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With the unprecedented situation we all find 
ourselves in at this time we felt we needed  
to get involved.
Along with donations of a new TV to the 
Worthing A&E staff room and £600 to a fund 
to help them buy essential items we have  
also assisted Turning Tides by giving them  
2 properties to be used for self-isolation  
for free. 
Our links to the National Lottery Community 
Fund helped us to secure £15k of funding to 
be used for food for the vulnerable residents 
in the local area.
Please read on to see how we have been 
helping our residents.

Playing their part
It’s not every day that you can 
say that what you did saved a life unless you are 
perhaps a doctor or a nurse but this is exactly what the 
Worthing Homes Property Services Team have been 
doing for the last three months. 

Every week the team have come together to deliver 
food parcels to some of our most vulnerable residents. 
The food parcels were a balanced blend of staple foods 
including bread, milk, butter and fresh vegetables that 
would help keep people at home and safe. By the end of 
the project we had delivered 800+ food parcels.

When we first began many of the items were hard to find 
but working with Adams Wholesalers, who were able to 
support our needs, we managed to keep people at home 

Self service for Worthing Homes customers see page 3

FINANCIAL HELP FOR THOSE IN NEED see page 3

Continued overleaf…

What have Worthing Homes 
been doing during Covid-19
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by ensuring they had enough food. None of this would 
have been possible without the support of the Lottery 
Community Fund who provided a significant grant to 
help us to support many of you.

This funding also enabled us to work with The Food 
Pioneers to provide meals to people in two of our 
sheltered schemes on occasions during this period and 
we also received donations from local food vendors 
through linking up with Tim Loughton MP to provide 
once a week meals to some of the vulnerable residents 
in Pearson’s Retreat.

In total working with partners and directly we provided 
over 1,000 meals and food supplies to vulnerable 
residents in Worthing.

4,334 calls!
Another way Worthing Homes supported residents 
during the lockdown was to make sure that those living 
in sheltered housing received a call from a member 
of staff once a week if they needed it. We also called 
other residents who we identified as being vulnerable. 

Unlike most of our calls these were purely social, 
checking in on residents and having a chat. Over the 
space of the lockdown and for a few weeks afterwards 
a number of staff would each call a group of people. 

As we found out, for many this was one of the 
few contacts they would have during the weeks of 
lockdown. Having the same person contact you every 
week was also a chance to get to know someone and 
talk through problems or issues and kept us informed of 
anyone with any specific needs or concerns.

In all the team managed to make 4,334 calls during the 
lockdown period which we think you will agree is a lot 
of calls.

As we got back to work and the lockdown relaxed we 
reduced the number of calls so that we were calling 
just those who we felt at most in need of this service.

Many residents said “getting a call from someone every 
week was so important and something I looked forward 
to, it helped keep me going.”

Good Friday surprise for Lovett Court 
residents
On Good Friday at Lovett Court Debs Butler and Neil 
Clatworthy of We Are Food Pioneers delivered goodies 
to all the residents. This included 44 parcels of fish and 
chips, an Easter egg which was kindly donated by the 
Waitrose community team and a hand written and drawn 
Easter message from the children of Downsbrook Primary 
School. Everyone was very grateful and welcomed the 
lovely surprise. Well done to Debs and Neil, a thank you 
to Waitrose and the children of Downsbrook Primary 
School and a big shout to Worthing Fisheries for their 
support and yummy food.
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COME AND BE PART OF  
THE RESIDENTS’ PANEL
Making a difference by coming together to support 
society has never been more important than it has 
been in these last few months.  You could also make 
a difference by being part of the Residents’ Panel at 
Worthing Homes. The role of the Residents’ Panel is to 
regularly come together on behalf of residents, ensuring 
that Worthing Homes provides resident-centred 
services of the highest standard.  So you can carry out 
this role we will give you support, training, a tablet 
and pay all reasonable out of pocket expenses which 
includes travel, carers and childcare costs.

If you are interested and would like to find out more 
then please get in touch with Ruth Pollard, Resident 
Engagement Officer on 01903 703 198 or email 
rpollard@worthing-homes.org.uk

FINANCIAL HELP  
FOR THOSE IN NEED
Lockdown, unprecedented, making history, 
furlough, Covid-19…
These are all words that have become part of our 
vocabulary as part of the Coronavirus pandemic. It 
has been really hard for all of us changing our way 
of working, some losing jobs and income, availability 
and increase in food cost, children at home. Those 
still at work are busier than ever, even we have had  
to adapt the way we work. 

However it has affected you Worthing Homes are 
here to help. 

Our friendly financial inclusion team can assist with 
benefit checks, benefit claims and budgeting advice. 
Contact them via email financialinclusion@worthing-
homes.org.uk or call 01903 703 110.

We have also introduced a hardship fund which can 
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.

Do you need to check your balance? Get a 
statement of your account(s), report a repair or 
update your personal details all at a time that 
suits you? ‘My Home’ is Worthing Homes’ self-
service portal and it’s now live and ready to 
enable you to do all of these things. 

By now you should have received your invite with 
a unique reference number. You will need this, 
along with an email address, 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.

We will still have the usual methods of contact 
open and available for those that aren’t online, but 
for those that have told us 
you want this information 
available 24/7 the wait is 
finally over. 

