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Despite the Coronavirus Pandemic bringing extraordinary 
changes to all of our lives during 2020-21, I am proud 
to say that Unitas has remained a strong and resilient 
organisation.  The way we have responded to the 
challenges has been inspirational and is reflected in the 
strong performance set out in this report.

During the early part of 2020, we diverted Unitas 
organisational resources to support  Stoke on Trent City 
Council to deliver vital food parcels to the vulnerable 
across the city. This was an enormous logistical operation 
and the Unitas team were exceptional,  mobilising this 
activity in a matter of days with 100 members of our 
workforce redeployed to Fenton Manor to deliver this 
project.  At the same time, Unitas was called upon to help 
the council to rehome the city’s homeless population. This 
saw a huge project take shape by transforming an old 
disused warehouse at Unit 4 Regent Road, into the new 
Macari Homeless Centre. Our teams and sub-contractors 
worked day and night to extremely tight deadlines to install 
housing pods and sleeping units as well as shower rooms, 
a communal kitchen and laundry and all the associated 
electrical, gas and plumbing works that go with it. 

Despite the challenges, Unitas have finished the year in 
a very healthy position delivering 97% of our plan and 
generating an income of £53m against a budget of £55m, 
which is an incredible achievement under such exceptional 
and challenging conditions.

On behalf of the Board, I would like to sincerely thank 
everyone who has been involved during the past twelve 
months including staff, residents and stakeholders for 
their patience and tenacity during a year in which we have 
all had to make significant adjustments to the way we live, 
work and support each other. 

I look forward to the ongoing future development of the 
Unitas business over the coming year as we drive harder 
through continuous improvement to deliver best in class 
performance and service delivery in our sector.

Chair of 
the Board

Looking back on 2020-21, it has been a year in which there 
has been so much hardship as well as so much hope.

We would like to thank residents, staff, contractors 
and stakeholders for everything that they have done to 
manage the impact of the pandemic in what has been a 
life-changing year for many. We are immensely proud of 
what we have achieved in such a time.

Whilst our responsive repairs service has been in and out 
of emergency/urgent repairs over the past 12 months, we 
have quickly caught up on any repairs backlogs and are 
well ahead of our peers in this regard. We have made tens 
of thousands of visits over the last 12 months to attend 
properties and keep residents safe. 

Compliance and delivery teams have collaboratively 
maintained Unitas’ 100% Landlord Gas Safety Records 
compliance performance.

We delivered approximately £19.3m of capital work. 
This was slightly less than expected due to the pandemic 
however, we hope to deliver approximately £29m 
during 2021/22 which will include some carry forward 
from 2020/21. 

In June 2020 Unitas launched the new Customer Portal 
which allowed tenants to book appointments for repairs 
without the need to call the contact centre. Over 1,450 
tenants are now registered with the Customer Portal.

These are just a few of our many achievements over the 
last year and this Annual Report sets out our incredible 
performance over the last year despite the challenges we 
have faced. 

I will be very proud to continue to lead on the great work 
we achieved so far.

Dr Simon Cupples

Director 
of Unitas
Wayne Booth
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Unitas Stoke-on-Trent Ltd is a company which delivers property services to all 
council housing and Public Buildings in Stoke-on-Trent.

We have 17,887 homes along with a portfolio of around 600 public buildings, 
shopping parades, garage sites and open plan land.

The company is wholly owned by Stoke-on-Trent City Council but has 
operational independence. 

Day to day management is headed by the Director who is assisted by a Senior 
Leadership Team consisting of five Heads of Service. Unitas employs around 
450 staff.

Services are organised into 5 business areas which are: 
• Asset Management.
• Planned Works.
• Responsive Repairs.
• Governance, Policy & Performance.
• Finance.

Proud to be part of 
Stoke-on-Trent

Our Vision Statement
To create a positive local impact  and 

provide opportunities within the 
communities that we operate.

Our Mission Statement
To maintain and improve our homes and 
properties through planned investment 

and efficient maintenance.

