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Our commitment – what you can expect
We are committed to achieving high levels of customer 
satisfaction. We aim to deliver services promptly, 
professionally and tailored to your needs. We aim to 
give the same level of service whether you enquire by 
telephone, letter, email, web enquiry or face to face. 

We are committed to offering a modern service with 
accurate information. We learn from our customers, 
we apologise where we have made a mistake and 
continuously improve our services.

We have developed a range of service standards so that 
you are aware of the level of service you can expect to 
receive; and for you to measure our service against. 

To ensure we meet our commitments we carry out 
checks such as mystery shopping, complaints and 
compliments monitoring and spot checks. 

Our contractors work to a code of conduct which 
we monitor. A copy of the  code is available from our 
website, reception, or from your housing officer.

We are fully committed to co regulation – it makes 
sense providing our residents with the services they 
want, the way they want them.

To find out more please read this report or visit 
‘standards and commitments’ on our website or ask a 
member of staff for details.

Our vibrant, community-
based social business provides 
quality homes and services to 
people living in the South East 
where there is high demand 
and too few homes. 

Managing over 3,300 homes 
and employing more than  
90 staff, we are working to the 
principle that we are ‘more 
than just a landlord’, and our 
residents are firmly at the 
heart of everything we do.
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Welcome to our second annual report for our 
residents.

The report will tell you about the work we have been 
doing over the last year, particularly what we have 
achieved against the Tenant Services Authority (TSA)  
regulatory framework for social housing. 

As you know there have been many changes to 
regulation and the organisations that carry out 
regulatory functions in many areas of service delivery. 
The housing regulator, the TSA has been affected by 
these changes and will cease to exist as a separate 
body next year. From 1 April 2012 the TSA will become 
part of the Homes and Communities Agency, the body 
that oversees the investment part of housing. They 
will continue to regulate financial viability to ensure 
that housing providers are financially strong.

The good news is that the regulation developed by 
the TSA is here to stay. Consumer regulation or co 
regulation as we have come to know this will remain 
with landlords and their tenants. And we have been 
doing a lot of work on this over the last year to 
develop a scrutiny framework where residents can 
get involved to shape services and priorities and drive 
improvement. In this report you will find information 
on this work. 

I can hardly believe it has been a year 
since the last report, but a great deal 
has happened.
 
Last year I was elected vice chair of 
the board having been on Worthing 
Homes board since 2002, and an 
involved resident for many more 
years. So I am delighted to see the 
development of our resident scrutiny 
work. We have a great group of keen 
and committed residents to take our 
resident involvement work to the 
next level to ensure we continue to 
receive the excellent services we are 
used to.
 
I believe the Resident Scrutiny 
Committee will perform an essential 
function in the future of Worthing 
Homes. I look forward to reading it 
and the board acting on its reports.
 

Bernard Notley
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Complaints  
resolved on time

89%

What we said we would do
In our report to you last year we told you some of the things we 
planned to do. We have now completed most of our work on 
service standards and there is more about this in the next section. 
Following on from this work we have also developed new processes 
to allow us to measure how we are doing against these standards. 

The introduction of resident scrutiny to look at customer service 
delivery has allowed us to look at things differently. The board 
has recognised the role of residents and agreed to change their 
meeting structure and cycle from next year. They will continue to 
monitor all of the key business performance and financial issues 
but will be looking to the resident scrutiny committee to look at 
service delivery and to report to them on this. 

When we planned our service standards we included two service 
standards that we have not completed. The first, partnership 
working has been set aside due to the huge number of changes in 
the delivery of public and voluntary sector services. We hope to 
work on this in the future.

The second was a standard covering Governance, or the work of 
the board of Worthing Homes. This again was not completed as we 
were undergoing a huge amount of change to accommodate the 
new processes involving our residents. 

You said...
‘Repairs should be offered outside normal working hours’
We will offer appointments outside normal working hours for 
residents that work. 

We currently only offer an out of hours emergency repair service, 
however many of our contractors are flexible and will, when 
required, carry out repairs or gas servicing outside of normal 
working hours.
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You would like...
‘to see a code of conduct for contractors’
We will produce a simplified code of conduct and issue it  
for every repair job. 

