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Welcome to Stonewater News, Spring Update
A lot has been happening and we 
want to keep you informed about 
things that may affect or interest you. 
You can read about our new Reward 
programme (pg 3) and find out how 
you could benefit from managing 
your tenancy well. There’s also news 
about our Estates Services (pg5) and 
what we’re doing in response to your 
feedback on the new contracts.

As the Government’s Welfare Reform 
continues to roll out, we take a look 

at Universal Credit and how it might 
impact you (pg6). 

We’ve also included a handy pull out 
which tells you about how you can  
get involved and help shape our 
services, along with an update on 
how we are performing. We hope  
you find something of interest in  
this update – and don’t forget to  
visit our website or follow us on 
social media for all the latest news, 
as it happens.

Every time you see this 
icon, it means you can 
find more information 

on our website  
www.stonewater.org.

MyHome 
Online 
MyHome Online is 
Stonewater’s customer 
portal, where you can 
access our services 24 
hours a day. This is a 
secure area which helps 
you to manage aspects of 
your tenancy online. 

There are many benefits: 

  check your rent 
account;

  view and update your 
contact details; 

   report a repair and 
view current and past 
repairs; 

  send us a message. 

Over the next 12-18 
months, we will be making 
further improvements to 
our digital services, giving 
you more flexibility in how 
you choose to manage 
your tenancy. This is an 
exciting time, so why not 
sign up now?

You can access  
MyHome Online via  
www.stonewater.org  
and click on the icon.

We’re here to help
Last October we set up a single point 
of contact for all our customers via our 
Customer Contact Team (CCT). This 
change was to help make it simpler 
to get in touch and ensure everyone 
receives a consistent service through 
one centralised team. 

During the first few months the team 
were extremely busy answering and 
dealing with your enquiries, and we 
know from your feedback that our 
response has not been quick enough 
at times.

We are responding to this and aim  
to improve our performance, by: 

  bringing in more resources to help  
at peak times;

  extending our opening hours to 
include evenings.

Our team can deal with a range of 
enquiries, meaning you don’t always 
need to speak to your local tenancy 
services officer (TSO). This includes 
things like repairs, rent queries and 
tenancy management issues. 

They may need to ask some questions 
to make sure you get the right advice 
first time. If they can’t immediately 
deal with your enquiry they’ll ask the 

right person to return your call and 
advise you when this will be. 

Our busiest day is on a Monday and 
our busiest times are between 9-11am 
and 12-2pm. If your call isn’t urgent 
please consider calling during quieter, 
off-peak times.

Our opening hours:  
Monday to Friday 8am to 8pm and 
Saturdays 9am to 1pm.

With spring holidays just around 
the corner, here’s a reminder of our 
opening hours: 
Friday 14 April, Good Friday: closed

Monday 17 April, Easter Monday: closed

Monday 1 May: open 9am to 5pm

Monday 29 May: open 9am to 5pm

Monday 28 August: open 9am to 5pm

There are many ways for you to contact us:


Customer  

Contact Team:  
01202 319119


customers 

@stonewater.org 
stonewater.org

 
 

thehubb.
stonewater.org 

http://www.stonewater.org
https://www.stonewater.org/myhome-online/
http://www.stonewater.org
mailto:customers%40stonewater.org?subject=
mailto:customers%20%40stonewater.org?subject=
mailto:customers%20%40stonewater.org?subject=
http://www.stonewater.org
http://www.stonewater.org
http://www.stonewater.org
https://thehubb.stonewater.org/
https://thehubb.stonewater.org/
https://thehubb.stonewater.org/
https://thehubb.stonewater.org/
https://www.stonewater.org/myhome-online/
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Reward 
We wrote to you last June to tell you about a new incentive scheme  
we plan to introduce – called Reward. 
You gave us lots of interesting and useful feedback and we’ve taken this into 
account by developing our proposal further. A key point for you was being able 
to receive the highest level of service without having to use MyHome Online. 
In response to this, we’ve added paying rent by Direct Debit as an alternative 
qualifier. 

