by Novus, 
through the Corporate Social Responsibility requirement in our  
five-year investment contracts.  

You’ll find more detail on these projects below.

This year the Investment Team delivered £4 million of investments to 
our customers’ homes. Between April 2021 and March 2022, we:

Maintaining homes well
It’s been a busy year for our teams in Asset Management, scheduling in and delivering works to catch up on any 
Covid-19 impact and ensure your homes are kept in good condition.

But it’s not just about what we do. It’s about how, and how well, we do it. Customer satisfaction with the  
works was an average of 98% and 100% of homes were defect-free, at the time of people moving in. To help you 
give your views freely and truly transparently, we introduced a new text message satisfaction survey, sent after 
the completion of work in your home. The result and response rate from you has been excellent. Over 90% of you 
were happy with your most recent repair. Thank you for your time to complete these surveys. For regular updates 
on how your feedback shapes our service please visit: trentanddove.org/residents/you-said-we-did 

2001 - 2022

Improving & maintaining homes

Installed: Externally painted: Fitted:Replaced:

184
roofs

79
kitchens and 
bathrooms

525
properties that 

received cyclical 
maintenance

50
homes with  

new or re-glazed  
upvc windows.

https://www.trentanddove.org/residents/you-said-we-did/


Looking after your safety
During 2021, the Health & Safety and Compliance Team restructured under a new Head of Service and 80% of the 
team were new in post. The team has united well and its performance in the year has been outstanding.  

The Team’s role is to deliver the servicing and maintenance contracts that keep you safe in your homes,  
including annual gas servicing, electrical safety checks and fire safety management.

Our recent audit result gave us 
‘substantial assurance’ around all these 
areas and we completed 100% of all gas 
safety checks in your homes.  

Staffordshire Fire & Rescue Service attend 
our quarterly Fire Safety Group, helping us 
to develop our fire safety arrangements, 
and working with us to keep our most 
vulnerable customers safe. They also 
provide free training for our frontline staff 
on fire risk awareness.

Upgrading heating 
With rising energy prices, we’ve ensured that our heating system upgrades have 
provided both you as a customer and us as a business, value for money. High-efficiency 
boilers and modern heating controls ensure you have full control of your heating and 
hot water. We diverted extra funding into the budget for heating works, as we know 
this is a priority for you. This allowed us to install 351 new high-efficiency boilers, 91 more 
than originally planned.

Where possible, we have replaced storage heater systems with gas central heating.  
We have removed fan heaters in bathrooms and replaced with modern column 
radiators making bathrooms warmer and dryer, reducing the risk of mould. 

twentyone
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Making your homes energy efficient
We secured £1.1m worth of funding as part of the Government’s aim 
to reduce carbon emissions to near zero by 2050. Over 30 homes have 
already benefitted from external wall insulation, new doors and windows 
and ventilation systems. This was a whole-house approach, looking at 
what worked and how best to help customers manage whilst work took 
place in their home.

The Business, Enterprise and Industrial 
Strategy (BEIS) department are monitoring 
the pilot project and recently visited to see 
the works in progress. We hope to secure 
further funding to work on more homes.
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Securing  
partner support

A key part of our decision to appoint 
contractors is their commitment to our 
values and communities. 

Novus Property Solutions install kitchens, bathrooms and complete roof  
replacement works on our behalf. In return for our promise of long-term work  
with us, we asked them to support the Burton Addiction Centre. 

The team spent two months decorating all 17 bedrooms, five bathrooms and  
the kitchen to provide a safe, relaxing place. This was a great example of  
partnership working and getting value for the money we spend. Thank you to  
Novus Property Solutions for this superb project.

Improving & maintaining homes



Adaptations
We launched a new policy to ensure spend on adaptations focused 
on those needing them most. During the year we completed 41 
minor adaptations (such as installing grab rails) and 86 major 
projects (such as wet rooms to replace showers).

Growing our own
Hard work, passion and a willingness to learn has proved key for Jack and Tom both successfully completing their 
apprenticeship, becoming fully qualified electricians with Trent & Dove. 

Jack, 22, from Repton and Tom, 22, from Branston, secured permanent roles to be part of the successful  
in-house repairs team.

Jack and Tom have spent the last three 
years learning their craft and alongside 
their studies at Burton College they  
have been involved in all aspects of 
electrical work. They have developed 
excellent customer service skills as part  
of the training.

Trent & Dove’s apprenticeship 
programme has been successfully 
running for 10 years. During this time 
apprentices have worked across the 
business in areas including trades, 
customer services and IT.

twentyone
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2001 - 2022

Kitchen refurb 

Gerry and Janet have lived in their home for over 
40 years. At the beginning of 2022 they received a 
letter from Trent & Dove informing them that their 
kitchen was due for refurbishment.

