
From all of us at Worthing Homes we wish you a  
Merry Christmas and a Happy New Year

CHRISTMAS CLOSURE – see page 16 for more information
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FIND THE REINDEER: There are 16 reindeer hidden in this issue – can you spot them all?
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COMMUNITY DEVELOPMENT
Coming to a Community near You! 

Continued overleaf…

H   ME NEWS  
EDITION 3 / 2020

As we print this Winter Edition of Home News 
it does feel like there are better times coming: 
vaccines seem to be looking good and we all 
hope for a day when we are able to go about 
our business seeing people and having events 
and celebrations just as we used to. Let’s hope 
we can all get back to something like we know 
as normal.
Worthing Homes Community Development Team are 
also looking ahead to the New Year and hopefully new 
opportunities to work with you and your community 
addressing some of the effects of the current pandemic 

and lockdown which has impacted on so many people 
in our society.

Since the last issue of HomeNews we have taken on 
a number of new team members to support our work 
with you. As we reported in the last issue, we were 
awarded £372,000 in funding from the Community 
Lottery Fund for work in Littlehampton, Wick and 
Felpham for three years and despite the pandemic 
we have been able to establish a new team there 
to work with you. Bryony, Angelina and Natalie all 
have extensive community work experience and are 
looking to get to know you and develop strategies and 
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activities which will help these areas. Bryony’s article 
(Page 8) tells you about our plans to work with you in 
the area and how to get in touch with us. 

Since our last issue many people will have lost their 
jobs due to the pandemic and will be trying to find 
new jobs. Worthing Homes want to support you in 
this. If you are trying to find a new job but need help 
then please contact us as we will be running a number 
of courses and activities which will directly help you 
in 2021. Our Sure Futures course is already taking on 
people seeking help to use technology to find work and 
training courses. Sure Futures takes on four people at a 
time to support them with learning IT skills and abilities 
to help you get back to work and the number of people 
who have taken the course and then found work is high. 
Contact Ruth Pollard - see below, for more information.

Community House is open once more and we are 
pleased to welcome Helen Williams and Alison Brett 
as new team members based there. Community House 
will provide a wide range of services as before, Covid 
permitting, but with even greater focus on courses and 
activities to support you and your family. We will also 

The customer Portal is live and the easiest way to access your account and update your 
details. 

Over 600 customers have signed up already and the feedback is:

“love it! Thank you for all your work put in to the portal - it’s really great!”

If you haven’t signed up yet and you want to be able to check your balance whenever 
you want, update your details and log repairs quickly and easily, sign up now. All you 
need is the email address registered with us and your unique tenant ID which was sent 
to you by postal invite. 

If you haven’t 
received your invite, 

or need  
your tenant ID,  
give us a call on 
01903 703 117. 

Self service option for online customers 

be providing the computer room at Community House 
to support people to search for work and we will 
offer practical support here also to help you get the 
job you want. For Community House contact Helen at 
hwilliams@worthing-homes.org.uk or Tel 01903 215 799

At the same time Worthing Homes Community Team 
have increased their capacity to support people to 
navigate the benefits system and budgeting in difficult 
times. This means that we will be able to help you by 
ensuring you get what you are entitled to – it’s hard 
being on benefits but harder still if you are not getting 
all you should be. Members of the Community Team 
are available for you to talk to at Community House 
and as far west as Felpham, Wick and Littlehampton. 

Now more than ever we want to work with you to 
make our communities great places to live and give you 
a greater say in how that happens. 

If you have some free time and would  
like to know more contact Ruth Pollard  

rpollard@worthing-homes.org.uk  
or Tel: 07808 761 978.
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STEVE 
SOUTHWELL, 
new chair of the 
Residents’ Panel
Greetings! I have been a resident of Worthing Homes 
since June 2015. In November 2018 I joined the 
Residents’ Panel which has given me the opportunity 
to be involved in many different projects, including 
the past two scrutiny reports. The most recent has 
been about resident involvement and empowerment, 
where we looked at how Worthing Homes 
communicates with its residents, from complaints 
through to fundays! It’s been quite an eye opener as 
you can image and I’m looking forward to presenting 
our findings to the Board, and to you all in the Spring 
2021 Home News magazine.

I enjoy being part of the Residents’ Panel as it gives 
me the opportunity to be involved in issues that 
matter to me as both a resident of Worthing, and 
of Worthing Homes. One of my passions lies in 
helping to build communities, giving people the 
opportunity to improve their lives. It also gives me 
the opportunity to work with, and get to know, 
some great people. I’ve got some big shoes to fill 
in taking on the position of Chair; Cheyenne has 
done a remarkable job and I’m pleased to have been 
given the opportunity to take the baton and lead 
the Residents’ Panel forward into 2021 and beyond. 
I hope to catch up with as many of you as possible 
during my two year term as it’s important to me that 
our views, as residents, are taken into account in 
every decision made by Worthing Homes. One team, 
one vision, one future.

