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Dear Customer, 

Westway Housing Association is a not-for-profit 
organisation, based in West London. It began life as 
Grove Housing Association in March 1987, when we took 
over the running of a hostel from a local charity. 

Today, we own and manage more than 500 self-contained 
homes and a 17-bedsit hostel in the boroughs of 
Kensington & Chelsea, Hammersmith & Fulham, Ealing, 
Brent, Barnet, Enfield and City of Westminster.  

In this pack, you will find information about our policies 
and ways of working, and the services we provide. You will 
find these details useful while you are our tenant. 

If we can assist you at any time, please do not hesitate to 
contact us. Our friendly and professional staff are on 
hand to deal with any enquiry. You will find our contact 
details on the back cover.   

On behalf of Westway Housing Association and our team, I 
would like to welcome you to your home. We hope your 
stay with us will be a comfortable and enjoyable one. 

Ricky Scipio Chief Executive

Anti-social behaviour and harassment
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Accessing our services

Your first point of contact with Westway is our 
Customer 1st Team. Call the team on 020 8964 2323 
and select option 1. Alternatively, you can email 
info@westwayha.org.uk 

The team deal with housing, repairs and finance 
matters, as well as playing a role in community 
involvement. If necessary, they will refer you to 
another member of the team. 

For out-of-hours emergencies outside office hours, 
you should phone our normal number, but follow the 
recorded message. 

MyTenancy 
By signing up to our MyTenancy online services (go 
first to our website at www.westwayha.org.uk), you 
can: 

n check or print your rent statements – we don’t 
post copies 

n report and check on your repairs, and/or 
n update your tenancy details. 
 

Deeplake: Mobile text messages  
Make sure we have your mobile number, as an 
additional way for us to contact you. 

If you have a smart phone, we can send you repair 
confirmations and reminders, as well as satisfaction 
surveys and messages about your rent payments. 

We can also let groups of residents know if a 
problem is developing at their estate.
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Our ethos

The guiding beliefs of any organisation are central to 
its success. Our objective at Westway Housing 
Association is to provide good quality, affordable 
housing for the community.  

We want to have a positive effect on people’s lives. 
So, working in partnership with our tenants, we have 
provided job training, debt advice, business finance, 
education grants and apprenticeships. We are 
particularly pleased when we can make a difference 
for tenants who were previously homeless or in 
desperate need of a home, or who have special 
needs. 

Because we are committed to meeting the needs of 
our tenants, we aim to provide excellent customer 
service. We work to the national standards set by the 
Regulator of Social Housing. Our ‘local offers’, drawn 
up with the help of tenants, set out our more detailed 
service promises. 

In line with our values, we are proud members of the 
National Housing Federation.



When you became our tenant, you signed a tenancy 
agreement. 

If you and your partner both signed the agreement, 
then you are joint tenants, and the tenancy 
agreement applies equally to both of you. 

Your tenancy agreement is an important legal 
document. It sets out your rights and responsibilities 
as a tenant and ours as your landlord. 

Please keep your tenancy agreement in a safe place.
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Your tenancy

Your rights and responsibilities

Your rights as our tenant depend on whether you are 
an assured tenant or an assured shorthold tenant. 

As an assured tenant, you normally have the right to 
live in your home for as long as you like, providing: 

n you stick to the rules of your tenancy agreement 
n you live in the property as your main or principal 

home 
n you do not use your home to run a business or 

break the law. 

We can only end your tenancy by asking a court’s 
permission. 

If you are an assured shorthold tenant, you have a 
temporary tenancy. After a certain amount of time, 
we can apply to end your tenancy. However, we can 
bring it to an end sooner if you break the rules.

Equality 
Your tenancy agreement and our equal opportunities 
policy both reflect our commitment to meeting the 
law and best practice on treating people equally.  

All residents have a right to fair and equal treatment. 
It is against the law to discriminate against anyone 
based on their age, gender reassignment, marital 
status, pregnancy or maternity leave, disability, race, 
nationality or ethnic origin, religion, sex or sexual 
orientation. 

Succession – passing on the tenancy 
If you are an assured tenant and you die, a member 
of your family may have the right to take over your 
tenancy. This person must have lived with you for 12 
months or more before your death.  

If you have a joint tenancy and one partner dies, the 
tenancy continues for the joint tenant. If the second 
joint tenant dies, no-one has a right to the tenancy. 

The right to succeed to a tenancy does not apply to 
assured shorthold tenants. 



