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Worthing Homes has

3,751
properties in the Sussex
coastal area for local people

Demolition begins in January 2019 on our Church House site
to make way for 14 new social rented homes

New homes built
2015-2016

12

2016-2017

114

2017-2018

73

2018-2019

83
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Message from our Chair
At the end of last year we
began celebrating Worthing
Homes’ 20th anniversary,
hosting events involving
residents and colleagues both
past and present. You will find
some of the events featured
in this report.
Widely supported by residents the decision by
the council to transfer its housing to a standalone organisation in 1999 was heralded as a
significant and ambitious move.
Reflecting on the organisations aspirations at
the time, the move brought the opportunity
for the provision of new housing alongside
investment in existing homes, envisaging
the provision of 220 homes and funding for
investment of £16 million.
It’s a measure of the organisation’s success
that current plans envisage the provision of
500 new homes over the next 5 years and
annual investment in existing homes of over
£3 million. Alongside this the organisation
enjoys the highest regulatory standards rating
for governance and financial viability with the
Regulator of Social Housing. A story of success
by any measure.
Most importantly throughout its journey, the
organisation has seen and greatly valued the
support of its residents with high levels of
satisfaction continuing to be achieved today
with 85% expressing their satisfaction with
Worthing Homes as their landlord.

Looking to the future, I and board colleagues
together with the executive team and involved
residents look forward to and fully embrace
the challenge of continuing the organisations
ongoing success. Here’s to the next 20 years!
Both myself and Board colleagues are
committed to ensuring that residents have
every opportunity to play their part and that
decisions taken are informed by the opinion or
feedback of residents wherever possible. In this
regard the Residents’ panel which has been in
it’s current existence for only a relatively short
period is already starting to make an impact
with the reviews conducted into gas servicing
and repairs with a review of service access
currently being conducted.
I look forward to the organisation continuing its
success in the year ahead.

Paul Smith, Chair

As well as our own homes we also manage
St Elizabeths Cottages and Pearsons Retreat
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Message from our Chief Executive
2018/19 has been a very good
year for the organisation.
We have continued to invest
in keeping existing homes
well maintained.
As well as providing new kitchens, bathrooms
and heating systems, we have invested heavily
in ensuring that you are safe and sound in
your home. We have increased the frequency
of our fire alarm checks: undertaken renewal
of fire doors and meter cupboards, and are
undertaking fire stopping in a variety of our
high risk properties (high rise – over 6 floors or
sheltered schemes).
All properties with a gas supply have a valid
landlord gas service certificate; all communal
areas have a valid / in-date asbestos
assessment in place and all blocks with
communal hot and/or cold water tanks have
valid / in-date legionella risk assessments.
We are also continuing our programme of
electrical installation checks and passenger
lift inspections. Where inspections find that
remedial work is required this is actioned
and these plans are monitored by the
senior leadership team, the board and the
Residents’ Panel.

We completed 83 new homes over the last
12 months. The majority of homes are for rent
but 26 were for shared ownership (a purchase
of 35% - 40% of the property with a mortgage
and rent is paid on the remaining proportion).
Sales are still really strong and the demand for
low cost ownership shows that there is still a
gap in the market for many people that want
to own but cannot afford to purchase their
home outright with a mortgage. There are a
further 132 homes currently being built which
we expect to take over from the developer in
2019/20.
We held a very good resident conference
in October 2018 to discuss the consultation
proposals on the governments Green
paper, this was further supplemented by a
resident survey. The actions that arose from
the feedback have been discussed with the
Residents Panel and form an action plan.
The Panel are monitoring our performance
against this plan. One of the issues that came
through from the green paper was the issue
of respect, so we asked this question for the
first time in our resident satisfaction survey
in March whether you felt that we treated
you with respect – 84% felt that we did.
Although we still have work to do we were
really pleased with this result as we were with
all the other results (full details on page 21) as
it was undertaken on line (a paper option was
available) and we had 33% response rate –
1,137 individual responses.

