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You may be aware that the Residents’ 
Panel recently carried out scrutiny 
work on tenant involvement and 
empowerment. As a result a number  
of recommendations were made which 
will further enhance the work done in 
this area by both Worthing Homes and 
the Residents’ Panel.
Whilst we feel the recommendations are all 
important areas for development, we should 
reiterate that communication is two-way. 
Please ensure that when reporting incidents or 
repairs that you follow the correct procedures. 
For example use the portal, online form or 
telephone for breakdown or repair, not 
Facebook or twitter! Once you have reported 
a repair in the above way please don’t report 
again as this creates two job tickets for the 
same job and wastes time. 

Online services are growing and becoming 
more important in this day and age so it’s 
vital we embrace as many opportunities as 
possible. Other things to look forward to 
include a translation service on the website 
for pages and documents, larger print and 
audio for those who struggle with reading  
standard print, and a greater use of graphics.

The recommendations were:
✓ Ensuring that there were updates given on any work undertaken by Worthing Homes
✓�For Worthing Homes’ teams to communicate more effectively

✓�The residents’ panel to host pop-up drop-ins for residents in different areas
✓�Greater clarity and access of information and policies  for residents
✓�To ensure that all residents are aware of their responsibilities under the tenancy agreement✓�Greater use of multi-media and online services to enable residents to access more information quickly  and efficiently
✓�Creation of a year planner, so we all have something  to look forward to
✓�Recruitment of more street and Block reps
✓� Residents panel to receive regular ongoing and relevant training
✓� Inclusion of an online update to keep us informed  of events and things happening
✓�A revamp of the Home News magazine

We will be working closely with Worthing Homes’  
on all of the above, but if you have an idea you’d like  

us to consider please do get in touch by email

residentspanel@worthing-homes.org.uk
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I hope you all managed to stay safe and in good spirits 
over the last few months. If you did find yourself 
struggling, there are many services available to you 
that can offer support including MIND, Samaritans, 
Anxiety UK and Calm (see advert on page 7). This 
is particularly important should we enter another 
lockdown situation. You matter don’t forget that!

So, as I promised in the last Home News, an update on 
where we are with the scrutiny work. We submitted 
a number of proposals to the board on tenant 
involvement and empowerment. We found that 
there were a few areas where change could make 
a big difference in the ways that Worthing Homes 
communicates with us, the residents. These ranged 
from looking at different methods of communicating 
to holding local drop-ins with the Residents’ Panel. We 
also looked at internal communication, Home News, 
the website, literature and the portal. The board and 
the senior leadership team were interested in what we 
proposed, and have already made plans to implement 
some of the changes.

STEVE SOUTHWELL, CHAIR OF THE RESIDENTS’ PANEL 
Some of these changes link in 
to new regulations made by the 
Housing Ombudsman who has 
introduced a white paper which 
lists key measures residents can 
expect from their landlord (see 
page 8). One area is how housing 
associations deal with customer 
complaints and I have completed 
a self-assessment of Worthing Homes’ procedures  
and with a few tweaks the future is looking good  
(see below).

Once the restrictions are over the Residents’ Panel will 
arrange some neighbourhood drop-ins, where residents 
can come and share their ideas and views with us. It 
makes sense that if you want to provide excellent 
service you have to speak with the customer, so that’s 
what we are planning on doing. So if you hear that we 
are coming to a venue near you, please pop in for a 
chat and a cuppa! We look forward to meeting you all. 
Until then, stay safe and keep well.

In July 2020, the housing ombudsman published a 
new complaint handling code with the following 
objectives:
• Provide a universal definition of a complaint
•  Provide easy access to the complaints procedure 

and ensuring residents are aware of it, including their 
right to access the housing ombudsman service

•  Standardise the structure of the complaints 
procedure - only two stages necessary and clear 
timeframes set out for responses

•  Ensure fairness in complaint handling with a  
resident-focused process

•  Take action to put things right and appropriate 
remedies

•  Create a positive complaint handling culture through 
continuous learning and improvement

• Demonstrate learning in annual reports

Landlords such as Worthing Homes were required to 
undertake a self-assessment against the new code and 
publish the results by 31/12/20.

Housing Ombudsman’s Code of Practice
It was undertaken jointly by our Customer 
Experience Manager and the Chair of the Residents’ 
Panel in November 2020 and published on our 
website in December.

The good news is that our complaints policy 
was broadly in line with the expectations of the 
ombudsman’s code. We are always looking to 
improve how we provide services and as a result  
of the self-assessment we will be:

•  Adopting the ombudsman’s universal definition  
of a complaint

•  Introducing a reasonable adjustment policy which 
outlines how we adjust our services to meet the 
needs of our customers

•  Demonstrate learnings from complaints in our 
annual reports and with regular articles in Home 
News

•  Asking you more questions about how you felt 
your complaint was handled

If you would like to take a look at the self-assessment  
Worthing Homes has undertaken against the new code please go to  

www.worthing-homes.org.uk/media/Complaint-Handling-Code-self-assessment-form-003-1.pdf
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Read on for an update on what the next steps are for 
the Together Arun project and the fun sessions you 
can join to learn new skills, meet neighbours and  
make where you live just that bit nicer.

Going back to basics with a  
good old fashioned phone call
Although nothing beats meeting people in 
person, the Together Arun team have been 
enjoying chatting to people on the phone 
about where they live.

In between asking questions about the best and 
worst bits of their community, we got to know 
people a little better. People shared some of 
their priorities for their neighbourhood, which included:
• A variety of casual ways to meet new people 
•  More spaces and ways for kids play and for parents  

to connect 
• Meaningful opportunities for young people 
• Ensuring shared spaces feel well cared for and safe

Most people we spoke to said they would be happy 
to help every now and again to make this kind of 
community possible. The team will be supporting 
residents with similar interests to form groups and 
provide resources to turn some of these ideas into 
reality.

