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Introduction
Stonewater’s vision is
to ensure everyone
has the opportunity to
have a place that they
can call home. This
is supported by our
mission to offer quality
homes and services for
people whose needs
are not met by the
open market.

> We offer rented properties
at below-market rents for
people who can’t afford to
rent privately or buy their
own home.
> We offer home ownership
options for those wishing
to start their journey on the
home ownership ladder.
> We keep rents low by offering
a good standard of service
and by managing our costs
for services. This includes
providing self-service options
online where possible.

> Any surplus made after
maintaining and managing
our homes is used to raise
money to develop more
affordable homes for those
in need.
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What is the Customer Offer?
Stonewater’s Customer Offer describes the contractual and legal relationship
between you (the customer) and Stonewater. It sets out:
> What services we will deliver.
> What your responsibilities are.
To support our Customer Offer, we have a customer incentive scheme, called Reward.
Reward offers three levels of service (Gold, Silver and Bronze), which offers more choice and services for customers
who manage their tenancies well, including things like paying rent on time and looking after your property.

REWARD
GOLD

Reward Gold is our enhanced
level of service and is offered to
customers who go above and beyond
the required compliance with their
tenancy agreement.

REWARD
SILVER

Reward Silver is our standard level
of service which most customers
qualify for. It is provided to customers
who meet all the terms of their
tenancy agreement.

REWARD
BRONZE

Reward Bronze is our basic level
of service and is applied to customers
who do not meet – or are in breach
of – their tenancy agreement
conditions.

Some levels of service may differ depending on which level of Reward you are on.
For more information about Reward, please visit our website www.stonewater.org/reward
The following pages set out our Customer Offer, (which reflects the ‘Reward Silver’ level of service):
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Allocations and Lettings
Our responsibilities
We will:
>M
 ake the best use of available
housing.
>C
 ontribute to local authorities’
strategic housing function.
>T
 ake account of the needs and
aspirations of tenants and
potential tenants.
>L
 et homes in a fair, transparent
and efficient way.
>M
 eet the lettings criteria contained
in local Planning agreements.
>D
 evelop an online lettings service,
including mutual exchange.
>S
 ubscribe to a national
‘Homeswapper’ service.

>T
 ake a flexible approach to
assessing affordability rather
than ‘one size fits all’.
>T
 ake legal action where there is
evidence a tenant has fraudulently
obtained a tenancy.
>O
 ffer tenancies which are
compatible with the purpose of
the accommodation, the needs
of individual households, the
sustainability of the community and
the efficient use of housing stock.

Your responsibilities
You should:
>P
 rovide references and identity
information as required.
>N
 otify us of any changes to your
circumstances or household.
>N
 ot sub-let your property.
>L
 ive in the property as your main
home and have no interest in any
other home.

See ‘A guide to your
tenancy’ for further
information
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Housing Options
Our responsibilities

Your responsibilities

We will:
>W
 iden the range of products
(tenures) that we offer, from
social rent to home ownership.
We will develop flexible tenure
products that you can select whilst
remaining in the same property.

You should:
> Have no debt on your main rent
account or court costs and no
proven anti-social behaviour for
three calendar months.

> Increase the number and range of
properties we provide, in locations
that are sustainable.
>O
 ffer a range of home ownership
options to support those wishing
to own their own home.
>O
 ffer priority access to any home
ownership options that become
available for our tenants.
>C
 onsider management moves
in exceptional circumstances.
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Home Ownership
Our responsibilities
We will:
> M
 aintain and manage leasehold
homes at a reasonable cost.
>P
 rovide flexible tenure options for
new and existing customers.
>S
 ignpost prospective customers to
qualified experts that can advise
them on the financial obligations
of owning your own home.
>P
 rovide a professional, planned
and cyclical maintenance service
with full consultation and choice
where appropriate, and provide
Property Management services.