Reward will offer three levels of service – Gold, Silver and Bronze. Reward Silver 
is our standard level which we expect most customers will receive. Customers 
who keep a MyHome Online account up to date or pay us by Direct Debit will be 
able to benefit from our Reward Gold service.

We’ve reviewed and added extra benefits to Reward Gold and  
Reward Silver, which include –

All Silver benefits plus:
  Entry into prize draws – £1k cash prize draw 
every two months.
  Enhanced choice of materials when we carry 
out planned internal improvements, such as to 
bathrooms and kitchens. 

  £100 voucher to purchase accessory items for 
your kitchen and a £50 voucher to purchase 
accessory items for your bathroom.
  Supply and fit of a key safe on request.
  Trimming of doors following carpet fitting.
  Access to available home ownership products.
  Golden ‘goodbye’ of £100 per year for every 
consecutive year of receiving Reward Gold, up to a 
maximum of five years. Payable when terminating 
a tenancy (not on mutual exchange), when 
property is handed back in approved condition.

Benefits:
  Entry into prize draws for 2x digital tablets 
(approx. £50 value) every two months.
  Inclusion in kitchen and bathroom replacement 
programme with some choice of materials.
  Access to transfer list (where applicable).

Our ‘basic’ level:
  Receive contractual repairs and statutory repairs 
to comply with Section 11 of the Landlord and 
Tenant Act 1985.
  Planned works such as kitchen and bathroom 
upgrades will not be carried out.
  Potentially your credit rating could be affected by 
payment default.

Our customer offer
We all sign contracts yet how often do we  
really read them? 
We don’t always read the small print of contracts  
that we may have signed up to – things like our mobile 
phones, Facebook, or a simple order from Amazon. 
Most of the time, we probably only look  
at contracts when something goes wrong.

To help keep things simple and clear, Stonewater 
is developing a streamlined guide to our customer 
contract or, as we call it, our ‘tenancy agreement’.  
This guide is termed our customer offer.

It will set out what our responsibilities are as a 
landlord, and what your responsibilities are as a 
customer. This will include things like our role in 

repairing your home, what support we provide 
in managing neighbourhood problems and 
your responsibility to pay your rent.  

http://www.stonewater.org
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Your rent statement made simple

Rent Review – consultation update
We wrote to you* in April 2016 regarding the 
proposed changes to your tenancy agreement. 
The proposed changes 
were:

  Reviewing all our 
rents on one date at 
the beginning of April 
(currently, we review 
at different dates 
throughout the year).

  Moving from variable 
to fixed service 
charges.

  Moving from weekly to 
monthly tenancies.

We received great feedback 
and as a result we:

  Have moved all our 
customers to an 
April review date. 
This means everyone 
entitled to any rent 
decrease will have 
started to receive it 
from April.

  Are offering residents 
the opportunity to 
move to fixed service 
charges. 

  We will be writing to you again about this over the 
next 12 months. 

As part of the consultation we also asked you for 
feedback on two other issues: 

Moving from weekly to 
monthly tenancies  

You said – you were not 
in favour and you want 
to be able to pay your 
rent in line with how you 
receive your pay, pension, 
benefits, etc. 

Paying by  
Direct Debit  

You said – you were not 
in favour of being made 
to use this payment 
option because you 
are concerned it didn’t 
give you control of your 
finances and the problem 
of bank charges. 

  We have – decided not to implement these at the 
moment and are looking at additional ways that you 
can make regular payments. 

*Some of our customers are already on these terms,  
so we only wrote to customers who would be affected. 

We have recently made changes to your rent 
statements. The new statements have a clearer 
format which shows the weekly rent charge, any 
payments made and a credit or debt balance. 

A  If your account is in credit there will be a  
minus sign in front of the numbers.

B  If there is a debt on your account there will be  
no sign in front of the numbers.

Your rent is the most important payment you need to 
make. Did you know your tenancy agreement states 
that you must be a full week’s rent payment  
in advance? 

A B

You can pay your rent and other charges in a number 
of ways:

  By Direct Debit.

  Online via www.stonewater.org
  By payment card at PayPoint outlets.

  By phone via AllPay on 0844 557 8321 or alternatively 
via our Customer Contact Team on 01202 319119.
  Via credit unions. 