Worthing Homes’  
ANNUAL REPORT 2019-2020
Every year we keep you updated on our performance and key facts in our 
annual report for residents.

The report tells you about the service you can expect from us and details our 
performance over the last year.

You can download the 2019-2020 annual report by using the link below

Do you have 30 minutes to spare a week?
Would you like to monitor the standard 
of services received from us and give the 
views of other residents in your area?
As a resident rep you would be able to:
•  Accompany staff on neighbourhood walkabouts 

(where applicable)

•  Identify any communal problems or issues and let us 
know about them

•  Monitor and provide feedback on the performance 
of contractors and cleaners

•  Help us to consult with residents on any proposed 
changes or improvements to the area where you 
live

•  Keep communal notice boards up to date (where 
applicable)

In return we will offer you:
•  Our full support and we will respond to any issues 

you raise in an agreed timescale

•  Reimburse you for any reasonable out of pocket 
expenses

•  Provide you with training opportunities

Resident representatives 
WE NEED  
YOU!

If you are interested in becoming a resident 
representative or to find out more please ring Ruth 
Pollard, resident engagement officer on 01903 703 

198 or e-mail rpollard@worthing-homes.org.uk

www.worthing-homes.org.uk/media/ 
Residents-annual-report-2019-2020-final.pdf



Performance indicators July-September 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 
YTD

Excellent Customer Experience
Overall customer satisfaction with Worthing Homes as landlord 91% 89% 79% 84%
Likely to recommend to family and/or friends (this is known as net promoter score) +47.0 +52.0 +53.0 +52.0
% of customers that feel they are treated with respect 84% 89% 79% 83%
Satisfaction that your views are being listened to and acted upon 73% 71% 57% 66%
Satisfaction with most recent repair 95% 84% 89% 88%
% of emergency repairs attended to within 24 hours 100% 100% 100% 100%

Number of days to complete the repair (end to end times) 8 days 8 days 19 days* 14 days

Satisfaction with major repairs / planned maintenance 98% NA 92% 92%
Satisfaction with anti-social behaviour case handling 86% 87% 50% 76%
Satisfaction with anti-social behaviour case outcome 79% 80% 33% 67%
Satisfaction with lettings service 98% 100% 86% 92%

£ raised by financial inclusion team for residents KPI affected by COVID-19 £140,000 £14,484 £30,527 £45,011

Number of residents using our online portal 1,250 0 610 610
Place shaping
Satisfaction with neighbourhood as a place to live 80% 73% 70% 70%
Satisfaction with the overall quality of home 87% 78% 79% 78%
Satisfaction with quality of new home (new build only) 98% 100% 81% 91%
New homes built as % of homes owned 2.2% 0.7% 0.5% 1.2%
Gas servicing - overall % of properties with a valid gas certificate by anniversary date  
KPI affected by COVID-19

100.0% 99.2% 99.6% 98.7%

Gas servicing - overall no. of days that gas certificates were overdue KPI affected by COVID-19 0 days 76 days 47 days 123 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%

Fire safety - No. of overdue remedial actions 0 25 19 19

Satisfaction with cleaning 75% N/A  
no surveys yet

N/A  
no surveys yet

N/A  
no surveys yet

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

N/A  
no surveys yet

N/A  
no surveys yet

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

Percentage of colleagues with less than or equal to 3 days sickness absence in last 12 months 70% 74% 72% 72%
Average number of working days lost to sickness absence per colleague 7.3 days 0.6 days 0.3 days 0.9 days
Number of training days 200 days 11 days 48 days 59 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

% 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

% colleagues that feel respected 90% 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

nN/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

Great Business
% rent arrears net of Housing Benefit 4.1% 2.3% 2.2% 2.2%
% rent collection 98.75% 96.1% 96.0% 96.0%

Average re-let time in days (standard re-lets) KPI affected by COVID-19 20 days 36 days 33 days 34 days

% empty home rent loss 0.5% 0.4% 0.4% 0.4%
YTD = year to date
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CHRISTMAS COMPETITION TIME
Christmas is nearly here and we know it will be a different 
Christmas for everyone so we thought it’s time to have a bit 
of Christmas fun and festive competitiveness!
Many of you make a real splash of colour, lights and Christmas cheer with your 
decorations so we want you to share your decorations with us.

Please email your photos, to make it fair only one photo of either inside, outside 
or both to Ruth Pollard at rpollard@worthing-homes.org.uk by no later than  
18 December and the Residents’ Panel will choose the winners.

First prize will be 
£25 in high street 
vouchers and 
runners up prizes  
of £10.

Good Luck!

Hardship Fund update
We want to let you know that there is still money in the hardship fund to help 
residents who have lost their job, have reduced income or are really struggling.

However the pandemic has affected you Worthing Homes are here to help. The 
hardship fund can still provide you with a one off grant for essentials you need when you can’t get 
help elsewhere. This could be a food voucher to enable a food shop, a utility top up or anything else you are 
struggling with. This is not a loan and you don’t need to pay it back. You can only use the fund once and you 
can’t use it to help with housing related debts (such as arrears or recharges) but having arrears doesn’t exclude 
you at all, it is to help any of our residents, leaseholders and customers. If you need assistance please contact 
any member of staff who will be able to help you, or contact us via info@worthing-homes.org.uk or call our 
customer experience team on 01903 703 100.