>T
 o provide an informative
and interactive website with
self service options, allowing
customers to view their accounts
and make payments online, and
to continuously develop online
services for our customers.

Your responsibilities

>R
 einvest surpluses from sales
and services to home owners
back into our business, including
providing and maintaining homes
for those in the most need.

>N
 ot carry out any activities, or enter
into any agreements, without our
consent (if it is required in your legal
agreement with Stonewater).

You should:
> Carry out the obligations of the
Lease or Freehold Transfer in full,
including paying Stonewater all
rent and charges on time.

>A
 dhere to the responsibilities
of the Estate Services and
ASB (Anti-Social Behaviour)
customer offer.
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Income and Financial Inclusion
Our responsibilities
We will:
>E
 mbed a payment culture from the
initial point of contact onwards.
>B
 e fair, transparent, and where
appropriate have an individual
approach to assessing whether
customers can afford Stonewater
homes.
>K
 eep our rents as affordable
as possible and look for the best
value when employing services
on your behalf. We will manage
your accounts in a fair and
transparent way.
>G
 ive clear, timely information
about rent and service charges,
written in plain language and
available in different formats
or languages on request.

>O
 ffer a wide range of payment
methods, and publicise these
through a variety of means.
>W
 ork with you to recover
debt quickly.
>S
 ignpost you to appropriate
support agencies for debt
and money advice.
>T
 ake court action to recover
debt and, where repayment
agreements are not kept to,
take repossession action.
>C
 ommunicate with you digitally/
electronically (wherever possible),
making best use of modern
technology to ensure speedy
responses.
>L
 et you know how your rent
payment affects your Reward
service.

>E
 ncourage the use of direct
debits and online payments
where possible.
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Income and Financial Inclusion
Your responsibilities
You should:
>P
 ay your rent on time and
in accordance with your
tenancy agreement.
> I nform us of any changes as
soon as you become aware
of them and continue to
communicate with us until any
issues are resolved.
>M
 ake sure the local authority/
Department for Work and
Pensions (DWP) has the
paperwork and evidence they need
to process any claims for Housing
Benefit or Universal Credit.
>L
 et us know when you move
from Housing Benefit to
Universal Credit.

>M
 ake payments to us by direct
debit. Those who do so will be
eligible to receive our Gold level
of service (subject to meeting
Reward requirements).

See ‘A guide to your
tenancy’ for further
information
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Repairs
Our responsibilities
We will:
>M
 ake sure your home is safe
and secure.
>C
 arry out repairs which are our
responsibility (see the repairs
section on our website for
more information).
>P
 rovide a repairs service from 8am8pm Monday to Friday, 9am-1pm on
Saturday, and an emergency repairs
service outside these hours.
>O
 ffer flexibility by categorising repairs
as ‘high priority’ or ‘by appointment’.
>P
 rioritise repairs depending on
the seriousness of the defect,
the impact it will have on your
household and the potential
damage to the property.

>C
 arry out repairs using an
appointment system.
>E
 nsure customers living in
supported housing and retirement
living accommodation, (including
customers living in general
needs housing who receive
support or customers who have
a live-in carer), are given priority
appointments so that repairs are
carried out as soon as possible.
>E
 nsure all our contractors work
within an agreed code of practice
so that you and your home are
treated with courtesy and respect
at all times.
>M
 ake sure all our staff and
contractors carry an official identity
card so you know it is safe for them
to be allowed into your home.

>N
 ot unreasonably withhold
permission for any alterations
or improvements you wish
to make.
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Repairs
Your responsibilities
You should:
>K
 eep your home in good state of
repair and decorative order, and
your garden neat and tidy.
>C
 arry out repairs which are your
responsibility (see the repairs
section on our website for more
information).
>B
 e respectful of staff and contractors
when they visit your home.
>P
 ay for repairs which are as a result
of damage by you, your family,
visitors or pets, whether accidental
or on purpose.
>G
 et written approval for
improvements you may want to
carry out (otherwise you may be
charged for their removal).

