WELCOME
This report will tell you about the work we have been doing
over the last year. We have presented this as a calendar which
we hope you will find useful as well as telling you what we
have achieved against our service standards.
First we would like to tell you a few facts and figures.

Our total turnover
(income) was almost
£15million; most of this
money comes from the
rent you pay.

Relish (Residents 4 Low
Impact Sustainable
Homes) continues to
go from strength to
strength. Go to www.
relish.org for more
information.

We have continued to grow and build
new homes which meant by 31 March
2012 we owned or managed a total
of 3,413 homes; and we plan to carry
on building new homes. So in 2011 we
arranged new loans totalling £25 million
to pay for the new homes we will build
over the next 3 years.

Alongside all of this we have been
working on our customer service
delivery as we know how important
this is to you.
So please read on and find out
more about what we have been
doing over the last year and I am
sure you will agree it has been a
highly successful year.

We have established a Resident Scrutiny Committee
to review our service delivery and help us
continually improve. The committee reports
directly to the Worthing Homes board.
This report was reviewed by our involved residents,
including the Resident Scrutiny committee and
residents panel at the annual review conference
on 13 September 2012, it has been awarded the
resident approved stamp.
www.worthing-homes.org.uk

Resident involvement
Resident involvement offers you the
opportunity to tell us what you want
out of the services we provide and for
the communities that you live in and for
us to let you know what we can do to help.
Equality and diversity is at the heart of all our
activities and we welcome involvement from
all sections of the community. We will make
it easy for you to get involved by helping with
reasonable childcare costs, travelling expenses,
training and stationery.

We supported 8 projects
in 2011/12 including one
group of residents who
raised £105,000 in grants
to refurbish and improve
a play area.

The annual fun day is a key event in
the resident involvement calendar.
Residents play a vital part in the
preparation as well as helping out
on the day. We welcome input from
everyone, whatever your skills may be
and however much time you are able
to give. This is an excellent opportunity
to meet new people, gain new skills and
give something back to the community.

269 people attended and joined in
with activities such as tug of war and
jousting. 11 resident volunteers helped
with the preparations and 25 other
agencies came along to make the day
a huge success.

OCTOBER 2012
The Community House is a big lottery funded
project based at 25 Dominion Road, Worthing.
It is run by paid staff together with volunteers
and offers opportunities for all ages.
A range of activities are run at the house from coffee
mornings to after school activities and help with
education and training.
For further details on the activities on offer please
contact The Community House on 01903 215 799.
Open 5 days a week from 10am to 5pm.

6,160 people used The
Community House in
2011/12 for everything
from children’s craft
sessions, ‘Young at
Heart’ older persons
group to job clubs and
signposting and support
to other agencies.
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British Summer
Time ends

Community projects
We support initiatives that benefit local communities
and neighbourhoods. We are keen to hear from you
if you have an idea for a project. We will be happy
to help by giving you advice, helping you to set up
a committee and seek funding to get the project
off the ground.
www.worthing-homes.org.uk

Our Resident Approved
Stamp Group reviews
the publications that
we produce for other
residents. Once we have
received feedback from
the group the document
will be stamped with
our Resident Approved
Stamp logo.

The Resource Centre is located in
the grounds of our offices in Davison
House. It is a hub of activity, providing a
place where people can meet, learn new
skills, socialise and gain information. The
Resource Centre is all on ground level
and is accessible for wheel chair users.

The Supported Housing
Discussion Group is
a regular meeting of
residents who live in
one of our 7 supported
housing schemes.
Residents are encouraged
to attend meetings and
lets us have their views.

Since April 2011 there have been:
Adult and Community Learning –
96 registered students
IT drop in – 99 registered students
1:1 Counselling – 1-2 clients per week
Impact Workability – 3-4 per week

The Resident Approved
Stamp Group formed
in September 2011
and have looked at
4 documents over
the last year.

11 residents completed
tendering training and
will be involved in the
tendering process for
the coming year.