Residents testing the portal 
told us it was easy to sign 
up and use, but if you 
are not confident on the 
internet and need a bit 
of help logging on, do 
let us know. We aren’t 
sure when our free IT 
classes and one to one 
support will reopen but 
you can save your invite 
and wait until they are 
back where one of our 
friendly volunteers will 
help you create an 
email address and help 
you sign up.

No queuing,  
no cost, no fuss! 
Self Service for Worthing Homes 
Customers 
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We need 5 minutes of your time, so please 
help us, so we can communicate with you

Emails, phone calls and texts are very important in 
communicating with our customers, even more so 
during the covid-19 pandemic. If we do not have your 
contact details, it can prevent us from being able to 
communicate and share important information quickly 
and effectively with you.

We are encouraging all our customers to use our 
online services for example to report repairs, pay rent/
service charges to help minimise contact. 

If you have not received any text or email 
communication from us recently, it is likely we do 
not have your up to date details. Often people forget 
to tell us when they have changed their contact 
information. 

Please take 5 minutes to check with us, that we have 
your telephone number and email address and you can 
now do this via the Worthing Homes portal, see article 
on page 15 for more information.

Have you carried out any DIY or home 
improvements during lockdown? 
With people having spent lots of time at home, some 
have used their time for DIY. 

Please remember to check your lease first, as 
undertaking works without permission could put you 
in breach of your lease and may render the buildings 
insurance policy void. The obligations are there for the 
safety of everyone and the building. 

Things to always consider:

• What does my lease say

• Do I require permission from Worthing Homes first

• Does the work require planning permission

• Does the work require building consent?

If you have carried out work without consent, please 
let us know straight away, we can advise you on how to 
seek retrospective permissions to resolve this. 

Further information can be found on our website  
www.worthing-homes.org.uk under  

your-home-and-you/leasehold-services/
looking-after-your-home.

Service charges – making payments
•  Paying your rent and/or service charges: there are lots 

of different ways to pay and minimise contact, for 
more information go to: www.worthing-homes.org.uk/
your-home-and-you/paying-your-rent/

•  Having difficulties paying? Many people’s circumstances 
have changed. If you are in financial difficulties and 
having trouble paying please speak to us. We can help 
you resolve the situation before it becomes a major 
problem. 

Your service charge actuals 
•  You will receive your actual service charge statement 

in September 2020 for financial year 1 April 2019-31 
March 2020 (this excludes Cambourne and Dene Court, 
who received their actuals in March). 

Maintenance and cyclical redecoration works
•  Cyclical redecoration works – due to the lockdown 

our decorating team were unable to work for over 2 
months. So if you are due to have external or internal 
redecorations completed to your block this year, there 
are likely to be some delays. Internal decorations will 
be particularly delayed. The team will be working hard 
to get through the programme of works and will follow 
the Government guidance, we thank you for your 
patience.

•  New passenger lift contractor – We are pleased to 
say Temple lifts have been appointed to maintain 
our passenger lifts, please see the Temple lifts article 
opposite.

•  Non-urgent communal repairs - Urgent fire safety 
actions and emergency repairs were able to be 
carried out during the lockdown, but the non-
urgent communal repairs were put on hold when the 
Governments ‘stay indoors/no visitors’ policy was in 
place. The catch up programme will allow us to get 
around to these non-urgent repairs, our surveyors and 
contractors will be busy catching up on these works. 

How you can keep up to date on Worthing 
Homes’ news
•  If you provide us with your mobile number – you 

can be included in text message alerts for important 
general and block specific news.

•  Visit our website www.worthing-homes.org.uk where 
we have been providing coronavirus and service news 
updates for our customers.

LEASEHOLD SERVICES NEWS
Amanda Parsons says…
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Transforming the 
TAMARISK CENTRE
As you may recall, back in March 2020, we secured 
money from the National Lottery Community Fund to 
enable us to take the work of the Community House 
out into the Arun District area.

One of the centres where we will be providing 
community development activities and services is 
the Tamarisk Centre in Littlehampton. As this centre 
has been out of use for a while we felt it only right to 
assist with the redecoration of one of the rooms in 
the building as a thank you for allowing us to use the 
facility.

Over 11 days our property services team transformed 
the room as you can see in the pictures below, and I’m 
sure you will agree they did a fantastic job.

We are currently interviewing for people to join our 
organisation to bring the activities and services to 
life in the Arun area and we will keep you updated on 
the progress of both this and the Community House 
reopening via our portal, website and social media. 

Introducing TEMPLE LIFTS 
We would like to introduce Temple Lifts who are 
now maintaining and servicing our passenger lifts. 
Worthing Homes’ has 22 lifts and the 
new contract is planned to run for 
7 years. With 25 years’ experience 
Temple Lifts were selected following 
a tendering exercise and formal 
interview process.

Here are some useful tips, when using the lifts to 
minimise breakdowns from misuse: 
•  Never overload the lift with people or goods, 

exceed the weight limit or person capacity. If you 
intend to put goods in the lift (eg furniture), please 
check with us first. If you have an on-site caretaker 
speak to them for advice. 

•  Never interfere or tamper with lift equipment, this 
includes putting a hand between closing doors.

•  Never hit the lift doors, force them open or wedge 
the doors, this can cause electronic components 
to miss-align, malfunction and cause breakdowns.

