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Meeting 
challenges 
this spring



Sign up to our MyTenancy 
services online, so you can:  

n check or print out your rent 
statements – we no longer 
send out printed statements 

n report and check on repairs 
n give us feedback, and 
n update your tenancy details.  
 

If you’re not already registered, 
call the Customer 1st Team on  
020 8964 2323 to ask for your 
user name 
and 
password.

n Online at our website: 
www.westwayha.org.uk 

n By direct debit or standing 
order – if you opt for a direct 
debit, we will update your 
payments for you each year 
and enter you into our regular 
free prize draws 

n By making a one-off transfer 
from your bank to ours 

n By making your payment over 
the counter at any branch of 
Barclays Bank. Our Barclays 
Bank account details are:  Sort 
code: 20-65-82 
Account number: 43238954  

n By phone. Call Voice Connect 
son 020 3909 0198, with your 
Ten-Xref  to hand (see below).   

 

However you pay, you should 
always make sure you quote your 
rent account reference (or Ten-
Xref). This is so that we can match 
your payment to your account. 

Ways to pay your rent

MyTenancy
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Our Vision 
WHA will maintain making  

a positive impact on  
service delivery. 

Our Mission 
To provide high quality homes 

across London and its  
surrounding areas,  

with specific focus on our  
BME agenda.

My Westway 

 

Call the Customer 1st Team on  
020 8964 2323 if you do not 
know this number.  

Paying your new rent
Your new rent is payable from 6 April 2020.

If you pay by standing order, you 
need to update the amount you 
pay. However, if you pay by direct 
debit, we will do this for you. 

If you get Housing Benefit, you 
must contact the Council quickly 
to tell them the new amount. 

If you get the housing element of 
Universal Credit, you must tell the 
Department of Work and Pensions 
(DWP). You will need to log in to 
your online Universal Credit 
account. You can then update the 
rent figure in the section headed 
“Where you live and what it costs” 
and confirm this change. 

If you fail to report your rent rise 
quickly, you will get less money 
than you need to pay your rent 
and are likely to get into arrears.

Keep us updated
If you change your contact details, including your phone 
number or email address, please let us know.
You can do using your online 
MyTenancy account, or call the 
Customer 1st Team on  
020 8964 2323. 

For security reasons, we will 
only pass on information to the 
main tenant on the tenancy 

agreement – unless the main 
tenant has given us permission 
to pass information on to 
someone else.  

Please note that we may ask you 
to prove your identity when you 
phone the office.

During the COVID-19 outbreak, 
you must still pay your rent in 
full and on time. You don’t 
need to leave your home to 
pay – see the ways to pay 
listed below.
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Important news  

 

Stay informed, sstay at home 
   
There is plenty of really useful information about the 
coronavirus on the NHS and Government websites. 
For information on the signs and symptoms go to: 
www.nhs.uk/conditions/coronavirus-covid-19 

If you need medical help go to: 111.nhs.uk/covid-19  

For information about current Government advice in the UK, go to: 
www.gov.uk/guidance/coronavirus-covid-19-information-for-the-public 
(this site is updated every day).

What you can expect from Westway

In this fast-moving situation, we 
have already had to make some 
changes to our service.  

We now have staff working from 
home. This is so that they don’t 
have to travel, they can reduce 
their social contact, and they can 
take care of their children. 

What this means 
n We are currently carrying out 

essential and emergency repairs 
only. This includes gas servicing. 

n We might take longer to do 
things. 

n We may phone or email you, 
instead of seeing you in person. 

We are relying on you to help 
keep our staff and contractors 
safe, by telling us if anyone in 
your household has any of the 
symptoms of the coronavirus.  

This is especially important if you 
have ordered a repair. You must 
tell us before the contractor 
arrives. 

We can’t stress enough how 
important it is for you to help us 
to limit the spread of the virus.   

We are following the latest government 
advice, while aiming to limit the impact on 
our services.

Facing the coronavirus



Protecting your income 

 

There may be further changes 
as the situation develops. 

If your job is at risk 
The Government is willing to pay 
80% of the wages of employees 
unable to work due to the 
coronavirus pandemic – to a 
maximum of £2,500 per month. 

If your employer takes up the 
Coronavirus Job Retention Scheme 
offer, they will change your work 
status to ‘furloughed employee’. 

If you’re in work and not 
claiming benefits 
If the virus stops you working 
(because you or someone in your 
household is sick) and you qualify 
for Statutory Sick Pay, you’ll now 
get it from day one not day four, 
backdated to 13 March. 