This is just an initial impression and not the last chance 
Arun residents will get to share their view of the 
community. If you would like to add your view to the 
mix – tell us about your community here: www.tiny.
cc/togetherarun or contact us on Facebook (Together 
Arun).

Getting creative
Over 300 households 
got creative with 
the Together Arun 
activity pack. We 
saw countless 
examples of 
colouring creativity, 
kind words to neighbours and 
a mini woodland of new seedlings turn into fragrant 
sweet peas, tomatoes and towering sunflowers.

If you found these activities got you and your family 
excited to do more growing, crafting or connecting 
with others join our online sessions to explore the next 
steps. Feel free to bring your children – there will be 
things for them to do alongside you and we’d love to 
hear their contributions too!

In person meet ups
As soon as is safely possible to meet up, we will do so. 
We are making preparations for physically distanced 
wellbeing walks and outdoor fitness sessions which we 
hope will be able to take place soon! For updates on 
these details simply call one of the team, follow our 
Facebook for updates or sign up to the newsletter.

What’s coming up in Arun?

Bryony Lawless    T: 079 6857 4927 
blawless@worthing-homes.org.uk

Angelina Masters    T: 077 0254 3891 
amasters@worthing-homes.org.uk

Natalie Taylor    T: 077 0133 8437 
ntaylor@worthing-homes.org.uk

If you need any support getting online for the 
2 events above, please get in touch with Alison 
Brett on 07968 574 939 and Alison will be able  

to answer any questions you have.

Think big: growing and the great outdoors
Friday 16 April, 11:00-12:00 noon 
Join Zoom Meeting: www.zoom.us/j/97228906594 
or type in this meeting ID: 972 2890 6594.  
Would you like to have access to a shared garden, 
pick fruit from an open orchard, grow more things 
from your windowsill or forage for things like 
berries and nuts?

Hear about some examples from different 
neighbourhoods around the world, share 
some of your ideas for future projects 
close to home or just chat about your 
interests with some new people.

Think big: crafting and creativity 
Friday 16 April, 11:00-12:00 noon
Join Zoom Meeting: www.zoom.us/j/92946783536 
or type in this meeting ID: 929 4678 3536.  
Would you like to weave with recycled materials, 
paint murals, learn how to make clothes or tell 
stories? Hear about some fascinating craft and 
creative projects, communities from around 
the world have set up together in living rooms, 
community spaces and even streets. Share some of 

your ideas for future projects close 
to home or just chat about your 
interests with some new people.  
– bring a craft, anything from 
colouring to felting. We all know we 
think better when our hands are busy.



Performance indicators October-December 2020
You can see our performance indicators below. Please note that some of the results have been affected by Covid-19.
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Business intelligence indicators Target 
2020/21

Results 
Q1

Results 
Q2

Results 
Q3

Results 
YTD

Excellent Customer Experience
Overall customer satisfaction with Worthing Homes as landlord 91% 89% 79% 82% 84%
Likely to recommend to family and/or friends (this is known as net promoter score) +47.0 +52.0 +53.0 +53.0 +52.0
% of customers that feel they are treated with respect 84% 89% 79% 81% 83%
Satisfaction that your views are being listened to and acted upon 73% 71% 57% 70% 67%
Satisfaction with most recent repair 95% 84% 89% 85% 87%
% of emergency repairs attended to within 24 hours 100% 100% 100% 100% 100%
Number of days to complete the repair (end to end times) KPI affected by COVID-19 8 days 8 days 19 days 21 days 16 days
Satisfaction with major repairs/planned maintenance KPI affected by COVID-19 98% NA 92% 93% 92%
Satisfaction with anti-social behaviour case handling 86% 87% 50% 75% 70%
Satisfaction with anti-social behaviour case outcome 79% 80% 33% 75% 63%
Satisfaction with lettings service 98% 100% 86% 100% 91%
£ raised by financial inclusion team KPI affected by COVID-19 £140,000 £14,484 £30,527 £10,644 £55,625
Number of residents using our online portal 1,250 0 610 733 733
Place shaping
Satisfaction with neighbourhood as a place to live 80% 73% 70% 73% 71%
Satisfaction with the overall quality of home 87% 78% 79% 81% 79%
Satisfaction with quality of new home (new build only) 98% 100% 81% 100% 94%
New homes built as % of homes owned 2.2% 0.8% 0.5% 0.2% 1.4%
Gas servicing - overall % of properties with a valid gas certificate by anniversary date  
KPI affected by COVID-19

100.0% 99.2% 99.6% 99.97% 98.7%

Gas servicing - overall no. of days that gas certificates were overdue  
KPI affected by COVID-19

0 days 76 days 47 days 34 days 157 days

Fire safety - % of blocks with a valid / in-date fire risk assessment  
KPI affected by COVID-19

100.0% 87.9% 100.0% 100.0% NA

Fire safety - No. of overdue remedial actions 0 25 19 30 NA
Satisfaction with cleaning 75% N/A no 

surveys yet
N/A no 

surveys yet 72% 72%

Satisfaction with grounds maintenance 80% N/A no 
surveys yet

N/A no 
surveys yet 68% 68%

% of homes with ‘C’ energy efficiency rating 100% - 74% 74% N/A 

One Team

Satisfaction with the organisation as an employer 90% N/A no annual 
survey yet

N/A no annual 
survey yet

N/A no annual 
survey yet

N/A no annual 
survey yet

Percentage of colleagues with less than or equal to 3 days sickness absence in last 12 
months 70% 74% 72% 60% 60%

Average number of working days lost to sickness absence per colleague 7.3 days 0.6 days 0.3 days 1.5 days 2.4 days
Number of training days 200 days 11 days 48 days 155 days 214 days
% committed to delivering excellent customer experience 95% N/A no annual 

survey yet
N/A no annual 

survey yet
N/A no annual 

survey yet
N/A no annual 

survey yet

% motivated and empowered to make decisions for themselves 90% N/A no annual 
survey yet

