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We have had an exciting year 
in which we celebrated our 
twentieth birthday in a variety 
of ways some of which are 
covered within this report. 
The key was to celebrate this 
event with you and we were 
pleased that so many of you 
joined us for our afternoon 
teas, tree planting events and 
the annual fun day which this 
year was rodeo themed. 

Our community development work has 
continued to deliver services and events across 
Worthing and from the Community House. 
Although the funding for the Community 
House from the Big Lottery ended at the 
end of March 2020, we were really pleased 
to hear that they are funding us to deliver 
similar services in Arun for the next three 
years. The board has agreed that the funding 
for the Community House will continue and 
has established a charitable subsidiary – WH 
Community Trust - to protect the budgets 
and community development work that is so 
important to us.

Over the last twelve months we built 71 new 
homes with a further 104 currently on site. We 
were particularly excited about the new homes 
at Vestry Place, the old Church House site in 

Tarring, where all of the homes have been fitted 
with energy saving technology. The homes 
were finished just at the point of lockdown but 
we are pleased to say that they have all now 
been let at social rents and we hope that the 
residents enjoy their new home.

During the year we changed how we undertake 
large scale surveys to ascertain how you think 
we are performing as a landlord. Instead of 
sending out a large survey every three years 
we are now asking more questions on the 
anniversary of your tenancy as well as capturing 
immediate information on transactions with us 
e.g. your request for repairs. It is good to know 
that 89% are satisfied with us as a landlord.  
We also asked if you would recommend us to  
a friend or family and you scored us 58 out  
of 100.

We had a change in board members during 
the year as Amy Dewey stopped being one of 
our residents after five years on the board and 
so we invited other residents to apply for the 
position. Chongo Shula was successful and 
has been appointed to the board. We also said 
goodbye to Helen Neal, Head of Finance and 
IT. Helen had been with Worthing Homes for 
20 years and was promoted to a Director role 
with a London based housing association. We 
would like to thank Amy and Helen for all of 
their hard work and support over the years. 

The Regulator for Social Housing has again 
awarded us the highest grading for both 
governance G1 and financial viability V1. 
Over the last year the board have been 
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very focussed on ensuring that your homes 
meet all the health and safety compliance 
requirements in terms of gas safety, asbestos, 
water monitoring, fire safety and electrical 
inspections., and they receive monthly reports 
on the work being undertaken. As part of the 
focus on keeping you safe, we launched our 
‘Bee Safe’ campaign with Bertie Bee. More 
work will be undertaken in 2020/21 with Bertie 
so please feel free to be involved.

A new corporate plan setting out the journey 
for the next five years has been approved 
(www.worthing-homes.org.uk/media/WH-
CorpPlan-2020-25.pdf). We are keeping true 
to our mission ‘enabling people to live in quality 
homes and thriving communities’. There are lots 
of smaller projects designed to help us achieve 
this but there are also three key projects that 
we will be undertaking:
•   Transforming your customer experience
•   Tackling climate change and reducing our 

carbon footprint
•   Modernising our IT software

Please keep an eye on our website and the 
portal as we will be keeping you informed 
of progress.

Although it came right at the end of the 
financial year, we cannot ignore the pandemic 
that has changed many lives. Our thoughts are 
with anyone that has been affected by the virus 
and for those that have lost family members 
during this time. 

Fortunately, being in a strong financial position 
we have not had to make any redundancies, 
unlike many other companies. We tried to 
support many of you during these difficult 
times through food parcels, support and advice 
particularly about Universal Credit, weekly calls 

to help alleviate any loneliness and referrals 
to other organisations that could give more 
appropriate assistance. 

Having already modernised the way in which 
we work, it was relatively easy for colleagues 
to be able to work from home and still 
provide services to you. We obviously had 
to reduce certain things such as repairs and 
only undertake emergency works in line with 
the government’s guidance and directions. As 
these change over the coming months we will 
be looking at the best ways in which we can 
deliver services to you in a way that keeps both 
you and our colleagues safe. 

Paul Smith, 
Chair

Jackie Bligh, 
Chief Executive



6

The Residents’ Panel 
is currently chaired by 
Cheyenne Greaves and is 
slowly growing in numbers  
as we welcome new members 
on board. 
Whilst we are keen to have a mixed and 
diverse representation from the community 
we are currently seeking younger members 
who wish to join us. We meet early evening 
every six weeks or so to discuss and generate 
policies, events and current affairs affecting the 
residents of Worthing Homes. 