•  Water leaks into the lift pit can affect the 
mechanism and electrical components, which 
could make the lift breakdown. Please be mindful 
about not letting baths overflow.

•  Keep litter away from the lift, to avoid rubbish 
gathering up in the lift pit. 

We aim for improved customer satisfaction and to 
provide a good level of service to you for the service 
you pay towards. We hope you find this with Temple 
Lifts and always welcome your feedback. 

Information about reporting repairs can be  
found at www.worthing-homes.org.uk/ 

your-home-and-you/reporting-a-repair/

Resident 
approved stamp! 
The resident approved stamp is a 
mark to identify that the information 
and literature we provide for you has been reviewed, 
checked and approved by residents to ensure it is 
clear, concise and easy to understand.
We are currently looking for residents from a cross-
section of the community to join the team and review 
our literature.

If you are interested in joining us and being part  
of this team, then please contact Ruth Pollard,  
Resident Engagement Officer on 01903 703 198  

or email rpollard@worthing-homes.org.uk

Before

After



This is the Relish advice page; Relish is Worthing 
Homes’ programme to help residents keep 
energy bills as low as possible. To ask your very 

own questions on energy or find out more on the energy advice surgery please 
contact Poppy at pscott@worthing-homes.org.uk or call 01903 703 185

WELCOME!

We are all staying at home more, and it’s safe to say most 
of us have had to change how we do things. Here are a few 
tips on staying sustainable…

  There are plenty of natural materials available 
around us to craft for entertainment, or upcycle and 
repurpose (see the milk carton hanging baskets a 
resident from Carpenters Lodge has made – better 
still this means you can turn off the TV and laptop 
and save on electric

  Working from Home? Save energy by playing music 
through the laptop, and use the battery, no need for 
constant charging. 

  Get into greenspaces, if you can grow things 
indoors it’s cheap or free, and really great for the 
environment as well as your wellbeing.

  Reducing food leftovers – plan your meals before 
going shopping and check the dates.

  Local greengrocers have secured supply where 
supermarkets weren’t able to, they are often 
comparable on price, low on packaging and will now 
deliver.

6

Staying SuStainabLE WhiLSt Staying at hOME 

1

2

3

4
5

6  Make sure you are recycling as much as possible, 
not forgetting the trickier things like crisp packets 
and batteries.

  Getting takeaway? Say no to plastic utensils and 
napkins.

  Lots of things to remember when going shopping, 
but one thing not to forget is your re-usable bags.

  If you are out and about during the day, save 
money and waste by doing packed lunches and 
avoiding all the disposable packaging.

  More things than ever can be done electronically, 
but if you have to print - double sided is best.

  Only run full loads of washing (same goes for 
dishwasher and washing up).

  Make your own zero waste products. From 
toothpaste, deodorant, non-toxic cleaning 
products through to soap bars, now is the time to 
try out zero waste recipes and get into the habit 
of making your own (which will help save money 
too).

FOr MOrE EnErgy adviCE and tO WatCh EnErgy Saving vidEOS LOOk at Our WEbSitE WWW.rELiSh.Org

7
8

9

10
11
12

11   Did you know you can watch zoos on-line 
with webcams, live streams, animal antics and 
behind the scene updates? Have a look at: 

www.zsl.org
www.marwell.org.uk
www.edinburghzoo.org.uk

22   Have you tried the chrome animal 3d 
trick which brings 3D lions, tigers, sharks 
and penguins into your home? Go to 
www.9to5google.com/2020/07/01/ 
google-3d-animals-list/ to find out more.

Lockdown Kids Fun
33  Here are a few other links to kids activities: 

www.worldofdavidwalliams.com/activities/
www.twinkl.co.uk/
www.resource-bank.scholastic.co.uk/
www.resource-bank.scholastic.co.uk/
resources/417185

44   Lastly here is a link to 10 boredom busting tips: 
www.chichester.co.uk/whats-on/arts-and-
entertainment/coronavirus-top-ten-tips-
boredom-busting-during-quarantine-2517231
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The long days and warm nights of summer make 
playing outside a breeze, but playing in the summer 
sun doesn’t come without risks. It’s important to 
have fun but remember these helpful sun safety tips 
when you and your children are out in the sun.

11   Pay attention to the UV index. It is important 
to use protection even when it’s cloudy.

22   When playing outdoors, pick a place with 
shaded areas or a cooling center nearby. If you 
can’t find a shady spot, use a sun umbrella or 
pop-up tent.

33   One word; sunscreen. Choose a broad-
spectrum, water-resistant sunscreen with a sun 
protection factor (SPF) of at least 30 and apply 
it often.

44   Dress for the weather. Even though the heat 
may make you want to take layers off, it’s 
essential to wear “sun smart” clothing made 
of loose cotton material, wide-brimmed hats, 
and UV-protective sunglasses.

55   Hitting the beach or pool this summer? “Sun 
smart” swimsuits and hats that are specially 
designed for water can help protect children 
from UV rays. Don’t forget to reapply sun 
cream after swimming and sweating too!

66   Be aware of hot surfaces where children play. 
Pavements, metal slides and car doors all heat 
up in the sun and can burn skin.

77   Stay hydrated with water. Putting a pause on 
playtime can prove difficult, but offering a 
refreshing snack like watermelon or orange 
slices can make it easier.