You can self-certify for the first 
seven days. If you need to stay 
home for longer, get an isolation 
note from the NHS 111 website 
(https://111.nhs.uk/isolation-note) 
or the NHS mobile phone app. 

How much sick pay you get 
You will get £94.25 a week in 
Statutory Sick Pay (SSP) from your 
employer for up to 28 weeks. If 
you have more than one job you 
may get it from each employer.  

To be eligible, you must: 

n be an employee with a contract, 
or an agency worker (check at 
www.gov.uk/employment-
status/employee) 

n earn an average of at least 
£118 per week, and 

n claim from your employer 
within their deadline (or seven 
days if they don’t have one). 

 

If you are a gig worker and/or on a 
zero hours contract, you may also 
be entitled to sick pay.  

If you don’t qualify 
If you don’t qualify for Sick Pay, you 
can apply for: 

n Universal Credit (go to 
www.gov.uk/universal-credit), or  

n the new-style Employment and 
Support Allowance (go to 
www.gov.uk/employment-
support-allowance).  

 

Ask your employer for an SSP1 
form to support your application. 

If you need to claim benefit 
Don’t delay making a benefit claim, 
even if you think you may be 
affected by the coronavirus. 

If you are affected by the virus, you 
can apply for Universal Credit and 
get a month’s advance upfront, 
without going to the Jobcentre. The 
usual seven-day waiting time for 
Employment Support Allowance 
won’t apply either.  

If you are claiming because you 
have been hit by the coronavirus 
and are eligible for sick pay, you 
can apply for Universal Credit or 
Employment Support Allowance 
without a fit note. 

If you have worked within the last 
two to three years and built up 
enough National Insurance 
contributions, you may be able to 
claim New Style Jobseeker’s 
Allowance (JSA). You can claim this 
on its own or with Universal 
Credit. Your savings and capital 
(or your partner’s savings, capital 
and income) are not counted 
when claiming New Style JSA. 

If you normally claim 
benefits 
All JobCentre appointments are 
suspended for three months 
from 19 March 2020. DWP health 
assessments are suspended too. 
You will still get your payments. 

The standard allowance for 
Universal Credit and Working Tax 
Credits is rising from 6 April to 
pay an extra £20 per week. 

If you are self-employed 

Self-employed people on Universal 
Credit who have to stay at home 
or are ill as a result of coronavirus, 
will not have a Minimum Income 
Floor applied. Self-employed 
people can also claim Universal 
Credit to make up for having no 
sick pay. Your July tax payment will 
be put off until next January. 

If you need emergency 
funding  
There is advice at: 
www.stepchange.org/debt-
info/emergency-funding.aspx

Your finances and the coronavirus
If you’re on a low income, we know this is a worrying time.
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In January 2020, we took handover of a new 
development called Wotton House in Isleworth. 

The scheme, which has four homes for affordable 
rent and five for shared ownership, results from the 
Build London Partnership between small housing 
associations and L&Q, with backing from the Greater 
London Council. 

If you would like to find out more about buying a 
shared ownership home with Westway, visit our 
website or phone Kaysha on 020 8964 2323.  

Caring for your home 

 

New homes and new tenures with Westway

Make the most of your home 
while you’re self-isolating
Save energy  
Most of us will be spending more 
time at home for a while. This is 
likely to raise your energy bills.  

Keep this to a minimum by: 

n turning your heating down by a 
degree or two – one degree 
could save you £60 a year 

n not heating empty rooms – 
turn down the radiators  

n switching to jumpers as the 
weather gets warmer, so you 
can switch off your heating 

n limiting the hours you spend in 
front of computer, game console 
or TV screens 

n using energy saving lightbulbs 
to save £35 a year – you may 
be able to get these for free 

n turning off lights and unplugging 
appliances and chargers when 
you aren’t using them 

n making the most of natural light 
– draw the curtains instead of 
putting the light on 

n if you get energy bills, checking 
comparison websites to see if 
you could be paying less, or join 
Martin Lewis’s Money Saving 
Expert Cheaper Energy Club at 

https://clubs.moneysaving 
expert.com/cheapenergyclub.  

Pre-pay meters 
The current advice is to stick with 
your supplier and try to build up 
credit in case you can’t get out to 
top up later. 

If you’re stuck at home and can’t 
get someone to top up safely for 
you (you could leave your cleaned 
card in your meter cupboard), try 
calling your supplier. Some 
suppliers are posting cards.

