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You will read in our annual
report about the work of the
association and the progress we
have made during the year.

It is only when you have pulled
together all the information that
you get a sense of understanding
of the scale of the work we have
undertaken and the level of
achievement we have obtained. 

Through our membership of our
benchmarking club, we are able
to demonstrate that our
performance compares very
well, and in some cases better,
with that of other similar
landlords. We delivered top
quartile performance in seven
out of 10 of our Key Performance
Indicators (KPIs). 

Our strong financial performance
is not an end in itself, and we
know that we have to continue
to make those decisions that
make our association even more
effective and efficient. In doing
so, we are contributing to one of
our key strategic goals, which is
to achieve value for money in
everything we do, so that we
maximise the use of our
resources for the benefit of our
tenants and our wider community.

At Westway, we are very proud
of how we are able to adapt to
change – whether political or
economic – because we believe
in our staff and we have the
talent, commitment and the
ability to rise to the challenges
that lie ahead of us. 

I would like to thank the Board,
residents and staff for their
significant and successful
efforts, ensuring that we had
another good year. We look
forward to achieving more in
the year ahead. 

Ricky Scipio

Contents
Westway Housing 
Association 4

Celebrating community 6

Enhancing life chances 8

Better customer services 12

Maintaining your homes 14

Involving residents 16

Securing value for money 18

Firm foundations 20

Board of management 23

Report from our:

Chairman
It is an honour for me to provide
the forward to this year’s annual
report, in my first year as
Chairman of Westway HA.

When I was elected Chairman, I
promised that I would focus on
three key areas. 

Firstly, I would ensure that there
was stability at Board level and
that our legacy of strong
governance would be maintained
after a significant number of
long-serving Board members
stood down from the Board. 

Secondly, I would ensure
transparency at all levels and
ensure that all Board members
take collective responsibility for
the running of the association at
a strategic level. 

Finally, I would seek to
continuously improve services to
our tenants, against a backdrop
of the challenges and difficulties
that tenants and members of
our wider community face.

The Board and I are only too
aware of Westway’s long and
proud history as a community-
based landlord. We believe our
strength lies in our strong local
focus and in our commitment to
providing good quality services.

I am pleased to say that stability
has been achieved, which is
reflected in our strong financial
result, our good performance
against our key performance
indicators, and the improvements
or stable performance we
achieved in other areas,
compared with the previous year. 

I am also pleased to report that
the association maintains a
strong Board, which has the
skills and the confidence to face
many of the challenges that lie
in the years ahead. 

I would like to thank the tenant
members of the Board, the
Scrutiny Committee members
and the Tenants’ Committee for
the work they do in supporting
the organisation, holding us to
account and constantly reminding
us that it is our residents who
are at the heart of the decision-
making. Also, my heartfelt
thanks go to my fellow Board
members, the staff of Westway
and all our stakeholders, for
their valued contribution to our
success in the past year. 

On behalf of the Board, I would
also like to offer my condolences
at the loss of two individuals
who have sadly passed away. 

One is Clive Vincent, a former
Board member and treasurer of
the association for several years.
Clive was a qualified accountant
and his expertise helped guide
Westway HA in obtaining loan
finance to develop new homes. 

The second person is John
Lindsay, who was a long-standing
member of the Tenants’
Committee, who diligently
attended tenant forum meetings
where he held us to account on
service delivery. 

They will both be sadly missed.

We hope you enjoy reading our
report, which provides further
information about our activities
and performance over the 
last year.

Abraham Nomafo 

Report from our:

Chief Executive



Local offers
Every year, we agree a set of
customer service standards with
residents. We list these in
Westway News and on our
website. We met all these local
offer targets in 2014-15.

Office move
We moved our office to Kensal
Road in W10 in November 2014. 

We invited the Mayor of the Royal
Borough of Kensington and
Chelsea, Councillor Maighread
Condon-Simmonds, to do the
honours at an official opening on
4 December.

After taking a tour of the office,
and meeting staff and residents
from the Scrutiny and Tenants’
Committees, the Mayor cut the
ribbon to declare us officially
open for business.