88   Pay particular attention to sensitive areas on 
children and apply sunscreen to ears, back of 
neck, tops of feet, nose, and around swimsuit 
edges. Use a lip balm with SPF 30 as well.

99   Never leave a child inside a parked vehicle, no 
matter how long. Temperatures inside of a car 
are drastically hotter than those outside and 
consequences can be very dangerous.

1010   Lastly, remember that babies require extra 
protection in the sun.

There’s no doubt that sun protection and sun safety 
are necessary, but it would be naive to ignore the 
benefits of sunlight, especially during the summer. 
Sun exposure boosts vitamin D production and 
mood, which is partly why playing outside and 
experiencing nature is so enjoyable.

TOP SUN SAFETY TIPS 
FOR THE FAMILY

We are delighted to announce that our regeneration 
scheme in Tarring has now completed, with these 14 
new homes being available on social rent to people 
from the local area.
Vestry Place, which was the regeneration of Church 
House, is now transformed into 14 new homes (2 flats 
and 12 houses) complete with parking, and the old 
stable block being refurbed into some of these homes. 

As a company that has a strong sustainability ethos 
these homes have been fitted with smart tech which 
includes a tablet built into the wall allowing the 
resident to control heating, lighting and plug sockets 
from one place, with the residents also able to control 
these from their smart phones if they have one. There 
are water efficient taps and toilets and along with smart 
meters for the gas and electric to help the residents 
keep track of their usage and bills. And in readiness for 
the move to electric vehicles we have installed electric 
vehicle ducting for when charging points need to be 
installed. A sustainable urban drainage system has also 
been built in to help prevent flooding. 

We now look forward to letting these homes to 
families in the local area albeit in a slightly different 
way to observe social distancing.

Local families to get new homes
VESTRY PLACE COMPLETES



has been great to talk to our 
neighbours and grow the 
veg together. The men 
come out first thing in the 
morning to have a chat 
and water, it’s becoming 
a bit of a competition! 
We also change our front 
garden displays each year, 
my neighbour has made hanging baskets out of milk 
cartons and I have recycled some old wellies. So many 
people stop to admire them, especially children, it’s nice 
to brighten the place up.”

The residents from the flats at Warners Parade have also 
commented about the front garden displays and the 
children who pass by on their way to school have a good 
look and watch the changes in the 3 gardens. We have 
plans for next year and I’m sure next door have too as 
we do something slightly different out the front gardens 
every year... It’s always top secret though!

We are also baking cakes for each other, my next 
door neighbour’s oven was not working and it was 
her daughter’s 13th birthday so I made her a lovely 
chocolate cake.

We would like to hear from other residents if  
you have lockdown stories you would like to share  

or if you have done anything different with your 
garden whilst in the lockdown please send your 

photos to rpollard@worthing-homes.org.uk

The residents of the 3 houses at Warners Parade have 
been busy whilst the lockdown was in place.  Resident 
Cath had this to say “the families have been chatting 
across the fence with the men planting seeds.  The 
majority of the seeds have come from our shopping 
as it’s been hard to get seeds since the lockdown 
started and we share seeds and plants with each other 
- our back gardens look like mini allotments!”  We 
have planted garlic, tomatoes, cucumbers, peppers, 
courgettes and many more veg.  The men chat across 
the fence first thing in the morning and we have been 
holding social distancing BBQs in our back gardens.

Lily who lives in the flats at 
Warners Parade drew a lovely 
picture and attached it to 
the gates at the beginning 
of lockdown as she wanted 
to make everyone smile and 
cheer up passers-by. Lily also 
grew some sunflowers on her 
window sill and we have made 
her a little planter garden, we 

leave a watering can filled for her every day and she 
waters her plants!  It has its own hand made sign ‘Lily’s 
Garden’. Lily has tried to make the best of this situation 
and as she doesn’t have her own garden she has 
donated her sunflowers to the communal area outside 
Cath’s house for everyone to see and is always saying to 
neighbours ‘keep safe.’

It’s been lovely as our family lives in Surrey so we 
have not had much human contact with people and it 

The residents of Elizabeth House have 
also been busy during the lockdown. The 
greenhouse is full of tomato plants, the 
borders are full of cabbages and other veg 
and the raised beds have been emptied in 
readiness for more delicious things to grow.

RESIDENTS COME TOGETHER AT TOUGH TIME
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RESIDENTS COME TOGETHER AT TOUGH TIME

Performance indicators April – June 2020
• Emergency repairs responded to within 24 hours is at 100%
• Percentage of customers that feel they are treated with respect is higher than the target
• Satisfaction with the lettings service is 100%
• Satisfaction with anti-social behaviour case outcome is also higher than the target at 80%
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Business intelligence indicators Target 
2020/21

Results 
Q1

Results 
YTD

Excellent Customer Experience
Overall customer satisfaction with Worthing Homes as landlord 91% 89% 89%
Likely to recommend to family and/or friends (this is known as net promoter score) +47.0 +61.0 +61.0
% of customers that feel they are treated with respect 84% 89% 89%
Satisfaction that your views are being listened to and acted upon 73% 70% 70%
Satisfaction with most recent repair 95% 84% 84%
% of emergency repairs attended to within 24 hours 100% 100% 100%
Number of days to complete the repair (end to end times) 8 days 8 days 8 days
Satisfaction with major repairs / planned maintenance 98% NA NA
Satisfaction with anti-social behaviour case handling 86% 87% 87%
Satisfaction with anti-social behaviour case outcome 79% 80% 80%
Satisfaction with lettings service 98% 100% 100%
£ raised by financial inclusion team £140,000 £14,484 £14,484
Number of residents using our online portal 1,250 0 0