We also have our friendly financial inclusion team that can assist with benefit checks, benefit claims and 
budgeting advice. Contact them via their dedicated email financialinclusion@worthing-homes.org.uk or call 
01903 703 110.
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The kitchen and bathroom team have recently restarted 
undertaking refurbishments again as until recently they were 
restricted on entering residents’ homes for ‘Planned Works’. 
Because of this they have been stepping up and into other 
work to help meet the needs from other teams and our 
residents. 

Over the last few months they have taken on the following:

•  Delivering up to around 70 food parcels every Thursday 
to those who are most vulnerable in our community

•  Undertaking phone calls to residents who have been 
isolated in our community

• Undertaking estate inspections 

•  Clearing rubbish out on site and in communal areas

•  Undertaking minor repairs where appropriate

•  Assisting with the turnaround of properties when they 
become vacant

•  Completing essential works at Davison House

•  Improving the break area at Worthing Hospital, and

•  Replacing the kitchen at the Community House

On starting back the decorating team were given works 
that were deemed low risk to maintain social distancing. 
These works comprised of garage compounds and external 
blocks of flats. After a couple of weeks the team started to 
move back into the communal areas and finally on to 
decorating houses. The biggest issue we had was the 
availability of materials and certain PPE. This has now 
been resolved.

From May to the end of September the team have 
decorated numerous properties and are now currently 
working on completing the following addresses before 
the end of the financial year. These may need adjusting 
if there are any further restrictions that need to be 
applied due to the Coronavirus.

•  Rectory Court, Arundel Close, Bramble Crescent, 
Fordyce Court, Brookdean Road, Lewis Court

•  Eriskay Court, Shetland Court, Orkney Court, 
Clarendon Road, Victoria Mansions (External only)

•  Fenchurch Mansions, Wisden Court, Langton Road, 
Mendip Road, Dene Court, Mill Road

•  Norfolk Street, Solo Court, Oakleigh Court, Kings 
Quarter (External only), Paxmead Crescent

•  Pelham Road, Rowlands Road, 40 Shelley Road, 
Waverley Court, Pebble Way, Surrey Street

Property Services update

Community House  
kitchen before

Community House  
kitchen after



Following the Government’s recent announcement 
that we are likely to face further restrictions on how 
we can live our lives for the next 6 months we want to 
update you on the services we are currently providing.

We continued to carry out all emergency repairs 
throughout lockdown. We resumed routine (non-
urgent) repairs within homes on 20 July and are 
continuing do so. Due to the backlog of repair and 
availability of contractors these are to be completed 
within 3 months from this date, but please bear with us 
if these repairs take slightly longer than usual.

We have launched our customer portal which can 
be accessed via www.myhome.worthing-homes.org.
uk. Please use the portal to report all routine repairs 
wherever possible. If you have not signed up for our 
portal please contact our customer experience team on 
01903 703 117 for more information.

We are continuing our safety inspection programmes 
like gas safety checks, electrical testing and fire safety 
checks along with any associated follow-up works to 
ensure you continue to remain safe in your home. Our 
contractors are fully aware of the Covid requirements 
and the need to social distance whilst completing any 
works. We appreciate you working with us by allowing 
our contractors into your home to complete these 
important safety checks.

We resumed some of our major works and 
improvement programmes in early August with 
kitchen and bathroom replacements fitted by our 
in-house Property Services team coming back on-
line first, followed by Anglian who are planning to 
resume our window and door replacement programme 
from December/January. Unfortunately, Bramber 
Construction have decided to stop assisting us with 
delivering the remainder of our kitchen / bathroom 
programme so we will be looking for an alternative 
external contractor to replace them.

To ensure the ongoing safety of our residents and 
visitors to blocks of flats, we continue to carry out 
extra cleaning visits of all communal areas with weekly 
cleans of frequent touch-points (communal door 
handles, handrails, light switch, lift buttons, etc) in 
addition to the usual general cleaning. Because of the 
increased Covid risk of groups meeting indoors, we 

have taken the decision to close the lounges at our 
sheltered schemes.

We are pleased to advise that our in-house grounds 
team are almost back up to full capacity with normal 
service resumed from mid-September following a 
reduced skeleton service being provided. They have 
been busy catching up with bringing communal 
gardens and open spaces back up to our usual 
standards. We say ‘almost’ as we are currently looking 
to employ an additional grounds operative. If you are 
or know someone that maybe interested in applying 
for this position then more details can be found here 
– www.worthing-homes.org.uk/about-us/working-for-
us-job-opportunities

The vast majority of teams at Worthing Homes have 
been working from home and this will continue to be 
the case for the foreseeable future. Davison House 
remains closed to our customers, so please contact us 
via the customer portal or give us a call on 01903 703 
100.

