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Worthing Homes has

3,678
properties in the Sussex 
coastal area for local people
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We currently have 3,678 properties in our portfolio, and these are all based in the 
Sussex coastal area for local people. These are made up of a mixture of tenures;

Our general needs properties are a mix of social rent (typically let at 50% of market value 
rent) and affordable rent (let at 75% of market rent) homes. 

Intermediate rent homes (let at 80% of market rent) are aimed at key workers and others 
who may be unable to pay the full market rent in the area in which they live. Its ideal for 
those who do not qualify for social or affordable rented homes but whose circumstances 
prevent them owning their own home or meeting the costs of privately renting.

We have 282 sheltered housing homes; these combine a level of support to residents 
whilst providing the opportunity to still live in their ‘own home’.

78 properties are shared ownership; these are homes that we part own along with the 
resident. Shared ownership is a great way to get your foot on the ladder as it gives 
you the opportunity to purchase more shares of your home in the future as your 
income increases.

In addition, we own the freehold to 251 leasehold properties, these are dispersed 
amongst our properties and include a small number of ‘mortgage rescue’ properties.

About our homes



2016/17 has been an extremely positive year for the 
organisation as changes are being delivered in line 
with our corporate plan. 

This year was the first year that we were required by 
the government to reduce our rents by 1%, which 
we will continue to do until 2020. As a result, we are 
working hard and continuing to implement changes 
to ensure we work more efficiently and keep costs 
down, whilst ensuring we deliver high quality services 
that provide value for money. 

These changes include introducing new technology 
which allows us to spend more time delivering 
services out in the community, getting to know you, 
your home and your neighbourhoods so that we can 
provide more advice and support where it is needed. 

We have started to see the introduction of Universal 
Credit; the new benefit replacing a range of working 
age benefits. In readiness for the complete roll out

Message from Chief Executive and Chair 
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from March 2018, our financial inclusion co-ordinators 
and income recovery officers have been working hard 
to support our customers affected with this change.

Following cuts in government funding, we have 
launched a new floating support service which sees 
us provide a much wider service supporting up to 
2,000 older people (along with the 282 people we 
were already supporting); this includes older residents 
in Worthing Homes’ general needs housing and 
residents of neighbouring social landlord Adur Homes.



Our plan to build 500 new homes by 2022 is well 
underway and in this last year we have seen 114 new 
homes built and let to new customers, whilst work on 
another 74 has commenced.

The STAR customer satisfaction survey (more on this 
later in the report) was carried out and gave us an 
overall customer satisfaction score of  85% which 
we were delighted with, but we recognise that there 
is always room for improvement and look forward to 
working with you in the coming months to improve 
our performance.

I’m pleased to say that we continue to be a top 
performing housing association in the Housemark 
benchmarking system (which compares our 
performance to other housing associations). Their 
figures show that we are in the top quartile for the 
majority of our services.
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Jackie Bligh, Chief Executive Trevor Lewin, Chair of Board
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Along with everyone else we were deeply saddened 
by the recent Grenfell Tower tragedy, our thoughts 
are with all those affected. We have and continue to 
work with all relevant agencies in respect of our fire 
precautions, and have provided information to the 
Department of Communities and Local Government 
about our high rise blocks (greater than 18 meters 
or 6 storeys high); however none of our three 
blocks have been constructed or refurbished using 
Aluminium Composite Material over-cladding as used 
at Grenfell Tower.

All our blocks with communal areas have had a fire 
risk assessment in the last 12 months but West 
Sussex Fire and Rescue have visited our three high 
rise blocks of flats; there were some minor issues 
raised including residents leaving items in communal 
areas and these actions have all been addressed as 
recommended as the safety of our residents is our 
top priority.
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677 emergency repairs were 
completed with 99.4% responded 
to within 24 hours

Highlights of the year 
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99.4% of the 5070 urgent repairs we 
received were completed within the 
5 day timeframe

98.8%

114 new homes were completed 
during the year 

MILLION

We invested £7.6 million in new 
homes under construction £7.6

MILLION

£7.3 million surplus was generated 
of which £1 million related to to our 
first market sales scheme. This will be 
invested in building more new homes 