Place shaping
Satisfaction with neighbourhood as a place to live 80% 76% 76%
Satisfaction with the overall quality of home 87% 80% 80%
Satisfaction with quality of new home (new build only) 98% 100% 100%
New homes built as % of homes owned 2.2% 0.7% 0.7%
Gas servicing - overall % of properties with a valid gas certificate by anniversary date 100.0% 99.6% 99.6%
Gas servicing - overall no. of days that gas certificates were overdue 0 days 71 days 71 days
Fire safety - % of blocks with a valid / in-date fire risk assessment 100.0% 87.9% 87.9%
Fire safety - No. of overdue remedial actions 0 25 25
Satisfaction with cleaning 75% NA NA
Satisfaction with grounds maintenance 80% NA NA
% of homes with ‘C’ energy efficiency rating 100% NA NA

One Team
Satisfaction with the organisation as an employer 90% N/A N/A
Percentage of colleagues with less than or equal to 3 days sickness absence in last  
12 months 

70% 74% 74%

Average number of working days lost to sickness absence per colleague 7.3 days 0.6 days 0.6 days
Number of training days 200 days 11 days 11 days
% committed to delivering excellent customer experience 95% N/A N/A
% motivated and empowered to make decisions for themselves 90% N/A N/A
% colleagues that feel respected 90% N/A N/A
% colleagues that feel encouraged to fulfil their potential 90% N/A N/A
% colleagues feel that other colleagues take ownership of issues 90% N/A N/A

Great Business
% rent arrears net of Housing Benefit 4.1% 2.3% 2.3%
% rent collection 98.75% 96.10% 96.10%
Average re-let time in days (standard re-lets) 20 days 36 days 36 days
% empty home rent loss 0.5% 0.4% 0.4%

YTD = year to date



HOMENEWS10

THE COMMUNITY HOUSE

Since the lock down the Community House has 
had a bit of a makeover including a spring clean, 
decorating and the installation of a new kitchen 
which we feel makes the Community House look 
and feel like new and more engaging once more.

The house will continue to offer the services 
which people in the area and beyond have found 
so important including advice on benefits and 
other issues, fresh food as well as the many 
courses we have been running. In addition we 
will be looking to add new courses particularly 
on issues which affect you and particularly 
have been affecting you during and after the 
lockdown. It has not been an easy time for many 
people but the Community House is here to 
help support people. Another new area we want 
to introduce is to have community volunteer 
representatives meeting with us on a regular 
basis to get involved in what we do and support 
us with their time and ideas for the future 
direction of the Community House. 

If you would like to be involved in the  
future of the Community House please  

contact Clive on 0796 6325 344 or  
email ccavanagh@worthing-homes.org.uk. 

As we go forward we want to increase  
the number of volunteers who support our 
important work. However we are looking 
to develop our volunteer team so that the 

people who volunteer for us have increasing 
opportunities to learn and develop as part  
of our team so they can gain new abilities  
and life skills. Volunteering should not be  

the destination but the beginning of a  
journey to new and exciting things.

March 2020 marked the end of our Big 
Lottery funding for the project but the 
important news is that Worthing Homes’ 
Community House has continued. The 
Community House was intending to 
close at the end of March for much 
needed renovation and refurbishment; 
this just happened to coincide with the 
Covid-19 lockdown.

Let us now celebrate what the 
Community House has achieved  
so far…
We wanted to take a moment to celebrate some of the 
things we have achieved so far and share some of the 
wonderful feedback we have collected over the many 
years. With the support from the community as well as 
local businesses and organisations we were able to deliver 
so much more than we could have imagined. But we 
thought we would let some of our residents tell the story 
of the impact of the Community House.

“Community house is a friendly, welcoming place, were 
you never judged, nothing is too much bother. People 
should never be worried about walking through the door.” 
Adult, 2020
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The Community House supported 
people to make the positive changes 
and take new directions
The Community House gives people the 
opportunity to access education in a setting that 
meets their needs when school was just not the 
right place. The house is also a venue for other 
organisations to hold meetings and provide lessons 
to children. We also provide homework club 
sessions with internet and free printing. These 
activities make a great difference to people and 
help them turn their lives around.

“Since I have been going to the community house 
my confidence is so much better than it was before. 
I used to be so angry and frustrated with everything 
but now that I have had so much help from the 
people at the Community House I am so much 
calmer. I handle difficult situations in a better way 
now that everything in my life has changed for 
the best. I am loving 
every minute of it 
and cannot wait for 
what the future has 
waiting for me.”
youth volunteer, 
2015

Academic skills and apprenticeship
“The Community House provides structure for the 
learner and a familiar safe place, friendly faces and an 
area to study that was comfortable. I will certainly use 
your facilities again for any of my young learners in 
the area, as this helped my learners’ attendance, skills, 
motivation and achievement.”
Educational Assessor, 2016