N/A no annual 
survey yet

N/A no annual 
survey yet

N/A no annual 
survey yet

% colleagues that feel respected 90% N/A no annual 
survey yet

N/A no annual 
survey yet

N/A no annual 
survey yet

N/A no annual 
survey yet

% colleagues that feel encouraged to fulfil their potential 90% N/A no annual 
survey yet

N/A no annual 
survey yet

N/A no annual 
survey yet

N/A no annual 
survey yet

% colleagues feel that other colleagues take ownership of issues 90% N/A no annual 
survey yet

N/A no annual 
survey yet

N/A no annual 
survey yet

N/A no annual 
survey yet

Great Business
% rent arrears net of Housing Benefit 4.1% 2.4% 2.2% 2.2% 2.2%
% rent collection 98.75% 96.1% 96.0% 100.8% 100.8%
Average re-let time in days (standard re-lets) KPI affected by COVID-19 20 days 36 days 33 days 25 days 32 days
% empty home rent loss 0.5% 0.4% 0.4% 0.4% 0.4%
YTD = year to date
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There has been a recent growth in home security 
or cctv systems which are relatively cheap to buy 
and easy to use and install. Brands such as Ring 
and Nest also offer cctv cameras within doorbells 
so users can see who is at their door via an app on 
their phone. 

Worthing Homes recognises that many residents 
will feel more secure by having cctv to prevent 
crime or capture anti-social behaviour, however 
we also appreciate that some residents may find 
the installation of cctv in their neighbourhood an 
invasion of their privacy. 

Please remember that if your cctv installation 
would need to be wired in or permanently fixed 
to the property you will need to ask permission 
before installing it as it would be considered an 
alteration to the property. If we are made aware 
that cctv has been installed without permission we 
may ask you to remove it or apply for retrospective 
permission. 

There can also be legal implications when 
installing cctv. The use of cctv is regulated by data 
protection laws so it is important that you comply 
with the law when using cctv. To avoid this, we 
will generally only give permission for cctv which 
captures footage within your property boundaries. 
It must not record communal areas, neighbouring 
properties or public areas for example footpaths. 

CCTVdon’t get caught out!
Before installing cctv, we’d suggest considering the following questions to ensure that it is the best option for you:

•  Will you need permission from Worthing Homes? Any permanent addition to the property will need to be approved before you install it. 
•  What is the purpose of the cctv? Are there other options that would better protect your home, such as better external lighting?
•  What area will the cctv cover? Unless otherwise agreed with Worthing Homes, you must not record anything outside of your property boundaries. 
•  Will the cctv record audio? This can be very invasive and in most cases it is recommended that audio is disabled on general household cctv.
•  Have you spoken to your neighbours about it? To avoid any friction between neighbours we’d always advise letting them know you are installing cctv and reassuring them that you will only be recording images within the boundary of your property.

•  Any item with a camera is classed as cctv - this includes cameras within doorbells or security lighting. 
If you have any further questions about your cctv, please contact us. There is also lots of useful information online, for example: www.ico.org.uk/your-data-matters/domestic-cctv-systems-guidance-for-people-using-cctv/

One of our main aims as an organisation is to 
tackle climate change and reduce our carbon 
footprint. As a part of this goal we have just 
invested in our first electric vehicle, a new van 
for our property services team.   
In order to keep the vehicle moving we are 
installing a charging point at our depot but in 
time will include one at our main office.
Over the next few years you will notice that 
our entire fleet of vans will become electric, 
just one of the many ways we are helping to 
preserve the planet for future generations.

AND  
WE’RE OFF!

Wayne Poulter, 
painting team leader
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Reselling your leasehold property
The government’s decision to temporarily suspend 
stamp duty, has seen a rise in people selling their 
homes. This has kept the leasehold team busy 
answering lease and legal queries. 

Almost all sales transactions require us to complete an 
LPE1 form which provides your buyer, their mortgage 
lender and legal representative with key information 
regarding the management and maintenance of your 
home and/or building. This important document 
explains how service charges are calculated and details 
any upcoming expenditure forecasted for the building. 
LPE1 enquiries are issued electronically within 14 days of 
confirmed receipt of payment. As this is an integral part 
of the sales process, it is important to apply for your LPE1 
form as soon as possible and to allow for this cost in the 
early stages of planning your move. Further information 
and details of the fees for the LPE1 enquiries can be 
found on our website www.worthing-homes.org.uk/
your-home-and-you/leasehold-services. When your sale 
completes, the buyer’s solicitor is required to provide us 
with a notice, informing us of the transfer to the new 
leaseholder. It is always a good idea to let us know when 
completion is expected. It can be common for notices 
to arrive late, so we always recommend that you get 
your solicitor to liaise with the buyer’s solicitor, to ensure 
that they send us the notice as soon as possible after 
completion, so we can update our records. 

Consider the length of the remaining lease
Prior to advertising your home for sale, you will be 
required to disclose the length of your remaining 
lease to your prospective purchaser. As a result of the 
buoyant sales market the leasehold team have been 
receiving a large amount of enquiries from leaseholders 
regarding their remaining unexpired term. The original 
term granted will be detailed in your lease, which you, 
or your mortgage lender should have retained a copy at 
the point of purchase. However for a minimal fee you 
can obtain this information from the Land Registry, by 
making an application on their website. Where there is 
a low lease length, this can sometimes have a negative 
effect on the sale, in term of the overall value and 
purchaser’s ability to get a mortgage. You can apply for 
a lease extension formally, or informally. We are happy 
for leaseholders to use the informal route, as it is much 
simpler for both parties and may be cheaper for you 
(legal fees and valuation fees will likely be less than 
option 2).

Option 1 – Proceed informally, by legal agreement 
between you and us (but still broadly following the 
principles of the above act). Under the informal route 
we will consider allowing a 100% leaseholder to extend 
after they have held their lease for at least 6 months. 