OVERVIEW MEET THE BOARD

Simon is an accomplished Senior Executive Director with 30 years of 
international experience, primarily in the downstream oil and chemical sectors. 
Simon has a doctorate in Applied Chemistry and Mechanical and Production 
Engineering from De Montfort University, Leicester, and has also studied at 
Kellogg Business School in the USA.

With executive board experience in the UK, Ireland and Germany Simon has led 
the strategic and operational development of business from £40 million to £1.5 
billion, leading diverse international teams of up to 400 people. During his career 
Simon has been responsible for the development of commercial, technical and 
marketing partnerships between some of the world’s biggest brands including 
Castrol, BP, BMW, Ford Europe, Jaguar Land Rover, Volvo, Aston Martin and 
Triumph Motorcycles.

Simon was born in Birmingham and has lived in several UK and international 
locations through his career before moving to Stoke-on-Trent in 2014.

Dr Simon Cupples
Chairman

James Smith 
Councillor 
As a Staffordshire University Business Graduate, Cllr James Smith has worked 
for and managed various businesses, in a diverse portfolio of sectors including 
wholesale, retail, insurance and the supermarket sector. 

For the last 8 years Cllr Smith has worked across Stoke-on-Trent and Staffordshire 
for the charity sector, representing national charities Shelter, and ExtraCare 
Charitable Trust. Whilst the charity sector is a highly competitive and the market 
saturated with equally important charities, Cllr Smith was able to build great 
rapports with the public to increase interest in the charities he managed and was 
able to increase donations and volunteers to the businesses he was involved with. 

Through his charity work Cllr Smith became involved in local government, 
successfully petitioning the city council to reconsider a planning application that 
would have had a negative impact on small businesses in Tunstall High Street. 
In 2019, Cllr Smith was proudly elected as a Stoke-on-Trent City Councillor, 
representing the largest ward in the city, with over 15,000 residents, Baddeley, 
Milton and Norton.

The early years of Nic’s career were founded in the construction industry, gaining 
a HND in construction and MCIOB in his early 20’s. Experience gained centred on 
social housing and private sector new build.

In 1980 Nic joined Manchester City Council managing the maintenance and 
programme works for 15,000 properties. His local government experienced grew 
with roles at Wigan Council and Stockport Council. In 2006 Nic became the Managing 
Director to the newly launched Solutions SK Ltd., a Stockport Council trading company 
delivering services including highways, street lighting, property maintenance, grounds 
maintenance, catering, cleaning, security and in 2007 waste and recycling services.

Taking retirement in 2013 Nic formed his own company supplying support 
and consultancy to local government working with APSE, Wakefield Council, 
Southend Council, Cheshire East Council – ANSA Ltd., Orbitas Ltd and TSS Ltd 
and Peterborough City Council. He also offer mentoring and coaching to senior 
managers and Boards. Nic is a Trustee for Stepping Stones Project, Rochdale, a 
charity supporting young people exiting the care service at 16.

Nic Cox
Non- Executive Director
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Emergency Food Parcels 
During the early part of 2020, we diverted much of 
our resources to help the council to deliver vital food 
parcels to the vulnerable across the city.

In an effort to respond to the Coronavirus pandemic 
and the impact of lockdown on the most vulnerable 
groups in Stoke-on-Trent, the city council and 
voluntary sector organisation VAST came together 
to form the #StokeonTrentTogether campaign.

The support offered through the helpline included 
help with food, shopping, utilities and prescriptions. 
Unitas took the lead in sourcing and purchasing 
food supplies and distributing vital food parcels 
to the city’s most vulnerable residents during the 
coronavirus pandemic. 

Unitas redeployed 31 employees to set up and deliver 
the emergency food parcel distribution service. The 
company’s vans were used to deliver over 4,000 
emergency food parcels to households in Stoke-on-
Trent 7 days per week from 27 March to 31 July. 

There were many benefits for residents within Stoke-
on-Trent. Unitas provided essential food for residents at 
a time when many vulnerable residents, including those 
shielding, could not access shops or supermarkets. 

