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Stonewater ESG Reporting – November 2020 

 
Our vision is ‘For everyone to have the opportunity to have a place that they can call 
home’, and we are committed to doing the right thing for our customers and the 
environment. As a leading social housing provider, transparency is important for all 
of our stakeholders and we have therefore decided to support and adopt the new 
Social Housing Sector wide ESG reporting framework: ‘UK Social Housing: Building 
a Sector Standard Approach to ESG Reporting’1.  
 
Affordability and Security 
 
C1. Housing Provider Affordability Indicator 
 
Our Affordability Indicator covers rental levels for the 10 largest areas in our property 
portfolio. Stonewater is reporting weekly rental levels to the Regulator of Social 
Housing (RSH)2 on an annual basis, as part of our annual Statistical Data Return.  
 
The Affordability Indicator covers our average weekly rent for the general needs 
(social rent) category, which constitutes about 78% of our portfolio. This is compared 
with median weekly private rental sector (PRS) for the respective local areas 
obtained from the Office of National Statistic (ONS)3. On average, for the general 
needs category, Stonewater offers a discount to private market rents of about 41%. 
 
 Average 

Weekly 
Private 

Market Rent 
(£) 

Average 
Weekly 

Stonewater 
Rent – 

General 
Needs (£) 

Average 
Stonewater 
Discount – 

General Needs 

Herefordshire – All Categories 137 91 34.0% 
Four or more Bedrooms 231 110 52.4% 
Three Bedrooms 167 97 42.0% 
Two Bedrooms 138 88 36.8% 
One Bedroom 110 73 33.5% 
Studio 87 63 26.7% 
Room 95 - - 
Bedford – All Categories 185 105 43.3% 
Four or more Bedrooms 288 130 55.0% 
Three Bedrooms 208 116 44.1% 
Two Bedrooms 179 100 43.9% 
One Bedroom 138 86 37.7% 
Studio 104 72 30.6% 
Room 92 - - 

                                                             
1 https://thegoodeconomy.co.uk/resources/reports/SRS_final-report_2020-11-16-094356.pdf 
2 https://www.gov.uk/government/statistics/statistical-data-return-2018-to-2019 
3 https://www.gov.uk/government/statistics/private-rental-market-summary-statistics-april-2018-to-march-2019 
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Wiltshire – All Categories 173 100 42.0% 
Four or more Bedrooms 277 130 52.9% 
Three Bedrooms 202 116 42.4% 
Two Bedrooms 162 99 38.5% 
One Bedroom 133 84 36.6% 
Studio 114 70 38.8% 
Room 104 - - 
Coventry – All Categories 150 96 36.0% 
Four or more Bedrooms 231 115 50.4% 
Three Bedrooms 173 103 40.4% 
Two Bedrooms 150 93 37.8% 
One Bedroom 127 79 37.4% 
Studio 104 - - 
Room 84 - - 
Central Bedfordshire – All 
Categories 

196 96 51.1% 

Four or more Bedrooms 322 135 58.2% 
Three Bedrooms 230 119 48.1% 
Two Bedrooms 185 106 42.5% 
One Bedroom 150 90 40.1% 
Studio 133 - - 
Room 115 - - 
Dudley – All Categories 130 87 33.3% 
Four or more Bedrooms 193 109 43.7% 
Three Bedrooms 150 96 35.9% 
Two Bedrooms 127 87 31.8% 
One Bedroom 98 76 22.1% 
Studio 81 66 18.6% 
Room 65 - - 
Sandwell – All Categories 133 83 37.7% 
Four or more Bedrooms 184 114 38.0% 
Three Bedrooms 150 95 36.5% 
Two Bedrooms 130 84 35.9% 
One Bedroom 104 74 28.7% 
Studio 90 60 32.7% 
Room - - - 
South Somerset – All 
Categories 