If you are struggling to pay your rent or want to 
discuss your account with your income officer you  
can arrange this by calling our Customer Contact 
Team on 01202 319 119.

http://www.stonewater.org
http://www.stonewater.org
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Estates services 
It’s now been a year since we reviewed and consolidated our estates  
services contracts. We now have a smaller number of contractors to manage  
which has enabled us to simplify our processes and standardise services.

What changed?
The new contracts deliver against 
clear quality standards, rather than 
frequency. Therefore, as long as the 
standards are met, the contractor 
has the flexibility to undertake 
the service as frequently or 
infrequently as required to maintain 
a consistent standard.

What are we doing? 
We acknowledge there have been 
teething problems and we are still 
working to improve things in some 
areas. Please continue to share 
your feedback with us as it’s really 
valuable in helping us identify and 
address where things aren’t right. 

We have been dealing with the 
issues you have raised and 
continue to work with contractors 
to rectify things, including: 

  Tenancy services officers 
carrying out estate inspections 
and scoring the quality of the 
service using our Photobook. 

  In a few locations, our estate 
maps were not correct and we 
are updating these.

  Most of our estates are meeting 
a grade A or B, and if they 
don’t meet that grade we put 
measures in place to bring 
them up to standard. Where the 
standard falls on a scheme 

 
to a C or D, contractors will be 
asked to rectify the service. If the 
service on a scheme continues to 
fall below C or D standard we have 
a process in place which penalises 
the contractor and we will look to 
review the contract.

1  

Estates Services
 
Photobook

1  

Estates Services 
Photobook

What does a tenancy 
services officer do? 
Being a tenancy services officer (TSO) means 
providing a tenancy service in a local area (called 
a ‘patch’). Typical jobs include: managing estate 
services, environmental anti-social behaviour, tenancy 
sign ups and home visits, attending meetings with 
local authorities, specialist agencies and developers 
of new homes.

A typical day can include:

  Signing up new customers, checking that they are 
able to meet their tenancy conditions, checking 
identity papers, and providing advice and guidance 
on rights and responsibilities.

  Carrying out regular estate inspections, grading the 
standard of service delivered by the contractors, 
and contacting contractors about any concerns that 
have come up from residents or site visits.

  Checking there are no hazards, such as bikes, 
pushchairs or inflammable items where they 
could be a fire hazard, and doing any checks to fire 
alarms and emergency lighting where required.

  Assisting and supporting specialist anti-social 
behaviour officers and our income teams. 

Being a TSO is about 
building relationships, 
getting out there and 
meeting customers 
and providing advice 
and guidance.

http://www.stonewater.org
http://www.stonewater.org
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The Government’s ongoing Welfare Reform 
programme means a reduction in income for many 
people. It’s important to find out how you could be 
affected so that you can start to organise your finances 
and avoid the risk of getting behind with your rent.

Universal Credit

Universal Credit is a benefit for 
working age people that replaces 
a number of other benefits and 
tax credits. It’s a single monthly 
payment for people in or out of 
work. The idea is to make it easier 
to move into and out of work 
because you don’t need to transfer 
to a different benefit as your 
situation changes.

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.

Universal Credit can only be paid 
into a bank, building society, Post 
Office card account or current 
account with a credit union. 

When will I move on to  
Universal Credit?

Universal Credit is being rolled out 
over several years. So far, anyone 
who is single with no children will 
go onto Universal Credit when they 
apply for benefits. Over the next few 
years, Universal Credit will be paid 
to all people out of work, on low 
incomes with or without dependents, 
and anyone who is unable to work 
due to illness or injury for a short or 
definite period of time. 

The full list of the Jobcentre areas 
where Universal Credit is in effect 
can be found at www.gov.uk/
guidance/jobcentres-where-you-
can-claim-universal-credit 

Things to do now

To get ready for Universal Credit:

  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.

  Get online – you will have to 
make your Universal Credit 
claim and manage your account 
online.