We look for everyone to play their part in sticking to 
the Government measures and ask that any breaches 
of these measures, in relation to the number of people 
gathering together, be reported using this useful link: 
www.sussex.police.uk/tua/tell-us-about/c19/tell-us-
about-possible-breach-coronavirus-measures/

You will continue to see our employees out and about 
and they may visit you in your home if they need to 
and can’t deal with the matter over the phone. During 
this phase of how we operate, we will call or write to 
you in advance to let you know when we plan to visit 
you unless it is an urgent issue.

We opened the Community House albeit with a 
limited service on Monday 5 October, however 
this is dependent on latest Government guidelines 
at the time. Please follow www.facebook.com/
CommunityHouseWorthing for the latest information.

Throughout this time the safety of our employees and 
customers has been our number one priority and this 
continues to be the case.

We’d like to thank you for your patience and 
understanding during this difficult time. We will 
update you if and when there are to be other changes 
in how we operate.

Coronavirus information
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T E N A N T  R I S K S

 Flexible regular Pay-As-You-Go payment 
options (fortnightly and monthly 
premiums include a transaction charge).

 Apply over the phone or by completing 
an application form.

You don’t need to have special door or 
window locks (just a lockable front door).

 Covers theft, water damage, fire.

Covers tenants improvements (up to 
£2,000 or 20% of the sum insured 
whichever is greater).

 Accidental damage to TV’s and aerials 
and home computers is covered as 
standard (excludes items designed to be 
portable including mobile phones, ipods 
etc).  A £50 excess may apply, full details 
are available on request. 

 Covers damage to external glazing for 
which you are responsible.

 Covers replacement and installation of 
locks for outside doors or windows and 
alarms, if keys are lost or stolen.

The sum insured will be increased 
by £1,500 or 15% (whichever is the 
greater) for one month before and after 
Christmas to cover presents bought or 
received (excludes theft which does not 
involve forcible or violent entry into  
your home).

Covers theft or attempted theft of 
contents in sheds, outbuildings and 
garages (up to £3,000).

Optional extras are available for an 
additional premium.

The National Housing Federation is an Appointed Representative of Thistle Insurance Services Ltd. Thistle Insurance Services Limited is authorised 
and regulated by the Financial Conduct Authority FRN 310419. Registered in England under No. 00338645. Registered office: Rossington’s Business 
Park, West Carr Road, Retford, Nottinghamshire, DN22 7SW. Thistle Insurance Services Ltd is part of the PIB Group.
Our Data Protection Privacy Policy is online at https://www.thistleinsurance.co.uk/Privacy-Policy

email: myhome@thistleinsurance.co.uk or visit www.thistlemyhome.co.uk

10 reasons to choose  
My Home Contents Insurance 

Scheme this winter 

10 reasons to choose  
My Home Contents Insurance 

Scheme this winter 

Exclusions & limits apply. A copy of the policy wording is available on request.

Ask your landlord for an application pack or  
to apply for cover today, call My Home on:

0345 450 7288

At Worthing Homes, we know that being part of local 
projects, knowing your neighbours and making things 
happen where you live is an important part of feeling 
at home. 

This Autumn, Worthing Homes has launched a lottery 
community funded project to unlock the potential of 
community in Littlehampton, Wick and Felpham.  

The exact focus and activities of this project will be 
led by the community. In each area, conversations with 
local people about what’s important will shape how 
the project develops. To amplify the impact of existing 
projects and make sure as many people as possible can 
take part we’ll also be working with local partners.

What comes next?
Over lockdown, a wave of window rainbows, NHS 
clapping and a rise of people 
helping each other out showed us 
all what a closer-knit community 
could feel like. With Covid-19 
changing how we all interact, it’s 
especially important at this time 
that no one feels left behind.

So what would you like to do more 
of? Reading stories with other 
families, learning DIY skills, walking 
with others, being part of wellbeing 
groups, getting outdoors, mentoring 
or being mentored, learning work 
and business skills, growing food, 
planting trees, sewing, repairing, 
upcycling, sharing resources  
through a tool library? 

Bryony, Angelina and Natalie are 
the community development team 
in Arun. We believe everyone has 
the skills and knowledge to make a 
contribution to improve the world 
around them. Our role is to support 
you to:

• Turn an idea into action

•  Connect with neighbours over  
the things you care about

•  Tackle big issues you would like  
to solve

•  Transform how your 
neighbourhood looks and feels

• Support each other

•  Gain confidence and learn new 
things

ARUN UPDATE
If you have an idea, question, would like to meet  
or be part of planning the project, get in touch:

Bryony Lawless 
blawless@worthing-homes.org.uk  

T: 079 6857 4927

Angelina Masters 
amasters@worthing-homes.org.uk 

T: 077 0254 3891

Natalie Taylor 
ntaylor@worthing-homes.org.uk 

T: 077 0133 8437

SAY HELLO



Whilst the IT volunteers are not able to meet you face 
to face at the moment, they would be able to support 
you over the phone or on a zoom meeting if you 
already have internet access.

