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Welcome message
Welcome to our 2013 annual report to residents. This report tells you about the work we have been
doing over the last year and what we have achieved against our service standards. It’s full of facts
and figures that we hope you will find interesting.
As always it’s been a busy year and we have seen many changes that affect our residents and in turn
this organisation. The most significant changes have been in the welfare benefit system, although
these are being introduced over time and may not have affected too many people yet. We are
doing all we can to ensure that we support our residents to adapt to these changes and continue
to provide an excellent service and build new homes.
We have continued to grow and build new homes and our total turnover (income) has grown to
almost £17 million; most of this money comes from the rent you pay. And more residents than
ever before have become involved with the work we do. Our innovative and award winning Relish
principles have been used in some of our new homes as well as in the work we do day to day
in your homes.
So please read on and find out more about what we have been doing over the last year and we are
sure you will agree it has been a highly successful year.
This report was reviewed by our involved residents, including the resident scrutiny committee,
residents panel and resident approved stamp at the annual review conference on 5 September 2013.
The report has been awarded the resident approved stamp.
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Resident involvement
Worthing Homes provides annual events
such as the fun day to exchange ideas and
get to know you. Last year’s fun day, held in
October 2012, saw over 400 people attend,
our best attendance to date and beat the
year before by over 100 people. Of these,
93% attending were either WH residents
or residents from other social landlords
in the area.

Worthing Homes held its first
residents conference on
13 September 2012.

We also recognise the importance of
making sure that you have access to
information about our performance.
The first residents’ conference was held
in September. The aim of the event was
to present information on our performance
from the previous year. We had 31
residents attend the event along with
The Community House business partners,
the senior management team and the
corporate managers.
Scan the QR code to see some
footage from the conference
online.

4

Josephine being presented with
Sussex Learner of the Year.

We provide training and support for you to
make it easy to get involved in shaping our
business and last year ran training for our
residents on a number of topics including
committee skills, community safety,
presentation skills and welfare reform
We were delighted when resident Josephine
Harmsworth won Sussex Learner of the
Year (the annual celebration of achievement
in academic, vocational education and
training in Sussex) at the Spring Awards
presentation ceremony. Josephine
completed and passed a level 2 certificate
in equality and diversity, This was not an
easy task to undertake as Josephine has
poor eyesight. She was given the award for
her hard work, diligence, enthusiasm and
commitment to learning.

We keep you informed by sending all
residents our HomeNews publication
every 3 months and last year sent out
over 12,000 copies to our residents.

“ A very well presented fun day. We all
enjoyed the day and it’s very rare to
get a free, fun event on a weekend”.

We work in partnership with other
agencies especially at a local level and
this year worked with 25 different agencies
including Sussex Police, Citizens’ Advice
Bureau and local colleges.

Scan the QR code to see
a short video of the 2012
fun day online.

Our 2012 fun day
had a medieval
flavour!
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We ensure members of our
scrutiny committee are given
support and training to help
them carry out their role.
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Resident scrutiny
Worthing Homes is committed to offering you a range of opportunities
to be informed about our business at all levels and shape the services
we offer. There are a number of ways this can happen and in 2012/13 our
residents’ scrutiny committee worked hard scrutinising the performance of
Worthing Homes and making recommendations to our board on areas for
improvement.
In the last year, the committee looked at
the customer service provided by Worthing
Homes and the work of the Greenspace
team. In both instances the committee
were very impressed with the high level
of work, service residents’ receive and the
value for money of the service provided.
The committee members are updated on
the company’s performance on a quarterly
basis and have the opportunity to scrutinise
any areas of work they wish to look at. The
ultimate aim is to improve performance and
the service residents receive.
Ginny Hewlett, chair of the residents’
scrutiny committee said “The residents
scrutiny committee is working well together
as a team and we are producing good
results. We are enjoying the challenge of
scrutinising the work Worthing Homes does
and have been impressed by the standard
of work and the commitment of staff, who
have been very helpful supplying us with
the data we need to carry out
our work.”

