Creating great homes and
supporting communities
2021-2024

Warm, safe, affordable homes
Since our creation in 2003, we have been committed to increasing the
availability of affordable housing in the Forest of Dean, Gloucestershire and
the surrounding counties. In fact, in 2018 we pledged to build a further 1,000
affordable homes in the area by 2028.
But we want to go further.
We not only want to provide affordable homes, we want to create great homes
that support communities.
Our 2021-24 organisation plan builds on what we have already achieved. It lays
the path to making our community a place where everyone has access to a
warm, safe and affordable home when they need it.
We focus on four key areas that will help us achieve this; Our Customers, Our
Homes, Our People and Our Corporate Health. Each one of these is integral to
the success of our organisation and our mission.
Garry King
Chief Executive

“Everyone should
have access to
a warm, safe,
affordable home
when they need it.”
Garry King, Chief Executive,
Two Rivers Housing

Our history
First formed as
‘Forest of Dean
Housing’, taking
on 3,600 homes
from the Forest
of Dean District
Council.

2003

Became ‘Two
Rivers Housing’
and invested
more than £50m
in our homes.

2006

Established ‘Forest
of Dean Initiatives’,
a charitable
organisation providing
financial support
for community and
regeneration projects.

2004

Nominated for the CIH
Sustainable Housing
Awards under the category
of ‘Most Sustainable Social
Housing Project of the
Year’.

2010

Established
‘Two Rivers
Developments’
to support the
delivery of
new affordable
homes to the
area.

2007

Opened our new
Rivers Meet Office
in Newent, which
acheived a BREEAM
rating of ‘Excellent’.

2014

Established ‘Centigen’
to bring repairs in house
and generate income for
investment in Two Rivers
Housing.
Redeveloped existing
site, building 43 new level
three sustainable homes.

2013

Completed first
ever housing
scheme using
a brand new
flexible internal
design.

2015

Recognised as a ‘great
place to work’ by The
Sunday Times Top 100 list.
Committed to delivering
1,000 new affordable
homes by 2028.

2018
Undertook a Carbon
Impact Assessment to
better understand our
environmental impact and
how we can work towards
being carbon zero by 2050.

2019

Secured largest ever
private investment to
support the delivery of
new homes and invest
in improving its existing
homes and services.

2020
Secured £500,000 in
government funding
to run a retrofit
decarbonisation pilot
project in 20 homes
in the Forest of Dean.

2021
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Creating great homes
In 2018, we pledged to deliver 1,000 new affordable homes. At the end
of 2020/2021, we had built 401 new homes across the Forest of Dean,
Gloucestershire and the surrounding counties.
But creating great homes is not just about building new ones.
In January 2020, we commissioned a report on the energy efficiency of our
existing homes. This will form part of our wider Environmental Strategy, which
will map out how we can reach net-zero carbon by 2050. It is an important part of
creating great homes that are both affordable to rent and run.
In 2021, we secured a £500,000 government grant to conduct a decarbonisation
retrofit pilot project in a small number of our homes in the Forest of Dean.
This will give us a better understanding of how our older properties are
performing and allow us to create a long-term improvement plan for our existing
homes.
We are committed to making improvements to our existing homes and the way we
operate over the coming years to enable us be a net-zero carbon organisation by
2050.
Did you know? Our purpose-built Rivers Meet office achieved the ‘A’ energy
performance rating, and earned the prestigious BREEAM ‘Excellence’ standard.

Supporting communities
As a small local housing association, we are truly part of the local community. Over
the years, we have supported many community events and projects, working with
local schools, the police and other community partners.
We are a local employer, providing jobs and opportunities for more than 160 people
and supporting local apprenticeship schemes and work experience programmes
within our trade and office-based roles.
Wherever possible, we engage with local suppliers to provide the services we
need to run our organisation and have invested in community projects across
Gloucestershire through our Two Rivers Initiatives Community Grant programme.
During the pandemic, our housing teams made thousands of calls to our most
vulnerable tenants, helping to tackle loneliness and isolation during the national
lockdowns.
We provided additional storage space to local food banks, so that they could safely
store donations before they were distributed to those in need.
And our team found a way to support the local branch of the Salvation Army with its
Christmas Toy appeal. Using online wish lists coleagues were able to donate toys and
gifts direct to the charity. These were sent to children across the Forest of Dean.