“I first came to the Community House two years ago 
in a position where I had no fixed address and no one 
to turn to. I was in a bad toxic state on cocaine and 
drink and cannabis and found it difficult to find a way 
to the right direction. Today I am in recovery and 
clean, strong, positive and moving forward. I now have 
a home, a one bedroom flat by the sea, with a local 
housing association and have a keyworker. My benefits 
are now all sorted and I am getting the right help from 
the doctors. I attend groups, CA meetings and other 
recovery groups and am now even thinking about 
working. The Community House is a great place and 
I am so glad it’s here because if it wasn’t I don’t know 
where I would be. I believe the staff help enabled my 
recovery to happen quicker than otherwise.” 
Adult, 2020

Life skills and so much more
The children’s activities and life skills learning we 
offer has always been important. Arts and crafts 
sessions, gardening, cook and eat sessions, multi-
sports, board games and film nights there were trips 
out and times to just have fun! These are just some 
of the things which the Community House has 
organised for children.

“I am extremely grateful for the trips that were 
arranged by the Community House. My 9 year old 
enjoyed the trip to the fire station. The cooking once 
a week is always a favourite. We had a nice sunny 
day for the mini golf. The best trip was to London. 
All three of my children enjoyed this trip. They have 
never done sightseeing in London before. If there 
was not a Community House I would have three, 
bored argumentative children.” 
Parent, 2015

“Thank you so much for the pantomime tickets, 
we had an amazing time. The boys loved every 
minute of it especially the shouting out. Thank you 
for all you do now and throughout the whole year 
supporting us and all the other families. Always a 
friendly face at the house to brighten our days. We 
really do appreciate it. Thank you from the bottom 
of my heart.” 
Parent, 2019

“It is really fun to go to and we make new friends 
and have fun. It has loads of things on to keep us 
happy.” 
Child, 2020

Continued overleaf…
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Football and other activities
We also work with Albion in the Community to 
offer active sessions and opportunities to achieve 
qualifications, Creative Waves to offer people a creative 
outlet, Careers service for CV writing and advice, and 
local counsellors to offer adults and young people low 
cost and free counselling. 

With the help of our amazing team of sessional workers 
and volunteers we provide sessions for adults and 
children, both in the house and at various community 
venues.

Supporting people back to the 
workplace
The community House offers one to one IT 
support, support with job seeking and the use of 
our computers and telephone and how to create 
a CV. Our volunteers have gone on to set up their 
own projects and business’ and gain employment; 
working for WSCC supporting families, coaching 
children and adults with disabilities, becoming a 
foster carer, a flight attendant amongst many roles 
they fill today.

“I like the fact that I am able to give something back 
to the house by volunteering my time. This has also 
helped my own mental health as I am able to help 
others who are in the same situation.”
Volunteer, 2019

Food Support
In the last year alone we have enabled over 2,400 
collections of food by individuals from Community 
House. Working with supermarkets such as Tesco, 
Sainsbury’s, Waitrose and Co-op as well as wholesale 
companies such as Bookers, Higgidy Pies and Piglets 
Pantry we have saved food from going to landfill and 
supported people to be able to feed their family 
healthy meals.

“Thank you so much for your support, I have made a 
gorgeous vegetable cottage pie for dinner and some 
soup with homemade croutons for lunches too with 
only a fraction of the stuff you kindly gave us. Thank 
you for being so welcoming.”
anonymous - 2018

And so much more….
We support people with mindfulness to help with 
anxiety, stress and emotional well-being. As well as 
running a peer support group for people with long 
term chronic health conditions with visits from other 
organisations to talk about coping strategies and 
offering opportunities to be creative. 

Here is just some of the feedback from this work:

“Helped me deal with emotions”
“Learning to still my mind and live in the now”
“Reducing anxiety – learning to be able to try and 
control emotions better”



Electrical Safety Inspections
As part of our on-going commitment 
to our residents to ‘Bee Safe and 
Sound’ in their homes, Worthing 
Homes are undertaking a programme 
of Electrical Safety Inspections during 
2020/21.

We have instructed three electrical 
contractors - Core Electrical, AJ 
Electrical and Price Jones to carry 
out these essential inspections on 
our behalf. This is to ensure that 
your home meets current safety 
regulations and that you/your 
family remain safe in your home. We 
would therefore appreciate your co-
operation in allowing the electrician into your home at 
a pre-arranged appointment convenient to you.

•  The electrical test and inspection will take 
approximately 3 hours (depending on the size of your 
home) to complete. The electrician will need access 
to the consumer unit/fuse board. The rooms in your 
home will need to have any wiring tested, where 
you have electrical sockets and lights, so we would 
be grateful if you could ensure that your rooms and 
sockets are easily accessible.

•  There will be a loss of power for a maximum time of 1 
hour which should not affect your frozen and chilled 
food. However, we do advise that during this time the 
fridge/freezer doors are kept closed to retain their 
temperature.

•  Any minor repairs will be carried out during the 
inspection. This includes items such as smoke 
detectors, cracked sockets, light fittings etc. Anything 
more substantial would be discussed with you by the 
electrician and rebooked with you for another day.

When the electrician contacts you please ensure 
that you keep their contact details safe. If you need 
to re-arrange your appointment, please contact the 
electrician direct. 

Our electrical contractors have carried out a COVID-19 
risk assessment and will follow current government 
advice regarding working in your homes in respect of 
2m social distancing, hand washing, cleaning touched 

surfaces, wearing appropriate PPE, etc.