Option 2 – Proceed formally in accordance with the 
procedure laid down in the Leasehold Reform, Housing 
& Urban Development Act 1993. A 100% leaseholder 
must have held their lease for at least two years to be 
able to extend their lease under this route. 

For more information and to use the lease extension 
calculator to obtain a rough guide price for extending 
your lease you can also visit www.lease-advice.org/
calculator/

Shared owners are not eligible to extend their lease 
through the formal statutory process. However, we 
appreciate that as and when a lease reduces in term, a 
property may become more difficult to re-mortgage 
or sell, so we will generally allow shared owners to 
extend their lease via the informal route, once they 
have owned the property for 6 months or more. 
It is always a good idea to keep up to date on the 
leasehold reform, as part of the proposed changes to 
legislation includes lease extensions. As a leaseholder 
it’s always your decision on when you decide to 
extend your lease, and we always recommend you seek 
independent legal and professional advice first. 

Shared Ownership – Buying more shares in 
your home 
As your financial circumstances improve, you can apply 
to buy a larger percentage share of your home. This 
is seen as a good investment and may also reduce 
the rent you pay. The process of buying more shares 
is called ‘staircasing.’ Buying out the share owned by 
Worthing Homes giving you 100% of the property is 
called ‘final staircasing’. You no longer need to pay 
rent once you have redeemed the final share and any 
estate management service charges will be paid directly 
to the managing agent. There are no fees in applying 
to staircase. However, just like buying any property 
there are a number of one-off costs you will need to 
carefully consider. These include but are not limited 
to RICS valuation fees, solicitor’s fees, bank transfer 
fees, VAT and stamp duty, land registry charges and 
mortgage fee. It is recommended to seek financial 
advice prior to arranging the valuation so you are 
confident in your ability to purchase a further share.

LEASEHOLD SERVICES NEWS
Amanda Parsons says…
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Once you have sought advice on whether or not 
you can afford to buy more shares, you will need 
to have your property value ascertained. You 
are responsible for the fees associated with the 
valuation but Worthing Homes will arrange this for 
you. Once we have received your payment, we will 
ask the valuer to make contact with you to carry 
out an appraisal of your home. You will need to 
provide Worthing Homes with details of any works 
you have completed in your home which may have 
increased the value. The process of purchasing more 
shares usually takes around three months from start 
to finish. There are several benefits of staircasing to 
100%, such as you’ll have a greater control over the 
property, can dispose of it as you wish and benefit 
from direct interaction with your estate managing 
agent where applicable.

Please contact Amanda Parsons the  
Leasehold Advisor on 01903 703 130  

or aparsons@worthing-homes.org.uk  
if you would like more information.

DizzinessHeadaches Nausea Breathlessness Collapse Loss of consciousness

Carbon
 

Monoxide
Be aware of poisoning signs and symptoms

 

What to do if you  Carbon Monoxide  present:

2

Call the emergency services on 999

Turn off appliances

5

3 Open windows

If feeling unwell, seek medical 
attention6Get everyone to exit the house

1 Turn off gas

4

www.gassafecharity.org.uk
Gas Safe Charity is a registered charity in England 
Charity number 1131987
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The paper sets out a charter for social housing 
residents and also outlines plans for new regulation, 
a strengthened housing ombudsman to speed up 
complaints, and a set of tenant satisfaction measures 
that social landlords will have to report against.

Key measures residents can expect from 
their landlord:
1. To be safe in your home.

2.  To know how your landlord is performing, including 
repairs, complaints and safety, and how it spends its 
money.

3.  To have your complaints dealt with promptly and 
fairly, with access to a strong Ombudsman.

4.  To be treated with respect, backed by a strong 
consumer regulator and improved consumer 
standards for tenants.

5.  To have your voice heard by your landlord.

6.  To have a good quality home and neighbourhood to 
live in, with your landlord keeping your home in good 
repair.

7.  The government will ensure social housing can 
support people to take their first step to ownership.

This charter echoes many of the commitments housing 
associations are making in the ‘Together with Tenants’ 
charter, particularly on tenant voice, relationships, 
accountability, quality, and complaints.

The white paper also promises a range  
of other measures and reforms:
•  A reformed regulator of social housing with new 

reactive and proactive consumer regulation.

•  The regulator to inspect organisations with over  
1,000 homes at least once every four years to  
review compliance with the consumer standards.

•  A strengthened housing ombudsman which allows 
tenants easier access and speeds up complaint 
resolution, as well as new quarterly webinars for 
residents on insight reports, complaints data,  
learning points and case studies.

•  A series of key performance indicators (KPIs) that 
landlords will be required to report against, with 
proposed satisfaction measures on repairs, safety, 
complaints, engagement and neighbourhood 

management. Landlords will also be required to report 
on executive pay and how they spend their money.

•  A new accountable person for safety, and consumer 
standards, within each landlord.

•  An expectation that tenants should be able to access 
key information from their landlord, though housing 
associations will not be subject to Freedom of 
Information requests.

•  An intention to tackle anti-social behaviour by 
clarifying the roles of different agencies and 
signposting who can support residents.

Next steps
The paper comes at a time when housing associations 
have been working hard to support residents and 
communities through the pandemic. Together with 
other proposed reforms to shared ownership, planning, 
and building safety regulation, there will be a lot of 
change for housing associations to work through at a 
difficult and disrupted time.

The Charter for Social Housing 
Residents

Social Housing
White Paper

Social Housing White Paper
Last year the government published the social housing white paper which aims to deliver  
the improvement in transparency and accountability promised in the 2018 green paper.
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In the last magazine we mentioned the launch of an 
annual gardening competition. 

With the pandemic and two lockdowns we have seen 
our outdoor spaces become even more precious to 
us. If you don’t have a garden, why not buddy up with 
your neighbour and enjoy the benefits. Let’s all work 
together to brighten up our communities and have 
some fun as well.