The Mayor is pictured above
with Councillor Bevan Powell
(left) and our Chief Executive
Ricky Scipio (right).
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We delivered top
quartile
performance in
seven out of 10 
of our Key
Performance
Indicators (KPIs). 
Ricky Scipio
Chief Executive

“

”

Westway Housing Association

Westway Housing
Association is a black-led,
community-based,
housing association. 
We have been providing
much-needed housing
since 1987.
We currently manage 504
homes, which includes a hostel
for 17 people and 23 homes for
former rough sleepers. We
operate in the London boroughs
of Barnet, Brent, Ealing, Enfield,
Hammersmith & Fulham,
Kensington & Chelsea and
Westminster.

How we are regulated
Housing associations are
regulated by the Homes and
Communities Agency (HCA).

The HCA focuses on checking
our financial performance, to
make sure we are well governed,
financially viable, keep to
government rules on rents, and
offer residents value for money. 

To track our performance
against nationally agreed
standards, we work with our
Board, residents on the Scrutiny
and Tenants’ Committees, the
five other landlords in the
London BME Benchmarking
Club, and our local authority
and other partners.

We also involve residents when
we are reviewing, improving
and designing new services.

Our annual report

In this annual report, we give
details about our performance
during 2014-15.

We use traffic light symbols to
show how well we did. A green
light means we met our target.
An amber light means we nearly
met our target. A red light means
we failed to meet our target. 

Please complete and return our
survey form to tell us what you
think of this report.
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Young winners
Three young residents won
prizes in a special prize draw.

The first prize went to Izard
Suleman from Townmead Road,
who won a week’s football
coaching with Queens Park
Rangers Football Club.

Second prize went to Eden
Kebede, the daughter of a
resident at Tropical Court and
the third prize went to Krissh
Griffiths, from Westway Court.
They both won £20 Sports
Direct vouchers.

Eniola Ferreira won a voucher
for designing our fun day
invitation. She is pictured left,
receiving her prize from our
CEO Ricky Scipio and the
Deputy Mayor.

Trip to Selma
Eight residents and staff took
up the offer of free tickets to
see Selma in March – with an
audience of residents from
London’s black-led housing
associations.

The film showed how African
Americans finally fought and
won the right to use their vote
in the 1960s. 

Ben Laryea, our Director of
Housing, is pictured with
resident Muna Mowlid (left)
and her friend (right).
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Celebrating community

Tenant conference 
and fun day
We celebrated our work and the
cultural diversity of our residents,
with a tenants’ conference and
fun day in Kensington Memorial
Park in W10 on 22 August 2015.

We shared our news, provided
free food and drink, and laid on
lots of fun, games and prizes.
(Our dominoes tournament was
particularly popular!)

On the day, hundreds of people
from the local community joined
in the fun and took advantage of
stalls providing health checks,
and employment and training
advice. Our contractors offered
DIY tips and we were pleased to
promote the businesses of
Westway residents.

Lucky winners
The winner of our Early Bird
prize – an iPad – was Taiwo
Thompson, who has a relative
living at Westbush Court. She is
pictured right, receiving her
prize from the Deputy Mayor of
Kensington & Chelsea, Marie-
Therese Rossi.

Jolanta Grela from Westview
Close won Best Window Box/
Garden for the lovely display
outside her front door. Jolanta
won the services of a handyman
for the day.

We were also impressed by the
garden outside the home of
Ahmed Osman, who is a
neighbour of Jolanta’s, as well
as by the lovely flowers grown
by Claudette Smith from
Westvale Mews.
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I won a handyman
for a day. I want him
to do a few shelves
and fix a few
handles. I was very
pleased to win.

Jolanta Grela
Winner of the best Window
Box/Garden award

“

”
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Raising resident incomes
Our part-time Income and
Tenancy Sustainment Officer,
Shayaan Hafeez (pictured
above), brought in £28,000 in
extra income for residents by
the end of her first year in post.
This included:

• £10,400 in Discretionary
Housing Payments

• £5,370 in additional benefits
• £785 in tax credits
• £4,368 in unpaid Housing

Benefit
• £1,232 of Housing Benefit

deductions reversed on appeal 
• £5,436 in overpaid bedroom

tax, and
• £375 in help for utility bills.

Shayaan’s role has proved so
successful, that we appointed
Donna Davis (pictured below) to
jobshare with her from May 2015.

London Plus Credit Union
Five people signed up with
London Plus Credit Union, after
we began promoting their
services to our residents.

London Plus offers:

• fair and affordable loans –
much cheaper than payday
loan companies

• easy ways to save, with easy
access to your money

• ‘jam jar’ accounts – helping
you to budget and make sure
your rent gets paid first, and

• safer spending with a pre-
loaded Visa Debit card.

