
Residents’ 
Annual Report
Our performance for 2020-2021



Message from our Chair of the Board 
and Chief Executive 

Message from the residents’ panel

Highlights of the year

Performance for the year

Community House project

Spotlight on our Covid-19 work

An update on our ASB work

Spotlight on our digital champions

What’s coming next?

4 

7

8

10

12

14

15

16

17

Contents

New homes built

Worthing Homes has

3,854
properties in the Sussex area

2015-2016

12
2017-2018

73
2018-2019

85
2016-2017

114

3

2019-2020

71
2020-2021

51



Who would have guessed 
when we were writing the 
2019 annual report that 6 
months later we would be 
facing a global pandemic that 
has brought about dramatic 
changes all around the 
world; for the country and 
for individuals too. Although 
as an organisation we have 
been very fortunate that we 
have not lost any colleagues 
to this dreadful virus, we are 
aware that many families 
have indeed been impacted 
and have lost loved ones as 
a result, our thoughts and 
prayers are with everyone 
who has found themselves in 
this situation. 

Fortunately as we had always promoted 
flexible working, when we had to close 
Davison House (following the government 
advice in maintaining a Covid secure working 
environment), colleagues found it relatively 
easy to be able to continue to work from home 
with no disruption to our systems. When we 
realised that the situation was likely to continue 

for more than a few weeks, we ensured that 
everyone had the right equipment at home to 
enable them to continue to work. We had to 
furlough a few colleagues but they returned to 
work after a couple of months. Our focus in the 
early stage of lockdowns was to make contact 
with all our older and more vulnerable residents 
to ensure that they had food and anything else 
that they required, more details are included 
within the report. The benefit of all the new 
platforms such as Teams, Zoom (I thought that 
was an ice lolly – perhaps I am just showing my 
age!) and Microsoft Chat has allowed people 
to keep in touch with family and friends and to 
learn about new technology at the same time 
and we have supported people with this as well.

I would like to thank everyone that came 
together as a community to give each other 
support throughout these unique times, 
something that we would like to continue to 
work with you and build on over the coming 
months and years, particularly in relation to 
how we tackle reaching net zero carbon by 
2050 and what services look like and where 
they are delivered from. Details of how you  
can get more involved are contained within  
the report.

We do know from data that we hold that 
there was a sharp increase in the number of 
people claiming universal credit in April 2020 
but this has then steadied back to the normal 
rate of 20 – 30 people per month after that. 
Our income recovery and financial inclusion 
teams have continued to be busy over the 
last twelve months giving advice and support. 

Message from our Chair of the Board  
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Thank you to everyone that has continued to 
pay their rent over the last 12 months we ended 
the year with the lowest rent arrears figure of 
2.1% that we have had for a while. We know 
that whilst furlough and grants for those that 
are self-employed are continuing that there is 
additional support and it is hoped that this will 
give those businesses sufficient time to fully 
reopen and allow people to return to work.  
Our courses to help people find employment 
and/or training opportunities also started up 
again. You can find out more about these on 
our website.

Looking ahead, we are embarking on a change 
programme with the introduction of a new 
main housing IT system in early 2022 that 
will mean that we have all the information 
in one place so that we can offer better 
services and advice and indeed for those that 
want to more information will be available 
through self-service so that you can check 
on things at a time to suit you. Our aim has 
always been to bring services to you and so 
this will continue to be a priority with dates as 
to when you can meet your housing team in 
the community close to where you live being 
published. We will continue to see customers 
at Davison House but only by appointment; 
we truly believe that this will give you a better 
service so that you can see the right person 
when you come in to answer your queries. 
There will be more opportunities for you to 

be involved with us through our new 
resident engagement and involvement 
programme, this is particularly important 
for residents in our high rise homes and 
for those in sheltered schemes as we will 
be increasing the focus on health and 
safety and keeping you safe, but we need 
your help to do this – look out for more 

on our Bee safe campaign.

