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Executive summary

£1.9M
IN 2016/17 WE ACHIEVED:-

Ensuring we obtain Value for
Money (VfM) continues to be central
to the operation of Stonewater.
Our ambition has always been to
build as many new affordable homes
as our resources allow. Our VfM
strategy is driving the way in which
we deliver our services and run
Stonewater so that we achieve
real efficiencies and cost savings.
This has made us the 8th largest
developer of social and affordable
rented housing in the country.
Our VfM 2016/17 self-assessment
sets out to demonstrate to our
stakeholders, customers, regulator,
local authority partners and our
house-building partners, how we
have driven VfM in the way we deliver
our housing services in the year and
how we will continue to do so. Our
unit management costs have fallen
significantly as restructuring has
been completed. Component
replacement costs have also fallen
as we moved to carrying out works
on a just-in-time basis. We expect
that our overall Social Housing
Costs per unit will be in the lowest
quartile when comparative data for
2016/17 is published.
Value for Money is a key objective
for our Board members. The Board
have agreed a VfM appetite alongside
the business plan. We are the
custodians of a valuable asset base
of £1.7b. Our Asset Management

Strategy ensures that we are
making the right decisions about
the stock that we retain and invest
in, to provide a place that our
customers can call home. We will
sell where it is more efficient for us
to do so, providing a surplus that is
re-invested to build new homes.

ONE OFF SAVINGS

IN ADDITION TO

RECURRING SAVINGS

VfM for us is improving efficiency
to build more homes. Our Strategic
Plan is built around this core
ambition. Our self-assessment is
structured around the themes of
the Strategic Plan to show how
our business decisions are linked
to VfM benefits. It sets out our
achievements in 2016/17 that ensure
our business plan is robust and how
we are implementing efficiencies
that will deliver our ambition to
build additional affordable homes.

IN 2015/16 AND 2016/17

WE ARE THE

LARGEST

DEVELOPER OF SOCIAL

AND AFFORDABLE
RENTED HOUSING

IN THE COUNTRY

On going VfM savings
for the next 10 years

OUR REVISED BUSINESS PLAN

WILL DELIVER SAVINGS OF

Total recurring savings of £5.0m
per annum already achieved in
2015/16 and 2016/17 will increase
to £5.7m in 2017/18 due to new
initiatives. The recurring savings arise
mainly from savings in kitchens and
bathroom expenditure, office closures,
changes in employees’ terms and
conditions, treasury related savings
and lower legal and professional fees.
Our revised business plan reviewed in
May 2017 will deliver savings of £59m
over 10 years from 2016/17.

59M
OVER 10 YEARS

FROM 2016/17

Our 10 year business plan
Year 1
2016/17
£m

Year 2

Year 3

Year 4

Year 5

£m

£m

£,000

One off
savings

1.9

1.0

Recurring
savings

5.0

5.7

5.7

Per annum
savings

6.9

6.7
13.6

Cumulative
savings

£m

5 years
cumulative
£m

10 years
cumulative
£m

5.7

5.7

27.8

58

5.7

5.7

5.7

30.7

59

19.3

25

30.7
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Our Value for Money
achievements

Future targets

SOCIAL HOUSING COST PER UNIT FOR

VfM initiatives for 2017/18:

Initiatives for 2016/17 have
resulted in £2.42m of additional
annual VfM savings for 2016/17
of which £2.20m will materialise
during 2017/18. This is in addition
to the £2.98m of VfM savings
identified in the financial year
2016/17. These additional savings
will be achieved by different
operational areas as follows:

A total of £1.7m has been
identified as new VfM initiatives.
These additional savings have
been set as targets in different
operational areas as follows:

£3,394

Assets – a further £1.8m has been
identified from VfM initiatives in
2016/17 mainly from a slim supply
chain for kitchens and bathrooms
and engaging contractors on a
labour basis and savings in painting
and decorating contracts in the East
and North region.
Development – a further £0.4m
has been identified mainly from
delivering more units for less
spend per head. The direct cost
of the development team per
handed over unit is expected to
reduce from £1,898 in 2014/15 to
£906 in 2016/17.
Housing – a further £0.1m has
been identified from contract
renegotiations with energy and
gas suppliers.
Corporate – a further £0.1m
has been identified from office
rationalisation.
Finance – a further £0.1m has
been identified from savings in
legal and professional fees on
audit and treasury advice.
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Assets – a target of £0.5m
has been set for 2017/18
and comprises savings
from relocation of the Assets
Management Services support
team and savings on installation
of ground source heat pumps in
the West area.
Development – a target of
£0.6m has been set for 2017/18
and comprises savings from
moving to self insuring and from
securing better land acquisition
and build contracts.
Corporate – a target of £0.2m
has been set for 2017/18
and comprises savings from
renegotiated contract for
Storage Area Network (SAN).
Finance – a target of £0.4m
has been set for 2017/18 and
comprises savings from the
partial close out of SWAPs
and from Pricoa bond.

COMPARED TO

£3,959

FOR THE SECTOR AS A WHOLE

£1.7M
VFM INITIATIVES FOR 2017/18

HAS BEEN IDENTIFIED

Executive summary

“Stonewater ranked
88 out of 240 housing
associations in terms of
cost per unit.”
Social housing
cost per unit
Stonewater analyses its trends
in financial performance and
benchmarks against other housing
associations by using Global
Accounts cost data. The global
accounts headline unit costs for
2015/16 were £3,394 per unit
compared to £3,959 for the sector
as a whole. The social housing cost
per unit is reported to the Homes
and Communities Agency (HCA)
as part of the Financial Forecast
Return (FFR) submission. The
calculation of this ratio is based on
management costs, service costs,
maintenance including capital
components and other expenditure
divided by number of owned and
managed units.
Compared to other associations
in the data set, Stonewater ranked
88 out of the 240 associations in
the data-set.

Stonewater will be an early participant in the sector
efficiency scorecard that includes 15 indicators. Five
of these measures can be calculated from the Global
Accounts data and the following have been calculated.
‘Rank’ is again out of a population of 240 and is in all
cases calculated so that better performance is a low
number e.g. high operating margin and low unit costs.
There was a one off benefit to costs per unit of £0.2m
in 2016/17 as we moved to a just-in-time replacement
policy for boilers. Following this the overall downward
trend is forecast to continue in the next year.

Rank
Operating margin

31%

85

EBITDA MRI as percentage of interest costs

159%

140

Gearing

492%

192

Return on capital employed

3.2%

157

Responsive/planned maintenance

0.72

151

Statutory Accounts
Stonewater Group

2014/15

2015/16

Total social housing cost (£k)

106,136

101.816

89,917

Units

29,464

29,998

3.60

3.39

Social housing cost per unit (£k)

Forcasts

2016/17 2017/18

2018/19

2019/20

2020/21

2021/22

100,689

101,339

103,523

107,923

112,352

30,853

31,198

31,537

31,727

32,201

32,541

2.91

3.23

3.21

3.26

3.35

3.45
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From our
Chairman
As a leading social
housing provider,
Stonewater aims
to deliver our core
services as efficiently
and effectively as
possible, achieving
Value for Money (VfM)
in everything we do.

Over the last year we have faced many external challenges, but
despite budget constraints, funding cuts and the impact of Brexit,
we have continued with our ambitious development programme.
We remain committed to our vision – ‘for everyone to have the
opportunity to have a place they can call home’.
Our Strategic Plan for 2017-22 sets out what we will do and how
we will do it, retaining significant emphasis on VfM.
A major focus over the next three years will be on our digital
capability, aiming to transform the way we do business and bringing
exciting benefits for both our customers and our colleagues.
We live in ever changing times but VfM remains integral to everything
we do. It is a regulatory obligation to deliver good value, but we also
know that the pursuit of VfM allows us to gain the maximum benefit
from our resources and the money we spend. In turn this ensures we
can continue to invest in homes and services which are so desperately
needed across our communities.
This VfM statement sets out very clearly what we have already
achieved and how we will drive forward. I’m incredibly proud of the
commitment, creativity and innovation within our organisation which
supports such great results.

