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



2 Stonewater

Ethical, Ambitious, Passionate, Agile, Commercial
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4 Stonewater

We manage around 32,000 homes across England 
providing homes for rent, shared ownership, leasehold, 
retirement living and supported accommodation.

We offer good quality, affordable social housing for 
people whose needs are not met by the open market. 
We are leading one of the most significant and 
progressive development programmes in the UK, 
providing at least 1,500 new homes every year.  

We also offer attractive, affordable home ownership 
through Stonewater Homes.

Stonewater’s strategy is concentrated around customer 
experience, growth and influence and business excellence.

Our digital transformation programme, ConnecteD, will 
significantly transform the way we work and the services 
we offer, enabling customers to access them at home or 
on the move, at a time that suits them best.

About us

STONEWATER IS ONE OF THE UK’S LARGEST SOCIAL 
HOUSING PROVIDERS WITH AROUND 32,000 HOMES 
UNDER MANAGEMENT AND £1.7 BILLION IN ASSETS. WE 
ALSO HAVE A SIGNIFICANT DEVELOPMENT PROGRAMME 
TO HELP ADDRESS THE RISING DEMAND FOR HOUSING.
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32,000
homes

Stonewater

This figure includes homes for rent, shared  
ownership, leasehold, retirement living and  
supported accommodation.

For customers, our goal is to improve accessibility, 
provide online resources to help customers manage 
their money and encourage customer involvement  
to help shape our services. We are also looking  
to expand our provision for older people and  
vulnerable groups. 

Our supported and retirement living schemes help  
older or vulnerable people to live independently.  
We also offer foyers for young people and women’s  
refuge accommodation.



Our vision, mission and values

6 Stonewater

VISION FOR EVERYONE TO HAVE THE OPPORTUNITY 
TO HAVE A PLACE THAT THEY CAN CALL HOME

MISSION TO OFFER QUALITY HOMES AND 
SERVICES FOR PEOPLE WHOSE NEEDS ARE  
NOT MET BY THE OPEN MARKET

VALUES ETHICAL, AMBITIOUS, PASSIONATE,  
AGILE, COMMERCIAL
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Stonewater is run and governed by a board of directors 
with a wide range of skills and experience, reflecting 
the services we provide, our customers, and the size 
and financial complexity and strength of the business.

The board oversees Stonewater’s activities, setting and 
ensuring compliance with Stonewater’s values, vision, 
mission and strategic plan to ensure its long-term 
success. Six functional committees, each of which 
comprises members with relevant skills and 
experience, support the board in the development and 
oversight of strategic objectives.

Stonewater



An engaged workforce is a key factor of success  
for Stonewater. With over 800 staff we’re committed  
to ensuring we become an employer of choice. 

We continually invest in learning and development 
with focus on performance management and 
customer service improvement. 

We regularly provide opportunities for staff to have 
their say and get involved. We listen to views and  
take steps to improve our services. 

800
staff

over

8 Stonewater
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Our structure
We cover three geographical areas across 
England, structured as follows:
>  East and North, managing 8,000 homes
>  South, managing 15,000 homes
>  West, managing 9,000 homes. 

Our customer experience and asset teams 
manage about 32,000 homes across 
England, delivering housing services to 
customers and also property management. 
Our development team are strategically 
located to deliver new homes in partnership 
with our stakeholders.

Stonewater

WEST
MANAGING

9,000
HOMES

SOUTH
MANAGING

15,000
HOMES

EASTAND  
NORTH
MANAGING

8,000
HOMES 

32,000  
HOMES 

UNDER  
MANAGEMENT

OPERATE IN  
139 LOCAL  

AUTHORITIES
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Development
We are proud of the quality of the affordable housing  
we provide. We work closely with our partners, 
including local authorities, Homes England and the 
Regulator of Social Housing to develop new homes  
in market towns, rural and suburban areas. We build 
new homes for affordable rent, shared ownership and 
supported housing. 

Stonewater is working across its operating areas with 
local communities, local authorities, contractors and 
developers to develop new affordable homes. We are 
projecting the delivery of at least 1,500 new homes  
every year.



Development

1,500
new homes every year

11Development
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The opening of the Chestnut Lane  
development in Evercreech near Shepton  
Mallet gave particular cause for celebration,  
as the development included the 2000th  
home built by Stonewater since the  
company was formed in 2015. To celebrate, 
local schoolchildren helped to bury a time  
capsule and plant a commemorative  
pear tree. The site has 20 homes  
for affordable rent, and ten for  
shared ownership.