£7.3

114
We let 158 properties to new customers who 
were on the housing waiting list last year.158

We responded to 96% of anti-
social behaviour (ASB) reports 
within our published timescales

As part of our commitment to 
reducing our carbon foot print 
we now ask for your feedback on 
our repairs performance via text 
and email

9 injunctions for ASB were gained in court 
along with 4 evictions for tenancy breaches9

96%

Our average property re-let time was 22 
days, a decrease over the last 2 years of 
almost 50%

- 50%
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100% of our properties with a 
gas connection had a valid gas 
certificate by the year end (31 
March 2017); with 99.3% by their 
anniversary date

100% With the push on residents self serving 
our call numbers are lower this year with 
approximately 25,000 calls taken. This 
equates to 500 per week 

500

We received 99 compliments 
during the year and only 30 
complaints

99 570 people attended the fun day570

PER WEEK

25 new boilers were installed to 
replace costly night storage heating25

99.7% of you told us you were 
happy with your major repairs and 
cyclical maintenance

99.7%

Our Community House in Dominion 
Road welcomed approximately 
1000 people through their doors

1000 Our financial inclusion coordinators 
worked with 400 residents to help 
them increase their income and 
reduce their bills. Overall their work 
gained an extra £211,000 income 
for a number of our customers

£+



2016 has been highly productive with many changes 
to reflect our commitment to residents and the wider 
community over the coming years.

Following the operational restructure, that took place 
at the end of 2015, building works were undertaken 
to our Davison House office in March to allow 
for more flexible working and greater cross team 
interaction. This coupled with our modern working 
project which has seen the introduction of new 
technology, systems and ways of working for our 
staff, will help us to provide timely, responsive services 
as part of our pledge to give an excellent customer 
experience.

To reflect the modernisation of our working practices 
we underwent a rebrand in May. After many in-house 
discussions the decision was made that we should 
retain the ‘Worthing Homes’ name due to its legacy 
but give the company a bold new logo to reflect the 
journey we are on. 

Our performance for the year
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Our new logo is bold with a mix of vibrant colours to 
reflect our exciting changes.

May also saw the completion of our site regeneration 
project on Littlehampton Road in Worthing. The 
project saw the demolition of the old Becket 
Chambers, which comprised 3 shops with 2 flats 
above, to make way for 22 new contemporary flats; 
10 one bedroom and 12 two bedroom homes. 
Finished to a high standard and built to a tudor 
– bethan style to blend in with the surrounding 
properties, these flats not only provide much needed 
homes for the local area but also give the new 
residents the peace of mind that comes with having a 
secure affordable home.

The annual Fun day, held in July, was attended by 
570 people which is our highest number of attendees 
so far. Held at the Maybridge Keystone club, this 
annual event is not limited to our residents, with 142 
people attending from the wider community.
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The catering was provided by 
the team from The Empty Plate 
café, who provide meals on a pay as 
you feel basis at the Lovett Hub every 
Tuesday and Wednesday, meaning you 
pay what you feel the meal is worth. This 
doesn’t have to be money, it can be your time 
volunteering with them, handing out flyers or 
simply saying thank you. This is the first venture of 
its kind in Worthing, using food that otherwise would 
have been thrown away.

Cross working with partner agencies is high on our 
agenda so the event also played host to a number of other 
organisations who are based in and around Worthing such as 
the Wellbeing Hub, Southern Water, ESTEEM (young people’s 
services), Warming Worthing (knitting group), West Sussex County 
Council recycling trailer, Durrington community cycle project and 
Tarring Neighbourhood Watch (bike marking).
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Our first market sale development scheme, Hollyacre 
at Toddington Lane in Wick, completed in August 
2016. This site is 52 properties with a split of 20 
affordable rent, 14 shared ownership and 18 outright 
sale homes, all of which have been sold or rented to 
people with a connection to Arun.