We picked London Plus because
they have a good track record of
offering financial services, even to
people with poor credit scores.
The credit union is based on
North End Road in Fulham, but all
our residents can join.

Future plans
Westway is now providing free,
one-to-one, computer training
to residents who are at beginner
or intermediate level.

We will make sure residents
gain the skills they need to
jobhunt online, manage their
money, use social media and
manage tablet computers. After
the sessions, we will be available
on the phone to offer advice.

Enhancing life chances

Worklessness
Three Westway residents got
work after taking up the offer of
free jobsearch support through
our partnership with Kensington
and Chelsea Council.

They include a resident from
Collingham Place and Robert
Clarke from Wornington Road. A
third resident has since moved
away from Westway.

For Robert, who once owned his
own catering business, the
support was the end of a long
journey to get back into work,
after a series of setbacks in his
life left him unemployed,
homeless and very unwell. “All
the way along, I was trying to
get back into work,” he says.

The turning point for Robert was
getting a home with Westway.

“The main thing was the flat. It’s
really hard to be a responsible
person when you’re homeless.
It’s only organisations like
Westway that provide a lifeline
to people like me.”

With a secure base, Robert did a
lot of volunteering locally first,
then turned to earlier experience
to make the move to paid work.

“Many moons ago I took my
passenger vehicle licence, but I
needed a CPC (Certificate of
Professional Competence), so I
contacted Camden charities and
Westway Community Transport
and they helped me train.

“I then got a call out of the blue
and got a job working for them.
I now have a permanent school
run, with 25 hours guaranteed
in term time, and I’ve been
made senior driver.”

The main thing was
the flat. It’s really
hard to be a
responsible person
when you’re
homeless. It’s only
organisations like
Westway that
provide a lifeline 
to people like me.

Robert Clarke
Gained a home with Westway
and support to get a job.

“

”
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David Mark bursary
winner: Marie Tobias
“I work in a primary school and
I was recently promoted to office
manager. My Headteacher
suggested I do the Level 5
Diploma in School Business
Management to gain the
qualification for the role. 

“The course is distance learning
while I’m working. It’s run by
Anglia Ruskin University. There
will be five training sessions
with the local authority and the
rest of the coursework is online.

“I decided to apply for the
David Mark Bursary Award to
help with buying resources to
complete the course. Previously,
I would do the draft and then
type up my assignments at work.
I can now complete my work
from home. 

“I think it’s nice the housing
association offers this and that
we’re being supported with our
development.

“When I wanted to progress in
my career in previous jobs, I
couldn’t because I didn’t have the
relevant qualifications, even
though I had the skills and
experience to be considered for
promotion.

“In the past, the idea of three
years to do a degree put me off.
But this is a recognised
qualification and I will complete
the course within a year, whilst
working full time, supporting
my family.”

Marie is pictured receiving her
prize from the Deputy Mayor
and our CEO Ricky Scipio.

Enhancing life chances

David Mark bursary
winner: Lauren Williams
”Last year, I was thrilled to be
accepted into university to study
English Literature, a subject that
has been my passion since I was
a child…

“Making the decision to go
university was one of the best
decisions of my life, giving me a
completely new experience.
Although I had an amazing time
this year, one of the biggest
problems was being able to afford
the necessities for studying.
Some of my books cost over £40
each, and the modules that didn’t
have textbooks required the
students to print out large
quantities of book chapters
themselves. 

“I [applied] for the David Mark
Bursary Award because, in my

This bursary [will]
be an incredible
help with my
studies, and ease
some of the
pressure of living 
off student loans.

Lauren Williams
David Mark Bursary winner

“

”

I think it’s nice the
housing association
offers this and that
we’re being
supported with 
our development...
I’m overjoyed
they’re continuing it
every year. 

Marie Tobias
David Mark Bursary winner

“

”

second year, there is a dramatic
increase in the number of books
I will need to have for my
course. The modules for this
year take on a more literary
focus, allowing me to study the
subject I love more deeply, but
also meaning that there are a lot
more books to pay for. 

“This bursary award [will] be an
incredible help with my studies,
and ease some of the pressure of
living off student loans. I am
very grateful to Westway for
offering this award to students,
especially in the current
economic climate...”