We have started working on this and will have the code of  
conduct in place by January 2012

You also told us you...
‘would like input when WH appoints contractors’
We will invite residents to assist us in selecting contractors  
for long-term works. 

This is now happening. We had residents on the panel for the 
selection of gas contractors and electrical maintenance.

You told us you...  
‘didn’t understand your rent statement’  
We have been looking at other organisations statements to find  
the best and will be changing our statement by March 2012. 

You said you wanted...  
‘to access your rent account online’
This is a big task but work is underway to make it happen.  
We will publish more details as the project progresses. 

You said...  
‘you needed more information’ 
We have improved Home News, reviewed a number of our 
booklets and have a timetable to reissue 12 more booklets  
by the end of March 2012.

Anti social behaviour
We have reviewed our processes and published the timescale  
we work to so you will know how quickly we will respond to  
your calls.
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What we have achieved

Service standards
Within each of the six TSA standards we have developed our own 
service standards. These are:

Tenant involvement and empowerment
• Customer contact service standard 
• Complaints standards
• Resident involvement standards 
• Equality and diversity standards

Home
• Repair standards – the ‘little’ jobs
• Major work standards – the ‘bigger’ jobs
• Empty home standards
• New home standards

Tenancy
• Lettings and tenure standards
• Rent and other income standards
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Neighbourhood and community
• Neighbourhood management standards
• Anti social behaviour standards

Value for money 
• Value for money standards

Governance and fi nancial viability

We have also developed standards for other areas of our work 
not covered by the TSA’s six standards. 
• Home owners standards
• RedAssure service standards
• Supported housing standards
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Resident scrutiny
The TSA standards place a strong emphasis on landlords involving 
their residents to shape local delivery to local priorities and 
scrutinise performance. Many of you got involved in helping us 
to develop our new customer service standards. The reason we 
developed these new standards was to allow residents to check 
how well we are delivering our services to you and discover where 
we need to make improvements. 

The next stage in this work was to form a resident scrutiny 
committee to work with us to develop a system of co-regulation 
at Worthing Homes. We invited interested residents to a meeting 
to consider how they would like our scrutiny framework to look 
and help us develop a scrutiny process to ensure effective resident 
involvement. 

This is a big task so these residents requested some training to 
better understand what was being asked of them. After two 
training sessions the group agreed to establish a shadow Resident 
Scrutiny Committee and held their first meeting in August.  
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Positive feedback:

Reactive  

maintenance 

96%
Planned  

maintenance 

97%

Scrutiny is all about getting an independent view of services 
from residents in order to advise our board. Over the next year 
the Shadow Scrutiny Committee will examine services provided 
to residents. The committee will continually review and improve 
services and assess performance against Worthing Homes service 
standards to ensure that residents receive the highest service.

To do this effectively the commitee will continue to receive 
training and support. They will be talking to both residents and 
staff and reporting back to you in the next annual report to ensure 
accountability to you, the resident.

It is planned that a formal Resident Scrutiny  
Committee will be in place by mid 2012 once the  
shadow committee has agreed the recruitment  
process. 
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Service reviews 
Alongside all of this work we have also been carrying out reviews of 
some of our services, including:
• We have reviewed our resident involvement team and made 

changes to allow us to support the new resident scrutiny work 
and involve even more residents.

• Over the last year we have seen the Equality Act 2010 come 
into force. So we have completely reviewed our work in this 
area and developed a new Single Equality Scheme and an 
Equality and diversity service standard.

• Our asset management team have undertaken a process 
mapping exercise in order to streamline the services they 
provide to you. 

• Our gas servicing contract was reviewed and residents were 
involved in selecting a new contractor for this very important 
service. 

Plans for the coming year
In the coming year we will be developing a new approach to 
customer service and all staff will be working on this to ensure 
when you contact us you continue to receive excellent services. 

The first service area to be reviewed by our Shadow Resident 
Scrutiny Committee is lettings and tenure. They will present 
their findings to the board and make suggestions on how we can 
improve this service for residents present and future.  
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It’s not just about regulation, in the last year we have also been: 
Working in the community 
We demonstrate our commitment to the neighbourhoods in which 
we work through resident involvement, community development 
and direct investment in community led projects. 

