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WE ARE 
Stonewater 
Welcome to Stonewater’s first 
customer magazine. We hope 
you enjoy it, and if you have any 
comments or suggestions please 
contact us at communications@
stonewater.org

Chief executive Bob Strachan and deputy 
chief executive Nick Harris explain the who, 
why, what, how and where of Stonewater.

WHY we exist
For everyone to have the opportunity to have  
a place they can call home.

Nick: “I truly believe we can achieve great 
things.”

WHAT we do
We offer affordable homes for rent, shared 
ownership and sale, plus extra support for those 
who need it.

We’re already building 1,200 new homes, with 
targets of 2,500 by March 2018 and more than 
7,000 new properties over the next ten years.

Between now and March 2018, Stonewater will 
also invest over £150 million to modernise, 
upgrade and keep existing homes and estates 
in good condition. That’s an average of around 
£2,000 every year for every rented home we 
manage. Through our value for money plans, we 
aim to bring these costs down, so that we can 
provide even more new homes.

The company has an annual turnover of £160 
million, assets worth around £1.6 billion and the 
top ‘A1’ rating for financial strength and stability. 
But our biggest focus and greatest strength is, 
and always will be, people.

Bob: “There are exciting and challenging times 
ahead.”

WHERE we work
We operate in three divisions across England:

Bob: “Our size and diversity bring great 
strength.”
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Bob Strachan    Nick Harris

n	 North and East: 8,600 homes

n	 South: 13,700 homes

n	 West: 8,600 homes
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HOW we work
These are Stonewater’s values:

Ethical
we are the ethical housing services provider

Ambitious
we are a progressive organisation that dares to dream

Passionate
we will always go the extra mile in everything we do

Agile
we’re on a journey, so we make sure we’re never 
standing still

Commercial
we understand the importance of commercial 
viability
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WHO we are Meet the rest of our senior team:

David Jefferson, executive director 
- Change Programme
Directs the team leading a variety 
of change management projects. 

Martin Ward, executive director - Assets  
Responsible for improving property assets 
and generating extra financial capacity. 

David Blower, executive director - 
Corporate Services  
Responsible for IT, people, 
assurance, innovation, governance, 
communications and performance.

Stuart Shore, executive director - 
East and North Division  
Responsible for housing 
management and neighbourhood 
services in the East and North.

Sue Shirt, executive director - West 
Division  
Responsible for housing 
management and neighbourhood 
services in the West.

Scott Baxendale, executive director 
- South Division   
Responsible for housing 
management and neighbourhood 
services in the South.

Richard Stevenson, executive 
director - Development   
Delivers new homes to meet rising 
housing demand.

John Bruton, executive director - 
Finance 
Leads the finance team to 
make sure Stonewater’s money 
management is robust. 

These commitments underpin 
everything we do. We put customers’ 

happiness, wellbeing and safety at 
the heart of our business. 



HOME 
swapping 
Being a Stonewater resident means it’s now 
easier than ever to swap homes with another 
household in your area or further afield.
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With more than 30,000 homes from South Devon 
to North Yorkshire, Stonewater offers more 
opportunities for people renting their homes to 
find a suitable match for a new home, without 
necessarily needing to change housing provider.

So if you want a larger or smaller home or need 
to move because of work or family commitments 
you may be able to find someone who wants what 
you’ve got.

Just register for free at www.homeswapper.co.uk 
where you can browse and generate matches 
with other homeseekers anywhere in the UK. 
HomeSwapper is for people who rent their home 
from a housing association or council and who 
want to swap with another tenant. This is called 
mutual exchange. 

Once you’ve found a suitable match, you’ll both 
need to meet certain criteria about your current 
tenancies, but affordable housing providers cannot 
unreasonably refuse a swap.

Helping people to move and making the best use of 
homes is vital to our business and building strong 
communities, so we’ll do whatever we can to help 
you exchange.

Stonewater properties are also advertised on  
www.homehunt.co.uk. HomeHunt is the only place 
where home seekers can view the many different 
types of affordable housing options available from 
social and private landlords throughout the UK.

Fae Delane and her eight-year-old 
daughter used homeswapper to 
move from a Knightstone Housing 
Association property in Ilton, Somerset, 
to a Stonewater home in nearby South 
Petherton.
The move was a like-for-like exchange of two-
bedroom houses, prompted by Fae’s desire to live in 
more central location with better amenities. “Where 
we lived before was a quirky, listed building, so 
there was no garden and we were on the outskirts 
of the town with no bus service,” she said. 