George Blunden
Chair of the Board
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Our value
for money
approach
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Our value for money vision

“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”.

Doing the
right things

Achieving
outcomes
that are
right and
sustainable

Doing things
economically

There are
five principles
that underpin
our approach
to VfM

Maximising
the return from
our assets
11

Maximising
the return
from our
people

Our Strategic Plan sets out our
annual and five year objectives and
these five VfM tests applied against
the objectives and outcomes set the
‘golden thread’ of:
- Making the right decisions.
- Applying the right resources to
ensure success.
- Providing assurance around
performance to the board.

Our value for money approach

Our review of the year is built around the three
themes of our Strategic Plan and how our VfM
approach has been demonstrated in the delivery
of our objectives:

Customer experience
- Deliver an effective service that meets the
diverse needs and aspirations of our customers.
- Deliver retirement living and supported housing
services that meet the diverse needs and
aspirations of our customers.

Growth and influence
- 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 the issues we choose to embrace.

Business excellence
-A
 chieve 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.

12
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Outcome of regulatory
in depth assessment
Following an in-depth assessment
by our regulator, the Homes
and Communities Agency (HCA),
between November 2016 and
February 2017, we have retained
the highest possible ratings for
Governance (G1) and Viability (V1),
along with an A1 credit rating from
independent agency Moody’s.

How to read our
self-assessment
Throughout the document, we show
progress against our strategic plan
and VfM actions as:
Achieved/on target

Maintaining performance

Work in progress

Additional VfM gains
captured during the year
Where we are embedding
digital to enable delivery
of our strategic objectives.
There is also a supporting
appendix which reflects our
financial performance and our
measurement of performance.
13

At a feedback meeting, reporting
was considered to be presented
in an open and transparent way,
with good understanding of drivers
around cost per unit.

Governance
and assurance
VfM is incorporated into our budget
setting process and each budget
holder is expected to identify the
VfM savings in their areas. Once VfM
savings are reviewed and agreed by
the Executive Director Group (EDG)
these targets are included in the
approved budget.
To monitor performance during
the year, we use a VfM log for each
Directorate to capture progress
against the targets. The VfM reports
are submitted quarterly to the EDG
together with the Group results.
During the quarterly forecast
process, each Directorate will
proactively look for additional new
initiatives, which are then approved
by the EDG and added to the
budgeted targets.

Our value for money approach

Reporting to
Stonewater’s Board
on VfM
Stonewater’s Board has delegated
the detailed governance oversight
of VfM to the Finance Committee,
whose terms of reference include:
- Oversight of budget and treasury
management.
- Development of a VfM strategy and
oversight of its implementation.
- Identification of VfM targets and
monitoring of progress towards
achieving these.
During the year, the Finance
Committee and Board have received
detailed updates on the progress
of the VfM Strategy and the savings
made through integration and
re-procurement.
The VfM report is submitted to the
Finance Committee together with
quarterly Group results.
The VfM report includes
achievements to date versus agreed
targets and sets out any new
initiatives identified in the quarter.

General Data
Protection Regulation
As part of our work to ensure
compliance with the new data
protection legislation (the General
Data Protection Regulation) which
comes into force on 25 May 2018,
we have commissioned a full audit
of our data flows at an investment
of £10k. This will provide a
documented record of the personal
data we are collecting and how
we are using it, which will in turn
improve the efficiency of future data
collection, retention and disposal.
We are also investing in a new
data protection training module for
all staff alongside bespoke data
protection officer training to ensure
that we are effective in our handling
of data protection issues under the
new Regulation. We are confident
that this represents a good-value
and appropriate investment that
is to the long-term benefit of
Stonewater and our customers.
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Transforming Stonewater to become a digital business
Digitalisation is an important
part of our VfM Strategy and has
influenced our approach to the
delivery of all of our strategic
objectives. Our ambition is to
change the way we work, and the
way we deliver services to our
customers, making the most of
the opportunities from digital.
We slowed down the implementation
of our digital change programme in
2016/17. In 2016, we integrated our
IT system and business processes
and completed the restructure of
our operational teams. We decided
that these changes should settle
before we start our next big
change programme.

Our digital programme launched
internally in July 2017. Within the
first 12 months, we will invest in
the infrastructure that enables
us to be a digital organisation,
create additional online services
for customers and enhance our
mobile working capabilities.
Throughout the document, the
digital icon shows where we are
embedding digital to enable delivery
of our strategic objectives.
Our aim is to have 75% of all
customer transactions online
by the end of 2020. New online
services will start to become
available in 2018, including self
serve for homeowners.

In 2016/17:
- Implemented single IT system ✔
- Implemented single finance system ✔
- Created a single customer
contact team ✔
- Digital inclusion project in
retirement living ✔
- Scrutiny Panel report on
digital customer services ✔
- Customer hubb members increased ✔

Future plans
A Board-level task and finish group
has been set up to oversee governance of
our digital programme.
Our Scrutiny Panel will track our
commitments to ensure digital services
are accessible for our customers.

75%

OUR AIM IS TO HAVE

OF ALL

CUSTOMER
TRANSACTIONS

ONLINE

BY THE END OF 2020
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NUMBER OF
CUSTOMERS
Deliver an effective service
that meets the diverse
needs and aspirations
of our customers.

2016/17 actions

THE HUBB

Customer involvement
Our Customer hubb (help us be
better) provides an online forum
for customers to interact with us
digitally 24/7 at a time that suits
their needs from the comfort of
their own home, using their own
technology whether mobile phone,
tablet or PC.

We achieved all of the tasks outlined
in the 2016/17 action plan of the
Customer Involvement Strategy
and have reviewed this for 2017-20.
Our strategy focuses on three
main themes:

Since its launch last year the
number of customers using the
customer hubb has increased
by 25%.

- Supporting the business in the
collection of customer insight.

Numbers are increasing on average
of five customers per week.

Achieved/on target

- Provide opportunities for our
customers to hold us to account
for our performance.

“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 and
recipes with other like minded customers.”
@ecogardener
User of the hubb.
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HAS AN AVERAGE OF

We ensure that customers are at
the heart of decision-making and
we aim to make our involvement
activities meaningful and effective,
whilst providing VfM, in line with
our Strategic Plan. We focus on
listening to our customers so we
can improve our services.

- Engaging our customers using
innovative methods.

USING THE HUBB

NEW
CUSTOMERS
PER WEEK

OUR TARGET IS

TO ACHIEVE

80%

CUSTOMER

SATISFACTION
BY 2020

Customer experience

2016/17 actions

Customer Scrutiny Panel

Customer insight

In 2016/17 we said that we would
demonstrate the impact of the
Customer Scrutiny Panel in the
design and delivery of our services
by March 2017.

In 2016/17, working with an
independent research company,
we surveyed nearly 7,000
customers to get feedback
on how well we are doing.

The panel reviewed:

We have developed a range of new
surveys for 2017/18 to gain insight
into specific operational areas such
as Anti-social behaviour (ASB) and
planned maintenance services.

- Digital involvement.
- Customer contact.
In their reports they have made a
number of key recommendations,
including:
- Increase customer involvement
in shaping services.
- Create consistency in complaint
handling.
- Adopt more ‘self-serve’ approach
for customers across all services.

