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Thanks to a Lottery Community Fund grant 
we will now be able to not only continue 
with the work of our Community House 
in Worthing but take our community 
development work out into the Arun area.

This funding (£372,000), along with our own contribution 
will see over £1 million spent over the next 3 years on 
community development work in the areas we operate 
and secure the future of the Community House for this 
period.

Just like the Community House, the activities in Arun 
will aim to support local people and communities and 

break down barriers between people in different tenures 
of housing in the area.

The project will work closely with Felpham Community 
Centre and the Parish Council to deliver a range of 
activities and services that will bring people together and 
reduce isolation and loneliness.

The activities will be run in conjunction with a number of 
partners in the Felpham, Wick and Littlehampton areas, 
and also through resident steering groups which will help 
to direct the project.

The work in Arun builds on the successful 
implementation of the Community House project which 
has been funded for the last ten years by the Big Lottery.

PAUSE COMMUNITY HUB see page 3

Worthing Homes Fun Day see page 15
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A highlight of our 20th birthday 
celebrations in 2019 was the 
extensive consultations with 
customers, colleagues and board 
around what they want Worthing 
Homes to be in five years’ time; 
this plan reflects these views and 
there was a lot of passion and 
agreement that we are here to  
fulfil our mission:
Enabling people to live in quality homes 
and thriving communities and our vision 
helping create sustainable futures. You 
will see this passion to deliver reflected 
throughout the plan and in the objectives 
that we have set.

Welcome to our plans  
for the next five years  
at Worthing Homes

We were challenged to only focus on a few big and 
bold projects in the plan. In any business there will 
always be a number of projects that are running 
at any one time, as you continually seek to learn 
and improve. A small number of bold projects will 
provide the focus/golden thread for our continuing 
improvement over the next five years. These are:

Transforming your customer 
experience
Over the next five years we want to improve 

the way in which we use the data that we hold on our 
customers to engage with you better, truly understand 
your experience of our services and improve these 
accordingly. In ‘jargon’ this is referred to as customer 
journey mapping. We have lots of information about 
our processes, policies and procedures but we do 
not really understand what it ‘feels like’ to travel 
through these as you our customers do. We will 
not be guessing at what this experience is like, we 
will be asking you in a variety of ways so that we 
can understand where our processes are brilliant or 
frustrating, so that we can do more of the brilliant 
things that you value and stop doing the frustrating 
things. We believe that this will give us more 
opportunities to improve our customer experience.

We are also guided by our values and associated behaviours 
as this really helps to demonstrate what the organisation is all 
about (CIRCA):
C  USTOMER FOCUS – people are at the heart of everything 

we do, and we remain focused on ensuring all customers are 
given excellent service
I  NNOVATION – as an organisation we are forward thinking 

and continually looking for ways to improve, and new services 
to provide
R  ESPECT – everyone will be treated in a fair and 

considerate manner, with individuals views acknowledgedC  LEAR – we will ensure that we are open and honest in all 
that we do; and that all of our communications are clearA  CCOUNTABLE – we are dedicated to delivering on the 

promises that we make

Tackling climate change and 
reducing our carbon footprint
This relates to our ambition and drive for 

utilising greener materials and responding positively to 
the climate change agenda. This means that we need 
to review the use of gas in homes as this accounts 
for 80% of emissions in the UK. We will therefore 
be phasing out the installation of new gas boilers in 
our existing homes by 2025. This will mean there will 
be no new gas boilers installed in a Worthing Homes 
property after 2025.

Modernising our IT software
We will be undertaking a complete review of 
our existing IT systems to ensure that they 

are not only fit for purpose now but for the future as 
well. There will be increasing demands for information 
to be obtained digitally and for self-service and so 
we need to ensure that our systems make this as 
streamlined as possible. This links with our desire to 
use data more efficiently and effectively and has a 
direct impact on the way in which the organisation is 
structured.

To read a full copy of the plan please visit our 
website.



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

As a responsible, forward thinking organisation, your 
safety is of high importance to us! As part of this we 
carry out a number of safety checks and inspections 
to our buildings, including:
•  Fire safety, all our blocks of flats have a regular fire 

risk assessment, as well as checks and servicing of 
emergency lighting, smoke vents and any other 
safety features where appropriate

•  Gas safety checks and boiler servicing are carried 
out annually in our rented properties and where 
there are communal boilers

•  Communal water systems are regularly checked  
by our team

•  Any properties, built prior to 2000, where asbestos 
has been used in construction, have undergone 
in-depth surveys with this information available to 
staff and contractors

None of this is something we do just to be compliant 
but because we want to ensure you and your family 
are safe and sound in your home.
Working alongside all of this we have now 
introduced a new ‘bee safe and sound’ section 
on our website as part of our bee safe and sound 
campaign. On the site you will find useful advice and 
information about fire safety, water hygiene and 
even simple security measures to help you stay safe.
You will also be able to ‘ask Bertie’ questions as he 
will also be appearing at different Worthing homes 
events throughout the year to continue spreading 
the safe and sound message.
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Introducing new resident  
board member, Chongo Shula
I was very excited to be appointed 
as a Worthing Homes non-
executive tenant board member 
in January 2020. I appreciate this 
opportunity and I am looking 
forward to bringing experience on 
a work and personal level. 