Residents panel
We measure and provide clear evidence of
how you have influenced our services and
we will let you know how many service
improvements have been put in place.
One way of doing this is through our
residents panel who have continued
to meet on a quarterly basis.
The panel has looked at our revised empty
homes standard, tenancy management
policy and fraud policy. The panel were
given an opportunity to review the revised
documents and made comments to the
managers who presented them at the
panel meeting. The managers took these
comments on board and incorporated
them into the final policies.

11 members of our residents’
panel and the resident
scrutiny committee attended
a presentation skills training
day in January 2013 at Davison
House which was delivered
by Paul Trew of Northbrook
Business Solutions.

Resident scrutiny meeting.
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The Community House
The house has continued to build on projects from previous years further
improving community relations, promoting our services and continuing to
raise the profile of the house to other agencies to combine services for
the benefits of all users. Our figures show that anti-social behaviour (ASB)
has reduced by 50% since the project was set up and anecdotal evidence
suggests that people are happier, older people do not fear going out and
it’s safer for families and that the community as a whole has improved.
The house is funded by the Big Lottery
Fund and has project outcomes and
milestones to meet. Each have been met
and in some instances exceeded, to the
benefit of the house’s users and the wider
community.
This has seen 30 unemployed men and
women attend 2 hours of football with our
partners Brighton & Hove Albion in The
Community. Of these, 17 have completed
a level 1 sports qualification at the house.
The house has held 3 drug and alcohol
awareness events.

Over 120 young people have positively
engaged with the house and accessed
activities and services as a result.
The house’s users continue to be very
positive about the impact the house
has, with 95% of users saying their
neighbourhood benefits from having
The Community House and 132 people
using the house for the first time.
The Community House have consistently
attracted high numbers, mentoring
different groups of people and provided
facilities that are unavailable anywhere
else in the town.

30 unemployed men and
women attend regular 2
hourly sessions of football
with our partners Brighton
& Hove Albion in The
Community; of these 17 have
completed a level 1 sports
qualification at the house
and 15 have completed a
step up level 1.
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With the help of Bramber
Construction the garden has
been given a new lease of life.

Here are some of the other highlights from
the house:
• A celebration event was held in April
to thank the volunteers for the 1,000+
hours they had worked.
• In June an art/photographic competition
was held alongside partners Blueprint 22
and LEMO UK.
• A Day in The Life of The Community
House – a self-portrait photographic
exhibition took place in October. This
proved so popular that it is now a
permanent exhibition in the art room.
Our partners and users photographed
themselves whilst visiting the house on
one particular day. Facemedia, a partner
of the house, printed 2 copies – one for
our exhibition and another for those that
attended the day to take home.

One of our many volunteers
who give up their time to
help at the house.

• 30 children aged 5 to 16
engage in our after school
activities.
• 8 attendees completed a
paediatric first aid course.
• 8 volunteers and staff
took part in a training
session and discussion on
challenging behaviour.

A number of the children
who attend The Community
House took part in a
photographic/art competition
run in conjunction with
Lemo UK.
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Your neighbourhood
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 – 10 walk and talks events
were held; 50 drops in were held and our neighbourhood warden
carried out 84 neighbourhood inspections to ensure areas were safe
and free of rubbish/fly-tipping.
We helped a local
community group to obtain
nearly £10,000 from the
Big Tree Plant fund (run by
Department for Environment
and Rural Affairs ) to plant
4,125 new trees in our
neighbourhoods.
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• We will inspect all neighbourhoods quarterly, this includes monitoring
communal areas – 84 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 – 10 walk and talk events were carried out
(22 residents attended these events). The most common problem by far
is rubbish/fly-tipping. Other problems include: overgrown gardens, items
in communal areas and untaxed vehicles. These events are also useful for
monitoring communal cleaning and grounds maintenance and identifying
damage or repairs needed to our property.