148 91 38.7% 

Four or more Bedrooms 242 124 48.6% 
Three Bedrooms 173 107 38.0% 
Two Bedrooms 144 81 43.8% 
One Bedroom 106 81 24.1% 
Studio 88 - - 
Room 87 - - 
Milton Keynes – All 
Categories 

208 102 50.9% 

Four or more Bedrooms 323 137 57.7% 
Three Bedrooms 242 108 55.2% 
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Two Bedrooms 207 105 49.1% 
One Bedroom 165 83 49.9% 
Studio 133 64 52.0% 
Room 80 - - 
Eastbourne – All Categories 181 98 46.1% 
Four or more Bedrooms 277 126 54.6% 
Three Bedrooms 219 111 49.4% 
Two Bedrooms 185 98 46.8% 
One Bedroom 144 78 46.1% 
Studio 114 69 39.2% 
Room 87 - - 

 
C2. Existing affordable housing by category (homes completed before the start 
of the previous financial year) 
 
Our financial reporting includes an overview of the property portfolio by category. 
Our vision is ‘For everyone to have the opportunity to have a place that they can call 
home’ and, as such, properties in our portfolio generally are let at a discount to the 
private sector rental market. The below data has been extracted from our Annual 
Report & Accounts, which is available on our website. 
 
Units of Housing Stock 
 31 March 2019 

Number % 
General Needs 21,527 70.5 
Affordable 3,100 10.2 
Shared Ownership 2,662 8.7 
Supported Housing 432 1.4 
Housing for Older People 2,303 7.5 
Other 529 1.7 
Total Owned 30,553 100.0 

 
C3. New affordable housing by category (homes completed in the previous 
financial year) 
 
Data for our housing stock completed in the previous financial year is also available 
in our Annual Report & Accounts, which is available on our website. As in previous 
financial years, properties in our portfolio are generally let at a discount to the private 
sector rental market. 
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Units of Housing Stock 
 31 March 2020 

Number % 
General Needs 398 34.8 
Affordable 364 31.9 
Shared Ownership 246 21.5 
Supported Housing 9 0.8 
Housing for Older People 126 11.0 
Other - - 
Total Owned 1,143 100.0 

 
C4. How is the housing provider trying to reduce the effect of fuel poverty on 
its residents?  
 
The best way that Stonewater can directly reduce the risk of fuel poverty to 
customers is by improving the energy efficiency of homes. Stonewater has a target 
for all homes to reach a minimum of EPC Band C by 2030 and we are currently 
reviewing this target to increase our ambition.  
 
Government figures suggest that only 5% of households living in fuel poverty have 
an EPC rating of C or above, therefore meeting this target will have a significant 
impact in reducing the risk of fuel poverty. Our new homes are already built to a 
minimum of EPC band B, therefore further reducing the risk of customers being in 
fuel poverty. We also run an annual engagement campaign for customers at the 
beginning of each heating season. This is to help customers use their homes more 
efficiently and reduce their energy consumption, whilst encouraging customers to 
heat their homes to a comfortable level.  
 
Over the next 12 months, we plan to engage with customers more closely on our 
plans for improving the efficiency of our homes to better understand customer’s 
needs and ensure any improvements made to our homes meet their expectations. 
 
C5. What % of the rental homes have a three-year fixed tenancy agreement (or 
longer)? 
 
We do not offer fixed-term tenancy agreements. Our standard tenancies are either 
assured or 12-month starter tenancies that convert to assured after the first year in 
case of no issues. 
 
Building Safety and Quality 
 
C6. What % of homes with a gas appliance have an in-date, accredited gas 
safety check? 
 
As of 31 March 2020, out of our homes with gas appliance installed, 99.96% were in-
compliance with gas safety checks.  
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C7. What % of buildings have an in-date and compliant Fire Risk Assessment? 
 
As of 31 March 2020, 100% of our properties have an in-date and compliant Fire 
Risk Assessment.  
 