Lauren is pictured below,
receiving her prize from the
Deputy Mayor of Kensington &
Chelsea, Marie-Therese Rossi
and our CEO Ricky Scipio.
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Complaints
During 2014-15, 11 of you
made formal complaints about
our services. 

We resolved these complaints and
learned lessons for the future.

We took up five complaints
about repairs and maintenance,
and one about our gas servicing
service, with our contractors.

We discussed three complaints
about customer service with the
staff involved.

We took action on a communal
door that hadn’t yet been fixed,
by bringing in a security guard
while we worked on a longer-
term solution.

We made changes after receiving
a series of complaints about
services from one resident.

Staff conference
In July 2014, our staff took part
in a staff away day at the
Hammersmith Novotel Hotel.

The event was designed to
introduce our staff to the
corporate goals and objectives
agreed by our Board at their
own strategic away day.

After an opening address by our
new Chairman, Abraham
Nomafo, there were sessions on:

• value for money
• equality and diversity
• our business plan
• the impact of welfare reform,

and
• our growth plans.

We also had some fun as well –
going through some motivational
and team-building exercises. 

New performance targets
We have set ourselves more
challenging key performance
targets from 2015-16.

They include:
• 83% satisfied with our

overall service
• 60% satisfied we take your

views into account
• 97% satisfied with day-to-

day repairs
• 93% of repairs fixed at first

visit
• average of 19 days to re-let

homes
• 101% rent collection
• rent arrears down to 3.6%
• 99% of urgent and routine

repairs completed on time
and 99.5% of emergencies

• 100% of gas certificates on
time, and

• higher home energy
efficiency targets.

Better customer services

Customer service 
action plan

Our aim is to raise resident
satisfaction with Westway
Housing Association to 83% by
the time we carry out our next
STAR satisfaction survey, which is
due in 2016-17.

In line with our action plan for
2013-15, last year we:

• bought CCTV cameras to
help tackle anti-social
behaviour

• delivered year two of our
planned maintenance
programme

• approved new repairs
contractors, to give us a
larger number to call on

• launched the new resident
involvement plan

• made more use of text
messages to keep you up to
date on repairs

• held resident meetings about
planned works

• investigated installing solar
panels at Tariq House to
reduce energy bills

• worked with residents at
particular schemes to bring
down service costs

• improved our response times
to your voicemails and
letters, and

• made more courtesy calls
and visits.

This financial year, we will:
• keep up with ongoing

improvements
• deliver year three of our

planned maintenance
programme, and

• arrange for more customer
service training for our staff.

I was pleasantly
surprised by the
exceptional way my
call was handled by
Sylvie. She listened
to my situation,
reported back to
me exactly what she
was going to do
about it and left me
believing that she
and Westway really
cared.

Nick Badman
Resident

“

”
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Repair satisfaction 
Overall satisfaction with our
repairs service rose to over 95%
last year, which met our target. 

We are getting much better
repairs feedback since we
introduced our text messaging
system.

We will carry on working to
raise satisfaction even further.

Planned maintenance
In year two of our current
planned maintenance and
redecorations programme, we
spent £424,000 on: gas
servicing, electrical checks and
redecorations at 90-92
Lancaster Road and Cadogan
House; aids and adaptations;
and new gates for pedestrians
and vehicles at Westhill Court. 

We also spent £150,000 replacing
32 kitchens and carrying out
other works at our High Street
Acton block, Westview Close
and Latimer Road.

During 2015-16, we will focus
on replacing windows and
kitchens, as well as redecorating
the outside and communal
areas at some of our properties.

Maintaining your homes

We completed 1,923
day-to-day repairs
during 2014-15,
spending £288,000.

Day-to-day repairs
We met all our targets for
completing emergency, urgent
and routine repairs on time. By
the end of the year, all our
homes had valid gas safety
certificates too.

We are working with our
contractors to do even better
this year. We have set a target of
completing 99% of all routine
repairs on time – 6% higher
than our target last year.

Pictured on these pages:
Residents get DIY tips from a
contractor at our conference and
fun day. 

First-time fix
We weren’t able to meet our
target for getting repairs
completed during the first visit.
We missed our 93% target by
2.6%.

To improve our performance
this year, we will concentrate on
doing a better job of diagnosing
your repair when you contact
us, and we will encourage our
contractors to carry the right
parts in the right quantities in
their vans.

I don’t have any
complaints.
Westway have nice
staff and the repairs
are always carried
out.