Chestnut Lane, Evercreech

Our recent developments

Our recent developments
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Two centrally-located apartment blocks in Poole are helping to address the need for 
affordable housing in an area with one of the highest average property prices in the UK. 
The former brownfield site features a mix of 14 affordable rent flats and five shared 
ownership flats. A local artist was commissioned to create tiled murals for the 
entrances which depict Poole’s industrial heritage.

Stonewater has developed nine new, low-cost apartments in Taunton – a much 
needed boost in an area where average rents are equivalent to a third of local 
incomes. The development, on a former brownfield site, is close to local shops and 
other amenities and features an award-winning willow sculpture by a local artist as  
a focal point. 

Priory Bridge, Taunton Lagland Street, Poole
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The new development in Coldwaltham, in West Sussex, 
pays tribute to local hero Ernest Shackleton in name and 
with a unique piece of public art. Shackleton Close 
provides eight much-needed affordable homes for local 
people within the South Downs National Park. The 
development has a bespoke wooden artwork depicting 
Shackleton’s travelling chest from his Antarctic 
explorations aboard The Endurance.

Coldwaltham, West Sussex
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Stonewater worked with the local council to deliver 25 new low cost and shared 
ownership homes in this rural area with a high level of housing need. Nationally,  
only 8% of rural housing is affordable, compared to 20% in main urban centres.  
The scheme features locally-made willow sculptures depicting seed heads.

Stoney Meadow, North Mundham
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Stonewater’s new development at Farndon Fields provides 12 new houses with 
parking and private gardens. The homes will be allocated via Harborough 
District Council’s Choice Based Lettings Scheme which prioritises people with 
a local connection.

Farndon Fields, Market Harborough Burley-in-Wharfedale, West Yorkshire
This nine-house development in a village location features homes with high 
levels of thermal insulation to maximise energy efficiency. Built on the site of 
a former hospital, which closed in 2009, the properties have been built from 
stone, in keeping with village architecture and character, and are within 
walking distance of the village centre and the local train station.
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A development of 23 one-bedroom homes, each with their own private garden  
and parking space, have been created to provide housing for local people in  
Seacroft, Leeds. The properties, which have been built to the Sustainable Homes 
Level 3 code equivalent, which helps to keep running costs low, are less  
than five miles from Leeds train station. 

Parkside, Seacroft, Leeds
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First-time buyers Rebecca and Alex Reid – and their cat 
Garfield – are now the proud owners of their four-
bedroom ‘forever home’ at Stonewater Homes’ new 
development at Augusta Park, Andover.

The Reids started to look into buying their own home 
when the landlord of the rented house they were living 
in decided to sell the property at the end of their 
tenancy. They quickly realised that buying their own 
home made sense, as mortgage repayments were likely 
to be less than the rent they were paying. But they were 
frustrated by the limitations on what they could borrow 
and the type of property they could afford. 

They turned to Stonewater, and were able to buy a 50% 
share of their new four-bedroom home, paying an 
affordable rent on the remainder. In the future, they 
hope to increase their share to 100%.

Augusta Park,  
Andover 

Shared 
ownership

We have an ambitious shared ownership programme, offering buyers an affordable route to 
home ownership. The shared ownership scheme, more commonly known as ‘part buy, 

part rent’, enables the purchaser to buy a share of a property and pay rent on the 
remaining share – with further options to increase the share they own over time. 

Our dedicated New Homes team has been set up to help customers through 
their purchase and the after-sales service provided by Stonewater 

Homes provides guidance and support to existing home owners.  
To find out more, please visit www. Stonewaterhomes.co.uk
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When Nicholas and Miranda Woollard decided to downsize from their three-bedroom 
home, they were keen to find a new home that offered them a village location with 
easy access to local amenities, including shops and a train station. 

They found just what they were looking for in a new, two-bedroom shared ownership 
Stonewater home not far from their old home. As they had some capital from the 
sale of their former home, they were able to purchase their 50% share without a 
mortgage, and the reduced rent they pay on the remainder keeps their household 
costs affordable. The process was so simple that the Woollards moved in just seven 
weeks after they first laid eyes on their new home. 

The couple, who enjoy spending time in the garden, love their energy-efficient new 
home, and are enjoying being part of the local community.

