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About Stonewater

• 40,000 homes / 93,000 
customers

• Build 1,000 new homes each 
year

• General needs and specialist 
accommodation
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Grant Funded Programmes
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SHDF Wave 1

70 homes £1.5million 
programme

SHDF Wave 2.1 (2023/25)

800 homes

£20million programme

WH:SHF Wave 3 (2025/28)

1,620 homes

£37million programme

WMCA Devolved Funding 
(2025/28)

250 homes

£2.9million programme
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The MEES Challenge

Long term programmes - EPC C by 2030 & Net Zero

Changing targets & EPC reform

Funding scheme rules



Whole house 
approach

Fabric First Efficient Heating Solar PV

Stonewater’s 
Approach



Deliver an 
EPC 

Programme

1

Plan 
transition 
from gas

2

Review “hard 
to treat” 

properties

3

Align retrofit 
& planned 

investment

4

Keep doing 
the right 

thing!
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How do we 
adapt?



Presentation title
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Insulate & Ventilate

Efficient heating

Clean energy

=
+

+

Healthy & Comfortable
Affordable

Homes



Presentation title
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Thank You

contact: adam.masters@stonewater.org





From Insight to Action: How Discover 

Housing will Engage 10,000 Young 

People in Housing Careers

Josh Cliff, head of service, Positive Footprints

Rachel Solomon, head of community investment, Peabody





WHEN YOU WERE

GROWING UP?



OPPORTUNITY IS NOT



FOR 

ASPIRATION 



  WITH 

  PEABODY



TO SEE 

Video Link

https://vimeo.com/1054432326?share=copy&fl=sv&fe=ci






"It's Like Torture": Life in Temporary 

Accommodation for Neurodivergent 

Children and their Families

Professor Katherine Brickell, professor of urban studies, King's College London

Rosalie Warnock, research fellow, Kings College London

Rachael Williamson, director of policy, communications and external affairs, CIH  

























































Learning From The Latest Tenant 

Satisfaction Measures (TSMs) For Service 

Improvement And Accountability

Stephen Johnson, tenant advisory panel, National Housing Federation

Will Perry, director of strategy, Regulator for Social Housing

Jonathan Cox, director of data, Housemark

Amy Redsull, customer improvement specialist, Sovereign Network Group (SNG)

Sarah Andrews, assistant director of housing and resident engagement, Housing 

Solutions  



2025 TSMs

May 2026

CIH Brighton Conference



Total number of tenants surveyed by landlords:

499,522

November 2024Regulator of Social Housing51

LCRA sector level overall satisfaction: 71%

+16,200 on 2023/24

+1pp on 2023/24



Perception TSM results – landlord median

November 2025Regulator of Social Housing52



Median perception results- LCRA comparison

November 2025Regulator of Social Housing53



New contextual management information

We have published at a landlord 
level:

1. A breakdown of what has 
happened to repairs raised; how 
many have been cancelled or are 
still work in progress. 

2. Landlord’s use of extensions in 
the complaint handling code.

This information can supplement the 
TSMs and contextualise landlord 
performance.

November 2025Regulator of Social Housing54

18.7 million 
responsive repairs 
raised during year

15.1 million 
completed during 

year

2.5 million closed 
without 

completion during 
year (i.e. cancelled)

1.2 million work in 
progress at year 

end

19% 
of stage 1 complaints had a 10 
day extension. But there was 
significant variation between 
landlords.



What can landlords do with the results?

November 2025Regulator of Social Housing55

Make sure they understand their own performance 

• What is driving year on year performance? Changes can be due to service improvements but 
can also be due to the methodology of surveys, improvements to reporting.

• Be prepared to explain performance, including changes, to boards and governing bodies.

• Recognise there can be a lag between changes to services and outcomes – improving 
satisfaction is a long term endeavour.

Make sure they are effectively communicating their performance

• Consider how to communicate results with tenants. Will depend critically on the tenant profile.

• Communicate areas of challenge as well as success. Be transparent with tenants.

Make suitable comparisons

• Methodology important when comparing results. TSM data includes overall satisfaction by 
different collection methods for direct comparisons.

• Landlords need to consider who they compare themselves with. Looking for comparisons that 
will provide useful information rather than those that make it look best.

Dig deeper where they can

• The published TSMs are the starting point. Data held by landlords are rich sources of 
information. There may be other information that can provide further information, particularly for 
larger landlords. 

• Landlords need to consider what further information and research they publish – transparency is 
key.



Learning 
from TSMs
Jonathan Cox

May 2026

housemark.co.uk

data@housemark.co.uk
linkedin.com/company/housemark

linkedin.com/company/housemark

https://www.linkedin.com/company/housemark/posts/?feedView=all


85.1% 84.1%
82.0%

79.7%

75.1%

71.3% 71.8% 73.0%

2018/19 2019/20 2020/21 2021/22 2022/23 2023/24 2024/25 2025/26

Median overall satisfaction

Overall satisfaction trend – sector wide

Source: TSMs



Landlord profiles

Still behind…
Fragmented systems and poor data 
management

Lack of trust in reported performance

Customer journeys poorly understood 
and processes are clunky

‘Real’ repairs backlog continues to grow 
and call wait-times are high

Operational metrics typically 
underperforming, or picture is unclear 
with conflicting data

Overall satisfaction still falling

Catching up…
Data strategy underway

Culture has improved and data is 
mostly trusted

Good knowledge of stock and some 
knowledge of tenants

Service improvements have been 
made with more scheduled

Lead metrics are showing some 
improvement

Some operational metrics are taking a 
short-term hit

However, not yet seeing improvements 
in overall satisfaction

Leading the way…
Invested wisely in business 
transformation over a year ago

Now have mostly integrated systems 
providing a single version of the truth

Good data governance in place and 
trust is high

Able to demonstrate VFM

Lead and operational metrics compare 
favourably

Overall perception is improving (up to 
4 percentage points adjusted)
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