NOVEMBER
2012
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The Residents’ Panel meet every
3 months and they are consulted
regularly in order to contribute to
the development of best practice,
performance and the continuous
improvement of Worthing Homes.
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Since April 2011 the panel has:
• Influenced the Resident Involvement Service
Standard.
• Consulted on the Single Equality Scheme,
new policy and service standard.
• Made recommendations with regards to the
gritting of pavements for the elderly/vulnerable
residents in winter.
• Helped to shape the contractors code of conduct.

Resident involvement
The last year has been
a very busy one for
resident scrutiny.
I was delighted to be
asked to be chair of
the Resident Scrutiny
Committee and thank
all of those residents
who have worked with
me alongside staff
from Worthing Homes
to understand what
scrutiny means and
develop a scrutiny
process that works for
us. We will continue
with our work over the
next year to ensure that
the high level of service
we have come to expect
is maintained.
Ginny Hewlett, chair,
Resident Scrutiny
Committee

The shadow Resident Scrutiny Committee was formed
in August last year. They drew up an action of all the
work they needed to do including developing a terms
of reference to ensure the committee was properly
constituted with formal roles. The job of the resident
scrutiny committee is to ensure that services provided
to residents achieve the standards agreed.
Every 3 months we review the performance of all
the services provided to residents and report our
views back to the Worthing Homes board. We also
undertook our first scrutiny of the lettings service.
The outcome of this was a new home information
pack which will further improve the service to
new tenants.
In January the shadow committee worked with the
resident’s panel to agree how we should appoint
the final committee and 3 residents were involved
in the interviews. This work was completed with the
appointment of 8 residents to the Resident Scrutiny
Committee in March 2012.

www.worthing-homes.org.uk

The neighbourhood and community standard states we must:
• Ensure our neighbourhoods are clean and safe.
• Work with others to help improve life chances.
• Work with others to help prevent and tackle anti-social behaviour.
Our service standards promise that:
• We will create regular opportunities to contact your neighbourhood housing officer in your
area through drop-in sessions and neighbourhood walkabouts, and if your neighbourhood
housing officer moves or is replaced we will let you know.
• We will inspect all neighbourhoods quarterly, this includes monitoring communal areas –
64 neighbourhood inspections were carried out.
• We will hold regular neighbourhood walkabouts, and publish our programme of walkabouts
to encourage local residents to take an active part alongside other agencies - 13 walk and talk
events were carried out. The most common problem by far is dumped rubbish.

We work with a whole range of organisations to make
sure our neighbourhoods are safe, pleasant places to
live. This includes working in partnership with local
councils, the police, voluntary organisations and more.
We give financial support to a number of organisation
that we know you or your children could benefit from:
• £2,000 – West Sussex Mediation Service – helping
to resolve neighbour disputes.
• £10,000 – Worthing and Adur Anti-Social Behaviour
Project – helping to prevent and tackle anti-social
behaviour.
• £3,000 – Supporting educational materials for
Durrington High School – covering: anti-social
behaviour, staying safe, domestic abuse, social
networking and money matters.

In 2011-12, 50% felt the level of
satisfaction was good, 22% excellent
and 14% fair 14% poor. Levels
of satisfaction are monitored.
Dissatisfied responses are followed up
by the Neighbourhood Manager (NM).
The NM will review the case to ensure
we have done everything we can to
resolve the complaint and where
necessary re-open the case for further
investigation. The 2 cases that felt
the level of service was poor remain
closed.

Of 162 ASB reports:
42% noise nuisance; 24% multiple
causes; 9% verbal abuse/intimidation/
harassment/threatening behaviour.

Rubbish/fly-tipping costs us a small
fortune to remove. So please, if you
spot someone dumping rubbish, let
us know straight away. If we can prove
it was them, we can charge them for
moving it.

We have served 8 Notices of Seeking
Possession, obtained 8 ASB injunctions
and 1 outright possession order and
evicted 5 residents for ASB (3 of which
were starter tenancies).

