Annual report
to residents 2014

Welcome message
Welcome to our 2014 annual report, which
tells you about the work we have been doing
over the last year and what we have achieved
against our service standards. The report is
full of facts and figures that we hope you
will find interesting.
It has been another great year for us, supported
by the excellent results we received in our latest
STAR survey. The results from the 2013 STAR
survey were once again very positive with many
ratings remaining at the same high levels found
in 2009. Satisfaction with our services received
one of the highest ratings in the survey (91%),
whilst 96% of you trust us as a landlord.
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Last year work started on several new
developments including the remodelling of old
hostels at Grafton Road and Chesswood Road,
which have been converted into self-contained
flats and houses. We also completed phase 1 of
our regeneration programme at Meadow Road.

In July the Homes and Communities Agency
announced that we had retained the top rating
for governance and financial viability when they
carried out their annual review; this coupled
with our 2013 financial statements showing
a successful and strong year demonstrate
our track record in improving our operating
efficiency and financial results.
We were also delighted to retain our Investors
in People accreditation; even better was that
the assessor commented that he had really
appreciated the open and friendly manner
with which he was greeted.
However, in March we also had to say goodbye
to our chief executive, Robin King who retired
after 15 years’ at Worthing homes.
Please continue reading to find out more about
what we have been doing over the last year
and we are sure you will agree that it has been
another successful year.

Moira James, Housing Director
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Resident involvement

Residents’ Panel

Our residents continue to play a major part in all we do at Worthing
Homes and gave 1,437 hours of their time last year!

The Residents’ Panel is a voluntary
group open to all Worthing Homes
residents.

Our annual fun day held in August was
another huge success; 434 people attended
including the Worthing Mayor Bob
Smytherman, Tim Loughton MP and 282
Worthing Homes residents.

They meet every three months and are
consulted regularly in order to contribute
to the development of best practice,
performance and continuous improvement
of Worthing Homes.

We took part in the Big Tree Plant, a
national campaign run by Defra and the
Forestry Commission; as a result we planted
a staggering 2,953 trees. Participants
included local residents and local donors
such as Waitrose, local schools, Worthing
Homes Greenspace team, resident
involvement officers and various voluntary
groups including members of the Sussex
Wildlife Trust and community centre site
landowners.

“ I thought it was very
“ Lots of information,
interesting as this is my first questions answered
time, I will come again.”
sufficiently. A lot of
information, staff are
very clued up. Lots
of smiling staff.
A very enjoyable day.”
4
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“ A better insight into
running of Worthing
Homes. Just how it all
works and the report
overall is very good.
Had a good day,
thank you.”

Our Resource Centre was open for
over 1,500 hours providing training
and education for local residents, with
qualifications obtained in subjects including
English, Maths, computer security and
terminology; Microsoft office and getting
started with the internet.

36 residents attended our residents’
conference on 5 September 2013.
Our senior and corporate management
teams gathered with the residents and
presented information on our previous
year’s performance to them. The residents,
some attending for the first time, also
had the opportunity to give their views
and input into our annual report prior to
publication.
In the afternoon Moira James, housing
director, gave a presentation on welfare
reform which sparked a number of
questions and debate amongst the
attendees.

Over the last 12 months the panel heard
from managers across the organisation who
have updated them on a variety of topics
such as welfare reform and new technology
RedAssure are investing in. The panel
have also commented upon and influence
operational policies and procedures, such
as our lettings and rent recovery policies.

The conference was a major success with
96% of attendees finding the presentations
interesting.
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Resident scrutiny
The Resident Scrutiny Committee looked at a variety of service areas
including Greenspace and the external and elderly persons’ decorating
schemes.
They carried out extensive research of
these services, meeting senior members of
staff who oversee this work and surveying
residents who have had recent experience
of the services.

Although the results from the survey
were positive, there is always room for
improvement and the results from the
survey will help the committee decide
what to review in the future.

This enabled them to make informed
recommendations to Worthing Homes on
how services can be improved.

The committee works with other residents
to further improve the services we provide
by conducting postal and phone surveys,
ensuring the views of other residents are
heard.

These included:
• a review of the IT requirements for the
Greenspace team;
• advocating the setting up of a Worthing
Homes decorating team;
• the revising of the application process
for the elderly persons’ decorating
scheme.
The committee were provided with the
results of the latest STAR survey.

At the end of the year Ginny Hewlett
stepped down as chair of the committee
and we would like to thank her for all the
fantastic work she did during her time as
chair. However, she remains a committed
and valuable member of the committee
under the leadership of our new chair, Ron
Atkins.