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

Getting welfare 
informed

http://www.gov.uk/guidance/jobcentres-where-you-can-claim-universal-credit 
http://www.gov.uk/guidance/jobcentres-where-you-can-claim-universal-credit 
http://www.gov.uk/guidance/jobcentres-where-you-can-claim-universal-credit 
http://www.moneyadviceservice.org.uk/en/tools/budget-planner
http://www.moneyadviceservice.org.uk/en/tools/budget-planner
http://www.stonewater.org
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2017
Housing benefit No housing element of Universal Credit for some 18-21 year olds.

Universal Credit

Full digital roll out for Universal Credit continues, enabling all 
claimant types to apply for Universal Credit.
Young people looking for work must sign new Youth Obligation 
contracts.
18-21 year olds, who have been claiming Universal Credit for six 
months will have to either apply for training/apprenticeships  
or attend a work placement, unless they are exempt (considered  
to be vulnerable).

Tax credits

Support for children through Tax credits and Universal Credit will  
be limited to two children.

Parents whose youngest child is three must both be looking for work.

Family element removed in new claims.

Employment 
support allowance

Employment support allowance work related activity element is 
being stopped. Claimants will receive the same rate of payment  
as those claiming Jobseekers Allowance and the equivalent in 
Universal Credit.

Living wage and tax The living wage and personal tax allowance increases.

Childcare

Tax free childcare is to be introduced as a replacement for employer 
supported childcare (childcare vouchers).
Free childcare to be increased to 30 hours per week for working 
parents of three and four year olds.

Bereavement 
benefits Will be replaced by bereavement support payments for news claims.

Hardship payments Will be automatically payable to claimants who are homeless, or who 
are mentally ill when they are sanctioned.

Benefit changes timeline

2018 and beyond

Housing benefit
Housing benefit is limited by local rent levels for all new social 
housing tenancies and those signed since April 2016.

Housing benefit is replaced by Universal Credit for all working age.

Universal Credit

Universal Credit continues to be rolled out, and should be fully rolled 
out by 2022.
Tax credit claimants with more than two children will be able to 
claim Universal Credit from September 2018.
Local Housing Allowance is introduced capping all rents to the  
lower third of private rents in the area.

Tax credits Tax credits replaced by Universal Credit for working age.

State pension age Women’s state pension age to rise to 65 in November 2018. 
Will rise to 66 for both men and women by 2020.

Living wage and tax The living wage increases to £9 per hour for age 25+ by 2020.
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Money matters 
Are you……

  Worried about money? 

  Having trouble paying 
your rent?

  New to running a home? 

  Just started or finished 
work? 

Whatever your situation, the new Money 
matters pages on our website have been 
created to help you find the right support 
and advice. 

Banking and savings 
Helping you to find the right banking 
solution for you and your circumstances.

Budgeting 
Providing useful advice and links to tools 
to help you manage day to day spending 
as well as planning for those unexpected 
expenses.

Rent 
Advice about how and when to pay  
your rent. What to do if you have a 
problem with your rent, and where  
to get independent help and advice.

Running your home 
Providing guidance on where to go  
to ensure you are getting the best  
deal on your utilities.

Quick links 
A handy list of useful links to other 
resources and help.

Stonewater on the web 
We have made some changes  
to our website to make it easier 
for you to find the information 
you need.

The main benefits include:

  improved navigation to 
enable you to find what you’re 
looking for quickly and easily;

  clearer alerts so that you 
don’t miss any important 
announcements;

  new ‘quick links’ to the most 
visited web pages, making 
them more prominent /easy 
to access;

  a clearer, less cluttered 
layout with improved 
navigation.

An important new feature is the 
introduction of ‘browsealoud’ 
software to make our website 
more accessible for people with 

dyslexia, low literacy levels, 
English as a second language, 
or mild visual impairments. 

Browsealoud key features:

  enables visitors to change the 
displayed language, font size 
and contrast; 

   text-to-speech, with choice of 
reading speeds; 

   translate web pages into 99 
languages; speak translated 
text aloud in 40 languages; 

  on-screen text magnifier; 

   changing text to audio files 
for offline listening.

You will find lots of useful information including: 

http://www.stonewater.org
http://www.stonewater.org
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Bridging the gap
We are really proud to introduce Stonewater’s new 
charitable arm, the Longleigh Foundation.
Longleigh was established in response to Welfare Reform and successive 
budget cuts, which have put increasing pressure on some of the poorest and 
most vulnerable people in our society, including many Stonewater residents.