I work as a planning and purchasing executive for 
an energy company focusing on people, readiness, 
technical qualification and logistics. I work closely 
with internal and external customers and support an 
operational team with the aim to recommend and 
stabilise cost via performance reporting.

I am well-travelled; having been very fortunate to 
have lived and studied in many countries. I contribute 
to various groups through volunteering and enjoy  
giving back to the community. I believe we all have a 
purpose and duty to look after each other.

I am really looking forward to expanding my skills 
further and exercising my experience via my role as 
a board member to help deliver Worthing Homes’ 
mission, vision and values.

Pause Community Hub, 123 Tarring Road, 
Worthing, BN11 4HE
The Pause Community Hub in Worthing is a place 
that makes a difference where people can take a 
“Pause” out of their busy day. 
There are a lot of different interest groups running 
such as art, craft, knitting, sewing, maths and 
cooking lessons. There is support and community 
groups to help people who have long term illnesses, 
may suffer from loneliness or have not been social 
in a while. We run on a donation basis and coffee, 
tea and biscuits are available. If you are passing why 
not pop in and say hello.
Check out our website  
www.pausecommunityhub.com
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Would you like to be able to access your balance, 
report a repair or make a payment at your 
convenience? If so then you will soon be able to sign 
up to our customer portal so you can access the 
information at your fingertips! You’ll get the same 
great customer service but you will be in control of 
when you can access our services.

All residents will be sent an email or letter explaining 
how to sign up once it is ready to go.

New to the internet or need some help?

If you can’t access the internet and would like to, 
or you just need some help, don’t forget our digital 
volunteers are here to help you start accessing the 
internet at the following times and places:

Resource Centre, Davison House, North Street – 
Wednesdays for IT classes and one to one support 
10am-5pm (you need to book)

Lovett Hub, Maybridge Square, Goring – 
Wednesdays from 10.30am-12.30pm (drop-in)

Pearsons Retreat Lounge, Brougham Road – Tuesdays 
10.30am-12.30pm (drop-in)

Clifton Court office, Clifton Road – Tuesdays 
10.30am-12.30pm (drop-in but call Ruth first)

Coming soon, the customer portal!

Community House, Dominion Road – various days, 
booking essential (for more information ring  
01903 215 799)

Other days/times by appointment with a digital 
champion
Volunteer and become a digital champion for us.  
You need to have good IT skills, patience, and a 
willingness to help others get online. In return we 
can offer you support, online courses to build your 
knowledge and a tablet.

For more information about volunteering  
or getting online at any of the venues above 
(apart from the community house) or doing  

an IT class in the Resource Centre please ring  
Ruth Pollard on 01903 703 198 or email  

rpollard@worthing-homes.org.uk

RESIDENT FEEDBACK
We want to know what you think of us and the services we offer 
you. To do this, we will send you a text or e-mail on the anniversary 
of the start of your tenancy with us, asking you a few questions on 
some key issues such as what you think about the quality of your 
home and neighbourhood.  

For those of you without a mobile or e-mail address, we will send 
out postal surveys. Please complete the survey when you receive it. 

By telling us what you think, we will be able to improve what we do and you will be entered into  
a prize draw to win £50 of shopping vouchers.

SHOPPINGVOUCHER

WORTHING HOMES

£50
VALID TILL

SHOPPINGVOUCHER

WORTHING HOMES

£50
VALID TILL

SHOPPINGVOUCHER

WORTHING HOMES

£50
VALID TILL
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The scrutiny panel took into account the incidents  
of ASB over a previous six month period, working  
with residents to get their views and experiences.  
They also visited other housing providers to see what 
they did and whether we could adopt some best 
practice from them.

The scrutiny panel then wrote a report with various 
recommendations made. They presented their 
findings at various meetings including block reps, 
residents’ panel and the board, after consideration, the 
recommendations were agreed and as a result a plan 
was put in place.

One of the recommendations the scrutiny panel 
made was to trial using some ‘Dear Neighbour’ cards. 
These are cards that residents can send to each other 
if there has been a disturbance and they want to let 
their neighbour know. If you make a report to us about 
loud music or noise from a neighbour, generally the 
first thing you will be asked is if you have spoken to 
your neighbour about this. Often people are not aware 
that they have caused a disturbance so we encourage 
people to speak to their neighbours first or leave them 
a note. 

Sometimes it can be difficult to 
know how to approach your 
neighbour to let them know 
that they disturbed you. The 
‘Dear Neighbour’ cards make it 
easier to leave a note for your 

neighbour. Just fill in the blanks to let your neighbour 
know what caused a disturbance and the effect it had.

The card is designed to be used by residents so that 
you can resolve minor noise issues between yourselves, 
without needing to contact Worthing Homes. If you 
receive a card from one of your neighbours, please try 
to keep any noise down so it doesn’t case a disturbance 
again.

RECOMMENDATION OUR PLAN

Create a specific leaflet about ASB highlighting the 
partnership approach of WH and its residents.

We are drafting a leaflet that will be given to all new residents at 
sign-up appointments.

Look at how to work with residents to manage 
expectations and ensure people fully understand what 
WH can do: what is the law, what is the role of the 
housing officer and what part the resident plays.

We are re-designing the ASB pages on our website and will 
include advice about what is and isn’t considered ASB as well as 
action that we can take.

Consider the use of anonymous ‘Dear Neighbour’ cards. We have designed a ‘Dear Neighbour’ card that residents can 
use if they want to approach a neighbour about an issue- more 
information below.