We had a change in board membership at the 
end of the year with Louise Murphy stepping 
down, we would like to thank her for all her 
support and contribution over the last 6 years. 
Cllr Ed Crouch will be taking this vacancy on. 

We would like to give big thank you to the 
members of the Resident Panel and Steve 
Southwell that has taken on the role of Chair 
from Cheyenne. Over the last 12 months they 
have continued to meet albeit virtually and 
undertake in depth scrutiny of particular areas 
of service, agree new policies and to check on 
our performance – I won’t steal anymore of 
Steve’s thunder as you can read all about their 
work elsewhere in the report.

As always in housing there is a lot of exciting 
things for us to work on within the corporate 
plan and we look forward to working with you 
on achieving these over the next 12 months.

Paul Smith, 
Chair

Jackie Bligh, 
Chief Executive
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The Residents’ Panel is 
currently chaired by Steve 
Southall and is slowly growing 
in numbers as we welcome 
new members on board. 
Whilst we are keen to have a mixed and 
diverse representation from the community 
we are currently seeking younger members 
who wish to join us. We meet early evening 
every six weeks or so to discuss and generate 
policies, events and current affairs affecting the 
residents of Worthing Homes. 

This past year we have concentrated the 
Scrutiny aspect of our work on Anti-Social 
Behaviour (ASB). The scrutiny was rather 
involved and included visits to other Housing 
Associations as well as conducting interviews 
with a cross section of residents who had lived 
with ASB and we would like to thank all those 
who responded. The findings were collated 
and a report was presented to the Board in 
December 2019. We were delighted to see all 
recommendations were agreed and work has  
started to put these into place.

This year we are looking at Resident 
Involvement and Empowerment and how 
Worthing Homes engages with residents, and 
how it offers clear and concise information to 
them. This is perhaps one of the most complex 
scrutiny subjects to tackle, because, as 
residents, we all have different views and ideas 
as to what involvement means, how we like to 
feel empowered and, what exactly is clear and 
concise information! So we are taking time 
during the period of lockdown to investigate 
many avenues to find some clear answers for 
you – so watch this space!

We don’t just stop at scrutiny; we get involved 
in all manner of activities with Worthing 
Homes, including helping out at the Funday, 
offering assistance with Digital Inclusion, 
and preparing and presenting reports to the 
Board. The past twelve months saw Worthing 
Homes 20th Anniversary and many of the 
panel were involved in the tree planting which 
took place. We also had a small tour of some 
of the properties Worthing Homes own, as 
well as a trip to a site under development. 
It was interesting to see homes being built, 
some which were about to be let, as well as 
currently occupied homes – many thanks to 
the residents who invited us into their homes.

So, to finalise, if there is anything you’d like the 
Panel to look at, or if you are interested in joining 
the Panel, please don’t hesitate to call our 
resident engagement team 01903 703 100 

Message from the Residents’ Panel 
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Highlights of the year
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221 days of training were carried out 
across our 102 colleagues, ensuring 
we are ‘on the ball’ with the latest 
technology, legislation and policies 

We sent 33,923 texts out to residents 
and received 8,873 from residents  

Our Chat Facebook page has 
881 members with this number 
growing weekly 

100%

£15,000

100% of emergency repairs were 
attended to within 24 hours and we 
carried out 1751 of these 

We successfully launched our 
customer portal, with 959 customers 
using the portal by the year-end. This 
unlocks the potential for customers 
who can self-serve to access their 
information, rent accounts and job 
tickets much quicker and simpler. 
We are looking to improve this with 
the introduction of our new housing 
management IT system that should be 
in place for April/May 2022

Although works were suspended 
during the early part of 2020, our 
new development schemes did 
restart, and we completed 51 new 
homes in the year with a further 125 
currently being built.