The Foundation operates as an independent charity, separate from Stonewater, and provides grants to benefit 
communities and individuals who are in need, through poverty, age, chronic sickness or disability. 

Longleigh grant-giving falls broadly into three streams – Individual, Project and Strategic. Applications can 
only be made via the Longleigh website: longleighfoundation.org 

Longleigh is already enriching lives and proving its worth… read how below…

Improved health & wellbeing
Longleigh is proud to support a project for our retirement 
living scheme customers that seeks to educate and increase 
awareness around the importance of both the self-management 
of long-term health conditions and ageing well.

The funding will enable a range of activities to take place over the 
next two years, including creating nine of our retirement living 
schemes as local health hubs delivering:

  a series of ageing well and awareness events and workshops;

  health checks coordinated with partner agencies; 

  opportunities for social interaction. 

In addition, a series of ageing well and awareness events across 
the remaining retirement living schemes will take place. We want 
to give residents access to a range of initiatives to help them 
stay socially connected, healthier and independent for as long as 
possible. This initiative aims to:

  improve overall health and wellbeing and more opportunities 
to socialise;

  improve healthy eating knowledge and improved  
self-management of long-term conditions;

  improve successful weight management and increased physical 
activity;

  increase awareness around ageing well activity.

Digital inclusion 
73% of our residents in our retirement 
living schemes have indicated that they 
never or rarely access the internet. 

W are developing a programme of activity 
over the next two years that creates 
opportunities for retirement living 
residents to increase their learning and 
wider understanding of the benefits of 
using computers, other technology, social 
media and the internet.

This initiative aims to:

  help residents use Stonewater’s  
online services;

  improve the skills needed to use  
the internet;

  improve knowledge around the benefits 
and types of things that are accessible 
online;

  improve communication opportunities 
with social networks – allowing people 
to stay in touch more easily with friends, 
family and wider networks.

http://longleighfoundation.org
http://www.longleighfoundation.org
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Getting to know you
Companies often ask for our personal data; age, 
race, disability etc. We may simply be switching 
our electricity provider, but we get bombarded with 
questions. Do you ever wonder why you are being 
asked for this? 

To ensure we are directing our services in the right 
way, at the right time and to the right people, then 
we need to have the correct information about you, 
our customers.

We will be contacting you during the course of the 
year, asking you to supply your personal information. 
Having this information will help us to:

  understand you and your needs;

  have a better understanding of what action we 
might need to take;

  find solutions and make changes if we need to;

  find out if there are unfair differences so we can 
remove them.

Your information will be stored securely, and we 
comply fully with with data protection legislation.

It’s quite natural to feel protective of your  
personal information, in fact it’s sensible,  
but if we don’t know who you are and what  
your needs are, then how can we make sure  
we get it right? 

Volunteer development 
programme 
We are introducing a volunteering programme, 
providing opportunities for individuals to work within 
our retirement living teams. The programme will be 
gradually phased in and we are already piloting 
volunteering in the Leominster area, where we 
currently have four volunteers who support a range  
of activity that delivers:

Digital inclusion – improved learning and a wider 
understanding of the benefits of using computers 
other technology, social media and the internet.

Social inclusion – increasing opportunities for 
social interaction. 

Ageing well and improved health and wellbeing – 
coordinating a series of ageing well and awareness 
events.

We are looking for more volunteers, supporting 
retirement residents across the country.

If you live in the Leominster area and you, or  
someone you know, may be interested in working  
with us as a volunteer, please call us on 
01202 319119. Alternatively, you can look in 
the Careers section on our website where we 
advertise our volunteer roles. 

Home comforts
Not having your belongings or home contents 
insured can be an expensive mistake. Quite aside 
from the financial cost of replacing everything – from 
furniture to white goods and carpets – the upset and 
devastation can be huge. Stonewater does not insure 
your home contents against theft, fire, vandalism, 
burst pipes or other household risks – so doesn’t it 
make sense for you to?
The National Housing Federation My Home Contents 
Insurance Scheme offers the chance to insure the 
contents of your home in an easy, affordable way.
Your belongings could be insured from £2.26 a 
fortnight* (based on a £9,000 sum insured, standard 
cover, for residents aged under 60). And from £1.66 a 
fortnight* (based on a £6,000 sum insured, standard 
cover, for residents aged 60 and over). A small price 
for peace of mind, right?