“I’ve been a member of
the scrutiny panel for about
four years. This panel is
different from other panels
I have been on in the past
as I have been learning lots
about how the business
works, meeting new people
and gaining new skills.
The reviews that we
do are really varied, but I
have a real interest in how
being digital can help in
all areas of service that
Stonewater offers. It’s great
that I can bring my own
interests into the mix of
how the panel works.”
John Sudworth
Scrutiny Panel member

The panel was independently
evaluated in March 2017 and has
shown that the work they have
undertaken during 2015/16 has
had a moderate to high impact
within the business.
The assessment was based on the
impact that the recommendations
implemented had on the change
and design of the allocations
service delivery.
The panel were short-listed for a
national award for Most Inspiring
Newcomers at the Customer
Scrutiny and Inspection Awards.

We have:
- Invited customer feedback on
service proposals through our
Customer hubb.
- Improved our complaints process
so that we can improve response
times for customers.
- Made changes in our new estate
service contracts in response to
customer feedback.
- Brought all customer contact into
one team, with improved telephony
and skilled staff to improve first
time resolution of customer calls.
- Created a dedicated Stonewater
Homes service within the customer
contact team.
- Completed a Customer Journey
Mapping process to identify how
we can improve first time resolution
and customer satisfaction, through
digital processes.
- Our target is to achieve 80% overall
customer satisfaction by 2022.
- Our performance in 2016/17
was 64.4%.

Achieved/on target

Achieved/on target
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2016/17 actions

Customer
Reward scheme
A key way we are working towards
delivering more effective, consistent
services to our customers is
through the development of our
customer Reward scheme.
Reward will provide choices
for customers, with the service
level they receive defined by how
they manage their tenancy, and
rewarding those who manage their
tenancies well.
Following feedback we received
from our consultation undertaken
in Summer 2016, we refined our
customer incentive scheme to take
account of customers' views on
managing their tenancy with us
through a digital account.
The introduction of Reward is
planned for March 2018 with the
following outcomes:
- Supporting our digital strategy
by increasing the number of
online transactions with us.

19

- Supporting our customer
offer by nudging customers
towards tenancy and regulatory
compliance.
- Reducing negative expenditure
on income recovery and ASB
management.
- Reducing the amount of low
level debt.
- To increase customer satisfaction.
Following the consultation,
the number of MyHome Online
registrations increased by
514% from the previous month,
demonstrating support for the
proposed Reward scheme.

Achieved/on target

Customer experience

10

APPLICATIONS

APPROVED

SINCE SCHEME WAS LAUNCHED

9

HEALTH HUBS

WILL BE ESTABLISHED IN

LARGER RETIREMENT

LIVING SCHEMES

DIGITAL INCLUSION PROJECT

AIMS TO REACH OVER

2,000
BENEFICIARIES IN TOTAL

Investing in Corporate Social Responsibility:
creation of the Longleigh Foundation
In 2015/16 we explained how we
facilitated the establishment of
a new independent charity, the
Longleigh Foundation, investing
£500k.
The Foundation was established to
assist vulnerable residents against
a backdrop of government budget
cuts and Welfare Reform. Since
then, the Longleigh Foundation has
approved the first hardship grants.
Ten applications have been
approved since the scheme
was launched. These have been
for a range of residents and
circumstances including equipping
a young person to buy interview
clothes and food while awaiting a
new benefit claim; counselling for a
child; purchase of equipment for a
disabled resident and other grants
to help with immediate needs
following emergency rehousing.
During the year the Longleigh
Foundation has approved several

project grants particularly targeting
Stonewater’s supported housing
residents. A six month pilot project
was funded at our women’s
refuge in Southampton to enable
the remodelling of its service to
better accommodate women with
increasingly chaotic lifestyles, who
are often excluded from standard
refuge provision. A structured
‘Recovery Toolkit’ programme
designed to break the cycle of
domestic abuse and develop positive
lifestyle coping strategies was
delivered, alongside 1:1 support
and specialist intervention by local
statutory and voluntary services.
For older people, a Digital Inclusion
Project has been funded aiming to
make a step change in the use of
digital technology amongst older
adults living within Stonewater’s
retirement living schemes. This
focuses on activities that seek to
reduce the prevalence of digital
exclusion and creating opportunities
to increase learning and gain a

wider understanding of the
benefits of using computers, tablets,
social media and the internet. The
project aims to reach over 2,000
beneficiaries in total.
In addition, funding from the
Longleigh Foundation is to be used
to support a range of healthy ageing
initiatives. Nine ‘health hubs’ will
be established in larger retirement
living schemes within local authority
areas that present the highest
health deprivation levels.
The Longleigh Foundation has also
started to make grants for smaller
projects, led by staff and residents
within Stonewater housing schemes.
Two retirement living schemes have
been awarded grants to develop
garden and card craft projects which
will support the mental and physical
wellbeing of older adults.

Achieved/on target
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2016/17 actions
Financial inclusion
The Financial Inclusion Plan,
Income Maximisation and Debt
Management Plans were agreed
and approved in December 2016.
The Income Maximisation Team
is proactively seeking ways to
manage the impact of Welfare
Reform. Stonewater has
approximately 250 customers
affected by the benefit cap.
All residents affected have been
written to by the Department for
Work and Pension (DWP) and also
by the Financial Inclusion Team to
advise them of the changes. Those
residents who are significantly
impacted or who are already in
arrears have been contacted by
the Income Team to offer support.
The team have also provided
information on local opportunities
and support services that may
help our customers secure work
to remove them from the benefit
cap entirely.

Some of the key improvements
we have made include:
- Creation of Money Matters pages
on stonewater.org. The pages
went live in early 2017 providing
online guidance and signposting
for customers on a range of
financial inclusion, welfare
reform, budgeting and money
management subjects.

- Developing Home Ownership
options for current and future
customers.

- Redesigning the Income
Management process. This
was completed in 2016 and
implemented in October 2016.
A fully auditable system was
put in place with consistent
working practices across all three
regions. This will enable the teams
to work more effectively and
efficiently and help to minimise
the impact of the welfare reform
changes.

- Raising awareness of the best
utilities deals. The team signpost
our customers to comparison
websites to access best utilities
deals.
- Raising awareness of Foodbanks.
We ensure all frontline staff are
aware of and able to refer to
Foodbanks.

250
APPROXIMATELY

CUSTOMERS AFFECTED BY

THE BENEFIT CAP
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- Central log of all Job Centres,
which is shared internally and
externally.
Achieved/on target

Customer experience

2016/17 actions
Better ways of working
We have centralised how we receive calls from
our customers. Not only is our aim to make sure
our customers get a consistent message, but also
to resolve as much as possible during the call to
improve the service they receive.

VfM activity
Centralised how we receive calls
Procured our out of hours service provider
Streamlined our contact numbers

The full year effect of efficiency savings achieved
is shown in the table on the right.

Work in progress

VfM saving
2016/17

Circa £150k

Centralised post distribution
Centralised booking train fares
and use of train splitter
Reviewed housing admin processes for
housing benefit and communal utilities

22
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2016/17 actions

Developing increased range of housing
options for current and future customers
Stonewater is building a new
business model in the wake
of the changes in recent
Government budget and statement
announcements.
We deferred developing further
increased ranges of housing options
from home ownership to affordable
rented homes to meet the changing
needs of the market during 2016/17
due to the Voluntary Right to Buy
pilot. This project recommenced in
June 2017. We have successfully
bid for funding for Rent to Buy and
the first new homes let under this
agreement will be completed
during 2017/18.

Help to Buy
purchase
initial shares

Customer

Our customer self-serve is one
of the first projects within the
digital programme. By the end
of 2018 most homeownership
services will be available online.
We are also digitising our service
charge process, which will provide
better reporting to customers
and for Stonewater continuous
benchmarking with our peer groups.

Purchase
remaining
shares

VRTB
use discount

Rent to Buy
save deposit

23

With our home ownership offer
we aim to provide a product and
solution for everybody that aspires
to own their own home whilst
maximising revenue to reinvest
into affordable homes for those
with the greatest need.