Anti-social behaviour (ASB)
Our service standard promises that:
• We will have a duty housing officer available between 9am and 5pm
everyday – 100%.
• We will respond to all reports of ASB and advise on the response times you.
can expect; in an emergency we will respond the same day – we received 162
reports of ASB and we responded to these within in our publicised response
times – 100%.
• We will give advice at the first point of contact – 100% of complainants/victim’s
received advice at first point of contact.
• We will agree a plan of action with victims and witnesses and ensure they are
kept informed of what is happening to resolve and close the case – action plans
were agreed with 100% of complainants/victim’s.

DECEMBER 2012
We signed up to the new Respect – ASB Charter for Housing on
20 June 2012 to reaffirm our commitment to provide a high quality
ASB service. The sector-owned Respect – ASB Charter for Housing
replaces the Respect Standard for Housing Management. The Respect – ASB
Charter for Housing is voluntary for landlords to adopt and is built around 7 core
commitments which are outcome- focused. In signing up to the charter we are
making a commitment to providing high quality ASB services to deal with and
prevent anti-social behaviour and create a society of respect.
The 7 commitments are:
• demonstrating leadership and strategic commitment;
• providing an accessible and accountable service;
• taking swift action to protect communities;
• adopting a supportive approach to working with victims and witnesses;
• encouraging individual and community responsibility;
• having a clear focus on prevention and early intervention;
• ensuring a value for money approach is embedded in the service.
For more information go to www.cih.org
Over the next year we will:
• Carry out a risk of harm assessment where appropriate to do so.
• Hold a focus group once a year.
• Publicise successful outcomes.
To report antisocial behaviour, speak to your Neighbourhood Housing Officer or
Support Co-ordinator (if you live in sheltered housing). We will agree an action plan
of what we can do to help. If necessary, we will involve other organisations such as
the police or environmental health.
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We have started to improve the feedback by
telephoning those that have not returned their
feedback form following case closure. We have also
added a report to monitor cases to ensure these are
reviewed regularly and closed when the matter is
resolved or inactive.

www.worthing-homes.org.uk

greenspace

Greenspace
There are over 120 sites where we
maintain the grass, hedges, shrub/
perennial borders and over 1,700
trees. Included within these sites
are 7 equipped playgrounds and
a number of open spaces provided
for the local community.

The Greenspace team maintain the gardens
around blocks of flats and all the green spaces
owned by Worthing Homes.

JANUARY 2013
Our promise to you is to:
• Cut the grass 16 times a year.
• Remove litter.
• Weed borders on a monthly basis.
• Prune shrubs in their appropriate season.
• Trim hedges once a year between July
and September.
• Attend to trees as required.
• Inspect play areas and carry out necessary repairs.
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Greenspace have carried out landscape improvements
to existing shrub borders and planted new trees at
Fontwell Drive, Chestnut Court, Brougham Road,
Chiltern Crescent open space and Queen Street
open space.
This year saw the refurbishment of Maybridge Square
playground and the enhancement of the Chiltern
Crescent playground (Blue Park). With over £100,000
obtained by Parklife community group from various
funding bodies including The National Lottery, Virador,
the YOF fund, coupled with over £20,000 supplied by
Worthing Homes.
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Of the 2,000 operations checked,
Greenspace achieved the required
standards 100% of the time for grass
and hedge cutting, with an overall
score of 99.3% of our work meeting
the required standards.
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Over 50 trees were
maintained by external
contractors and our
in-house team during
the winter period.
www.worthing-homes.org.uk

FEBRUARY 2013
We send our HomeNews quarterly
newsletter to home owners upon
request – if you would like a copy
please contact the Sales and
Leasehold Adviser.

Homeowners
As at 31 March 2012 we had 246 leaseholders and 57 shared ownership.
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Our service standard promises that:
• We will hold an annual Leaseholders’ Forum – this was held in March 2011 –
we consulted with you on the service standard and obtained feedback
to help us improve our service delivery.
• If you apply to buy your home we will send you an application pack within
5 working days and process your application within the legal timescales –
15 applications were sent within target – 100%.
• If you are a shared owner and want to sell your home we will give you
information and tell you about any costs or fees you may have to pay within
5 working days. We will arrange for a valuer to contact you to value your home
within 5 working days of receiving your valuation payment, and help you find
a buyer within the timescales set out in your lease – information was given
to 2 shared owners and 3 valuations were arranged following payment within
target – 100%.
• If you tell us you want to decrease or increase the share of your shared
ownership property, we will give you information and tell you about any costs
or fees you may have to pay within 5 working and complete the application
process in line with legal timescales – 4 shared owners were given information
about increasing/decreasing their share within target – 100%.