33,923

Although we did have to suspend 
works in residents homes we invested 
£115k on improving some of the 
internal communal areas in our blocks 
of flats and resurfacing some car park 
areas / garage compounds

We secured £15,000 of funding from 
the Lottery’s Reaching Communities 
Fund which was used to purchase and 
send out over 800 food parcels to 
residents’ who were shielding

We set up a hardship fund to help 
those that were struggling with things 
such as replacing broken white goods 
or money for food or utilities. During 
the financial year we spent £33,701 
helping 214 people with funding. The 
hardship fund continues to this day.

As a part of our sustainability ethos 
we began the replacement of our 
existing fuel vans and purchased our 
first electric van in February; we have 
since purchased a further 4.  Just one 
little part we can play in the climate 
change battle! 

We made 3445 phone calls during 
the pandemic to check on the 
wellbeing of those residents who were 
most vulnerable

84%
We ended the year with 84% of 
you feeling that you are treated 
with respect 



Performance for the year

2020 is a year many of us 
will not forget as the country 
went into lockdown on 23 
March due to the covid-19 
pandemic. This, obviously, 
had a profound effect on not 
just us but every company no 
matter what their trade!
2020 is a year many of us will not forget as 
the country went into lockdown on 23 March 
due to the covid-19 pandemic. This, obviously, 
had a profound effect on not just us but every 
company no matter what their trade!

We were fortunate that our colleagues were 
already working flexibly, and have been since 
2016, so they had all the tools necessary to go 
straight into working from home and keeping 
the business running as close to normal as we 
could; indeed we have all become proficient 
in using Microsoft teams and Zoom for online 
meetings and keeping in touch. The only areas 
that had to stop work were development (all 
building work stopped for 2 months – April & 
May) and planned maintenance / repairs as 
visiting homes – unless an absolute emergency 
– was not permitted for quite some time.  We 
also had to cancel all of our events planned for 
the year.

With over 10,000 customers the moment 
lockdown was announced we knew that a 
number of them would find themselves in a 
situation not of their own making and which 
would require more support than ever before.

With nearly 1,000 of our residents being in 
the vulnerable category we automatically set 
about calling each of them, and continued to 
call them weekly, to ensure they were okay, 
had everything they needed and didn’t feel 

isolated. Whilst our financial inclusion team, 
income recovery coordinators and customer 
experience team worked with those residents 
that had been furloughed or made redundant 
to help them with Universal Credit applications, 
setting up affordable rent payment plans, fuel 
vouchers and / or signposting to relevant 
agencies that could help with things such as 
mental health and ongoing food support. We 
also introduced a fund to help our affected 
residents should they encounter issues such as 
the breakdown of a kitchen appliance, lack of 
food or emergency travel expenses.

Having secured £15k from our connection 
with the Big Lottery we provided weekly food 
parcels to approximately 50 of our vulnerable 
shielding residents, with spare parcels going 
to East Worthing Food Bank and Adur and 
Worthing Council to assist them in supplying 
food to people in need in the wider community.

When a plea from the A&E staff at Worthing 
Hospital, whose staff room TV had given 
up, came up on Facebook we decided to 
purchase a new TV for them and put £600 
into the Supporting Frontline Staff fund to help 
purchase other items to show our gratitude 
and thanks for all of the work they were doing 
to save lives.  This was followed by a group of 
colleagues working on the only outdoor space 
the hospital staff had for use during breaks. 

The area, which had previously been the 
hospital crèche garden had benches but 
the surrounding beds were overgrown and 
neglected.  After a full on day of clearing, 
prepping and then planting we were able to 
transform the space into a tranquil garden.  

A few of our colleagues also assisted Adur and 
Worthing council with their work to ensure 
those in need in the community got the help 
they needed.  Some colleagues took roles as 
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neighbourhood leads and others volunteered 
to assist the end user.

In April, as it was only outside works to 
complete, we saw our Tarring regeneration 
project - Vestry Place - complete, and through 
a change to the way of working we were able 
to show and let these 14 social rent properties 
(2 flats and 12 houses) to families in need of 
homes throughout April and May, very much 
socially distanced.