Stay on top of condensation  
With everyone at home, you may find you have more problems 
with condensation than usual – at least until the weather changes. 
Remember to make less moisture, ventilate and heat your homes. 

 n All doors should be closed 
so that moisture is kept in 
the room and vented 
through windows or fans. 

n Don’t dry clothes indoors, if 
you can avoid it. 

n Adjust the layout of your 
rooms, so that external walls 

are clear. This reduces cold 
spots. 

n Make sure there is adequate 
heating during cold spells, 
even if it means lowering the 
temperature but keeping the 
heating on a little longer 
each day.
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Under the Homes (Fitness 
for Human Habitation) Act 
2018, we have to make sure 
our properties are kept in 
habitable condition. If we fail 
in this, you have the right to 
take us to court for breach 
of contract.  

As a responsible landlord, we 
would much rather hear from you 
so that we can put things right 
quickly. If you weren’t happy, you 
could then contact your local 
authority, or make a complaint.  

Going as far as court is risky for 
tenants. You would need to be very 
sure of your case. If you lost, you 
might be liable to pay our court 
costs. You should always take legal 
advice before taking court action.

Meeting the law on home standards

Homes fit for purpose 

The Act now applies to all 
tenancies, but not all cases of 
disrepair – for example, if the 
problems were caused by storm 
or fire damage, or by tenants. 

Otherwise, if you 
tell us about 
qualifying poor 
standards, or a 
health and 

safety 
hazard, 
we legally 
have to 
take 
action. 

A property could be found unfit for 
human habitation if: 

n the building’s been neglected 
n the building is unstable 
n there’s a serious problem with 

damp 
n it has an unsafe layout 
n there’s not enough natural light 

or ventilation 
n there’s a problem with the 

water supply  
n there are problems with the 

drainage or toilets 
n it’s difficult to prepare and cook 

or wash up, or 
n the property suffers from any 

of the 29 hazards set out in the 
Housing Health and Safety 
(England) Regulations 2005, 
which are described in the next 
column. 

What the Fitness for Human Habitation Act says
Health and safety 
We have to make sure your home 
meets safety standards by carrying 
out an HHSRS assessment. HHSRS 
stands for the Housing Health & 
Safety Rating System and it covers 
29 areas, grouped into four 
categories. 

n Physiological hazards include 
cold, damp and mould. 

n Psychological hazards include 
space, security, light and noise. 

n Protection from infection 
includes checking the hygiene 
of your water supply. 

n Protection from accidents 
includes fire or electrical 
hazards and making sure 
there are no serious structural 
problems with the building. 
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Customer service and tenant participation 

 

Are you interested in becoming 
a rep for your block? 
In the coming weeks, the Chair of 
the Tenants’ Committee will be 
inviting people to join a phone 
conference call to promote 
resident involvement. This 
follows his letter to tenants living 
in Enfield. 

In the current circumstances, 
your views and local feedback are 
going to be more important than 
ever.  

Call us on 020 8964 2323 or 
email info@westwayha.org.uk for 
more information.  

We aim to centre our services around residents, 
so please let us know how we’re doing. 

Customer satisfaction is key for us, so your feedback is critical. You can 
tell us what you think by: 

n emailing us at info@westwayha.org.uk, and 
n responding when we phone or email to ask you what you think. 
 

Let’s all work together.

How can we improve?Complete our 
online survey 
and you could 
win a £50 
voucher    
Please visit our website at 
www.westwayha.org.uk/home, 
to complete an online survey 
about the contents of this 
newsletter. 

We will select voucher winners 
£50 vouchers by the end of April. 

If you need more details, call 
020 8964 2323.

July 2016

WestwayDecember 2019
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Xmas office opening see page 2

Repairs and tenant satisfaction see pages 4-5

Tips for staying warm at home see page 8Inside:
�
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Festive greetings to all

July 2016
Westway

July 2019
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Fun day and conference
31 August 2019Kensington Memorial Park see page 4

Inside:
�

Here comes the sun
now school is out

WestwayH o u s i n g  A s s o c i a t i o n  l t d

Get more involved locally
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Caring for your health and wellbeing 

 

Coping with social isolation
Staying at home for long periods is going to be a big challenge 
for all of us. It’s important we recognise this and take care of 
ourselves and each other. 
Make a plan 
If you’re cooped up with your family, start by agreeing 
a family plan. Set a routine. Your older children may 
later have schoolwork to do. You may have to carrying 
on working, but from home. Get things done that you 
have not had time for. 