Just over 1,500 residents (a mix of general
needs and sheltered housing residents)
were asked to complete the survey; with
the questions covering a wide range of
topics from our housing services, repairs
and maintenance, and neighbourhood
and estate services through to our
communication and information, internet
and email, and contact with us.

6
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The Community House
The house continues to go from strength to strength with over
2,500 people attending the house during the year.
With funding from the Big Lottery Fund,
the house has milestones and outcomes to
meet. This year the house has once again
met all of these, much to the benefit of
the house’s users and the wider community.
Our 26 volunteers gave 1,203 hours of their
time to the house, with all of them stating
that volunteering at the house has helped
them gain new skills and confidence.
The house made over 100 referrals or signposted people to receive help or specialist
advice from other agencies. Four Christmas
food parcels were delivered and food
vouchers given out to those in greatest
need.

8
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An education learning open day was held in
partnership with Northbrook College, with
27 people from the community attending
and taking part in workshops which
included catering, hair and beauty, media
studies and construction.
In partnership with Aspire the house has
provided home maintenance and life
skills sessions for people with learning
difficulties; in partnership with West Sussex
County Council money management and
cooking sessions were conducted for
looked after children leaving care.
During the summer holiday’s children from
the local area were treated to activities
including a visit to Brooklands park, a trip
to see Owls about town, an activity session
at the Adur Outdoor Centre, scuba diving
in association with Southern Water and
finally a pool party at Splashpoint.

An art competition in partnership
with LEMO and Munch – The children
worked hard on art pieces which
were displayed at the Munch Café in
Worthing Town Centre. The artwork
was judged by our business partner
LEMO UK. All the children were
treated to a free lunch provided by
Munch café.

A Zumba session was held at the
Wave Centre and saw 21 children and
5 parents take part. This was especially
popular with the parents, many whom
do not usually take part in any form
of exercise. Following the session
we approached Adur & Worthing
Wellbeing to fund a six week course
for local adults as part of the Get
Active program. The course will be
free of charge and will also provide
opportunities for meeting with the
Wellbeing coaches to think about
other lifestyle changes.

A very successful community dog
chipping event was held in partnership
with The Dogs Trust. In total there
were 59 dogs, 38 of whom were
from Worthing, the others were
from surrounding areas of Lancing,
Shoreham, Goring, Ferring and
Horsham. The atmosphere was great,
everyone was happy to be getting this
free service and the Dogs Trust team
were friendly, helpful and organised.

Our art for adults group is focused
on helping raise aspirations and
confidence. Two of the attendees
have since gone onto further
education with one accepting a place
at university to complete a fine art
degree. She was awarded the place
due to the quality of the portfolio of
work completed at these sessions.

The Crew, a new weekly evening
session was opened for young people
in response to local need.
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Your neighbourhood

Homeowners

Our neighbourhood and community standard promises that we will:
• 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.

As at 31 March 2014 we had:
• 246 leaseholders
• 57 shared ownership.

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 – 119 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 - 17 walk and talk events were
carried out. (46 residents attended these events) The most common
problem by far continues to be rubbish/ fly-tipping. Other problems
include: overgrown gardens, items in communal areas. These events are
also useful for monitoring communal cleaning and grounds maintenance
and identifying damage or repairs needed to our property.

10

Worthing Homes Annual Report 2014

Our service standard promises that:
• we will hold an annual Leaseholders’ Forum – this was held in June 2013.
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 – 8 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. 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
– eight were given information and valuations 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%.

We send our HomeNews quarterly
newsletter to homeowners upon
request – if you would like a copy
please contact our Sales and
Leasehold Adviser on 01903 703 130.
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Anti-social behaviour (ASB)

Last year, 9 feedback questionnaires
were completed – (2) 22% felt the
level of satisfaction was excellent, (4)
44% good, (1) 11% fair and (2) 22% poor.
Levels of satisfaction are monitored.
Dissatisfied responses are followed
up by the Neighbourhood Manager,
who 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 two cases
that felt the level of service was
poor remain closed.

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.

12
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Our service standard promises that we will:
• have a duty housing officer available between 9am and 5pm every week
day – 100%;
• respond to all reports of anti-social behaviour and advise on the
response times you can expect; in an emergency we will respond
the same day – we received 325 new reports of ASB (66% increase
– 195 new reports last year) and we responded to these within in
our publicised response times – 100%.
Of the 325 reports the most common complaints were about:
• noise nuisance – 33.6%
• multiple causes – 15.4%
• verbal abuse/ intimidation/ harassment/ threatening behaviour – 14.2%
• drugs/ substance misuse/ drug dealing – 14.2%
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/ victims.
Outcomes included:
• 2 acceptable behaviour contracts signed
• 24 notices served
• 2 anti-social behaviour injunctions obtained
• 4 suspended possession orders obtained
• 6 outright possession orders obtained (2 starter tenants)
• 6 evicted for anti-social behaviour (2 starter tenants).