A specific area should be created on the website 
devoted to ASB and how to tackle it.

Offering advice on how to approach your neighbour on 
the website and in the residents’ handbook.

The ASB section of the website will include a guide giving advice 
on different types of ASB. It will include advice on how to 
approach a neighbour and the ‘Dear Neighbour’ card can also be 
used by residents.

ASB update

Here are some of the recommendations made and what we are going to do in response:

Last year the resident scrutiny panel carried out 
some work to review how Worthing Homes deals 
with reports of anti-social behaviour (ASB). They had 
identified that this was a particular area of concern 
for residents and wanted to check that the way we 
deal with ASB was as good as it could be.

We have 
included 
with this 
issue some 
‘Dear 
Neighbour’ 
cards in 
case you 
want to 
use them 
in the 
future. If 
you would like more copies of the cards please contact 
our Customer Experience Team and we can arrange to 
post some out to you.

Keep an eye out for the changes to our website coming 
over the next few months. The page that is dedicated 
to ASB is being re-designed and we are adding lots of 
useful information about different types of ASB and 
how to deal with it. There will be an ASB guide/toolkit 
that explains what is and isn’t considered ASB as well 
as guidelines on how to report issues and how we 
will respond to a report you make. Together we can 
work to tackle ASB and make our neighbourhoods and 
communities safer places to live.



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!

Most people want to live in towns and cities which means 
many of the areas bees once called home no longer exist. 
Luckily, it’s not too late to help save the bees and there 
are lots of things you can do to help and here are the top 
5 tips: 

Plant lots of bee friendly flowers in your garden, a 
flower pot, a hanging basket or even a window box. Try 
if you can to plant things for all seasons. If you don’t 
have a garden of your own, look for community spaces 
so you can get involved. Cortis Avenue Wildlife Garden 
in Worthing is just one example of a community space. 
If you would like to go and see the garden, volunteer 
or find out when the next open day is email Nathalie 
the project coordinator nhadjifotiou@aol.co.uk.  

Create a bug house! – pop it in an area with some 
shade and watch bees and insects make it their home 
(see opposite).

Help out a tired bee by mixing two tablespoons of 
white, granulated sugar with one tablespoon of water, 
placing it near the bee so it can help itself to this 
homemade energy drink.

HOMENEWS6

hErE arE sOME tOp tips tO savE Our pOLLinatOrs

diy bug hOtEL
This is what you will need and how 
you can make your own bug hotel.

1

2

3

4
5

Pesticides are one of the key threats to bees, so one 
way to help bees is to stop using weed killers!

Find a spot outside and put marbles, stones or corks 
in a bowl of water so the bees have something to 
land on and this will provide a drink for them to help 
them on their way. 

If you want to know more about bees have a look 
online at www.buzzaboutbees.net

FOr MOrE EnErgy adviCE and tO WatCh EnErgy saving vidEOs LOOk at Our WEbsitE WWW.rELish.Org

RENT
Did you know that the 
rent you pay us pays for 
everything we do? 
Paying your rent on time 
enables us to reinvest 
this money to repair and 
improve the condition of 
your home and invest in 
your community.

From 6 April 2020 the amount of rent you need to pay us is changing.  
After 4 years of 1% rent reductions, the rents for our properties are increasing 
by 2.7%.

When you signed your tenancy agreement with Worthing Homes, you made 
a commitment to pay us in advance. This means your account never falls into 
arrears and you pay us every week or month in advance of your rent being 
charged.

Each year, there are two ‘non-charging weeks’ where we don’t charge rent to 
your account. This year these are:

Monday 6 April • Monday 28 December

If you do owe us money, or your account isn’t in credit, these weeks are 
great opportunities to make a payment and ensure you are paying rent in 
line with your tenancy terms. Please note if you pay us by direct debit on 
a weekly basis and have arrears on your account, a payment will be taken 
during these weeks.

If you claim Universal Credit you will need to update your DWP journal with 
your new housing costs, otherwise you will not receive the correct amount 
you are entitled to for your housing costs when your rent increases.
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Clay Lane, Chichester

Rowan Nurseries, Birdham

Hampton Park, Wick

Priors Acre, Boxgrove

Burndell Road, Yapton

Daisy Gardens, Felpham

SHARED 
OWNERSHIP 
NEWS

Shared ownership is a form of home 
ownership where you purchase a percentage 
of the property and pay rent for the part 
you do not own. Shares are usually available 
at a minimum of 35% and a maximum of 
75%. Shared ownership properties are always 
leasehold, so although you will have some 
of the same rights and responsibilities as an 
owner occupier you will still be bound by the 
terms of a lease. 

In order to be eligible for shared ownership 
you must register on the government Help 
to Buy website www.helptobuyagent3.org.
uk; complete a financial assessment and a 
Worthing Homes application form. 