Our people survey, which
is our internal measure of
satisfaction with Worthing
homes as an employer, also
continues to produce good
results:

•
•
•
•
•
•

 8% being committed to
9
the organisation,
 7% of colleagues agreed
9
that they:

Looking forward to 2019/20
we will:

•

•

 nderstood what we are
u
trying to achieve as an
organisation
 ad access to training to
h
be able to do their job well

•

t heir manager recognised
when they had done a
good job
 6% of colleagues felt that
9
we are a good employer

There were areas around
communication that did not
score so well at 73% (this was
our lowest score) and we
will be working on this with
our colleagues over the next
12 months.

•

•

•

 ontinue to celebrate our
c
20 years through a variety
of events for residents,
colleagues and other
partners
 ontinue to progress
c
our on-line offering for
residents to self-serve
which will release time for
us to be able to spend with
those residents that require
additional support
 stablish a commercial
e
subsidiary in order for us
to offer outright home
ownership options which
we cannot do as a charity
r eview our approach to
dealing with anti-social
behaviour and managing
our neighbourhoods
in conjunction with our
residents’ panel
launch our ‘safe and
sound’ campaign working
with residents to keep your
home safe
 e reviewing our cleaning
b
contracts and devising
new specifications in
conjunction with residents
who receive these services

I thank you for your support
over the last twenty years
and look forward to working
with you to achieve these
aspirations.

Jackie Bligh,
Chief Executive
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Highlights of the year

85%

of residents are satisfied with
the overall service provided by
Worthing Homes

84%

of residents are agreed that Worthing
Homes treat them with respect

47

complaints were received and dealt
with at our first response stage with a
further 8 being dealt with through our
formal complaints procedure

190

39,750

calls were taken during the year
which equates to...

764 calls per week
86% answered within 60 seconds
3 minutes average call time
36 minutes longest call time

54,933

texts were sent to residents

12,994

texts were received – an increase
of 5,329 texts indicating our existing
online services are being used more

510

188

686

20 days re-let time
10 were intermediate rent properties
52 were newly built homes

44

homes were let with an average of...

83

new homes were built
at a cost of approximately...

£13.4 MILLION
57 were affordable rent
26 were for shared ownership
16 s hared ownership homes were

SOLD - a part buy rent scheme
that enables people to get a foot
on the property ladder

99.5%

residents at the end of last year were
using our online services – saving
them both time and money on
phone calls or visits to the office and
enabling the convenience of reporting
repairs and paying rent at a time that
suits, including in the early hours!

of owed rent was collected – as a
not for profit organisation this money
will be put back into the business to
help build more homes and keep our
existing ones in good condition.

1,525

1,778

£4.2 MILLION

100%

477

99.7%

517

compliments were received

emergency repairs were carried out
during the year

of emergency callouts were
responded to within 24 hours

of residents were satisfied with their
major repair / planned maintenance

people follow us on our two
Facebook pages

people follow us on Twitter

people attended our fun day
despite there being an England
football match on!

surplus was generated last year – this
will now be invested in building more
new homes and keeping our existing
ones well maintained

£30 MILLION
loan facility to fund our ongoing
development programme was
secured in March 2019

people were assisted by the financial
inclusion team to help them reduce
their bills leading to...

people gaining extra income
to the value of ...

£106,489

Our sustainability co-ordinator
identified savings of...

£12,382

in cheaper tariffs or cancelled charges
and issued emergency fuel vouchers
to our residents in the amount of...

£1,405
2

people were supported by our first
Sure Future course in Arun to gain skills
to get back into work, with one trainee
already having a job interview, in part
as a result of her work on the course

286

people were supported by our older
persons support service – this early
intervention has, in many cases,
made a significant contribution to the
people they support, helping them
maintain their independence and
tenancies.
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Highlights of the year (continued)

Performance for the year

1,360

2018 has been a more settled year with the
majority of the changes to the business now
bedded in, and colleagues embracing the new
ways of working.

hours of training was completed by
our staff to ensure we continue to
provide the best service possible.

Our Chief Executive, Jackie Bligh
was highly commended for Chief
Executive of the Year at the 24
Housing Awards held in October

Hampton Park, Littlehampton

We were proud to celebrate our
20th birthday at the end of March
2019 – our celebrations included
20 tree planting ceremonies and
an Open Day at Davison House on
Friday 29 March 2019.