As a company that has a strong sustainability 
ethos these homes have been fitted with smart 
tech which includes a tablet built into the 
wall allowing the resident to control heating, 
lighting and plug sockets from one place, with 
the residents also able to control these from 
their smart phones if they have one.  There 
are water efficient taps and toilets along with 
smart meters for the gas and electric to help 
the residents keep track of their usage and 
bills.  And in readiness for the move to electric 
vehicles we have installed electric vehicle 
ducting for when charging points need to 
be installed along with a sustainable urban 
drainage system. 

We also purchased a block of 12 one bedroom 
key worker homes from Kindle Homes in April.  
The property was built in 2002 by McCarthy & 
Stone in West Worthing and sold to Kindle who 
are now closing and selling their properties. 

August 2020 saw the completion of our 
development – Daisy Gardens – in Felpham.  
This site provided 18 homes all on a shared 
ownership basis, one of the quickest ways to 
help people get a foot on the ladder.  The 
development provided 9 three bed homes, 7 
two bed homes and 2 one bed flats thereby 
providing a mix of family homes as well as 
smaller homes for individuals or couples on 
their first step of becoming homeowners.

In December 2020 the refurbishment of 
our sheltered scheme – Elizabeth House – 
completed.  This saw us transform the 34 studio 
flats into one bedroom apartments, we also 
used the opportunity to make 2 of the homes 
wheelchair accessible. This scheme has also 
become more than just sheltered housing as 
we now work in partnership with West Sussex 
County Council who provide carers on site 
15 hours a day to provide support to those 
residents that need it. This can be anything 
from helping with housework, laundry and 
shopping through to assisting with showering, 
dressing etc.  

Also in December our Community House 
helped to make Christmas special for a number 
of families who were struggling financially; 56 
Christmas hampers including a turkey were 
given out along with general food parcels 
and toys which meant 158 children had the 
Christmas most people would expect to 
have; and we thank the community and local 
businesses for their support and donations to 
help make this happen. 

March 2020 saw us purchase and refurbish 
20 St Johns in Burgess Hill in a partnership 
programme with Turning Tides.  This has 
provided 6 studio apartments for previous 
homeless people who are on their last stage of 
the Turning Tides recovery programme to help 
them feel able to stand on their own two feet 
again and in turn get their own place to call 
home.

In line with our sustainability policy we began 
the change to electric company vehicles in 
February 2021 with our first one purchased.  
We are now looking to install charging points 
at our offices as well as procuring more electric 
vans as the existing ones need replacing.



In March 2020 we secured £372,000 funding from the Lottery Communities fund to take the work 
of the Community House out into the Arun areas where we now work, in particular Felpham, Wick 
and Littlehampton.

Since the team, named ‘Together Arun’, became established in September 2020 they have been 
engaging with the residents in those areas to determine what kind of activities and courses people 
would like to see and take part in.
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Together Arun

Finally, at the end of the financial year our financial inclusion team had assisted residents with:

• Referrals to partner agencies - 702 

• UC texts sent - 327 

• Financial phone appointments  - 293 

• Affordability assessments - 155 

This work helped 28 customers gain monies they were entitled to totalling £93,963.40 between 
them!  They also assisted 42 residents with fuel costs by issuing vouchers to help top up their gas and 
electric.

For as much as it has not been a ‘normal’ year for us, or indeed anyone, we have and will continue to 
support our residents as much as is needed whilst ensuring that we progress our plans to help build 
more homes for the many people who need a place to call home in the areas where we work.

Spotlight on sustainability, doing our bit to 
save the planet
Although sustainability has 
been on our agenda for the 
last 7 years it’s only been in the 
last 18 months that we have 
started to fully embrace all 
of the changes that we need 
to make as an organisation to 
ensure we are fully sustainable 
and play our part in the 
government’s target. 
Working with consultants and through 
workshops to engage all team members our 
sustainability project manager set about getting 
our overall footprint and benchmarking how 
we compare to others in the industry.  