Home
owner

Use deposit
to purchase
home

Customer experience

COMPLETED INVESTMENT IN

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

RETIREMENT

LIVING SCHEMES

FUNDING SECURED FOR
ADDITIONAL

SCHEMES

TO BE INVESTED

IN 2017/18

VOLUNTEERS

RECRUITED

IN 2016/17

VFM SAVINGS IN EXCESS OF

2016/17 actions
Retirement living
In 2016/17 we agreed to deliver
an indicative investment in our
retirement living stock of £9m over
a seven-year period. The works will
deliver modern, functional and highquality design discretely designed
for the comfort of older adults,
achieving an agreed Stonewater
standard.
During 2016/17 we have completed
the investment in two retirement
living schemes. And resident
consultations have been completed
and funding secured for 12 additional
schemes to be invested in 2017/18.

PER ANNUM

We completed a tender exercise
to establish a single contract for a
24-hour monitoring centre to provide
an emergency response service
across our accommodation for older
people over a range of tenures - a
consistent approach to service
provision and reduced number
of contracts being managed, VfM
savings in excess of £20k per annum.

We have also developed a
Volunteering Strategy. The first
volunteering programme is being
piloted in the Leominster area.
The aim is to develop a sustainable
volunteering programme within
retirement living as a means of
enhancing our service offer to
customers and adding social value.
We recruited six volunteers during
the year and we are now recruiting
more volunteers across a variety
of geographical areas. Additional
benefits anticipated for Stonewater
include an increase in customer
satisfaction.
We said that we would develop a
range of flexible services that have
regard to localised health profiles of
older adults. Our initial focus was
to centre on winter warmth support
(combating excess winter deaths),
fall prevention, home from hospital
support and improved general
health and wellbeing. Individual
service propositions have been
drafted. A Combined Health Service
Model – Achieving Improved Health
& Wellbeing has been developed
and is being piloted with a view to
reviewing our service offer based
on ongoing feedback from existing
customers.
A tiered service model has
been developed to fit individual
affordability levels and need, and for
a tiered enhanced service model.
This supports sustainable tenancies.
Achieved/on target
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FUNDING FROM

LONGLEIGH

FOUNDATION

£
62.4
K
FUNDING FROM
CHILDREN IN NEED

Deliver Supported Housing
services that meet the needs
of our customers and the
aspirations of the business.

2016/17 actions
Supported housing
In 2016/17 we agreed to develop a
Volunteer programme which could
add value to our services at our
Foyers in Swindon and Exeter.
A Volunteer Policy and a Volunteer
Agreement were developed in
2016/17 and a pilot scheme was
set up in Swindon. An appointed
volunteer has been spending time
with residents at a scheme doing
crafts and baking. They have been
helping residents to improve their
garden, including adding some
homemade bird tables and they
are currently working on a raised
garden project and residents want
to plant some memorial roses for
two residents who passed away in
the last couple of years.
This support means residents can
get valuable experience, exercise
and a sense of achievement in
completing jobs in the garden and
the feedback they get too. This also
gives staff the opportunity to be a
support role rather than leading
events and that adds great value
to this wonderful input. Additional
benefit anticipated is an increase
in customer satisfaction.
Achieved/on target

Grant funding from other sources
to add value to supported housing
Funding type

Grant
awarded

Estimated no. of
customers reached

Children in Need funding
to provide structured and
informal play activities to
children living in the refuges.

£62.4k over
3 years

94 children
and young people
over 3 years

Longleigh Foundation plus
legacy funding
to provide the renew service
at Women’s Refuge.

£77k

30

The Longleigh Foundation
for the appointment of a
Health and Well-being
Coordinator.

£60k

500

Part of a consortium bid
to provide employment and
education opportunitues for
disadvantaged groups.

£53k over
3 years

200 (across the life
of the project)

Partnership with MyCoaching

Approx.
£26k per
year

18 students
(past 12 months)

The Supported Housing review is ongoing. Young Peoples
services have been reviewed and an improvement plan is
in place and will be completed in 2017.
The Foyer Federation accreditation has been
achieved throughout all four Foyers, achieving an
amber rating. This is a potential advantage when
tendering for new and current young people's
services as it shows a level of quality within
the service provision.
Work in progress
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WE COMPLETED

PROPERTIES

Deliver an ambitious
programme to provide
more homes for people
in need.

NEARLY

1in206

IN 2016/17 EXCEEDING OUR

TARGET OF 650

HOMES BUILT ACROSS

ENGLAND

WAS A STONEWATER HOME

2016/17 actions
We are committed to delivering new homes to meet
the challenges of the housing crisis in England and the
changing needs of the market. Our Growth Strategy sets
out our approach to delivering new homes across a range
of tenures. Our business plan aims to support delivery of at
least 2,800 new homes by 2022.
In 2017 we were awarded £10.6m funding by the HCA to
build more new homes through its Shared Ownership
and Affordable Homes Programme. This HCA funding
will significantly enhance our development programme,
enabling us to build 422 new affordable homes. The
properties will be a mix of Help to Buy shared ownership
(274), Rent to Buy (133), and specialised rental homes for
vulnerable people (15). We are continuing to engage with
the HCA on grant funding for more affordable rent homes.

Establish an OJEU compliant
solicitors and EA framework
To provide consistency across Stonewater with
regard to service provision and fee scales from
2017/18. Savings in 2016/17 of £37k relate to efficient
provision of consulting services to support the
development and implementation of the frameworks.
In terms of VfM, the act of undertaking such an
exercise is in itself a mechanism for ensuring
Stonewater does receive VfM using a framework
where a range of supplier’s fees are reviewed and
compared within the market place.
Achieved/on target

Achieved/on target

More for less

Achieved/on target

£4.10
588

£3.40
705

£2.29
700

£4

700

£3

650

£2

600

£1

550

FY14/15

FY15/16

Achieved/on target
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£2.45
629

FY16/17

FY17/18

Average activity levels

We have achieved £11k saving in 2016/17 based on
a 10 unit scheme which followed the Revised Design
Brief. These are estimated contract cost savings of
£1,000 per Rental Unit and £500 per Shared Ownership
Unit. This level of saving will increase over 2017/18 as
the new design brief is used on more Design & Build
opportunities. Savings will be reinvested to
ensure the delivery of more affordable homes.

The development team is delivering more units for less
spend per head. The overhead cost of the development
team was £420K less in 2016-17 than in 2015/16.

Cost per unit (£k’s)

The Revised Design Brief
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Growth and influence

OF THE 719

PROPERTIES

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

WERE BUILT WITHOUT

A GRANT
Thought leader
Introduce greater
tenure mix on
some schemes
to enhance their
financial viability
and enable us to
deliver more.
Work has started on this
including the modelling
and securing of HCA grant
into Rent to Buy tenure
and approval to use a
‘build in advance of grant’
model. Further clarity on
tenure priority and political
direction of affordable
housing is awaited.
A multi-tenure working
group has been set up to
consider what, how and
why alternative tenures
should be used on future
development opportunities.
This will review what
tenures are currently used
in affordable housing,
alternatives and how
greater flexibility can be
offered to customers to
meet changing need.

Our Corporate Communications
Strategy sets out how we will raise
Stonewater’s media and stakeholder
profile, and help establish us as
a ‘thought leader’ in our field. We
have an active and robust approach
to how we continue to promote, lead
and influence national and local
agendas in the support of our Vison.
We continue to develop (and
maintain) relationships with key
stakeholders and push key policy
in advance of our commercial
objectives, with the sole purpose of
advancing Stonewater’s reputation
as a reputable and high quality
housing association.
Our key highlights for 2016/17 were:
- Three meetings with DCLG
Ministers/Civil Servants.
- Two events with the Chancellor
attended on the Autumn
Statement and Budget.

