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•    deliver an excellent customer experience and 
services that are of value to our residents.

•    listen and improve the way in which we 
respond to complaints.

•    encourage the development of block 
representatives as part of our resident 
involvement offer.

•    invest in our communities through our 
community development work – this 
investment goes beyond our social 
responsibility expectations and is one of our 
drivers to help us achieve our vision to help 
people create sustainable futures.

•    provide as many homes as possible across 
all tenures  (social and affordable rented 
homes, intermediate rented homes, low-cost 
shared ownership, market rent, outright sale 
and older persons housing). 

•    assist our local authority partners in the 
provision of temporary accommodation 
for those that present as homeless 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.

•    be a good landlord investing in our 
existing homes and neighbourhoods, 
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 
efficient as possible.

•    be as efficient as possible investing in new 
technology to assist our colleagues in 
delivering services and offering residents 
greater choice in the way in which they 
access our services.

•    work in partnership with other organisations 
to provide additional services to our 
residents i.e. care providers, or to improve 
the general community i.e. the police. 

The way in which we are going to 
meet our purpose, vision and values 
is  contained within our 4 key themes:

•    Excellent customer experience

•    Place shaping

•    One team

•    Great business

Since being formed twenty years ago in 1999, there has been a 
considerable journey for the business. We have added over 1,000 
homes to our portfolio and increased the services that we deliver. 
In addition to Worthing, we now have homes in the following local 
authority areas: Adur, Arun, Chichester and Brighton and Hove and 
are aiming on providing new homes in  Horsham too as part of our 
plans for the next 5 years. 

We are proud of our roots in the local community and continue to 
develop and support a range of community development activities 
such as the Community House and activities at the Lovett Hub 
including the award winning empty plate café. There are also 
numerous ways in which our residents can become involved and help 
us to improve our services from being a member of the Residents’ 
Panel to responding to ad hoc surveys. Due to the full introduction 
of Universal Credit we have been updating our systems and digital 
capability as well as investing in our inclusion and sustainability team 
to help give residents support during the changeover period. This has 
resulted in new ways of working being introduced that give greater 
flexibility in the way in which our residents can keep in contact with us.

The next five years will see further changes and challenges for us and 
our residents. In particular: the implications of the decision to leave 
the European Union; potential change of government; the impact 
of automation and how people use technology; increasing levels 
of homelessness and funding changes in the housing industry. We 
will approach these challenges as we always do – by working with 
our residents and colleagues across the organisation and other key 
partners to anticipate the impact on us all and to plan our responses 
accordingly. We will ensure that while change will and must happen, 
that we stay focused on our mission and values. 

Our values
Customer focus  People are at the heart of 
everything we do, and we remain focused 
on ensuring all customers are given excellent 
service.

Innovation  As an organisation we are forward 
thinking and continually looking for ways to 
improve, and new services to provide.

Respect  Everyone will be treated in a fair and 
considerate manner, with individuals views 
acknowledged.

Clear  We will ensure that we are open and 
honest in all that we do; and that all of our 
communications are understandable.

Accountability  We are dedicated to delivering 
on the promises that we make.

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. 

Our mission
 Enabling people to live in quality homes and 
thriving communities.

Our vision
Helping people create sustainable futures.

Who we are

Our Mission, Vision and Values 

Following the publication of the Housing Green paper in 2018 we worked with colleagues across the 
business, our Residents’ Panel and the board to review what matters most to us – our purpose as an 
organisation. It was agreed that we will:

Our Purpose



For the purpose of this theme, “customer” is defined as any tenant, leaseholder, shared owner, or 
licensee living in a property owned or managed by Worthing Homes.

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 way 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. 

Excellent customer experience

Our aim is to:

•    continue to provide excellent, 
consistent and reliable services to all 
our customers;

•    engage 50% of our customers through 
our Customer App and web portal 
self-service options by March 2022;

•    deliver the agreed service standards 
under Your Services; Your Home and 
Your Tenancy through our ‘Customer 
Promise’;

•    improve our methods of obtaining 
customer feedback;

•    work with residents in addressing the 
issues of ‘stigma’ that were identified 
through the survey responses on the 
green paper.

We will measure our success by monitoring the 
following key performance or business indicators 
which are reported to the board and resident panel 
quarterly and published on our website.

Excellent customer 
experience

Overall customer satisfaction with 
Worthing Homes as landlord

Satisfied with most recent repair

% of emergencies responded to 
within 24 hours

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

Satisfaction with major repairs / 
planned maintenance? 

Number of residents using online 
services

Satisfaction with ASB handling

Satisfaction with ASB outcome

Target 
2018/19

 
91%

97%

 
100%

 
8 days

 
98%

 
1250

83%

79%



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. However, we also need to actively 
manage our assets. So we will look at:

•    changing to affordable or market rents, shared ownership or outright sale where this is appropriate 
to do so, e.g. where we need to create more of a mixed community;

•    disposing of properties that are no longer economical to repair and the funds from the sales can 
be reinvested for more housing provision.

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 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.

Place shaping

Our aim is to:

•    enhance our community development 
activities – through the extension of 
the projects at Community House and 
Lovett Hub;

•    continue to invest in our existing homes  
(£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.

We will measure our success by monitoring the 
following key performance or business indicators 
which are reported to the board and resident panel 
quarterly and published on our website.

 
Place shaping

New homes built as % of homes 
owned

% of residents very or fairly 
satisfied with quality of new home 
(new build only)

Average re-let time in days 
(standard re-lets)

% empty home rent loss 

Gas servicing - overall % of 
properties witha  valid gas 
certificate

Target 
2018/19

 
2.4%

 
 

98%

 
20 days

0.5%

 
 

100%



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. 100% of colleagues that 
responded are committed to Worthing Homes, 99% understand what we are aiming to achieve, 
98% felt motivated to help us succeed in achieving our aims and aspirations.

One Team

Our aim is to:

•    maintain the level of engagement from 
colleagues across the organisation;

•    invest in our employees and continue 
to make Worthing Homes a place 
where people want to work;

•    continue to invest in training to enable 
our people to develop and keep 
their skills and knowledge up to date 
to deliver excellent servicesdeliver 
the actions identified in our Fairness 
Strategy.

We will measure our success by monitoring the 
following key performance or business indicators 
which are reported to the board and resident panel 
quarterly and published on our website.

 
One Team

% of staff satisfied with the 
organisation as an employer

% staff turnover - voluntary

Average number of working days 
lost to sickness absence 
per employee

Target 
2018/19

 
89%

10%

 
 

7.6 days



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. 

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 organisations 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.

Great business

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;

•    maintain upper quartile performance 
in our regulator’s ratings;

•    to provide clearer information on 
our performance for our residents – 
including benchmarking and costs;

•    establish a subsidiary to undertake 
more commercial activity.

We will measure our success by monitoring the 
following key performance or business indicators 
which are reported to the board and resident panel 
quarterly and published on our website.

 
Great business

% rent arrears net of Housing 
Benefit

% rent collection

Operating margin on rental 
activities

Annual net surplus on rental 
activities

Interest cover

Maximum number of unsold 
developed properties

Social housing costs per unit

Major repairs cost per unit

Management and maintenance 
cost per unit

Target 
2018/19

 
3.6%

99%

 
40%

 
£3.5 million

150%

 
20

£2,992*

£685

 
£2,307

* top quartile performance with regulator of social housing.



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.