Our standard Fire Risk Assessment cycle depends of the nature of the blocks/sites. 
For general needs and low risk sites, it can alternate between onsite and desktop on 
an annual cycle i.e. an onsite desk top assessment would be undertaken in ‘Year 1’ 
with a desk top review being undertake in ‘Year 2’ (subject to no material changes to 
the building/tenure/incidents at the site etc.) followed by an onsite assessment in 
‘Year 3’.  
 
For sites such as Supported/Retirement Living/blocks greater than four storeys, the 
inspection cycle will always be an onsite on an annual basis. This is due to the 
possibly more complex building size/layouts, as well as differing vulnerabilities of the 
residents.  
 
C8. What % of homes meet the Decent Homes Standard?  
 
As of 1 October 2020, the proportion of homes meeting the Decent Homes Standard 
at Stonewater was 99.83%. 
 
Resident Voice 
 
C9. What arrangements are in place to enable the residents to hold 
management to account for provision of services?  
 
We have a Scrutiny Panel in place made up of 12 customers from across the country 
who review our services and make recommendations for changes or improvements. 
The Panel reports directly to the Board, and the Board oversees that these 
recommendations are implemented within the business.  
 
A co-opted customer member of the Customer Experience Committee sits on the 
Scrutiny Panel and acts as the conduit between the panel members and the 
governance structure.  

  
The Scrutiny Panel Chair and Vice Chair also meet formally with the Chair of the 
Board at least bi-annually, and have the opportunity to meet on a special basis if 
they feel that there is an issue that needs to be addressed by the full Board.  They 
also have direct access to the Executive Director of Customer Experience and the 
Chair of the Customer Experience Committee via a Whatsapp group chat and hold 
regular online meetings to ensure that customer views are taken into consideration 
on service offers, policies and performance.   
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The Terms of Reference for our Customer Experience Committee include two places 
for customers. 

  
The Scrutiny Panel has a robust Terms of Reference in place, which details how the 
panel members can hold the Board to account if they feel that they are not 
performing.  

  
Our Board report template includes an assurance of customer engagement and 
communication for any change in service design, service standard, policy or process.  

  
Customers are asked every three years how they want to be involved in holding their 
landlord to account for the services that they provide.  
 
C10. How does the housing provider measure resident satisfaction and how 
has resident satisfaction changed over the last three years? 
 
Our Board KPI target for Customer Satisfaction is 83%. The basis for collecting this 
is a consolidated view across all of the transactional services we deliver for our 
customers including customer contact, responsive repairs, planned works, lettings, 
mutual exchanges, void standard, complaints and anti-social behaviour. This metric 
is reported quarterly to both the Board and Customer Experience Committee. 
 
Customer feedback is gathered through a real time customer satisfaction platform 
(commenced April 2020). Our Board have taken the decision that feedback on 
transactional services provides us both with a better view of current customer 
satisfaction and more meaningful feedback. This shows us where we can resolve 
issues quickly and identify where systemic issues may require longer term 
improvements. 
 
The feedback we receive from customers measures our performance in delivering 
our Customer Promise: ‘We are proud to make things personal.  If it matters to our 
customers, then it matters to us’. 
 
Our current performance is: 
 
2020/21 (April – September) – 82.4% (Target 83.0%) 
 
Our methodology in previous years collected CSAT through telephone surveys to 
measure both perception and sample surveying of transactional services.  Customer 
satisfaction based on the perception survey over the past three years is as follows: 
 
2019/20- 78% (Target 83.0%) 
2018/19- 79% (Target 82.1%) 
2017/18- 79% (Target 68.5%) 
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C11. In the last 12 months, how many complaints have been upheld by the 
Ombudsman? How have these complaints (or others) resulted in change of 
practice within the housing provider? 
 
Housing Ombudsman Determinations 
2019/20: 
 
1 finding of maladministration  
6 findings of service failure  
8 cases no fault or no grounds for investigation 
 
2020/21: 
5 findings of maladministration 
3 findings of service failure  
3 no fault or no grounds for investigation 
 
Reporting and learning: 
Housing Ombudsman Determinations are reported to the Executive Directors’ Group 
and the Board. The Operational Directors’ Group holds accountability for acting upon 
findings and monitoring their implementation. 
 