The Two Rivers Housing Group
Did you know?
Profits generated by Two
Rivers Developments and
Centigen FM are returned to
Two Rivers Housing Association
and reinvested in our affordable
homes and tenant services.

The Group consists of Two Rivers Housing Association and three subsidiary companies.
■ Asset holding
■ Borrower
■ Charitable registered provider

■
■
■
■

Non-charitable
Non-asset holding
Limited company
Development / property
company

Two Rivers Developments is a limited company
that was created to provide design and build
services to Two Rivers Housing and manage
developments for private sale. The profits
generated from the sale of properties in the
private sector are returned to Two Rivers Housing
and invested in our planned maintenance
programme as well as providing new affordable
homes for, and services to, our tenants.

■
■
■
■

Non-charitable
Non-asset holding
Limited company
Maintenance and facilities
maintenance

Centigen FM is a limited company that provides a
responsive repairs service to Two Rivers Housing
Association alongside facilities management and
maintenance services to a number of organisations
across the county. Like Two Rivers Developments,
the profits it generates are returned to Two Rivers
Housing and invested in our planned maintenance
programme as well as providing new affordable
homes for, and services to, our tenants.

■
■
■
■

Two Rivers Initiatives
Charitable
Community Benefit Society
Community initiatives

Two Rivers Initiatives is a charitable initiative,
which was set up to provide grants to support
projects that contribute to the regeneration of
neighbourhoods, strengthens the local economy
or empowers residents. It has supported several
local projects over the years including the re-lining
of Bathurst swimming pool in Lydney.

The Two Rivers Housing Group Board
Our Group Board is made up of a number of people with a wide range of skills and experience in the housing sector and related
sectors. It includes a tenant member to ensure that the tenant view is always considered during the decision making process.
The Board sets our organisation’s direction and culture and makes sure that decisions are made with our customers best
interests at heart. It also ensures that our organisation is managed effectively, efficiently and economically by providing
oversight, direction and constructive challenge to our executive team.

Chair: Yvonne
Leishman OBE
Yvonne was the former
President of the
Chartered Institute
of Housing and
Chair of HouseMark.
She received an OBE
for services to housing.
Joined in 2017.

Susan Holmes

Tim Jackson

Rita Jones

Ted Pearce

Neil Sutherland

Jonathan Higgs

More than 35 years’
experience in housing,
social care and the
voluntary sector.

Director of Resources
at Newport City
Homes, a qualified
Accountant who
has worked in the
commercial, public and
not-for-profit sectors.

Rita is a Two Rivers
Housing tenant and
has had a varied career
including as a Pub
Landlady.

Director of Strategic
Asset Management at
Orbit Homes, a Fellow
of RICS and RSA and
member of BIFM.

Joined in 2016.

Joined in 2019.

A Chartered Civil
Engineer and former
Royal Engineer Officer
with experience
of multi-national
leadership and project
management.

Chief Executive of
Raven Housing Trust,
he leads a team of
300 in the delivery
of excellent service
to more than 6,000
households.

Joined in 2016.

Joined in 2021.

Joined in 2016.

Joined in 2018.

Our executive team and Assistant Directors
Our executive team consists of the Chief Executive and two Corporate Directors. They are responsible for implementing the
Board’s policies and direction across the Group and reporting the progress made against these back to the Board.
Our executive team is supported by four Assistant Directors who oversee specific parts of the organisation.
Chief Executive: Garry King

Assistant Director of Resources: Lynne Dunstone

Appointed to Two Rivers Housing as Chief
Executive in 2002 having led the LSVT from the
Forest of Dean District Council. He completed
his housing training at Sheffield Hallam
University and then became a trainee with
Bristol City Council, followed by senior roles in
local authorities.

Lynne joined Two Rivers Housing in 2020. Prior to joining the Group, she was working
in Washington DC for the UK Foreign and Commonwealth Office and had also held the
position of Financial Performance Manager at the University of Gloucestershire. She has also
worked in finance roles at Knightstone Housing Group and Stonham Housing Association.