This past year we have concentrated the 
Scrutiny aspect of our work on Anti-Social 
Behaviour (ASB). The scrutiny was rather 
involved and included visits to other Housing 
Associations as well as conducting interviews 
with a cross section of residents who had lived 
with ASB and we would like to thank all those 
who responded. The findings were collated 
and a report was presented to the Board in 
December 2019. We were delighted to see all 
recommendations were agreed and work has  
started to put these into place.

This year we are looking at Resident 
Involvement and Empowerment and how 
Worthing Homes engages with residents, and 
how it offers clear and concise information to 
them. This is perhaps one of the most complex 
scrutiny subjects to tackle, because, as 
residents, we all have different views and ideas 
as to what involvement means, how we like to 
feel empowered and, what exactly is clear and 
concise information! So we are taking time 
during the period of lockdown to investigate 

many avenues to find some clear answers for 
you – so watch this space!

We don’t just stop at scrutiny; we get involved 
in all manner of activities with Worthing 
Homes, including helping out at the Funday, 
offering assistance with Digital Inclusion, 
and preparing and presenting reports to the 
Board. The past twelve months saw Worthing 
Homes 20th Anniversary and many of the 
panel were involved in the tree planting which 
took place. We also had a small tour of some 
of the properties Worthing Homes own, as 
well as a trip to a site under development. 
It was interesting to see homes being built, 
some which were about to be let, as well as 
currently occupied homes – many thanks to 
the residents who invited us into their homes.

So, to finalise, if there is anything you’d like the 
Panel to look at, or if you are interested in joining 
the Panel, please don’t hesitate to give Ruth 
Pollard a call on 01903 703 198 or send her an 
email at rpollard@worthing-homes.org.uk. Have 
a great year folks.

Message from the Residents’ Panel 
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Residents’ Panel



Highlights of the year
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people attended our  
20th birthday funday

561

2.3%
Rent arrears finished at 2.3% against 
a target of 3.6%. This year saw a 
renewed focus on getting residents 
to pay in advance, including taking 
payments at sign up where possible

100%
overall satisfaction with the 
lettings service

of emergency repairs were 
responded to within 24 hours, with 
the average no. of days to complete a 
repair being 9 days

100%

residents used our online services 
during the year – 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!

1,100

texts were sent to residents 
50,566

texts were received by us from 
residents

9,341

people follow us on our two 
Facebook pages

2,094

people follow us on Twitter
532

residents were assisted by our 
financial inclusion team, with 44 of 
them gaining a total of £142,886.91 
additional income

730

customer satisfaction for major 
works programmes (kitchen and 
bathroom refurbishments, window 
replacements, exterior decorating)

100%

85%
Satisfaction of ASB handling and the 
outcome were both on target at 85% 
and 81% respectively

We finished the year with 71 new 
homes, giving us a total of

3,803
and 5 new developments in 
contracts providing a further 104 new 
homes. Of these homes, 35 were 
affordable rent, 14 were social rent 
and 22 were for shared ownership

affordability assessments were 
carried out during the year

260

residents were assisted with energy 
use by our sustainability co-ordinator, 
including helping with ombudsman 
complaints in cases of inaccurate 
billing, and provided residents with 
over £2,500 worth of fuel vouchers

150
We introduced our new Bee safe 
and sound project which is all about 
helping to keep you safe in your 
home and covers areas such as gas 
safety,  fire safety, water hygiene 
and home security

celebrations continued with tree 
planting, the funday and two tea 
parties for the residents of our 
sheltered schemes

20th year

100%
compliance with gas servicing at the 
end of the year



Performance for the year

2019 was a good year for us! 
Not only did we continue to 
celebrate our 20th birthday, 
which fell on the 30 March 
2019 but we completed a 
number of new homes and 
continued to receive high 
ratings from our customers 
and regulators! 
We had a rootin’-tootin’ good time at our 20th 
birthday family funday held in July! The day 
was Western themed, so along with the usual 
activities such as a bouncy castle, face painting, 
art zone and the smoothie bike, we also had 
horse shoe throwing, ‘lasso a steer’ and a ‘shoot 
the bottle’ game, along with a rodeo bull and 
a campfire setting for the guests to sit around 
and enjoy the summer sunshine. Once again 
the Maybridge Keystone Club in Goring played 
host to this annual event which was attended 
by 561 guests, including the deputy Mayor Cllr 
Lionel Harman, Mayoress Cllr Karen Harman 
and Tim Loughton MP. We were also pleased 
to be joined by external agencies such as 
Worthing Pride, Talent Within You, GuildCare 
and Green Tides who show cased their work.