“Our new house is only five years old, and there’s 
lots going on here, with shops, the library and 
buses. The homeswapper process was really 

quick - I registered at the beginning of December 
and had lots of contacts from potential matches. 
This was the only place I viewed, and we got the 
swap agreed by the middle of December. It’s not 
stressful or complicated.”

Fae’s top tip for swapping homes:

n	 Visit the place you’re looking at more than 
once before you agree the exchange - ideally at 
different times of the day. 

“The homeswapper process was really quick”

If you’d like to move and want  
to find out more please visit  
www.stonewater.org

Front cover photo: Five-year-old Kieran Bounds enjoys the new play equipment at Kington Park 
in Herefordshire. See story on page 11.



Shaping 
Stonewater

There are lots of ways for customers to get involved 
and help Stonewater make the right decisions and 
provide value for money homes and services. We 
want to make it quick and easy for you to tell us 
what you think, and for our staff to respond in ways 
that you can see, hear and feel. And we want to 
make it our business to get involved in and help out 
with the things that really matter to residents and 
communities. 

The letter enclosed with this magazine from 
our board chair, George Blunden, flags up the 
importance of strong resident scrutiny. Customer 
influence goes right to the top at Stonewater, so 
we’re seeking new people to join our scrutiny 
panel. It could be you…

If you’re interested in getting involved in 
Stonewater’s work and decisions in any way, 
please contact Michelle Hocknull on 01926 
457832, email:scrutiny@stonewater.org or visit 
the Get Involved page on www.stonewater.org 

With Stonewater recently launched, expert input, advice, feedback and 
scrutiny from residents has never been more welcome and important. 
Be sure to have your say and make your views count.
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Keeping us up to date with your latest 
contact details and using our online 
services are two of the best ways to 
make sure you get what you need from 
Stonewater.

“Good information is the foundation for 
good service,” says housing services centre 
manager Emma Cook, whose team in 
Bournemouth has recently been re-awarded 
the Customer Contact Association’s global 
standard - the worldwide quality mark for 
frontline service.

“People’s details, circumstances and 
needs are changing all the time, so we 
need to know about this to make sure we 
can help and respond,’ explains Emma. 
“If we don’t have your correct contact 
numbers and email address, you could 
miss out on important information, alerts, 
offers and opportunities. So it really pays 
to stay in touch.”

Social media is becoming more and 
more important to the way we work. “Our 
Facebook and Twitter accounts are the best 
places to go for the latest news, so make 
sure you ‘Like’ and ‘follow’ us. It’s also great 

to hear good news and praise for when we 
do things well,” says Emma.

Using the MyHome Online tool on 
Stonewater’s website, you can quickly update 
your contact details, check your account and 
report repairs. Soon we’ll also be adding 
new features so that customers can also 
amend their full household profile with 
details of family members, work, health and 
so on.

To pay your rent online, just click on  
‘pay your rent’ on the home page of  
our website.

Staying 
in touch

Emma’s top tip:
To get help quickly, try to avoid 
calling your Stonewater office 
at the busiest times (usually 
Monday mornings, Friday 
afternoons and lunchtimes). 
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Value 
for money

Our vision is to keep a local focus on the way 
we work, to make the most of our presence 
in communities and support households and 
neighbourhoods. To do this, we now have 
specialist teams to manage tenancies and look 
after properties and the environment.

 By being close to and part of local communities, 
we can work with residents to shape services 
that match and deliver what people want and 
need. At our Leominster office in Herefordshire, 
we’ve developed service standards for lettings, 
income management and anti-social behaviour 
with local customers. Working together,  
we reviewed our current approach, looked at 
what other top-performing organisations do and 
considered ways of doing things better to be 
more efficient and effective.

Keep an eye on our website for more 
information about value for money:  
www.stonewater.org/valueformoney
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Being a bigger organisation means that Stonewater can offer 
better value for money to customers and put even more effort into 
improving homes and services.

STONEWATER NEWS

Stonewater residents in 
Herefordshire working with 

staff on value for money
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Get ready for 
Universal Credit
Universal Credit is being introduced in stages. 
It came into effect for single people claiming 
benefits for the first time in some areas of 
the country from February.  It will continue to 
be rolled out on a week by week basis across 
the country. To see the list of jobcentre areas 
where you can claim Universal Credit, go to: 
https://www.gov.uk/jobcentres-where-you-
can-claim-universal-credit 

How it’s paid to claimants

In the majority of cases, Universal Credit will 
be a single, monthly payment which is paid in 
arrears directly into the claimant’s account.   
Universal Credit will include housing costs, 
which means that you will be responsible for 
paying your rent directly to us as your landlord.