Homeowners
As at 31 March 2012 we had:
• 246 leaseholders
• 57 shared ownership
Our service standard promises that:
• We will hold an annual leaseholders’ forum – this was held in June 2012.
Feedback from this forum helps 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 – 10 out of 14 applications were sent within target – 71%.
• 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. 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 –
11 out of 13 were given information and valuations arranged following
payment within target – 85%.
• 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 days and complete
the application process in line with legal timescales – 8 shared owners
were given information about increasing/decreasing their share with
target – 100%.
We send our HomeNews quarterly newsletter to homeowners upon
request – if you would like a copy please contact the sales and
leasehold adviser.
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Anti-social behaviour (ASB)
Our service standard promises that:
• We will have a duty housing officer available between 9am and 5pm
Monday to Friday – 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 195 new reports of ASB ( 9% increase compared to last
year) and we responded to these within our publicised response
times – 100%.
Of the 195 reports the most common complaints were about:
noise nuisance – 31%.
multiple causes – 29%.
verbal abuse/intimidation/harassment/threatening behaviour – 10%.
drugs/substance misuse/drug dealing – 9%.
• 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.

We work with a 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.

These are some of the actions taken:
• 10 notice of seeking possession served.
• 4 Section 21 notices served.
• 2 anti-social behaviour injunctions obtained.
• 13 possession application’s (4 of which were starter tenancies).
• 1 suspended possession order obtained.
• 1 outright possession order obtained.
• 1 evicted for anti-social behaviour.
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In 2012-13, 26 feedback questionnaires
were completed – 46% felt the level of
satisfaction was excellent, 35% good, 12%
fair and 7% poor. Levels of satisfaction
are monitored. Dissatisfied responses
are followed up by the neighbourhood
manager (NM). The NM reviews the case to
ensure we have done everything we can to
resolve the complaint and where necessary
re-opens the case for further investigation.
The 2 cases that felt the level of service was
poor remain closed.

We are investing in new ASB software
to ensure that we deliver an efficient
service. To report ASB, 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. We ask that
you keep an incident diary, which will form
the basis of court evidence, if necessary.

We continue to improve the feedback by
telephoning anyone who has not returned
their feedback form following case closure.
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Westbrook Way playground.
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Greenspace
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.
• Ensure trees are safe.
• Inspect play areas and carry out necessary repairs.
The year was officially recorded as the
wettest on record, which impacted
significantly upon the maintenance of our
open spaces. Despite the poor weather
Greenspace managed to achieve an average
of 15 cuts, 1 less than specified.
With the early drought followed by the
wettest year on record, growing conditions
were ideal for all plants especially grass,
hedges and weeds, so extra work was
required to meet the standards.

Greenspace have carried out landscape
improvements to existing shrub borders on
3 of its sites and planted over 700 new trees
in its open spaces (paid for with the funding
from the Big Tree Plant).
Westbrook Way play area has been
refurbished and is now a park the local
children can be proud of.

Over 40 trees were
maintained by external
contractors and our in-house
team during the winter
period.
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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 online 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 28
housing benefit forms, part complete 58 housing benefits forms and
carried out 2 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 which has
been reviewed and approved by our scrutiny committee.
• 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 the start of a tenancy.
• We will ask you for feedback on your experience of the lettings service
and your new home – 95% were happy with their new home and 100%
were happy with the lettings service.
We housed 277 households this year:
• 130 in new homes
(38 general needs, 63 affordable rent and 29 intermediate rent).
• 107 in general needs properties.
• 22 in supported housing properties.
• 18 in intermediate rent.
Our average re-let time for lettable vacant dwellings (empty homes):
27 days. In 2012/13 we helped 56 people to exchange their homes.
16
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“ In all the time I have been with your
company everyone has been really
kind and helpful. Long may your
wonderful service continue.”
D Radley
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RedAssure
We provide an alarm service to 1,300 customers in West Sussex.
A survey of our customers found:
• 100% described RedAssure’s staff as helpful.
• 99% felt that RedAssure’s services provided value for money.
• 98% of customers said the speed of response when contacting
our office was excellent.
• 84% felt the quality of the instructions they were given when their
equipment was installed was excellent, 16% said they were good.