-T
 wo site visits organised for
key stakeholders.
- Six consultation responses
submitted to influence policy.
We have continued to attend and
sponsor key sector conferences
and exhibitions - these events
are important in building and
maintaining relationships,
particularly as we continue to
raise Stonewater's profile.
We have hosted a number of fringe
events with a targeted stakeholder
attendance:
- Regional

Chartered Institute
of Housing (CIH) conference –
Brighton and Bristol.
-H
 ousing Week in Manchester.
- National

Housing Federation
(NHF) in Birmingham.
- Five

fringe events with over
200 guests.

- One event with Secretary of
State for Communities and
Local Government.
- One party conference attended
– ten conversations with
Government Ministers.
- Seven meetings with local MPs.

Work in progress
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06
Business
excellence
29

Business excellence

Achieve consistently high standards of
performance for our business critical
key performance indicators on income
collection and compliance.

2016/17 actions
Gaining efficiencies
through procurement
As noted in our VfM selfassessment last year, Stonewater
adopted a five-year plan during
2015, which identified £6.2 m of
potential savings through a review
of our procurement approach, of
which £1.1m has been achieved
in 2016/17.
Over the next five-years these new
contracts are expected to deliver
cumulative savings of £1.6m.
In addition to financial savings,
there are a number of added value
benefits that are being achieved
and worked towards through
our approach to procurement.
An example of this has been
our involvement in Knightstone
Housing’s customer research
services framework which we joined
during the year. This has given
Stonewater easy access to expert
customer research consultants,
without the need for lengthy
procurement processes. Joining the
framework has not only saved time
by cutting out lengthy procurement
processes, but also provided a more
cost-effective way of managing our
customer research through a team
of expert consultants. The estimated
savings of using the framework
instead of independently tendering
have been circa £20k.

We are committed to being a
high performing organisation
and operating efficiently and
effectively so we can provide
better services for customers
and more affordable housing.
We have set ambitious targets
for our ‘business-critical’ key
performance indicators, which
focus on maintaining our rental
income, the social housing
cost per unit, compliance with
our financial covenants, and
compliance with all statutory and
regulatory requirements. Our
targets are based on achieving top
quartile performance compared
to a benchmarking peer group of
similar-sized housing associations.
A zero-tolerance target is set for all
Health and Safety Compliance key
performance indicators.

Work in progress
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2016/17 actions
Income collection
Our performance during the year
on income collection remains high
although below our current target
set for the year.
Our internal auditors will be
conducting an audit starting in
May 2017. The audit will focus on
the management of rent arrears
including reviewing the policies,
procedures and processes in place.
The results of the audit will enable
the teams to identify areas for
improvement to ensure that the
staff and systems are working
effectively and efficiently. This will
help to minimise the impact of the
welfare reform changes.
We have moved to a single provider
for our income collection six months
ahead of target.
This has achieved savings in staffing
of £13k and transactional costs of
£15k per annum.

Work in progress

Compliance
All properties that required a gas
certificate were all fully compliant
at the year-end exceeding top
quartile performance when
compared to our peer group.
All properties that required a fire
risk assessment were compliant
at the year-end.

Achieved/on target
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Voids lettings
and allocations
The average number of days our
properties have been relet for
this quarter has reduced slightly
compared to the increasing trend
in first three quarters of 2016/17.
We have been on one housing
system for six months and are
undertaking an exercise to map
out the lettings and void process
from start to finish, with the aim of
identifying any areas of duplication.
For 2017/18, we will separate out
the monitoring of routine re-lets
from difficult to let (DTL) properties.
This will enable us to track progress
of improving void performance and
monitor the success of the new ways
of working and the new structural
interventions.
We are moving away from holding
our own waiting lists and have
extended the use of Home Hunt to
advertise properties not subject to
choice based lettings or nomination
agreements.
We have engaged with local
authority partners to renegotiate
agreements and have confirmed
arrangements in 133 of the 137 local
authorities where we actively work.
We are developing customer
self-serve as part of the digital
programme, due to commence
August 2017.

Work in progress

Business excellence

2016/17 actions
Anti social behaviour
In 2016/17, we have mobilised a
national Anti-social behaviour (ASB)
team who are not patch based,
enabling us to mobilise staff to
wherever we have demand.
The ASB process provides digital
support and an onus on residents
involved to help resolve the situation.
This digital first approach reduces
travel by the team along with a
quicker response for customers.
In 2016/17, the ASB team closed
1,025 ASB cases.
Development of staff knowledge
has meant that elements of selflitigation have saved around £8k
on legal costs.
Noise equates to around a third
of all our ASB cases. It is also a
secondary element in many of our
other ASB cases. We have invested
£3.8k in a product called ‘Noise App’
for our customers. The App allows
our residents to create a log each
time they are disturbed using their
phone. Recordings are admissible
in court and provide the user with
guidance around ‘reasonableness’.
The use of the App is saving
approximately 0.5 FTE of one staff
member’s time. £11k per annum.
Achieved/on target

Last year we said
that we would:
- Extend online advice
and reporting of ASB
for customers.
Work still needs to be
completed to increase advice
and interaction for customers.
An interactive portal will be
worked on when other business
critical projects have been
completed.
- Commence work towards
accreditation of our ASB service.
Work in progress

1,025 ASB
CASES CLOSED
WE HAVE MOVED

TO A SINGLE PROVIDER FOR OUR

INCOME COLLECTION

MONTHS

AHEAD OF

TARGET

This is still being considered
and discussions are on going with
HouseMark. Our internal and
external audit/ health checks for
this financial year will feed into
the work required to achieve
accreditation of the service.
We are investing £2m over three
years untilWork
March
in migrating
in 2018
progress
to unified systems and over seven
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2016/17 actions
Integrated business systems and
processes to support high performance
are fully operational by April 2017
We are investing £2m over three
- Went live with one common
years until March 2018 in migrating to system for Housing and Assets
unified systems and over seven years
with having fully reengineered
this will realise savings of £3.1m.
six key business processes,
which included consolidating
In 2016/17 we:
three Housing systems into
one and provides one consistent
- Consolidated the desktop
customer on-line portal.
environment that our staff
logon to in order to access
- Completed the pre-requisites
our Business Systems.
for commencing the building of
the foundations for a new Desktop
- Rolled out a common system
environment and the needs of
for Instant Messaging, collaboration
our digital strategy in terms of
and presence amongst our staff,
performance, reliability, resilience
which increases productivity
and capacity.
and efficiency.
- Continued the implementation
of the ITIL framework to underpin
the effectiveness of the service
Achieved/on target
delivery of our IT department.
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Business excellence

Invest in, support our
people, and promote
a culture of high
performance.

Our people strategy
Engaging, developing and equipping our people
A motivated and high performing team that
demonstrates our values and delivers our priorities.

Engaged

Last year we launched our People Strategy. Our
long-term aim is to be recognised as one of the best
companies to work for in the UK. This will be achieved
by investing in and supporting our people to attract,
develop and retain a highly motivated workforce.

900

738

696.5

Mounting evidence suggests that the more engaged
employees are in what they do; the better their
performance and the higher the rewards will be for
customers, employees, and the whole organisation.
To provide the best service for customers, employees
must believe that what they are doing is important,
feel appreciated, and do their daily work with passion
and purpose. Our people strategy is supporting our
aim of increasing our customer satisfaction.

OTW

659.5

Our score this year has provided us with a benchmark
figure for employee engagement and a year on year
comparison.

Best Companies Index Score
600

The BCI scores are on a fixed scale from 0-1,000
and are directly comparable year on year. This means
we will be able to plot our progress next year, to see
where we have improved.

Our people will have the right
environment and tools to do their
jobs and be supported through key
stages of their employee journey.

Equipped

375

The first Stonewater Best Companies survey was
conducted with a response rate higher than the
average for our sector. The graphic on the right shows
our Best Companies Index Score (BCI Score) and how
it relates to our overall ambition of becoming one of
the best companies to work for in the UK.