For these properties you will need a local 
connection; a deposit of at least 5% of the 
initial share you are purchasing and access to 
funds to cover any other purchase costs. More 
information on how to apply can be found on 
our website www.worthing-homes.org.uk or 
by emailing sales@worthing-homes.org.uk

Do you have a local connection to 
Arun or Chichester Districts? Are you 
interested in purchasing your own home 
through shared ownership? Worthing Homes has a number 
of new build properties which are either available on the 
market or coming soon in 2020 in the following areas:

SCHEME DETAILS

Clay Lane, Chichester
1 x 1 bedroom ground floor flat
1 x 2 bedroom first floor duplex flat

Priors Acre, Boxgrove 2 x 2 bedroom houses

Rowan Nurseries, Birdham 3 x 2 bedroom houses

Daisy Gardens, Felpham
2 x 1 bedroom flats
7 x 2 bedroom houses
9 x 3 bedroom houses

Hampton Park, Wick
4 x 2 bedroom houses
1 x 3 bedroom houses

Burndell Road, Yapton

3 x 1 bedroom flats
5 x 2 bedroom flats
3 x 2 bedroom houses
3 x 3 bedroom houses
2 x 4 bedroom houses

Worthing Homes was recently successful in securing a 
suspended possession order on a property due to the 
condition of the gardens. The front and rear gardens 
were littered with rubbish/scrap items, which were a 
real eye-sore for the surrounding neighbourhood, and 
a health and safety risk. The evidence of the condition 
of the garden was presented to the Worthing County 
Court judge, in the form of photographs and a witness 
statement. This was sufficient for the judge to feel it 
was reasonable to grant a possession order.

This resident now has a suspended Possession 
Order and has a limited time to improve the garden 
otherwise they will face a return to court.

Of course, Worthing Homes would rather not have to 
take court action to deal with poorly kept gardens/
properties, but where attempts to address these 
tenancy breaches with the resident fail to resolve the 

issue, Worthing Homes will take court action where 
necessary.

If you find that you cannot maintain your garden 
contact your housing officer to discuss options for 
moving to a home without one.

Fire safety 
A reminder that all communal areas, must be kept 
clear of personal items as they prevent a fire safety 
risk. This includes mobility scooters, buggies/
prams and bicycles. Our health and safety advisor, 
Janet Keith, is carrying out fire risk assessments in 
our blocks of flats. If personal items are found in 
communal areas you will receive a notice advising 
that Worthing Homes will remove any personal items 
found on a follow up inspection. Please help us keep 
our communal areas clear and safe for all.

Neighbourhood team news
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Still feeling those post-Christmas money blues? 
Want to spring clean your finances?
You can work out a budget so you can pay the bills, reduce the stress  
and perhaps even afford a little luxury from time to time!
News and advice from Jan Burns and Jo Kelly, Worthing Homes’ financial inclusion co-ordinators

Many people start by keeping a spending diary and 
find they are buying things they can do without when 
money is tight. Just write down everything you spend 
for a whole month then compare it with the amount 
you have coming in for the whole month. 

Ask us for a copy of our Money Whizz Planner to 
keep a record of your budget.

Need to cut back or make some changes?

Budgeting and being careful with your money can be 
fun and is good for your wellbeing! Try these tips:

Prioritise – pay your most important bills first when 
money comes in and make a list in order of priority. 
Rent should always be number one, then Council Tax 
followed by  gas and electric etc.

Meal planning – great for reducing food bills. Look 
through the kitchen to see what you have then plan 
your meals for the week using these things and only 
buy the other ingredients you need. 

Cook from scratch – buying ingredients and cooking 
yourself can be much cheaper, healthier and fun too. 

Children can help or even cook themselves as they get 
older.

Our Community House in Dominion Road run cooking 
classes for children after school and also for adults 
too! www.thecommunityhouse.org.uk

Replace 1 branded item this week with a cheaper, 
non branded one then 2 next week, 3 the following 
week and so on and watch your shopping costs come 
down!

Reduce your fuel costs - you can come into our 
drop-in on Mondays mornings from 9am-12 noon 
for fuel advice and help to switch supplier if you are 
paying too much. Or ask for our factsheet.

Free family activities? A walk, beachcombing, games 
in the park, a day on the downs, visit your local 
museum!

Don’t forget – your debts could be the reason you are 
struggling to pay essential bills so get some free debt 
advice now! We can tell you who to contact. 

Contact financial inclusion for more help and advice with budgeting or other money issues  
01903 703 110 or financialinclusion@worthing-homes.org.uk

Worthing Homes’ realises that in this day and age 
you are at a disadvantage if you are not online or 
have access to online services, most good discounts 
are online these days so we want to help.

In the last edition of Home News we mentioned that 
Worthing Homes’ was gifting tablets to residents if 
they meet the criteria (no tablet, laptop or computer 
or one that is not functional). All you have to do is 
either a computer course in the Resource Centre on 
a Wednesday (booking essential) or the minimum is a 
two hour orientation with one of Worthing Homes’ 
digital volunteers. So far 15 residents have been given 
a new tablet and some have taken up computer 
classes with us which are completely free.

This is what Kirsty had to say.

“Thank you for the tablet, it has given me the 
opportunity to finish my online course for adult 
safeguarding which I am happy to say I have passed. 

Do you feel disadvantaged by not being online?
I would not have been able to finish the course at home 
if it was not for the tablet I really do appreciate it thank 
you so much.”

This is what Sam had to say.

“Being given a tablet from Worthing Homes has really 
benefitted me and my daughter. I appreciate being given 
one as I am now able to do online shopping, which 
is actually saving me lots of money as I am able to 
compare prices and get the best deals. The tablet has 
also benefited my daughter as she is now able to log 
onto educational school games to help with her learning 
at home.”