Things to do now

To get ready for Universal Credit:

n	 Make sure you have a bank, building society 
or credit union account that Universal 
Credit can be paid into, and from which you 
can pay rent and other bills by Direct Debit

n	 Draw up and work to a monthly budget.  
The Government’s Money Advice 
Service has a useful tool: https://www.
moneyadviceservice.org.uk/en/tools/
budget-planner 

n	 If you’re concerned about coping with 
Universal Credit or have any other 
money worries, please contact your local 
Stonewater office for help and advice.

Universal Credit is a new 
benefit that supports people 
who are on a low income or 
out of work. It aims to make 
claimants better off in work 
than on benefits.

Enter our Universal Credit place names wordsearch competition on page 15 to win an 
iPad to help you keep on top of your finances.

The new ‘all-in-one’ Universal Credit 
replaces a range of existing, separate 
benefits, including:

n	 Income Support
n	 Income related Job Seeker’s Allowance
n	 Income related Employment  Support 

Allowance
n	 Housing Benefit
n	 Working Tax Credit
n	 Child Tax Credit.
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Clockwise money wise

Clockwise is based in Leicester, but as a 
Stonewater resident, you can have an account 
with them no matter where you live. A credit 
union is a co-operative, non-profit, community-
run organisation which offers loans, savings 
and sometimes current accounts. If you’re not 
able to get a bank loan or savings account for 
any reason, then a credit union could be for you.

Clockwise’s new Rent Direct Account will also 
help you handle the changes coming soon to 
welfare benefits (see Universal Credit article), 
and allow you to carry on having rent paid direct 
to Stonewater.

Having a Rent Direct Account means that the 
housing element of any benefit you receive can 
be paid straight to Clockwise, who then pay 
Stonewater. It’s a cheap and secure way to keep 
control and peace of mind about your finances.

This account allows the housing element of 
your Universal Credit claim to be paid direct to 

Stonewater, your Universal Credit payment is 
paid to Clockwise Credit Union, they then pay 
Stonewater the rent and the remainder of your 
payment is forwarded to your bank account.

It costs just £1 to join Clockwise, then if you save 
at least a further pound per month after that, 
you get access to the credit union’s full range of 
accounts and services. A loan from Clockwise 
will be much cheaper than you can get from 
other sources, especially ‘pay day’ finance 
providers or unregulated doorstep lenders.

Keep on top of rent and other bills and take the stress out of benefit changes 
by opening a special account with Clockwise Credit Union.

To find out more or open an 
account, please speak to your 
local Stonewater team, or contact 
Clockwise at www.clockwise.coop  
or 0116 242 3900.

Stonewater already checks that new residents 
from outside the UK have the right to remain 
in this country, before they move in. If you’re 
planning to have anyone living in your home, new 
government rules mean you have to do the same.

You must also have Stonewater’s permission to take 
in a lodger. So if you’re planning to have a non-family 
member move into your home, please contact your 
local office.

Right
to rent 

Keep on top of rent and other 
bills and take the stress out of 
benefit changes by opening 
a special account with 
Clockwise Credit Union.



New
Newlands
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Towards the end of 2014, there was a spate of 
nuisance from motorbikes being ridden across 
grassed areas, causing damage and noise. 
Housing assistant Darren Butler worked with 
Nuneaton and Bedworth Borough Council and 
Warwickshire County Council to launch the ‘Dob 
‘em in’ service, which allows residents to report 
people causing this sort of problem (see www.
warwickshire.gov.uk/nuisancemotorcycles). 
Since this scheme was introduced, there have 
been no further complaints about motorbikes.

The partnership work between local people, 
Stonewater and the two councils also led 
to better street lighting in the area and an 
upgrade to the closed circuit television covering 
the site. Three new bins for dog waste have also 
been installed.

To keep up the positive momentum, we’re now 
running regular customer surgeries at Croft 

Pool, so residents can pop in to report repairs, 
or discuss anything to do with their homes or the 
area. It’s great to meet more local people face-
to-face and talk about what we can do together. 