www.worthing-homes.org.uk

MARCH
2013
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We let 285 properties this year:
• 113 were general needs properties
• 31 were supported housing properties
• 13 were intermediate rent
• 128 were new build (23 general needs,
82 affordable rent and 23 intermediate rent)
Our average re-let time for lettable vacant
dwellings (empty homes) is 25 days.
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Tenants are not allowed to sub-let their homes –
this means our tenants are not allowed to move
out and charge someone else rent to live there.
They are making money from our properties and
stopping us giving them to people in real need.

Empty homes/lettings and tenure
The tenancy standard says:
• We must let our homes fairly and efficiently.
• Charge rents in line with government guidelines.
• Support residents to maintain their tenancies.
Our service standard promises that:
• We will offer you an on-line housing benefit check to tell you the approximate amount
you have to pay if you get benefit, and help you complete a housing benefit application –
we helped complete 11 housing benefit forms, part complete 74 housing benefits forms
and carried out 6 housing benefit online checks.
• We will provide you with an information pack about the services we provide and who to
contact. We will ask you how you prefer us to communicate with you – we provide a home
information pack to all tenants when they sign the tenancy for their new home.
• The lettings process was looked at by the Resident Scrutiny Committee and following their
recommendations changes were made to our working practices and the home information
pack we give new residents.
• We will arrange for your housing officer to call after you have moved in to check you
have settled into your new home – new tenant visits are completed within 3-5 weeks
of start of tenancy.
• We will ask you for feedback on your experience of the lettings service and your new
home – 98.2% were happy with their new home.

If you suspect that someone is sub-letting their
home, please report it to your Neighbourhood
Housing Officer. Note: Leaseholders (but NOT
shared owners) are allowed to sub-let their
properties.

We have replaced our Residents handbook with a
suite of leaflets, these have received the Resident
Approved Standard. The new leaflets are available
from our offices.
Over the next year we will employ a Financial
Inclusion Co-ordinator to ensure we identify and
support tenants money management issues and
give you advice on welfare benefits, fuel poverty,
saving energy etc.

This year we will increase the feedback to help us to understand how new tenants
found the lettings service.
www.worthing-homes.org.uk

Our Support Co-ordinators are
based at Pearsons Retreat but
cover 7 schemes, they:
• visit 283 residents a week;
• respond to 3 sheltered callouts
a week;
• respond to 8 community alarm
emergencies a week;
• carry out 6 needs assessments
a week.

RedAssure™
In 2011 842 callouts were attended by the Worthing Homes
responder team:
• 281 were calls to sheltered residents.
• 304 calls were to falls requiring ambulance assistance.
• 606 hours were spent on emergency callouts.
This averages out to 43 minutes per call.
• The responder team covered 2,234 miles.
• Our support co-ordinators made 14,716 personal
visits and carried out 312 needs assessments.
• Our growing calling service rang 468 people.
• Our telecare service provides an alarm service
to over 1,500 households in the Worthing area.
• 95% of our customers said that they get value
for money from RedAssure.
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In 2011 we faced a £100,00 reduction in government spending on
supporting people.
We knew we would have to make cuts so we asked our residents
“which are your top 5 most important services?”
This is what you said:
1. 24 hour emergency response – 7 days a week
2. Scheme management
3. Management of needs
4. Repairs and maintenance
5. Good customer service/communication
We restructured our supported services teams and started the new
year with a new service delivery model in sheltered housing that will
provide scope for potential floating support in the community.

RedAssure calling service
Daily calls per month
278 69 %
Evening calls per month
124 31 %

Do you feel that you
get a value for money
with the service that
RedAssure provides
you?
Yes
95 %
No
5%

31
69

RedAssure works closely with Southern Prevention Assessment Team
– a joint team including staff from West Sussex County Council,
Sussex Community NHS and Guild Care offering free help and advice
to enable people to remain healthy and independent.