The big change for organisations in 2018/19
was the change to the EU General Data
Protection Regulations (GDPR), and as a
company that has to hold personal information
this has required us to ensure that our policies,
procedures and systems are all in line with
the new rules. As part of this new legislation
in May 2018 we sent out a letter to all of
our residents, customers, leaseholders and
licensees to notify them of our comprehensive
privacy notice.
On Saturday 7 July we were joined by the
Mayor Cllr Paul Baker, Mayoress Sandra Baker,
and the youth Mayor Katie Waters with deputy
youth Mayor Jimi Taylor for our 19th Fun day.

Lapwing Close, Barnham

The day had the usual mix of fun and education
with games and activities such as welly
throwing, coconut shy, milk the cow and a surf
simulator, along with face painting, nail painting
and an under 5’s bouncy castle and play area.
In the main hall we had an art zone and our
grounds team were helping children to create
butterflies and caterpillars.
In keeping with our company ethos of
sustainable futures our financial inclusion team
were on hand to offer advice on Universal
Credit and to get the young adults thinking
about their financial future. The Green Gym,
which is a scheme which inspires you to improve
both your health and the environment at the
same time, were on hand to encourage people
to join up; and our own sustainability co-

King William Close, Chichester

coordinator was there to give customers energy
saving advice and making butterfly seed bombs.
Despite the intense heat and an England
football game we are delighted to say we
welcomed 517 people to the event!
We also saw the roll-out of Universal Credit
(UC) in the areas we work in July. This presents
a major challenge to help our tenants sustain
their tenancies and manage their finances;
as they adjust to the new system, which sees
payments for rent paid directly to them. We
have reviewed our processes as a result and
have been able to ensure the vast majority of
our 300 tenants claiming UC have managed
the transition successfully.
In August as part of our commitment to
sustainability we decided to go further than the
traditional bike week, and hold a sustainable
travel month. Along with the difference we
felt we could make to our carbon footprint we
thought that it would be a great opportunity to
raise funds for a good cause.
With 40 members of staff taking part we
managed to clock up 2,413 miles by leaving the
cars at home and either using public transport,
walking or cycling as much as we could. At the
end of the month we were pleased to be able
to handover a cheque for £1,500 to Turning
Tides (formerly Worthing Churches Homeless
Project), a cause very dear to our hearts.
We were joined by a number of residents
on the 16 October for a special residents’
conference to seek views on the Governments
social housing green paper, which was
published in August 2018.
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The paper was a consultation document
that will help the government form its future
housing policy based on the responses from
the people that matter most, social housing
residents and comes about following the
Grenfell tragedy last year.

Works began at Church House, another older
property with outdated facilities, in January
2019. The demolition of this 1960s property
was carried out in early January to make
way for 14 new homes (2 flats, 11 houses and
one bungalow).

Finally we were proud to turn 20 years old this
March, and to help celebrate the occasion we
have been holding a number of events. The
first of these was planting 20 trees and we
were delighted to be joined for 6 of these by
supporters of Worthing Homes.

Our conference was a mix of group working
at tables along with feedback sessions on the
different principles so that everyone could
discuss as a whole, and to ensure all residents
could have their say we also held an online and
paper survey.

As part of our sustainability ethos these homes
will be fitted with smart tech, a tablet built
into the wall allowing you to control heating,
lighting and plug sockets from the one place;
the residents will also be able to control these
from their smart phones if they have one.
There will also be water efficient taps and
toilets and we are hoping to have smart water
meters installed to help the residents keep
track of their usage and bills. With the move to
electric vehicles, we are also installing electric
vehicle ducting in readiness for when charging
points need to be installed.

On Thursday 21 February we were joined by
former Worthing Homes Chief Executive Robin
King, who did the honours at our sheltered
housing scheme Wisden Court in Findon and
we rounded the event off on Friday 22 March
when we were honoured to be joined by Sir
Peter Bottomley MP, who planted a tree at
our sheltered scheme Davenport Court in his
ward of Worthing; followed by Tim Loughton
MP doing the honours at our Westbrook Way
development in Southwick.