Throughout the year our residents’ panel, 
sheltered scheme forum and colleagues 
continued to plant trees in the communal 
areas at a number of our blocks and 
neighbourhoods; whilst residents of our 
sheltered schemes were treated to 20th 
birthday tea parties at two of our venues during 
August.  One was held at Pearsons Retreat 
and the other at the Lovett Hub, ensuring all 
of our older residents were able to attend one 
of the events at which they were treated to 

tea and cakes all served by Worthing Homes 
colleagues; with live music from the band 
Palamine who entertained with a mixture of 
music from the 40’s through to the 60’s much 
to the delight of the audience; some of whom 
even decided to get up and enjoy a dance!

In December thanks to the work of our 
Community House a number of families, for 
whom Christmas would have been just another 
day, were able to celebrate and make memories!

With donations of toys, food and other items 
donated by the Sainsbury’s / Argos toy appeal, 
Our lady of Sion School, MORE Radio and 
a £1,100 donation from Carl Walker’s Just 
Giving page, along with members of the public 
dropping in various items of  food and toys and 
other gifts we were able to help:

72 families with a turkey and hamper of store 
cupboard and Christmas foods which included 
amongst other things:, stuffing, crackers, mince 
pies, cakes and pet food if needed.

238 children received gifts or toys – for many 
this made the difference between their children 
getting something or nothing on Christmas day.

Many of the families were overwhelmed when 
presented with the hamper of food, and toys 
that they knew their kids would love; as well as 
the gifts for their teenagers – many who had 
been told that due to the family circumstances 
there would be no presents this Christmas.

We were also able to send a number of families 
to the pantomime, again bringing joy to 
families who would otherwise be unable to take 
their young children to enjoy this festive treat.

Thanks to a Lottery Community Fund grant 
awarded in March 2020 we will now be able to 
not only continue with the amazing work of our 
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Community House in Worthing but take this 
work out into the Arun area.

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

These activities will be run in conjunction 
with a number of partner organisations in the 
Felpham, Wick and Littlehampton areas, and 
also through resident steering groups which 
will help to direct the project. By working 
closely with the partners and the community 
our range of activities and services will bring 
people together helping to reduce isolation 
and loneliness.

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, and has helped to 
increase a number of people’s life chances.

Our development team have been busy for the 
year 2019/20 and completed 71 new homes, 
35 for affordable rent, 14 social rent and 22 
shared ownership homes; they also started the 
2020 financial year with 5 developments in 
contract which are expected to deliver 104 new 
homes during the year.



Our Community House in Dominion Road has had another successful and rewarding year with some 
of the outcomes noted below:
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people have received a qualification 
after attending education and training

people have attended job skils 
placements and/or training including:

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

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

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

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

people follow our Community House 
Facebook page. 

people have reported an 
understanding of the health benefits 
of engaging in exercise activities

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

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

Albion in the Community behaviour 
change and motivational workshops 
and 2 multi-skills workshops

53

59

45

30

48

108

3,500
98

67

119

Helping 
people 
to create 
sustainable 
futures… 
our vision 
brought 
to life!

Community House project

Our project has grown significantly and is far busier than ever before with people being recommended to 
the house by agencies such as the Citizens Advice Service and Turning Tides. 

As mentioned above we are now looking to make some changes to the work of the Community 
House including taking this work out into the Arun District areas to give all residents an opportunity 

to learn new skills, access any assistance they may need and improve life chances!



Spotlight on our Covid-19 work

Although the Covid-19 
pandemic only briefly touched 
the end of our last financial 
year it seems appropriate, 
given the changes it has made 
to so many people’s lives, to 
focus on the work we have 
been doing to not only help 
you our residents but to also 
assist those, such as the NHS 
and Worthing Council, during 
this strange time.
As we have over 10,000 customers the 
moment lockdown was announced we knew 
that a number of our residents would find 
themselves in a situation not of their own 
making and which would require more support 
than ever before!

