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Overview

Introduction

Since Stonewater’s formation in January 2015, we have well and truly established ourselves
as a leading social housing provider. The amount we have achieved in a little over two years
is remarkable. Following in-depth assessment by our regulator, we have retained the highest
possible ratings for Governance (G1) and Viability (V1), along with an A1 credit rating from
independent agency Moody’s. We have delivered a major IT project (Unite, bringing together
our complex housing management systems), restructured our business, reviewed our
customer offer and are on track to meet our merger savings targets.

As one of the UK’s leading social housing providers, Stonewater has ambitious plans
and remains committed to Our Vision – ‘For everyone to have the opportunity to have a
place they can call home’.

More than this however, we have provided over 1,500 new homes for people who desperately need them – which
is at the very heart of our purpose and something we should all be very proud of. Despite budget constraints and
funding cuts, we have continued with our ambitious development programme, providing one in every 200 new
homes built across England last year.

Our focus remains on our established themes and for this year at least, we will embed and consolidate
what has already been achieved, while preparing for the next steps on our journey. And it promises
to be an exciting journey. With a £4.5 million investment in our digital programme over the next three
years, we are aiming to transform the way we do business, bringing new benefits to both residents and
staff. It is often said that people do not like change but it is also human nature to innovate. Technology
is moving at an ever increasing rate, bringing new opportunities and advancements all the time. It is up
to us to harness that potential and develop new ways of working which are fit for the future. In today’s
changing world, standing still is not an option for any organisation.

by the Chair

We have continued to engage with Government to try to influence housing policy, attending meetings with
Department for Communities and Local Government (DCLG) members, the Chancellor and responding to no less
than six major consultations, including the most recent White Paper ‘Fixing our broken housing market’. It is good
to see an emerging shift in government strategy towards a more balanced approach to building new homes which
meets the needs of people in all financial circumstances. This, together with the proposed changes to planning
and rent policy beyond 2020, should help increase our ability to deliver more affordable homes across all tenures
– supporting our Vision ‘for everyone to have the opportunity to have a place they can call home’.
Our Strategic Plan for 2017-22 builds on this success and has been developed in collaboration with staff, residents
and the communities we serve. We have achieved a lot, but there is still so much more to do. A major focus over
the next three years will be on digital transformation. Standing still is not an option and while technology races
ahead, it is people who drive the innovation which brings its benefits to bear. It is another exciting step on the
Stonewater journey. Our continuing success will be measured not just in pounds or efficiency targets, but in
people and families who, perhaps for the first time, have a good quality home which is so fundamental to basic
needs. I believe this is worth every ounce of passion and energy we put into our work at Stonewater and have
every confidence that together, we will deliver our goals.
George Blunden
Stonewater Chair

by the Chief Executive
To help ensure we deliver on this promise, we have updated our five year Strategic Plan (2017-2022)
which clearly sets out what we will do and how we will do it. We have achieved a huge amount since
our formation in January 2015 and established really firm foundations to support our continuing
success. We have also learned a lot along the way.

We have
achieved a lot,
but there is still
so much more
to do.

In today’s
changing world,
standing still is
not an option for
any organisation.

One of our Values is about being agile – and we certainly need to be, not just in a technological sense,
but against a backdrop of budget constraints, continuing welfare reform and emerging government
policy. We have responded positively to a challenging external environment and I am particularly proud
that we are able to continue with our significant development programme, providing thousands of new
homes for people who so badly need them. That is at the very heart of what we do and remains our
‘raison d’être’.
The Strategic Plan underpins our purpose. It is designed around the needs of our customers, the
vision of our Board, the clear leadership of our Executive team, the capability of our management,
the passion of our staff and commitment from our stakeholders and working partners. It is a
powerful combination with amazing potential. Together, we can make it happen.
Nicholas Harris
Chief Executive
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About Us
Stonewater is proud to be one of the UK’s leading social
housing providers.
We manage 31,500 homes across England, and provide
homes for rent, shared ownership, retirement living and
supported accommodation.
We will continue to deliver our ambitions to build more homes
and provide services that meet the needs of our customers.
Everything we do is guided by our Vision, Mission, and Values.
Our Vision

Our Mission

Our Values

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

To offer quality homes and
services for people whose
needs are not met by the
open market.

 Ethical
	Ambitious
	Passionate
	Agile
	Commercial
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Value for Money
Delivering Value
Ensuring we obtain Value for Money (VfM) is a priority
for us and is captured in one of our strategic objectives.
Our vision for VfM is a holistic and customer-focused one:
“Deliver quality services to our customers and work
with our stakeholders in a way that is innovative, cost
effective and maximises the return on our investments”.