We have more tablets and will be rolling these  
out to residents who get in touch. If you meet the 
criteria or would like to know more please ring  
Ruth Pollard on 01903 703 198 or email  
rpollard@worthing-homes.org.uk
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It’s been an exciting and busy first year as 
your leasehold adviser. As part of our ongoing 
commitment to deliver services important to you, 
the past year has seen: 

•  Leasehold related features in the Home News 
magazines 

•  New leasehold services website section, dedicated 
for leaseholder’s needs www.worthing-homes.org.
uk/your-home-and-you/leasehold-services/ 

•  Introduction of our Safe and Sound campaign, which 
included:

  o  Gas safety check discount with BSW for 
leaseholders

  o  Safe and Sound launch meeting with residents of 
our 3 high rise blocks of flats 

•  Engaged the services of the Inenco Group to 
obtain energy on Worthing Homes’ behalf for our 
communal lighting and heating. 

•  The re-design of the service charge information, 
making it more customer friendly, informative and 
specific to you. We hope you liked the layout of 
your service charge estimate, which you received in 
February. 

We will keep you updated on the exciting things 
happening this year, part of that will be the delivery 
of the new service charge actuals later this year, in the 
same style as the estimates.

Alterations and improvements – keep Safe 
and Sound 
It is always good to keep your lease to hand, as 
your lease sets out your responsibilities and our 
responsibilities as the freeholder. 

If you want to make alterations and improvements 
to your home, always check your lease first, as there 
may be certain things you can or can’t do, and you 
will require our written permission before starting 
the work. You may require planning permission and 
may need to comply with building regulations. These 
conditions are there to ensure people and buildings 
are kept ‘Safe and Sound’. 

Undertaking works without permission would put you 
in breach of your lease and may render the buildings 
insurance policy void. 

Sub-letting 
When a leaseholder allows another household to 
occupy their property, this is known as sub-letting. 

If you want to sub-let your home, please check your 
lease terms first. If your lease allows sub-letting, you 
must contact us first to obtain permission, we will not 
unreasonably withhold consent. If you are a shared 
owner, you will not be eligible to sublet your property. 

By subletting you become subject to landlord 
responsibilities, information can be found at www.gov.
uk/renting-out-a-property

It is important that you stick to the conditions and 
that Worthing Homes knows who is living in the 
property and that nothing is being done that may void 
the building insurance policy.  

Further information about applying for consent to 
sub-let can be found on our website.

LEASEHOLD SERVICES NEWS
Amanda Parsons says …

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, it is important to let us know straight away, we can advise you on how to seek retrospective permissions.

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

this time please ring 01903 703 100.
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THE COMMUNITY HOUSE

The Community House tries to support 
as many people as possible in the run up 
to Christmas. It is difficult to believe that 
people in our community could be going 
without a turkey dinner on Christmas day 
or presents for their children, but this is the 
case in Worthing.
However this Christmas the Community 
House did better than the year before with 
support people. Here are some numbers:

We bought 72 turkeys 
and gave these to 
families along with a 
hamper which included 
crackers, puddings, 
stuffing etc plus 
store cupboard items 
to provide meals 
throughout the festive 
season. 

We provided 238 
children with gifts 
or toys – for many 
parents this made the 
difference between their children getting something or 
nothing on Christmas Day. 

Thirty other families received other support such as 
fuel vouchers, clothes and store cupboard foods. 

There were many tears when families were presented 
with a hamper of food, from toys that they knew their 
kids would love and the gifts for their teens – many 
had told older children there would be no presents this 
Christmas. 

We also sent 
a number 
of families 
to the 
pantomime 
and again in 
many cases 
there were 
emotional 
responses from parents because this was a treat that 
their children would not otherwise have had.

We couldn’t do this without the support from the 
local community in Worthing which this year was 
absolutely overwhelming. We received £1,100 of 
donations through the Just Giving Page set up and 
promoted by our friend Carl Walker. 

The toys provided through MORE radio once again 
whilst Sainsbury’s/Argos also had a toy appeal. Other 
support ranged from schools arriving with reverse 
advent calendar collections and class hampers to 
individuals bringing in bags of food that they had added 
to their own shopping to help others. Local churches 
asked their congregations to contribute and some 
wonderful turkey dinners were donated by a local 
restaurant.

Community House moves mountains at Christmas
Worthing High School
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THE COMMUNITY HOUSE

For more information on any of the activities run 
at the Community House call Alison or Emma 

on 01903 215 799, pop in to see them at the 
Community House, 25 Dominion Road, Worthing, 

BN14 8JZ or contact them via www.facebook.com/
CommunityHouseWorthing

As well as the ongoing works programmes to replace 
kitchen and bathrooms, double glazed windows and 
doors and gas boilers, we are planning the following 
projects over the next 12 – 18 months: 

•  Replacement of the old communal heating and hot 
water boiler plant to both blocks at Caxton Court, 
Worthing.

•  Installation of fire safety sprinkler systems in high rise 
blocks at Cambourne and Dene Courts, Worthing.

•  Commence a programme of communal area 
improvements to various blocks including new 
flooring and lighting. 

•  Conversion of a 3-bed house at Pearsons Retreat, 
Worthing to create additional new homes by 
creating two 1-bed flats

•  Communal area improvements at 1-20 Pearsons 
Retreat including 
new entrance 
canopies, 
new mobility 
scooter store 
and extension 
to existing 
parking area.