If you wish to find out more about being digitally 
included with us or you need help, then please 
contact Ruth Pollard on 01903 703 198 who will be 
able to match you up with one of our IT volunteers.

Once we are able to meet face to face again Worthing 
Homes runs IT classes and can offer one to one 
support every Wednesday in the Resource Centre  
at Davison House.

Do you want to be more digitally included with 
Worthing Homes?
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WORTHING HOMES 
With local Councils declaring climate emergencies, 
we have committed to reducing our environmental 
impact and will be creating detailed action plans to 
help us do this. For us, this is about improving the 
energy efficiency of our homes, through building new 
sustainable properties and by refurbishing existing 
ones.

We will set ourselves targets to increase the energy 
efficiency of our homes and promote sustainable 
behaviour change for both customers and colleagues 
which all contribute to reducing carbon emissions.

We aim to promote sustainable solutions working 
together with partners so that we can support 
thriving, vibrant communities. This demonstrates our 
commitment to protecting the environment for today 
and the future.

What is a zero-carbon home?
Simply put, a zero-carbon home is one that is 
responsible for emitting net zero in greenhouse gas 
emissions.

Building a home emits carbon – in the materials used 
and construction. Then so does heating and electricity 

SUSTAINABILITY

Do you want to get online but not 
sure how to?
Perhaps you want to know how to 
access the Worthing Homes portal, do 
your shopping online, or speak with 
friends and family on a video call?
Then why not speak to us first.
We at Worthing Homes want  
to help, if we can. 

We have several IT volunteers who could  
help you with many tasks including: 

• writing a CV

• a job search

•  setting up a zoom meeting with family  
and friends

• setting up an email address

• a query on how to use your smart phone

use. Most experts 
recommend first 
making sure that the 
building is as energy 
efficient as possible 
before ‘offsetting’ the 
remaining emissions 
with renewables.*

How much more efficient the building should be, and 
how much renewables can be used, is controversial, for 
example, making a tonne of traditional concrete emits 
about half a tonne of carbon dioxide.

Another complication is the ‘performance gap’ – a 
building may on paper be meant to reach a certain 
specification of energy efficiency, but depending on 
the quality of construction, that may or may not be 
achieved.

* Renewable energy comes from sources that the earth 
can naturally replenish, such as crops and biomatter. 
Sustainable energy comes from sources that don’t need 
to be replenished because they can never be depleted, 
such as sunlight and wind energy.



 

THE COMMUNITY HOUSE

For those who would benefit from some 1 to 1 
emotional support we will be running sessions on a 
Saturday with our counsellor Karen. We also plan to 
hold regular “walk and talk” sessions where you can not 
only benefit from fresh air and exercise, but also talk 
with others who may understand the stress and strains 
caused by the pandemic. If you would like to sign up to 
either of these, please drop by the house.

This new chapter for the Community House aims to be 
a more interactive one, with you, our visitors and our 
community contributing to future plans, voicing your 
ideas and playing an active part in our mission to make 
life easier, and more cheerful for all who live here. 

The house is open Monday, Wednesday and Friday 
9-5pm, and Tuesday and Thursday 9-12.30pm. We look 
forward to seeing you soon.

For more information on the Community House 
call Helen 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 

We are pleased to announce that the Community House reopened its 
doors on the 5 October. Since then, local residents have begun to get back 
in touch. Many of you have told us stories of the difficulties of lockdown, 
and a unanimous feeling of relief that the Community House is, once again, 
offering a point of contact and services.
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Next year we would like to launch the Worthing Homes’ annual garden competition which will reward 
Worthing Homes’ residents who make a real difference in their neighbourhoods by taking pride in their gardens.

There will be several categories to enter including:

• 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)

We will give you the details of how to enter in the spring edition 
of Home News so it’s never too early to put your thinking caps on!

Worthing Homes annual gardening competition 2021

The refurbished kitchen still has a kettle and 
refreshments available as well as food donations every 
week. The computer room is open for printing, job 
searching, and any other online needs and of course, we 
have Helen, the new Community Engagement worker 
who can offer a listening ear, signposting for benefit 
and money advice, and information on future events 
and services at the Community House.

We have taken steps to make the house “Covid-safe” 
for visitors and staff. Screens have been installed for 
this purpose and we kindly ask that visitors wear a face 
covering, unless exempt, and to be patient as we are 
limited to allowing one person in at a time.

We are developing fresh ideas to help you beat the 
winter blues, made even bluer in these unprecedented 
times. We will be holding an outdoor coffee morning 
soon, (for a maximum of 6 people at a time) so wrap up 
warm. We would like to continue to keep the garden 
growing with vegetables and plants that thrive in the 
cooler months. So, any keen or novice gardeners who 
would like to get involved and form a group of green 
fingers, we would love to hear from you.