Corporate Director – Resources: Carol Dover
Joined Two Rivers Housing in March 2019.
Previously Head of Finance at Connexus in
Herefordshire. She has also worked in senior
finance roles at The University of Worcester,
Marches HA and Wyevale Garden Centres.

Corporate Director – Operations:
Suzanne Hemingway
Joined Two Rivers Housing in August 2021.
Previously Strategic Director for Cambridge
City Council. Suzanne has also worked as Lead
Housing Associate for East of England LGA.

Assistant Director of People and Culture: Martin Ward
Martin was appointed to the newly created role of Assistant Director of People and
Culture in 2020. Before joining Two Rivers Housing, he had held senior HR roles at
Horizon Nuclear Power, Skanska UK and Wincanton. He has also worked for Belcan and
Essex County Council.
Assistant Director of Housing: Rachel Smith
Rachel joined Two Rivers Housing in 2003 as a Policy and Performance Officer. She has
worked her way up to the position of Assistant Director and supported the organisation in a
number of other roles including Business and Support Manager and Head of Housing. Prior
to joining, Rachel worked with individuals and families facing homelessness.
Assistant Director of Assets: Luke Beard
Luke joined Two Rivers Housing as a surveyor in 2008. He worked in several roles
across the organisation including Head of Maintenance before being appointed as an
Assistant Director.

Our organisation structure

Two Rivers Housing Group Board

Chief
Executive

Governance

Corporate
Director
Resources

Corporate
Director
Operations

Assistant Director of
Resources

Assistant Director of
People and Culture

Assistant Director of
Housing

Assistant Director of
Assets

Head of
Development

Finance team

People team

Contact centre

Repairs team

Development
team

IT team

Corporate
communications

Neighbourhood
housing

Planned
maintenance

Health and safety

Income collection

Home ownership
team

Community
engagement
Lettings

Our values
Just as important as what we want to achieve, is how we want to achieve it.
In 2020, we launched our new organisation values. These outline the
behaviours that we expect our team and contractors to demonstrate when
working with our customers and each other.

I

C

INTEGRITY

COLLABORATION

AMBITION

RESPECT

ETHICS

We value honesty,
sincerity and doing
the right thing.

We value all
contributions and
know we achieve
more when we share
ideas and work
together.

We value high
standards and seek
creative solutions to
improve people’s
lives.

We value, support
and respect other
people, recognising
everyone is
different and has
the right to hold
different views.

We value
honourable and
conscientious
behaviour and
always aim to treat
people fairly.

A R E

Our customers
We want our customers to understand that they can trust us to do the right
thing, so that they can get on with living their lives. Which is why we have
invested in our customer contact and engagement teams.
Through this investment, we will be able to get closer to our customers and
listen to their thoughts and opinions on what they want and need from their
landlord.
This will enable us to make decisions in line with their feedback and drive
improvements to our service standards.
Alongside this, we use an independent customer survey provider to help us
understand where we are performing well and where we can make further
improvements.
And, in spring 2021 we commissioned England’s leading tenant engagement
experts, Tpas, to evaluate our current tenant engagement programme and
provide recommendations for improvements. We’ll be working through the
report over the coming months.

Our 10 year vision
Our current 10-year vision is set out below. In 2021/2022, we will be reviewing this and consulting with tenants, colleagues
and other key stakeholders on the future of our organisation.

£

1,000 new homes delivered by 2028 (averaging
100 new homes per year).

Obtained and maintained top quartile results
in overall customer satisfaction scores (STAR).

Implemented improvements to the energy
efficiency of our older properties

100% of our homes meet the government’s
Decent Homes Standard.

Maintained compliant ratings from the
Regulator for governance and viability.

Implemented a clear road map to achieving
carbon zero by 2050.

Continue to be recognised by our team as an
excellent employer.

Maintained our RoSPA Gold Medal for health
and safety.

Developed and enhanced our digital offering to
customers.

Achieved 100% landlord compliance for
home safety checks annually.