Assignment – passing on the tenancy 
You can only pass on your tenancy to someone else, 
before you die, if you are an assured tenant and: 

n you are swapping homes with another social 
housing tenant with a similar right to exchange – 
you need written permission from us and the 
other landlord, before you move 

n a court orders you to pass the tenancy to your 
spouse, civil partner, or someone who lives with 
you as a partner 

n you are a joint tenant and you no longer want to 
live together – you will need to agree who will 
keep the tenancy, or get legal advice, because only 
a court can decide between you. The remaining 
partner must then write to us, so that we can 
alter the tenancy. We will not normally offer a 
new tenancy to the joint tenant who leaves. 

The right to assign a tenancy does not apply to 
assured shorthold tenants. 

Lodgers  
A lodger is someone who comes to live with you as a 
member of your household.  

You do not need our permission to take in a lodger if 
you are an assured tenant, but you must tell us their 
name, age and sex so that we can make sure your 
home is not overcrowded. 

You are not allowed to have a lodger if you are an 
assured shorthold tenant. 
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Your tenancy

Sub-letting 
Sub-letting is when someone has exclusive use of 
part or all of a property. 

You are not allowed to move out and sub-let your 
entire home. If you do this, you are committing 
fraud and we will go to court to take back the 
property. The Prevention of Social Housing Fraud Act 
2013 makes this a criminal offence. If convicted, you 
could be fined or go to prison. In the most serious 
cases you could be sent to prison for up to two 
years and receive a fine of up to £50,000. 

You are allowed to sub-let part of your home if you 
are an assured tenant, providing you still live there. 
However, you need our written permission first. We 
will not refuse any requests unreasonably.  

You are not allowed to sub-let if you are an assured 
shorthold tenant. 

If you take in a lodger or sub-let part of your 
home, this may reduce your Housing Benefit. It 
is your responsibility to tell the council. If you get 
Universal Credit, you do not have to declare any 
rental income. But you may lose benefit because 
you have more bedrooms than you need.

Pets 
Before keeping a pet, you must ask our permission. 
If we give permission, you must make sure your pet 
is not a nuisance or a danger to anyone in the area.  
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Your tenancy

Your rights and responsibilities

Consulting you 
We will consult you about any changes we plan to 
the management, maintenance or servicing of your 
home. We will tell you our proposals and invite you 
to com ment. We will take your views into account, 
when we are making decisions. 

We will also consult you if: 

n we want to change the terms of your tenancy 
agreement 

n the Government makes changes to the rights 
you hold as an assured or assured shorthold 
tenant. 

Confidentiality 
You can rest assured that Westway Housing 
Association takes your privacy very seriously. We 
keep any personal information about you and your 
household confidential. We will not normally pass 
details on to a third person, unless you give your 
permission.  

However, we will pass on details when the law says 
we must. For example, we have to tell your local 
authority who is living at the property, so that they 
can charge you Council Tax.

Gardens 
If you have a garden or other outdoor area, you must 
keep it well maintained and tidy.

Access to personal information 
Under the Data Protection Act 1998, you have the 
right to see certain data we hold on you. 

The General Data Protection Regulation, introduced 
in 2018, also brought in stricter rules about how we 
handle your personal data.  

For more details about your rights and how we 
handle your information, call the Customer 1st Team 
and ask for a copy of our privacy notice. 

Ending your tenancy 
In some circumstances, we have the right to ask a 
court for permission to take back your home.  

We may do this if you, or someone else in your 
household, break the rules of your tenancy, for 
example, by:  

n failing to pay the rent regularly 
n being a nuisance to your neighbours 
n being violent towards your partner or family 
n being convicted of using your home for illegal 

purposes 
n damaging the property 
n lying to get the tenancy 
n moving out or leaving your home empty for a 

long period. 

We can also end your tenancy for the following 
reasons. 

n You are an assured shorthold tenant and your 
tenancy term is over. 



n You live in a property that is designed for 
someone with a special need that no-one in your 
household now has.  

n You succeeded to the tenancy (see page 5), but 
the property is bigger than you need. We will ask 
you to move somewhere smaller. 

‘Decants’ – moving so that your home can be 
repaired or demolished 
If you are an assured tenant, we can also ask you to 
move if your home is going to be demolished or needs 
major improvement work that we can’t complete 
with you living there. We may ask you to move to 
another home temporarily, or move you permanently 
to another property. 

In either case, we will pay your reasonable removal 
costs. We may also give you an amount for 
disturbance – to help with some of your additional 
costs you have to meet. If we require you to move 
permanently, we will give you an additional ‘home 
loss’ payment.
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Living in your home

Insurance

We will insure your home against fire, storm and 
flood, and any damage for which we are responsible. 
However, we do not insure your personal belongings.