Helen
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THE COMMUNITY HOUSE
If you live in Worthing Homes’ sheltered 
housing then you will definitely know 
Yasmin Brown and Ian Best. I asked them 
to tell me more about their work and what 
a day in their lives looks like. This is what 
they had to say…

Ian explained their jobs have been different 
since the first lockdown “we have seen 
many residents struggling and have helped 
them with shopping vouchers from the 
hardship fund. At the moment the first thing 
we do in the morning is check our emails 
to see what has happened through the 
night and if there is anyone we need to go 
and visit as a priority. Unlike most of our 
colleagues who are working from home, 
we are still on the road each day visiting 
people.” 

Ian and Yasmin deal with a spectrum of issues, no two 
days are ever the same. When I asked for an overview 
of what they do the list they gave me was endless but 
here is a brief idea of what their day entails:

Recently Yasmin and Ian have been dealing with TV 
licences for the over 75s as this is no longer free and 
has been a big job, “you would be surprised how many 
residents there are who are 75 and over” Yasmin  
tells me.

A day in the lives of the housing support officers

I asked them both what the most rewarding part 
of their job was and they told me it is supporting 
the residents where you can make a real difference 
to someone’s life. Yasmin was telling me about one 
resident who had been struggling that she and the rest 
of the team had supported, getting his flat cleaned, a 
new mobile phone as he had had an accident with his 
and how much this resident has turned his life around. 
Their support had made a real difference to him. 

As part of the lockdown Yasmin really regretted 
Worthing Homes locking the communal lounges but 
we have to follow government guidelines and keep 
everyone as safe as we can and and we hope that it 
has not affected residents mental well being.

When I asked them both what part of their job is the 
most challenging both answered ASB, explaining what 
is ASB to one person is not to another. Yasmin and 
Ian have found that during the pandemic the anxiety 
levels of residents has been increasing and they have 
had to deal with many ASB complaints between 
residents.

They both said without hesitation the worst part 
of their jobs is dealing with a death as they have 
spent much time with residents, supporting them 
and growing close to them. Many residents live 
independent lives never needing any help from Yasmin 
or Ian but there are those they regularly help because 
they don’t have anybody else.

It is very apparent when talking to Ian and Yasmin 
that they love their jobs the best part is the social 
interaction and the fact that they are making a 
difference to someone’s life, it is very rewarding and 
any praise they receive from the residents is heartfelt.

Yasmin and Ian with 
Marion at Pearsons Retreat

•  Liaising with social services when residents need 

to have assessments

•  Ringing up GPs and following up GPs on residents 

behalf as some are not able to do this themselves 

and have no other means of support 

•  Filling in benefit, personal independent payment 

and Universal Credit forms and follow them up if 

necessary

•  Referring residents for financial support as we are 

unable to do this

•  Undertaking lifestyle assessments with potential 

new residents then completing the sign up to 

their new home

• Dealing with death

• Gathering information for court cases

• Anti social behaviour (ASB) complaints

• Chasing up arrears/repairs

• Answering questions on accounts

• Notices of seeking possession

• Keeping the resident information up to date
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Grounds operative
Grass cutting, hedge cutting, border maintenance, gritting, 
leaf clearance, litter picking and clearance as required

Grounds team leader
Work on site with both teams providing support and 
mentoring to senior ops whilst undertaking operation tasks
Visual walks, inspections and site visits. Responding to 
complaints and queries
Collate timesheets, vehicle check sheets, machinery checks, 
first aid sheets, PPE issue and inspection sheets, defect 
reports, machinery maintenance, depot housekeeping, 
review hand arm vibration data.
Carrying out 1-2-1s, tool box talks, meetings and briefings. 
Conducting sickness and back to work review, and assisting 
in HR investigation/disciplinary.
Machinery instructions, scheduling rounds, staff rota’s and 
tasks, reviewing risk assessments and method statements
Maintain asset list/mark equipment, defect reports, 
machinery repairs
Identify and order materials/goods (PPE, consumables, 
materials)
Budget planning

Senior grounds operative
Lead team on site; allocate team members to a task, set 
pace of works, quality inspection of works, ensure health 
and safety on site, supervise team works, troubleshoot any 
problems with machinery etc. and respond to residents on 
site
Play area inspections/small repairs.
Undertake quality inspections, PPE checks, machinery 
checks, vehicle checks, defect reporting, and machinery 
maintenance
Carrying out 1-2-1s, tool box talks and ensure IT training 
completed

Grounds and facilitles manager
Lorna Cannell

Operations administrator – Claire Hutchins
Inputting estate inspections, raising repairs, ordering cleaning products and general administrative duties

Grounds 
operative
Kevin Edge

Grounds 
operative

Declan 
Humphrey

Grounds 
operative

Vacant

Grounds 
operative

Scott Ward

Grounds 
operative
Rob Gale

Senior operative
Lawrence Cook

Senior operative
Dan Marett

Grounds team leader
Zoe Spicer

Senior neighbourhood warden
Carrying out 1-2-1s, appraisals, sickness reviews and 
supporting the team. They also carry out estate inspections 
and compliance checks such as emergency lighting and 
legionella tests.