Please help us to all keep safe by 
maintaining the 2m distance when 
letting the electrician into your home. 
Where possible please stay in another 
room from where the electrician is 
working.

Bertie says ‘please bee safe and sound in your home’

If you have any concerns after testing your  
heating system, please call BSW on 0800 158 6590  

or 0208 763 53333.

Smoke alarms
Keeping your smoke alarms in good working order 
protects you and your family against fire.

By pressing the test button on your alarm you 
can check if the battery is still charged and find 
out if your alarm is ready and working.

To maintain your smoke alarms please do the following:

•  test it once a month, by pressing the test button until 
the alarm sounds

•  change the battery once a year (unless it’s a ten-year 
rechargeable alarm)

•  replace the whole unit every ten years, check the 
expiry date

•  clean your smoke alarm(s) once every three months 
using the soft brush of your vacuum cleaner. This will 
ensure you remove any excess dust or insects

Test your heating before you need it! 
As its summer you are probably not thinking about 
turning the heating back on yet but it would be a good 
idea to give it a test. Your hot water may be fine, but 
after a long summer with little or no use giving your 
heating a test now will make sure it is working before 
winter arrives.

Testing your heating system should be easy and will only 
take a few minutes. To check your heating:

1.  Ensure your boiler control and/or central 
heating timer is set to the ‘heating on’ 
mode.

2.  Ensure your room thermostat (if fitted) is 
set to maximum.

3.  Ensure all radiators are turned on.
    a.  Valves with numbers should be set to 

the highest setting.
    b.  Valves without numbers should have 

the valve open (turn these the same way you would 
to turn on a tap).

4.  After a few minutes (larger properties may take 
longer) you should feel the radiators start to warm up.

5.  Leave the system running and check all your radiators 
to ensure they all start to heat up. 

6.  Once you are satisfied that all your radiators are 
working properly you can return the controls and 
valves to the settings which are comfortable for you. 
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Tenancy fraud is a breach of your tenancy agreement 
and a criminal offence. Tenancy fraud could lead 
to you being evicted from the property and if 
prosecuted, receive a fine or even a prison sentence. 
By tackling fraud, our neighbourhood team ensure 
that affordable homes are there for the people who 
need them most. Here are some of our latest cases: 

Cracking down  
on tenancy fraud

Help us to prevent fraud and subletting in your area. 

There may be subletting near you if you notice:

• A high turnover of new residents at a property.

•  Adverts on social media or other websites for the 
whole property or rooms to rent.

•  The property is empty for a long period of time and 
no renovation work is being carried out.

•  New residents have moved in but the old tenant is 
still returning occasionally (eg to collect their post 
or to collect rent payments).

•  A large number of visitors to the property who stay 
for a short period of time (eg holiday lets).

• The resident at the property is not aware of 
Worthing Homes and believes their landlord is 
someone else.

•  The new resident has too few or too many people 
living at the property. (eg a single person has moved 
in to a three bedroom house). Worthing Homes 
does not allocate properties to people who are 
under-occupying or overcrowded.

If you see anything suspicious, no matter how small, 
please report it in confidence to Worthing Homes, 
it could make a real difference to people who are in 
genuine need of housing.

Remember you must: 

•  Inform Worthing Homes if you leave your property 
for a period of more than 28 days 

•  Ask our permission before anyone else moves in to 
the property with you.

By Gina Di Marino and Richard Vandermark, Neighbourhood Housing Officers

CASE STUDY 1: 2 bedroom flat in Felpham

The tenant and their children moved out of the 
area and sublet the property to a single family 
member who was not entitled to social housing. 
The neighbourhood housing officer became aware 
of the fraud by carrying out a credit check on the 
tenant which revealed their new address. 

Outcome: The property was recovered and has 
now been allocated to a local family on the Arun 
District Council waiting list. 

CASE STUDY 2: 2 bedroom house in Worthing

The tenant moved out of the property and did 
not inform Worthing Homes. The neighbourhood 
housing officer was made aware by neighbours 
who spotted suspicious activity at the property, 
so the neighbourhood housing officer carried out 
extensive investigations.

Outcome: The property was recovered and has 
now been allocated to a local family on the 
Worthing Borough Council waiting list. 

You may have noticed some of our fire safety 
improvements in the communal areas of our blocks 
of flats but it’s important to remember that this also 
extends to the outside as well.
As its summer and we are in the open air as much as 
we can please consider fire safety in gardens and open 
spaces.
BBQs, fire-pits and chimineas should be placed well 
away from your property (3 meters) and anything that 
could catch fire. Please remember that you need to ask 
for permission to have a barbeque in a communal area. 
Please see the BBQs and your safety article on page 15 

for some simple guidelines on having BBQs.

Cigarette butts from balconies 
There have been several recent reports of lit 
cigarette butts being discarded from balconies. Not 
only is this unpleasant for the residents below and 
litters communal gardens but could cause a fire if the 
butt lands on combustible items or dried grass and 
plants.
Please dispose of cigarette butts responsibly using an 
ashtray or similar and remember that smoking is not 
permitted within the communal areas.

FIRE SAFETY UPDATE



BBQS AND YOUR SAFETY
The BBQ season is well under way. For your safety and 
the safety of others Worthing Homes do not allow BBQs 
to be stored or used on balconies. Fires can cause death, 
injury and damage. Please keep yourself safe in your 
home by following these simple guidelines:

•  Never use a BBQ indoors or on balconies (both have 

caused fires in Worthing Homes’ properties).