Benefits of choosing My Home contents insurance:
  Flexible regular pay-as-you-go payment options.
  No fuss, quick and easy to apply either through 

the post or over the telephone.
  No excess (you don’t pay the first part of the claim).
  Covers theft, water damage and fire.
  Covers damage to internal decorations. Covers 

accidental damage to sanitary fixtures such as 
toilets and washbasins.

  Covers damage to external glazing for which you 
are responsible.

  Covers lost or stolen keys and freezer contents.
  You don’t need to have special door or window locks.
  You do not need to have a bank account.

 Visit www.thistlemyhome.co.uk to find out more.

 *Based on example only, figures subject to change. Visit 
thistlemyhome.co.uk for more information.

http://www.stonewater.org
http://www.stonewater.org
http://www.thistlemyhome.co.uk
http://www.thistlemyhome.co.uk


Wordsearch
Win an iPad mini
For the chance to win a fantastic tablet 
(ideal for all your online activity!), just 
find and mark the following nine place 
names where Stonewater has built new 
homes in the last six months.

1. CHARD
2. TAUNTON
3. STROUD
4. PEMBERLY
5. EASTLEIGH

6. POUNDBURY
7. POLEGATE
8. MILLBROOK
9. HORLEY

I T H B S N H O R L E Y M
L W V E A C K J T U L P L
R Y L M Z F S A W R Q M H
E P O L E G A T E N K I O
R T S C N I O B L H G L A
E F D I T S M O H K D L S
L C O G E E H A W M T B P
E T Y I P O U N D B U R Y
A F S H K E W T I L G O A
S L H E C H N M I O S O D
T A U N T O N B U P L K E
L F V B I A T M S K E S Q
E H C T S U F D T A W M O
I R F H O T N I R K P E L
G N D E U S P B O H Y Z A
H X R K I G J A U S L R N
A S L T C H A R D I P O E

Your name and address:

Name Address

 Postcode

Your phone number and email:

Phone email
 
For the chance to win the iPad mini prize, send your completed entry to Corporate Communications, Stonewater, Suite C, 
Lancaster House, Grange Business Park, Enderby Road, Leicester LE8 6EP or email corporate.communications@stonewater.org 
no later than Friday 5 May 2017.
Terms and conditions apply – see our website for full T&Cs.

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

  Visit our YouTube channel – StonewaterUK

  Or visit our website – www.stonewater.org, which has all the  
information you need, plus online services for rents and repairs. 

How to contact us
 Customer Contact Team: 01202 319119
 customers@stonewater.org 
 MyHome Online at www.stonewater.org 
Join our virtual community at – thehubb.stonewater.org 
  Suite C, Lancaster House, Grange Business Park, Enderby Road,  

Whetstone, Leicester, LE8 6EP.

Follow 
like and connect

       11

mailto:corporate.communications%40stonewater.org?subject=
http://www.stonewater.org
https://twitter.com/StonewaterUK
https://www.facebook.com/stonewateruk
https://www.linkedin.com/company/stonewater
http://www.stonewater.org
http://www.stonewater.org
mailto:customers%40stonewater.org?subject=
https://www.stonewater.org/myhome-online/
http://www.stonewater.org
https://thehubb.stonewater.org/
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With prices starting from just £66,000 for a 40% 
share* the reality could be closer than you think, 

with a brand new shared ownership home.
Deposits can be as little as 5% of the share you buy so it really  

is an affordable way of getting on the property ladder.

To find out more visit: www.stonewaterhomes.co.uk

*Rent and service charge 
also payable.

We just couldn’t 
have got on the 
property ladder  
any other way.

Dan Thomas, a  
proud owner of a 

three-bedroom shared 
ownership home  

in Poundbury

Ever dreamed of owning  
your own home…?

http://www.stonewaterhomes.co.uk