“ On 23 February my
husband had a heart
attack. If we hadn’t had
the red button it would
have taken longer for help
to arrive and it might have
been too late.”
S Kemp

We held customer forums in April and
December 2012 where we received
valuable feedback on our service.
We attended 3 community key events
last summer: Broadwater Festival, Armed
Forces Day and the Dizzy Fun Day. All
3 events were very well attended. We
were privileged to be the beneficiary of
a charitable donation by the Broadwater
Festival committee, enabling us to fund
5 customers who would otherwise not
have been able to pay for our service.

We were awarded renewed accreditation
with the Telecare Services Authority (TSA)
for a further 3 years following their audit
of our services in April 2012.
We strengthened our relationship with
doctor’s surgeries, joining team meetings
for the community district nurses and gave
a presentation to the unique care team at
St Lawrence Surgery.

“ Happily I have only had
to use it once for an
emergency and on that
occasion I think it saved
my life. I would advise
anyone living alone to
have an alarm button.”
F Gompertz

“ Gives peace of mind not
only to myself but also to
my friends and family –
thank you.”
J Smith

19

Sheltered housing
Our support co-ordinators provide support and assistance to our 281
sheltered residents.
Annual support plans were completed for all residents with a further 11
plans completed following significant changes to resident’s circumstances.
Our responders attended 602 call outs, 415 of which were out of hours
(4pm to 8am), covering 2,411 miles in doing so. 229 of the call outs involved
our sheltered residents.

Wynn Hobbs of Pearsons
Retreat was 100 years old on
20 December last year. Wynn’s
carers, Guildcare, arranged a
small party for her where she
received balloons, flowers and
a birthday card from HRH The
Queen. Congratulations Wynn
on your special birthday!

We have converted a disused
store at a sheltered scheme
into a mobility scooter store.
Saving the cost of building
a new store and it generates
an income.
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The residents of Davenport
Court were treated to a carol
concert by children from
Elm Grove First School in
December 2012.
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Asset team – repairs, planned
maintenance and empty homes
We carried out 99.9% of our
annual gas servicing checks.
This reduces costs over
the life of the boiler and
demonstrates the high value
we place on our health and
safety priorities.

The asset team 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
which includes an out of hours service for emergencies only.
For appropriate repairs and improvements, we offer residents a choice
on design and colours, i.e. kitchen layouts, kitchen units and worktops,
wall tiles, flooring, paintwork, etc.
What we did in 2012/13
We invested:
• £1.18 million on responsive maintenance/
empty homes repairs
(9,623 repairs were completed).
• £2.1 million on planned maintenance
(typical works include new kitchen
and bathrooms, replacement boilers,
new windows and doors and disabled
adaptations).
• £850,000 on cyclical maintenance (service
contracts and exterior redecorations).
• Around £8,000 on minor disabled
adaptations.

We will be working to
streamline our maintenance
system and the way our
suppliers let us know when
they have completed repairs.
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• We raised just over 14,000 works/repairs
orders.
• We carried out around 1,600
pre-inspections prior to carrying out
the more involved repairs.
• We carried out around 1,600 post
inspections of completed repair works.
In addition to the routine projects,
we also completed the following:
• A major £3.7 million refurbishment
project of 159 flats which we acquired via
a stock transfer from another housing
association. This also included the second
phase of our Relish initiative.
• The second phase of a 4 year programme
to replace asbestos roofs to properties
in the Maybridge area.
• We started a 2 phase programme to
replace balcony balustrading to flats
in West Durrington.

