
  

 
 
 

New Estates Services Arrangements from April 2016 
 

Frequently Asked Questions 
 
 

Q What are Estates Services? 
A This is the term we use to include the cleaning of internal communal areas; 

the cleaning and gardening of external communal areas including gardens; 
drying areas and car parking areas; window cleaning of external glass and 
windows in communal areas in blocks; and the removal of bulk refuse. 

 
Q Where are Estates Services provided? 
A To any Stonewater scheme with communal areas or external areas that are 

Stonewater’s responsibility to maintain, and where residents pay service 
charges for these services. 

 
Q Why were these changes made? 
A There are a number of reasons.  Our aim is to get better overall value for 

money for customers by having fewer contractors working with us, all working 
to the same contract and the same service standards.  We want Stonewater 
services to be of a consistently high quality for all of our customers and the 
new contracts provide a clearer way of monitoring this.  The total annual value 
of these contracts requires us by law to procure (purchase) these services 
through open competition.  This means that we are compliant legally and with 
our regulator, the Homes and Communities Agency. 

 
Q How will my service charge be affected? 
A        Services vary in different schemes and so the costs for customers will vary.  

The charges for individual customers cannot be confirmed until we issue new 
service charge notices. Customers on fixed service charges will not see any 
change until April 2017 because the contracts start after we issue notices for 
service charges starting in April 2016. 

 
Q What added value will the new Contractors bring? 
A We asked contractors what additional benefits they could provide as long term 

partners for Stonewater and our customers.  The new contractors have a lot of 
experience of delivering services to other customers of housing associations 
and local authorities.  Because they are larger and have more staff resources, 
and provide good training programmes for their staff, they have committed to 
provide apprenticeship and work experience opportunities for Stonewater 
customers, and support for local community events. We will work with the 
contractors to actively promote the added value on the contracts. 

 
Q What are the new arrangements? 
A There are a number of ways in which we will continue to ensure that good 

quality is maintained.  We have set out clear service standards, where we will 
monitor contractors throughout the contract.   
 
These standards will be monitored using a “Photobook”, developed by 
Housemark (a leading provider of social housing data and insight), with 
customers and staff across a number of housing providers.  The Photobook  
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provides a clear expectation amongst customers, staff and contractors about 
what is acceptable; and where contractors will have to re-visit a scheme to 
reach the required standard: 
 

    
Grade A Acceptable     Grade C Unacceptable  
  
 
 
Q Why don’t the Contractors collect my grass cuttings? 
A The new contract asks contractors to use ‘mulching mowers’ for the cutting of 

grassed areas. Mulching is better for the grass (the clippings return nutrients 
which are otherwise lost) and means that customers do not pay for the grass 
to be collected and removed from site. It may take several initial cuts for this 
process to work to its desired requirement.  
In Retirement Living and Supported Housing schemes, grass will generally be 
box cut to avoid any risk to vulnerable residents. This will be monitored as 
there is a cost associated with this which is charged to the scheme. 

 
Q When is the work inspected by Stonewater? 
A Housing Officers have a schedule of estate inspections to check the standard 

of estate services and carry out a general risk assessment. The quality of the 
work is measured against the Housemark Photobook. We will publish the 
timetable for inspections in the Autumn on our website. 

 
Q When do the hedges get cut? 
A The Contractor will trim and prune all shrubs to a good horticultural standard. 

Depending on the type of shrub, most pruning is undertaken during June and 
July and then late September. These are guideline dates only and this work 
usually has to fit around nesting birds. 

 
Q How do I let you know if I am not happy with the standard of estate 

services following a contractor visit? 
A There are a number of ways in which you can provide feedback. This includes: 
 

 Visit our website www.stonewater.org 

 Send us an email: customers@stonewater.org 

 Advise the Stonewater staff member whilst they are carrying out the 
scheme inspection 

http://www.stonewater.org/
mailto:customers@stonewater.org
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 Write to us at: Stonewater, Suite C, Lancaster House, Grange Business 
Park, Enderby Road, Leicester, LE8 6EP 
 

 
 
 
 
 

 
 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 