Worthing Homes in Bloom

The five Worthing Homes in Bloom categories are:
•  BEST GARDEN (awarded to the most outstanding 

resident’s garden)
•  BEST UNDER 25S GARDEN (awarded to the most 

outstanding resident’s garden by someone aged 
under 25)

•  BEST POTS, PLANTERS AND HANGING BASKETS 
(awarded to the creative use of pots and planters  
to brighten up the smallest spaces)

•  BEST VEGGIE PATCH (awarded to the best ‘grow 
your own’ space. Please note allotments are not 
included)

•  BEST CHILDREN’S CONTAINER GARDEN 
(awarded to young gardeners who have created  
mini gardens)

To enter send us your entries between 12 July and  
20 August when you feel your plants or veggies are 
looking their best. All you need to do is upload 3 photos 
(one must feature the gardener) along with a few words 
(100 max) about what your garden means to you. You 

can enter one or more categories but please make sure 
you tell us which category you are entering when you 
submit your photos.

All entries need to be sent preferably by email to 
residentinvolvement@worthing-homes.org.uk or sent in 
to Davison House, North Street, Worthing, BN11 1ER and 
mark the envelope ‘Worthing Homes in Bloom’. Make sure 
you give us your name and contact details as well as the 
category you are entering.

The closing date for entries is 21 August when we will 
judge the entries and award the prizes. There will be a 
winner and runner up in each category. The winner will 
receive £30 in Love to Shop vouchers and the runner up 
will receive £20.

So let’s get creative and enjoy some friendly 
competitiveness – we are expecting great things.  

For more information please email 
residentinvolvement@worthing-homes.org.uk

One of our main aims this year is improve how we 
deliver services to you. We will be investing in better, 
more efficient technology for our colleagues to use, 
which will free up their time to serve you, as well as 
increase opportunities for you to self-serve more easily.

But it’s all too easy for us to assume we know what our 
services are like, or how you’d like them to be. What really 
matters is hearing from you. That’s why we will be looking 
to carry out a process called customer journey mapping 
later this year.

Customer journey mapping is the process of creating a 
visual story of our customers’ interactions with us. This 
exercise helps us step into our customer’s shoes and 
see our services from your perspective. It enables us to 
understand what customers go through and improve the 
quality of your customer experience.

This is hugely important when it comes to designing 
services that meet the needs and expectations of you, 
our customers. 

It could be that you’ve not had a great experience 
when reporting something to us, or have had recent 
experience of how we operate. If this applies to you 
and would like to help us improve our services you may 
wish to take part in this initiative. For more information 
or to take part please contact Hayley Mann via  
Hmann@worthing-homes.org.uk or 01903 703 124.

CUSTOMER JOURNEY MAPPING



THE COMMUNITY HOUSE

are planned in the next few months for all ages so 
keep an eye on our Facebook pages for Community 
House and Together Arun.

More recently the Community House has been giving 
out magic bags, all you had to do was knock on the 
door and register with the Community House you 
then received a magic bag containing 10 essential food 
items. To date 79 magic bags have been given out 
which is amazing. There is still food put outside every 
day from 9.30am-11.30am and on Fridays fresh fruit and 
vegetables are put outside at 3pm.

Spring is not too far away, the days are a little longer 
and the are birds singing a little louder. We look 
forward with huge excitement to be able to support 
and entertain you in person in the not-so-distant 
future. Onwards and upwards!

For more information on the Community House 
call Alison on 01903 215 799, pop in to see her 
at 25 Dominion Road, Worthing, BN14 8JZ or 

contact her via facebook www.facebook.com/ 
communityhouseworthing 
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Community House ended 2020 with a huge 
contribution to the most vulnerable 
residents of East Worthing and beyond. 
We provided a total of 56 Christmas 
hampers, food parcels and toys to 
families referred to us through local 
schools and services. December saw a 
steady stream of donations from local 
residents and businesses. MORE Radio 
and Argos donated toys and South 
Coast Skate Club donated upcycled 
skateboards for our competition prizes, 
while Worthing Homes, Guildbourne 
Meats, Davisons High School, Waitrose, 
Sainsburys and many other organisations donated 
vouchers, clothes, and food. Over 120 children were 
given as normal a Christmas as possible. Community 
House even had its biggest Christmas tree yet, on 
display on the driveway. It was a fantastic effort 
by all involved and we owe a huge thank you to all 
those who contributed in so many ways.

The start of 2021 has been bleak for us all with a full 
lockdown once again forcing Community House to 
severely restrict activities and put much anticipated 
plans to one side. However, we continue to distribute 
fresh food from the driveway every morning, as well 
as emergency food and fuel support. Those of us that 
are working remotely have been making wellbeing 
calls to our older residents, and parents who are 
in need of a friendly chat to break the isolation. 
We plan to deliver budgeting coaching and benefit 
advice as soon as we have the equipment needed to 
do online sessions. For the younger residents, they 
collected green fingered activity packs these included 
everything needed to grow the tallest sunflower, and 
tastiest tomato and lettuce at home. More activities 
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Let’s pause for a moment…
For all of us it has been difficult during the pandemic to think of anything wider than how we keep ourselves 
and our loved ones safe and I’m sure we can all agree that this has been a hard time. Perhaps if there is one 
thing this pandemic has made us realise it is that we are all vulnerable and it could take any one of us without 
warning.  Sadly, we have lost some of our residents to Covid-19 during the last year but we will remember 
them as we continue to work for you ensuring that everything we do is as Covid-19 safe as we can make it.  
We, like you, can only hope that by the time of the next Home News things are starting to get better.
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THE COMMUNITY HOUSE
We meet at the civic 
centre car park in 
Stoke Abbott Road, 
Worthing on Monday 
evenings at 6.45pm for 
7pm. Route maps on 
how to get there will 
be given on the day. A 
fee of £2 or £3 from passengers for petrol to the 
drivers is recommended. All are welcome. After the walks, we 
go to a pub for refreshment. The walks could be postponed, 
altered or cancelled if there are still restrictions due to the 
coronavirus.