Maintained the strong financial health of our
organisation (demonstrated in our Annual
Report and Accounts).

2021-2024 organisation plan roadmap
To support the organisation plan and help us to focus on the right things, we have developed four organisation priorities: Our
Homes, Our Customers, Our people and Our Corporate Health. The work we undertake in each of these will help move our
organisation forward and ensure we continue to deliver on our promise to provide great homes and support communities.
Within each of these priorities are key projects that will help us deliver on our ten year vision.
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We will review these key projects annually and update this document to show the progress we are making
towards delivering our 10-year vision.

Reviewing and the
Implementing
developing
theBusiness
Centigen
Centigen
Business Plan

Plan

2021/2022 KPIs – how we did last year
The table below sets out our key performance indicators for 2020/2021. These are the measures we use to help demonstrate
that we are delivering on our organisation plan.
Strategic Priority

Our Customers

Our Homes

Strategic Performance Indicator

2020-21
Target

2020-21
Achievement

Areas where we didn’t hit target:

% Overall tenant satisfaction (STAR)

88%

86%

% Safe and secure home (STAR)

86%

90%

% Easy to deal with (STAR)

80%

85%

% Quality of home (STAR)

86%

83%

Percentage of our homes that achieve an Energy
Performance Certificate of D or above.

100%

94%

Our overall customer satisfaction results were 86%,
2% lower than our target of 88% and our scores for
the quality of our homes was 3% lower than our
target. Given the impact of the pandemic on our
ability to deliver services over the last year this is
not an unexpected result. However, we are looking
at the results carefully to understand what we can
do to improve these going forward.

Deliver an average of 100 new homes per year.

100 (three-year
average)

2020/2021: 84 (109
three-year average)

% Voluntary leavers

6%

5.64%

Current Employee Accreditation

IIP Gold

IIP Gold

Operating margin (EBITDA MRI)

26.8%

41.4%

Management cost per property

Maintained at
2019/2020 levels.

Below 2019/2020
levels

Bad debt as a % of turnover

3.0%

1.07%

Landlord compliance (five areas)

100%

99.7%

Regulatory Judgement (G/V)

G1/V2

G1 / V1

Our People

Our Corporate
Health

We also fell short on our target to ensure that all
our homes have an EPC rating of D or above and
to have a 100% landlord compliance record for the
year. We were unable to complete a small number
of compliance checks due to tenants shielding
during the pandemic, these have now been
completed.
The restrictions also meant that we were unable to
carry out planned improvement works to improve
the energy efficiency of our older homes.

2021/2022 KPIs – how we measure our progress
Under each of the four organisation priorities we have measurable targets. These will help us monitor the performance of our
organisation and help ensure we remain on track to deliver on our organisation plan.

Achieve a rating of 88% or
above for overall satisfaction in
our annual STAR Survey results.

Percentage of voluntary
leavers to be below 8%
during 2021/2022.

We build 100 new homes
in 2021/2022. (based on a
three year average)

Achieve a rating of 87% or
above for safe and secure
homes in our Annual STAR
Survey results.

90% of all colleagues to
complete mandatory
training programme by 31
March 2022.

Achieve a rating of 86% or
above for the quality of our
homes in our annual STAR
survey results.

Achieve a rating of 86% or
above for being easy to deal
with in our annual STAR
Survey results.

Maintain current IIP
Accreditation or similar.

100% of our homes have an
Energy Performance rating
of D or above by the end of
2021/2022.

Achieve an operating margin
of 31.6% in 2021/2022.
Maintain management cost
per property at agreed level.
100% landlord compliance
during 2021/2022.
Maintain regulatory
judgement of G1 and
V2 or above for the year
2021/2022.

More about Two Rivers Housing
cursor www.tworivershousing.org.uk
homealt Rivers Meet, Cleeve Mill Lane, Newent, Gloucestershire, GL18 1DS
linkedin www.linkedin.com/company/TwoRiversHousing
circlefacebook www.facebook.com/TwoRiversHousing
twitter www.twitter.com/TRHousing

Company registration number: 4263691
Homes and Communities Agency number: L4385
Registered charity number: 1104723
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