
Corporate Business Plan
2019 - 2022

To maintain and improve our homes and properties 
through	planned	investment	and	effi	cient	maintenance

In partnership with
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This	business	plan	is	one	of	the	key	documents	that	
describes	how	Unitas	will	work	together	with	Stoke-
on-Trent	City	Council	(SoTCC).	We	are	committed	to	
working	together	to	maximise	and	improve	the	quality	of	
the housing assets, and in turn, improve and build strong 
communities	within	the	city.

We	are	also	committed	to	seeing	Unitas’	success	in	
delivering	quality	services	to	residents,	continually	
reviewing	and	improving	its	already	strong	performance	
and supporting the aspirations outlined within this 
strategy.	This	includes	allocating	suitable	financial	
resources	to	enable	Unitas	to	operate	successfully	and	
deliver	a	first	class	repairs	service	to	meet	the	needs	
of	both	domestic	residents	and	occupiers	of	public	
buildings	within	the	city.

We	wish	to	ensure	there	is	a	culture	of	trust	between	
the	council	and	Unitas.	To	support	this	there	is	an	
agreed	level	of	delegation	of	responsibility	to	Unitas	
by	the	council,	so	decisions	concerning	the	housing	
repairs	service	and	asset	management	can	be	reached	
effectively	and	efficiently.	

This	plan	seeks	to	set	out	the	agreed	elements	
for	effective	service	delivery	and	performance	
improvement.	It	will	be	regularly	reviewed	and	progress	
will	be	reported	to	both	organisations’	boards	to	ensure	
the	aspirations	of	the	plan	are	actively	worked	towards	
and	delivered.	Over	the	period	covered	by	this	plan,	we	
will	strive	together	to	ensure	we	are	successful.

Carl Brazier   
Chair	of	Unitas	Board

Councillor	Randolph	Conteh
Cabinet	Member	for	Housing
Stoke-on-Trent	City	Council
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1. Foreword
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What is the Unitas business plan?

The	Unitas	business	plan	2019	-	2022	sets	the	
strategic	direction	of	the	company	and	outlines	how	
the	company	will	deliver	asset	management,	capital	
investment	and	responsive	repairs	to	Stoke-on-Trent	
Council’s	homes	and	public	buildings	over	the	next	
three	years.	

Our business plan sets out our vision for the future 
and	our	priorities	for	improvements	to	the	delivery	
of	housing	services	and	public	buildings	in	Stoke-on-
Trent.	

Our	business	plan	is	intended	to	compliment	the	
council’s	housing	strategy	and	the	Housing	Revenue	
Account	(HRA)	business	plan	and	indicates	our	
intention	to	contribute	to	national,	regional	and	local	
objectives.	

The	business	plan	highlights	our	role	in	broader	city-
wide	transformation,	focused	to	improve	the	lives	of	
its	citizens,	to	increase	opportunities	(employment,	
education	etc.)	and	to	make	Stoke-on-Trent	a	more	
vibrant	place	in	which	to	live	and	work.

This	document	describes	how	the	relationship	and	
management	arrangements	work	between	Unitas	
and	Stoke-on-Trent	City	Council	to	ensure	the	
delivery	of	services	from	2019	-	2022	and	beyond.

The purpose of our business plan

The business plan sets out:

• The vision of our organisation
• How	we	will	achieve	this	vision	through	
objectives,	standards	and	targets	for	service	
delivery

• How	we	propose	to	achieve	and	sustain	these	
objectives,	standards	and	targets

• How	service	delivery	will	be	monitored	and	
evaluated	by	ourselves	and	by	Stoke-on-Trent	
City	Council

• A	living	document	for	tenants,	staff	and	partners	
showing how the business will develop over the 
short and medium term

2. Introduction

The business plan outlines:

• What the business does and will achieve

• Links with the council’s overall housing 
strategy 2017-2022

• Links with Stoke-on-Trent City Council’s 
strategy and the Local Area Agreement 
Framework

• How we deliver excellent services to our 
tenants

• How we will maintain the Decent Homes 
Standard 

• How our organisation will achieve 
effi ciencies and how we will use these gains 
to improve front line services

• How we will empower our customers to be 
involved in shaping services and how we will 
listen and act upon the feedback we receive
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1.	 A	signifi	cant	proportion	were	built	pre-war

2.	 There are some 370 non-traditional houses, 
fl	ats	and	bungalows	which	will	be	expensive	to	
improve

3.	 Some	212	units	are	sheltered	accommodation	
specifi	cally	built	and	managed	for	vulnerable	
clients,	particularly	the	elderly

Similarly,	the	portfolio	of	public	buildings	consists	of	
a	mix	of	modern	and	very	old	buildings	with	a	variety	
of	uses	and	historical	and	cultural	signifi	cance.

Demand	for	council	properties	is	generally	high	with	
some	3,000	people	on	the	housing	waiting	list.	The	
latest	housing	needs	survey	identifi	es	a	shortfall	of	
affordable	dwellings	with	a	requirement	of	around	
350	replacement	homes	being	required	over	the	
next	5	years.	The	city	council	has	ambitious	plans	
to go further and build around 200 new homes per 
annum	over	the	next	30	years.	Unitas	will	work	with	
the	council	to	support	this	objective.

