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We map our achievements against our core values, which serve as a 
foundation for our culture and guide our vision of everyone having the 
opportunity to have a place that they can call home.

As our world grows ever more complex and interconnected, social 
responsibility goes beyond our own doorstep and means playing an active 
part in tackling the challenges that no one business, community, or even 
country, can solve on their own. The picture is bigger than our own horizons 
– from the climate emergency and global sustainability to the many 
individuals who still struggle with the basic needs of housing, health, food 
and education. 

In our own small way, we are passionate about positive change and being 
part of the solutions which will create a better world, through innovation, 
commitment and shared goals. As a CEO, I recognise the responsibility we 
have to play our part – and as a father, I fully embrace the stewardship we 
have for future generations. 

This strategy sets out our approach to social responsibility and ensures 
we are accountable in addressing the challenges which face us. We believe 
success and sustainability go hand in hand, and that our dedication benefits 
not only our customers and our business, but wider society as whole. 

Nicholas Harris 
Chief Executive

Foreword by the Chief Executive

As a leading social housing provider with around 32,500 homes, over 
70,000 customers, and an annual turnover of around £191m, Stonewater 
is deeply committed to recognising our responsibility towards customers, 

colleagues, partners, suppliers and the communities we’re part of. 



This strategy sets out 
our approach to social 
responsibility and ensures we 
are accountable in addressing 
the challenges which face us.
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Introduction

Our
Values
Ambitious, Passionate,  Agile, Commercial, Ethical.

Stonewater is a leading social housing provider and we manage around 32,500 homes 
in England for over 70,000 customers. Our homes include affordable properties for 
general rent, shared ownership and sale, and also specialist accommodation such 
as retirement and supported living schemes for older and vulnerable people, young 
people’s foyers and women’s refuges.

The reason we exist as an organisation is for a social purpose, providing quality homes and services for our customers, 
including some of the most vulnerable people in our society, and helping create communities that our customers are proud 
to be part of. Our commitment to our social purpose is reflected in our Vision, Mission and Values:

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

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



We recognise that, over and above our core social purpose, we have a wider 
responsibility to society and the environment we operate in. So our approach to 
corporate social responsibility underpins all of our activities and the way we operate 
as a business.

We have adopted the principles of ISO 26000:2010 Guidance on Social Responsibility 
which provides us with a framework on how to evidence that we operate in a socially 
responsible way. The standard describes social responsibility as the “responsibility 
of an organisation for the impacts of its decisions and activities on the society and 
environment, through transparent and ethical behaviour that:      

>   contributes to sustainable development, including the health and welfare of society;      

>   takes into account the expectations of stakeholders;      

>   is in compliance with applicable law and consistent with international norms of 
behaviour; and     

>   is integrated throughout the organisation and practised in its relationships.”

The ISO standard identifies seven core subject areas for social responsibility:

Organisational governance  
We practise accountability and transparency at all levels of our business, using 
leadership to create a culture which uses the core values of corporate social 
responsibility when making business decisions. 

Human rights  
We treat all individuals with respect, making special efforts to help people 
from vulnerable groups.

Labour practices  
Providing fair, safe and healthy working conditions for our colleagues; 
engaging in two-way dialogues to address their concerns.

Environment  
Identifying and improving the environmental impacts of our operations, 
in line with our Environmental Policy, including the use of resources and 
waste disposal.

Fair operating practices  
Upholding the law, practising accountability and fairness in our 
dealings with other businesses, including our suppliers. 

Consumer issues  
Providing healthy and safe homes, giving accurate information, and 
promoting sustainable consumption.

Community involvement and development  
Investing in the local communities that we operate in, and being  
a good neighbour. 

We believe that to embed social responsibility into all of our 
activities we need to incorporate social and environmental 
considerations into our decision making processes, and to be 
accountable for the impact of those decisions. To demonstrate 
the importance of this, our Social Responsibility Strategy is set 
out under the three themes that provide the framework for our 
Strategic Plan. 
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Customer  
Experience

Customer Experience

Consumer issues – our customers

Stonewater’s social purpose is at the very heart of what we’re 
here for. Providing good quality, affordable homes for people is our 
foundation but, above and beyond that, the way we deliver our services 
and work with customers is fundamental. We provide homes but we also 
have an ongoing relationship with the people in those homes.  

We believe in providing a personalised service to our customers that meets and where 
possible, anticipates their expectations. We also encourage all of our people to take personal 
responsibility for resolving customer issues.