Gerry explains “After the letter, we received a phone call 
from a lady at Novus who arranged to come out and see us. 
She explained the whole process to us and what to expect. 
We were allowed to choose all the colour options of the 
units, work tops, tiles and flooring.”

The kitchen refurbishment at the couple’s home was 
completed within seven days. The work included: removal of 
the existing kitchen, electrical work, plumbing, installation, 
tiling, flooring and finishes.

Gerry said “Every day you saw noticeable progress. You 
couldn’t ask for a nicer set of contractors, nothing was too 
much trouble.”

Case study

We spoke to Gerry six months later to see how things are with his new kitchen.

“ The quality is excellent, even six months on. Every 
visitor comments on how great the kitchen looks and 
wishes they had it in their own homes. A big thank 
you to the Trent & Dove Kitchen Programme.”

Improving & maintaining homes



Building & planning 
new homes

Customer Review 202218
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More than 7,000 people are registered with us 
having told us they want a social or affordable 
housing property in the region. The demand 
for social housing across the country massively 
outstrips the number of available homes.

We are doing our bit to  
help by building homes  
for rent and for sale,  
allowing people to  
remain or move near  
their family or work. 
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Government funding 
for Staffordshire
During 2021/22, we were named as a delivery partner with Orbit, as part 
of Orbit’s £104m grant awarded through the Government’s Affordable 
Homes Programme (2021-2026). As part of this partnership, Trent & Dove 
will be delivering an ambitious programme of urban and rural new homes 
and will also focus on homes for our ageing population. 

During the last year, we are proud that 130 new homes were completed; 
that’s more than 2,000 homes since we were created 21 years ago.

2001 - 2022

Meeting different needs
Key to our development approach is meeting the 
needs of different customers. In 2021 we opened 
the doors of a £1.9m building specifically designed 
for those requiring additional support to maintain 
their tenancy. Sycamore Court now boasts 11 high- 
specification flats and two fully accessible family 
bungalows as well as communal space and shared 
large gardens.

As part of a condition of receiving keys to the new properties, Trent & Dove provides intensive housing 
management support through a dedicated on-site officer. Support plans are co-produced, enabling people to 
work towards their own independent property after around 18-24 months.

The two separate bungalows on the site are now occupied by families with additional mobility needs. The 
bungalows are fully wheelchair accessible and are two of only a few such purpose-built family bungalows  
in the area. 

Building & planning new homes



Shared ownership
Shared ownership is a scheme to help 
people who cannot afford to buy a home 
outright. Through shared ownership you 
buy a share of the property and pay rent 
on the remaining share you do not own. 
Gradually, you may buy further shares 
and eventually own your home outright.

In 2021/22 we sold shared ownership 
properties to help people take this first 
step onto the property ladder. This also 
generated funds to put back into the 
development programme.

Leaseholder support

In planning

In 2021/22 we set up a new leasehold and service charges team to develop our relationship with, and service 
offer to, customers. The team was formed during the year and has started work on improving the data we hold 
and communications, particularly around property improvements and leaseholder responsibility for these. This 
links to our Louder & Stronger campaign.

Plans to provide more than 70 homes for local older people took a step forward in October 2021, with the decision 
by East Staffordshire Borough Council local authority planning team to grant planning approval for the Bargates 
transformation.

We will now work with regional developer Jessup to provide 72 sheltered scheme homes, consisting of affordable 
one and two-bed flats. There are also plans to include ten three-bed houses for rent, to help families on the 
waiting list.

Potential developments and sites are being identified all the time. We maintain an active pipeline to help us 
meet housing need in the future.

twentyone
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Saving history
A piece of Burton’s history has been saved and restored to its former 
glory, ensuring the town’s famous flood of 1875 is forever remembered  
by future generations.

Together with our contractor, Novus Property Solutions, we have carefully 
restored the original flood marker, which had previously been placed at 
number 137 Horninglow Street, opposite the National Brewery Centre. 
This is the second move for the marker, having been attached to the 
Allied Breweries gatehouse from 1875 to 1985.

The marker was treated by an experienced stonemason, who was specially sourced to ensure that it was restored 
to its former beauty. Weather conditions over the years had caused cracks and chips to develop on the marker, 
which needed sanding back and the border re-building to return it to its original sizing. The replacement lead 
letters also required a special order, 
which saw the project take around seven 
months to complete. The stone has now 
been protected by a layer of lacquer, 
and the letters will darken over time 
allowing the stone to blend in with its new 
surroundings.

