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Our office
Eden House
10 Eastgate Office Park
Eastgate Road
Bristol BS5 6XX
Call
0117 942 4600
Email
info@unitedcommunities.org.uk
Website
unitedcommunities.org.uk
ucommunities
@u_communities
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About United
Communities
S

		
ince United Communities
was created five years ago
we have achieved the financial
strength to build an ambitious
500 new homes. We feel very
proud of this.
After an alliance in 2013 between two
housing associations – BCHF and United
HA – we legally merged in 2017 and
created United Communities. Now we
are in a strong position to grow further.
Behind this success is our focus on
the skills and experience of residents to
influence everything we do. We are a
community-based housing association
that supports and leads community
enterprise. We put people at our heart,
not as an add-on but as a central force for
action. This will continue to be our focus
over the next five years.
With the UK housing crisis showing
no sign of easing, it is more important
than ever that we continue to provide as
many new affordable homes as possible.
This ambition sits alongside our aim to
maintain the homes we have to a high
standard. We are committed to high
quality, safe, affordable, up-to-date homes
that meet the expectations of residents.
To develop this five-year plan we
worked with residents, staff and Board
members. We set out the type of
organisation we want to be, the number
of homes we will build and the areas of
work that we think are most important
up to 2024. United Futures provides the
detail for this vision and defines our plan
in terms of people, customer satisfaction,
new homes, the quality of homes and how
we will remain financially strong.
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Our ‘More
than’
promise
U

		nited Communities is built
around a commitment we call
‘More Than’. It runs through our
culture and guides how we work.

We define our approach as:

More than just a roof –
having a positive impact
on residents’ lives by
providing great and
affordable homes and
communities across the
wider Bristol area.
In 2018 we had a close look at our core values
and defined them to show how they keep the
‘More Than’ promise. They are not just written
on our walls and our website. You should feel
them whenever you are involved with us. Over
the next five years many things will change,
but these values will remain, to help us make
sure that our decisions are the right ones.
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OUR ‘More Than’
promise
M

O

R

ake a
difference

pen to
opportunity

espect
for all

We always ask
ourselves how
we can improve
things through
our work.

We welcome new
ideas and we take
a ‘can do’ approach
in our work.

We are empathetic
and caring and
take time to
understand other
views.

T

H

A

hrive
through
partnership
We are proud of
how we achieve
more with our
partners than on
our own.

onest +
ethical

mbitious
+ innovative

We take an open,
sincere approach
and always seek
to do the right
thing.

We constantly
try to improve
services in new
and different
ways.

MORE THAN JUST A ROOF
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E

mpower
residents +
communities
We offer residents
opportunities in
their lives and their
neighbourhoods.

N

eighbourhoods +
homes at our
heart

We support our
communities and
look for ways
to bring people
together.
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The focus
of our work
W

		e experience housing need
on a daily basis. Hundreds
of people apply for each vacancy
and fewer people move on from our
homes. Bristol alone needs more
than 2,000 new homes each year.

Meeting this demand will be a huge
challenge, but by using our existing homes
to secure loans, we plan to build up to 700
genuinely affordable new homes.
We are not afraid to try new ways of
unlocking land, such as installing modular
homes on pop-up sites and creating
partnerships to deliver ethical renting. We
will work as a partner within communityled schemes on land that otherwise might
not come forward for development. We
will also continue to work on land-led
developments to provide rented and shared
ownership homes.
At the end of the day, everything
comes down to our people. Our staff must
feel valued and our residents respected.
All should feel they are fully involved in
standards and governance – a real say in
how we run things. We are truly listening
and talking to residents and staff, to
build strong and lasting relationships
based on trust.
We all recognise good service when
we see it. If we don’t receive it in our
home, we can feel especially let down.
Our job is to make sure that residents feel
safe and secure in their homes and that
we provide a quality, honest customer
service, making the best use of digital
communication so residents can easily
access services and manage their tenancy.
We want all United Communities
residents to feel proud of their homes
and where they live. This isn’t just about
what is behind the front door, but also
the wider neighbourhood and communal
areas. Some of our homes are in need of
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investment
to bring
them up
to a more
modern
and energy
efficient
standard
and some local
environments also need
improvement. This plan provides
for these improvements.
Our funders recognise that we
have a strong financial base with
good governance, which means
they are positive about lending
to us. We are unapologetic about
being focused on strong surpluses
and improving productivity. This is
what enables us to continue to build
more homes and invest in ‘More Than’
opportunities throughout our business
and within communities.
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Where we The next
are today five years
U