We have also been involved in a 12-month project working closely with the Housing 
Ombudsman Service (HoS) to facilitate organisational improvements including 
reviewing all our policies and procedures relating to complaint handling and 
compensation to ensure they meet the Ombudsman’s complaint handling code. We 
are well prepared for the Self-Assessment required by the Ombudsman to be 
published by the end of the year. 
 
In 2020 we have rolled out complaint (and service failure) training across the 
organisation to front line roles in partnership with the HoS. We are investing in 
customer service training for all Stonewater colleagues this financial year.   
 
Examples of changes in practice: 
Following the determinations listed above, we have made improvements to the 
central storage of contractual documentation (removing the risk of knowledge being 
lost when colleagues leave the organisation); clarified the roles and responsibilities 
for colleagues managing contracts and participating in contractor liaison meetings to 
ensure our partners understand the importance of our customer promise and early 
resolution; and redesigning our structures and processes to work in a customer 
centric way to resolve anti-social behaviour and disruptive behaviour.  
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Resident Support 
 
C12. What support services does the housing provider offer to its residents? 
How successful are these services in improving outcomes? 
 
We specialise in the delivery of support services for young people, those fleeing 
domestic abuse and those with mental health needs. At any given time, we provide 
support to 423 customers across our portfolio of 20 commissioned and charitably 
funded Supported Housing services. 
 
All of our services offer person-centred, strengths-based support planning and 
coaching, with a focus on physical and mental health and wellbeing, access to 
education, employment and training (EET), and access to money management and 
financial inclusion. All 423 of our customers are offered support in these areas with the 
majority of customers requiring further specialist support in one or more of the given 
areas. 
 
We take a very proactive approach to engaging customers in EET activities, including 
one-to-one and group CV writing/job search courses, and fostering relationships with 
training partners, local colleges and specialist providers such as The Prince’s Trust.  
For example, our service in Swindon hosts a weekly youth skills and employment hub, 
which is delivered, in partnership with the local authority and the Department for Work 
and Pensions.  
 
All 423 of our customers receive support to maximise their income via one to one 
budgeting support and financial inclusion group sessions. At point of entry, all 
customers are supported to claim their welfare benefit entitlement, therefore reducing 
the risk of debt and maximising their income. Some customers are signposted to 
specialist money management services, which support them to address previous 
debts and make repayment arrangements. 
 
Additionally, support with physical and mental wellbeing is an integral part of our offer 
and all our customers are supported to register with their local GP and access any 
specialist healthcare need they might have. Customers are signposted to local gyms, 
music therapy classes, and specialist mental health services such as CAMHS or other 
counselling services. Currently 50% of our customers have an identified mental health 
need and are actively engaging with services. 
 
Across Stonewater, we offer access to specialist services such as Clean Slate (Debt 
and financial management support service) and since April, we have referred 41 
customers to this service, with a view to maximising their income and decreasing their 
debt. 
 
We monitor a number of KPIs, such as engagement in employment, education and 
training activities, length of time with the support service, and positive move-ons via 
our digital customer relationship management (CRM) system. Our customers are able 
to review their own progress, through the use of ‘Outcome Stars’, which gives a holistic 
view of a person’s progress through their personal journey with us.  
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Placemaking 
 
C13. Provide examples of case studies of where you have been engaged in 
placemaking or placeshaping activities 
 
In our new build developments, we are sensitive to design to ensure communities 
feel part of established infrastructure and pre-existing housing. For example, in the 
Vale of the White Horse we have let homes with spacing and external features that 
our customers can be really proud of. We believe this has contributed to low issues 
arising from these homes and positive reports received from incoming customers.  
 