Hilary Cudjoe
Resident

“

”
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Tenants’ Committee
We set up a training programme
for Tenants’ Committee
members to develop their skills.
In August 2014, they took part
in training in understanding
housing management
performance information. In
future, they will learn how to
run effective meetings and
about better chairing skills.

Customer Panels
We want to set up three local
area panels: one for Barnet and
Enfield; one for Ealing and
Brent; and one for Kensington &
Chelsea, Westminster and
Hammersmith & Fulham. We
have been inviting residents to
join and planning a launch event
to gather more interest. Our aim
is to launch the panels this
autumn.

Involving residents

Our resident involvement
action plan for 2013-15
aimed to involve many
more residents in our
work, so that we can
raise your overall
satisfaction with
Westway Housing
Association.

Resident Involvement
Action Plan
We have now delivered almost
all of our resident involvement
action plan. 

Digital involvement
After trialling a web/telephone
conference software package,
we purchased a system from
Omnijoin and can now hold
‘virtual’ meetings. Our facebook
and Twitter accounts are active
and we regularly use the
Deeplake text messaging service
to contact residents.

Consultation
In the past year, we have
consulted residents on our
business plan, our planned
maintenance programme and
our value for money strategy.

Mystery shopper
We are looking for residents
interested in checking and
reporting back on their
experience of using our services.

Youth forum
Three young people agreed to
join our new youth forum for 16
to 25-year-olds. We are also
linking up with Kensington &
Chelsea Tenant Management
Organisation, because they have
a very active youth engagement
programme.

Scrutiny Panel
We are changing the way we do
scrutiny at Westway. Having
successfully worked towards its
objectives, the Scrutiny
Committee, which to date has
included Board members as well
as residents, agreed that the
time was right to move to an
alternative structure.

We commissioned TPAS (the
Tenant Participation Advisory
Service) to undertake a review,
which recommended that our
scrutiny function should be more
independent and tenant led.

The recommendations have
been accepted by the Board and
we plan to introduce the new
structure in early 2016.



1918

• a two-hour response for
emergencies, a four-hour
response for urgent repairs
and routine repairs within
five days – a big
improvement on our
previous service

• two-hour appointment slots
• extra services, including

testing carbon monoxide
detectors, and

• a saving of £22 plus VAT on
every boiler we service and
maintain – with even bigger
savings for communal
boilers.

Pictured on these pages:
representatives from all five
associations met for a formal
contract signing in June 2015.

Outgoing post
By partnering with our business
neighbours at Network Hub,
we’ve been able to save
£944.40 on Royal Mail post
collection fees.

We now drop our franked post
into Network Hub’s Royal Mail
post bag every day.

This is an example of the
savings we have been making
by looking at all our costs
throughout the organisation.

Securing value for money

Getting the best value for
money is important for
us and good news for
your service charges. 

Gas procurement
In a first for small black and
ethnic minority housing
associations, we worked with
Arhag, Shian, Odu Dua and
Tamil Community Housing
Associations, to improve the
service and bring down the cost
of our gas servicing. We did this
by procuring a new gas service
contract together.

The new contract with MCP,
which came into force this
August, provides:

• routine gas repairs from 8am
to 6pm on weekdays

• 24-hour emergency cover
• a direct number for you to

order your gas repairs

Value for money plans
Quite a few of our service
contracts come up for renewal
this year. They cover the
maintenance of:

• fire alarm and smoke
detectors

• communal TV aerials
• entryphones
• communal and emergency

lighting
• water pumps
• gutter clearance, and
• lightening conductors.

We also aim to procure new
cleaning and gardening
contracts, because they are now
three years old.

We will be inviting residents to
help us appoint new contractors. 

Reducing our costs
Many of you saw reductions in
your service charge last year
and any increases were small
compared to previous years. You
particularly benefited from the
massive savings we achieved on
communal electricity and
heating bills.

During 2014-15, we continued
to look for efficiency savings
wherever possible.

Office move
The move to our bright new
office in Kensal Road, W10 came
with savings of £12,000 in the
first year.
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Rent arrears
We beat our rent arrears target
and ended the year with arrears
at 3.7%. 

We achieved this by making
good use of text messaging to
send early reminders and offers
of assistance to people getting
behind with their rent. 

Our staff also worked late into
the evening, when most people
can be contacted at home. 

We continued to offer help with
welfare benefit changes and we
supported people who are
struggling to keep their homes.