All of the responses and the outcomes from the
conference were collated and helped to shape
our response to the Government.
We were absolutely delighted when
Jackie Bligh, Chief Executive, was not only
shortlisted for Chief Executive of the year in
the 24 Housing Awards but at the October
ceremony was highly commended for her work.
November saw our sheltered scheme,
Elizabeth House begin a makeover to enhance
the living accommodation.
The existing bathroom facilities are shared, with
each studio flat only having its own toilet and
hand basin, which we believe to be sub-standard
living arrangements for the 21st century.
By redesigning the internal layout of the
flats, and incorporating the existing shared
bathroom spaces into the layouts, we will be
able to provide each resident with a home
that has separate bedroom and living room
whilst having the comfort of their own shower
rooms. We will be including one shared
bathroom (with bath and shower) in the finished
scheme as we are also going to be working in
partnership with WSCC to provide some flats in
the scheme for people with enhanced support
or care needs.

The scheme is also being built with a
sustainable urban drainage system to ensure
there are measures and materials in place to
absorb rainwater and help prevent flooding.
These 14 new homes, available at social rent
will be completed in March 2020.
With our commitment to deliver new
affordable homes we were pleased, in
December 2018, to get planning permission
granted to build new homes on land adjacent
to the Blakesmead development in Felpham.
With completion expected June 2020, this
development will see 18 new homes (2 x one
bed flats, 7 x two bed and 9 x 3 bed homes)
available on a shared ownership basis.

We also held an open day at our offices and
compiled a birthday book (Twentyriffic years –
providing homes and enhancing lives) with the
help of colleagues, residents and partners. The
book also contains a timeline documenting our
milestones and activities for the last 20 years!

Awards submissions were a
big thing for us this year, with
submissions made for:

•
•
•

•

 dur and Worthing Business
A
Awards as large business
 4 Housing Awards for Best
2
training scheme and Welfare
Wise
 PAS South East Awards for
T
Employment, skills and training,
Engagement in supported
housing and Community
focused service
 K Housing Awards 2018 for
U
outstanding approach to income
management

We are pleased to say we were
finalists for all of the awards, with
the Empty Plate Café taking home
the trophy as winners of the TPAS
South East community focused
service award.
Finally, after our IDA in February
we were delighted to end the year
on a high having retained our G1 VI
rating!
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Community House project
Our Community House in Dominion Road has had another successful and rewarding year. Our
project has grown significantly and is far busier than before with people being recommended to the
house by agencies such as the Citizens’ Advice Service and Turning Tides. Some of the outcomes are
noted below:

76

people have received a qualification
after attending education and training

64

people have attended job skils
placements and/or training including:
Albion in the Community behaviour
change and motivational workshops
and 2 multi-skills workshops

67

people report increased
communication skills as a result of
attending the project

70

people report increased mental and
physical health as a result of attending
the project

113

people have reported an increase in
their mental and physical health as a
result of engaging with house activities
such as mindfulness and Active Tuesday

122

people have engaged in healthy
eating activities with us and now
understand more about making
healthy balanced choices

40

young people reported by local
schools and colleges will benefit from
engaging with the Community House
in their school attendance, work or
well-being

26

young people have said that
participation in education or training
has improved future opportunities
for them

30

young people report that they have
learned life skills which better equip
them to deal with adulthood

3,000

people follow our Community House
Facebook page

Helping people to create sustainable futures… our vision brought to life!
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The team work closely with all of the local
authorities in the surrounding area to ensure
we are considered as a partner for all
developments in particular s106 opportunities
(private agreements made between local
authorities and developers that can be
attached to a planning permission to make
it an acceptable development which would
otherwise be unacceptable in planning); and
our willingness to take on even small schemes,
as these all count towards the government’s
target for housing provision, has ensured

we are a first choice partner for the local
authorities in the areas where we work. Due to
being landlocked by the sea to the South and
the downs to the North we have had to expand
our working area in the last 18 months, and
in March 2018 we welcomed our first homes
in Chichester.
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Number of homes built over the last 10 years:

The main purpose of our business is to provide low cost affordable homes,
either for rent or home ownership, via our shared ownership scheme.

We also manage a further 327 homes including the
Pearsons and St. Elizabeths Cottage Homes.
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Over the last 3 years we are proud to say
that our development team have completed
270 new homes and at the present time we
have 132 homes being built across 10 sites,
stretching from our home ground in Worthing
through to Felpham in the West and Chichester
to the North; and with only a small team to
manage these, keeping the development
running to time whilst producing homes
that are a quality product as well as meeting
housing need in terms of size and tenure is no
mean feat!