		nited Communities owns
and manages nearly 2,000
homes in the wider Bristol area and
in Swindon.
Most of these are for general social
housing but we also provide
specialist support for vulnerable
people through a sheltered
housing scheme in central
Bristol. In addition, we have
around 90 shared ownership
properties.
In 2016 we agreed an
ambitious development
programme to build 500 new
homes by 2021. We are well on
the way to achieving this through
different projects across Bristol,
including several innovative
community-led schemes.

T

		he United Futures five-year
plan has been agreed
by the Board with a great deal of
input from our staff and residents
and via workshops with our online
resident group – United Voices .

We know that things never stand still.
We have a housing crisis, an unpredictable
political climate and a changing funding
environment. Looking ahead, we will
embrace these housing challenges.
United Futures has been designed
to allow us to be flexible, so
we can adapt to challenges
and be open to opportunities.
We’re excited about this and
about our firm approach to
deliver ‘More Than’ in every
aspect of our work.

Keeping
track
of our
progress
T

		his plan will be delivered by
creating annual objectives
for each area of work.

We will review progress and report to
the Board every six months. Other detailed
strategies link closely to this plan and
complement each other. Together, and
combined with strong governance, they
will support the delivery of our vision.
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Our vision
for 2024
More… Homes
More…
People power

We will complete 550 new homes
plus 150 in partnership with others.

Residents and staff have a
strong role in decisions and
co-production of services.

More… Improved
customer satisfaction
More…
Quality homes
Residents will say they feel
proud of the standard of their
homes and communities.

Residents will report that they are happy with
our service and can access it when they want.

More… Resilience
Robust governance and financial strength
will underpin the work set out in this plan.
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Our measures
of SUCCESS
W

	hat will success look like? How will we know if our plan is
working? Have a look at the aims we have defined and
the way we will measure success in 2024.

More… Homes
We will unlock land and new finance and
continue to explore fresh approaches to deliver
more affordable homes.

our aims
l	Deliver a mix of affordable rented

and shared ownership homes.
l	Partner with others to develop

market-rent homes where this
helps to create mixed tenure
communities.
l	Strengthen our role in

community-led developments
to empower local residents
and bring forward land for new
homes.
l	Source sustainable ‘off balance

sheet’ funding for modular
housing of key workers and
others on temporary sites.
l	Devise a viable plan to replace

our Swindon homes.

l	Deliver good quality well

designed homes that minimise
carbon emissions.
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in 2024…
l	
550 new ‘affordable’ homes will be

complete.
l	150 ‘off balance sheet’ ethical

market-rent homes will be
complete.

l	Up to 30% of our homes will be on

community-led developments and
we will provide an agency service
for others.

l	150+ modular homes will be

complete using off-site construction
on temporary sites.

l	We will have agreed a long

strategic plan for the future of our
Swindon homes.
l	Residents will be proud of their new

homes, which are inexpensive to
heat and achieve minimal carbon
emissions.
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More… People power
Staff and residents will be fully involved in
all aspects of our work.

our aims
l	
Staff will see us as a great place

in 2024…
l	
Staff will report that they are happy to work

to work.

l	Residents will feel they fully

with us and see behaviours that are in line
with our values.
l	Residents will report full involvement

influence our decisions and can
co-design and co-produce our
level of service.
l	Strong governance will be in

including online and in real time via digital
services.

l	Together with Tenants will drive governance

place and reflect resident input to
decisions.

l	Residents will get individual

and two resident recruitment courses will be
completed which empower residents to join
the Board.
l	100+ residents will have had support to find

support to thrive in their
homes and communities via our
‘More Than’ approach.
l	Our staff and senior leadership

or improve work, with over 200 supported to
sustain a successful tenancy.

l	Our Board and senior leadership will be

team and Board will reflect the
communities we work with.

diverse in age, gender and ethnicity.