We have invested in new ASB software
to ensure we can deliver an efficient
service to you and provide us with
improved information.

We give financial support to a number
of organisations that we know you
or your children could benefit from,
this year we gave £2,000 to the West
Sussex Mediation Service – who help
to resolve neighbour disputes
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Greenspace
Our service standard promises that we will:
• 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 carryout necessary repairs.

Enhancements
Landscape improvements were carried
out to Cambourne Court as well as the
planting of nearly 3,000 small trees,
enabling the creation of a wooded
area, (interspersed with fruit trees) in
Maybridge and the enhancement of
green spaces on the Tynes Estate.

It was a cold start to the season, which slowed down growth in the
initial stages but this soon changed and once again there was high weed
germination and high growth rates. However, the late spring and early
summer heat with lack of rain slowed grass growth down, enabling the
hedges to be cut and the borders brought back under control.
Following the previous year’s difficulties with damp weather it was
decided early on that the grass would be cut on a more frequent basis
than in previous years. So overall 18 cuts were completed, compared
to the 16 agreed in the standard. Whilst it was difficult to compare the
different years, the benefits included improved appearance, no double
cutting and a slight reduction in waste produced.
A mild wet winter resulted in increased winter weed germination and led
to the loss of a number of our large conifers when we had storms in late
December and January.

14
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Empty homes/lettings and tenure

Our average re-let time for lettable
vacant dwellings (empty homes) is
25 days compared to 27 days the
previous year.

We will carry out an empty homes
review this year to ensure we provide
you with an efficient service that is
value for money and improve our
performance and tenant satisfaction.

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 17 housing benefit
forms, part complete 67 housing benefits forms and carried out six
housing benefit online checks;
• 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;
• 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;
• ask you for feedback on your experience of the lettings service and
your new home – 98.7% were happy with their new home and 100%
were happy with the lettings service

Residents are not allowed to sublet
their homes – this means our tenants
are not allowed to move out and
charge someone else rent to live there.
If you suspect someone is subletting
their home, please report it to your
Neighbourhood Housing Officer.
This is now a criminal offence –
the local authority can take criminal
proceedings on our behalf which
could result in a prison sentence.
It is also stopping us from providing
a home to people in real need.
Note: Leaseholders (but NOT shared
owners) are allowed to sublet their
properties.
We offer a cash incentive of £500
to any reports of subletting that
lead to us regaining possession of
the property.

We housed 277 households this year:
• 149 in general needs properties
• 66 affordable rent properties
• 39 in supported housing properties
• 23 in intermediate rent properties.
Fifty one of these were new properties.

Last year we helped 54 people
to exchange their home.

16
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RedAssure
We provide an alarm service to 1,100 customers in West Sussex and
welcomed 148 new customers last year.
Our responders attended to 522 call outs, covering 2,675 miles in doing
so. This is the same distance as travelling from Lands End to John O’Groats
three times.
Our annual survey of our customers found:
• 99% of customers said they were happy with the service;
• 97% felt that our services provided value for money;
• 97% of customers said they would recommend the service to others.
We held two customer forums, where we received valuable feedback
on our service.
In February we held a referrers event to bring together lots of different organisations that
advise and help people to remain independent in their own homes for longer. Among the
agencies exhibiting were: Guildcare, Alzheimers Society, Adur and Worthing Wellbeing
Hub, ICIS, and the Falls Prevention Team. The event was an opportunity for the agencies to
share information and discuss working together to ensure that people in the community
who need help get it as quickly as possible.

“ Excellent and fast response “ When I fell and broke my
in the early hours and a
arm recently, your office
call back to see if all was
asked if they should come
under control, excellent.’’
and help me – I was so
grateful, but I was able
to manage. Thank you so
much!’’
18

Worthing Homes Annual Report 2014

“ I feel very happy indeed
with the RedAssure service.
The staff are always kind
and helpful.’’