Over the year we have worked with seven different community 
projects involving residents and other local partners. One of these 
projects achieved over £100,000 funding to regenerate a park area  
in the centre of Durrington. The community house in East Worthing 
has completed it’s second year of a five year grant of £420,000 by 
the Big Lottery Fund.

We have also played a part in events such as the Durrington Festival, 
Broadwater Carnival, and the Worthing International Birdman.

Image – BMX track day

Emergency repairs 
completed within target

99.6%
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Growing
It has been a very busy year at Worthing Homes not only have we 
been adapting to the changes affecting all housing providers but 
we have been growing. We have also developed plans to grow 
further over the next three years following our successful bid with 
the Homes and Communities Agency. 

In June 2010 we accepted the transfer of 157 properties from Moat 
Housing association and started work on ensuring they receive the 
high level of service you as a resident of Worthing Homes have 
come to expect.

These properties are in need of considerable works so we put in 
place special management arrangements to tell these new residents 
about the services we provide and consult them on the plans we 
have for their homes and the programme of works.

We have three development schemes underway: Hampton Place 
in Wick which will provide 20 homes, Columbia Drive, Durrington 
(the old St. Barnabas hospice site) which will provide 51 new homes 
when completed in 2013, and Blakes Mead in Felpham.  

Blakes Mead is our largest single development and will provide 209 
homes over the next two to three years. The properties are being 
completed and let in phases with the first 36 homes having been let 
already. 75 more new homes will be ready early 2012.

Gas services completed99.6%
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Rescuing 
Since June 2010 we have been supporting the mortgage rescue 
scheme which helps households who could otherwise face 
repossession. Since then we have helped 10 families remain in their 
own home, with a further two rescues due to be completed soon.  

Refinancing
We are committed to building new homes and we need loans to 
finance this. We have a loan from Lloyds bank which covers sites 
currently being built, but we need new funding for our future 
schemes. We are in the process of obtaining new funding with  
a bank loan from Royal Bank of Scotland and also a bond issue  
by The Housing Finance Corporation. These new funders will 
provide the money to enable us to build new homes over the  
next five years. 

Relishing 
In September 2010 we completed phase 1 of our Relish™ (Residents 
4 Low Impact Sustainable Homes) initiative, where we assisted our 
‘Relish’ residents to understand how to reduce energy bills and 
improve the efficiency and warmth of their homes. Some excellent 
results were achieved, with families reducing their fuel bills by 
20%. These principles are being extended to more homes during 
2011/12. A Relish™ show flat has been completed and will be used 
as a training hub for residents’. Our Relish™ website www.relish.org 
provides more information including the 12 month report.

Reassuring
In 2011 RedAssure, the telecare wing of Worthing Homes celebrated 
it’s 25th anniversary. During this time RedAssure (formerly Worthing 
Careline) has provided assistive technology, along with valuable 
signposting, to over 12,000 customers living both in the wider 
community and our sheltered homes. 

The service today looks very different to that of 25 years ago, many 
customers have a variety of sensors which work alongside their red 
button alarms to provide support, reassurance and peace of mind.
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A few facts and fi gures

£13.7m

£1.7m
Turnover

286 246 89 58 25

Sheltered 
accommodation

Leaseholders Intermediate 
rent

Shared 
ownership

Key worker

Total number of homes: 3,308, including...

Included in our turnover of £13.7 million
was £1.1 million raised through other 
activities including:
Key worker lettings £147,000
Intermediate rent lettings £516,000
RedAssure telecare service £370,000

surplus to spend on  
      new homes and 
                      services
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Total raised through 
grant applications 
for community initiatives

Total number of 
new/acquired homes

246

Grant received for new 
homes £12.3m
Grant received for new 

Outstanding rent arrears

£213,000

Investment in existing 
homes £2.1m

£196,000

*All fi gures as at 31 March 2011
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Please contact Corporate Services if you 
would like this report in Braille, large print, 
audio version or in another language.

Telephone 01903 703 100 or  
email corpservices@worthing-homes.org.uk

This document is also available to  
download in this format from our website, 
www.worthinghomes.org.uk

London and S. East Awards 2010
Legacy (Sustainability) Award
NATIONAL AWARDS 2007
Client of the Year

CONSTRUCTING
EXCELLENCE
in the built environment
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