•  Replacement 
of timber 
balconies at 
Kingfisher 
Court, 
Worthing

We would like to say a huge thank you to: 

East Worthing and Shoreham Labour Party, MORE 
Radio toy appeal, Cocks Kitchen

Rocket Social Media and Marketing, Our Lady of Sion 
School, Worthing High School

St Mary’s Catholic Primary School, Whytemead 
School, Broadwater Baptist Church

Brooksteed Alehouse, St George’s Church, residents 
of King Edward Avenue, Sticky Fingers Childminders, 
Pebbles Child Care, Staff at Worthing Hospital, 
Radiology Department and One Call, NHS

Also a huge thank you to the stores and their 
customers who support us throughout the year but 
also gave us generous donations of Christmas goodies:

Bookers, Morrisons, Waitrose, Tesco Express 
(Dominion Road), Sainsburys (Lyons Farm and 
Rustington), Co-op (Goring Road) 

A special thank you to our volunteers who give 
endless hours of their time and know instinctively how 
to help people as they come through the door.

Lastly but certainly not least the many individuals who 
literally dropped bags of goodies off and ran without 
us finding out names and us barely able to thank you.

And we received some lovely comments from 
families

“Well done to Ali and the Community House team, 
staff and volunteers who made this possible. What 
you have achieved is truly humbling but also a 
reminder to us all that there is real hardship out 
there.”

“Thanks so much for 
making my daughter’s 
Christmas by donating 
her present – she 
loves her talking 
peppa pig toy!”

What exciting major 
improvements are 

coming soon



Performance indicators October – December 2019

• Emergency repairs responded to within 24 hours is still at 100%
• Satisfaction with major repairs/planned maintenance is still at 100%
• Satisfaction with complaint handling is at 100% in the last quarter
• Rent collection remains high at 99.8%

You can see our performance indicators below. Items of particular interest:
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Business intelligence indicators Target 
2019/20

Results Q1  
(April-June)

Results Q2 
(July-Sept)

Results Q3 
(Oct-Dec)

Results 
YTD

Excellent Customer Experience

Overall customer satisfaction with Worthing Homes  
as landlord

91% 84% n/a 94% 87%

Net Promoter Score +35.0 n/a n/a 44.0 44.0

Satisfied with most recent repair 97% 91% 94% 92% 93%

% of emergencies responded to within 24 hours 100% 100% 100% 100% 100%

Average days to complete the repair (end to end 
times)

8 days 10 days 9 days 8 days 9 days

Satisfaction with major repairs / planned maintenance 98% 100% 100% 100% 100%

Satisfaction with complaint handling 75% 80% 67% 100% 82%

Satisfaction with complaint outcome 75% 55% 53% 50% 53%

Satisfaction with ASB handling 83% 100% 80% 75% 85%

Satisfaction with ASB outcome 79% 67% 100% 75% 81%

Satisfaction with lettings service 98% 100% 95% 100% 97%

Number of residents using on line services 1250 600 750 900 900

Place shaping

New homes built as % of homes owned 2.4% 0.9% 0.1% 0.5% 1.5%

Satisfaction with quality of new home (new build only) 98% n/a n/a n/a n/a

Gas servicing - overall % of properties with a valid 
LGSR by anniversary date

100% 99.93% 100.00% 100.00% 100.00%

Gas servicing - overall no. of days LGSR were overdue 0 days 2 days 0 days 0 days 2 days

One Team

Satisfaction with the organisation as an employer 89% n/a n/a n/a n/a

% staff turnover - voluntary 10% 2% 3% 2% 7%

Average number of working days lost to sickness 
absence per employee

7.6 days 1.4 days 1.4 days 1.9 days 4.7 days

Great Business

% rent arrears net of Housing Benefit 3.6% 2.8% 2.8% 2.9% 2.9%

% rent collection 99% 96.4% 95.4% 99.8% 99.8%

Average re-let time in days (standard re-lets) 20 days 22 days 23 days 20 days 22 days

% empty home rent loss 0.5% 0.3% 0.5% 0.5% 0.5%

YTD = year to date



If you have a smartphone or tablet, these useful apps 
are available FREE from your app store.
Apps to make your neighbourhood a great place to live.

Appy Days!

Love West Sussex  
(West Sussex County Council)
Love West Sussex makes it easier 
for residents to report community 

concerns regarding the environment and the 
highway. This might include potholes, damaged, 
dirty or missing signs, cracked, broken or uneven 
paving slabs or weather related conditions such as 
fallen trees and flooding.

TrolleyWise
An app that gives the user the ability 
to report abandoned trolleys in their 
local community.

The Noise App
The Noise App gives residents in 
Worthing a simple way to capture 
noise that is disturbing you and report 

it safely and securely to Worthing Homes. 

Apps to move or improve  
your home

Homeswapper matches
HomeSwapper is the UK’s biggest 
home swapping service for tenants 
in social housing with more than half 

a million members. This app brings together your 
matches and messages into one central location so 
you can contact potential swappers on the go.

Dulux visualiser
Choosing your next wall colour has 
never been easier. The Dulux Visualiser 
app helps you see Dulux paint colours 

on your wall INSTANTLY. Using augmented reality 
technology explore different colours with just a tap 
of the screen.

Apps for health and wellbeing
NHS
The simple and secure way to access a  
range of NHS services on your smartphone 
or tablet.