We were awarded renewed accreditation with the Telecare Services Authority (TSA) for
a further three years following their audit of our services in April 2013. Auditor Vicky
Brennan commented that it was one of the best audits she had carried out in her career.
We have also been looking at new initiatives and devices to enhance our service offering
to customers in the coming months.
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Sheltered housing
Our support coordinators provide support and assistance to our
281 sheltered residents.
The supported housing forum was held three times during the year,
with Stephen Potts welcomed as the new chair.
The group received presentations on the work of our financial inclusion
co-ordinator, Community Fire and Rescue, how Worthing Homes
properties are let and the work of the Adur and Worthing Wellbeing Hub.
In December, Christmas parties were held at each of our schemes bringing
all of the residents together; and in February we wished Violet Tortice,
resident at Wisden court, a very happy 100th birthday.
Along with her card from HRH the Queen, Violets family arranged for four
owls to come along and share her birthday as she has a fondness for them.

20
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Asset team – repairs, planned
maintenance and empty homes

What we did last year:
In total, we invested:
• £1.39 million on responsive maintenance,
with around £410,000 was spent on works
/ repairs to empty homes and transfers
prior to reletting;
• just over £2.3million on planned
maintenance (typical works include new
kitchens and bathrooms, replacement
boiler, new windows / doors, re-roofing,
etc.);
• £924,000 on cyclical maintenance
(service contracts and exterior
redecorations);
• just over £40,000 on minor disabled
adaptations and contributions to
disabled facilities grants.

The asset team is responsible for the repairs and improvements of our
residents’ homes. The responsive, planned and cyclical works are carried
out by both our in-house workforce, Homespace and a number of
external contractors, most 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.).

22
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Also:
• we raised 15,500 works / repairs orders;
• we carried out around 2,150 preinspections prior to carrying out the
more involved repairs;
• we carried out 1,550 post inspections
of completed repair works.

Other projects
• Assisted the development team with
the regeneration and conversion of the
seven studio flats at 82 Meadow Road.
• New canopy and entrance improvements
at Cambourne Court.
• Third phase of a four-year programme
to replace asbestos roofs to properties in
the Maybridge area.
• Final phase of the balcony balustrade
renewals to the West Durrington flats.

What else did we do?
• Further developed our asset
management system (Keystone) to
assist with the management of our gas
servicing future investment plans.
• Assisted with setting up of the new
Homespace decorating team.
• Took on a new contractor for the repair
and replacement of white goods who
offer better value and a higher level of
service than our previous contractor.

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 – 100% (99.5%)
• urgent – 99.2% (98.9%)
• routine – 98.5% (98.3%).
• Repairs completed right first time –
99.4% (95%)
• Residents were happy with their repairs –
98.6% (95%)
• Residents were happy with their new
home – 98.6% (95%)
• Residents were happy with the major
works to their home – 94.2% (95%)
• Gas servicing – Properties holding a valid
gas safety certificate – 99.96% (100%)
• Decent Homes Standard – 100% (95%).

Areas will be working on in the coming
year include:
• implementing the re-structure of the
team;
• ensuring the servicing module (KSI) of
Keystone system is fully operational, to
enable more efficient monitoring of all
service-type works;
• enabling energy data monitoring of
Keystone will be further developed to
assist in targeting the priority properties
in terms of energy efficiency works to
assist our residents in reducing their
energy bills;
• the implementation of the new
contractor extranet (Cygnus) system.
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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 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 101.8% of all rent
billed during the year to 31 March 2014;
• work with you to come to an arrangement for easy repayment of any
arrears – 632 agreements were made;
• assist with any claims for benefits – we helped complete 17 housing
benefit forms, part complete 67 housing benefits forms and carried
out 6 housing benefit online checks;
• refer you to specialist financial and debt management agencies for
assistance – 35 cases were referred/ signposted to other specialist
agencies.

Our Financial Inclusion Co-ordinator works
with a wide range of external agencies
to help you increase your financial
independence and maximise your income.
The Financial Inclusion Co-ordinator can
help you with money management issues
and give you advice on welfare benefits,
fuel poverty, saving energy or refer you
to a specialist agency.
Our Financial Inclusion Co-ordinator met
with 159 residents last year, many who had
multiple financial issues; we helped them
with:
• benefit advice – 45
• debt advice – 53
• budgeting advice – 38
• fuel and water advice – 23
• bank account advice – 6
• benefit appeal – 3
• benefit claim – 4
• signposting/referral to other specialist
agencies – 74.
114 affordability checks were carried
out with new and transferring tenants
to ensure they can afford the property
they want to move to and give budgeting
and debt advice.