•  Make sure your BBQ is placed on level ground where it 

will not tip over.

•  Keep BBQs away from your home, sheds, fences, garden 

furniture, trees shrubs and tents.

•  Enjoy yourself, but don’t drink too much alcohol if you 

are in charge of the BBQ.

•  Don’t put the BBQ where people have to squeeze past it.

•  Keep children, pets and garden games well away from 

the cooking area.

• Never leave the BBQ unattended.

•  Follow the safety instructions provided with a disposable 

BBQ.
•  Only use approved BBQ fuel or fire lighters. NEVER use 

petrol or paraffin.

•  When you have finished cooking, make sure the BBQ is 

cool before you try to move it.

•  Empty the cold ash onto bare garden soil – never put it 

in the dustbin.

•  Where possible keep a bucket of water, sand or a garden 

hose nearby for emergencies.

THINKING OF DOING SOME DIY?
Don’t forget that if you want to make any alterations 
or improvements to your home you must have written 
permission from Worthing Homes before you start 
any works.
An alteration or improvement means any change to 
your home that is more than just basic decoration. This 
includes things like changing electrical fittings, re-tiling 
your bathroom or kitchen, building a summerhouse or 
outbuilding in your garden (this is not an exhaustive 
list- if in doubt, just contact us first).
If you do not have written permission for alterations 
before you start works it is likely that you will be asked 
to remove them or put things back to how they were. 
We are not able to give permission for alterations or 
improvements if you have a starter tenancy or live in a 
new build property that is within the 12 month defects 
period.
Before buying equipment 
for any DIY works, please 
contact Worthing Homes 
to discuss the changes you 
wish to make.  
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STAFF NEWS
We would like to welcome…
Anne Bentley, income recovery 
officer

Max Newall, income recovery officer

We say goodbye to …
Daniel Johnson, Alison Chivers, Emma 
Wallace, Louise Coburn and Liam 
Cranham. We thank them for all their 
work and wish them all the best for 
the future.

Anne Bentley

Max Newall

Welcome to Masefield Court 
residents
Worthing Homes’ 
recently purchased 
Masefield Court in 
Lansdowne Road, 
Worthing from 
another landlord, 
which contains 
12 occupied flats. 
The flats are 
intermediate rent key worker accommodation, built 
in 2002 by McCarthy and Stone. 

Due to unavoidable timing, the transfer took place on 
30 April 2020, right in the midst of the pandemic and 
lockdown restrictions. 

Like everyone during this pandemic we have had 
to work together differently and embrace modern 
technologies, none more so than the Masefield Court 
residents and other new residents who have joined us 
during this time. 

We know that people normally like to put a face to 
a name, but lockdown meant that we could not have 
any face to face contact with the residents during the 
transition in becoming their new landlord. 

That didn’t stop us giving the residents a warm 
welcome by email/telephone, and being available 
for them to answer questions and queries. We want 
to say a big thank you to the residents, for working 
with us, embracing the modern technologies, and 
being flexible, which enabled us to get all the tenancy 
documentation completed and signed despite being 
in lockdown. 

It is great what can be achieved when everyone works 
together, and the transition was smooth despite the 
challenges of lockdown.
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CONTACT INFORMATION

HOME NEWS

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 

Energy saving advice:  01903 703 185
Help with benefit forms, processing claims, 
budgeting and money 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.

Mental and physical wellbeing 
tips
Here are some mental and physical wellbeing tips that 
you might find useful during the lockdown.
MENTAL WELLBEING
For people who may be having trouble with  
their mental health, the NHS’ ‘Every Mind Matters’ 
offers support including self-management resources, 
plus urgent help for anyone in crisis.

Create and keep to a daily routine, including healthy 
eating and exercise programmes, and using technology 
to keep in touch with colleagues. Worthing MIND also 
has hints and tips on how people can look after their 
mental health and wellbeing.

PHYSICAL WELLBEING
During lockdown, maintaining physical  
wellbeing can be difficult. But eating healthily, limiting 
alcohol and getting outside to exercise are things that 
can all help. For those whose responsibilities may 
restrict their opportunities to get outside, there are 
a number of exercise videos online or apps available. 
And even gardening or the ‘joys’ of housework are 
useful physical activities. Setting goals can also be a 
great motivator.

Some examples include the NHS fitness centre  
which gives free online exercise classes (go to  
www.nhs.uk/conditions/nhs-fitness-studio/), and 
Sport England which provides advice, tips and 
guidance on how to keep or get active in and around 
your home. South Downs Leisure are also  
live streaming some of their classes every day,  
please follow this link to the timetable  
www.southdownsleisure.co.uk/live-streams/

Making life a little easier the online way!

Now that the world has a new normal due to the 
covid-19 pandemic we thought we would give you 
a reminder of all the ways you can manage your 
tenancy and get in touch with us online.

By visiting www.worthing-homes.org.uk you can:

• Pay your rent 

•  Find the contact details for your neighbourhood 
team (housing officer, income recovery officer  
and surveyor)

• Report anti-social behavior

•  Send us your thoughts  
(compliments/complaints)

•  Send an email to our  
customer experience team