Homeless Food Provision
We worked in collaboration with Brighter Futures and 
JCB to enable the delivery of food provision to the 
homeless. The charity, Brighter Futures, has benefitted 
from JCB’s Food for Communities programme, a food 
aid programme catering for homeless people in North 
Staffordshire. Each week, 1,475 hot cooked meals and 
95 packs of sandwiches were supplied and distributed 
by Unitas to support vulnerable people through 
organisations in the local community.

Each week, 
1,475 hot cooked 

meals were 
supplied and 

distributed by 
Unitas

COVID 
RESPONSE

Vaccine Centre 

We worked in collaboration with Midlands 
Partnership NHS Foundation Trust (MPFT) and 
Stoke-on-Trent City Council to transform an 
empty warehouse into a brand-new vaccine 
roll-out facility in Tunstall. Unitas carried out the 
installation of key infrastructure at the warehouse 
to create a functional and safe environment to 
administer the Coronavirus vaccine, in just over 
one month. PM, Boris Johnson visited the new 
vaccination centre to see first-hand the excellent 
work that had been undertaken. 

Homeless Shelters 
Unitas Stoke-on-Trent Ltd was called upon to 
help the city council and the Macari Foundation 
rehome the city’s homeless population.  They 
worked alongside partners to transform an unused 
warehouse at Unit 4 Regent Road into a safe 
haven for homeless people during the pandemic.

In the warehouse Unitas installed 13 ‘pods’, 
constructed 12 rooms with en-suite facilities, 
constructed a shower block, catering kitchen 
and laundry. 

The unique approach to accommodation for the 
homeless allowed individuals to have their own 
self-contained accommodation which was vital 
during the pandemic to help prevent the spread 
of coronavirus.

ACHIEVEMENTS 
THROUGH THE PANDEMIC

Repairs
Service 

We continued to 
deliver urgent and 
emergency repairs 
service during the 
lockdown periods.

Compliance 
Continued to deliver Gas 

and electrical safety checks 
ensuring our residents safety.

Care 
Homes

We installed safety screens 
and fittings within the care 
homes across the city, to 

help keep everyone safe and 
importantly enabling families 

to visit loved ones.

Redeployment 
31 employees redeployed to set 

up and deliver the emergency 
food parcel service. 

Volunteering 
A number of our staff volunteered their 

time to assist other organisations across 
the city with some staff even doing this as 

well as carrying out their day jobs.

Safety 
screens 

We worked hard to ensure 
our local businesses and 
public buildings across 

Stoke-on-Trent were safe 
and covid secure for visitors 
by installing safety screens.

School Children 
We worked alongside Hankinson Group and 
The Hubb Foundation to provide over 500 
meals to school children during half term 

school holidays. 

Lateral 
Flow Tests 
We offered lateral flow testing 

to our employees. Three 
members of staff had extensive 

training to be able to carry out 
the tests in our own on-site 

testing facility. It was important 
to ensure residents felt safe.

  6
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Despite the covid pandemic we have completed another year of successful planned investment, 
improving council homes to the value of £16.5 million, in accordance with the asset requirement.

This work has included new roofs, kitchens, bathrooms, and environmental improvements such as 
landscaping and parking solutions and improving energy efficiency by fitting external wall insulation. 
We have continued to appraise a wide range of different property types to assess and determine 
where to invest in the future. Option appraisals have either been completed or are underway in 
relation to high rise flats, shops and garages.

ASSET MANAGEMENT 
AND INVESTMENT 

ZERO 
Water Hygiene 
reported incident 
in a 12 month period

100% 
electrical test certificates 
less than 10 years old

100% 
Compliant with
Gas Servicing 

FIRE
SAFETY
£1.5 million was spent on Fire Safety works in 2020-21 
across our high, medium and low rise apartment blocks in 
the city.  This work, which was identified in our Fire Risk 
Assessment, included:

• Installation of Fire Sprinkler systems.
• Fire stopping works.
• Enhanced LD2 smoke alarms.
• Internal and external fire doors.

