Value for Money Summary
2020 – 2021

About us
Founded in March 1999 Worthing Homes Limited is an independent social
business working with local people and partners.
As a locally focussed housing association, with 3,921 homes in the Sussex
coastal area, we offer social, affordable and intermediate rented housing as
well as shared ownership and market sale homes.
We believe that good quality affordable housing is the foundation required
for so many other things that we all depend on but may take for granted
– security, education, health, work and support networks. It’s much more
than bricks and mortar – it’s about people, communities and opportunities
– and this is reflected in our mission, vision and values.
We promote involvement and fairness and are committed to providing
real opportunities for our customers, the wider community and our
colleagues. We believe our customers help us to make better decisions
about our business. Our community development strategy includes our
residents’ panel, consultations and surveys, resident board membership,
opportunities for volunteering, skills development, supported housing
forums, and fun days. Of our 10 board members 2 come from our
customer base, all members are appointed for two terms of 3 years

Our approach to value for money
We aim to achieve better value for money in everything
we do by providing excellent services for people living
in our homes and utilising our assets effectively to build
more affordable housing for new customers.
2

Our performance for the year
Our full financial reports are available to read at www.worthing-homes/about-us/our-finances

£115k
£7.8

MILLION

We successfully launched our customer portal, with
959 customers using the portal by the year-end. This
unlocks the potential for customers who can self-serve
to access their information, rent accounts and job
tickets much quicker and more simply.

We set up a hardship fund to help those that were
struggling with things such as replacing broken white
goods or money for food or utilities. During the financial
year we spent £33,701 helping 214 people with funding.
The hardship fund continues to this day.

We invested £115k on improving some of the internal
communal areas in our blocks of flats and resurfacing
some car park areas / garage compounds.

An extra 42 residents were issued with vouchers to help
with fuel costs (gas and electric)

We invested £390k in fire safety works and £600k on
our electrical testing catch-up programme to further
improve the safety of our customers in their homes.

£15k

In line with being a community based organisation, we
also helped our suppliers by paying all invoices within a
week, rather than waiting for the invoice due date.

We invested £7.8million in new homes under
construction, with 51 new homes completed during the
year, and a further 125 in progress at the year-end.

We secured £15,000 of funding from the Lottery’s
Reaching Communities Fund which was used to
purchase and send out over 800 food parcels to
residents who were shielding.

@

We have also invested in an E-Tendering system which
will allow us to tender our high value requirements in
compliance with the Public Contract Regulations and
also an additional, simplified process to manage tenders
and quotations in accordance with our Standing Orders.

Covid 19
With the pandemic affecting a number of our residents with furlough and
redundancy our financial inclusion team found they were helping more
people who were having to claim Universal Credit for the very first time:
•

dealt with 702 referrals

•

sent 327 Universal credit texts

•

completed 293 phone appointments

•

carried out 155 affordability assessments

This work gained £93,963 between 28 residents

As a part of our wider community work we purchased a TV for
the A&E staff at the local hospital as well as donating £600 to a
fund set up to help them purchase essentials, whilst a group of
colleagues gave the staff outside space a makeover as this was
the only place they could escape to without wearing full PPE.
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Our Community House helped people in need in the
following ways last year:
•

Produced and supplied 56 family Christmas
hampers. This meant that 88 adults and 154
children got to enjoy a Christmas that they
might otherwise not have been able to. Of
those 154 children, 122 received a Christmas
gift from us too courtesy of our link up with
More Radio.

•

Issued 46 food parcels to families or individuals
in need.

•

There have been 14 referrals made to Worthing
Food bank.

•

Issued 9 fuel vouchers for families in need and
made 2 referrals to C.A.B. for further help.

•

From the end of February 2021, the number
of visitors has been logged daily, with an
average of 33 people using this service
each day.

•

Given out a magic bag containing 10 basic
store cupboard items. This was started on
15 February, initially for a four week period,
however they have proved to be very popular,
so we extended this until 30 April 2021. To
date 120 Magic Bags have been given out.

•

We took delivery of 40 slow cookers to
distribute in the community in a link up with
food pioneers and Worthing Borough Council.

•

With the world starting to get back to some
kind of normality we have started to advertise
virtual college courses. So far we have had
4 people sign up for Food and Hygiene level
2. All of these individuals are volunteering at
Worthing Soup Kitchen. A further 4 individuals
have requested further information.

Overall our community development activities generated £8million of
social value this year (based on the HACT social value calculator).
This gives a ratio of £1 spent yielding £33.35 of social value.

Service delivery outcomes
We measure success against our objectives with the following corporate
plan targets, which are reviewed by the board and resident scrutiny
committee quarterly, the 2020/21 results are:
Actual
2021

Target
2021

Overall customer satisfaction with Worthing Homes
as landlord

84%

91%

Likely to recommend to family and/or friends (this is
known as net promoter score)

+52

+47

% of customers that feel they are treated
with respect

84%

84%

Satisfaction that your views are being listened to and
acted upon

69%

73%

Satisfied with most recent repair

88%

95%

% of emergency repairs attended to within 24 hours

100%

100%

Number of days to complete the repair (enter
end times)

16 Days

8 Days

Satisfaction with major repairs/planned
maintenance

90%

98%

Satisfaction with antisocial behaviour case handling

75%

86%

Satisfaction with neighbourhood as place to live

72%

80%

Our value for money metrics are shown below. The reinvestment % and
new supply were lower than budgeted due to sites being closed or delayed
during COVID-19 lockdown.
The costs were lower than budgeted, and accordingly the operating margin
higher than budgeted, again because COVID-19 lockdowns meant that
less repairs were carried out and some planned works were postponed.
In our performance target setting we consider our performance against
the PlaceShapers housing association members (which tend to have a
higher performance than overall sector averages). Our performance against
PlaceShapers averages is:
Worthing PlaceShapers
median
Homes
2021
2020
Reinvestment %

4.0%

8.0%

New supply delivered % (social housing units)

1.3%

1.7%

Gearing % (net debt/carrying value of
housing properties)

58%

44.6%

EBITDA interest cover % (earnings before
interest, tax, depreciation, amortisation, major
repairs included)

225%

184%

Social housing costs per unit

£2,815

£3,518

Operating margin (social housing lettings
only)

42%

26.1%

Operating margin (overall)

39%

25.3%

Return on capital employed (ROCE)

4.7%

3.7%

Future plans
Our five year plan was written following extensive
consultations with customers, colleagues and the
board around what they wanted Worthing Homes
to be in 2025 and covers many of the themes in the
social housing white paper.
A number of common themes
emerged from the consultations
which are incorporated into the
following six areas:
•

Customer focus

•

Resident involvement and
community development

•

Asset management

•

Sustainability

•

IT systems

•

Working environment

In addition, 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

•

Tackling climate change and
reducing our carbon footprint

•

Modernising our IT software

Since setting these projects it became clear during 2020 that transforming
the customer experience and modernising our IT software were completely
linked and so we are now looking at our first bold project being ‘Digital
transformation of the customer experience’.
The chair of the Residents’ Panel has been invited to be part of the core
project team and progress will be reported to the Residents’ Panel and the
board over the next 12 months. We are hoping that new systems will be
live April 2022.
If you think Worthing Homes can do even more to increase value for money,
please email your ideas to: governance@worthing-homes.org.uk

Davison House, North Street, Worthing, West Sussex BN11 1ER
T: 01903 703 100 E: info@worthing-homes.org.uk www.worthing-homes.org.uk

Please contact customer services if you would like this report in braille, large print, audio version
or in another language. Calls may be recorded for training and monitoring purposes and to improve
our services. This document is also available to download from our website.