We strongly encourage you to take out your own 
contents insurance. 

You need contents insurance to cover you, your 
household members and your belongings in case of 
theft, fire and accidents. You also need cover for any 
damage you cause to other people and their 
belongings – for example, if your washing machine 
overflows into another flat.

Security

We provide you with two sets of keys to the property. If 
you need more keys, you must get these cut. 

If you lose your keys or lock yourselves out, we will 
try to help you get back in. However, we don’t hold 
spare keys. We will have to charge you for a new lock 
and any damage that results.



Living in your home Living in your home
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For your day-to-day security, we suggest that you: 

n always ask for proof of identity if someone calls 
at your home 

n always lock your windows and doors when you  
go out 

n never leave keys under doormats, or notes on 
your door telling people you are out 

n remember to cancel your milk and newspapers if 
you go away for a few days. 

Never allow someone you don’t know into the 
building as you are entering or leaving and never use 
your door-entry system to buzz in a stranger.

Safety

Gas inspections 
The law says we must carry out annual gas appliance 
safety checks in your home. Our contractors will 
disconnect any faulty appliances.  

For your own safety, you must give our contractors 
access for these annual checks. 

Make sure that you don’t block air bricks, vents or 
flues that provide air to gas appliances, as this 
could lead to carbon monoxide poisoning. 

Fire safety 
In our newer properties, there are smoke detectors 
connected to the mains electricity. If your home 
lacks a smoke detector, we recommend installing 
one yourself. 

If your smoke detector is battery operated, remember 
to check it regularly. Replace the battery at least 
once a year. If you hear a bleeping sound, it means 
the batteries are running low. 

To reduce the risks of fire, remember these simple 
precautions. 

n Don’t smoke in bed or when you might fall asleep.  

n Don’t leave cigarettes or candles unattended.  

n Don’t throw hot ash into the bin.  

n Keep matches and lighters away from children.  

n Don’t site heaters near to clothes or furniture, or 
sit too close to one.  

n Don’t overload electrical sockets.  

n Don’t cook if you are tired or have been drinking. 

n Never leave pans unattended when cooking. 

n If a pan catches fire, don’t move it or throw water 
onto it – you will make things worse. Turn off the 
heat if you can, leave the room and call 999. 

n Close doors to prevent fires spreading. 

n Switch appliants off at night. 

n Keep door and window keys where your family 
can easily find them. 



Living in your home Living in your home
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Damp and condensation

A leak from the roof, guttering, pipes, plumbing, or 
rotten window sills can allow water to get into the 
building causing damp. Sometimes damp can rise 
from the ground, if you live on the ground floor. We can 
diagnose and fix these faults if you call us. 

However, condensation – which is worse in winter – is 
more likely to be the cause of your damp problem. 

Condensation is moisture held in the air. It becomes 
a problem when you produce so much moisture that 
when the air settles on cold surfaces it leaves them 
dripping wet. Wet surfaces can develop mould. 

Take these steps to reduce your condensation. 

Reduce moisture 
n Keep saucepan lids on when cooking and use 

your cooker hood. 

n Vent tumble driers to the outside. 

n Avoid drying clothes indoors. Use a room with 
ventilation if you must. 

n Shut the bathroom door when bathing or 
showering. 

n Shut the kitchen door when cooking. 

Raise the temperature 

Condensation is most common in homes that are 
difficult to keep warm. Improving your heating and 
insulation are the best way to raise the temperature. 

Your fire escape plan 
In a fire, you will have very little time to take action. 
Having a plan can make a big difference. 

Check if there is a plan for your building and make a 
plan for your family. 

n If you live in a purpose-built block and fire or 
smoke directly affect you, get everyone out 
quickly if you can and call 999. 

n But if your escape route isn’t clear, close doors, 
block gaps with soft material to stop smoke, 
phone 999 and shout for help from the window. 

n If the fire is in another part of the building, call 
999 for advice. It may be safer to stay out of the 
smoke, inside your flat, until help arrives. You 
should block gaps to stop smoke coming in. 

 

Never store anything in communal areas 
including balconies. These items could block 
your escape route and be a fire risk. 

Westway has a zero tolerance policy on storage 
in communal areas. Any items found may be 
removed without notice and we will not be liable 
for your loss. 