Our	customers	have	a	diverse	range	of	needs	
and	we	have	recognised	that	our	services	need	
to	be	shaped	to	allow	equal	access	to	all.	To	help	
us	achieve	this	we	are	working	with	colleagues	in	
housing	services	to	establish	an	accurate	customer	
profi	 le.	The	information	that	we	collate	helps	us	to	
develop	and	deliver	our	services	based	on	the	needs	
of	our	customers.

Background

Unitas	Stoke-on-Trent	Ltd	is	a	company	set	up	by	
Stoke-on-Trent	City	Council	to	deliver	property	
services	to	all	council	housing	in	Stoke-on-Trent.		
Some	18,120	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.	
Whilst	strategic	decisions	about	policies	to	manage	
the	housing	stock	are	made	by	the	council,	we	have	
developed	our	own,	complementary	policies	and	
procedures	within	the	council	framework	and	within	
the	guidance	provided	by	central	government.

Unitas	is	a	company	that	is	limited	by	shares	with	
strategic	direction	provided	through	a	board	of	
directors,	which	comprises	three	council	nominees	
and	two	independent	members.

Day	to	day	management	is	headed	by	the	
Operational	Director	who	is	assisted	by	a	Senior	
Leadership	Team	comprising	of	fi	ve	Heads	of	
Service.	The	company	employs	440	staff.

Our business plan has been prepared against the 
background	of	a	housing	stock	of	properties	where:
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3. Functions of Unitas Stoke-on-trent Ltd

Unitas	Stoke-on-Trent	Ltd	functions,	as	determined	in	our	management	agreement	with	Stoke-on-Trent	City	
Council:	

The	management	agreement	is	scheduled	to	be	reviewed	annually.	Each	aspect	of	the	functions	in	the	
agreement	schedules	will	be	subject	to	review.	Additional	functions	may	be	added	and	any	functions	which	
are	no	longer	Unitas’	responsibility	will	be	removed.

4. Strategic 
Direction

Strategic objectives Unitas 
Stoke-on-Trent Ltd  

• Consultation	has	enabled	us	to	establish	a	clear	
set	of	objectives	to	be	achieved	through	the	life	of	
the business plan

• Ensure	equality	and	diversity	is	integral	to	all	we	do

• Demonstrate	our	commitment	to	equality	and	
diversity

• Recruit,	develop	and	retain	a	motivated	team

• Provide	excellent	services	safely	and	in	
compliance	with	our	obligations	to	all	our	
customers

• Improve	the	quality	of	housing	property	services	
through	strategic	investment	

• Generate	a	sustainable	return	to	protect	services	
of	our	parent	company	(the	council)

• Operate	as	an	effi	cient	and	effective	business,	
delivering	value	for	money

• Achieve	the	best	value	for	money	from	all	our	
resources

• Empower	and	involve	customers	and	staff	in	
service	development	and	monitoring

• Empower	our	customers	through	meaningful	
consultation	and	participation

• Develop	effective	partnerships	for	the	benefi	t	of	
our	customers

• Invest	our	revenues	locally	

• Engage	with	others	to	increase	the	sustainability	
of estates

• Engage	with	others	to	fulfi	 l	the	strategic	
objectives	of	Unitas

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	effi	cient	

maintenance.

6
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Strategic priorities

We	have	six	strategic	priorities,	which	are:

1.	 Understanding	our	asset	base   

2.	 Working	with	our	customers

3.	 Enhancing	the	asset	value	through	investment

4.	 Ensuring	cost	effective	and	effi	cient	service	
delivery

5.	 Compliance	with	statutory	obligations

6.	 Adding	local	social	value

Our values

We	have	a	clear	and	strong	set	of	values	that	shape	
what	we	do	and	how	we	do	it.

Our	company’s	values	are:

• We	are	collaborative,	trusted	professionals

• We	deliver	with	pride,	professionalism	and	
reliability	in	everything	that	we	do

• We	are	passionate	about	making	a	positive	
difference	to	our	community

We	are	aiming	high.	We	want	to	be	a	market	
leader	in	housing	and	pubic	building	asset	
management	and	related	services.	We	want	
people	to	choose	to	work	with	us	and	residents	
to	be	pleased	to	receive	our	services.	

This	section	details	our	main	priorities	for	
improvement	for	the	coming	year	based	around	
our	customer	feedback,	strategic	objectives,	
Stoke-on-Trent	City	Council’s	strategic	
objectives,	the	audit	and	service	reviews,	and	
good	practice	and	innovation.		

The headline priorities support our strong set of 
strategic	objectives	and	milestones	with	a	suite	
of	performance	indicators	by	which	we	can	
measure	whether	we	are	achieving	our	goals.

5. Our Headline 
Priorities  
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The board of directors

The	board	recognises	that	the	company’s	structure	
and	the	processes	by	which	it	works	are	critical	to	
realising	its	vision.	

A	five	member	board	drawn	from	two	constituencies	
directs	the	company:	(a)	local	authority	appointees;	
(b)	and	independent	members.	All	board	members	
understand	that	as	directors	of	the	company	their	
allegiance	is	to	the	interests	of	the	company	rather	
than	representing	a	particular	cause.		