24
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The income recovery team created in
April 2013 has recovered monies to the
value of £130,000 from those affected by
the social housing size criteria (bedroom
tax), which would have previously been
paid in housing benefit.
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 where you can get
specialist advice. Our Financial Inclusion
Co-ordinator holds a drop-in every Monday
between 9am and 12 noon at our Resource
Centre – no appointment necessary just
turn up.
West Sussex Credit Union (WSCU) has
recycled our lending capital from our
£15,000 investment to allocate loans
to the value of £162,670 and have
approved 332 loan applications for
Worthing Homes residents.
We have invested a further £3,000 in
the last year to support 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.
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Value for money
2014
£’000

2013
£’000

18,682

16,725

(10,334)

(9,450)

8,348

7,275

Surplus on sale of fixed assets – housing properties

147

94

Interest receivable and other income

44

62

(4,082)

(4,256)

4,457

3,175

How each £1 of rent is spent in 2014

25p

24p

2p

22p

4p

10p

13p

Property maintenance 

25p

Building new homes 

24p

Interest paid 

22p

Salaries 

13p

Other overheads 

10p

Estate costs 

4p

Equipment and vehicles 

2p

Turnover: continuing activities
Operating costs
Operating surplus: continuing activities

Interest payable and similar charges
Surplus for the financial year

Compared with the tenders received,
savings of £123,000 were made by
creating the Homespace in-house
decorating team. This created 10 new
jobs locally with 2 apprenticeships and
will ensure the quality and standard of
workmanship is as it should be.

We re-tendered our insurance which
will save £60,000 next year.

We completed 52 new homes
and 7 refurbishments.
The implementation of our income
recovery team cost £87,000 but
has already reduced our arrears by
£130,000.

A total of 1,132 volunteer hours were
given to the Community House – this
has a value of £7,000 if the cost was
based upon the minimum wage.

We saved £30,000 by restructuring
our RedAssure team.

We made savings of £40,000 by
re-negotiating some of our purchasing
contracts.

26
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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 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;
• at a human scale.
We consult with residents:
• if we are remodelling or improving their homes;
• if it is new build, six months after they have moved in,
to inform the next scheme.
All of our new rented schemes are let at
‘affordable rents’ (or 80% open market
rent). This is a change from our traditional
position where properties were let at
‘social rents’ (around 60% open market
rent). This is because the Government has
reduced the grant levels to nil on 106 sites
that were available to provide homes at the
lower rents. However, we aim to increase
the number of homes we build or purchase
to 100 each year.

28
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Our developments are value for money.
Each affordable home for around £138,000
as compared to the regional average for
housing associations of some £152,390.
We are not compromising on quality.
Our new schemes are popular and not
just with the residents who live there.
New Brunswick Drive was highly
commended in the large residential scheme
category in the southern region of the
LABC (Local Authority Building Control).

Last year, we invested £7.7m
in completing 59 new homes.

In the forthcoming year, we expect
to spend £9.5m in completing 65 new
homes.
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Complaints and compliments
We have received 159 formal compliments
about our services last year; some examples
include:
• Mrs P reported that one of our Building
Surveyor’s had done everything possible
to help them with their temporary
move from flat 5 to flat 10. ‘Not only did
he give constant updates, but he also
arranged the removal company for us
too’
• Ms S who is not a resident but phoned
for general advice wrote in to say thank
you to our Lettings Adviser for her
excellent advice and all her help.
• Mr L said Worthing Homes is the best
landlord he has dealt with, we are very
efficient and always offer a good service.

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. It is equally as important to learn about when things could have gone
better, so that we can identify areas where we can improve.
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.

30

Worthing Homes Annual Report 2014

Breakdown by team of the compliments
received:
• Greenspace – 5
• Homespace – 21
• Income Recovery – 4
• Marketing and communications – 4
• Neighbourhood housing – 20
• Planned maintenance – 10
• Reactive maintenance – 20
• RedAssure – 10
• Resident involvement – 12
• Supported living – 2
• Worthing Homes’ contractors – 51.

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 learned from resolved
complaints include:
• reminding our staff that if they pass an
enquiry onto another member of staff
that it is helpful to follow it up to ensure
that the enquiry is being dealt with;
• ensuring BSW notify residents of broken
appointments and discuss the possibility
of them carrying out annual gas checks
in the early evenings.

Last year, there were 58 complaints
received and all have been resolved.
Twenty three of these were fully justified,
18 partly justified, 16 not justified and one
was not applicable.
The breakdown of complaints received
by department is as follows:
• Development – 1
• Greenspace – 1
• Homespace – 1
• Income Recovery – 3
• Neighbourhood Housing – 12
• Planned maintenance – 6
• Reactive maintenance – 20
• RedAssure – 1
• Supported living – 2
• Worthing Homes’ contractors – 11.
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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

This report was reviewed
by our involved residents,
including the resident
scrutiny committee,
residents’ panel and the
resident approved stamp
group, who awarded it
with the resident approved
stamp.