We aim to make all of our services accessible to all, and we provide factual and unbiased information 
to our customers through a variety of channels. We ensure that we avoid any stereotypes or prejudices in 
terms of age, gender, race, religious belief, disability, or sexuality.

If our customers get into financial difficulties and are having problems paying their rent, we will provide advice to 
them on their options, including signposting them to sources of additional support.
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Community involvement and development
We are committed to putting the customer first and strengthening the relationship we have with 
them. We have signed up to the National Housing Federation’s ‘Together with Tenants’ campaign, 
which aims to strengthen the relationship between housing associations and their customers.

We recognise the importance of listening to our customers and involving them to help shape the design of our services. 
Customers are central to our development and play a strong role in helping to improve homes and enhance the services 
they receive. We aim to ensure that engagement is well planned and co-ordinated and that the delivery of engagement is 
meaningful and effective whilst providing value for money.

We have a customer involvement strategy covering three main aims:

>   Engaging with our customers to capture insight

>   Working with our involved customers to respond to the intelligence gathered from the insight

>   Providing opportunities for customers to hold us to account for our performance and behaviour

We have a dedicated Scrutiny Panel, consisting of 12 of our customers, which provides a 'reality check' about the quality 
of our services. This helps ensure that our customers' experiences are taken into account, allowing us to tailor services to 
meet their needs and priorities.

There are a number channels that our customers can use to engage with us, including our Customer hubb (help us be 
better), an online customer forum. Customers can post their own events, participate in Stonewater consultation activity, 
talk to each other about local issues affecting their area and share other ideas, cooking tips or hobbies. In addition, our 
customers engage with us via other social media, focus groups, and through surveys. 

The activities that we deliver aim to help improve our customers’ health and wellbeing, and we measure the social return on 
investment these activities provide through the Housing Associations' Charitable Trust (HACT) health and wellbeing model.

We work in partnership with the Longleigh Foundation, which we established to help transform the lives of people and 
communities in the social housing sector over and above their basic housing needs. It provides individual grants to residents 
in need, and funding for projects such as the three-year digital inclusion project across our retirement living schemes. 

Funding from Longleigh has supported us to work in partnership with Out of the Can+, a LGBTQ+ action youth group, and 
The Diversity Trust to provide monthly social education activities and support from our new Community Hub next to the 
Swindon Foyer.

We believe that volunteering is a key mechanism by which communities can be strengthened and civil society built. Our 
Volunteering Policy recognises that there are people in local communities we work in who have valuable assets, whether it 
be time, energy, skills or experience, all of which have the potential to enhance the services we deliver. We actively support 
voluntary activities that will: complement and enhance existing services; draw on the talents and energies of the local 
community; and benefit both the customer and volunteer. To support this approach we reimburse any necessary expenses 
incurred by volunteers. 

Consumer issues – our customers

Stonewater’s social purpose is at the very heart of what we’re 
here for. Providing good quality, affordable homes for people is our 
foundation but, above and beyond that, the way we deliver our services 
and work with customers is fundamental. We provide homes but we also 
have an ongoing relationship with the people in those homes.  

We believe in providing a personalised service to our customers that meets and where 
possible, anticipates their expectations. We also encourage all of our people to take personal 
responsibility for resolving customer issues.

We aim to make all of our services accessible to all, and we provide factual and unbiased information 
to our customers through a variety of channels. We ensure that we avoid any stereotypes or prejudices in 
terms of age, gender, race, religious belief, disability, or sexuality.

If our customers get into financial difficulties and are having problems paying their rent, we will provide advice to 
them on their options, including signposting them to sources of additional support.

Respect for human rights

We believe that everyone has the right to be treated with respect and recognise 
that we work in a diverse society. We put equality, diversity and inclusion at the 
heart of everything we do and acknowledge not only our legal, but also our moral 
responsibility to ensure all groups have equality of opportunity. 

We aim to ensure none of our policies and strategies contravene the most relevant 
of the articles in the Human Rights Act 1998. We do this by carrying out equality 
impact assessments before they are approved. 

We recognise that some of our customers may be vulnerable, for a number of 
reasons, and we are committed to meeting their needs through the provision 
of suitable accommodation and appropriate responsive services. We work 
proactively to identify customers who are, or may become vulnerable so we can 
ensure they have the support they need, working in partnership with specialist 
support organisations where necessary. 
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The environment – the impact of our homes 

Stonewater’s vision is ‘for everyone to have the opportunity to have a place that they can call home’ 
and we play a key role in helping to tackle the housing crisis through our significant development 
programme. However, we recognise that it isn’t just about the number of homes we build, we also 
need to focus on the quality, design, sense of place and the legacy of the new homes constructed. 

