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Worthing Homes has

3,508
properties in the
Sussex coastal area
for local people

Worthing Homes has 3,508 properties in the Sussex 
coastal area for local people. These are made up 
of a mix of affordable rented homes, key worker 
accommodation, low-cost shared ownership, sheltered 
housing and homes for outright sale. Our grounds 
maintenance team look after our communal gardens 
and open spaces including 7 play parks. 

As a registered provider, and an independent social 
business working with local people and partners, 
we are committed to providing great homes and 
supporting communities to develop and thrive. We 
promote initiatives that bring people together and give 
them new opportunities; these include our Resource 
centre, The Community House, the Lovett Hub and 
Football in the community. We also have Relish™ 
(residents 4 low impact sustainable homes), our 
award winning initiative to help tackle fuel poverty and 
promote sustainable products and materials.

About us



It has been a busy year at Worthing Homes. Although it did 
not come into force until April 2016, we had to prepare for the 
Government policy of rent reductions of 1% each year for 4 years.  
As a result we undertook an organisational restructure which put 
more resources on the front line as well as reducing the staffing 
costs by 7%. The focus is to deliver services in the community so 
that our teams know you and the areas where you live much better. 

We continue to deliver on the agreed service standards, and are 
a top performer in the latest HouseMark benchmarking results 
(HouseMark is the leading provider of social housing data and 
insight) in relation to: rent arrears management and income 
collection, dealing with anti-social behaviour, responsive repairs 
and void works,major works and cyclical maintenance, tenancy 
management and resident involvement.

We are really pleased that we have been able to continue to deliver 
more activities in the community via the Community House, Lovett 
Hub, the fun day, supporting the empty plate café and breathing 
spaces. Next year (2016/17) we will be looking to extend provision

Message from chief executive and chair 

3



to residents in Felpham. Using the HACT (Housing Association Charitable Trust) social impact value 
calculator which estimates the impact of a service upon people’s self-reported wellbeing; the net 
benefit of our community development activities in 2015/16 was £6 million.

We completed the £2m Meadow Road scheme which saw one of the 6 blocks of studio flats 
transformed into 7 contemporary 1 bedroom flatlets giving a much better use of space; whilst the 
other 5 blocks were demolished and have now been replaced by 12 contemporary two bedroom 
family homes. At the year-end there were 174 new homes on site, and we expect to complete 107 
of these over the next year including our first homes for outright sale. We also secured £20million 
additional funding from Lloyds Bank.  This loan will enable us, along with the surplus that we made, 
to build 200 much needed new affordable homes in the local area over the next 3 years.

We are looking forward to another full year in 2016/17.

Jackie Bligh, Chief Executive

Trevor Lewin, Chair of Board
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of emergency repairs were completed 
within the 24 hour timeframe

Highlights of the year 
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99.9%
of the 2945 urgent repairs we received were 
completed within the 5 day timeframe

99.6%

We spent £1.36 million 
repairing your homes, within 
our budget of £1.41 million.

of people reporting anti-social behaviour were 
contacted within our published timescales (this 
includes within 1 working day for high risk cases)

100%

new homes were completed and at year end 
174 new homes were under construction

     We have invested in digital inclusion and 
     now provide free Wi-Fi at our Community 
House, Resource centre, Lovett Hub, in our office 
reception and 3 sheltered schemes

Our re-let time has fallen from 
53 days to 41 days 

492 customers were helped during the year with advice 
on budgeting, benefits, debt and bank account advice, we 
supported 65 residents to gain an additional £150,270.24 in 
combined income.

the surplus we generated which will be 
invested in building more new homes  

During the year we received approximately 
48,000 phone calls, which equates to 
4,000 calls per month or 200 per day MILLION
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September 2015 saw the beginning of an organisational restructure which has been put in place to 
ensure we are truly delivering exceptional customer service and that we are living our values.  The 
new structure has created three neighbourhood teams that will allow them to really get to know our 
residents and properties, with services being delivered in the community rather than expecting 
residents to come to the office (although this will remain an option).  There will also be greater 
options for resident to ‘self-serve’ as we develop the technology – for example; paying 
rent, reporting repairs, reporting anti-social behaviour, registering for a mutual exchange 
or transfer all to be completed on-line.  By working in the neighbourhood it will also be 
easier to identify which of our residents are likely to be affected the most by Universal 
Credit and take pre-emptive action to help them to maintain their home.