Over the last 10 years we have added to our stock significantly
now bringing us up to 3,751 homes owned – a mix of social,
intermediate rent and shared ownership.
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Our development team comprises four people,
Damian Haley, development manager who
sources new opportunities and ensures we
remain a trusted partner for all of the local
authorities in the areas we cover; then we have
a development project manager – Joshua
Boots and development officer Jill Roberts, who
look after the projects once they have been
given the go ahead and finally we have Sammy
Gearing, our property sales advisor, who looks
after the marketing and sales of our shared
ownership homes.
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Meet the neighbourhood housing teams
The areas in which we work are split into East,
Central and West areas with a neighbourhood
team comprising a housing officer, income
recovery officer and surveyor, assigned to
each. This approach allows us to give an allround holistic approach to your tenancy.
Although any member of your housing team
can assist you with questions you may have,
each one is a specialist in their own area.
The role of the housing officer is to ensure
that residents are complying with the terms
that they agreed to upon signing their tenancy
agreement, this includes but isn’t limited to
dealing with *anti-social behaviour. They
will also carry out regular inspections of
neighbourhoods, garage sites and other land
owned by Worthing Homes taking appropriate
action where needed, assisting with transfers
and mutual exchanges, deal with unauthorised
occupation, squatters and abandoned
properties in accordance with our procedures.

Your income recovery officer is there to help
you keep your tenancy by ensuring that you
are making regular rent payments. As we all
know life can throw us challenges and in the
event you find yourself unable to make your
rent payments your income recovery officer
will work with you to find a solution to keep you
in your home. This may include referring you
to our financial inclusion team who can help
you check that you’re receiving all the right
benefits.
Just as we all need a little ‘TLC’ so do our
homes and that’s where the surveyor comes in.
Our team of surveyors will carry out periodic
neighbourhood inspections to check on our
homes and the surrounding areas as well as
being on hand to come and look at individual
issues that you may report such as leaks, damp,
roofing issues, and should you wish to make a
change or addition to your home the surveyor
is the person to give approval.

Carolyn & Leanna, neighbourhood housing managers

Team central, John - surveyor, Sarah - income recovery officer & Ian - housing officer

By working in teams serving individual areas it
allows us to get to know you and your home
just that little bit better, enabling a tailored level
of support.

Team west, Richard - housing officer, Louise - income recovery officer & Alice - surveyor
*Anti-social behaviour includes:

•
•
•
•
•

Intimidation and
harassment

•

Dealing or taking drugs
Domestic abuse
 iolence or threats of
V
violence
Graffiti

•
•

Harassment because of
your race, nationality,
religion, sex, sexual
identity or disability
Rowdy behaviour and
drunkenness
Damage to property

•
•
•
•

 et nuisance /
P
uncontrolled animals
 umping rubbish
D
(fly tipping)
Abandoned vehicles
 oise nuisance (e.g.
N
continual loud music)
Team east, Tanya - income recovery officer, Angela - housing officer & Ben - surveyor
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Residents’ panel update
2018/19 was a busy year for
the residents’ panel as we
undertook one of our biggest
scrutiny’s yet, the customers’
experience, led by myself.
We began by mapping a resident’s journey
from reporting an issue through to the end
result to see how the process worked and
what communications were involved. To help
us understand how individuals feel about
the customer experience, we contacted
777 residents by telephone as well as sending
out an online survey. I am pleased to report
that we heard from 550 of you, and from this
information we found that the majority of you
felt that Worthing Homes did most things very
well but there were a few things that it was felt
could be improved or made easier.

Our residents’ survey – the results
We then set about collating all of the
information we had gained to see where there
were opportunities for improvement and I
presented this to the board at a meeting in
November 2018.

Who took part?
Response rate

Response by gender

1,132 people responded out of
3,426 people surveyed

I am delighted to say that of the nine
recommendations we made all have either
been implemented or are in the process of
being implemented; and we, the residents’
panel, hope that these improvements and our
work makes a difference for everyone.

70% Female
28% Male
2% Unknown

33%

If you have any questions about the work of the
panel or you wish to observe a meeting then
please let us know by contacting Ruth Pollard,
resident involvement officer, on 01903 703 198.