We are committed to providing homes for our customers that are warm, comfortable and affordable. 
We are also conscious of the impact our development programme can have on the environment, and 
are taking a number of steps to help reduce carbon emissions and our impact on the environment.

Our Environmental Strategy sets out our ambitions to further reduce the running cost of our homes 
for our customers, allowing them to sustain their tenancies more easily. We are improving the energy 
efficiency of both our existing and new homes, including rolling out innovative ground source heating 
systems for some of our electrically heated properties. We are also minimising waste from our 
building and maintenance activities, and recycling as much as possible. 

We deliver energy and water saving advice to our customers using a range of communications 
channels, which will benefit not only them but also the environment. This includes holding 
environment events to bring communities together and enhance social inclusion. 

Building homes uses a significant amount of timber, on average 5.5 trees for every new home 
we build. As part of our commitment to protecting the environment and creating sustainable 
communities, we have entered into a unique partnership with the Community Forest Trust (CFT) to 
help mitigate the impact of climate change and create attractive places to live, work and invest in.

We donate £50 to the CFT for every house we build, which the CFT uses to plant 5 trees and to 
fund community outreach programmes, helping children to engage with nature. In addition, 
we plant one tree for every new home on our new schemes, which makes us timber neutral. 
Stonewater is the first registered provider in the UK to demonstrate its commitment to its 
environmental responsibilities in this way. 

We are also conscious of the open spaces on our existing schemes and the potential impact our 
development programme has on existing green space and wildlife. We will identify schemes 
with disused green space and commission projects to enhance biodiversity and improve the 
outdoor space, engaging customers in the project, promoting community cohesion and social 
inclusion. We will also where possible create habitats for wildlife or edible gardens on sites 
where we develop our own schemes. 

Growth and Influence

Growth and  
Influence



We plant one tree for every 
new home on our new 
schemes, which makes us 
timber neutral.
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Organisational governance 

Stonewater is run and governed by a Board of 
management. The Board members have a wide range of 
skills and experience reflecting the services we provide, 
our customers, and the size, financial complexity, and 
strength of the business.

The role of the Board is to set the overall strategic direction 
of Stonewater, and ensure that we are meeting our aims 
and objectives. The Board is supported by seven functional 
committees, including a governance committee which 
oversees the delivery of this strategy.

We have a long-term rating of A+ by independent credit 
ratings agency, S&P Global Ratings and a top G1/V1 
governance and viability ranking from the Regulator of 
Social Housing.

We have developed a suite of policies and procedures 
to ensure full compliance with legal and regulatory 
requirements and these are subject to triennial review. 

Business 
Excellence

Business Excellence
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Labour practices – our colleagues 

An engaged workforce is a key factor of success for Stonewater. With over 800 colleagues, we are 
committed to being an employer of choice. We continually invest in learning and development, 
and we also regularly provide opportunities for staff to have their say and get involved.  
We listen to views and take steps to improve our services.

Our commitment to being an employer of choice is demonstrated by benchmarking ourselves against 
other organisations through the Sunday Times Best Companies survey, which also means we can 
measure and track year on year improvement. We achieved a ‘One Star’ rating in the 2019 Sunday Times 
Best Companies survey and are ranked 78th in the Top 100 best not-for-profit organisations to work for, 
and 25th in the best housing associations to work for in 2019.

We aim to generate and sustain a corporate culture where equality, diversity and inclusion are 
embedded and valued. This will help us to become an even better employer and service provider. 

Our Equality, Diversity and Inclusion agenda has recently been refreshed and we are making 
considerable progress with initiatives such as our gender equality focus groups, Equality and 
Diversity calendar, Equality Impact Assessment Toolkits, and Social Housing Equality Framework 
(SHEF) accreditation. We are passionate about ensuring that we are a truly inclusive business 
where people can bring themselves to work. 

We organise ‘wellbeing’ promotional activities such as mental health awareness breakfasts and we 
also recently launched Mental Health First Aiders. We ensure that our work spaces, whether they 
are scheme based or office based, at home, or in the field, are fit for purpose. We also ensure that 
colleagues have the right equipment to carry out their duties effectively. 

We monitor our Gender Pay Gap and are delivering an action plan to make improvements, and will also 
shortly be running our first black, Asian and minority ethnic (BAME) pay gap report. This year we are 
introducing our new Pay Framework, setting out our pay ranges to help to improve internal equity. 