The new Customer Services team now provide a one stop shop for residents 
that call in to the office in person, via the phone or via email and answer their 
query at the point of contact or arrange for one of the neighbourhood team 
members to call if it is a more complex enquiry.

Completed in January the new ways of working restructure has 
already made a huge impact on our service provision.  This has 
been followed by works to our offices to make them more open 
to the new ways of working, along with upgraded technology 
to allow for ease of working whilst out in the community.

All change 



Following the organisational restructure our staffing 
costs are reducing by £200,000 per year, with roles 
changed and certain tasks insourced to contribute to 
this saving; and with the average operating cost per 
home lower at £120 this means that despite the rent 
reduction from April 2016, our budgeted operating 
margin will increase to 46%.

We have continued with our growth plans and 
increased our investment in new homes under 
construction to £8.7million.  During the year 12 new 
homes were completed and at the year-end there 
were 174 new homes on site, which is a great start 
towards our goal of 500 new homes over the next 
5 years.

The review of our empty homes processes ended 
with the formation of a new lettings team and 
an overhaul of the process. This work has led to 
improved performance with the average re-let time for 
all of our empty properties from 53 days to 41 days

Our performance for the year

7

and our lettable properties falling from 40 days to 32 
days which means that we can provide much needed 
homes to people far quicker.

Our communal gardens and greenspaces continue 
to be well maintained. Currently 25 grass cuts have 
been completed (exceeding our target of 16) with 
litter being cleared on each visit. Hedges have been 
cut twice to all sites and borders continue to be 
weeded monthly. Our equipped play areas have been 
inspected fortnightly and repairs carried out to rectify 
faults that have occurred through vandalism and 
general use.

Our new digital strategy is underway.  As an 
organisation we are using technology to become 
more effective and deliver excellent services.  From 
2016 onwards there will be an increase in the digital 
services we offer to residents, which in turn will help 
update our service offering.
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We have invested in digital 
inclusion to help our residents gain 
greater skills on-line and via social 
media. Residents have free access to 
Wi-Fi and access to the internet at the 
community house, our office reception, 
the resource centre, and Lovett hub with 
it being introduced into our other schemes 
during 2016/17. We are actively providing financial 
inclusion and signposting advice to our residents. We 
helped 492 customers during the year with advice on 
budgeting, benefits, debt and bank account advice plus 
signposting / referral to other specialist agencies; and we 
supported 65 residents to gain an additional £150,270.24 in 
combined income.

Our sustainability initiatives continue to grow with more outreach 
sessions available for residents and staff at the Lovett Hub and 
Community House. We have identified some opportunities where we can 
benefit from Solar PV (Solar panels) feed in tariffs, which we will progress by 
assessing the immediate financial implications and long term benefits.
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Our sustainability co-ordinator secured £40,000 
of funding from SGN to provide new gas supplies 
to 35 existing homes. These new connections will 
enable more energy efficient gas fired boilers and 
central heating systems to be funded and installed 
by Worthing Homes to replace the existing electric 
storage heaters. Once SGN have completed all of the 
new connections, one of our contractors will install 
the new heating systems. 

A review of our communal boilers was also undertaken to 
look at the potential for each resident to have more control 
over their usage, however replacement of individual boilers 
looks more cost effective and will have a greater impact on 
fuel poverty
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Finally through an increase in activities and more 
effective reporting our social value* figures have 
improved on last year’s results:

• In 2015/16 every £1 spent on our Community 
House project returned £41 in social value. The 
project has completed its first year of the new 5 
years of lottery funding, achieving all its outcomes 
so far.

• Engagement with the Community House led to 
18 people reporting relief from depression and 
anxiety at a social value in excess of £362,000.

• 85 people reported having improved confidence 
after attending our Resource Centre in 2015/16 
resulting in £1m social value.