We	understand	the	importance	of	the	board	
members	reflecting	the	community	they	serve.	
Therefore	we	are	in	the	process	of	compiling	profile	
information,	so	we	can	assess	if	certain	minority	
groups	are	underrepresented.

The	board	is	undergoing	a	governance	review	in	
2019,	which	will	produce	an	action	plan	to	take	its	
recommendations	forward.

The	board	is	supported	and	challenged	in	its	
work	by	a	council-run	“Unitas	Partnership	Board”,	
responsible	for	monitoring	the	overall	performance	
of	the	company,	considering	advice	for	auditors	and	
ensuring	that	Unitas	fulfils	the	conditions	of	the	
management	agreement.	

The	board	meet	on	a	six	weekly	cycle	to	receive	
reports	from	the	leadership	team,	discuss	issues	of	
interest	or	concern,	and	to	undertake	training.	

7. Governance

Supporting local priorities
 
The	quality	of	people’s	lives	and	their	environments	is	
central	to	all	we	do.		

In	order	to	contribute	to	this,	Unitas	Stoke-on-Trent	
Ltd	will	continue	to	work	in	conjunction	with	Stoke-
on-Trent	City	Council	and	other	key	partners	to	
help	deliver	the	broad	strategic	priorities	for	the	
improvement	of	the	city	and	the	surrounding	areas.		

These	include: 

• Local	contractors

• Local	suppliers

• Other	public	services	in	conjunction	with	the	council

6. Strategic Links

Local contractors

Local suppliers

Other public 
services in 

conjunction with 
the City Council
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The current Unitas board

The	board	of	directors	is	responsible	for	managing	Unitas,	meaning	that	they	set	the	strategic	direction	of	the	
company	and	monitor	its	performance.	Alongside	this	they	set	it’s	budgets	and	approve	strategies	but	the	
board	does	not	get	involved	in	the	day-to-day	running	of	the	organisation.		

Carl Brazier

Carl	is	the	Director	of	Housing	and	Customer	
Services	at	Stoke-on-Trent	City	Council,	with	
responsibility	for	all	housing	functions	including	
the	management	of	over	18,000	homes,	ASB,	
community	support	and	customer	services	such	
as	IT,	libraries,	museums,	culture,	local	centres	and	
the	council	contact	centre.	A	key	role	he	is	leading	
is	housing	growth	across	the	city	through	a	unique	
housing offer of various forms of development and 
regeneration,	with	support	from	Homes	England,	
MHCLG,	developers	and	financial	institutions.	

Carl	has	led	the	formation	of	Unitas,	as	well	as	the	
council’s	development	company,	Fortier	homes.

The	council	has	also	been	awarded	Housing	Zone	
Status	by	the	government	and	became	the	first	
council	to	be	assessed	by	the	Housing	and	Finance	
Institute	(HFI)	as	Housing	Business	Ready.	

Carl	is	a	non-executive	Director	of	First	Choice	
Homes	Oldham	(FCHO),	sits	on	the	LGA	Housing	
Officer	Finance	Group,	the	MHCLG	Housing	Technical	
Group,	HFI	Housing	Accelerators'	Forum	and	was	
also	an	expert	advisor	for	the	Government’s	Elphicke	
/	House	Report.	Carl	was	recently	listed	in	Inside	
Housing	in	the	“Who	Who’s”	in	local	authority	housing	
development	for	a	second	year	in	succession.

Carl is a Fellow of the Chartered Institute of Housing 
(CIH).	

Councillor Randolph Conteh

Councillor	Randolph	Conteh	was	first	elected	as	a	
city	Independent	Councillor	to	Stoke-on-Trent	City	
Council	for	the	Penkhull	and	Stoke	ward	in	2002.	He	
was	brought	up	in	a	children’s	home	in	Penkhull	until	
the	age	of	16,	was	educated	at	St	Joseph’s	College	
and	is	very	proud	to	represent	the	area	where	he	
grew	up.

Following	the	local	elections	in	May	2015,	and	the	
formation	of	a	coalition	administration,	Councillor	
Conteh	became	the	Cabinet	Member	for	Housing,	
Communities	and	Safer	Cities.	He	has	previously	
been	a	member	of	Staffordshire	Police	Authority	for	
8	years	and	has	been	a	member	of	the	Police	and	
Crime	Panel	since	2015.

He	is	very	community-focussed	and	active	in	his	
ward	and	regularly	meets	with	the	local	residents’	
associations	and	local	communities	in	his	ward.	

Councillor	Conteh	has	attended	the	Local	
Government Improvement and Development 
Agency	(IDeA)	and	Local	Government	Association,	
(LGA)	Leadership	Academy	training	programmes,	
specifically	aimed	at	enhancing	the	skills	of	
councillors.

Councillor	Conteh	was	nominated	for	a	national	
award	and	was	successful	in	being	commended	for	
Centre	for	Public	Scrutiny	Non-Executive	of	the	Year	
2011.	He	is	also	an	avid	supporter	of	the	local	football	
team.
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Dr Simon Cupples

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 businesses 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	throughout	his	
career	before	moving	to	Stoke-on-Trent	in	2014.	

