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Following the previous year’s changes to the 
organisation, 2017 – 2018 has been a settled but 
highly productive year!

We have continued to implement more of our ‘modern 
working’ ethos into the company and now all of our 
teams have devices such as tablets and laptops, 
enabling more remote working to take place.  The 
freedom this brings means that we are able to spend 
more time out in the community, getting to know you, 
our customers and your homes, which then enables 
us to provide a more personalised approach. Over the 
next 12 months we will develop the on line services 
that already exist such as paying your rent, reporting 
repairs, and reporting ASB by launching a new app 
and portal that will allow you access to your account 
so that you can do all the above transactions but also 
check your balance and update your contact details. 

With the introduction of Universal Credit happening this 
year (July 2018) our financial inclusion team and income 
recovery officers have been working hard to ensure all 
customers that will be affected are being supported. 
If you have any questions or are concerned about the 
changes, please make contact with the team.

Finally we were delighted to receive a G1 (Governance) 
V1 (Financial Viability) rating at our last in-depth 
analysis by our regulator - The Regulator of Social 
Housing (RSH). They undertake these reviews to 
‘ensure that registered providers of social housing are 
financially viable and properly managed and perform 
their functions efficiently and economically’. Having 
requested information on the different areas of our 
business, they then spent 2 days with us seeing how 
we worked, as well as sitting in on a board meeting 
and interviewing the Chairs of the Board and the 
Audit Committee. This rating, which is the highest 
you can get, means that not only are we meeting our 
regulatory standards but we are also financially secure. 
This is important as without the funds we are unable 
to undertake the range of services that we currently 
deliver to you.

As well as our own homes we also manage the 
Pearsons and St Elizabeths Cottage Homes

Message from our Chief Executive 

I am pleased to say that our development programme 
is well underway and on target to hit 500 new homes 
by 2022. We completed 73 homes last year; are on 
site now with 101 homes and have plans for a further 
151 homes that will be presented to the board for 
approval during 2018/19. In order to ensure that we 
can supply as many new homes as possible, we 
are now moving into new areas in West Sussex and 
completed our first new homes in Chichester in March 
2018. Our plans for 2018/19 also include works to 
refurbish Elizabeth House and provide new homes at 
the old Church House site in Worthing.

Following the Grenfell tower tragedy, we have been 
working on extra fire safety measures particularly 
in our blocks that are over 6 storeys high and our 
sheltered schemes. This has seen us carry out checks 
with an external fire safety officer, make changes to 
our fire alarm testing so that it is now done weekly 
rather than monthly and we are also looking into fitting 
sprinkler systems in our three high rise blocks over the 
next three years. 

Jackie Bligh, Chief Executive



5 6

My first year as chairman has been an interesting and 
rewarding one as the organisation has made further 
progress in pursuance of objectives for modernising 
the business and growth, providing a further 73 homes 
during the year. A commitment was made during 
the year to further increase the number of homes to 
be provided in the future and to extend our area of 
operation in to neighbouring areas, notably Horsham 
and Chichester.

Improvements in the provision of services have 
continued to evolve as the organisation embraces 
a more digitally enabled service, expanding the 
opportunities for self-service through enhanced on 
line service access, something with which we are 
all becoming increasingly familiar with as a feature 
of our lives, alongside the continuing “in person” 
arrangements offered by staff which are known to be 
valued by residents.

The tragic events surrounding the Grenfell fire are 
likely to have a fundamental impact upon the nature 
of social housing with changes expected to emerge in 
the context of an awaited Housing Bill. We anticipate 
and look forward to involving residents widely in 
progressing provisions contained within the Bill. 

Both myself and Board colleagues are committed 
to ensuring that residents have every opportunity to 
play their part and that decisions taken are informed 
by the opinion or feedback of residents wherever 
possible. In this regard the Residents’ panel which 
has been in existence for only a relatively short period 
is already starting to make an impact with the reviews 
conducted into gas servicing and repairs with a review 
of service access currently being conducted.

I look forward to the organisation continuing its 
success in the year ahead.

Message from our Chair 

In the short term the focus has quite understandably 
been around resident safety, something the 
organisation has always taken very seriously, 
nonetheless it is always possible to do more and 
accordingly our dedicated Health and Safety advisor 
is key to ensuring that a close and continuing focus is 
maintained in this area. 