We hope to organise another ‘skip and 
maintenance’ clear out and repairs day later 
in the year. In April, we’ll be asking everyone 
living at Croft Pool what they think of the 
neighbourhood and these changes, by taking 
part in a local satisfaction survey.

Want to tackle similar issues in your area? 
Please contact your local Stonewater office.

If you’re interested in getting involved in 
Stonewater’s work and decisions in any way, 
please contact Michelle Hocknull on 01926 
457832, email:scrutiny@stonewater.org or visit 
the Get Involved page on www.stonewater.org 

Safe and quiet

Ideas and feedback from residents  
at Newlands in Hereford have shaped 
a big programme of improvements to 
give the area fresh appeal.

Housing officer Joanne Morris was keen to 
improve the homes and communal facilities 
in Old School Lane, to make the area more 
attractive to a wider range of people. So 
following some detailed consultation with local 
households, we’re underway with a wide range 
of repairs and refurbishment, including:

n	 new windows
n	 new internal and external doors
n	 entry security system
n	 new balcony balustrades
n	 air conditioning  
n	 new communal flooring
n	 showers over baths.

Residents at Croft Pool in Bedworth, 
Warwickshire, have got together 
with the borough and county councils 
and Stonewater staff to make the 
neighbourhood cleaner, quieter and safer.
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Play Rangers power
A group of mums from Chard in 
Somerset have shown how getting 
organised and working together can 
make great things happen.

Concerned by some instances of anti-social 
behaviour in the neighbourhood, the residents at 
Brunel Court joined forces to set up a children’s play 
scheme in October 2014. Play Rangers provides 
90-minute, weekly sessions to keep local kids safely 
and positively occupied.

One of the founding members, Laura Zbagan, says 
the group has already made a positive difference to 
the way children play in the area.

“We’ve had lots of parents and children getting 
involved, and it’s brought out the community spirit 
with people getting to know their neighbours better. 
Children have more respect for their neighbours 
when they’re outside meeting them and getting to 
know them.”

We paid for the organisers to get specialist training 
from Barnardo’s and to buy equipment to get the 
group set up and running. Customer engagement 
officer Ali Barrett has been hugely impressed by 

the group’s drive and determination: “This is one of 
the most positive examples of local action I’ve seen. 
Residents were really eager to get a project set 
up in their community, and it quickly went from 11 
children at the first session, up to 25 taking part.

“Because of the Play Rangers’ success, we’ve since 
arranged workshops in other areas to promote 
safe and responsible play. So I hope that other local 
groups will start up too,” said Ali.

Are you keen to tackle a problem or opportunity 
in your neighbourhood? Please contact your local 
Stonewater office to find out how we can help.

Play
and plants
The residents group at Kington Park in Kington, Herefordshire, 
have created a fantastic play area for local children, with funding 
from Stonewater’s community chest.

Local people formed the Kington Park 
Residents Association, to help the newly-
built, mixed development grow and thrive. 
The need for proper play facilities was an 
immediate priority, so the group applied to 
several charities and other organisations for 
money to convert some open green space 
into a play area.  

With a community chest award of £2,200, the 
area has been transformed into a beautiful 
park, with something for everyone, from flower 
beds and benches, to wooden play equipment, 
recycling facilities and a community noticeboard.

The group held a bulb planting session in 
February to make the area even brighter.

STONEWATER NEWS



How we’re doing
Stonewater’s current performance gives a firm foundation for 
future growth and service improvements. Figures shown are for 
31 December 2014.

STONEWATER NEWS12

New homes Repairs

Rent arrears Empty homes

of total annual rent and service 
charges owed by tenants. 

Welfare reforms are a challenge 
for many people.

3.46%
our current average time to re-let 
empty homes

We’re setting up a working group to 
improve this.

29.11 days

new homes completed between 
September and December 2014. 

We’re on track to meet our 
development targets.

267
average cost of each home 
repair.

£490.13
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Existing homes 

SAP rating
average energy 

efficiency of 
Stonewater homes.  

71.23
homes currently have 
a SAP rating below 50. 
We’re tackling this by 
fuel switching, extra 
insulation and sales.

91 homes do not currently 
meet the government’s 

Decent Homes 
Standard (less than 1% 

of Stonewater’s total 
stock). All these should 
be improved to meet the 

standard by 31 March 2015.

In the past, some shops and service providers 
have been reluctant to give social housing tenants 
credit because they were unable to check on their 
payment history.  This caused problems for people 
buying big household items like fridges, washing 
machines and furniture. 