Councillor Daniel Jellyman

Councillor	Daniel	Jellyman	was	born	in	Stoke-on-Trent	
and	still	lives	locally.	He	attended	Keele	University	
and	graduated	with	a	degree	in	politics.	

Having	started	his	own	ceramics	business	which	
was	based	at	the	renowned	Middleport	Pottery;	
Councillor	Jellyman	now	runs	a	marketing	company	
specialising	in	the	tourist	and	accommodation	sector.	

Councillor	Jellyman	was	elected	to	the	City	Council	
in	May	2015	and	he	represents	the	Hanford	and	
Trentham	ward.

Being	one	of	the	youngest	candidates	to	stand	
during	the	June	2017	General	Election,	Councillor	
Jellyman	currently	serves	as	the	Cabinet	Member	for	
Regeneration,	Transport	and	Heritage.

• Equality	and	diversity	board	champion

• Develop	a	board	Succession	Strategy	

• Analyse	board	members’	profile	information	
and	take	actions	to	address	under-
representation 

• Implementation	of	2019	Governance	Review	
recommendations

• Implementing	and	improving	Monitoring	and	
Management	Framework	with	Stoke-on-
Trent	City	Council

• Develop	joint	working	mechanism	on	risk	
management

• Commence	Management	Agreement	review

• All	board	members	are	able	to	participate

• Training of board members

• Development	of	joint	working	project	teams	
to	support	delivery	of	strategic	projects

Board and governance future actions:
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Unitas	employs	around	440	staff	from	a	range	of	
professional	disciplines	to	translate	the	company’s	
vision	into	plans	and	practical	service	delivery.

Day	to	day	management	is	headed	by	the	Director	
of	Operations	who	is	assisted	by	an	Executive	
Management	Team	comprising	of	five	Heads	of	
Service.		

Services	are	organised	around	three	business	areas:	

• Planned works	–	responsible	for	cyclical	
maintenance,	compliance	activities	and	larger	
planned	maintenance	schemes	to	the	housing	
stock	in	accordance	with	the	asset	requirement

8. Staffing Structure and Service Delivery

• Responsive repairs – maintaining and improving 
the	physical	condition	of	the	stock	

• Compliance – providing business planning 
and	support	services	to	ensure	the	company	
functions	efficiently	and	effectively	within	the	
available	resources

Front	line	services	are	delivered	from	a	central	depot	
located	at	the	Cromer	Road	site.

Unitas	is	committed	to	valuing	and	developing	its	
employees	through	effective	training	programmes	
and	HR	systems,	apprenticeship	schemes,	
succession	planning	and	business	expansion.
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We	have	set	challenging	targets	for	performance	improvement	based	around	our	key	performance	indicators.	
These	targets	are	cascaded	down	to	areas	and	teams	and	contained	within	relevant	service	improvement	
plans	to	ensure	they	are	embedded	and	will	be	achieved.		

Performance measures
Below	are	the	performance	measures	which	will	be	reported	to	Stoke-on-Trent	City	Council

9. Performance Management

Operations Benchmark Freq.

Voids

Average	re-let	time	(standard	voids) Monthly

Average	re-let	time	(non-standard	voids) Monthly

Time	to	complete	a	standard	void	(works	element) Monthly

Time	to	complete	a	non-standard	void	(works	element) Monthly

Average	cost	of	void	property	repairs Monthly

Customer involvement

Customer	responsiveness	(Stage	1/2/3	complaints,	MP	enquiries,	FOIs) Monthly

Stage	1	complaints Monthly

Customer	feedback	upheld	and	learning	from	complaints Monthly

Top	5	complaints	categories Monthly

Repairs

Average	number	of	jobs	per	property ✓ Monthly

Average	cost	per	property Monthly

Average	number	of	jobs	per	operative	(all	trades) ✓ Monthly

Average	number	of	jobs	per	operative	(by	trade) ✓ Monthly

Average	cost	per	job Monthly

Achieving	the	appointment	within	the	time	slot Monthly

Demand	per	day Monthly

Satisfaction	with	responsive	repairs Monthly

Waste	calls	per	day Monthly

End	to	end	time	to	complete	a	repair Monthly

Compliance

%	of	dwellings	with	a	valid	gas	safety	certificate Monthly

%	of	dwellings	with	an	electrical	test	certificate		(less	than	10	years	old) Monthly

%	of	dwellings	which	have	a	safety/service	record Monthly

Water	hygiene	–	number	of	reported	incidents Monthly

Finance

% of repairs budget spent Monthly

%	of	capital	budget	spent Monthly

% of void budget spent ✓ Monthly

%	of	dividend	achieved ✓ Monthly

Health and Safety

Reportable	injury	accident	incident	rates ✓ Monthly

Human resources

Staff	sickness	–	%	of	available	days	worked	(minus	sickness	absence) Monthly

Days	lost	by	FTE	by	section Monthly

Absence	reason Monthly

Number	of	staff	off	per	month	with	long-term	sickness Monthly

Long	term/short	term	days	lost Monthly
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We	are	implementing	a	robust	HRA	Asset	
Management	Strategy	developed	by	the	council	as	
part	of	the	2017-2022	strategy.	Asset	management	
is	an	essential	business	process	for	Unitas	in	the	
delivery	of	our	mission	statement.	