Cheyenne, Chair of Residents Panel

This was followed by a visit to another housing
association to see how their customer
experience fared against Worthing Homes and
we found that on the whole the service was
very similar; the one big thing that the other
association has is a Customer Relationship
Management (CRM) system that recognises
customer phone numbers as soon as they ring
and brings their information up automatically
for the call handler thereby saving some time.

Number of respondents by...

7

32

202

352

295

131

79

34

408

age group

311

413

area

880

179

73

property type
Sheltered

Affordable Rent

General Needs

West

East

Central

85+

75-84

65-74

50-64

35-49

25-34

16-24

Unknown
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Our residents’ survey– the results (continued)

Overall service

Repairs

Customer relations

Neighbourhood

Overall service satisfaction

Overall service satisfaction

Treated with respect

Neighbourhood satisfaction

45% Very satisfied
40% Satisfied
11% Neither satisfied or dissatisfied
3% Dissatisfied
1% Very dissatisfied

46% Very satisfied
37% Satisfied
11% Neither satisfied or dissatisfied
5% Dissatisfied
2% Very dissatisfied

43% Strongly agree
41% Agree
12% Neutral
3% Disagree
1% Strongly Disagree

85%

83%

84%

Overall service satisfaction by...

Overall repair satisfaction by...

Listening to views

satisfied

75

76

78

83

83

79

78

77

age group

89

90

81

85+

75-84

property type

72%
satisfied

65-74

85

50-64

84

35-49

25-34

75

Sheltered

Affordable Rent

General Needs

Sheltered

Affordable Rent

General Needs

“Carry on
as you are,
keep up
the good
work.”

16-24

85+

75-84

property type

86

age group
65-74

77

50-64

85

35-49

25-34

16-24
91

80

75%

agree

satisfied

32% Very satisfied
40% Satisfied
19% Neither satisfied or dissatisfied
7% Dissatisfied
2% Very dissatisfied

81

37% Very satisfied
38% Satisfied
14% Neither satisfied or dissatisfied
9% Dissatisfied
3% Very dissatisfied

“I find WH very
helpful with
any problems I
have had over
38 years also
prompt action to
repair to house.
All in all very
satisfactory.”

“The
courtesy and
speed of
service that
you already
provide.”

satisfied

Your comments
You told us what the most important things are
that you want from us...

“Having
a lovely
safe home
which I
have.”

“Ground floor accommodation
more suitable for an 87 year old
lady finding stairs too difficult.”
“A walk in shower as I am disabled
and cannot get into a bath.”

“Listen when we
do make a report
and act on it.”
“Very satisfied
with workers, but
the engineers
should try to
keep to the
appointment
times better.”
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What’s coming next?

Sir Peter Bottomley MP planting a tree for
our 20th birthday at Davenport Court

Excellent customer experience

Place shaping

Worthing Homes is committed to providing
our customers with an efficient and high
quality service. Delivering an excellent
customer experience is about providing timely,
responsive services with integrity, simplicity and
a passion for excellence. Given all the changes
with technology we have been looking at the
ways in which our customers interact with us.
Whilst it is recognised that many people will
want to be ‘self-sufficient’ and report things
on line or ‘self-serve’ many others will still want
to interact with us face to face. It is therefore
essential that any new channels made available
are robust, reliable, easy to use and effective.

It is really important to us that we work with our
residents and other key stakeholders in helping
to shape and deliver thriving communities.
There is increasing demand for good quality,
secure and affordable homes all across the UK
and the areas where we work are no different.
We will, therefore, try to deliver a range and
balance of tenures that reflect the needs of
local people, whilst also protecting our existing
social rented homes for future generations.

Our aim is to:

•
•
•
•
•

 ontinue to provide excellent, consistent and
c
reliable services to all our customers;
 ngage 50% of our customers through our
e
self-service options by March 2022;
 eliver the agreed service standards under
d
Your Services; Your Home and Your Tenancy
through our ‘Customer Promise’;
improve our methods of obtaining customer
feedback and use this to continually improve
our services;
 ork with residents in addressing the issues
w
of ‘stigma’ that were identified through the
survey responses on the green paper.