What else did we do?
• Involved residents in introducing
a new lettable standard.
• Installed a new asset management
system (Keystone) to assist with a
future investment plans.
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 – 99.9% (99.3%)
– Urgent – 98.7% (98%)
– Routine – 97.1% (96.9%)
• Repairs completed right first time –
97% (95%)
• Residents were happy with their repairs –
97.9% (95%)
• Residents were happy with their new
home – 98.5% (95%)
• Residents were happy with the major
works to their home – 88.9% (95%)
• Gas servicing – properties holding a valid
gas safety certificate – 99.89% (100%)
• Decent Homes standard – 100% (95%)

Areas we will be working on in 2013/14
• Assess the feasibility of expanding
Homespace to undertake our exterior
redecorations programme.
• Further development of the Keystone
system to assist with the management of
our gas servicing and other service-type
contracts.
• Development of our contractor extranet
(Cygnus) system.
• Introduction of a text messaging service
(Deeplake) for the acknowledgement of
repair requests and customer feedback.

We saved £38,000 on VAT by
having a directly employed
maintenance team and
£45,000 VAT by employing
a gardening team.
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Rent and other income
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.
It is important that we collect as much of the rent that we are owed as
possible, as this is the income we use to fund all our services.
We work in partnership with
the Money Advice Service to
support residents managing
the impact of welfare
reform.

Our service standard promises that:
• We will collect at least 99.7% of rent due – we have collected 99.1%
of all rent billed during the year to 31 March 2013.
• We will work with you to come to an arrangement for easy
repayment of any arrears – 916 agreements were made.

We will be helping residents
understand the welfare
reform changes and how to
plan for the future and cope
with the changes to their
benefit entitlement. This will
help us collect the rent and
keep arrears low.
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• We will assist with any claims for benefits – 3 online housing benefit (HB)
checks, 11 HB forms completed and 74 HB forms part completed.
265 calls were made to the housing benefit department.
• We will refer you to specialist financial and debt management
agencies for assistance – 48 cases were referred/signposted to
other specialist agencies.

We restructured our housing team in April
2013 to create a new income recovery
team. This team are responsible for all rent
matters and will provide support and advice
to anyone who is having difficulties paying
their rent. We also appointed a financial
inclusion co-ordinator who will be working
with a wide range of external agencies
to help residents increase their financial
independence and maximise their income.
The financial inclusion co-ordinator can
help with money management issues, give
advice on welfare benefits, fuel poverty
and saving energy or make a referral to a
specialist agency.
The income recovery team are contacting
anyone affected by the welfare reform
changes to help minimise rent arrears.
If you are finding it difficult to manage
your money, please contact your income
recovery adviser or speak to our financial
inclusion co-ordinator who will be able to
help you or advise you on where you can
get specialist advice.

West Sussex Credit Union (WSCU) has
recycled our lending capital from our
£15,000 investment to allocate loans to the
value of £117,910 and have approved 243 loan
applications for Worthing Homes residents.
We have invested £3,000, to buy
educational materials for Durrington High
School covering money matters. The
materials include the following topics: bank
accounts, paying bills, keeping to a budget
and borrowing money.
In December 2012 the resident involvement
team obtained £2,300 funding to deliver
financial capability sessions to residents,
these were run by the Citizens Advice
Bureau on our behalf. Worthing Homes is
pro-actively helping any of its residents
who may struggle with their finances due to
the welfare reforms. These sessions show
practical ways to manage money, how to
budget, how to identify priority and nonpriority debts and look at interest rates,
credit cards and ways to save.
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Value for money
Getting value for money (VFM) from our resources is essential to ensure
that we can continue to provide services to our residents’, deliver new
homes and invest in our communities.

Where each £1 of rent
is spent in 2013
Property maintenance 25p
Interest paid
25p
Building new homes
18p
Salaries
14p
Other overheads
12p
Estate costs
5p
Equipment and vehicles 1p

25p

25p

1p

5p

18p

12p

14p
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Using HouseMark, we are able to compare
ourselves to similar sized large scale
voluntary transfer housing associations.
The latest published information available
relates to 2012 and is shown in the
dashboard below. Worthing Homes were
in the top quartile of the dashboard in 5
out of 7 categories. This means that when
compared to other housing providers, our
costs and performance are among the best
in the region.

Our approach to VFM has been refreshed
to make sure it meets the challenges
we face and requirements set out by
our regulator. We have revised our VFM
strategy. Our previous strategy focussed
predominately on service quality, the
revised strategy recognises value in terms of
wider economic, social and environmental
benefits.