Changes made at Board level to replace retiring 
colleagues has introduced a range of new skills and 
experience to the Board as well as bringing a renewed 
enthusiasm to build further upon the organisation’s 
past success. It was therefore particularly pleasing 
following a routine inspection by our Regulator, the 
Regulator of Social Housing, for the organisation to 
retain the highest governance and viability grading’s 
possible. This will serve as an excellent platform for 
the future ambitions that the organisation holds.

Paul Smith, Chair

Our new homes in King William Close, Chichester



98.4%
53
39

of residents were happy with 
the major works to their homes 
with only two being unhappy
complaints were dealt with at our 
first response stage, 14 through 
our formal complaints procedure 
compliments were received
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of residents are satisfied with 
Worthing Homes as a landlord

people were assisted by the 
financial inclusion team to help 
them increase their income 
and reduce their bills gaining 
extra income for a number of our 
residents to the value of 

people were assisted through our 
older persons support service 
- this early intervention has made 
a significant contribution in many 
cases to the people they support

training sessions were 
delivered to staff to ensure 
we are providing the best 
service possible

 
people attended our fun day

We were finalists in 7 different 
award categories and winners 
of the TPAS southern region 
awards with the Empty Plate 
Café which is run from our 
Lovett Hub

We kept our G1 (Governance) 
and V1 (Value) rating after our 
in depth assessment by our 
regulators, Homes England 
(formerly the Homes and 
Communities Agency)

surplus was generated last 
year - this will now be invested 
in building more new homes 
and keeping our existing ones 
well maintained

new homes were built 
at a cost of approximately...

calls were taken throughout the 
year which equates to...

texts were sent 
to residents 
texts were 
received

people were helped out of 
fuel poverty thanks to our 
partnership with NPower which 
saw us issue fuel poverty 
vouchers with a total value of

... an average of
CALLS PER WEEK

were affordable rent

answered within 60 seconds

were for shared ownership

average call time

Highlights of the year 

91%

351

296

424

673

£5.4

G1 V1

73

22,119

54,507
7,665

£185,717

£1,513.80

29

48

79%

25

4 minutes

179
18

homes were let with an 
average of...
days re-let time 
- a decrease of 4 days 
on the previous year

LET

of emergency callouts were 
responded to within 24 hours

emergency repairs were carried 
out during the year

99.2%
1,143

£11

460

MILLION

MILLION

99.93% gas safety compliance was 
achieved this year due to access 
difficulties with two properties*

* We have now been awarded a lifetime injunction for one 
of these properties so we will always be able to access 
and carry out this important safety check in future.

7
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Following the results of our 2016 STAR (Survey of 
Tenants and Residents) in May 2017 we carried out 
a number of forums to discuss the findings with 
residents, more on these forums can be found later in 
the report. 

July 2017 saw us hold our annual Fun day, which 
brings Worthing Homes, our residents and the local 
community together for an afternoon of fun and fact 
finding. With its usual mix of stalls and activities for 
all the family, this relaxed environment provided an 
opportunity for us to discuss useful information with 
our residents, whilst showcasing all of the elements of 
our work with the wider community.  

During the year we completed 73 new homes, and 
in November 2017 we began the regeneration of our 
Church House development.  

Built in the mid 60’s and previously used as a 
sheltered scheme, this block has 19 studio flats and 
1 three bedroom house on an intermediate (private) 
rent basis. Due to the age of the property and its 
condition, it became apparent that works to the block 
would not be value for money as at the end of the 
process there would still be substandard housing.

Awards submissions were a 
big thing for us this year, with 
submissions made for:

•  Adur and Worthing Business Awards as 
large business 

•  24 Housing Awards for Best training scheme 
and Welfare Wise 

•  TPAS South East Awards for Employment, skills 
and training, Engagement in supported housing and 
Community focused service

•  UK Housing Awards 2018 for outstanding approach to 
income management

We are pleased to say we were finalists for all of the awards, with 
the Empty Plate Café taking home the trophy as winners of the 
TPAS South East community focused service award.

Finally, after our IDA in February we were delighted to end the year on a 
high having retained our G1 VI rating!  

Performance for the year

As part of our sustainability ethos and with a grant 
awarded by the Postcode lottery, we installed solar PV 
panels to our Community House in March 2018. The 
panels installed include battery storage meaning that 
even on the darkest days the house can run off its 
own energy, thereby freeing up funds to provide more 
activities in the house. 