More… Improved customer satisfaction
Good quality customer services that are easy to access are a priority.

our aims
l	
Deliver a responsive, easy to

access service, to bring high levels
of customer satisfaction.
l	Provide a repairs service that is

easy to use and delivers both
quality and choice.
l	Services will be high quality;

charges will be good value for
money and well managed.

in 2024…
l	85% of residents will say they are happy

with our overall service and 60% will access
services digitally.
l	90% of residents will be happy with the

quality of our repairs and 90% of repairs will
be right first time.
l	More than 70% of service charge payers will

say that they feel they receive good value for
money.

continued…
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Our measures
of SUCCESS continued…
More… Quality homes
Residents will tell us that they feel proud of their
homes and the communities where they live.

our aims
l	
Continue to improve the quality

of our homes.
l	Make our contribution to

mitigating the climate crisis by
improving the energy efficiency of
our most difficult to heat homes.

in 2024…
l	
More than £62m of investment will ensure

a ‘Decent Homes Plus’ quality.
l	All our homes will meet a minimum

Energy Performance Certificate
rating of C.

l	Sell or re-model homes that we

l	All properties that are no longer viable

cannot practically or financially
improve to invest in existing
homes.

to retain will have been sold to benefit
existing homes.

l	Deliver updated homes that meet

resident expectations for the
2020s.
l	All homes will continue to be safe

to live in.

l	Adopt and fund a new communal

area standard, including better
shared bin stores.
l	Know our homes really well so we

invest at the right time to avoid
more expensive reactive repairs.
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l	Our new home standard will be achieved

for all homes when a tenancy is changed.

l	All fire risk remedial work will be

completed and FRAs will be available to
check online. No home will have health
and safety (HHRS) defects.
l	A programme of communal area

investment will have cut spending on
rubbish removal by 20%.
l	Our investment in homes is rebalanced,

so that the ratio of responsive repairs to
planned maintenance spend will have
reduced from 170% to at least 120%.
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More… Resilience
We will have robust governance and good financial
strength to deliver the objectives of this plan and ensure
good value for money.

our aims
l	
Make sure that the way we run

things remains strong and that
we keep pace with changes in
regulation.
l	Sustain our operating margin to

maximise our financial power to
build new homes and invest in
‘More Than’.
l	Be efficient in everything we do so

we can provide value for money for
our services.
l	Drive down the cost of our debt so

that our surpluses go further.

l	Review how we analyse, benchmark

and use data to set our targets and
deliver our service.
l	Be open to partnerships that offer

a step change in the quality of our
customer services for residents.

in 2024…
l	
We will retain our G1/V1 top rating for

governance and financial viability. In 2020 a
new Chair and new Senior Independent Director
will begin work.
l	We will sustain an average operating margin of

29% as well as a gearing ratio above 40%.

l	Our central overheads will be below 13% and

our overall social housing cost per unit will stay
within the sector median.
l	We have consolidated our loans to achieve

an average cost of debt of 4% and completed
our re-financing to support our development
programme and maintain our EBITDA at
below 180%.
l	We are a data rich organisation using information

to improve our services and add value for money.

l	We have actively considered and explored joint

partnerships and working alliances to help us
achieve step changes in customer service.

Supporting
strategies
T

		he following other strategies connect
to this plan and provide detailed guidance
about different areas of our service and business.
l
l
l
l
l
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Asset management
Communications
Development
Equality and diversity
IT

l People
l	
Resident engagement +
l
l

‘More Than’
Risk management
Treasury
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Our residents
gender

Male 27%

Ethnicity
Black British African
Black British Caribbean
Mixed Race: White and Black Caribbean
Other Ethnic Group

Female
73%

Refused to Say
Unknown

age

65+
10%

Average Age 46
Oldest 98
Youngest 19
35–64
66%

Universal
Credit
Claimants 114
Not
claiming
HB* 54%

White Other

Unknown
0.5%

Disability
18–34
22%

How rent
is paid

White British

15% declared a disability

Claiming
full HB*
26%

Claiming
partial HB*
21%

*HB = Housing Benefit

Our homes

We currently own and manage 1,804 homes for rent (shown below) and 87 for shared ownership.

1 Bed
Flats

2 Bed
Flats
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2 Bed
Bungalows

2 Bed
Houses

3 Bed
Houses

4 Bed
houses

other
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