• 32 people gained employment as a result of 
participating at the Resource Centre at a social 
value of £282,000.

• The net benefit of our community development 
activities in 2015/16 was £6m.

We see combining financial and social value as a 
key factor in ensuring we deliver value for money for 
our customers.

* Social value includes initiatives aimed at crime 
reduction, local regeneration projects, employment 
assistance, mental health interventions and 
community projects. These interventions are 
intended to impact positively on people’s lives and 
hence create social value.
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We were joined by 31 residents at our annual residents’ 
conference which took a different slant this year due to 
the changes within the organisation, and the challenges 
raised by the Government’s budget announcements in 
the summer.

The main presentation for the day was from 
Jackie Bligh, chief executive who talked about 
the changes we are making to the way we 
work so that we become more modern 
and streamlined in our approach, 
enabling teams to work together 
closely, cleverly and efficiently. This 
work resulted in a few changes 
to our existing structure which 
was explained to 
the residents.

Residents have their say
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The conversation then turned to the different elements of the Government’s budget 
announcement such as the 1% rent reduction, the benefit cap and the extension 
of Right to Buy and the ways in which these things will affect us. This, 
naturally, opened up a host of questions from the audience who were keen 
to hear about how we planned to face those challenges.

The event was rounded off by our 4 heads of service who gave 
presentations on our core business areas and opened up the 
floor to the residents for their views on our services areas, and 
where they think we should make changes in light of the 
budget announcements. To ensure all of this information 
was captured we used a mix of ‘table cloths’ which the 
residents were encouraged to write their views, opinions 
and ideas on as well as an interactive voting system 
which allowed us to poll the views instantly.  



We will continue to modernise our working practices 
and environment to be more effective enabling 
us to be even better at what we do. This will 
involve a greater emphasis on more flexible ways 
of working and moving away from the traditional 
office environment and management methods. 
Modernising our working practices will be an 
essential aspect of our organisational development 
to ensure we have the tools and skills to meet the 
future needs of our residents by delivering services in 
innovative ways and embedding digital services

During 2016/2017 we will be reviewing our customer 
service strategy to ensure that the way in which we 
deliver services meets the needs of both current 
and future customers. We will start by carrying 
out a customer service survey to gauge customer 
satisfaction and use the results to further improve 
our services. 

What next?
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Our approach to resident involvement will be 
reviewed to ensure we are reaching as many people 
as possible by embracing modern methods of 
communication such as social media. We will be 
providing our customers with a range of digital tools 
to help.

Surpluses will continue to be generated enabling 
us to invest in building much needed new homes; 
we have a £4.8million rental surplus budgeted for 
2016/17, together with a £1.6million property sales 
surplus. In the coming year 107 new homes are due 
to complete.

Our older people’s services are being reviewed, 
ensuring our sheltered schemes meet the 
expectations of today’s customers; this is being done 
as part of our asset management strategy.
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We are one of only 3 landlords 
in the county developing a new 
housing support service for our older 
residents in conjunction with West 
Sussex County Council and will receive 
funding of £120,000 per year to deliver this 
service. This will be done via our RedAssure 
service which is extending its offer beyond the 
provision of telecare and will also support older 
residents in Adur and Worthing to maintain their 
tenancies and independence

With the ongoing Big Lottery Funding the community house 
is able to not only continue its excellent work, but extend it 
to new areas. This will see the project carry out at least 10% of 
its activities in Castle Ward, primarily utilising the Lovett hub as a 
base for activities, and to do outreach activities and engagement in 
other areas where Worthing Homes owns properties. In 2016/17 the 
Community House will start work on achieving a new outcome which will 
lead to 40 people per year having a greater understanding of the working 
environment having attended job skills placements or training.



Please contact Customer services 
if you would like this report in Braille, 
large print, audio version or in another language.

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

This document is also available to download from our 
website: www.worthing-homes.org.uk

Davison House, North Street 
Worthing, West Sussex BN11 1ER

T: 01903 703 100   E: info@worthing-homes.org.uk

www.worthing-homes.org.uk