March 2018 also saw the beginning of new territory 
for us as we purchased our first homes in Chichester, 
which comprise of 4 affordable rent properties and 
2 shared ownership flats. This is the first step into 
working in new areas for us, with homes in Yapton 
and Pagham due to complete during 2019.
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Our Community House in Dominion Road has had a successful and rewarding year with just some of the outcomes 
noted below:

young people gained 
employment

The following outcomes were also achieved as a 
result of our work with Albion in the Community: 

young people completed a 
sports leaders’ course

young people completed an 
employability skills course

people attended our Kitty’s 
Field Fun Day held in August90

people engaged in healthy 
eating activities with us and 
now understand more about 
making healthy, balanced choices

100

young people reported by 
local schools and colleges as 
benefiting from engaging with 
Community House in their 
school attendance, work or 
well-being

80

people reported an increase 
in their mental and physical 
health as a result of engaging 
with house activities such as 
mindfulness classes

213

person entered into an 
apprenticeship1

18

other people gained 
employment34
people attended education 
and training and will receive a 
qualification

60
people reported increased 
communication skills as a 
result of attending the project

100
people reported increased 
mental and physical health as 
a result of attending the project

100
young people reported they have 
learned life skills which better 
equip them to deal with adulthood

106 17

young person completed a 
Prince’s Trust course winning a 
prestigious award

1

14

We developed a relationship with Tesco 
and Sainsbury’s and a local playgroup 
regularly collects toiletries all of which we 
distribute to needy families in Worthing. 
Through this we get to know people 
and offer support in other ways, thus 
addressing longer term issues.

Increased participation in our activities 
has led to less Anti Social Behaviour 
by the people involved with us. 
Multidisciplinary working with schools, 
PCSOs and others offers a more 
comprehensive approach and ultimately 
supports young people in the community.

Our project has grown significantly and 
is far busier than before with people 
being recommended to the project by 
other agencies. We also now have over 
1000 Facebook page followers.

Helping people to create 
sustainable futures…  
our vision brought to life!
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Following our STAR survey results in 2016, and as 
reported in last year’s annual report we held a number 
of customer forums during the summer to gather 
more details around the areas of dissatisfaction that 
had been raised in the survey and talk through how 
we could improve these.

We held a number of meetings at which we discussed 
the following areas:

Neighbourhood housing

12% of people said in the survey that they would 
like to see improvements in their neighbourhood 
with ASB issues standing out as a top problem. 
So we have: 

•  implemented the recording of all minor ASB 
incidents with the action / follow up that has been 
agreed with the customer;

•  agreed that neighbourhood managers will monitor 
ASB diary entries and follow ups to ensure the 
appropriate action has been taken, and within the 
published timescales.

•  published schedules of planned works (kitchens, 
bathrooms and decorating) in Home News, and will 
also make these available on our customer portal 
once it goes live. 

Customer services

19% of residents wanted to see improvements to 
customer services with 10% asking for improved 
communications. So we have:

•  put procedures in place to use meeting rooms when 
discussing sensitive tenancy or rent matters;

•  agreed to clarify with residents what action / 
resolution they require when reporting issues; and 
will ask whether they need a call back from the 
neighbourhood team after reporting an issue with 
the customer experience team;

•  tasked our residents’ panel with undertaking an in 
depth scrutiny of our customer service delivery.

Customer forums

Repairs

11% of residents wanted to see improvements in 
the day to day repairs service. So we have:

•  arranged for contractors notes to be visible to the 
customer experience team; and that comprehensive 
notes are given for each job including what has 
been agreed with the resident; 

•  asked contractors to ensure they make contact with 
residents within 3 days of a report for a job that is 
on a 4 week turn around;

•  agreed a revised procedure and timescale with BSW 
for dealing with complaints.

Planned maintenance

6% of residents mentioned the need for improvement 
works or poor property condition. So we have:

•  started sending information about planned works 
(kitchens, bathrooms and windows) 2 months in 
advance of the works, with this information updated 
on residents records so that all colleagues can 
assist with queries relating to this;

Communication

10% of you wanted more communication and 
information from us, and in a more convenient form. 
So we will:

•  hold quarterly meetings and send regular updates to 
residents in areas / blocks that we are redeveloping 
such as Elizabeth House;

•  look into offering the option of Home News in paper 
format or electronic copy;

•  develop a quarterly email bulletin advising residents 
what is going on in their local area.

Grounds work

6% of residents mentioned problems with ground 
services. So we have:

•  produced a Home News article letting you know 
what services the grounds team provide and at what 
times of the year; 

•  have agreed to regularly feature the grounds team 
and garden related topics in Home News. 
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As part of the reformation of our residents’ panel back 
in 2016, the group were asked to conduct the scrutiny 
of our services.  