The	purpose	of	our	strategy	is	to	ensure	that	front	
line	services	are	provided	with	the	most	effective,	
efficient	and	sustainable	property	portfolio.	

Stoke-on-Trent	City	Council	manages	a	wide	range	
of	property	assets	including	council	housing,	other	
miscellaneous	sites	and	land	as	part	of	the	overall	
portfolio.	Of	the	portfolio	18,120	are	housing	stock.		

The	asset	profile	is	detailed	below	at	30	January	
2018.

10. Asset 
Management

Stock condition

The	key	messages	from	the	recent	stock	
condition	survey	were	that	our	stock	is	in	
generally	good	condition	with	key	failures	being	
able	to	be	reduced	quickly	by	targeting	HSSRS	
CAT1	fails	and	Part	B	disrepair	failures,	which	are	
our general single element renewal programmes 
such	as	kitchens,	bathrooms,	boilers	and	roofing.		

Our	catch-up	repair	costs	were	lower	than	
average,	re-enforcing	the	fact	that	we	have	
spent	considerably	on	our	repairs	service	in	
recent	years.	This	now	affords	the	opportunity	to	
focus	on	longer	term	investment	plans	with	the	
aim	of	reducing	responsive	repair	costs	through	
strategic	asset	investment	decisions.

The	Decent	Homes	fails	rate	is	currently	8.4%,	
which	is	higher	than	the	national	average	of	
4-5%,	but	we	aim	to	reduce	this	over	the	next	
couple	of	years	by	concentrating	on	our	single	
element	renewal	programmes,	in	particular	
roofing.		

Our	average	SAP	rating	is	64.94	compared	to	
Housemark	rating	of	66.9.	We	aim	to	improve	
this	by	targeting	poorly	insulated	properties	
such	as	our	pod	bungalows	and	cross	wall	
houses.	This	will	also	support	the	City	Council’s	
Fuel	Poverty	Strategy	2016-2020.

Non	traditional							1%
Leaseholders										363

Unitas	also	maintains:

• Communal halls 

• 41	shops	

• Garages

• 600	public	buildings

• Miscellaneous	HRA	land	assets	(including	open	
plan	frontages,	community	open	spaces,	some													
un-adopted	roads,	etc.)

Houses                                             

63%19%

18%

FlatsBungalows    
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Empty property repairs

Our	dedicated	Void	Property	Team	repair	our	empty	
homes.		All	dwellings	meet	our	agreed	Lettable	
Property	Standard,	which	has	been	endorsed	by	the	
council.

We	have	made	significant	improvements	in	the	
efficiency	and	effectiveness	of	our	void	property	
management	service	and	have	significantly	reduced	
the	time	taken	to	repair	an	empty	property	and	return	
it	to	be	let.		

During	the	life	of	this	plan	we	will	continue	to	drive	
down	the	cost	of	repairing	void	properties	while	
maintaining	the	quality	of	the	end	product	for	the	
customer,	and	continually	assess	properties	in	need	
of	higher	investment	to	bring	them	back	into	use	as	
quickly	as	possible.		

We	continue	to	identify	service	improvements	
around	void	properties	arising	from	benchmarking	
and	good	practice.	

Responsive repairs

Unitas	aims	to	provide	a	high	quality,	efficient,	
responsive	and	customer	orientated	repair	and	
maintenance	service	to	residents,	leaseholders	and	
other	service	users.	The	main	features	of	our	modern	
repairs	service	are:

• A	call	centre	using	the	opti-time	operational	
diagnostic	and	appointment	IT	system

• A free-phone telephone number
• All	repairs	carried	out	by	appointment
• Enhanced	appointment	service	available
• Imprest	vehicle	stocks
• Multi-skilled	operatives

Current	trends	indicate	that	the	performance	
for repairs has improved month on month and 
is	on	target	to	reach	top	quartile	across	a	range	
of	indicators.	We	have	achieved	a	number	of	
improvements	over	the	past	year	in	this	service	and	
will	continue	to	identify	further	service	improvements	
for	the	life	of	this	plan.

11. Repairs and Maintenance
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The	responsive	team’s	primary	aim	is	to	provide	a	
customer	centred	service,	with	a	commitment	to	
fulfilling	our	customer	offer	of	repairs	being	done	
today,	tomorrow	or	by	appointment.	Technicians	are	
also	empowered	to	make	sensible	on-site	decisions	
to	reduce	repeat	calls,	for	example	undertaking	
additional	minor	repairs	while	on	site.

Planned maintenance

Our	capital	investment	programme	is	based	upon	the	
findings	of	the	Asset	Management	Strategy	and	in	
particular	the	component	failure	predictions	resulting	
from	stock	condition	surveys	and	stock	options	
appraisals.
 
The	programme	is	intended	not	only	to	maintain	the	
comfort	and	safety	of	our	homes,	but	also	to	change	
the	balance	of	maintenance	spend	from	responsive	
repairs	toward	more	cost	effective	and	pre-
scheduled	planned	maintenance	and	improvement	
works	(including	environmental).

 
Our	objective	over	the	next	five	years	is	to	alter	the	
ratio	of	expenditure	from	one	that	spends	the	largest	
proportion on responsive repairs, to one that spends 
the	largest	proportion	on	planned	maintenance.	
 