Our people will have the right
knowledge, skills and competencies
to deliver excellent services.

Developed

There are three main aims in the People Strategy,
which are that people are engaged, developed and
equipped to achieve our strategic objectives. We
measure the level of employee engagement through
the ‘Best Companies’ survey.
Engaged

Our people feel proud to work here,
satisfied with their employee offer,
committed to our organisation and
advocates for what we do.

BCI 2017 571.6

VfM initiative

VfM saving
2016/17

Reviewing our pay increase policy

£266k

Harmonised healthcare and reward offering
to employees

£20k

Payroll function has been outsourced savings
from 2017/18 given implementation costs

£19k pa

Work in progress
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233

FACILITATED

TRAINING
EVENTS DELIVERED

SUCCESSFULLY

REDUCED

9

OFFICES FROM

15 T0

OUR SROI

SUMMARY
FOR 2016/17 IS:

REGULAR

VOLUNTEERING

£113K
£15K
APPRENTICESHIPS

2016/17 actions
Developed
The Learning and Development
function in Stonewater continues
to be externally evaluated and
accredited by the Learning and
Performance Institute (LPI). The
LPI accreditation is the globally
recognised quality mark for
providers of learning products,
technologies, services and
facilities.

The Leadership Development
Programme is a crucial part of
the People strategy in ensuring
that leadership capability is
built throughout Stonewater to
develop a strong high-performing
culture and thereby enhance the
performance of Stonewater.

The average spend per head on
training within the UK is £1,068.
Within Stonewater the spend per
head is £737.

- 233 facilitated training events
were delivered - 2284 delegates.

In 2016/17:
£62.5k savings were achieved
(17% of the 2015/16 Learning
and Development budget) due to
bringing training programmes
in-house and developing
proprietary Stonewater
eLearning programmes.
The biggest driver of
transformational change is strong
leadership. During 2016/17, the
Stonewater Leadership model
was developed based on our
organisational values, and £126k
was invested in a leadership
programme successfully
delivered to 88 delegates.

Other training included:

- 42 WebX events - 159 delegates.
- 2592 ELearning programmes
accessed during the year.
Achieved/on target

Equipped
A digitally led, people management
and development infrastructure is
required to ensure that people have
the right environment and tools
they need to do their jobs and are
supported through the key stages
of their employee journey.
Work in progress

35

Business excellence

Manage our resources efficiently and
effectively and maximise the return on
our assets to ensure we have the financial
capacity to deliver our priorities.

Our office strategy
Through our Offices Review
Strategy we aim to reduce our
office portfolio from 15 offices
at the time of merger, which
were oversized and inefficiently
located, to nine offices by
December 2018. As well as
providing work environments
that are modern, flexible and
attractive, the strategy will
result in significant efficiency
savings for us.
Following the assessment
of our post merger office
portfolio, 2016/17 has been
about the implementation
of our office review strategy.
We started the rationalisation
programme with 15 offices and
through a series of closures;
this has now reduced to 9.
We have achieved this
reduction through either
utilising lease break events
or by undertaking a freehold
sale of an office. The closures
to date represent VfM annual
savings in rent and running
costs of circa £300k.
Achieved/on target

Having agreed our approach to SROI
we have collected information on the
following areas during the year:
Employment
- Number of apprenticeships.
- Employment.
- Regular volunteering.
Financial inclusion
- Customer is able to
pay for housing.

“It’s something I enjoy
doing and we all gain a
lot of knowledge – it’s
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”
Lee Anne Chibweza
Panel Member

Digital inclusion
- Customer has access to the
internet – to inform our digital
strategy objectives.
The Scrutiny Panel is made up of
customers from across the country
– they are unpaid volunteers and
do the majority of their work via
an online business social platform
Yammer, this allows them to share
information, keep all documentation
in one place and talk to each other
at a time which suits them. Using
Yammer has meant the panel has
met less frequently during reviews
which has led to an efficiency
saving of £4.8k. The SROI value
from scrutiny volunteering alone
in 2016/17 was £27.6k.
Achieved/on target
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07

Maximising
return from
our assets

Maximising return from our assets

Our stock
We manage over 30,000 homes
across England in 125 local authority
areas, and provide homes for rent,
shared ownership, retirement living
and supported accommodation. Our
Asset Management Strategy aims to
ensure that we provide a high standard
of service to customers while also
delivering Value for Money. The strategy
aims to ensure that our properties
meet the current and future needs of
our business and our customers. Our
properties are already upper quartile in
terms of energy efficiency, but we will
continue to improve the energy efficiency
of our properties to ensure that they are
affordable for our customers.

Asset rationalisation
Managing our assets to ensure that
we obtain the best return on our
investments is a key business objective
for Stonewater. During 2016/17, we
formulated the Stonewater Property
Options Strategy which includes our
approach to stock rationalisation.
This ensures that Stonewater uses
consistent parameters to evaluate
each of the various investment options
for its stock, which will indicate the
most financially viable option.
Stonewater’s approach has been
borne out of the need to future-proof
our assets by looking at location and
geography to ensure that properties
are in the right place and aligned with
the growth strategy.
Stonewater will be assessing the
performance of the portfolio using
our Asset Viability and Assessment
Tool (AVAAT).

Stonewater stock owned and managed
General needs housing

21,012

Affordable housing

2,381

Shared ownership

2,267

Supported housing

489

Housing for older people
Other

528

Total owned

29,111

Managed for others

1,394

Total managed accomodation

30,505

Managed by other associations

Work in progress

2,434

Total owned and managed accomodation

348
30,853
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Stock disposal
During 2016/17 we took the
opportunity to undertake a thorough
review of the AVAAT software to
ensure that it was fit for purpose
and met the needs of the business.
This review included an examination
of the system architecture, data
storage protocols and security
processes by external specialists.
A number of improvements were
recommended and these will be
implemented during 2017; the
system will become fully operational
from autumn 2017. AVAAT will give
an initial indication of the preferred
option for the entire stock. This
involves the progressive sorting
of every property using all of the
relevant perspectives which may
prohibit or encourage a disposal, for
example planning restrictions and
open market values, respectively.
We have recently approved a
Property Options and Rationalisation
Strategy. This strategy sets out
our approach to managing our
stock to ensure that it receives the
maximum return on its investments.
Properties are assessed annually
to assess their Existing Use Value
- Social Housing (EUVSH). This is
a measure of the net present value
of the rental income against the
costs of managing and maintaining
the property. Properties that may
not meet the performance criteria
may be considered for remodelling,
redevelopment or disposal.
Our stock disposal process was
established with the objective of
generating additional surplus to
support new developments.
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If chosen, the disposal option
consisted of two components.
The first was the disposal of a small
number of one-off property sales.
These properties were identified
as properties became void. The
properties were assessed against
a range of criteria included in the
Options Appraisal and Disposal
Strategy, including location, demand
for housing in the local area and
value. Those that matched the
criteria were disposed of
via local estate agents.

Last year we said that:

The second component relates
to trade sales where schemes
or blocks were disposed to other
social housing organisations. The
process again involved a thorough
assessment against a range of
business critical criteria, which
included:

- We were progressing options for
our Plymouth and London stock.
These are both complete.

- Geographical location and number
of units Stonewater has in the local
authority area.
- Whether the location is in one
of Stonewater’s designated
growth areas.
- Net Present Value Performance
using the AVAAT appraisal tool.
- Housing management/ASB issues.
Typically, these trade sales will be
programmed over a longer time
period to ensure that Stonewater
undertakes thorough due diligence
and governance processes, and
consults fully with residents and
other stakeholders. We have and
will continue to undertake the
appropriate consultation/due
diligence processes for all
property disposals.

- We would prepare an options
appraisal for seven retirement
living schemes that our
sustainability review had identified
as no longer fit for purpose. Two
of these appraisals have been
completed, with the remaining
five in progress.