Jays cleaning – cleaning in communal blocks (excluding 
sheltered)

SCC – cleaning in communal blocks (sheltered exc. Lovett & 
Wisden)

Wash and wipe – window cleaning (sheltered)

T&T cleaning – general needs outlying areas (Bognor/
Chichester/Pagham)

Caretaker
They carry out health and safety maintenance checks 
(legionella’s water flushing, fire alarm testing, estate 
Inspections), as well as reporting ASB, fly tipping and 
repairs. General duties include cleaning, ensuring site is well 
maintained and carrying out smaller repairs and maintenance 
on site. Assist third parties on site such as contractors and 
visitors.

Cleaner
Regular cleaning of the communal areas including cleaning 
of the floors (sweeping and moping, hoovering), kitchens, 
bathrooms, laundry rooms, bin stores and guest rooms. 
Report repairs and issues on site such as items left in 
communal hallways for example bicycles and buggies.

Sheltered caretakers
Supporting seven of our sheltered schemes, they carry 
out estate inspections and raise orders for repairs where 
required. They carry out health and safety and compliance 
checks such as legionella’s water flushing and temperature 
testing, as well as reporting ASB, fly tipping.
Carry out small landlord repairs such as changing lightbulbs, 
minor plumbing, spillages and fixing loose fixtures/fittings.

Neighbourhood 
warden

Nick Collins
GENERAL NEEDS BLOCKS

Sheltered caretaker
Clare Hartley

ELIZABETH HSE, WISDEN, 
LOVETT, DAVENPORT, CLIFTON, 

CHESTNUT

Cleaner
Pamela Toms
LOVETT COURT 
WISDEN COURT

Senior neighbourhood warden
Gavin Ratcliff

                               

 

                                                                                               

 

 

 

 

 

 

                                 

                                     

                                      

Grounds Team Leader 
Zoe Spicer 

Senior Operative 
Dan Marett 

Senior Operative 
Lawrence Cook 

Grounds Operative 
Kevin Edge 

Grounds Operative 
Rob Gale 

Grounds Operative 
Kevin Edge 

Grounds Operative 
Declan Humphrey 

Grounds Operative 
Martin Hollingdale 

Caretaker
John Fairbrother

CAMBOURNE CT

Caretaker
Simon Pretty

PEARSONS 
RETREAT SITES

Caretaker
Tony Bilotti

NORFOLK/
SUFFOLK HOUSE

FACILITLES team GROUNDS team

The grounds and facilities team are out in the neighbourhoods every day so we 
thought you might like to know a little more about who they are and what they do
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In October half term, the community development 
team were in Felpham for the Felpham Freecycle day. 
The aim of the event was to offer some half-term fun 
for Blakesmead residents of all ages and to find out 
what people think of where they live and what they 
want for the future.

Dr Bike from Bognor Bike Hub came along to offer bike 
health checks and minor repairs, which was a big hit with 
young people and kept him busy all day.

There was also mask making for the little ones, so within 
a few hours there were jaguars, owls, rabbits and foxes 
prowling around. These marvellous 3D LED masks were 
donated by the team at Tide of Light. It was delightful to 
see children of all ages get involved!

There was a ‘free shop’, for residents to donate and take away small items 
that they no longer needed but might be of use to others, as well as a 
coffee meet and greet 
stand.

A selection of ideas 
for future projects 
was made available 
for people to vote 
on, which highlighted 
local priorities in 
their neighbourhood. 
People’s votes and the 
suggestions opened 
the discussion about 
the exciting ways the 
neighbourhood could 
improve over the next 
few years. 

Thanks to all those who 
braved the weather to 
take part!  

HOMENEWS

FELPHAM 
Freecycle day

Our FREE water-saving visit 
will reduce water usage 
and SAVE money on your bill
 

  

Simply email:

 

watere�ciencyteam@southernwater.co.uk

53
17

_1
0.

20

Adur and Worthing Council and Southern Water are working 
in partnership to o�er FREE home water-saving visits:

with the subject title ‘Worthing Homes’, and include your name, address, 
phone number and how many people live at your property.

While everyone has been at home more, our water usage 
has increased and we all need to work together to reduce it 

If you, or a family member, have a health condition or challenge that means 
you’d need water first in an emergency, sign up for our priority services 
at southernwater.co.uk/priority-services.