We sent out our customer satisfaction survey in February and
received an exceptional response. We had a 40% return which once
again is an astonishingly high percentage for the client demographic.
So thank you to all of you that took the trouble to return the survey.
It is important to let you know that in these hard times; we are doing
all we can to help keep the costs of our services as low as possible.
www.worthing-homes.org.uk

In 2011/12 we invested:
• just over £1.95 million on planned maintenance;
• around £770,000 on cyclical maintenance
(service contracts and exterior redecorations);
• just under £1.3million on responsive
maintenance/empty homes repairs;
• around £14,000 on minor disabled adaptations.

MAY 2013
M t w

Asset team –
repairs, planned maintenance and empty homes

The asset team consists of 14 staff who are responsible
for the repairs and improvements of our residents homes.
The service is delivered by both our in-house workforce,
Homespace, and a number of external contractors, many
of which are locally based.
Residents are able to contact our repairs team 24/7,
365 days per year as we offer an out-of-hours service
for emergency repairs.
For appropriate repairs and improvements, we offer
residents a choice of design and colours (ie, kitchen
layouts, kitchen units and worktops, wall tiles, flooring,
paintwork, etc).
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We started a 4
year programme of
replacing asbestos
roofs to properties
in the Maybridge and
Barrington Road area.

What we did in 2011/12?
In addition to the routine works,
we also arranged the following:
• An investment of £3.8 million in
a major refurbishment project to
159 flats which we acquired via a
stock transfer from another housing
association in June 2010. As well as
upgrading the properties we will also
offer residents a more personal and
local service. The works are due to
finish in October 2012.
• The first phase of a 4 year
programme to replace asbestos roofs
to properties in the Maybridge and
Barrington Road areas.
• Built a new buggy store at Davenport
Court to enable some of the
disabled residents to store and
charge up their electric-powered
buggies.
• Improved the entrance
at Pearsons Retreat.

We have improved the entrance
at Pearsons Retreat, including a
new garden area in remembrance
of Bernard Notley (Vice Chair of
Worthing Homes and Chair of
Pearsons and St Elizabeths) who
lived at Pearsons Retreat.

How did we perform?
We continued to deliver an excellent repairs and maintenance
service as highlighted by some of the key results below
(the figures in brackets indicate our service standards targets).
Repairs completed within target:
• Emergency – 99.4% (99.3%)
• Urgent – 98.1% (98%)
• Routine – 97.2% (96.9%)
• Repairs completed right first time – 99.4% (95%)
• Residents were happy with their repairs – 97.2% (95%)
• Residents were happy with the major works to their home –
95.7% (95%)
• Gas servicing – properties holding a valid gas safety certificate –
99.8% (100%)
• Decent Homes Standard – 97.04% (100%). This was below target
due to some non-decent transferred flats which will all meet the
standard by October 2012.

Areas we will be working on in 2012/13
• Reviewing our lettable standard for empty homes and involving
residents in this new standard.
• Re-tendering several of our long term partnership contracts and
involving residents in the selection of the successful contractors.
• Installing a new asset management computer system to assist us
in prioritising and budgeting our long term planned maintenance
and improvements programme.
• Introducing a text messaging service for acknowledgement
of repair requests and customer feedback.

www.worthing-homes.org.uk

Rent and other income

If you are finding it difficult to manage
your money, please contact your
Neighbourhood Housing Officer who
will be able to help you or advise you
where you can get specialist advice.

The rent standard says we must
‘charge rents in accordance with the objectives and framework set
out by the government’. We always send you a letter in advance
letting you know of any changes.

JUNE 2013
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We have invested £15,000 in
West Sussex Credit Union (WSCU).
This money has been used as
lending capital which has been
recycled by the WSCU.
They have allocated loans to the
value of £78,905 and approved
163 loan applications for
Worthing Homes residents.