Work in progress

Achieved/on target

- We would prepare an options
appraisal for our total London
stock of around 220 units, mostly
in schemes where we hold a lease
of less than 24 years. This has
been completed.
Achieved/on target

- We would produce a five-year
disposals programme. 760 homes
have been identified for further
options appraisal in 2016/18 circa.
Achieved/on target

Property disposals
In 2016/17 our target was net
surplus of £3m in disposals,
but we actually achieved £5.6m.
This delivered four clear benefits
to Stonewater;1. Increased reserves and
provided future seed capital.
2. Reduced borrowing.
3. Added to Stonewater’s
financial value.
4. Supported Stonewater’s future
development programme.
The current gross disposals
proceeds targets for the next
four years are:
- A minimum of 25 market sales
per year of vacant properties
arising from voids, to support
the HCA development programme:
£3.75m proceeds generating
a surplus over Book Value of
£1.25m.
- 100 strategic trade sales this
year (2017/18), and for each
of the next two years: £7.5m
proceeds generating a surplus
of £1.25m this year and £1.5m
thereafter.
- Disposals also need to achieve
a surplus over EUV-SH.

Energy efficiency
and sustainability
The average Standard Assessment
Procedure (SAP) rating of the Stonewater
housing stock was 72.67 in March 2017, an
improvement from 71.86 in March 2016, making
Stonewater an upper-quartile performer nationally.
During 2016/17, we carried out a number of projects
that improved the energy performance of our homes:
- Installing new double-glazed windows to 332 homes.
- Replacing old inefficient electric storage heaters
in 30 properties in Shropshire with new high heat
retention storage heaters, increasing the SAP rating
by up to 10 SAP points and making the homes more
affordable for the residents.
- Replacing 716 old gas central heating boilers with
modern efficient boilers saving £0.2m and being
more effective for our residents.
In 2016/17, we conducted work to improve our energy
efficiency data, commissioning circa 1,000 new Energy
Performance Certificates (EPCs) for our existing homes.
Through this work we have improved our understanding
of the performance of our stock and identified homes
with a SAP rating below 55.

Performance
indicator

Top
quartile

Target

Average SAP
rating

70.33

71.95

Performance
against
target

2016/17
Q4

2015/16
Q4

72.18

71.88

We are in the process of writing an Environmental
Strategy for our housing stock which will be completed
by December 2017. The purpose of this strategy is to
set out Stonewater’s long term ambitions in relation
to the energy efficiency of the organisation’s housing
stock. The outcomes from this strategy will help to
improve our customers’ experience and contribute
to Stonewater’s ambitions to demonstrate business
excellence, providing more comfortable and
affordable homes for our customers.
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Cyclical painting
ALMOST

£1M

SAVINGS FROM

PAINTING
AND DECORATING
CONTRACTS

£0.9m saving was achieved in 2016/17 from painting and decorating
contracts whereby costs have been achieved at lower than expected per
house/flat.

Capital components programme

Item

Saving per
component

Total
savings

During 2016/17 we continued to identify and
deliver VfM savings in our capital renewal
programme. At the end of the year we had
delivered £502k of savings. We achieved this
by moving to a more integrated approach to
asset management. This approach has enabled
Stonewater to:-

Mixer
showers

£370

£3,329

Kitchens

£1,912

£183,544

Bathrooms

£2,073

£18,658

- Continue to standardise component
specifications across Stonewater so that we
procure more effectively.

Consultants

£22,500

£22,500

Kitchen units

£180

£129,600

LHC rebate

£62,647

£62,647

Window/
doors

£73,640

£73,640

Insulation

£8,282

£8,282

- Move to larger national contracts that offer
simpler contract management and economies
of scale.
The deliverables from this approach are listed
in the following table on the right.
These savings will be carried forward into
subsequent years.

Total savings

Component lifecycles
During 2016/17, we have reviewed our Planned Component Renewal
programme and the standardised component lifecycles we use to inform
the medium and long-term investment plans and this has enabled us to:
- Construct a powerful stock condition database that was delivered in
October 2016.
- Undertake pre-works surveys to all properties with component renewals
planned in the 2016/17 programme.
- During the summer of 2017, we are carrying out pre-work surveys to approx.
3,300 homes, which will inform the programmes for the next three years.
- Utilise the knowledge of our locally based staff to check the accuracy
of our centrally generated programmes of investment.
This combination of data and observed component condition enabled us
to be confident in reviewing and extending our component lifecycles for
kitchens, bathrooms, boilers windows and heating installations.
This will generate savings of £1.73m for every year of our business
plan, a total of £51.9m over 30 years.
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£502,200

Maximising return from our assets

Customer satisfaction for kitchenand bathrooms replaced in 2016/17

Neither satisfied
nor disatisfied

4.23%

Fairly dissatisfied

3.76%

Fairly satisfied

25.82%

213 customers surveyed

14.1%

85.9%

Positives
(very satisfied, fairly satisfied)
Very satisfied

60.09%

Very disatisfied

Non-positives
(neither satisfied or dissatisfied,
fairly dissatisfied, very dissatisfied)

6.10%

During 2016/17 we carried out stock condition surveys on over
10% of our stock in order to validate the main 2017 planned works
programmes. This included 2115 full surveys and 1169 external
surveys. The improved data helps us to make better decisions
when generating our programmes both for the coming year (2017/18)
and in future years, ensuring that work is genuinely required before
final inclusion.
Migrating the main components used for component accounting
onto one business system has saved valuable programme team
resource and brought forward the benefits of unifying this data
much earlier than originally anticipated.

Future plans
We will:
- Assess 100% of our properties
using the AVAT assessment tool to
ensure that we understand the rate
of return from the property portfolio.
Any properties with a negative NPV
will under go a detailed review
and options appraisal. We will
develop and agree an updated Asset
Management Strategy based on this
100% assessment.

Production of planned works forecast reports has been greatly
simplified to help inform the business plan and so too has the
calculation of net present values (NPV)s using our inhouse asset
appraisal tool. The NPV is a measurement of the profitability of an
undertaking that is calculated by subtracting the present values
(PV) of cash outflows (including initial cost) from the present values
of cash inflows over a period of time. Substantial progress has been
made behind the scenes to move from three separate appraisal tools
for each of the legacy organisations to one combined document
containing all rented stock.

- Deliver a net surplus of £2.75m
on property disposals – follows on
from the disposals.

In addition, the data team have streamlined some of their processes
to work more efficiently.

- Acquire 100 additional properties in
2017/18 through trade acquisitions.

- Introduce a five year rolling stock
condition survey programme.
- Introduce a three year component
replacement programme for the
period 2018-21.

- Renegotiate/reprocure material
and installation contracts for
the component replacement
programme.
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Responsive and void repairs
During 2016/17 assets support
functions were restructured with
savings in the number of support
staff and offices being achieved
through centralisation and the
application of modern processes
and technology.
Satisfaction among users of the
repairs service remained in the
middle upper quartile within our
benchmarking group. The chart
below sets out the findings of
telephone surveys undertaken by
our survey provider on our behalf.
89% of customers surveyed were
‘very or fairly satisfied’ with the
service received.
Future Plans
We are in the process of procuring
a new responsive repairs and void
contract for Stonewater’s housing
stock in the South East. The aim
is to initially procure a contract
which has the capacity to develop
into an integrated contract and
subsequently to a Wholly Owned
Subsidiary (WOS), subject to the
delivery of certain key performance
indicators and providing that it is in
Stonewater’s interests to develop
the relationship further.
April 2016-March 2017
5597 responses