Current	and	future	programmes	include:

• Internal	decoration	of	communal	areas
• Fascia	and	guttering	replacement	(PVCu)
• Kitchen	and	bathroom	replacements
• Window	and	door	replacements
• High	rise	blocks
• Fire doors
• Sprinklers
• Sheltered	schemes
• Communal halls
• Communal areas
• Improvement	works	to	communal	halls	including	

windows and doors
• Roof	repairs	and	replacements



Communication is an integral part of 
our business

We	will	develop	a	communication	and	access	
strategy	for	the	benefi	t	of	tenants,	residents,	staff	
and	all	other	stakeholders	with	the	aim	of:

• Helping	us	deliver	our	values	and	service	aims	

• Keeping	stakeholders	informed	about	all	aspects	
of our business

• Helping	us	capture	the	views	of	our	stakeholders

• Providing	a	series	of	key	messages	about	Unitas	
to	our	stakeholders

• Helping	people	make	informed	decisions	about	
how	to	use	our	services	

• Helping to tailor our information to the needs of 
our	differing	audiences	

• Celebrating	our	successes

Our	communication	strategy	will	help	us	deliver	
across	a	range	of	service	aims/organisational	values	
including:

• Making	the	most	of	customer	involvement	and	
choice

• Providing	services	that	meet	the	needs	and	
ambitions	of	the	wide	ranging	communities	of	
Stoke-on-Trent

• Getting	involved	with	local	communities,	in	
particular	hard	to	reach	groups

12. Communication
• Having well trained, motivated and valued 
employees

• Making	sure	we	provide	equal	opportunities	and	
promote	diversity

We	will	use	a	method	of	communication	that	is	most	
appropriate	to	the	issue	and	for	the	audience.	

The	types	of	communication	we	will	deploy	to	both	
residents	and	staff	include:	

• Conferences

• One-to-one meetings

• Newsletters

• Briefi	ng	sessions

• Meetings	and	focus	groups

• Website	updates	

• Customer	surveys	and	satisfaction	slips

• Employee	surveys	(staff	only)

• Social	media

• Telephone	contacts

• E-mail

• Text	messaging

• Information	packs	and	updates

• Information bulletins

• Media	releases
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During	2019	a	new	suite	of	ICT	systems	will	be	
implemented.	Though	the	implementation	period	
represents	a	signifi	cant	service	risk,	the	functionality	
provided	by	the	new	systems,	when	operational,	
presents opportunities for great improvement in 
service	delivery.	

The	systems	will	provide:

• An improved asset management database with 
strategic	investment	planning	and	component	
replacement	decision	making	capability

• A	dynamic	and	shareable	asbestos	register

• Fire	risk	assessment	recording	and	monitoring

• Dynamic	resource	management	providing	more	
effective	job	allocation,	reducing	travel	times	and	
improving	operative	effi	ciency

• Better	fi	nancial	and	performance	controls	

Identifi	cation	and	management	of	risk	is	a	
fundamental element of our business planning 
process	as	we	work	towards	the	fulfi	 lment	of	the	
aims	and	objectives	within	the	business	plan.	
    
To	ensure	that	risk	identifi	cation	and	management	
is	understood	by	the	board	and	managers	of	the	
company,	we	will	undertake	training	and	research	
best	practices	from	across	similar	public	funded	
bodies.

The	company	has	developed	a	strategic	risk	register	
since	the	beginning	of	the	2018/19	fi	nancial	year.	
The	register	will	be	linked	to	the	objectives	within	our	
business	plan.

Risks	are	an	accepted	element	in	all	areas	of	our	
business	activity	and	the	measures	to	manage	
identifi	ed	risks	successfully	are	included	within	
reports	considered	by	the	Senior	Leadership	Team	
and	the	board.	

13. Information and 
Communication 
Technology (ICT)

14. Risk 
Management

Improved asset 
management database

Dynamic and shareable 
asbestos register

Fire risk assessment 
recording and monitoring

Dynamic resource 
management

Better fi nancial and 
performance controls 
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Strategic risks:

• Human	resource	management	–	training	and	
capacity	

• Strike	action	by	employees

• Significant	political	change

• Governance	–	training	and	strategic	leadership

• Capital	investment	–	delivery	of	programme	on	
time	and	within	resources,	accuracy	of	asset	
information

• Failure	to	effectively	and	efficiently	manage	the	
assets	for	which	Unitas	is	responsible	for

• Repairs	and	maintenance	–	failure	to	
demonstrate	value	for	money

• Performance	management	not	utilised	to	drive	
service	improvements

• Failure	to	obtain	satisfactory	evidence	of	
improvements

• Failure	to	comply	with	legislation

• Financial	resources	–	management	fee,	financial	
controls	and	capital	finance

• Key	partners	fail	to	deliver	against	set	criteria	–	
council	and	external	partners

• Services	do	not	demonstrate	value	for	money

• Critical	internal	and	external	audit	inspections

• Void	properties	–	re-let	time	targets,	cost	and	
customer	satisfaction

• IT	strategy	–	systems	fit	for	purpose,	national	
targets	and	standards,	robust	and	reliability	
of	systems,	website,	staff	training,	business	
development and growth

• Equality	and	diversity	–	compliance	with	CRE	and	
Equality	Standard

Review of the risk register

Risk	identification	forms	part	of	the	strategic	risk	
register	and	is	reviewed	by	senior	managers	at	their	
regular	monthly	meetings.	A	full	risk	assessment	
review	is	undertaken	every	quarter.