The restored marker now stands proud at 
the entrance to Brewers Close, where we 
have built 14 new homes for affordable 
rent with a mixture of one, two and three-
bedroom properties. The new residents 
were handed their keys in summer 2021.
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Building & planning new homes
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Miriam has lived alone in the Burton area since her 
husband died several years ago. With draughty 
windows and old electric heating, it used to take  
a long time to heat her house.

We have been retrofitting Miriam’s home with a local 
consortium, who were awarded £5.8 million through the  
BEIS Social Housing Decarbonisation Fund Demonstrator.

Miriam’s home has been fitted with new windows, roof 
insulation, ventilation, heating controls and external wall 
insulation. It is one of 32 Trent & Dove homes benefitting  
from the scheme.

“It’s such a good thing to have,” she said, “it keeps the house so 
warm. I really noticed the difference when the windows went in. That 
was amazing, you can hardly hear any noise. Absolutely brilliant!

A lady named Cath, absolutely lovely lady, she used to come every 
time there was something going to be done to let me know, so you’d 
either be up or if you needed to go out, it was ever so good.

“If somebody asked me about it, I would certainly tell them to have 
it. I think it’s amazing I really do, the technology that’s about today is 
second to none!”

Energy efficiency 
retrofit 
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Well-run & 
well-managed 
Collecting income, letting homes and 
managing tenancies are core to our 
business and your satisfaction. 
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Value for money
The finance team provide value for 
money (VFM) for you by managing our 
income and expenditure effectively. We 
provide accurate and timely advice to 
operational teams so they can make the 
best decisions for customers. 

We are most proud of the independent 
evaluations of our services and outputs, 
such as the clean audit opinion we receive from external audit on our annual accounts each year, the substantial 
assurance from our internal auditors on our control framework, and the positive feedback on the quality of our 
regulatory and statutory returns.  

Each year we publish our value for money performance, as compared to other housing 
associations nationally and a regional group of similar-sized organisations. You can scan the  
QR code to find our full financial statements including our VFM statement on our website.

Governance
In November 2021 we were inspected by the Regulator of Social Housing as part of the 
regular check-in of all housing providers.

We are delighted to have kept our V1 and G1 status. These are the highest standards, 
with ‘G’ standing for Governance and ‘V’ for viability.

The two measures capture how well the Regulator thinks we are managed as  
an organisation and whether we are financially stable. G1/V1 means we meet  
(and exceed) all their governance and viability standards and have the financial 
capacity to mitigate exposures.

It means you can have confidence that we 
are well-run and have the skills and money 
to continue to improve homes, provide 
quality services and build new properties.

twentyone
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Collecting rents
We cannot develop homes, complete repairs or deliver services without 
rental income. So, part of being well-run is about ensuring we collect 
the rental income which is then invested back into services. We know 
it’s been a hard year for many households financially, so we’ve worked 
hard to support customers; being firm but fair to ensure those who do 
pay aren’t being penalised by those who don’t. Our current debt is 1.5%  
of the total due each year which is very low for a housing provider such 
as ourselves. 

2001 - 2022

Managing your enquiries and complaints well
During 2021/22, we resolved 1,716 tenancy related enquiries. Our offices remained closed to the public due to 
Covid-19 restrictions, but we handled over 80,000 phone calls and emails. We are currently undertaking a trial 
reopening of our customer reception at our Burton office.

We also managed 138 complaints. We worked with the Customer Committee to review our complaints handling, 
and ensure it complies with the Housing Ombudsman’s updated Complaint Handling Code. Around 70% of 
customers were satisfied with how we dealt with their complaint, and a key focus for 2022/23 is increasing this 
and reducing the time taken to respond to complaints. 

Making changes as a result of the 
feedback we’ve received has led to 
the creation of a You Said, We did 
page which is continually updated. 
Scan the QR code to visit this page. 

Here you will also find our Complaint 
Handling Code Self-Assessment.

Well-run & well-managed



Lettings and allocations
We developed, designed and implemented a new customer portal 
focusing on supporting customers to apply for a different home 
with us, or apply to live in a first-time home with Trent & Dove. 
The new online process speeds up the application process and 
has been well-received by customers. We provided homes for 557 
families and individuals in 2021/22.

Equality, Diversity 
and Inclusion
We have a strong and clear commitment 
to Equality, Diversity and Inclusion (EDI). 
The EDI statement in our new  
Strategic Plan, 2022-2027, is clear: 

‘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 our colleagues’.

‘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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01283 528528

Trentanddove | TDCommunities

trentanddove.org

Trent & Dove Housing Ltd
Trinity Square
Horninglow Street
Burton upon Trent
DE14 1BL

Registered Society under the Co-operative ad Community Benefit Societies Act Reg No. 30668R

Registered Provider of Social Housing Reg No. L4311

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