Stonewater has been a key partner in some innovative regeneration projects as part 
of its placeshaping. In Waterworks Lane, Leominster, Stonewater demolished a 
vacated site where there had been historic anti-social behaviour, and employed 
veterans to build new homes in a self-build initiative. This taught the veterans 
valuable construction skills while building the homes they will then live in. This 
project was one of the first of its kind, in partnership with Royal British Legion and 
Community Self-Build Agency, and we have worked with local schools to help design 
marketing for it.  
 
When responding to community issues, Stonewater has dedicated officers able to 
take a ‘whole place’ approach when multiple issues arise, aiming to prevent repeat 
or escalating cases as a result. Officers can work with customers to access a 
community improvement grant, offering a funding pot for local improvements that will 
create a significant difference, such as lighting, landscaping, and the external 
appearance of buildings and outhouses.  
 
In areas where Stonewater has significant stock, such as Warwickshire, we have a 
strong relationship with police and local authority, playing a key role on the Stratford 
Housing Forum. Stonewater has been innovative in engaging its communities, for 
example, using the site of a local school (Myton School, Warwick) to pilot an 
exercise bootcamp in partnership with our charitable trust arm Longleigh, to help 
improve community physical and mental health. This initiative was positively 
received: “I just wanted to say thank you from both us, anxiety is difficult at the best 
of times. Everyone has been so friendly and supportive, I feel proud of myself which 
is rare.” (Feedback from a Stonewater customer).    
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Climate Change 
 
C14. Distribution of EPC ratings of existing homes (those completed before 
the start of the previous financial year) 
 

EPC Band Percentage 
% of Homes rated A 0% 
% of Homes rated B 4.3% 
% of homes rated C 61.2% 
% of homes rated D 33.5% 
% of homes rated E  0.9% 
% of homes rated F 0.1% 
% of homes rated G 0% 

 
C15. Distribution of EPC ratings of new homes (those completed in the 
previous financial year) 
 

EPC Band Percentage 
% of Homes rated A 1.6% 
% of Homes rated B 87.8% 
% of homes rated C 10.6% 
% of homes rated D 0% 
% of homes rated E  0% 
% of homes rated F 0% 
% of homes rated G 0% 

 
C16. Scope 1, Scope 2 and Scope 3 greenhouse gas emissions  
 
Scope 1: Stonewater has no Scope 1 emissions 
Scope 2: Total = 5,232 tonnes CO2 - Purchased electricity = 2,503 tonnes CO2 / 
Purchased Gas = 2,729 tonnes CO2 
Scope 3: Cannot currently calculate, other than business mileage emission which 
equate to 574 tonnes CO2 in 2019/20 
Further to the above, we will be developing plans to be able to measure more scope 
3 emissions. 
 
C17. What energy efficiency actions has the housing provider undertaken in 
the last 12 months?  
 
In the last 12 months, Stonewater has undertaken a number of retrofit measures to 
improve properties towards our minimum target of EPC Band C. This includes 
insulating 1,250 properties, retrofitting ground source heat pumps at 8 properties and 
air source heat pumps at 70 properties. We are also in the process of undertaking 
analysis to make plans to increase our energy efficiency target. 
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In new developments, we are developing our approach to building without fossil fuel 
heating and working towards achieving net zero carbon new homes. On a large 
proportion of new homes, we design to achieve a 20% reduction in carbon emissions 
compared to building regulations. We currently have projects on different sites 
trialling approaches to meet net zero or decarbonise heating. These include, four 
Passivhaus properties, a scheme heating by ground source heat pumps with 
endothermic roofs, and a trial of the smart home Wondrwall system. We have also 
approved a site of circa 120 homes built using modern methods of construction. 
 
C18. How is the housing provider mitigating the following climate risks: 
increased flood risk; increased risk of homes overheating? 
 
Stonewater has undertaken flood risk mapping of all homes. This has identified that 
we manage 209 properties, which are at high risk of flooding, by either river, coastal 
or surface water. Stonewater is now focussing on the high-risk properties to develop 
an approach to mitigate flood risk, and also support customers in the event of a 
flood. 
 