One of the areas the group decided to scrutinise 
in 2017 was the day to day contracted activities of 
BSW Heating in respect of both annual servicing 
and repairs.  

As part of the review the Residents’ Panel wished to 
identify any areas of BSW work where improvements 
could be made to the experience of residents, and 
recommendations that may lead to process and 
service improvements.

The panel held meetings with key Worthing Homes’ 
staff, BSW, and Gas Contract Services (GCS) who 
undertook satisfaction and quality assurance surveys 
on our behalf. A meeting was also held with another 
housing association to compare and contrast 
approaches and experience of service.

Spotlight on the Residents’ panel and scrutiny

Once they had undertaken all of the work the group 
put together a report with their recommendations for 
changes which will improve the customer experience. 
This report which concluded that the overall service 
from BSW was good but recommended several 
service improvements went to the board for discussion 
and the recommendations now being put into place.

The panel are now undertaking the scrutiny of 
customer service and communication methods 
between Worthing Homes and residents.

To find out more about the work of the Residents’ 
panel please contact our Resident Involvement 
team on 01903 703 198.
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Excellent customer experience

We work closely with our Residents’ Panel to ensure 
we provide the services our customers want in the 
way they want them delivered. 

Through our customer promise we will deliver our 
agreed service standards which cover 3 main areas 
of our business; Your Services, Your Home and Your 
Tenancy.  Whilst the implementation of our customer 
service strategy will be continuing, ensuring we 
provide excellent, consistent and reliable services to 
all our customers. Our aim is to achieve 91% or above 
resident satisfaction with us as a landlord by 2020. 

With the introduction of new technologies, such as 
our resident app and portal, we aim to have 50% of 
our customers engaged and self-serving via these 
online methods.  We also hope to increase the 
number of participants on our Facebook page from 
650 to 1000 by March 2020.

By 2020 Worthing Homes will be engaged with 
a greater, more diverse group of residents by 
weaving our interaction into their everyday lives. The 
demographic of these residents will be representative 
of those who live in our properties.

One team

Our ‘One Team’ culture is created through our people 
who are motivated and empowered to make decisions 
for themselves; by inspiring great performance, 
through mutual respect, fairness, collaboration, 
innovation and continuous improvement.

We will be continuing to develop a framework which 
ensures that employees are living and breathing our 
company values through their behaviours, thereby 
giving a consistent service to all customers whether 
internal or external.

To ensure we create a modern streamlined, integrated 
organisation we will continue to review our working 
practices, utilising new technologies where available.   

March 2019 is our 20th birthday so we will plan 
a series of events to mark the occasion, and to 
celebrate how far we have come as an organisation, 
the good work we have done and the difference we 
have made to people’s lives.

Place shaping

Along with building 500 new homes by 2022 we will 
continue to invest in our existing homes, averaging 
£3 million per annum, to provide well maintained 
and safe homes.  Properties that are no longer 
economical to repair will be reviewed and considered 
for re-development, refurbishment or disposal 
and if disposed of, the funds from the sales will be 
reinvested for more new homes.

Following an evaluation of the Community House we 
will be implementing the suggestions made, as well 
as investigating new funding opportunities so that 
the house can continue to deliver its much needed 
services.

We will also be reviewing our approach to how we 
manage anti-social behaviour and cleaning in our 
neighbourhoods; and ensuring we make the best use 
of our assets so that they are safe, secure and comply 
with health and safety legislation.

 

Great business

Our financial business plan ensures that what we do 
is affordable and does not jeopardise the long term 
viability of the business. Our ongoing activities will be 
self-financing, generating enough surplus to meet the 
repayments on the existing funding, to cross subsidise 
the building of new homes, continue to provide 
excellent services to our residents and invest in our 
community.

We will be looking to improve our efficiency and value 
for money, and enhance our reporting of this area so 
that we are better able to quantify and demonstrate 
where we are reducing costs.

With the roll out of Universal Credit due to hit some of 
our residents from June 2018 actions from our welfare 
reform strategy will be delivered to ensure we are 
assisting those that are affected most, and adapting 
our rent collection process.

After a first, and highly positive venture into homes 
for outright sale (Hollyacre, Littlehampton) we will be 
investigating the creation of a commercial subsidiary, 
as well as investigating and planning new   funding for 
our future development programme.

What’s coming next?