We automatically set about calling nearly 
1,000 of our residents and continued to call 
them weekly, to ensure they are okay, have 
everything they needed and didn’t feel isolated.

Our financial inclusion team, coordinators 
and customer experience team have been 
working with those residents that have been 
furloughed or made redundant to help them 
with Universal Credit applications, setting up 
affordable rent payment plans, fuel vouchers 
and / or signposting to relevant agencies that 
can help with things such as mental health and 
ongoing food support. We also introduced 
a fund to help our affected residents should 
they encounter issues such as the breakdown 
of a kitchen appliance or emergency travel 
expenses.

Having secured £15k from our connection with 
the Community Fund we have been providing 
weekly food parcels to approximately 50 of 
our vulnerable residents, with spare parcels 
going to East Worthing Food Bank and 
Adur and Worthing Council to assist them in 
supplying food to people in need in the wider 
community.

When a plea from the A&E staff at Worthing 
Hospital, whose staff room TV had given 
up, came up on Facebook we decided to 
purchasing a new TV for them and put £600 
into the Supporting Frontline Staff fund to help 
purchase other items to show our gratitude and 
thanks for all of the work they are doing during 
this crisis.

A few of our colleagues are also assisting the 
council with their work to ensure those in need 
in the community get the help they need, in 
order to assist we have some who have taken 
roles as neighbourhood leads and others that 
have volunteered to assist the end user.
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An update on our ASB work

We have developed a 
‘Good Neighbour’ card as a 
result of a recommendation 
from the residents panel 
scrutiny review which 
residents can use to make 
their neighbours aware of 
incidents that may have 
caused a disturbance. 
These were enclosed with the Spring 2020 
newsletter and will be linked on our website. 
A new ASB section is also being developed on 
our website and when completed will include 
a toolkit giving advice about different types 
of ASB and how to report issues,  along with 
information about what action the resident can 
take themselves. We are planning on including 
regular articles in Home News around different 
aspects of ASB and recent successful cases.

The Neighbourhood Housing Officers 
continue to contact those experiencing ASB on 
a fortnightly basis (or as otherwise agreed) to 
provide support and give updates on the case. 
Feedback received from recent closed cases 
shows that this is having a positive impact helps 
to improve satisfaction with how cases are 
managed. We also changed how ASB cases are 
recorded on our Housing Management System 
to make it easier to see where a case has been 
opened and what action is being taken.

The customer portal has recently been 
launched and is starting to be rolled out to all 
residents, and this contains a section giving 
advice on ASB and also providing an ASB 
reporting form so you can report issues to us 
directly from the portal.

 



Spotlight on our digital champions

Everywhere you look these 
days you see www, @, or 
but what does it all mean?!
Well, that’s where our digital champions 
can play a part. The digital champions are 
volunteers who can help you get online for all 
sorts of reasons including:
•   Applying for a blue badge
•   Renewing library books
•   Applying for a bus pass
•   Applying for Universal Credit
•   To communicate and chat with friends
•   Or just for shopping 

And the covid-19 pandemic has shown just how 
important it is to be online these days as more 
companies use the internet to enable customer 
service to carry on when shops and offices 
cannot be open.

With the Worthing Homes office still closed 
to visitors and our website having a number of 
online resources to do things such as pay your 
rent, report a repair, report ASB or look up the 
details of your neighbourhood housing team 
along with the launch of our online portal we 
believe being online is the way forward.

Our digital champions attend selected venues 
in and around the Worthing area including the 
Lovett Hub, Pearsons Retreat and Clifton Court. 
The tasks undertaken vary depending on the 
needs of the resident. For example, one lady 
used to struggle to get into town two to three 
times a week to do her food shopping. She had 
to go so many times as there was only so much 
she could carry on her frame, and items such 
as milk and soap powder used to weigh her 
down. Then, after a few sessions with a digital 
champion that same resident is doing her 

shopping online and saving money! Best of all, 
it has given her the opportunity to meet new 
friends and neighbours as they often combine 
orders to make the delivery more worthwhile.

And then there are the many different methods 
of communication or sources of information 
which can open up a whole new world for 
you, including: 
•   Google •   Facebook
•   Whatsapp •   Twitter
•   Youtube •   Zoom
To name a few and all available if you are online.