Anti-social behaviour and
tenancy fraud
We received 11 reports of anti-
social behaviour and were able
to resolve eight very quickly. 

In one case we issued a notice of
seeking possession and got the
perpetrator to sign up to an
acceptable behaviour contract. 

We evicted one household and
another case is ongoing – in
partnership with the police, the
council and other stakeholders. 

We investigated three suspected
tenancy fraud cases, which led
to one eviction.  

How we spent each £1
of rent

Average rent
Our average rent and service
charge for general needs homes
was £141.39 per week.

Firm foundations

Effective financial
management
We continued to focus on
supporting residents and
improving service delivery, as
well as concentrating on
maintaining and improving our
existing properties to ensure
residents enjoy good quality
homes. 

We balance these priorities
alongside the need to deliver
our future growth plans, so that
we can help to meet the
increasing demand for social
housing.

Lettings
We let 12 homes and reduced
our re-let time to below our 20-
day target. Re-letting homes
faster is good for our residents
and important for our income.

Rent collection
Despite difficult economic times
for our residents, we ended the
year having collected more than
the total amount of rent due. 

In fact, we are one of the top
performers in our benchmarking
group of similar landlords.

We are pleased to
report another
successful year of
operations, with a
healthy financial
surplus of £426,029 for
the year ended 
31 March 2015. 

Other: 1p

Maintaining
properties:

38p

Housing
management:

23p

Interest
on loans:

16p

Services:

11p

Future
investment:
11p
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Sonia Davis (tenant
representative) is a
teaching assistant and
Chair of our Tenant
Committee. She
joined the Board in
2007.

Meera Bedi has more
than 25 years’
experience in the
housing sector and has
worked for housing
associations, BME 
and specialist organisations. Meera’s
main expertise lies in development,
but she has recent experience in
fundraising, communications and
public relations. Meera joined the
Board in 2013.

Abraham Nomafo
(Chairman) is a
qualified solicitor. He
is currently a Director
at PPCR Associates
and responsible for
providing lead advisor services for
tenant-led stock option appraisals for a
number of resident-led organisations.
He also advises on large-scale
regeneration schemes and provides
resident involvement impact
assessments. Abraham previously
spent 20 years in senior and director-
level roles with a number of social
housing providers. He joined the
Board in 2006. 

Robert Greene (Vice-
Chairman) is a Fellow
of the Chartered
Institute of Building
and a member of the
Royal Institution of
Chartered Surveyors (RICS), with
more than 25 years of experience in
the construction industry, including
10 years in social housing. Robert’s
expertise in housing development
includes design, procurement, quality
management and sustainability. He
joined the Board in 2012.

Michael Jarrett
(Hon. Treasurer to
September 2014) is 
an experienced
director-level interim
finance and change
manager, who has worked for
housing associations, local authorities
and multi-national manufacturing
corporations, as well as managing his
own precision engineering company.
Michael stepped down from the
Board in September 2014.

Lucy Knight-Ballard
(tenant
representative) is a
primary school
teacher and a 
member of the 
Tenant Committee. She joined the
Board in 2011.

Addy Olubajo is an
MBA business
graduate and a Fellow
of the Chartered
Institute of Personnel
& Development. He
has more than 20 years’ exerience in
the private and public sectors, and
has expertise in HR, employee
relations, organisational development,
employment law, equality & diversity
and TUPE. Addy is currently Managing
Director of AOMC HR consultancy.
He joined the Board in 2013. 

Dr Edwin Sawacha
MBE Edwin Sawacha 
is a highly qualified
civil engineer by
background, who is
currently a project
management and construction
management advisor. Edwin was
awarded an MBE in 2010 for his
outstanding contribution to social
housing and the community in 
north-west London. Edwin joined the
Board in 2007 and he is Chairman of
the Scrutiny Committee. 

David Mark MBE
(former Chairman),
stepped down from
the Board at the end
of May 2014, after
serving for 26 years,
and as Chair since 1999. David was a
founding member of Westway
Housing Association.

Chinyere Ugwu
(Hon. Treasurer from
September 2014) is 
an experienced
housing association
Managing Director,
with a strong track record of
successfully managing organisations
through a period of change. She has
more than 20 years’ experience of
working in the housing and
community regeneration sector.
Chinyere joined the Board in 2012.