Our Fire Safety Investment Programme has continued, 
installing automatic fire suppressing sprinklers across 4 
more blocks – protecting all access and escape routes and 
147 individual apartments. 

This means sprinklers have now been installed in a total of 13 
residential blocks protecting a total of 447 apartments. 

In spite of the COVID lockdown, we made inspections 
to 1,770 fire doors, making minor repairs to 389, and 
replacing 12 that were damaged.

HEALTH AND 
SAFETY

Apr 
20

May 
20 

Jun
 20 

Jul
 20

Aug 
20 

Sep 
20 

Oct 
20

Nov 
20

Dec 
20

Jan
 21

Feb
 21

Mar 
21

Yearly
Total

No of completed 
inspections for 
the business in 
2020/21

59 81 165 208 174 174 184 204 133 146 140 182 1,850

Target for the 
month 167 167 167 167 167 167 167 167 167 167 167 167 2,004

The Reporting of Injuries, Diseases and Dangerous Occurrences Regulations 2013 
(RIDDOR) puts duties on employers, the self-employed and people in control of work 
premises (the Responsible Person) to report certain serious workplace accidents, 
occupational diseases and specified dangerous occurrences (near misses).

We have a duty to report these and we are pleased to report that our impeccable health 
and safety record has remained.

3,047,000 hours
worked over the past two and a half years without a 
RIDDOR Reportable accident. There were only 3 minor 
lost time accidents during this period.

This impressive performance was only achieved with the 
participation of all Unitas employees and supply chain.

Inspection Targets April 20 - March 21
The Unitas Monitoring, Inspection and Audit Standard sets out the pro-active approach and 
targets to ensure that risks are being managed effectively. The standard sets targets for 
the Unitas Board, Senior Leadership Team, Managers, Operational Team Leaders, Health & 
Safety Team and Trade Unions.

The number of inspections carried out during the past 12 months was initially affected by 
the coronavirus restrictions. Despite this, Unitas have completed an impressive percentage 
of the number of inspections compared to the targets for each month.

This pro-active approach is an important and significant aspect to achieving our safety,
health and environmental results over the year.

Asbestos
Work continued in partnership with the appointed 
contractors to undertake essential surveying, 
priority was given to void property and responsive 
emergencies during the pandemic. 

Compliance 
We provide business planning and support services to 
ensure that the compliance function operates efficiently 
and effectively, this has enabled us to ensure a fully 
compliant housing stock with 100% of residential 
properties having valid gas and electrical certificates 
during 2020/21.



PLANNED WORKS 
Our capital investment programme is based upon findings by the Asset 
Management Team.

The investment programme not only improves the stock but also gives balance 
of maintenance spend from responsive repairs towards a more cost-effective 
planned maintenance service.  We were able to carry out 82% of our planned 
improvements works to the total value of £16.5 million. 

Public Buildings
Unitas is responsible for servicing 135 Public 
Buildings on behalf of Stoke-on-Trent City Council.. 
The number of services each month can vary from 
between 587 to 841 services.  During the pandemic 
our Public Buildings Team have been ensuring that 
our staff and the public have been kept safe. 

The Public Buildings Team ensured our local 
businesses and public buildings across Stoke-on-Trent 
were safe and covid secure for visitors by installing 
safety screens.

Our Logistics Team also supported the Lord Mayor’s 
charity initiative by providing two members of 
staff and two vans to collect donations from AHH 
Pharmaceuticals Ltd.

A hybrid External Wall Insulation (EWI) design 
created by Structherm Ltd has earnt an INCA 
(The Insulated Render and Cladding Association) 
award for Refurbishment. The innovative design 
was created for use in an energy efficiency 
improvement project delivered by Unitas Stoke-
on-Trent Ltd.