>T
 est smoke alarms weekly and keep
all communal exits clear.
>T
 est your stopcock twice a year to
make sure it is working.
>E
 nsure there is enough heating and
ventilation in each room to reduce
the risk of condensation.
>M
 ake sure that when you move out
of your home, it is clean and empty
and ready to let to another tenant.

See ‘A guide to your
tenancy’ for further
information
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Planned and Cyclical Maintenance
Our responsibilities

> Service smoke detectors annually.

Your responsibilities

We will:
>U
 ndertake some maintenance
services on a cycle, for example
external painting, which will be
undertaken at an interval of
several years.

> Ensure fully trained and qualified
surveyors undertake annual fire
and general risk assessments
on all communal areas, with all
necessary work undertaken to
ensure that our properties remain
safe to live in.

You should:
>A
 llow our contractors access to
your home to undertake planned
and cyclical work, such as the
annual gas safety check.

> Continue to ensure that all our
properties have the correct fire
safety measures in place.

>N
 ot store any belongings in
communal electrical cupboards.

>R
 eplace the main items installed
within your home, (such as kitchens,
bathrooms and windows) on a
planned basis to keep your home in
a good state of repair with modern
facilities. This will include consultation
regarding design and colour choices.
>C
 arry out an annual gas safety
check and service.
>F
 it carbon monoxide detectors as
part of our ongoing maintenance
programmes for properties using
gas, solid fuel or oil.

>K
 eep communal areas clear.

See ‘A guide to your
tenancy’ for further
information
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Estate Services
Our responsibilities
We will:
>T
 ake reasonable care to keep the
common entrances, halls, stairways,
lifts, passageways, rubbish chutes
and any other common parts,
including electric lighting, in
reasonable repair and fit for use
by you and other occupiers.
> Have an annual programme of fire
and general risk assessments for
communal areas.
> Regularly carry out fire alarm,
electrical and lift testing for services
in communal areas.
> Regularly carry out legionella testing
and treatment in communal water
tanks (if provided).

>C
 lean communal areas, including
communal windows, to meet the
specification for cleaning.
>C
 ut grass, maintain shrubs and
trees and litter-pick communal
areas to meet the specification
for gardening.
>R
 emove racist or other offensive
graffiti within 24 hours of being
notified.
>R
 egularly carry out estate
inspections to monitor contractor
performance.
>C
 onsult with tenants in developing
a published policy for maintaining
and improving the neighbourhood.
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Estate Services
Your responsibilities
You should:
>K
 eep communal areas clean
and tidy.
>N
 ot use communal areas or
balconies for storage (particularly
of bikes, buggies or flammable
materials).

>P
 ark sensibly in marked bays and
not cause disputes with neighbours.

>D
 ispose of bulky items at the tip or
arrange collection by the Council.

>N
 ot leave litter in communal areas
or grounds (including cigarette
stubs or chewing gum).

>K
 eep private gardens clean and tidy,
with regular grass cutting and wellmaintained shrubs and beds.

>P
 ut rubbish and recycling in the
appropriate bins and leave out for
collection by the Council on the
correct day.

See ‘A guide to your
tenancy’ for further
information
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Anti-social Behaviour
Our responsibilities
We will:
>A
 ct where we see that it is
appropriate to do so. How we act
will be dependent on the customer’s
tenure and the facts of the case.
> Fulfil the statutory requirements
included the Housing Act and
the Anti-Social Behaviour, Crime
and Policing Act – including the
Community Trigger and Community
Remedy.
> Increase customer-led resolution
and prevention.
> Provide advice and guidance
documents on our website and
customer portal.
> Risk assess all cases using a
triage system.

>U
 se Customer Insight data to
identify areas and communities
under pressure.
>S
 hare information with other statutory
bodies (such as the police and social
services) where necessary, to support
a holistic response.
>N
 otify you of how anti-social
behaviour may affect the service
level you receive.