Find resources 
There are lots of free resources popping up on the 
web. Look for classes and things to do with children. 

Give each other space 
Even in the best family, people may need a little time 
alone. Do your best to let adults and children get  
away from your main room at times. 

Share your feelings 
You or your children may be missing friends and 
family, regular activities, school or their jobs.  
These are normal  

feelings and it is better to air them than bottle them 
up. Stay in touch with people by phone or online. 

Keep moving 
Do some exercise. If you’re fit, find free fitness videos 
online. If you’re older, chair exercises are good too. 

The launch of ‘PE with Joe’ on YouTube was viewed live 
by 800,000 families on its launch date: 23 March. 
These free workouts for children are being provided at 
9am on weekdays by personal trainer Joe Wickes. Go 
to: www.youtube.com/watch?v=Rz0go1pTda8 

Ask for help 
If you’re struggling, reach out. Contact us or local 
charities. A large number of people in London are 
already volunteering to support others in their local 
community. 
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Scheme Apr May June
Acton High Street 23 Apr 28 May 25 June
Althea St/Townmead Road 16 Apr 21 May 25 June
Brading Terrace 23 Apr 28 May 25 June
Cadogan House 16 Apr 21 May 25 June
Carter Close 9 Apr 14 May 18 June
Clark Court 16 Apr 21 May 25 June
Collingham Place 16 Apr 21 May 25 June
Collinson Court 22 Apr 20 May 24 June
Connaught Road 9 Apr 14 May 18 June
Culpepper Close 22 Apr 20 May 24 June
Elsham Road 7 Apr 12 May 9 June
Enstone Road 22 Apr 24 June
Evesham Close 21 Apr 26 May 23 June
617-621 Harrow Road 8 Apr 13 May 10 June
Hormead Road 8 Apr 13 May 10 June
Humber Drive 7 Apr 12 May 9 June
316 Kings Street 16 Apr 21 May 25 June
59 Kingswood Road 23 Apr 28 May 25 June
Marian Anderson Court 9 Apr 14 May 18 June
Marigold Close 21 Apr 26 May 23 June
Melling Drive 21 Apr 26 May 23 June
Lancaster Road 21 Apr 26 May 23 June
Orton Grove 22 Apr 20 May 24 June
Pegasus Court 8 Apr 13 May 10 June
Rhodan Gordon Court 9 Apr 14 May 18 June
Russell’s Wharf 8 Apr 13 May 10 June
Scarle Road 14 May
Tropical Court 8 Apr 13 May 10 June
Watford Road 9 Apr 14 May 18 June
Westbridge Close/ 
Percy Rd

23 Apr 28 May 25 June

Westbush Court 23 Apr 28 May 25 June
Westfield Court 8 Apr 13 May 10 June
West Green Place 21 Apr 26 May 23 June
Westhill Court 7 Apr 12 May 9 June
Westvale Mews 23 Apr 28 May 25 June
Westview Close 7 Apr 12 May 9 June
Westway Court 17 July 15 Aug 19 Sept
Westway Lodge 8 Apr 13 May 10 June
Westwood Court 21 Apr 26 May 23 June
Wornington Road 7 Apr 12 May 9 June

Estate inspections – stay in contact

Inspections take place between 9am and 5pm. They 
last between 30 minutes and two hours, depending 
on the size of the block. Although physically coming 
with us is not possible for the moment, we would 
still like to hear from you.

Caring for your estate 

 

To keep your estate in good condition, our Neighbourhood Officer will continue to carry 
out regular inspections on the dates listed. If you would like to flag any problems you 
have noticed, please phone or email the office.

Local offers 2020-21 
 

Our new local offers have been agreed 
and will be on the website by 31 March. 

Local offers set service promises around: 
n repairs and maintenance 
n lettings 
n our query response times – on the phone, by 

letter, by email 
n our complaints system 
n anti-social behaviour 
n grounds maintenance 
n estate cleaning 
n lift maintenance 
n community projects, and 
n involving residents. 
 

We like feedback! To tell us what you think, call 
Westway on 020 8964 2323.

Keeping service 
charges low 
 

Your new service charge starts from 6 April 2020. 

Your charge is based on our estimate for the year. 
We will keep spending as low as we can, while still 
keeping estates in good condition
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Fun with Westway 

 

Word search     
Find 14 words around spring and Easter. You will find 
them by looking horizontally, vertically and diagonally. 
Some words may be spelled backwards or turn corners.