The INCA award-winning housing project, carried 
out on seven properties in Norton, Stoke-on-Trent, 
improved on the design of the pilot project to 
create a ‘hybrid’ of the original specification. The 
structural challenges posed by the old crosswall 
design and the energy efficiency requirements 
made for a unique refurbishment project.

As well as essential improvements to the 
functionality of the homes, Unitas required that 
the homes were modernised and in keeping with 
the surrounding area as part of the refurbishment 
project. Unitas, Structherm and installers, 
Westdale Group, were able to use an innovative 
Artbrick render system which matches the 
appearance of the existing brickwork to ensure 
continuity across the properties.

Bungalows
We carried out estate works to 
bungalows in Field view, Weston 
Coyney. The improvement works 
included: roof replacement/repairs, 
external cladding/External Wall 
Insulation, rain water goods/ soffit/ 
fascia & spot renewals of gates/
outhouse doors.

INCA 
AWARD

Some examples 
of planned works 
we have carried 

out over the 
year...

Parking scheme
Work was carried out on Marlow Road 
in Longton to build 24 new parking 
spaces for local residents, including 
disabled bays. We also carried out some 
landscaping works to maintain general 
upkeep of the area.

On refurbishment 
works to flats, shops & 

garages

£781,000

Environmental 
& Landscaping
£1.2 million

11www.unitas.co.uk  

£886,000
on apartment re-models

We remodelled 22 high rise 
apartments across 3 high rise blocks 

in the city centre. Benefiting from; 
open plan kitchen and living room, new 

kitchen, bathroom, central heating 
system, flooring, smoke alarms, LED 

lighting and acoustic insulation.

On full central 
heating systems and boilers

£757,000

Gas Servicing  
From June 2021 we will be moving 
to an in-house delivery of our gas 
servicing. This will enable Unitas 
to offer an improved service to 

customers whilst benefitting from 
sub-contractor cost savings. 

£2 million
Energy Efficiency Measures

Over £2.9 million
On Roofing, pointing 
& loft insulation

Over £2.9 million

on voids

10
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Unitas provides a high-quality customer focused repairs and maintenance service. From April – July 2020 
we offered an emergency repairs service due to the pandemic.  Thereafter normal service resumed.

In 2020 we introduced an area-based repairs approach, the first pilot was carried out in the area of 
Sandyford. Analysis of the outputs of this scheme has proved positive with less than 3 repairs logged in the 
period following the completion of works. This new approach has proven to work well and the approach will 
continue across the city.

RESPONSIVE
REPAIRS

We invested in a new fleet of 239 vehicles to 
increase reliability, energy efficiency and safety. 
In response to the Government requirements and 
our commitment to protect the environment, we 
have also purchased 2 electric vans and installed 
electric charging points at our depot. This 
investment produced a saving of 46g/km CO2 
per vehicle, which is an overall saving of 11,086 g/
km CO2 for the whole fleet of 241 vans.

FLEETWe now have over 1,450 residents 
signed up for our online repairs 

reporting portal; over the coming 
months we will be looking at rolling 
out a Smartphone app, which may 

help to increase uptake.

Repairs Portal

Total Responsive Repairs 
Completed 76,661

Standard void property 
average turnaround

11 Days

Number of
voids completed 

1,166

Upgraded  Smartphones
We invested in upgraded smartphones 

for our repairs operatives so that 
they could use a mobile app which 

allowed them to remotely order all the 
materials needed to complete a job.  

The app is linked directly to our stores 
and costing systems and has led to an 
improved efficiency in both downtime 

and mobile phone billing.

HouseMark Benchmarking 

data shows that Unitas stands up well to scrutiny. The 
average repair cost per property per year has improved 
over the last three years from £1,100 to under £1,000. 

Daily demand for repairs has 
returned to normal levels following 
the lockdown at around 320 jobs 
per day. Customers continue to 
get repairs completed promptly.