As a dynamic, flexible and responsive
organisation we actively invest in our homes,
affordable warmth and our open spaces using
locally based companies and local labour
wherever possible. Our stock condition survey
is annually updated and validated. It is used to
inform our long term investment decisions and
produce a 30 year investment plan, based upon
life cycles and condition. Over the next 30 years
Worthing Homes is committed to investing just
over £100 million, which equates to £3.4 million
each year. We also believe that it is important
to invest in other activities in the community not
just the provision of bricks and mortar.
Our aim is to:

•

•

•
•

Tim Loughton MP joined us for our 20th
Birthday funday

 nhance our community development
e
activities – through the extension of the
projects at Community House and Lovett
Hub;
 ontinue to invest in our existing homes
c
(£3.4 million per annum) providing well
maintained, energy efficient and safe homes
and to publicise the relevant programmes for
the next 3 years;
improve the external environment of the
communal areas of our homes through
regular inspection and investment;
deliver 500 new homes by March 2022.
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What’s coming next? (continued)
One team

Great business

We believe that ‘one team’ will be achieved
by living our values and investing in our
people to deliver high quality customer led
services. We are creating a ‘One Team’ culture
through our people who are motivated and
empowered to make decisions for themselves;
by inspiring great performance, through mutual
respect, fairness, collaboration, innovation
and continuous improvement. In our People
Survey in 2018 we achieved a brilliant 86%
response rate. 94% were satisfied with us
as an employer and 86% felt that they were
part of ‘one team’, 98% of our colleagues felt
empowered to take decisions. Enabling our
people to grow and develop with open and
honest communication, trust, empowerment,
ownership and accountability. Finally by
creating a supportive, progressive environment
to attract and retain highly skilled people who
feel valued, motivated and share a sense of
ownership of Worthing Homes’ vision that
are proud to work for us. 98% of colleagues
that responded are committed to Worthing
Homes, 97% understand what we are aiming
to achieve, 97% agreed they have access to
training to do their job well.

To support the achievement of all of our
objectives we will be well governed, provide
value for money and maintain our strong financial
performance. We will have great digital services
and resources, highly skilled and motivated
people, in a modern working environment and
we will have a great reputation. Our financial
business plan ensures that what we do is
affordable and does not jeopardise the long term
viability of the business. Our ongoing activities
will be self-financing, generating enough surplus
to meet the repayments on the existing funding,
to cross subsidise the building of new homes,
continue to provide excellent services to our
residents and invest in our community.

Our aim is to:

•
•
•

 aintain the level of engagement from
m
colleagues across the organisation;
invest in our employees and continue to
make Worthing Homes a place where
people want to work;
 ontinue to invest in training to enable our
c
people to develop and keep their skills and
knowledge up to date to deliver excellent
services, and to deliver the actions identified
in our Fairness Strategy.

The board considers the key strategic risks (both
financial and non-financial) and agrees limits for
our risk appetite where applicable. In considering
our risk appetite, the board takes into account
the organisation’s capability and capacity. We
seek to maximise our positive social impact,
through providing homes and services mainly to
people unable to afford market housing, while
ensuring a sound financial base. We will maintain
compliance with all safety, legal, regulatory and
contractual requirements, including company
rules. Day to day operational risk is controlled
through standing orders and procedures.
Our aim is to:

•
•
•
•
•
•

improve our performance management
framework and publish our results quarterly;
maintain a healthy financial position;
deliver savings of 1% per annum until 2020;
 aintain upper quartile performance in our
m
regulator’s ratings;
 rovide clearer information on our
p
performance for our residents – including
benchmarking and costs;
 stablish a subsidiary to undertake more
e
commercial activity.

I drew a picture of the house I would like to live in, in the future. There will be lots of
plants and flowers. My home will be made of wood and natural because I like ecology
and I look after the environment. There will be a swimming pool and fire place.
Pola, 7 and a half years old

This house will be a good house for the
future because homeless people need
a place to live, eat and drink. We don’t
let them live out there by themselves
because they need taking care of.
Emily Ruby Hersee, 9 years old

Davison House, North Street, Worthing, West Sussex BN11 1ER
T: 01903 703 100 E: info@worthing-homes.org.uk www.worthing-homes.org.uk
If you would like this report in braille, large print, audio version or in another language please
contact Customer Experience team on 01903 703 100 or email info@worthing-homes.org.uk
Calls may be recorded for training and monitoring purposes and to improve our services.
This document is also available to download from our website.