¶

X T E A E P I L U T

G R T K V D G S I N

E E A S T E R E G G

L C L Z A P R I L T

E B O N N E T N W E

N S C K U D F N B K

M P O C H S D U B S

I S H R O W J B L A

S K C I H C L A M B

M Q L I D O F F A D

Spot the difference (there are 7 to find) 

Sudoku   
Complete the grid so that the numbers 1-9 appear in 
every bold square and each horizontal row and 
vertical column.

Spot the 
difference

Sudoku Word 
search

Solutions

XTEAEPILUT

GRTKVDGSIN

EEASTEREGG

LCLZAPRILT

EBONNETNWE

NSCKUDFNBK

MPOCHSDUBS

ISHROWJBLA

SKCIHCLAMB

MQLIDOFFAD
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Ingredients 
 

1 tbsp olive oil 
1 onion, finely chopped 
500g boneless chicken thigh 
300g small new potato 
500ml stock made with a 
stock cube 
350g broccoli 
350g spring greens 
140g petit pois 
bunch spring onions 
2tbs pesto 
 

Spring chicken in a pot 
Serves 4

Method 
Heat the oil in a large, heavy pan. Add 
the onion, gently fry for 5 mins until 
softened, add the chicken, then fry until 
lightly coloured.  

Add the potatoes, stock and plenty of 
freshly ground black pepper, then bring 
to the boil.  

Cover, then simmer for 30 mins until 
the potatoes are tender and the 
chicken is cooked. You could opt to 
freeze this dish at this point. 

Add the broccoli, spring greens, petit 
pois and spring onions, stir well, then 
return to the boil.  

Cover, then cook for 5 mins more, stir 
in the pesto and heat through. 

From Good Food Magazine 2009 via BBC 
Good Food website.

1111

Cooking with Westway 

 

Hot cross bread and lemon pudding
Ingredients 
 

knob of butter for the dish 
4 stale hot cross buns 
200g lemon curd 
2 large eggs 
200ml double cream 
200ml milk 
1/4 teaspoon vanilla extract 
4tbs caster sugar 
little lemon zest 
cream or ice cream to serve 
(optional)

Method 
Butter a 1-litre baking dish that will 
quite snugly fit the buns. Cut each bun 
into 3 slices, and sandwich back 
together with a generous spreading of 
curd. Arrange buns in the dish. 

Whisk the egg, cream, milk and 
remaining curd, then sieve into a jug 
with the vanilla and 3 tbsp of the sugar.  

Pour over the buns and stand at room 
temperature for 30 mins for the 
custard to soak in. 

Heat the oven to 160C/140C fan/ gas 3.  

Scatter the remaining sugar and lemon 
zest over the pudding.  

Bake for 30-40 mins until the top is 
golden and the custard gently set.  

Stand for 5 mins, then serve with 
cream or vanilla ice cream, if you 
wish. From Good Food Magazine 

April 2012 via BBC Good Food 
website.



Copy and design: www.carolsaunders.co.uk

For help with translations or information in 
Braille, large print or on an audio cassette, 
please phone us on 020 8962 3330.

Westway information is 
available in other formats

Swahili

Urdu

Arabic

Somali

 Turkish

Contact details  
 

Write to: Westway Housing Association, 
292b Kensal Road, W10 5BE 

Phone: 020 8964 2323 
Website: www.westwayha.org.uk 
Facebook: WestwayHousing  
Twitter: @WestwayH 

Customer enquiries 
Customer 1st Team: Phone 020 8964 2323 
and select option 1 to speak to Kaysha or 
Alex. Or email info@westwayha.org.uk 

Out-of-hours emergencies 
Phone: 020 8964 2323 and follow the 
recorded message 

Income & tenancy sustainment 
Phone: 020 8962 3330 

Every three months we 
provide performance 
information to the Tenant 
Committee and the Board. 

We show how well we did 
against our targets (‘Key 
Performance Indicators’) in 
key areas of work. 

You are welcome to share your  
comments on our service 
performance.

Key performance indicators
 Target   

April 2019 to 
March 2020

Achieved 
April to 

December 
2019

Emergency repairs completed on time 100% 100%

Urgent repairs completed on time 98% 94%

Routine repairs completed on time 99% 95%

Gas inspections completed 100% 100% 

Average days to re-let general needs 
empty homes

21 days 37.6 days

Rent collected 100% 101%

Rent arrears 2.2% 2.3%

Our performance 
Quarterly KPIs from April to December 2019
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