Stonewater has also analysed the overheating risk to its properties using the SAP 
data held for properties. Stonewater manages 112 properties at high risk of summer 
overheating. Plans are being developed, to support customers within these 
properties and provide advice on minimising overheating risk. Consideration is also 
being given as to whether vulnerable customers should be safeguarded against 
being housed within properties with a high overheating risk. 
 
C19. Does the housing provider give residents information about correct 
ventilation, heating, recycling etc? Please describe how this is done. 
 
Our Customer Service Centre colleagues have scripts to support customers who are 
suffering from condensation to ensure that properties are being ventilated correctly. 
Where customers require further support, visits from surveying colleagues or 
contractors can take place to ensure that there is no underlying causes and to 
provide advice on a face-to-face basis.  
 
Contractors ensure customers know how to use their heating most efficiently when 
carrying out annual servicing and gas safety checks. There is also information on the 
Stonewater website and signposting to useful resources for customers. Additionally, 
as mentioned above Stonewater also runs an annual engagement campaign for 
customers at the beginning of each heating season. This is to help customers use 
their homes more efficiently and reduce their energy consumption, whilst 
encouraging customers to heat their homes to a comfortable level. 
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Ecology 
 
C20. How is the housing provider increasing green space and promoting 
biodiversity on or near homes? 
 
Stonewater has entered a partnership with the Community Forest Trust. For every 
home that Stonewater builds, we fund five trees to be planted by the Community 
Forest Trust. In addition to this, we also plant at least one tree on the development 
for each home built, and use fruit trees and edible planting wherever possible. 
Stonewater commissions public art by local artists to enhance open spaces on our 
developments and encourage residents to enjoy and take pride in the outdoor space. 
 
C21. Does the housing provider have a strategy to actively manage and reduce 
all pollutants? If so, how does the housing provider target and measure 
performance? 
 
Currently, Stonewater has no strategy in place to actively manage and reduce all 
pollutants. However, we are in the process of developing a strategy. 
 
Resource Management 
 
C22. Does the housing provider have a strategy to use or increase the use of 
responsibly sourced materials for all building works? If so, how does the 
housing provider target and measure performance? 
 
No, but we are planning to develop a strategy. We are currently engaging with our 
contractors and supply chain, asking them to report on the percentage of materials 
used that are responsibly sourced. We are also actively working with our supply 
chain to reduce the amount of single-use plastic used in the maintenance and 
construction of our homes. 
 
C23. Does the housing provider have a strategy for waste management 
incorporating building materials? If so, how does the housing provider target 
and measure performance? 
 
Yes. Stonewater has a waste management policy, which requires contractors to 
manage waste responsibly. Contractors are asked to report the percentage of waste, 
re-used, recycled and sent to landfill. We are also actively working with our supply 
chain to reduce the amount of single use plastic used in the maintenance and 
construction of our homes. 
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C24. Does the housing provider have a strategy for good water management? 
If so, how does the housing provider target and measure performance? 
 
Stonewater does not currently have a strategy for good water management but we 
are in the process of developing a strategy. 
 
Structure and Governance 
 
C25. Is the housing provider registered with a Regulator of Social Housing? 
  
Yes (Regulator of Social Housing Number L1556). 
 
C26. What is the most recent viability and governance regulatory grading?  
 
Stonewater’s Social Housing rating is G1/V1. 
 
C27. Which Code of Governance does the housing provider follow, if any? 
 
National Housing Federation Code of Governance 2015. 
 
C28. Is the housing provider Not-For-Profit? 
 
Yes, Stonewater is a Not-for-Profit housing provider. 
 
C29. Explain how the housing provider’s Board manages organisational risks 
 
New, emerging and high scoring risks are monitored, through the Strategic and 
Operational Risk Register. The Executive Director Group and the Risk and 
Assurance Committee keep the register under review to ensure that it fully reflects 
the risks to the delivery of Stonewater’s operations and Strategic Plan.  
 