The scheme was the first to complete as part of the 
wider Toddington Lane regeneration; and is a mixture 
of 2 and 3 bedroom apartments and houses situated

between the sea and the South Downs national park, 
close to local amenities including schools, with  
excellent rail and road transport links making them  
ideal family homes.

At the end of September, at the RTPI (Royal Town 
Planning Institute) South East awards, we were 
delighted to win 2 awards in conjunction with Adur and 
Worthing Council for our Meadow Road regeneration 
project in Worthing. Not only did it win best project in 
its category which was Excellence in Planning to Deliver 
Housing, it was also awarded the overall regional winner 
across all 7 categories of the awards.

We took great pleasure in learning that the first recipient 
of our Worth Award, Alfie Parker, made his West End 
debut in the musical School of rock in September 2016. 
The Worth Award was set up in 2014 and is specifically 
aimed at supporting local talent, improving people’s 
life chances and enabling residents to realise their 
ambitions. In November we awarded another resident 
funding to enable her to complete her three year course 
in therapeutic counselling after which she hopes to work 
in either the addiction or mental health field.
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and heating controls more efficiently, how to manage 
condensation and mould within the home along with 
tips to help you save energy and money at the same 
time. For more information visit www.relish.org.

We have relaunched our Sustainability Group who 
have been working hard to reduce our stamp on the 
environment and save money; so far the group have 
reduced our water usage, waste going to landfill by 
increasing our recycling, we are using rechargeable 
batteries which are much more energy efficient and 
have installed LED lightbulbs in our offices which 
use much less energy. We are also working hard to 
reduce the amount of paper we are using.

Our financial inclusion coordinators have been 
working hard and made a huge difference to a 
number of our residents.  This year they saw almost 
400 residents and were able to help a lot of them 
increase their income and reduce their bills. 

In October, our RedAssure service began offering 
housing related support to up to 2,000 older residents 
in Worthing Homes and Adur Homes properties. This 
service receives funding from West Sussex County 
Council (WSCC) and we are one of only 3 landlords 
WSCC elected to work with to deliver such services 
in the county following significant cuts to funding to 
support older residents in the community. 

From December 2016 “Feeling Good” fitness 
sessions have been taking place in all sheltered 
schemes in Worthing Homes. 34 out of 37 
responders noted the course as Very Good (92%) 
with the other 3 saying they felt that the training was 
Good (8%). Participants are reporting that they are 
more alert and physically more able as well as being 
more engaged with the wider resident community in 
the scheme.

Throughout the year our Sustainability Co-ordinator 
has been developing the new Relish (Residents 4 
Low Impact Sustainable Homes) website so that it 
provides more information on how to use some of the 
more complicated household facilities such as boilers
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Overall their work gained an extra £211,088 income 
for a number of residents through new benefit claims 
and appeals.

They also have a lively presence on Facebook 
including a food blog with some fantastic family 
recipes for delicious, nutritious easy to make meals 
on a budget.

Our new procurement coordinator has achieved  
net savings on several contracts during the year; 
these include:

• a £44,000 saving on our mobile phone contract

• a saving of £200,000 on a window and door 
contract

Finally, we record the social impact of our activities, 
looking at how it is improving the lives and wellbeing 
of those involved.

Through our Community House in Dominion Road, 
Worthing we have been able to help with the following:

• 114 people who attended job skills placements and 
/ or training

• 71 people reported an increase in their mental and 
physical health as a result of engagement with the 
community house

• 106 people have attended education or training and 
now received a qualification increasing their  
life chances

• 76 young people reported that they have learned life 
skills which better equip them to deal with adulthood 
as a result of attending the community house

• 2 people have been helped into apprenticeships, 
with 1 more having completed his application for  
an apprenticeship



• We worked with a local playgroup in the garden of 
the community house enabling them to fulfil their 
Ofsted shortfall and enabling us to work with their 
families on other issues

• 205 young people received support with school 
work and access to educational resources resulting 
in them not wanting to participate in truancy

It really is about people, communities and opportunities!

14
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The STAR survey

In the winter of 2016 we wrote to a sample of 1,500 
residents asking them to take part in our STAR 
(Survey of Tenants and Residents) survey, asking for 
views on how Worthing Homes delivers services and 
maintains your homes. 