It’s not for everyone, but we are here to help 
– just contact Ruth Pollard on 01903 703 198 
or email (if you have it!) rpollard@worthing-
homes.org.uk and our champions will be more 
than happy to help you. 
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What’s coming next?
Excellent customer experience

We are committed to providing our customers 
with an efficient and high quality service. We 
use the term “Customer” when we are talking 
about anyone that lives in a property owned 
or managed by Worthing Homes regardless of 
whether they are a tenant, leaseholder, shared 
owner, or licensee.

Our customers have told us that delivering 
an excellent customer experience is about 
listening and understanding the issue, providing 
timely, responsive services with integrity, 
keeping them informed of progress and we 
want to add our passion for excellence to this 
list. Over the last five years, we have been 
looking at the way in which our customers 
interact with us. Our customer service strategy 
ensures that the way in which we deliver 
services not only meets the needs of current 
customers but also meets the demands and 
expectations of future customers. We want to 
ensure that customer service is both implicit 
and explicit in all our activities moving forward.

Our objectives for 2020-2021 are to:

•   Invest in our customers, and deliver an 
excellent customer experience and services 
that are of value to them

•   Invest in our approach to resident 
involvement to ensure that the resident’s 
voice is heard and they are able to be as 
involved as they would like to be in helping 
shape and drive our services forward

Place shaping

It is really important to us that we work with 
you our customers and other key stakeholders 
in helping to shape and deliver thriving 
communities. In order to do this we realise that 
we cannot just work with our own customers 
but with everyone that lives in the wider 
community and local businesses also need 
to be a part of this. We have previously been 
successful in obtaining Lottery funding for one 
of our core projects – the Community House 
in East Worthing. We will be expanding this 
approach over the next 3 years into Felpham and 
Littlehampton in Arun again with Lottery funding.

As well as investing in your home and 
immediate neighbourhood, we will also be 
investing in new homes. Our aim is to look to 
provide 500 new homes over the next 5 years. 
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 objectives for 2020-2021 are to: 

•   Invest in your existing homes and immediate 
neighbourhoods through an active ‘asset 
management programme

•   Invest in the provision of new homes of all 
tenures, (social and affordable rented homes, 
intermediate rented homes, low-cost shared 
ownership, market rent, outright sale and 
older persons housing) for future generations 

•   Invest in our desire to contribute to 
combatting climate change by utilising 
new technology and sustainable 
materials wherever possible as part of our 
commitment to help reduce our carbon 
footprint and to make homes as energy 
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One team

We have been developing a culture of ‘One 
Team’ at Worthing Homes and there is more 
work that we need to do over the next 5 years 
to truly embed this culture in the business.

We will measure our success in achieving 
these through our regular colleague surveys. 
We believe that by developing this One 
Team approach, we will create a supportive, 
progressive environment to attract and 
retain highly skilled people who feel valued, 
motivated, share a sense of ownership of 
Worthing Homes’ vision and are proud to work 
for us. This also means that the full range of 
benefits that we offer as an employer needs to 
be kept updated; along with our commitment 
to invest in the development of our colleagues 
in order that they can deliver an excellent 
customer experience.

Our objectives for 2020-2021 are:

•   Invest in new technology to assist our 
colleagues to be as efficient as possible in 
delivering services and offering you greater 
choice in the way in which you access our 
services

•   Invest in a positive and flexible working 
environment, as well as developing and 
supporting our colleagues to continually 
improve the services that we deliver

Great business

In order for us to be able to deliver everything 
that we want to in this plan and the associated 
strategies, we need to have the right internal 
structures in place. This includes good 
governance; providing value for money; 
having a strong financial performance; great 
digital services and IT resources; highly 
skilled and motivated people and a flexible 
working environment. It also means keeping 
our reputation for delivering what we say we 
will with our customers, colleagues and other 
stakeholders and partners.

To us good governance means having a strong, 
dynamic and diverse board; a comprehensive 
internal framework that details our approach 
to risk and governance that gives assurance to 
our board and customers; having an open and 
transparent approach to the way in which we 
undertake our business.

Our objectives for 2020-2021 are:

•   Invest in trying to address homelessness by 
working with our local authority partners in 
the provision of temporary accommodation 
and with Turning Tides (previously known as 
Worthing Churches Homelessness Project) 
which is specifically aimed at single people, 
many of whom have been rough sleepers

What’s coming next? (continued)

We’re passionate about providing homes and enhancing lives!



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.