Designated managers are responsible for each identified risk area and the Company 
Secretary oversees progress against actions to mitigate risks. The Board has also 
adopted a risk appetite statement, which sets out the nature and levels of risk we are 
prepared to take in order to achieve our strategic objectives. Performance against 
this is kept under review, facilitated through the use of metrics to enable the Board 
and committees to assess whether performance remains within the risk appetite 
parameters. The Chief Executive reports to the Risk and Assurance Committee on 
the effectiveness of the internal control environment. 
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C30. Has the housing provider been subject to any adverse regulatory findings 
in the last 12 months (e.g. data protection breaches, bribery, money 
laundering, HSE breaches or notices) – that resulted in enforcement or other 
equivalent action? 
 
Yes. In connection with the refurbishment of one of our properties, the Health & 
Safety Executive (HSE) found Stonewater to be in breach of Health and Safety 
Regulations, with regards to the risk of the spread of asbestos during refurbishment 
works. The breach occurred as Stonewater did not provide the contractor with 
sufficient information in the pre-construction phase by providing the contractor with 
an Asbestos Refurbishment Survey as required. This issue has since been rectified, 
and as of 30 June 2020, the case was closed by the HSE. 
 
Board and Trustees 
 
C31. What are the demographics of the Board? And how does this compare to 
the demographics of the housing provider’s residents, and the area that they 
operate in? 
 
Diversity Strand From 01.10.2020 

(01.10.19 performance) 
Stonewater Customer 

Profile 
Ethnicity (%BMA) 17% (17%) 11% 
Gender (% Female) 42% (42%) 60% 
Disability (% Disabled) 17% (17%) 9% 
Age range 5 decades (3 decades) - 

 
Stonewater’s Board consists of 12 members (11 non-executive, 1 executive). The 
Board recognises the value of having a membership which includes people from a 
variety of backgrounds and with diverse attributes. This supports healthy debate and 
challenge, ensuring that a range of perspectives are brought to the decision making 
process. The Board succession plan includes a key objective to ensure diverse 
membership and over the past few years has seen improvements, in particular age 
range and gender.  The average tenure among the 11 non-executive board 
members is 2.6 years. The Governance & People Committee agreed that age range, 
rather than average age, was a more appropriate Board measurement. 
 
C32. What % of the Board AND management team have turned over in the last 
two years?  
 
In the past two years as of October 2020 (the period October 2018 – October 2020), 
of the 11 non-executive Board members, seven (64%) have been appointed, and of 
the six Executive Directors, one (17%) has been appointed. 
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C33. Is there a maximum tenure for a Board member? If so, what is it? 
 
Under the rule of the Association, the maximum tenure is nine consecutive years of 
service. 
 
C34. What % of the Board are non-executive directors? 
 
92% are non-executive (11 members) and 8% are executive (1 member). 
 
C35. Number of Board members on the Audit Committee with recent and 
relevant financial experience 
 
The Risk & Assurance Committee comprises of three members – two non-executive 
Board members and 1 independent committee member. Two members are qualified 
accountants with extensive experience in senior positions and as non-executive 
directors across different sectors  
 
C36. Are there any current executives on the Remuneration Committee? 
 
No. 
 
C37. Has a succession plan been provided to the Board in the last 12 months? 
 
Yes. 
 
C38. For how many years has the housing provider’s current external audit 
partners been responsible for auditing accounts? 
 
Our current external audit partner was appointed October 2015 for the financial year 
2015/16, so has been responsible for auditing our account for five years. 
 
C39. When was the last independently-run, Board effectiveness review? 
 
The last independent review was 2015/2016. An independent review of Board 
effectiveness has been commissioned for 2021. 
 
C40. Are the roles of the Chair of the Board and CEO held by two different 
people? 
 
Yes. 
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C41. How does the housing provider handle conflicts of interest at the Board? 
 
Board members are asked to declare any interests at the time they join Stonewater 
and to update this both through an annual declaration exercise and during the year, 
as and when they arise. These are recorded in the register of interests, which is 
publicly available.  
 