Summer solstice
On 21 June we celebrate the summer solstice at Highdown 
Hill. We meet at the Spotted Cow pub in Angmering to join 
the Sompting village morris dancers at 7pm. If you prefer 
you can go straight to Highdown and meet us there at 8pm. 
Sunset is at 9.19pm

We have a social get together on the first Monday in 
September. This will be on 6 September at The Hare and 
Hounds pub at 8pm.

Archeology walk meal
We have a yearly get together for a meal in the autumn. 
This will be at The George V Toby Carvery, Goring Road, 
Worthing on Monday 25 October at 6.30pm. We also 
celebrate the winter solstice at the Grand Victorian Hotel 
opposite Worthing station on 21 December at 8pm.

Walking into History!
Archaeology walks for 2021 with Alex Vincent

Any enquiries please call Alex on 07753282714  
or email alexeclipsing@gmail.com

7 JUNE 
Sullington. Church, village and manor (S)

14 JUNE 
Lyminster. The lost road (M)

21 JUNE 
Our annual solstice do. See below

28 JUNE 
Perching. Lost village and site of castle (L)

5 JULY 
Goring. Possible ancient sites (L)

12 JULY 
Atherington and Cudlow. Churches lost to sea by coastal erosion (M)

19 JULY 
Fulking. Village, springs and sheep drover’s pub (M)

26 JULY 
Steyning Round Hill. Cairn, urn-field, barrows and roman terraceway (M)

2 AUGUST 
Patching. Church and possible shrunken medieval 

village (S)
9 AUGUST 

Muntham, Findon. Old manor house (M)
16 AUGUST 

Salvington. Hamlet and site of John Selden’s 
House (M)

23 AUGUST 
Worthing. Romano-British village site (S). As this is the last walk, if it is raining, we will go to a pub for a final gathering.
S = short walk, M = medium walk and L = long walk

The walks this year will be:

Sign up to the portal and see your account quickly and easily!
So far 733 customers have signed up and are using the portal. Our new 
portal enables you to get a statement of your account(s), report a repair 
or update your personal details all at a time that suits you. All you 
need is a smart device such as phone, tablet or computer, your unique 
reference number (which we have previously sent out) the email address 
you have registered with us and answers to some personal information 
and you’ll be ready to go. 

If you have more than one account with us you can access them all from 
one log-in so you can view your rent, garage and buggy store all in one place.

Don’t worry if you are not online as we still have the usual methods of 
contact open and available. If you need your unique reference number give 
us a call on 01903 703 117. Don’t delay – sign up today! 
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MAY
Thursday 6 May at 11am

Winterbourne Way/Close (Winterbourne Court), 

Summerdown Close (Summerdown Court), Jevington 

Close (Jevington Close), Beckworth Close. Meeting 

at: car park, Jevington Court

Friday 14 May at 10.30am

Glyndebourne Court, Shoreham-by-Sea. Meeting at: 

the communal space at the rear outside block 10-15

Wednesday 19 May at 11am

Radnor Road and Radnor Close. Meeting at: Radnor 

Road at its junction with Radnor Close

Tuesday 25 May at 12 noon

The Quadrant and St Richard’s Close. Meeting on the 

corner leading to St Richard’s Close

JUNE
Thursday 3 June at 1pm

Walnut Tree Way (Laburhnam Lodge), Romany Road 

(Larch Lodge), Birches Close, Ashburnham Close 

(Penhurst Court), Deerswood Close. Meeting at: 

Car Park, Birches Close (rear of Larch Lodge and 

Laburnham Lodge)

WALKABOUTS
We will be holding walkabouts in a different area each 
week and we would encourage you to come along, if 
you can. Resident input is a very important part of the 
walkabouts and gives you an opportunity to discuss 
with us any issues in your neighbourhood and to find 
out about opportunities to get involved and make 
a difference. You will be able to meet your housing 
officer, surveyor, community development team and 
other members of Worthing Homes. Any issues raised 
on the walkabout would either be dealt with by us or 
passed to the local authority or appropriate agency 
for example highways at West Sussex County Council. 
You can find details of the walkabouts below and on 
our website. We will update you in the next magazine 
for September-December walkabouts. We will also 
send a text reminder to residents in that area so they 
can come and join in. We look forward to seeing you 
at a walkabout in your community.

Ruth Pollard 
Resident Engagement Officer

JUNE continued
Friday 11 June at 10am

Angola Road/Sackville Road/Warner Road/King 
Edward Avenue. Meeting at: the children’s play area 
in Angola Road

Wednesday 16 June at 12 noon
Harefield Avenue and Chippers Close. Meeting at: 
car parking area as you enter Harefield Avenue

Monday 28 June at 12 noon
Yukon Lodge, New Brunswick, Canada Close, Baffin 
House, Quebec Court, New Brunswick Drive. 
Meeting at: The Green in front of Baffin House

JULY
Thursday 8 July at 12 noon

North Street (Solo Court), Stanley Road (Waverley 
Court), True Blue Cottages, Wick. Meeting at: Car 
Park – Waverley and Solo Court

Friday 16 July at 11am
Meadow Road and Meadow Crescent. Meeting at: 
the open space near 30 Meadow Crescent

Tuesday 20 July at 1pm
Cotswold Road and Chiltern Crescent. Meeting at: 
Cotswold Road junction with Mendip Road

Thursday 29 July at 11am
Ivydore Avenue, Ivydore Close, Bramble Close. 
Meeting at: pathway on entrance to Bramble Close

AUGUST
Tuesday 3 August at 11am 

West Way and Hampton Place (Kingsfield Court), 
Wick. Meeting at: car Park, Hampton Place

Thursday 12 August at 2pm 
Westbrook Way, Southwick. Meeting at: the 
children’s play area

Wednesday 18 August at 11am 
Fenchurch and Victoria Mansions. Meeting at: 
communal courtyard

Thursday 26 August at 12 noon 
Anson Court. Meeting at: pathway in front of car 
parking spaces
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We are finding more and more bulky items dumped 
in our bin stores and inappropriate use of the bins by 
a minority of residents. This can make it difficult for 
other residents to get to the bins and this leads to the 
build-up of rubbish. These are recent pictures of one 
of our bin stores. Despite the rubbish left all over the 
floor some of the bins were still empty.

