
Value for Money - Self Assessment 2016/ 17
Key highlights 

Stonewater is a not for profit housing organisation, 
so delivering value for money is crucial. Every £1 
that we spend on homes and services has to work 
for our customers. 

Every year we produce a Value for Money (VfM) self 
assessment, which demonstrates how we have achieved 
VfM in the way we deliver our housing services in the year.

Value for money is at the heart of our approach.  Our 
strategy is to operate our services as efficiently and 
effectively as we can, delivering VfM so that we generate the 
maximum funds possible for investment in new services 
and our homes, to benefit more customers.
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Delivering VfM through better 
ways of working
We recognise that our customers’ expectations are 
changing and we want to ensure that every customer’s 
experience with Stonewater is a positive one. 
 
During 2016/17 we took some important steps towards a more 
consistent service: 
 
• We have centralised how we receive calls, which allows us to provide 
 a more consistent approach to customer service and improve first 
 time resolution of calls. We have one central contact number which 
 provided savings of £150K. 
 
• We have improved our complaints process so that we can improve 
 response times.

• We have invited feedback on plans to help shape our services 
 through our Customer hubb. 

Customer satisfaction is an important part of how we measure our success 
and deliver VfM for customers.  We use an external supplier to carry out a 
programme of independent customer surveys to find out how well we are 
doing.  Customer feedback, whether it’s good or bad, tells us if we need to 
do things better and is really valuable to us. We do listen and make changes 
where we can.

Over the year overall customer satisfaction dipped to 64%.  We have 
experienced issues with our estates services contracts which has led to a dip 
in satisfaction. We are currently piloting ‘Estate Champions’ – customers who 
have volunteered to help feed back to our tenancy service officers on issues, 
telling us how it really is.

Improving our customer satisfaction is a key objective of our strategic plan, 
and our target is to achieve 80% customer satisfaction by 2020.

 
Delivering VfM through more homes  

Summary  
VfM remains at the heart of what we do.  Delivering VfM allows us to gain the 
maximum benefit from our resources and the money we spend. In turn, this 
allows us to continually invest in homes and services and deliver our mission 
– ‘for everyone to have the opportunity to have a place they can call home’.

We will continue to focus on VfM in all we do and ensure that we get best 
value form every pound we spend.

This is a summary version of our Value for Money Self Assessment for 
2016/17. You can read the full version on our website www.stonewater.org 

We are committed to delivering new homes, and in 
2016/17 we completed 719 properties, which exceeded 
our target of 650 properties. 

We plan to build 2,765 new homes by 2021.

In 2017 we were awarded £10.6m funding by the HCA to 
build more new homes through its Shared Ownership 
and Affordable Homes Programme, which will 
significantly enhance our development programme, 
enabling us to build 422 new affordable homes.
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