See ‘A guide to your
tenancy’ for further
information

Your responsibilities
You should:
>B
 e tolerant, accepting and
respecting of the needs and
choices of other people.
>T
 ry to prevent and resolve incidents
of anti-social behaviour (ASB).
>S
 peak to neighbours and behave in
a proportionate and balanced way.
>C
 ontact Stonewater to provide
information and evidence where
applicable. (Where information
and/or evidence is not provided, an
ASB case may not be progressed).
>B
 e aware that incidents of antisocial behaviour may lead to
a change in the service level you
receive, and ensure your actions
do not lead to this.
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Involvement and Empowerment
Our responsibilities
We will:
>E
 nsure your views are taken into
account when we develop or make
changes to services, policies or
strategies.
> Provide a range of options for you
to be able to give us your views,
always considering the best value
for money.
> Enable a customer-led scrutiny
panel to review and make
recommendations for changes
to our services.
> Develop our online approach
to involvement in line with our
digital strategy.

>U
 se customer insight to shape
and influence our services and
service delivery.
>P
 roduce an annual report, which
will include performance information
and will set out how money is spent.
>F
 eedback on changes made as
a result of customer involvement
activity.

See ‘A guide to your
tenancy’ for further
information

Your responsibilities
You should:
>B
 e aware of how to give feedback
or respond to consultations using
the correct methods.
>K
 eep your personal information
up-to-date and relevant.
> Interact with us digitally (where
possible) using MyHome online,
the Customer Hubb or other
online services.
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Feedback – Compliments, Comments and
Complaints
Our responsibilities
We will:
> P
 rovide clear information about how
you can give feedback and publish
how we have used feedback to make
improvements to services, encouraging
online contact wherever possible.

>C
 omply with General Data
Protection Regulation (GDPR).

> Promote a clear, simple and
accessible approach to giving
feedback and making a complaint,
and resolve complaints promptly,
politely and fairly.
> Advise you on what we can and
cannot do to resolve a complaint.
> Fulfil our service standards in
responding to a complaint.
> Fulfil our Regulatory obligations
under Tenant Involvement and
Value for Money standards.

Your responsibilities
You should:
> Be aware of how to give feedback
or make a complaint and know
where to find information relating
to feedback or complaints on our
website or face-to-face.
>M
 ake a complaint within the
required time scale.
>E
 xplain fully what the issues are
when making a complaint.

See ‘A guide to your
tenancy’ for further
information

>B
 e reasonable in your expectations.
>D
 eal with staff politely.
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Stonewater – New Homes
Our responsibilities
We will:
> P
 rovide good quality new homes for
those whose needs are not met by
the open market.

>S
 eek your feedback about your
new home.

>E
 nsure you read all the home
manuals provided and understand
how to operate your home and
make best use of it.

> Maximise available living space
through effective design.

> Ensure Stonewater developments
feature unique enhancements
through the use of public art or public
realm initiatives.

You should:
> Respect your new home and ensure
it is well maintained.
> Inform Stonewater of any defects
in the property as soon as possible
during the first 12 months from
handover.

> Ensure our new homes comply with
the latest building standards, are
energy efficient, meet required space
standards and are economical to run
and maintain.

> Aim to deliver homes with minimal
defects and deal with any problems
which do occur in a timely manner.

Your responsibilities

See ‘A guide to your
tenancy’ for further
information

>P
 rovide us with feedback on your
home to help inform our future
building plans.

Find us at
www.stonewater.org
or follow us on
Twitter
Facebook
LinkedIn
Contact us at
01202 319119
Email: info@stonewater.org

References to ‘Stonewater’ include all the Stonewater companies. More information can be found at:
www.stonewater.org/about-us/stonewater -companies/
Stonewater Limited, Charitable Registered Societies No. 20558R.
Registered office: Suite C, Lancaster House, Grange Business Park,Enderby Road, Whetstone, Leicester, LE8 6EP.