Change4Life Food Scanner
Ever wondered how much sugar is in your 
favorite cola or salt is in your sauce? Find 
out with the new Food Scanner app! Try the 

app to help you and your family make healthier food and 
drink choices.

Drink Free Days
Health guidelines recommend we all take at 
least 3 days off drinking a week, so simply 
pledge and nominate a specific number of 
drink free days each week and get practical, 

daily support to help you stick to it and be more successful 
in reaching your goals. 

Apps to help with making your 
money go further

uSwitch: Switching made simple
Compare and switch energy, broadband, 
mobiles, and credit cards - and save money. 
Manage your utility bills all in one place,  

and receive reminders when it’s time to switch again to a 
better deal.

 mySupermarket – Shopping List
Build and manage your groceries list while 
finding the best offers with your super list.

Shop from any supermarket. Daily prices 
updated for Tesco, Asda, Sainsbury’s, Morrisons, Boots, 
Superdrug, Waitrose, Ocado, Aldi, Poundland and Iceland.
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Business intelligence indicators Target 
2019/20

Results Q1  
(April-June)

Results Q2 
(July-Sept)

Results Q3 
(Oct-Dec)

Results 
YTD

Excellent Customer Experience

Overall customer satisfaction with Worthing Homes  
as landlord

91% 84% n/a 94% 87%

Net Promoter Score +35.0 n/a n/a 44.0 44.0

Satisfied with most recent repair 97% 91% 94% 92% 93%

% of emergencies responded to within 24 hours 100% 100% 100% 100% 100%

Average days to complete the repair (end to end 
times)

8 days 10 days 9 days 8 days 9 days

Satisfaction with major repairs / planned maintenance 98% 100% 100% 100% 100%

Satisfaction with complaint handling 75% 80% 67% 100% 82%

Satisfaction with complaint outcome 75% 55% 53% 50% 53%

Satisfaction with ASB handling 83% 100% 80% 75% 85%

Satisfaction with ASB outcome 79% 67% 100% 75% 81%

Satisfaction with lettings service 98% 100% 95% 100% 97%

Number of residents using on line services 1250 600 750 900 900

Place shaping

New homes built as % of homes owned 2.4% 0.9% 0.1% 0.5% 1.5%

Satisfaction with quality of new home (new build only) 98% n/a n/a n/a n/a

Gas servicing - overall % of properties with a valid 
LGSR by anniversary date

100% 99.93% 100.00% 100.00% 100.00%

Gas servicing - overall no. of days LGSR were overdue 0 days 2 days 0 days 0 days 2 days

One Team

Satisfaction with the organisation as an employer 89% n/a n/a n/a n/a

% staff turnover - voluntary 10% 2% 3% 2% 7%

Average number of working days lost to sickness 
absence per employee

7.6 days 1.4 days 1.4 days 1.9 days 4.7 days

Great Business

% rent arrears net of Housing Benefit 3.6% 2.8% 2.8% 2.9% 2.9%

% rent collection 99% 96.4% 95.4% 99.8% 99.8%

Average re-let time in days (standard re-lets) 20 days 22 days 23 days 20 days 22 days

% empty home rent loss 0.5% 0.3% 0.5% 0.5% 0.5%

YTD = year to date



Name:

Telephone number: 

Address:

WORDSEARCH

Please fill in your details below and send to Worthing Homes, Davison House,  
North Street, Worthing, BN11 1ER by 27 April 2020. 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:
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ALIEN
AVATAR
DIRTY DANCING
DESPICABLE ME
GHOSTBUSTERS
GREASE
GUARDIANS OF  
THE GALAXY
HARRY POTTER
HOW TO TRAIN  
YOUR DRAGON
ICE AGE
IRONMAN
JURASSIC PARK
KUNG FU PANDA
LORD OF THE RINGS
MATILDA
MINIONS
MRS DOUBTFIRE
SLUMDOG MILLIONAIRE
STAR WARS
THE AMAZING SPIDERMAN
THE FAST AND  
THE FURIOUS
THE HUNGER GAMES
TITANIC
XMEN

D F R E T T O P Y R R A H H J Y P S U T
E S S S H B R Q A J X D O V U X G R H R
S T C L E E T T D M Y L W C R A E E B J
P M C U A V A M D S G I T I A L F T Q B
I P S M M V I V X G N T O N S A Z S B J
C M E D A C M T Q N I A T A S G U U Z L
A M X O Z I R H X I C M R T I E N B N F
B M L G I G S E S R N I A I C H C T J F
L Z F M N S D H I E A N I T P T G S V Z
E P S I G D O U B H D I N I A F O O P J
M Z K L S M U N P T Y O Y R R O W H A V
E G G L P I B G H F T N O O K S W G K H
A Q R I I R T E J O R S U N K N G M K C
C L H O D G F R L D I J R M E A A Z Q T
G M C N E U I G X R D K D A J I P B E S
V U B A R B R A B O U I R N W D L Q F T
E D F I M N E M X L S X A J G R E A S E
H H O R A I C E A G E X G L Z A A N H C
A U X E N C D S O I T M O V V U P T C U
S C X H A D N A P U F G N U K G D L S X

WORDSEARCHMOVIES
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ADMIT ONE



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

We have a social get together on the first Monday in 
September. This will be on 7 September at The Hare and 
Hounds pub, Worthing at 8pm.