Repairs 
Demand

End to End 
Repair Times

During the first part of the year 
end-to-end times were significantly 

shorter due to the pandemic.   
Since July 2020 the figures have 

been consistently around 3.5 days, 
which is excellent performance 

compared to HouseMark 2019/20 
median of 9.9 days

96.8% 
Achieving the Repairs
appointment within the 

time 
slot

13www.unitas.co.uk

Unitas wanted the new electric vans to stand 
out from the rest of the fleet, showing that 
they were 100% Electric and Zero Emissions 
vehicles, but also keeping a local twist which 
is shown with the skyline of Stoke-on-Trent, 
including its famous bottle kilns. The wrap, 
installed by local firm Graphix, is also made 
entirely from 100% recyclable material.

This investment 
produced a 

saving of 46g/
km CO2 per 

vehicle



Outcome of tenders undertaken/works ordered for HRA projects commencing 1 April -2020
Financial year 2020/2021

Stoke-on-Trent Stoke-on-Trent & Staffordshire National

% Value % Value % Value

Planned Non-Framework 
(open market) 43.03% £8,231,828.85 48.23% £9,227,134.17 51.77% £9,902,621.51

Framework - Labour only 77.58% £865,095.00 83.65% £932,735.00 16.32% £182,320.00

Framework - Planned works 100.00% £1,332,681.48 100.00% £1,332,681.48 0.00% £0.00

Framework -Specialist works 7.96% £140,102.03 52.90% £930,631.03 47.10% £828,437.46

PROCUREMENT
We have a procurement strategy in place to enable us to deliver the capital 
and investment works on time and in budget.

Value for money is underpinned by the key performance indicators that we 
use. We measure the outturn and customer satisfaction which contribute 
to local supplier management and delivery of value for money.

To maximise the opportunities for future work we have invested significantly in our IT infrastructure which will 
improve service delivery, generate efficiencies and improve customer experience.

We have completed our third full year of trading and have built on the first year with continued success for the 
business in respect of meeting its financial objectives and delivering on its non-financial objectives.

FINANCIAL 
PERFORMANCE

GOVERNANCE, POLICY 
AND PERFORMANCE

Apprentices
Each year Unitas is committed to the recruitment of a variety of 
apprentices and in September 2020, we have appointed 6 apprentices; 
2 Joiners, 2 Electricians and 2 Gas Engineers.  

Fundraising
Unitas raised £1,571 for the Donna Louise Trust during 2020/21.

Helping Hands Fund
This fund is made up from money received from weighing in scrap metal 
and any fundraising events we hold. Local people, community groups and 
charities can apply for funding to help make a change in their local area. 
Throughout this year £2,150 has been awarded.

One of the successful applicants was Stoke Warriors Football Club.  They 
were able to purchase new football home and away strips.

Unitas is committed to being responsible in respect of its social, 
environmental and economic responsibilities 

Over the year, Unitas, alongside its suppliers and contractors have 
carried out an extensive range of projects to include:

 • Worked with one of our contractors to provide paint, materials and 
the labour for a for the charity Helping Hands. They decorated seven 
rooms at Hanley Park Lodge and also provided an opportunity for one 
of the service users to learn painting skills. 

 • Worked in partnership with one of our contractors to provide 640 
school lunches during the half term school holidays.

 • Unitas presented a virtual workshop to 7 BTEC students and 2 
lecturers at Stoke-on-Trent College about the different roles and 
career opportunities, work experience and apprenticeships.

Corporate Social Responsibilty

Over the last 12 
months we have 

secured
£723,278

of social value 
contribution

Our turnover for the 
year ending 31 March 2021 was

£53.7 million
We delivered a
net surplus of 
£3.2 million
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Customer Engagement is very important to us - regular reviews of practices are 
undertaken and we actively look at ways to improve how to engage and work with 
customers. Customers are provided with several communication methods for them to 
give their views and share any concerns:

• Direct telephone numbers for the Site Team / Customer Liaison Advisor.
• Unitas general telephone number/ E-mail addresses.
• Social media platforms (Facebook, Twitter & LinkedIn).
• Feedback surveys are carried out after any repair work/planned work.