The survey, carried out by an independent market 
research company, is recommended by HouseMark 
(HouseMark is the leading provider of social housing 
data and insight), and is used to benchmark ourselves 
against other landlords and more importantly to 
understand your views, priorities and concerns so we 
can take actions to improve our performance

Over 700 residents responded (23% of our total 
households) and we thank those who took part!
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Here are some of the key findings and highlights:

A high number of Worthing Homes residents are 
happy with the overall services they receive (85%), 
with the highest rating awarded to the friendliness and 
approachability of staff (92%). 

When asked to identify the three most important 
services; 80% prioritised the repairs and maintenance 
service, 44% prioritised the quality of the home and 
36% of residents felt it was important that Worthing 
Homes deals with anti-social behaviour. 

Four out of five residents are satisfied with their 
neighbourhood as a place to live (79%). 

79% are satisfied with repairs and maintenance, with 
around one in seven dissatisfied (7%) 

Residents who had reported a repair in the last twelve 
months gave high ratings for the speed of the repair

(85%) and the quality of the work carried out (85%).

Over two-thirds of residents had contacted Worthing 
Homes with a query in the twelve months prior to  
the survey (71%), 

80% of residents found staff able to deal with their query 
quickly and efficiently and three-quarters were satisfied 
with the final outcome after contact (75%). 

Most tenants agreed that Worthing Homes has a  
good reputation in their area (86%) and trust Worthing  
Homes (87%). 

These results aren’t ‘going to waste’! We have been 
carrying out customer focus groups during June and 
July 2017 to gather some more details around causes 
of dissatisfaction and talk through what we can do to 
improve. We will then be putting together an action plan 
to make changes to improve your customer experience.



During 2017 – 2018 we will be implementing a 
customer service strategy to ensure that the way in 
which we deliver services not only meets the needs of 
current customers, but also meets the demands and 
expectations of future customers. This will include 
reviewing our telephone system and developing a 
social media strategy as this is becoming a main 
source of contact for a number of residents. During 
the year, along with a new Worthing Homes website, 
we will also be launching our:-

• Customer online portal – a website you can use 
to access your account details; see your balance, 
report a repair, make a payment, upload any 
photos or recordings from the noise app. You will 
be able to access the portal from any computer, 
laptop or tablet.

• Customer App – an app you can download to 
your mobile phone or tablet which you can use to 
do all of the above.

What next?
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We will be offering training sessions or 1-1 help 
with using the portal and / or app which we will let 
you know about nearer the time, and we hope you 
find them a much easier, more convenient way of 
contacting us and managing your account. However, 
for those that don’t have access to the internet we 
will be retaining our customer service team who can 
look after you via phone call or visit to Davison House.

A review will be undertaken of our lettings and mutual 
exchange policy to ensure we are making the best 
use of our housing stock and that residents are 
placed in the most suitable accommodation for them; 
especially as we will be engaged with a greater, more 
diverse group of residents by 2020.

As part of our plan to provide an additional 500 
new homes by 2022, we will be completing the 
development of 71 properties by March 2018.

Our new community development strategy will be
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implemented, giving residents a number of 
opportunities to become involved with us, whether it be 
to have a say on our services or receive training and / 
or support to help them improve their life chances. 

The work of our award winning Community House, 
based in East Worthing, will be evaluated  to ensure 
that we are maximising the help and opportunities that 
the project provides; and will investigate new funding 
opportunities to keep this valuable resource operating in 
the community.

We have recently started working with, and during the 
next 12 months will increase our work with, the

Recycled Goods Factory to arrange ‘give your stuff 
away days’, where you can get rid of furniture you no 
longer want and see it go to a good home whilst having 
a look for new bits for yourselves. 

They will also be trialling a discounted furniture 
collection rate and a discount voucher for purchases for 
our residents.

Finally we will be holding an open day, in October, at 
our offices in Davison House where you can come in to 
see us and ask absolutely anything. More information 
will follow soon - we hope to see you there!



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