Member of the Scrutiny Committee

Customer services

Item £
2015

£
2014

Turnover 3,888,561 3,751,485

Operating costs (2,850,258) (2,599,869)

Operating surplus 1,038,303 1,151,616

Bank interest receivable 11,999 7,574

Interest payable & similar
charges

(624,273) (685,120)

Surplus on 
ordinary activities

426,029 474,070

Tangible fixed assets £
2015

£
2014

Housing properties 44,575,068 44,550,256

Social housing grant (30,800,283) (30,800,283)

13,774,785 13,749,973

Other fixed assets 99,143 25,653

13,873,928 13,775,626

Current assets 5,030,110 3,807,425

Current liabilities (1,272,608) (1,115,152)

17,631,430 16,467,899

Long-term loans 12,550,844 11,813,342

Share capital 15 15

Revenue reserves 5,080,571 4,654,542

17,631,430 16,467,899

Balance sheet on 31 March 2015

Income & expenditure on 31 March 2015

* Our last major survey was in 2012-13. Our next survey
will be carried out during 2016.

Key
performance
indicator

Target
for

2014-15

What
we

achieved

Top 25%
similar

HAs 

Target
for

2015-16
Tenants
satisfied with
overall
service*

– 65% 88% 83% 

Tenants
satisfied their
views are
considered*

– 49% 72% 60%

Tenants
satisfied with
repairs and
maintenance

93% 95% 97.9% 93%

Complaints
received

111

Repairs
completed at
first visit

93% 990.4% 96% 93%

L

☺

L

Repairs and maintenance

Key 
performance
indicator

Target
for

2014-15

What
we

achieved

Top 25%
similar

HAs 

Target
for

2015-16
Emergency
repairs
completed on
time

99.5% 100% 100% 99.5% 

Urgent repairs
completed on
time

97% 99% 98.8% 99%

Routine repairs
completed on
time

93% 95% 98.9% 99%

Homes with a
valid gas
servicing
certificate

100% 100% 100% 100%

☺

☺

L

☺

☺

Lettings

Key
performance
indicator

Target
for

2014-15

What
we

achieved

Top 25%
similar

HAs 

Target
for

2015-16
Average days
to relet homes*

20 days 20 days 17.3
days

19 days 

Lettings to
black & ethnic
minority
households

– 42% – –
☺

Rents

Key
performance
indicator

Target
for

2014-15

What
we

achieved

Top 25%
similar

HAs 

Target
for

2015-16
Rent collected 100% 100.1% 99.4% 101%

Rent arrears
of current
tenants

4% 3.7% 3% 3.6%
☺

☺

Board of management



Contact details
Repairs – office hours: Christine Etten
Customer Services Officer, 020 8962 3348
christine.etten@westwayha.org.uk 

Repairs – out-of-hours emergencies:
Phone 020 8964 2323

Gas servicing & repairs:
Phone MCP Properties on 0333 320 7380 (24/7)

Housing services: Marcia Taylor-Josephs
Customer Services Officer, 020 8962 3330,
marcia.taylor-josephs@westwayha.org.uk
Leonard Brown, Senior Housing Officer
020 8962 3346, leonard.brown@westwayha.org.uk
Anthony Akerele, Housing Officer, 020 8962 3347
anthony.akerele@westwayha.org.uk 
Shayaan Hafeez & Donna Davis, Income & Tenancy
Sustainment Officers (part-time), 020 8962 3336
shayaan.hafeez@westwayha.org.uk
donna.davis@westwayha.org.uk

General enquiries: Colleen Carrington-Miles
020 8962 3332 colleen.miles@westwayha.org.uk

Office address: Westway Housing Association
292b Kensal Road, W10 5BE

Website: www.westwayha.org.uk
Facebook: WestwayHousing Twitter: @WestwayH

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

Translations and other formats

Swahili

Urdu

Arabic

Somali

Turkish

Principal lender
The Royal Bank of
Scotland Corporate &  
Institutional Banking
1st Floor
280 Bishopsgate
London EC2M 4RB

Principal solicitors
Devonshires
Salisbury House
London Road
London EC2M 5QY

Principal bankers
Co-operative Bank plc
Business Banking
PO Box 101
1 Balloon Street
Manchester M60 4EP

External auditors
Beever and Struthers
15 Bunhill Row
London
EC1Y 8LP

Internal auditors
Moore Stephens LLP
150 Aldersgate Street  
London EC1A 4AB


