
The Customer hubb 

The Customer hubb is your online community to share 
your experiences and ideas. You can also take part in 
involvement activities where you can feedback to us how 
we can improve the services that we provide.

Not only is it a great way to make new friends, it’s also a 
great place to find out what is going on right where you 
live. Sharing local events with your neighbours, finding 
local job opportunities and seeing where you can access 
training and apprenticeships is all possible on the hubb.

Joining the hubb can make it more convenient for you to 
leave feedback when you want to, it’s accessible 24 hours 
a day from your mobile, tablet or PC.

If you haven’t already – sign up at thehubb.stonewater.org

For more information visit www.stonewater.org 

Over 

500  
users  

Over

400 topics  
you can join in with
or create your own!

An average of

5 new
users 
each week

At least

279 visits
per month

There are advantages in becoming a member of the hubb community. It’s a central 
point for customers to source information, have an input into what is going on in 
their region and for other customers to share hobbies, photographs, recipes with 
other like minded customers. @ecogardener – customer hubb champion

Quick stats…  

http://thehubb.stonewater.org
http://www.stonewater.org


The Customer Scrutiny Panel  
– tell us how it really is
Do you want to get involved and 
influence our services?
By working together and contributing 
fresh ideas you can help to shape the 
services we deliver. You can do this by 
carrying out reviews. A review means 
taking an in-depth look at a service and 
making recommendations for change or 
improvements based on your findings. 
You will work as part of a team to conduct 
reviews, with each taking around three 
months to complete.

We value honest and constructive 
feedback – this role will give you the 
opportunity to do just that.

What’s in it for you?
 Training and developing new skills

 Meeting new people and networking

 Making a difference

 Having fun along the way

We don’t expect you to do it all on 
your own, you will have support from 
Stonewater’s involvement team and other 
customers on the panel.

If you want to know more email:  
customers@stonewater.org, quoting 
‘Scrutiny’

3 reviews carried out

Allocations Complaints Digital involvement

Resulting in over 70 recommendations  
for change or improvement

Here are a few of the recommendations

Allocations Complaints Digital involvement
Increase customer 
involvement in 
shaping the service.

Need to adopt more 
customer ‘self 
service’ approach.

Understand the  
local environment  
to respond to hard  
to let properties.

Create consistency 
in how complaints 
are dealt with and 
recorded.

Digital services 
should better enable 
customer feedback.

Complaints panel 
needs to be 
formalised.

Raise staff 
awareness.

Need to work on 
building trust with 
customers.

Key achievements
Stonewater has made 
significant headway 
in implementing 
recommendations 
made in the reviews 
undertaken so far.

The panel were short 
listed for a national 
award for Most 
Inspiring Newcomers 
at the Customer 
Scrutiny and 
Inspection Awards.

The panel developed 
their work plan for 
the year and have two 
reviews left to carry 
out from this.

It’s something I enjoy 
doing and we all gain  
a lot of knowledge – its 
totally different from my 
current profession which 
is nursing. Knowing I’m 
contributing towards 
a better Stonewater is 
always good. I love it and 
find it interesting.

Panel members

Panel members 
clockwise from top left:
Roger Pearce – Chair, 
John Sudworth – Vice 
Chair, Carol Stevens, 
Bryan Impey, LeeAnne 
Chibweza.

mailto:customers%40stonewater.org?subject=Scrutiny


We work with an independent research 
company called Voluntas to undertake 
regular telephone surveys with customers,  
to find out how well we are doing. 
Your feedback, whether it’s good or bad, tells us if we need  
to do things better and is really valuable to us. We do listen  
and make changes where we can.

If you do get a call from Voluntas in the future, we would 
really appreciate it if you could take part in the survey.  
Your feedback is hugely valuable in helping us improve  
our services.

Your feedback 

counts

What we survey you about:
  General satisfaction

  Responsive repairs

 Customer contact

Starting in April 2017:
 Anti-social behaviour

 New homes

 Lettings

  Planned maintenance

General customer satisfaction surveys       

Around 3,000 
people surveyed 

between April 
and September 

2016

64%
Satisfied 
overall with 
our service 

Target

81%

76%
Feel their rent 
is value for 
money

Target

79%

54% 
Believe we take 
their views into 
account

Target

64%

Responsive repairs survey          

2,833 people 
surveyed between April 
and September 2016

89% 
“fairly” or  
“very” satisfied

Number of responsive repairs

Total of 38,389 responsive repairs 
carried out between April and  

September 2016

Our survey said
To keep track of what you think of Stonewater 
and our services, we use customer satisfaction 
surveys. 

YOU TOLD US



We’re listening
We value your feedback as it helps us 
understand how you view us and the 
services we provide. It enables us to 
review and improve the services we  
deliver, ensuring we provide value for  
money.
Over the past year we’ve worked really hard to make 
sure we’re listening, through the implementation of a 
Customer Feedback Team which handles comments, 
compliments and complaints.

Complaints are an excellent source of feedback and help 
us measure how well we’re doing or understand what we 
might need to change.

What are we doing?
  We’re planning more changes internally to ensure 
we’re better at responding to feedback and in  
particular complaints

  Our new customer complaints panel has been set up 
to review complaints (see below for more information).

You can tell us what you think of our services via our 
website, where you can log a compliment, comment or 
complaint 24/7, which saves you picking up the phone. 

We aim to resolve any problems as quickly as we can. We 
may not always be able to give you the outcome you want  
but we’ll explain why and also use your feedback when  
we’re reviewing our services.

Get involved
Do you want to get involved 
and join our Customer 
Complaints Panel?

Why?
The panel member plays an important 
role in reviewing complaints which 
have exhausted the internal complaints 
process. The panel are recognised by 
The Housing Ombudsman Service and 
Stonewater, but are an independent body. 

What will I need to do?  

You will need to devote a couple of days 
a month to being a panel member, which 
will involve reviewing complaints. You 
will undertake relevant training, but 
we’ll provide the support and equipment 
you’ll need.    

If you are interested in getting 
involved in helping how we manage 
complaints then get in touch. Email: 
Customerfeedback@stonewater.org 

mailto:Customerfeedback%40stonewater.org?subject=