Fed up with renting an expensive and 
chilly flat, Nikki Swift decided that the 
only way she could get on the property 
ladder was by moving back in with her 
parents in order to save up for a 
deposit. But all that changed when she 
discovered she could buy a shared 
ownership Stonewater Homes property 
in Thorpe Willoughby, near Selby. 

Nikki purchased a 40% stake in the 
two-bedroom property, and pays a 
reduced monthly rent – significantly 
lower than the local market average 
– on the remainder. She is delighted 
with her new home, which has a garden 
and a parking space and is close to 
local shops and pubs.

Seagrave Park, Sileby, 
nr Loughborough

Thorpe Willoughby,  
nr Selby



20 Asset management

repairs & 
improvement
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Asset management
Our assets team is responsible for all aspects of our 
residential property portfolio including:
>  building maintenance – including planned activities 

like painting and reactive repairs requested by 
residents

>  services maintenance and repair, and statutory 
compliance – including electrical installations, lifts, 
fire safety equipment, water hygiene, and gas 
heating

>   renewal of major building components – including 
roofs, kitchens and bathrooms, and windows and 
external doors

>   major repair and modernisation projects – including 
renewal of estate roads, upgrading our retirement 
home portfolio, and improving energy efficiency

>  disposal of homes – that are not cost-effective to 
retain because of their location or configuration, 
return on capital, or investment needs.

The team covers compliance, fire safety, major projects, 
and data. They deal with the full range of tenure types 
including self-contained unfurnished rent, retirement living 
schemes, supported housing for people with special needs, 
and freeholder services to leaseholders. 
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Customer experience
Our Customer experience team manage around 32,000 homes across 
England, delivering housing services to customers.

Through our tenancy services officers, property managers and service 
delivery officers we act as the face of Stonewater in communities.

customer experience 
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Customer Contact Team
Our Customer Contact team is the first point of contact for all 
customers. Adopting a single point of contact for our customers 
enables consistency and monitoring to ensure we deliver a high 
level of customer service.

customer experience 
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We aim to 
deliver people 
focused 
solutions for  
our residents. 
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We aim to 
deliver people 
focused 
solutions for  
our residents. 

Customer experience 
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Tenancy services officers are the frontline face 
of Stonewater for many of our customers.



No two days are the same for our tenancy services 
officers. As well as managing estates services, 
environmental anti-social behaviour, tenancy sign ups 
and home visits, our officers also attend meetings with 
local authorities, specialist agencies and developers of 
new homes. 

27Customer experience 
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financial 
guidance

We provide online resources to help our customers 
manage their money. We help customers access advice on 
budgeting, benefits, repaying bills and staying out of debt. 

By understanding finances better and knowing what the 
priority debts are we believe residents can reduce the risk 
of losing their homes through excessive rent arrears. 
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We provide an anti-social behaviour service supporting and 
enabling customers to take responsibility for both resolving 
and preventing anti-social behaviour.

Our anti-social behaviour officers work across the country 
and respond by giving guidance and signposting customers  
to relevant agencies.

Tackling anti-social behaviour  
is of key importance to Stonewater.
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Our supported housing projects are either managed 
directly by Stonewater’s supported housing team or 
through a specialist provider. The services assist a wide 
range of people including young people, people fleeing 
domestic abuse, older people, people with mental health 
needs or learning disabilities, vulnerable people and 
young adults. 

supported housing
Stonewater provides quality, affordable  
housing across the UK for people with  
differing support needs. 
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We offer a range  
of housing for 
older people 
across the 
country. 
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We are passionate about involving 
customers in our business. 
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We have created a digital model of customer 
involvement so that customers from different 
locations and across different tenures can 
actively participate in consultation forums 
and provide timely feedback. Our busy 
Customer hubb (help us be better) is  
an interactive forum. 

Our Customer Scrutiny Panel is made up  
of 12 customers from across the country.  
The panel review our services and make 
recommendations for change and 
improvement, which are fed directly  
to the board. Implementation of the 
recommendations are monitored  
through our governance structures. 
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Stonewater Limited,  
Charitable Registered Societies No. 20558R.

Registered office:  
Suite C, Lancaster House, Grange Business Park, 
Enderby Road, Whetstone, Leicester, LE8 6EP.

Find us at 
www.stonewater.org

or follow us on
 Twitter 
 Facebook 
 LinkedIn

Contact us at
01234 889494
Email: info@stonewater.org

http://www.stonewater.org
https://twitter.com/StonewaterUK
https://www.facebook.com/stonewateruk
https://www.linkedin.com/company/stonewater
mailto:info%40stonewater.org?subject=