Each	risk	is	scored	on	a	risk	matrix	and	evaluated	into	
a	traffic	light	indicator	(red,	amber,	green)	rating.

On	a	quarterly	basis	the	whole	register	is	updated	
and	risks	are	re-evaluated	to	take	account	of	current	
circumstances.	Any	risks	that	fall	into	the	red	
zone	are	further	analysed,	mitigation	methods	are	
identified	and	incorporated	to	reduce	the	risk	to	an	
acceptable	level.

Board	members	review	the	revised	critical	risks	at	
their	meetings	every	6	weeks.	
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Unitas	is	committed	to	the	health,	safety	and	welfare	
of	its	employees,	recognising	they	are	its	key	
resource	and	that	maintaining	their	optimum	health,	
safety	and	welfare	reduces	the	risk	of	losses	and	
liabilities	on	the	business,	whilst	raising	employee	
morale.

Unitas	further	recognises	it	owes	a	duty	of	care	to	
the	customers	it	serves	and	the	contractors	which	
may	be	used	to	help	deliver	that	service.	Unitas	
will	endeavour	to	deliver	the	highest	quality	having	
regard	for	health	and	safety.

Unitas	recognises	that	accidents	and	incidents	can	
be	caused	by	management	failures,	not	necessarily	
by	an	individual,	and	has	implemented	a	health	and	
safety	management	system	with	suffi	cient	fi	nancial	
and	physical	resources	and	time	to	encourage	
a	positive	health	and	safety	culture	within	the	
organisation.	

All	employees	are	required	to	comply	with	the	
management	system	and	work	towards	improving	
the	health	and	safety	culture.	The	board	has	
established	health	and	safety	priorities	that	can	be	
measured.	

These	currently	include:

• Adequate	control	of	the	health	and	safety	risk	
arising	from	our	work	activities

• Consultation	with	our	employees,	trade	unions,	
partners	and	customers	on	matters	affecting	
their	health	and	safety

• Provision	and	maintenance	of	safe	plant	and	
equipment

• Safe	handling	and	use	of	substances

• Information, training and supervision to ensure 
competence	of	all	employees	and	partners

• Prevention	of	accidents	and	incidents	and	causes	
of	work-related	ill	health

• Emergency	and	fi	re	precautions

• Managing	contractors	

The	health	and	safety	policy	and	the	specifi	c	points	
above	will	be	reviewed	annually.

15. Health and 
Safety

Asbestos management

Unitas	has	an	asbestos	management	policy	and	
plan.	This	is	intended	to	describe	how	proactive	
asbestos management arrangements operate in 
Unitas	premises	and	sites.

It	also	demonstrates	how	to	satisfy	statutory	
and	regulatory	obligations	with	respect	to	the	
Management	of	Health	and	Safety	at	Work	
Regulations	1999	(as	amended),	the	Health	and	
Safety	at	Work	Act	1974	and	the	Control	of	
Asbestos	Regulations	2006.	

The	purpose	of	this	policy	is	to	set	out	clearly	
our	approach	to	managing	asbestos	containing	
materials	(ACMs)	within	the	council’s	domestic	
housing	stock,	public	buildings	and	facilities.	

This	policy	has	been	developed	to	ensure	Unitas	
complies	with	all	the	above	asbestos	regulations	
and	requirements,	takes	all	reasonably	
practicable	steps	to	secure	the	health,	safety	
and	welfare	of	employees,	residents	and	of	
other	persons	who	may	be	affected	by	our	
activities	and	adopts	sector	best	practice	in	the	
management	of	asbestos	containing	materials.



Procurement strategy

Our	procurement	strategy	has	been	developed	
to	reinforce	the	policy	of	achieving	value	
for	money	for	all	our	services,	and	to	realise	
efficiency	savings	within	a	compliant	framework.

Our	procurement	strategy:

• Sets	out	the	objectives	for	procurement	in	
the	context	of	the	overall	strategy	of	Unitas	
and	the	requirements	of	its	parent,	Stoke-on-
Trent	City	Council

• Creates	an	expectation	of	what	should	be	
expected	from	procurement	and	underpins	
the	requirements	for	a	professional	
approach	taking	into	account	the	needs	of	all	
stakeholders

• Gives	details	of	the	background	against	
which	it	has	been	drawn	up	and	refers	to	the	
key	drivers	both	at	a	national	and	local	level		

• We	are	continually	developing	our	
e-procurement	process
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In	order	to	be	able	to	deliver	the	capital	works	
programme on time and within budget, we have 
formulated	our	procurement	strategy,	which	is	
designed to deliver our investment plan and meet the 
following	objectives:

• Affordability

• Deliverability	
  

• Flexibility

• Value	for	money

• Meeting	tenant	aspirations

• Maximising	local	spend	to	enhance	the	local	
economy

Value	for	money	(VFM)	is	underpinned	by	the	use	
of	strategic	key	performance	indicators,	which	will	
be	adopted	to	measure	out-turn	and	customer	
satisfaction,	which	will	contribute	to	local	supplier	
management	and	the	delivery	of	VFM.