11.4%

13.1%

88.6%

86.9%

Positives
(very satisfied, fairly satisfied)
Non-positives
(neither satisfied or dissatisfied,
fairly dissatisfied, very dissatisfied)
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The overall project will
comprise three phases.
Phase 1 – the procurement of a
responsive and void maintenance
contract within the South East
started in October 2016 with
the contract commencing April
2018. Stonewater will be able
to demonstrate clear value for
money from having a competitively
priced contract. The preferred
option is to incorporate heating
maintenance into one contract
with repairs and voids, but this will
depend on financial considerations
and a final decision on this will
not be possible until September
when all costs will be available.
Three separate contracts for lift
maintenance and servicing, door
entry systems and other mechanical
and electrical equipment will also
be let based on regional boundaries.
The specification of this project
will include two pricing methods
(Schedule of Rates and Price
per Property), which will ensure
that the most favourable pricing
methodology is utilised in order
to comply with service charge
requirements.
Phase 2 – the repairs contract
will be developed into an integrated
repairs and delivery contract,
comprising planned maintenance,
building services and compliance
works. This phase will complete
between September 2020 and
April 2021.
Phase 3 – the contract could develop
into a WOS, which will deliver VAT
savings. This phase could complete
between September 2021 and April
2022. Work on the South-West
repairs procurement will begin in
September 2017 aiming for a go
live date of April 2019.
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Our plans
for 2017/18
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Our future value
for money plans for
2017/18 include:

VfM area

We will:
- Focus further on point-of-use feedback from customers.

Customer insight

- Adopt a customer-centric approach to the design of digital services, including testing of these with our customers.
- Develop further analytical competence through our customer relationship management system so that we can
identify customer preferences from online services.
- Continue to develop the website providing referral information.
- Promoting financial capability to help customers help themselves.

Financial inclusion

- Maintain a presence with external partners and organisations.
- Provide pathways for customers to enable them to pay rent on time.
- Provide/source opportunities for training and employability skills, which will promote sustainable tenancies and
communities supporting the government initiatives of moving away from, benefit dependent communities.
- Wardencall – 24-hour emergency alarm equipment maintenance contract – retender savings anticipated.
- Extend a wider volunteer recruitment campaign into 2017/18.
- Continue with the seven-year Investment Programme – 12 schemes programmed to commence in 2017/18.

Retirement living

- Support an organisational target to deliver a 60% reduction in the use of agency staff.
- Create two additional units of accommodation utilising ex staff accommodation or unutilised communal areas –
maximising income.
- 73% of our residents in our retirement living schemes have indicated that they never or rarely access the internet.
We are developing a programme of activity over the next two years that creates opportunity for residents to increase
their learning. Benefits include supporting our digital strategy and the Rewards scheme.

Supported housing

- Complete the Supported Housing service review to ensure services are viable and fit for purpose – Adult services
review will commence September 2017 and Agency Managed services late 2017.
- Agree a Supported Housing growth plan by late 2017.
- Deliver the Supported Housing strategy by November 2020.

VfM area

We will:
Development target set £0.6k. We aim to achieve this through:
- Insolvency cover. VfM Initiative to examine the risks and rewards of moving to self insuring i.e. risk acceptance. We
will explore the saving potential around self insuring against Contractor insolvency and Cost Escalations on Site.

Deliver an ambitious
programme to provide
more homes for people
in need

- Direct component supply. We will consider whether there is a saving if we undertake direct procurement of key big
ticket components rather than including them in the JCT contracts e.g. boilers.
- Mini VfM projects. Embedding incremental VfM exercises in the day to day job within the development team.
- Negotiated Savings on Land Acquisitions and Build Contracts. The team always seek VfM during the course of Land
and Build negotiations. By logging and monitoring the savings achieved it will provide information around the extent
of the savings to our stakeholders.
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.
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VfM area
Anti-social
behaviour

We will:
- Reduce ASB legal costs on less severe cases.
-R
 educe numbers of low-level ASB cases in line with our customer incentive scheme, Reward.
- Deliver local projects with key local authorities.
- Complete external health check of service by either Capsticks or ResolveASB.
- Complete internal audit requirements.

Integrated
business systems
and processes
to support high
performance are
fully operational by
April 2017

Build the infrastructure foundations to support:
- Our new Desktop environment.
- Updating our Instant Messaging, presence and collaboration systems.
- Delivering Digitally based Learning & Development for our staff.
- Adding reliability & performance to support greater working hours across the business.
- Providing greater resilience for all our Business applications which support our staff, customers and contractors.
- Commence building infrastructure systems to have greater resilience in relation to Cyber threats and in the event
of a Major Incident or disaster have greatly improved recovery times.
- Continue to implement and refine our implementation of the ITIL framework, to support greater efficiency in the IT
service delivery.
- Deliver the first tranche of Business Systems related Projects within the Digital Programme.
- Extend the hours and days, that support is provided by our IT department, to align to the extended working across
Stonewater.

Engaging,
developing and
equipping our
people – engaged

- Re-invest the budget previously spent on ‘Global Corporate Challenge’ into a range of Health & Wellbeing
initiatives and promotional campaigns such as the recent Mental Health Awareness week with the aim of reducing
sickness absence or quicker return to work for staff on long term sick leave.
- Our target for improving employee engagement is to reach ‘Ones to Watch’ status in the Best Companies Survey in
2018.

Engaging,
developing and
equipping our
people – developed

- Developing an internal training panel to deliver training interventions within the areas of their subject matter
expertise.
- Developing internal learning programmes, to be delivered by the internal training panel.
- Implementing a learning and development tool such as Workforce Performance Builder – screen capture software
to develop and deliver learning content – reducing the need for face to face/classroom training, reducing costs of
travel, venue hire and resources.
- Delivering the Leadership Development Programme to new Senior Leadership Team members and Operational
Leadership Members. More in-depth training modules are being developed such as performance coaching,
change management.
- Developing a “New Managers” programme for people newly promoted to a managerial and/or supervisory role.

Engaging,
developing and
equipping our
people – equipped

The implementation of a Learning Management System has been brought forward to 2017/18 as a pre requisite
for the digital projects and the training requirements in order for the projects to be successfully implemented and
embedded.
Identified efficiencies and benefits are as follows:
- Automate booking of training through employee self service, automated joining instructions and renewal alerts.
- Streamline and automate the ability to monitor and report on statutory courses and compliance The L&D team will
be notified of internal moves so that relevant training can be offered proactively.
- Automated learning evaluation ensuring we can measure return on investment.
- Reducing recruitment spend across average of current rates being charged by introducing Preferred Supplier List
and centralising and automating recruitment processes as above.
Saving £117k
- Significantly reducing cost and reliance on temporary agency staff via improved resource planning.
- Improving the quality of the candidate experience to ensure we attract and retain talent people, reducing cost of
turnover within first year.
- Improving the efficiency of the starters and leavers processes.

Our office strategy

- Dispose of two further offices and will complete by the end of 2017 with anticipated savings of £1.6m.
- In some cases, disposals have been undertaken due to the existing office being oversized for our requirements. In
these areas smaller offices that are more efficient will be opened, such as our new Hereford office which opened
in summer 2017 and our new Black Country office which is due to open by the end of 2017.
- The offices to remain on the portfolio will have workspace requirements assessed and updates undertaken to
ensure we have the correct facilities and platform from which to deliver our services.

Agree our
approach on
social return on
investment (SROI)

- As part of our people strategy, we will be recruiting more individuals onto apprenticeship schemes.
- Collect and monitoring more data on financial inclusion.
- Explore new measures for capturing SROI with procurements.
- Monitor and record Health and Wellbeing volunteers through retirement living and supported housing.
- Record Digital volunteers as the digital project grows.
- Explore the possibility of online meetings.
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Summary
VfM remains at the heart of everything we do to help us deliver our Strategic
Plan. Our VfM strategy is driving the way in which we deliver our services
and run Stonewater so that we achieve real efficiencies and cost savings.
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”.
By constantly fine-tuning our housing and services and benchmarking
progress, we can identify improvements at every opportunity.
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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.