Please take responsibility for YOUR rubbish.  Worthing 
Borough Council can remove bulky items for a charge. 
Perhaps you could share the cost with your neighbour if 
they also need something removed. The telephone number 
for arranging rubbish removal via Worthing Borough council 
is 01903 851 729.

Please remember, the refuse 
collectors will only remove normal 
household waste which is in the 
correct bins. They will NOT remove:

• mattresses

• broken up furniture

•  toys - or any other rubbish 
left around the bins, including 
cardboard packaging that hasn’t 
been flattened and put into the recycling bins

RECYCLE, RECYCLE, RECYCLE
With Worthing and Adur Councils changing 
to alternate weekly rubbish and recycling 
collections it is more important than ever 
that we take every opportunity to recycle 
household waste and unwanted items. We are 
already seeing the impact of less collections on 
our bin-stores. Visit www.adur-worthing.gov.
uk/recycling/what-we-can-recycle/ for more 
information on what you can recycle in Adur/
Worthing and www.arun.gov.uk/recycling/ for 
Arun. Do not put plastic bags/bin liners into 
recycling bins as they will not be emptied.

If you have any ideas to encourage recycling  
in your area, get in touch with us at  
www.worthing-homes.org.uk/contact-us/

SHARED BIN STORES

Please show respect for your home, your neighbours and your communal areas.
Be proud of where you live and help us to maintain the neighbourhood that you live in.

Time to Talk Health is a free and confidential NHS Service for residents registered with a 
West Sussex GP who are in need of support to cope with the impact on their mental health of living with one 
or more of the following diagnosed long-term health conditions: Asthma, Cardiac problems, COPD, Diabetes, 
IBS and MSK pain. Living with these conditions can be difficult. You may be worried, anxious or low in mood, 
which can make you worse. 
Our qualified team of therapists and healthcare practitioners alongside your healthcare team work with you in 
order to achieve the outcomes you want, for example:
•  Overcoming your worries, anxieties or low mood about your health.
•  Reducing the impact of your condition on home life, work and/or other activities.
•  Making healthier lifestyle changes – however big or small.
• Getting the best out of your medication.
•  Better knowledge and understanding of your symptoms.
• Improved management of your condition.
You can contact us directly or ask your GP, nurse or other healthcare 
professional to refer you using the same contact details below.

Please contact us on telephone: 01273 666 480 or Email: sc-tr.ltcreferrals@nhs.net
Online referral: Time to Talk Health – supporting people who live with a long-term health condition  
at Sussex Community services
Please indicate which of the long term conditions you would like help with and we’ll aim to contact  
you the next working day.



Name:

Telephone number: 

Address:

WORDSEARCH

Please fill in your details below and send to Worthing Homes, 
Davison House, North Street, Worthing, BN11 1ER by 30 April 2021. 
Open to all ages. First correct entry drawn will win £20 in love to 
shop vouchers. Good luck.

Have a go at finding all the words. Words 
can go horizontally, vertically or diagonally. 
Words may overlap and share one or more 
letters. Find the following hidden words:

BAMBI 
BEAUTY AND  
THE BEAST 
CHICKEN LITTLE 
CINDERELLA 
DUMBO 
FANTASIA
FINDING DORY 
HOCUS POCUS 
INSIDE OUT 
JUNGLE BOOK
LION KING 
LITTLE MERMAID
MARY POPPINS 
MOANA 
MULAN
PETER PAN 
PINOCCHIO 
POCAHONTAS
SLEEPING BEAUTY 
THE ARISTOCATS 
THE INCREDIBLES
THE LADY AND  
THE TRAMP 
THE PARENT TRAP 
TOY STORY
ZOOTROPOLIS

Disney WORDSEARCH
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A N S I N S I D E O U T K C E F E E A H
P S A H Y R R I U F T E E I C A T H S I
I I T L T C H A E H H R J N H N E R N Y
S A N S U E A M E E E Y U D I T I Y A S
Q R O R A M A R Y T L R N E C A T H R H
S C H I E E E E H T A O G R K S T N N L
M H A S B Z B M N R D D L E E I H T T S
T T C T G O N E T N Y G E L N A O F N O
E I O A N O O L H A A N B L L T S S A E
G W P C I T I T E T N I O A I S H A T U
N O H O P R H T P K D D O W T U P U E G
I S B T E O C I A E T N K T T C E C O Y
K P E S E P C L R O H I A O L O T Y R E
N E E I L O O C E E E F A Y E P E A A C
O E A R S L N L N F T T M S T S R I U E
I B M A B I I T T T R O E T C U P E D A
L E H E E S P O T E A A T O S C A A U O
B E S H H E S I R N M H A R L O N E M T
H I T T G G P E A E P T H Y I H U M B S
N Q S N I P P O P Y R A M T I M T A O O
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We would like to welcome…
Victoria Lloyd, compliance surveyor
Rosalind Tite, caretaker, Cambourne 
Court

Alison Brett, community 
development assistant (based  
at the Community House)

We say goodbye to…
Stephen Stripp and Ruth Pollard the 
Resident Engagement Officer who had 
worked for Worthing Homes for over 
21 years we thank them for all their 
work and wish them both all the best 
for the future.

We say happy retirement to…
Michael Gregory who retires end of March and 
John Fairbrother who retires in April. Michael is a 
multi-skilled technician and has been a colleague 
since 2014. John has worked for over 20 years as 
the caretaker at Cambourne Court, Shelley Road, 
Worthing originally with Moat and for the last 10 
years with Worthing Homes. Michael and John will 
both be missed by colleagues and customers alike. 
We thank them for their long service, support and 
dedication to Worthing Homes and wish them very 
happy retirements.