We recognise that for many of our colleagues rising property costs mean that home ownership is 
an aspiration that is out of their reach. This is particularly true in the areas around some of our 
office locations. In response to this we have launched an innovative shared ownership product for 
colleagues called myOwnHome. An eligible colleague is able to identify a home they wish to buy on 
the open market, which Stonewater will purchase on their behalf and then lease back to them at a 
share they can afford. Colleagues can purchase as little as 25% of the home and will pay rent on the 
share they do not own.

We believe that volunteering not only adds value to society but can also benefit the wellbeing of 
individuals who volunteer. Many Stonewater colleagues give up their time to support charitable 
and community initiatives. Wherever necessary, we will try and facilitate this through our flexible 
working arrangements. 

We support and encourage volunteering by our colleagues within the communities our customers 
live in, particularly where this helps to increase our understanding of and empathy with our 
customers. We will support the use of ‘team building’ events that benefit our customers and the 
communities we work in. 

We will also develop and take forward our ‘give something back’ initiative, which will support colleagues 
to become actively engaged in local community volunteering and connect with our customers in a way 
that is not usually possible during the normal course of our business. This will include colleagues 
taking on activities identified by or with our customers. 

These activities may include improvements to community or communal spaces and external landscaping 
projects. They could also include our colleagues using their professional or technical skills in a way which 
can benefit our customers. It is also an opportunity to identify more creative and innovative projects that 
will have a long term positive benefit to our customers living in an area and which can be maintained 
without the need for ongoing external support.
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The environment – minimising our 
corporate impact

We are taking steps to reduce the environmental impact 
of our offices and our operations. We have established a 
colleague-led Environmental Performance Group focussed 
on improving the organisation’s internal environmental 
performance. We have reduced our total number of offices, 
and ensured those that remain are fit for purpose and use 
space efficiently. We have also migrated our IT servers to two 
brand new data centres, reducing emissions by two-thirds.

Our Environmental Strategy sets out our plans to conduct 
energy audits of all of our offices and develop plans to 
further reduce energy and water consumption. We will 
review our business mileage, and encourage teams to adopt 
innovative approaches to reduce mileage year on year. We 
will also incentivise company car users to opt for hybrid/
electric vehicles.

We are taking steps to keep waste from our offices to a 
minimum, and to ensure all of our offices have consistent 
recycling facilities and signage. 

Business Excellence continued

Fair operating practices 

We recognise the need for efficient, transparent processes for the procurement of goods, services and supplies.  
It is also essential to obtain Value for Money so we use a range of procurement routes including EU compliant  
tenders, procurement clubs and other competitive tenders.

We only procure goods, services and works in line with our 
Standing Orders, which includes quotations, non-OJEU 
tenders, OJEU tenders or EU compliant frameworks. 
We regularly review our spending and contractual 
arrangements to make it easy for suppliers to bid for 
tenders and deliver high quality products, systems and 
services to our customers.

Our procurement policy and processes include a 
responsibility for promoting small and medium enterprises 
(SMEs). All major procurement exercises are made 
available through a variety of national forums designed to 
attract SMEs as well as larger companies to bid on both a 
regional and national basis.

We are committed to promoting the highest standards of 
ethical business practice in our contractual arrangements 
with our supply chain partners. By adopting sustainable 
procurement practices, we can ensure the contractors 
and suppliers we employ work to limit their impact on the 

environment. We will ensure all contractors carrying out 
improvements to Stonewater homes have an environmental 
policy in place to reduce their impact on the environment,  
or agree to adopt our policy. 

We are working to mitigate the risk of slavery and human 
trafficking occurring in our supply chains, through both 
our procurement processes and the ongoing contract 
management arrangements. We seek to appoint 
contractors, consultants and suppliers whose values align 
with our own and who operate according to the same high 
ethical standards. 

All suppliers with an annual turnover of £36 million or more 
must provide a statement on their stance towards modern 
slavery at the point they submit a response to a tender 
exercise. Our selection criteria take account of both quality 
and price. We aim to award each contract at a price that will 
allow fair wages, and deter human trafficking and the use of 
child labour.



Strategy delivery and reporting

We recognise the importance of monitoring and 
measuring the impact of this strategy.

To support this we will:

>   Develop an action plan to support this strategy, 
including identifying relevant measures and targets

>   Review and update this strategy annually to ensure  
it remains relevant
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