It is important that we collect as much of the rent we are owed
as possible, as this is the income we use to fund all our services.
Our service standard promises that:
• We will collect at least 99.7% of rent due – we have collected
99.2% of all rent billed during the year to 31 March 2012.
• We will work with you to come to an arrangement for easy
repayment of any arrears – 183 agreements were made.
• We will assist with any claims for benefits – we carried out 3
online HB checks, completed 11 HB forms and part completed
74 HB forms.
• We will refer you to specialist financial and debt management
agencies for assistance – 63 cases were referred/signposted to
other specialist agencies.

www.worthing-homes.org.uk

Value for money
Our value for money strategy is outcome focussed. We will manage
our resources to provide cost-effective, efficient, quality services
and homes to meet residents’ and potential residents’ needs.

We renegotiated our
insurance policy to save
£40,000 per year.

Resident handbook
replaced by resident
approved leaflets –
saving of £5,000.
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Over the last year we revised our approach to value for money to ensure it
complies with the new regulatory standard. The new approach is distinctly
co regulatory in nature.
‘The regulator requires boards to take responsibility for delivering value for
money and to do so in a way that is both transparent to stakeholders and
enables them to better deliver their own objectives’.
Our new approach to value for money has been presented along with the
evidence file to the resident scrutiny committee and the residents panel.

As a company that prides itself on providing good service and value for money
we were thrilled when the Housemark benchmarking club confirmed that we
were a high performance low cost company.

JULY 2013

The Housemark benchmarking club works on the principle that members share
information regarding their financial and operational performance to enable
comparisons to be made. Each member has a dashboard (see below) summarising
value for money, setting out comparisons with other members for all elements of
service, highlighting the best performers and the organisations relative position.
In the latest dashboard Worthing Homes were thrilled to see that in 6 out of 7
categories we were in the green quartile of the dashboard.

1p

6p
28p
10p
14p
26p
15p

Where each £1 of rent is spent in 2012
Property maintenance
Interest paid
Building new homes
Salaries
Other overheads
Estate costs
Equipment and vehicles

28p
26p
15p
14p
10p
6p
1p

www.worthing-homes.org.uk

New homes
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We build our new homes to:
• The National House Building Council’s construction details.
• British Standards.
• The Homes and Communities Agency’s Design and Quality
Standards.
• Level 3 of the Code for Sustainable Homes’ energy efficiency
standards.

AUGUST 2013
Bank holiday

• In 2011/12 we invested some £16m in completing 113 new homes.
• Worthing Homes was the first housing association in the country to let homes
at the new Affordable Rents (approximately 80% open market rents) at Felpham
and at Hampton Place in Arun. Whilst the rents are higher than our Social Rents,
these schemes will enable the funding of a further 231 homes over the next
3 years, in a climate of severely reducing grant from government.
• So in 2012/13 we will invest some £15m in completing 101 new homes.
• And by March 2015 we will invest at least a further £19m, building a minimum
of 130 more homes.
• Our developments are value for money. In the year to March 2011 we delivered
each affordable home at around £128,800 total scheme cost as compared to
the regional average of £149,000.

We create neighbourhoods that are:
• Secured by Design as identified
by the police.
• Designed to Building for Life
standards.
• ‘Balanced’ by a mix of tenures,
dwelling sizes and family types.

We consult with residents:
• If we’re remodelling or improving
their homes.
• 3 months after they’ve moved in,
to inform the next scheme.

www.worthing-homes.org.uk

SEPTEMBER 2013
Reggie’s gone to Rio!

Launched in 2009, the initial 12 month Relish pilot demonstrated how
a sensible and cost effective approach to refurbishing occupied homes
can not only meet the decent home standard, but also contribute
to the Government’s sustainability agenda and reduce household
fuel bills. What sets Relish apart from other sustainable energy
solutions is that everyone can do it – ‘easy to do’ lifestyle changes
and simple affordable home improvements really do make a difference
to energy bills. The project charts our progress to date, as well as
advice on the most cost effective measures and what constitutes
a Relish specification.

We are very proud that Worthing
Homes has received 9 recognitions
to date for this project from the first
Constructing Excellence Innovation
in Practice project in the UK, to its
inclusion in Sustania100 a collection
of the best 100 sustainable projects
collected from around the world.
We hope you have seen Reggie in Rio!
It is also shortlisted for 4 more awards
that will be announced later this year.