How we are managed

Achieving
outcomes that
are right and
sustainable

Doing things
economically

There are five principles that underpin our approach to VfM:
1. Doing the right things

Trust and strength

2. Doing things economically

We are governed by a Board, which provides overall strategic direction and ensures
that Stonewater is meeting its aims and objectives. The Board is supported by six
functional committees which oversee different aspects of our work.

4. M
 aximising the return from our assets

We also have a strong Executive team that manages the day to day running of Stonewater. The Executive Director Group
consists of the Chief Executive and five Executive Directors with functional responsibilities.

Doing the
right things

3. M
 aximising the return from our people
5. Achieving outcomes that are right and sustainable
Our commitment to VfM means we can invest as much as possible
in providing new homes and will deliver at least 2,800 by 2022.

Maximising
the return from
our assets

Maximising
the return from
our people
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Our
partnership with
our customers
Working Together
Our partnership with our customers focuses on:
Customer Involvement we want our customers to be directly involved in
ensuring our services are appropriate for their needs, as well as providing
opportunities to highlight areas where we can make improvements.

Digital
Transformation
People, Process and Technology
A key focus for us over the first three years
of this plan will be delivering our Digital
Strategy, which will transform the way we
work as a business, and the way in which
we deliver our services to customers.
This digital transformation will be guided by five digital principles:

Customer Insight ensuring we understand who our customers are and
what they value.

Workforce Agility wherever our people find themselves they are
able to work effectively.

Customer Incentives sharing the responsibility with our
customers to do what is right and use resources effectively.

Customer Centric we will know our customers to provide the
most effective service for them.

As we work over a large geographical area we have created
a digital Customer HUBB (Help Us Be Better) so that
customers in different locations can engage in consultation
forums and provide feedback on our services.

Digital by Design we will always think digital when we
develop solutions for our services and the way we work.
One Stonewater digital will build trust and single ways
of working to act as one team.
Always On we are able to deliver most services to our
customers at any time.
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Trade /sector media

Our
Stakeholders

Tenants

Involved customers

Leaseholders

Prospective purchasers
of support services

Shared owners

Our stakeholders can be mapped against our key
themes, as shown in our Stakeholder map.

Central government/
Committees

Local resident groups

Prospective home
owners/renters

Stonewater has a wide range of
stakeholders who we work and
engage with in a variety of ways.
The success of Stonewater is influenced by the
perceptions and experiences of those who have
a direct interest or involvement in our organisation.

Local Authorities, local
Councillors and MPs

Developers
National/local
media
Peers/other
Registered Providers

Partner
organisations/
suppliers
Funders/Banking
Regulatory/accrediting
bodies, i.e. HCA

Board/Committee
members and
shareholders
Employees
Prospective
employees

Stonewater has a wide
range of stakeholders

11

Our Vision 2017-22

12

Our Priorities
Our priorities for the next five years are captured in nine
strategic objectives. They have been shaped around
the current operating environment for housing, the
opportunities available to us, and the challenges we face.
Our strategic objectives are set out under three key themes:
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People
are our passion

We put customers at the heart of everything we do and provide
services which are cost efficient, affordable and sustainable. We are
also making our services more accessible, with extended opening
hours and by investing in ways for customers to ‘self-serve’.
Our Objectives
	Deliver an effective
service that meets
the diverse needs
and aspirations of our
customers.

	Deliver retirement living
services that meet the
needs and aspirations of
our customers.

	Deliver supported
housing services that
meet the needs of
our customers and
the aspirations of the
business.
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Working together

We are committed to delivering new homes across a range of
tenures to help address the housing crisis, and we will provide
at least 2,800 new homes by March 2022. Our size and financial
strength enables us to be a leading voice in the sector, and
influence national and local agendas in support of our Vision.
Our Objectives
	Deliver an ambitious
programme to provide
more homes for people
in need.

	Develop an increased
range of housing options
from home ownership to
affordable rented homes
to meet the changing
needs of the market.

	Build a reputation as
a thought leader in the
sector with influence
on national and local
agendas.

17

Our Vision 2017-22

18

Being the best we can be

We are committed to being a high performing and efficient
organisation so we can provide better services for customers and
deliver more affordable new homes. We also aim to ensure our
people are engaged, developed and equipped to achieve our goals.
Our Objectives
	Achieve consistently
high standards of
performance for our
business critical key
performance indicators
on income collection and
compliance.

	Invest in and support our
people to attract, develop
and retain a highly
motivated workforce who
will deliver our strategic
objectives.

	Manage our resources
efficiently and effectively
and maximise the return
on our assets to ensure
we have the financial
capacity to deliver our
priorities.
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Find us at www.stonewater.org
or follow us on
Twitter
Facebook
LinkedIn
Contact us at 01234 889494
Email: info@stonewater.org

Stonewater Limited,
Charitable Registered Societies No. 20558R.
Registered office:
Suite C, Lancaster House, Grange Business Park,
Enderby Road, Whetstone, Leicester, LE8 6EP.