Members also make any relevant declarations at any meetings or discussions during 
which a potential or actual conflict of interest arises or has risen. The minutes of the 
meeting or discussion will reflect the conflict and other appropriate measures will be 
taken e.g. the member will be excluded from the meeting for that agenda item or in 
extreme situations may be required to relinquish their Stonewater position.  
 
Arrangements for declarations and conflicts are set out in the Board member 
agreement for services, Stonewater’s conflict procedure and the governance 
procedure on conflicts, copies of which are available if needed. 
 
Staff Wellbeing 
 
C42. Does the housing provider pay the Real Living Wage? 
 
Yes, Stonewater pays the Real Living Wage. 
 
C43. What is the gender pay gap? 
 
As of 2019 our gender pay gap is 19.69%. 
 
C44. What is the CEO-worker pay ratio? 
 
Stonewater’s CEO-worker pay ratio for 2019 (Apr 19 – Mar 20), calculated according 
the Department of Business, Energy and Industrial Strategy (BEIS Methodology) 
method B4  

 
 
 
 
 
 

                                                             
4https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/755002/The_Companies__Miscella
neous_Reporting__Regulations_2018_QA_-_Publication_Version_2__1_.pdf 
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C45. How does the housing provider support the physical and mental health of 
their staff?  
 
Stonewater has a strong commitment to the health and wellbeing of our colleagues. 
We believe no one should have to face mental health problems alone. Wellbeing and 
the tools we offer to support are vital, particularly at a time where employees may be 
isolated. 
 
We strive to provide guidance and support to colleagues - for example by 
‘normalising’ discussion around mental health, we can help colleagues to lead fit and 
healthy lives. A happy and motivated workforce offers the best possible service to 
our customers, who are at the heart of everything we do.  
 
There are a number of ways we achieve this, for example we have a dedicated 
health and wellbeing page on our intranet, providing signposting and guidance, and 
to various support networks and health guidance.  
 
We have employees who have been trained as mental health first aiders to provide 
support to colleagues. We have an employee assistance programme provided by 
BHSF, which provides: 
 
• 24/7 health and wellbeing advice line 
• Access to face-to-face counselling 
• Online GP service 
 
In addition, we have a virtual Wellbeing Centre, with four key areas:  
 
• Move - hundreds of fitness videos to suit everyone’s needs 
• Mind - tips and mindfulness videos to support colleagues at home and at work. 
• Money - our money section has great articles as well as budgeting tools and debt, 
loan and mortgage calculators 
• Munch - this section has over 1,500 healthy recipes to suit every taste, as well as 
articles about eating more healthily 
 
We have a number of groups dedicated to driving positive change from within: 
 
• Black, Asian & Minority Ethnic network group 
• Gender Equality Networking Group  
• Disability & Friends Networking Group  
• LGBTQ+ Networking Group 
 
C46. Average number of sick days taken per employee 
 
The average number of sick days per employee is 2.22 days, calculated for the 12 
months period ending 14 October 2020. 
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Supply Chain 
 
C47. How is social value creation considered when procuring goods and 
services? 
 
The future procurement tendering process (post-2020) will aim to have 10% to 20% 
for social value creation built into the tender evaluation scoring. The suite of 
qualitative questions are presently being developed but we aim to cover a number of 
areas (including but not limited to); apprenticeship/graduate schemes, training and 
development, waste reduction, volunteering, charitable campaigns and SME 
initiatives.  
Stonewater takes this area very seriously and considers that social value is about 
using the spend in the organisation to drive social and economic opportunities to 
those most in need, the most vulnerable in society. Therefore, it is important that the 
tender evaluation encompasses this. 
 
C48. How is environmental impact considered when procuring goods and 
services?  
 
We are currently in the process of developing our approach to sustainable 
procurement, which will include: 
 
 PQQ environmental screening questions 
 A suite of environmental quality questions in three groups; works, supply and 

services 