STAFF NEWS

Rosalind Tite

Alison Brett

Victoria Lloyd

EASTER CLOSURE
Worthing Homes will be closed from 5pm 
on Thursday 1 April until 9am on Tuesday  
6 April. If you have an emergency during 

this time please ring 01903 703 100.

We get many requests to unblock drains, sinks and 
toilets that have become backed up or are smelling. 
More often than not, the cause of the blockage 
turns out to be a build-up of fat, soap scum or items 
that should not have been flushed away. When this 
happens, residents are hit with a sometimes hefty bill 
for the cost of the repair. 

In most cases, blocked sinks and toilets can be avoided 
by regular maintenance and making sure that fat and 
non-flushable items aren’t put down the drains in the 
first place. Below are some tips to ensure your drains 
stay fresh and free flowing: 
•  Think carefully about what goes in the drain. Use a hair 

trap or sink strainer to catch hair and stray bits of food 
before they do down the plughole. Better yet, make 
sure to fully scrape any bits of food from plates before 
washing up.

•  Fat and oil that goes down the drain ends up sticking 
to pipes and causing issues further down the line. Any 

cooking fat 
should be 
poured into 
a sealed 
container 
and put 
in the bin. 
You can 
use any 
old jar, bottle or tub for this. It is also 
a good idea to wipe out any greasy pans with kitchen 
paper before you wash them up.

•  Wipes, sanitary items, cotton buds and nappies should 
never be flushed away. It is always worth keeping a bin 
in your bathroom for any rubbish like this so people 
aren’t tempted to flush it down the toilet. Even wipes 
that are advertised as flushable should be put in the 
bin as they don’t break down in the same way that 
toilet paper does. 

•  Rinse out your drains regularly. You can do this with a 
quick blast of hot water from the tap, or even better, 
pour a full kettle of almost boiling water down the 
sink, bath or shower. 

•  For a bit more cleaning power, pour some white 
distilled vinegar down the drains and leave for half an 
hour before washing down with hot water. 

•  Clean out any shower traps or if your sink or toilet 
does block up, there are lots of different ways to 
try and unblock this before needing to call out a 
professional. A plunger is a must have tool for any 
household and can often get the blockage moving in 
a matter of minutes. Vinegar and baking soda are also 
good natural remedies.

•  Only use chemical products as a last resort as these 
can be highly corrosive and if used too often can 
cause damage to the lining of the pipes. 

Top tips for a healthy drain
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CONTACT INFORMATION

Please be aware all calls to and from  
Worthing Homes are recorded for training 

and monitoring purposes.

01903 703 100

Davison House, North Street, Worthing, BN11 1ER

PLEASE CONTACT CUSTOMER SERVICES FOR:
The 4 options when calling are: 
Repairs/day to day maintenance/ 
tenancy queries/rent queries: 
Outside office hours/emergency  
repair line: 
You can report your repairs online at  
www.worthing-homes.org.uk/your-home-and-you/
reporting-a-repair/

Gas fired boiler repairs (BSW): 0800 158 5690 
(free from a landline and mobile providers)  
or 0208 763 5333

Finance:  01903 703 105
Resident involvement/ 
Resource Centre:  01903 703 198 
 residentinvolvement@worthing-homes.org.uk

Community House:  01903 215 799 

Help with benefit forms, processing  
claims, budgeting, money and energy  
saving advice: 01903 703 110
Board members: 
 governance@worthing-homes.org.uk

Residents’ Panel: 
 residentspanel@worthing-homes.org.uk

Website:  www.worthing-homes.org.uk

Facebook:  www.facebook.com/WorthingHomes 
www.facebook.com/groups/chatatWorthingHomes 

www.facebook.com/CommunityHouseWorthing

Twitter:  @twitter.com/WorthingHomes

Instagram:  www.instagram.com/WorthingHomes

Email:  info@worthing-homes.org.uk

Typetalk exchange:   dial 18001 
(followed by the full number including the code you wish to call).

HOME NEWS is published by Worthing Homes  
and is distributed free to all customers.

Please contact us if you would like HOMENEWS in:  
Braille, large print, on CD or in another language.

Are you paying your 
rent in advance?
Did you know that your tenancy agreement requires 
that rent must be paid in advance? This means that 
you should always be paying for the week/month 
ahead of you rather than paying for the week/month 
that has just passed. We are looking to work together 
with all of our customers to ensure everyone is on 
track. Please don’t worry if you have paid in arrears 
for a while, a small change will ensure you are paying 
in line with the tenancy agreement. Please contact 
your income recovery officer or use our portal  
to get in touch with us for some guidance.  
www.myhome.worthing-homes.org.uk

Here we have answered a couple of frequently asked 
questions about paying your rent in advance:

Why do I need to pay my rent in advance?
Paying your rent in advance is one of the most 
important promises that you have made in your 
tenancy agreement, if you are not paying in advance, 
this could affect your tenancy, any move you are 
looking to do or mean that we must take quicker 
action should you get in to any rent difficulties.  
Paying in advance allows flexibility and ensures no 
breach of the terms of your tenancy agreement!

What should my balance be to be paying  
in advance?
Your balance must be £0.00 or more in credit at  
all times. If it is not, this will mean you are paying  
in arrears and not in line with your agreement.

How can I check my balance?
You can check your balance by texting “BAL”  
to 07425 428428. Alternatively you can use  
our new online customer portal here:  
www.myhome.worthing-homes.org.uk

What do I do if I cannot pay enough  
to get my rent in advance?
We understand that getting your payment in advance 
may be something that you were 
not prepared for. If you are unable 
to get your account in line with 
your tenancy agreement straight 
away, please contact your 
Income Recovery Officer 
to agree an affordable 
repayment plan.

 

£

£