CUSTOMER
ENGAGEMENT

782 Repairs 
satisfaction 
surveys collected

Planned 
works satisfaction 

surveys 
collected

228 91,555 

Received from 
residents between 
April 2020-March 

2021

calls

Received Approx 

15,000 
Enquiries through our 

enquiries 
mail 
box

We uploaded around
 700 Social Media Posts  
                       

  We deliver with pride, 
professionalism and 

reliably in everything 
that we do.
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IT SYSTEMS Dynamic Resource 
Scheduling (DRS)

The Kirona DRS System is now 
implemented for day to day repairs. 
Our staff and technicians are fully 

trained and our repairs operatives now 
use a mobile app which allows them 

to remotely order all the materials 
needed to complete a job.  The app is 

linked directly to our stores and costing 
systems and has led to an improved 

efficiency in both downtime and mobile 
phone billing. The upgrade of Servitor 

was completed in May 2021.

Asset 
Management 

System
The implementation of 

Keystone Asset Management 
is 100% completed, the system 

went live in December 2020. 
The new system is currently 

being used by our Asset 
Management and Investment 
Team on a daily basis to help 
to facilitate a great service 

delivery. 

Our new website 
was launched in 

2020. The website 
has been developed 

to provide a 
better interactive 

experience for 
customers
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What we want to achieve in 2021/22…

FUTURE
PLANS

Average satisfaction with
Unitas’ Repairs Service

94.5%
12 Councillor 
and MP enquiries

13 of Freedom
of information requests

Business Growth
Unitas plans to grow its business, there
are a number of areas that we are able
to expand into and develop, including
penetrating new markets and developing
new products. We now have a Business 
Development Manager whose 
responsibility is to develop and deliver 
a 3-year Growth Strategy with a view to 
bringing in new business.

Unitas encourages all feedback about our services. We also welcome comments and compliments.

Unitas offers a robust complaints process for our customers. Stage 1 complaints refer to any initial complaints 
from our customers and we aim to respond within 10 working days. Stage 2 complaints allow customers to take 
their complaint further if they are unhappy with the result of their Stage 1 complaint. We aim to reach a decision 
within 20 working days. If customers are still dissatisfied at the end of both these processes they can take the 
matter further with the Tenants Complaint Board or Housing Ombudsman.

We monitor our performance on a monthly basis, we review complaints regularly to look at any service improvement 
needed and we also share and promote the compliments we receive to recognise excellent service delivery.

SERVICE 
IMPROVEMENT

Increase
the social value contribution 

and deliver a CSR 
Legacy Project.

We plan to carry out 
energy efficiency schemes 
– we will look to adapt our asset management strategy 
to reflect the climate change and net zero agenda,
including accessing any available government grants and funding. Maintain and improve 

the newly implemented 
Civica Keystone Asset 
Management System.

We plan to continue 
to invest in new fleet 
with a view to extending 
our electric/hybrid vehicles. 

Ensure that we 
continue to deliver a 
fully compliant 
housing stock 
in relation to gas servicing, 
electrical testing, asbestos, 
water hygiene and 
building safety. 

We plan to build on the success of our 
ROSPA  (Royal Society for the Prevention of Accidents) 

silver award and hope
to achieve Gold.

Our Public Buildings 
department plan to expand 
their client base outside 
of the domestic portfolio.

Maintain and improve 
Servitor and Kirona DRS 
into the delivery of our 
repairs, public buildings 
and cyclical services.

To develop, manage 
and drive forward 
Unitas’ Growth Strategy 
and secure new business 
and income streams.   

Continue to deliver area 
based responsive repairs 
to tackle neighbourhoods 
where there is the highest 
demand for repairs.

We are committed to recruiting 

more Apprentices
to the business, 
in 21/22 we would like to take 
on 4 x Business Administration 

Apprenticeships. 

Over 96% 
of complaints 
received were
resolved at 
stage 1

19www.unitas.co.uk

0.55% 
of the number 

repairs
carried out 
resulted in a 
stage 1 complaint

Received 145
Compliments 
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