Some stores do offer credit without making any 
checks, but often charge very high rates of interest. 
Payday loans also have high rates of interest, which 
can increase if you miss a payment.

We’re planning to offer the Rental Exchange 
service via Experian which could help tenants get 
easier credit ratings and references. This means 
we would share details of rent payments with 
Experian on a monthly basis.  

It could make it easier for most of our customers to 
get the credit they need at times.  The good thing is 
that by paying your rent on time every month, your 
credit rating will grow.  This could benefit people 
who have been denied credit by high street stores 
in the past.

We acknowledge that some tenants may already 
have a good credit score, but for those who haven’t, 

the Rental Exchange aims 
to ensure everyone has 
equal access to credit and 
related financial services.

What is a credit rating?

When you apply for credit, responsible lenders 
want to make sure you can comfortably afford 
to manage any new borrowing.  To do this, they 
calculate a credit rating or score, using all the 
relevant information they can get.  This helps them 
assess any risk that you might not be able to repay 
what you owe.

What is a credit report?

A credit report is a history of all your loans and 
borrowing over the past six years, with details of 
how you paid it back. Credit cards, mobile phone 
and utility contracts all add to your credit report. 
Lenders use these reports to assess how likely 
you are to repay any credit you get, when deciding 
whether and how much to lend to you.

Keep an eye on our website for more information 
about Rental Exchange: www.stonewater.org/
rentalexchange 

Rental exchange

257



New 
homes

When completed, the scheme will provide 
six two-bedroom shared ownership homes, 
plus 14 one and two-bedroom properties for 
affordable rent by local people.

The new homes are economical to run, since 
they all meet the Code for Sustainable Homes 
Level 3 standard.

Executive director for Stonewater East and 
North, Stuart Shore, said: “Branton has a real 
shortage of high-quality, low-cost housing, 
which these new homes will help to address. 
Local people with a strong connection to the 
area will be able to live close to their family 
and friends.”

Families have moved into the 
first six homes at Woodlands 
Walk in Sandhills Way, Branton 
near Doncaster.

Electrician Dan Heys and his family are thrilled 
with their new shared ownership home in 
Louviers Road, Weymouth.

The couple had been privately renting a cottage 
nearby for over six years, but couldn’t save up 
enough for a deposit to buy a home, because 
their rent was too high.

Their new home is on the edge of Preston Down, 
within easy walking distance of shops, transport 
and other local amenities. Prices started at 
£68,000, and buyers were able to buy between  
40 to 75 per cent of the property to start, with the 
option to own outright later. 

“We’re much closer to everything now,” said 
Dan. “The local Co-op is open later and has a 
much better variety of products than the little 
shop where we used to go.”

The homes have thick, well-insulated walls and 
are heated by air source recovery, which keeps 
rooms cosy in winter. “Our old cottage had 
absolutely no insulation, so you could practically 
feel the pound notes flying away!” said Dan.

STONEWATER NEWS14

DAN HEYS &
HIS FAMILY 



Terms and conditions: competition open to all Stonewater residents except Stonewater employees, board members and members of their 
households. Only one entry per household.
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Win an iPad

BEDFORD

CHIPPENHAM

DEVIZES

DUDLEY

FROME

HEREFORD

LEOMINSTER

SALISBURY

SKIPTON

SOUTHAMPTON

STRATFORD UPON AVON

SWINDON

TROWBRIDGE

For the chance to win an iPad (ideal for all your online home finances!), just 
find and mark the following place names where Universal Credit is being 
initially introduced in the wordsearch grid below. 

Your name and address:

Your phone number and email:

For the chance to win the iPad prize, please send your completed wordsearch to the 
Communications Team, Stonewater, Blackdown, Leamington Spa, CV32 6RE by no later 
than Friday 8 May 2015.



Follow 
like and connect
For the latest news and information about Stonewater, check 
out our social media channels:

Follow us on twitter - @StonewaterUK

Like us on facebook - StonewaterUK

Connect on LinkedIn - StonewaterUK

stonewater.org 

Stonewater’s website has all the information you need, plus online 
services for rents and repairs. The previous Jephson, Raglan and 
Marches websites all automatically redirect to stonewater.org  

stonewaterhomes.co.uk
Our dedicated website for sales has all the information you need for 
shared ownership and other low-cost ownership options. This is part of 
our move to digitalise the sales process, so you can apply online. 

Need your magazine in a different 
language or another format? Please contact 
communications@stonewater.org 