We are working with
Worthing Borough Council
to offer a community wide
fuel switching initiative,
where residents will have
the opportunity to find
the lowest fuel price for 12
months; residents can opt
into the scheme each year.

We will be texting residents
with their balances and
repairs information. This will
speed up the service and
save money on postage and
paper.
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New homes
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.
We want to build places that residents can feel proud to live in, visit or just
pass through. Our neighbourhoods 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.

20 of the properties at
our New Brunswick Drive
development have received
the Relish™ smartwire™,
which we hope will help
the householders to save
hundreds of pounds each
year.

• At a human scale, in terms of building heights, external spaces and layout.
We consult with residents:
• If we are remodelling or improving their homes.

TM

• If it is new build, 3 months after they have moved in,
to inform the next scheme.
In 2012/13 we invested some £17m in
completing 115 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 150
homes over the next 2 years, in a climate of
severely reducing grants from government.
So in 2013/14 and 2014/15 we expect to
invest around £20m completing these
new homes.

Our new developments are value for
money. We are currently delivering each
affordable home at around £133,000 total
scheme cost as compared to the regional
average for housing associations of around
£149,000. But we are not compromising
on quality.
Our new schemes are popular, and not just
with the residents who live there. New
Brunswick Drive recently won an award as
a highly commended large residential
scheme in the southern region of the
LABC (Local Authority Building Control).

We are refurbishing 2 former
hostels and bringing them
back into use as homes.

Scan the QR code to see
a video of the New
Brunswick Drive opening.
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Constructive comments and praise
Thank you for continuing to provide Worthing Homes with feedback about our
services. It is always good to know when we are doing things well. Even more
importantly, it is good to learn about when we have not provided an adequate
service so that we can identify areas where we can improve and learn from
our mistakes.
If you would like to contact us with any positive or negative comments you can do
so in a range of ways. You can speak to us on the telephone, or send an email or a
letter, or visit our offices and chat with a member of staff face to face. You can also
use the contact form which you can pick up from our office or use the form on
the website which can be found in the ‘our organisation’ and ‘feedback’ section.
We have received 130 compliments about our
services from 1 April 2012 to 31 March 2013.
Some examples:
• Ms E said ‘thank you for the great work at
The Community House’ and highlighted that
there is a real sense of partnership to all
of the good work that the team at The
Community House do.
• Mr W wanted to pass on his thanks for
the help provided in getting his internet
connection sorted so quickly.
• Mr M said it was refreshing to have things
explained so thoroughly and clearly.
• Mrs A said thank you for actioning her
maintenance request so promptly.
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Breakdown by department of the compliments
received:
Development
3
Greenspace
8
Homespace
8
Neighbourhood housing
5
Planned maintenance
2
Reactive maintenance
20
Supported living
3
RedAssure
20
Resident involvement
13
Marketing and communications
1
Our contractors
47

Since 1 April 2012 there have been 49 complaints
received; 48 of these complaints have been
resolved, 11 were found to be fully justified and 13
were partly justified – thus highlighting areas where
we can continue to improve and do better. Only
one of the complaints went to the appeal stage
of our complaints process.
Of the 49 complaints received, the breakdown by
department is as follows:
Development
2
Greenspace
3
Neighbourhood Housing
10
Planned maintenance
5
Reactive maintenance
18
Sales and leasehold
2
Supported living
1
WH contractors
8

We always try to learn lessons from any complaints
received and look at how we can ensure better
service in the future. Some of the lessons learnt
from resolved complaints between April 2012 and
March 2013 include:
• Ensuring that we communicate better with all
residents at a property who may be impacted
or aware of changes taking place, such as adding
more security cameras around a site, removing
benches, or adding additional cleaning services.
• Reminding all our staff and contractors to leave
a ‘while you were out’ card if we have called and
the resident is out.
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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 from our website,
www.worthing-homes.org.uk

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