We had a SHIFT assessment carried 
out which reviewed our environmental 
performance across homes, offices, strategy 
and management as well as supply chain. We 
achieved a silver award which is good but 
means that there is more we can and should be 
doing, and will set our sustainability strategy for 
the next 5 years. 

We have now also produced a costed roadmap 
as to how we can achieve across all stock EPC 
C by 2030 and net zero by 2050. Within this 
we have had a review of the specification we 
use for new build home that are within our 
control, ensuring we progress towards zero 
carbon through offsite passive standards. 

We have set ourselves a five year project 
‘Tackling climate change and reducing  
our carbon footprint’ which relates to our 
ambition and drive for utilising greener 
materials and responding positively to the 
climate change agenda. 

One strand of this plan is that we will no 
longer be putting gas boilers into our own 
new developments as well as phasing out the 
installation of new gas boilers in our existing 
homes by 2025. This will mean there will be 
no new gas boilers installed in a Worthing 
Homes property after 2025 and instead we will 
be utilising other forms of heating such as air 
source heat pumps, hydrogen boilers and solar 
PV panels.  

We will also continue to work with SHIFT on 
how we are doing in regards to hitting an EPC 
‘A’ rating across our homes. We know that this 
will involve a lot of retro fitting and so we have 
allowed an additional £50m over the next thirty 
years or £1.66m per annum in our financial 
business plan to meet the costs of these works. 
This takes the total investment in existing 
homes to £5.8 million per annum over the next 
30 years. 
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What’s coming next?
Following consultation with residents over the 
past 18 months a number of common themes 
were raised which are incorporated into the 
following six areas:

• Customer focus

• Resident involvement and community 
development

• Asset management

• Sustainability

• IT Systems

• Working environment

In addition we were challenged to only focus 
on a few big and bold projects in the plan. 

In any business there will always be a number 
of projects that are running at any one time, 
as you continually seek to learn and improve.  
A small number of bold projects will provide 
the focus / golden thread for our continuing 
improvement over the next five years.  
These are:

• Transforming your customer experience

• Tackling climate change and reducing our 
carbon footprint

• Modernising our IT software 

Since setting these projects it became clear 
during 2020 that transforming the customer 
experience and modernising our IT software 
were completely linked and so we are now 
looking at our first bold project being ‘digital 
transformation of the customer experience’.

So over the next five years we want to improve 
the way in which we use the data that we 
hold on our customers to engage with you 
better, truly understand your experience of 
our services and improve these accordingly. In 
‘jargon’ this is referred to as customer journey 
mapping. We have lots of information about 
our processes, policies and procedures but we 

want to really understand what it ‘feels like’ to 
travel through these as you, our customers, do. 
We will not be guessing at what this experience 
is like, we will be asking you in a variety of ways 
so that we can understand where our processes 
are brilliant or frustrating, so that we can do 
more of the brilliant things that you value and 
stop doing the frustrating things. We believe 
that this will give us more opportunities to 
improve our customer experience. We have 
already started on the first phase of this project 
and have appointed external consultants to 
help us identify new IT software solutions that 
will enable us to utilize the data that we hold to 
improve our delivery of services.

The chair of the Residents Panel has been 
invited to be part of the core project team and 
progress will be reported to the Residents Panel 
and the board over the next 12 months. We are 
hoping that new systems will be live April 2022.

Not only will these new systems enable us 
to provide a better experience for you the 
customer, by being streamlined it will make our 
processes much quicker and easier thereby 
freeing up colleagues time so that they 
can really get to know you and your home 
providing much more assistance.



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

If you would like this report in braille, large print, audio version or in another language please 
contact Customer Experience team  on 01903 703 100 or email info@worthing-homes.org.uk 

Calls may be recorded for training and monitoring purposes and to improve our services. 
This document is also available to download from our website.