16. Procurement
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Our	main	source	of	income	is	from	Stoke-on-Trent	
City	Council.		

We	received	an	approximate	management	fee	of	
£45	million	from	the	council	in	2018/19.	This	includes:

• Revenue	management	fee	of	£25m	for	day-to-
day	responsive	repairs

  
• Capital management fee of £20m for managing 
the	capital	programme,	including	the	Decent	
Homes Programme

Our	income	from	the	housing	management	fee	is	
affected	by	the	position	of	the	Housing	Revenue	
Account	(HRA),	which	is	financially	managed	by	the	
council.		

The	profile	we	have	used	is	consistent	with	the	HRA	
business	plan	model.	This	is	subject	to	the	annual	
subsidy	settlement	by	CLG	to	local	authority	housing	
departments,	the	effect	of	the	rent	restructuring,	the	
level	of	Right	to	Buys	(RTB’s)	and	demolitions.		

For	this	reason	there	remains	some	flexibility	in	the	
financial	profiles	shown	below.	

17. Finance

Detail
2019 / 2020 

Indicative 
budget

2020 / 2021 
Indicative 

budget

2021 / 2022 
indicative 

budget

PUBLIC SECTOR PROGRAMME £ £ £

Core	Capital	Projects 16,665,000 18,240,000 19,240,000

Fire	Safety	Tower	Blocks 2,840,000 0 0

Total Core Capital 19,505,000 18,240,000 19,240,000

Revenue 23,552,880 23,622,318 23,122,318

Total	Budget	in	Business	Plan	for	R&M 43,057,880 41,862,318 42,362,318

Aids and Adaptations 1,300,000 1,050,000 1,050,000

Total Budget with A&A 44,357,880 42,912,318 43,412,318
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We	are	currently	projecting	to	achieve	a	return	to	the	
council	of	5%	of	the	total	management	fee	annually	
for	the	foreseeable	future.	

We	reviewed	our	strategy	to	ensure	the	focus	is	on	
comprehensively	delivering	value	for	money	and	
putting	in	place	mechanisms	for	capturing,	recording,	
monitoring	and	reporting	value	for	money	and	
efficiencies.		

Key	areas	for	continual	reviewing	efficiencies	include:

• Review	of	service	level	agreements	with	Stoke-
on-Trent	City	Council

• Review	of	accommodation

• Adoption	of	remote	working	and	ICT	technology

• Analysis	and	benchmarking	of	all	service	costs	
and	activity

• Maintenance	of	the	Decent	Homes	Standard

• Supply	chain	efficiencies	

• Fleet

• Service	reviews,	focusing	on	back	office	
overheads

Benchmarking

Through	organisations	like	HouseMark,	we	will	
undertake	a	comprehensive	benchmarking	analysis	
across	all	service	areas	to	show	how	we	perform	in	
comparison	to	similar	organisations.	

We	will	link	this	information	to	our	performance	
and	efficiency	modelling	to	set	targets	to	achieve	
cashable	and	non-cashable	gains.	

This	exercise	will	identify	where	our	high	cost	and/
or	low	performing	service	areas	are,	to	enable	us	
to	focus	attention	on	these	areas	and	undertake	
improvement	actions.	

We	will	continue	to	undertake	this	exercise	on	an	
annual	basis.	We	intend	to	use	the	results	from	
benchmarking	to	identify	internal	service	reviews	and	
to	set	efficiency	targets.

18. Value for Money (VFM)
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We	will	constantly	review	government	policy	and	
opportunities	relevant	to	our	business	to	identify	
growth	and	development.		
   
Unitas	is	already	earning	a	positive	reputation	for	
works	it	has	undertaken,	and	additional	work	outside	
the	core	housing	maintenance	responsibilities	is	
beginning	to	be	commissioned	by	other	council	
departments	and	external	bodies.

With	the	housing	agenda	becoming	ever	more	
prominent on the national stage, there is ample 
opportunity	for	Unitas	to	engage	in	more	external	
works.	Potentially	with	the	council,	Unitas	could	
develop new-build options in the future provided that 
any	such	expansion	does	not	impact	negatively	on	its	
core	business.

Initially,	growth	will	be	limited	to	additional	revenue	
streams	provided	by	the	council.	

Recent	examples	include	the	Emma	Bridgewater	
site,	local	centres	refurbishment,	civic	offices	
refurbishment,	and	additional	work	from	the	council’s	
capital	investment	programme.

Longer	term,	the	company	intends	to	market	its	
services	to	private	landlords,	owner	occupiers,	other	
housing	providers	and	may	give	consideration	to	
tendering	for	other	construction	related	activity	in	
the	city.

Alongside	growth	and	financial	success	come	
opportunities	for	Unitas	to	provide	greater	
investment	in	social	value	for	the	city’s	residents,	
be	that	through	improved	employment	and	training	
opportunities	(direct	or	via	suppliers/contractors),	
environmental	improvements	(including	estate	
improvements	and	energy	efficiency	initiatives),	or	
enterprise	initiatives.

19. Future Growth and Development
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