 

• Free water saving devices are fitted, like tap aerators and shower heads
• Leaky loos are checked and fixed  
• Our useful water saving tips will help you save water and money.
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Name:

Telephone number: 

Address:

WORDSEARCH

Please fill in your details below and send to Worthing Homes, Davison House,  
North Street, Worthing, BN11 1ER by 1 January 2021. Open to all ages. 
First correct entry drawn will win £20 in high street 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:

BLIZZARD
BOOTS
CHILLY
COAT
COLD
DECEMBER
EARMUFFS
FIREPLACE
FROSTY
FROZEN
GLOVES
HAT
HOT CHOCOLATE
ICE
ICESKATES
ICICLE
JUMPER
MITTENS
SCARF
SHIVER
SHOVEL
SKIING
SLED
SLIPPERY
SLUSH
SNOWBALL
SNOWFLAKE
SNOW FLURRIES
SNOWMAN

Let it Snow
WORDSEARCH

14 HOMENEWS

R R W E J Q V B A H H S C H A O R J R F

E K P W F R Y M P Y D E B J T A T S M R

S I O U Q Y N S T A H Q W C Y X N F L O

Z E S T N D E Y A D E M X C O L D Y O Z

J H F H Z D G L O V E S N O W F L A K E

X C F M I C T L C B E C A L P E R I F N

L V U Y V V S S L I P P E R Y V V Y H N

L H M S Z Y E I R A C G R M O Z F U O C

H G R Q W L Z R S H B I S R B D F I Y K

J N A D V Z U Y N O O W G L H E A F T Y

G I E T A L O C O H C T O H E Q R M I D

E I Q R F E T T W F F F L N L O E Y V H

X K D W W V S K M V U Y G B S Y P E X M

R S O B Z O L W A U E Q Y T K L M W E T

D N C Q J H A E N E E Q Y Q K V U P T Y

S E T A K S E C I S X J Q E B O J S O E

B T R B R L Y J F M Y J L J O V L L H J

N T G E Q F J Z Q O P V W O P T M E W C

K I D N Q L L H V U Y Q O I L U E M E J

Q M A D G Y L X U X Y N B F B M K P B K



LEAP - 
The Energy and Money 
Saving Service

FREE 
FOR LOCAL
RESIDENTS

Call us now on 0800 060 7567*  
(Freephone) to book your appointment, or apply online: 

www applyforleap org.uk

We are offering local residents  
a completely FREE OF CHARGE service  
called LEAP (Local Energy Advice Partnership). 
LEAP can help you to save money and keep  
your home warm and cosy.

HOW IT WORKS:
If you are eligible, we will book you an 
appointment with one of our friendly, 
qualified advisers. LEAP can:

Help check if you are on the cheapest  
energy tariffs - could save you over £280 a year.

Install FREE, simple energy saving measures 
which can save the average household £30 on their 
energy bills a year.

Give you day-to-day energy efficiency hints 
and tips and ensure your heating system is set up to 
keep you warm and save money.

Arrange a FREE telephone advice service to 
help with benefits, debt and other money problems.

Refer you for further energy efficiency 
improvements, such as loft insulation or a new boiler.

ARE YOU ELIGIBLE?
You may be eligible for  
the LEAP service if one of 
the below apply. If you:
•  have a low income
•   receive tax credits
•   receive Housing Benefit
•   receive an income or 

disability related benefit
•   have a long term illness 

or disability.

@LeapService
* 8.45am to 5.30pm Monday to Friday.

AE1231_A5_Flyer_ WSusx_1pp_covid.indd   1AE1231_A5_Flyer_ WSusx_1pp_covid.indd   1 06/10/2020   12:2506/10/2020   12:2515HOMENEWS

Bryony Lawless

We would like to welcome…
Bryony Lawless, community development 
coordinator

Helen Williams, engagement worker (Worthing)

Natalie Taylor, engagement worker (Arun)

Keiron Parr, customer experience coordinator

Jason Rose, painter

Roy Cobden, neighbourhood surveyor (west)

Declan Humphrey, 
grounds operative

Stephen Rolfe, 
painter

Emma de Broekert, 
lettings officer

Sarah Smith, finance 
manager

Derek MacFarlane, 
clerk of works/site 
inspector

STAFF NEWS

We say goodbye 
to…
Nikki Dunford we 
thank her for her work 
and wish her all the 
best for the future.

Helen Williams

Declan Humphrey
Natalie Taylor

Jason Rose

Derek MacFarlane

Stephen Rolfe

Roy Cobden

Keiron Parr
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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/reportarepair

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

EDITOR:

Ruth Pollard 01903 703 198

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.

Would you like to be part  
of a neighbourhood watch?
People join Neighbourhood Watch for many 
different reasons, whether it is to improve safety 
around their home or to become part of a group 
and meet new people. It is widely regarded that 
being part of a Neighbourhood Watch can:

• Reduce/prevent local crime and disorder

• Reduce fear of crime

• Address issues relating to anti-social behaviour

• Create safer neighbourhoods

• Uniting a community and building community spirit

• Reassure members of the public

•  Enhance partnership working with other 
community groups

•  Assist in the detection and apprehension of 
criminals through members providing information 
to the police

•  Improve quality of life and the local environment

For more information on how to get involved in a 
local scheme or set up your own neighbourhood 
watch please go to www.ourwatch.org.uk and 
scroll down to the Sussex contacts.

Worthing Homes will be closed  
from 4pm on Wednesday 23 December 

until 9am on 4 January 2021.  If you  
have an emergency during this time 

please ring 01903 703 100.