The Relish programme
has seen us develop:
• Relish – It! community hub
• Relish Smartwire™ on 20 new homes
• Relish approved specifications
• Relish approved adopter

Phase 1 demonstrated that simple
measures can have a huge impact,
this is why we are now working on a
second phase, which began in 2011. This
second phase sees us working with 159
households and incorporating many
of the principles learned in phase 1. It
has also encouraged us to develop the
Relish Smartwire™ where all household
appliances, where you want them to,
can be turned off by a single switch.

Within Worthing Homes, the
Relish principles are used to review
specifications and wherever possible
these are included. Our aim is to include
this in all that we do. It has been so
successful that Action for Sustainable
Living (AfSL) have been using the
Relish advice in some of their training
packages.
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Relish has encouraged us to change
the way we think and we want to
encourage our residents to do the
same; we will be including more
advice in all that we do as well as
encouraging our contractors to do
the same – watch this space.

www.worthing-homes.org.uk

We have received 65 compliments
since 1 April 2011 up to 31 March 2012.

Constructive comments and praise
Thank you for continuing to provide Worthing Homes with feedback
about our services. This includes compliments and comments as well
as some complaints. We take these very seriously and use complaints
to help us identify areas where we can improve.

If you would like to contact us to let
us know about the service you have
received, whether positive or negative,
we would be delighted to hear from
you. You can contact us by telephone,
email, letter or face to face or you can
use the contact form that is on the
website which can be found in the ‘our
organisation’ and ‘feedback’ section.
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Time ends

OCTOBER 2013
Since April 2011 – March 2012 we have received 55 complaints and 1 appeal in total. 31 of these complaints
have been resolved and 15 were found to be fully or partly justified – thus highlighting areas where we can
continue to try to do better.
We always try to learn lessons from complaints and look at where we can improve practices and improve
our services. We have learnt lessons from all the resolved complaints since 1 April:
• Better understanding by our staff about rent increase information and the importance of making this
clear to our customers as appropriate;
• Ensuring that we communicate with our customers and keep them informed of ongoing progress with
any particular issue, such as liaison with external contractors.

Breakdown of compliments received
Department
Number
Greenspace
2
Neighbourhood housing
13
Planned maintenance
6
Reactive maintenance
18
Reception
2
RedAssure
9
Resident involvement
3
Sales and leasehold
1
Supported living
4
WH contractor
7

WH contractor
Thanks from Mr R for sorting out
delivery and installation of new washer/
drier and removal of old one. Mr R very
happy. Work carried out by Keith Long.

Reactive maintenance

Breakdown of complaints received
Department
Number
Development
1
Finance
1
Greenspace
4
Homespace
1
Neighbourhood housing
4
Planned maintenance
15
Reactive maintenance
14
RedAssure
2
Resident involvement
1
Sales and leasehold
5
WH contractor
7

Mrs R wanted to pass on how impressed
and thankful she is that the issue with
her front door was resolved so quickly
and professionally. She explained that
someone had attempted to gain entry
and WH agreed to repair the door and
install additional safety devices within a
day of the incident, helping her to feel
more safe in her home.

RedAssure
Miss G would like to thank Karen for
her assistance in getting her key safe
fitted outside her house by a very
polite man, she is very grateful.
www.worthing-homes.org.uk

NOVEMBER
2013
M t w t f s s
04
11
18
25

05
12
19
26

06
13
20
27

01
07 08
14 15
21 22
28 29

02
09
16
23
30

03
10
17
24

Start of Diwali

Start of Hanukkah

DECEMBER
2013
M t w t f s s
02
09
16
23
30

03
10
17
24
31

Christmas Eve

04
11
18
25
Christmas Day

05 06
12 13
19 20
26 27

07
14
21
28

01
08
15
22
29

Boxing Day

www.worthing-homes.org.uk

www.worthing-homes.org.uk

RESIDENT’S
ANNUAL REPORT
2012
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.worthing-homes.org.uk

Award winners 5 times