Archaeology Walk - Meal
We have a yearly get together for a meal. This will be at 
The George V Toby Carvery, Goring Road, Worthing on 
Monday 26 October at 6.30pm. We also celebrate the 
winter solstice at the Grand Victorian Hotel opposite 
Worthing Station on 21 December at 8pm.

Walking into History!
Archaeology walks for 2020 with Alex Vincent

Any enquiries please phone Alex on 0775 3282 714 after 2.30pm on weekdays or email me alexclipsing@gmail.com 
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STAFF NEWS
We would like to welcome…
Jenny Bojczuk, neighbourhood 
manager

Liam Cranham, grounds operative

Clare Hutchins, operations 
administrator

Sarah Tripp, asset compliance 
coordinator

Chongo Shula, resident board 
member

We say goodbye to…
Bob Bridger and Helen Neal. We 
thank them for all their work and 
wish them all the best for the 
future.

Liam CranhamJenny Bojczuk

1 JUNE  Sullington Church, village and manor (s)
8 JUNE  Perching. Lost village, manor and mills (l)
15 JUNE  Lyminster. The lost roman and medieval drove roads (m)
22 JUNE  Cadlow and Atherington. Lost churches and village in the sea (m)
29 JUNE  Upper Beeding. Remains of salterns (s)
6 JULY  Goring. Possible ancient sites (l)
13 JULY  Fulking. Village, springs and sheep drovers pub (m)20 JULY  Hill Barn and Halewick, Sompting. Farm and site of bronze age hoard (m)

27 JULY  Patching. Church and possible shrunken medieval village (s)
3 AUG  Muntham, Findon. Old manor house (m)
10 AUG  Salvington. Hamlet and site of John Selden’s House (m)
17 AUG  Highdown. Site of medieval windmills (m). As this is the last walk, if it is raining, we will go to a pub for a final gathering.
s = short walk, m = medium walk, l = long walk

The walks this year will be:

00
01

23
45

CINEMA
ADMIT ONE

FUN DAY
SATURDAY 18 JULY FROM 1-4PM 

at the Maybridge Keystone Club in Raleigh Way, Goring, BN12 6JD

Worthing Homes would like to invite  
you to join them for a fun fair themed  

fun day which promises to be an  
afternoon of fun and activities.
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LThis is a resident led activity so if you  
would like to be part of the resident  
events team or to help out on the day  
please get in touch with Ruth Pollard  
in community development on 01903 703 198  
or email rpollard@worthing-homes.org.uk

You will meet staff from  
Worthing Homes along with other 
organisations who can offer their 
services. The emphasis is to have 
some fun so come on down and 
join us, don’t miss out as the fun 
day is FREE and open to all.



16 HOMENEWSPrinted on chlorine free paper certified by The Forest Stewardship Council using vegetable inks.

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

and monitoring purposes.

01903 703 100

The rooms at the Resource Centre are available  
to rent. For more information please ring Resident 

Involvement on 01903 703 198 or look at our website 
www.worthing-homes.org.uk/in-the-community/ 

living-in-the-community/training-and-resource-centre/

WHAT’S GOING ON IN  
THE RESOURCE CENTRE  

(next to Worthing Homes’ offices)

BENEFIT AND FINANCIAL SUPPORT DROP-IN
FOR WORTHING HOMES RESIDENTS
Drop-in with Jan Burns or Jo Kelly, Worthing Homes’ 
financial inclusion co-ordinators. They can help with benefit 
and processing claims, internet access for debt advice 
services, look for work or to have a chat about any other 
financial concerns. When: every Monday from 9-12 noon. 
Where: Resource Centre, Worthing Homes. No need to 
book just turn up for a chat.

ENERGY SAVING ADVICE
Drop-in with Poppy Scott Worthing Homes’ sustainability  
co-ordinator. Poppy can help with advice on how to save 
energy in your home, help reduce your energy bills, give 
energy saving advice and give recommendations. When: 
every Monday from 9-12 noon. Where: Resource Centre, 
Worthing Homes. No need to book just turn up for a chat.

NATIONAL CAREERS SERVICE 
Please phone or text to pre-book an appointment with 
Charlene of the National Careers Service on 07468 474 
731. Charlene is in the Resource Centre from 9.30am-
12.30pm every Thursday and can help you with CVs and 
career advice. Alternatively ring 0132 9559 169 or e-mail 
nationalcareerssouthcentral@ncs-cfbt.com.

COMMUNITY COMPUTER CLASSES 
Every Wednesday from 10-5pm. Open to the community 
and for all abilities and ages just pop in and have a chat with 
Amber or one of the volunteer tutors. 

Every Wednesday from 10-11am – FREE computing 
for complete beginners. Learning is in a relaxed and 
informal setting. Every student will receive a certificate 
of what has been covered at the end of each course. 
For more information and/or to book a place please 
ring Resident Involvement on 01903 202 988 or e-mail: 
residentinvolvement@worthing-homes.org.uk

ENGLISH AND MATHS CLASSES THROUGH 
ASPIRE SUSSEX LIMITED
Various classes throughout the week. For more information 
ring Aspire on 0345 6010 161.

ADVICE ON LOCAL HEALTHCARE SERVICES 
AND WASTE PREVENTION

Come and speak to Alcira Ferrari in the resource centre at 
Worthing Homes from 1-3pm on the first Wednesday of the 
month.

Davison House, North Street, Worthing, BN11 1ER

PLEASE CONTACT CUSTOMER SERVICES FOR:
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

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.