Increase ventilation 

Provide ventilation without too much cold air, which 
will lower the room temperature.  

n Introduce extractor fans in areas where you 
produce a lot of moisture. 

n Don’t draughtproof kitchen and bathroom 
windows – to allow some natural ventilation. 

n Leave a gap between items of furniture and 
outside walls, to allow air to circulate. 

Remove mould 

Treat any mould by washing walls and window frames 
with a fungicidal wash that has a Health & Safety 
Executive approval number. You will need to wear 
gloves and should always follow the manufacturer’s 
guidelines.
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n Check for leaks as the pipes thaw. 

If your pipes do burst, do the following. 

n Turn off the heating system and immersion heater. 

n Turn off the stopcock and turn on all the taps to 
drain down the water quickly.

Household rubbish and recycling

The council provides bins for your ordinary household 
rubbish. If you live in a flat, you will find large 
rubbish and recycling bins in the communal bin area.  

Please wrap all your rubbish carefully, using bin bags 
tied at the top to stop animals from going into them. 
You should also sort out the items your council 
collects for recycling, putting them in a recycling bag 
or your scheme’s recycling bin. 

Bulky items 
If you have large items, including furniture and old 
appliances, you must not dump them in the bin 
area. When people do this, we have to arrange a 
special collection and the cost is added to everyone’s 
service charge. 

Instead, you should contact your local council to find 
out about their bulky waste collection arrangements. 
Be aware there may be a charge for collection or a 
limit on how many items they will collect for free 
each year.

Frozen or burst pipes

Frozen pipes can cause a lot of damage if they burst. 
You can avoid this happening by: 

n insulating pipes that might freeze 

n making sure you know where the stopcock is 

n keeping your home warm – if you are away 
during the winter, keep your heating on low. 

If your pipes freeze, do the following. 

n Turn off the stopcock and the heating system.  

n Thaw out the pipes gently, using a hairdryer or 
cloth soaked in hot water. Don’t use a naked flame. 



Your quality of life is important to us. We are 
committed to tackling problems with anti-social 
behaviour and harassment in your neighbourhood, 
so that you can enjoy your homes peacefully. 

Anti-social behaviour is when someone causes 
annoyance, nuisance or disturbance to someone else. 
Anti-social behaviour can include thoughtless 
behaviour, such as rubbish dumping or playing music 
too loudly, right through to serious criminal activity 
like drug dealing, domestic violence or vandalism. 

Harassment is when someone is being abused or 
intimidated, often because of their race, colour, 
relig ion, sexuality, nationality, sex or a disability. 
Harassment can include intimidating, threatening or 
violent behaviour – verbal or physical – and can 
involve attacks on property as well as people. 

Anti-social behaviour can be carried out by residents, 
members of their households or their visitors.

Living in your home

You are responsible for dealing with problems with  
pests such as ants, fleas, cockroaches, or wasp nests. 
You can call your housing officer for advice.  

In some cases, you may need to in volve the 
Environmental Health Department at your local 
council. They will probably charge you for the work 
they carry out.

Anti-social behaviour and harassment

Everyone wants to heat their homes effectively and 
save money on their heating bills. The following tips 
may help you to this. 

n To check you haven’t been overheating your home, 
turn your heating thermostat down by one degree 
and leave it for a day. If you still feel warm, try 
turning it down another degree. Carry on until 
you find the best temperature. 

n Save on electricity by using kitchen appliances 
carefully. Use your washing machine at lower 
temperatures and your tumble dryer only when 
you can’t dry clothes outside. Boil only the water 
you need for hot drinks and to cook vegetables. 

n Use energy-saving light bulbs – they last up to 10 
times longer than ordinary bulbs. 

n Don’t leave electrical appliances on standby. 
Switch them off at the plug when not in use. 
Some items carry on using energy, even when 
they are switched off. 
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What are anti-social behaviour and harassment?



We provide a repairs service for most of the day-to-
day repairs you need doing to your home. But some 
repairs and maintenance jobs are your responsibility.

Anti-social behaviour and harassment

We recognise that anti-social behaviour can seriously 
affect your quality of life. We will not tolerate any 
form of anti-social behaviour. 

If you are unhappy about the nuisance caused by a 
neighbour, start by raising this with the person 
concerned if you can. People are often unaware that 
they are causing offence, and once they are aware, 
they will usually take action to avoid the problem 
continuing. We will encourage and help you to 
resolve your differences together, wherever possi ble. 

However, if the anti-social behaviour or harassment 
is serious or continuing, we will get involved and 
work actively with you and other agencies to tackle 
the problem. 

If you have been unable to resolve a problem 
yourself, contact your housing officer or another 
member of staff. They will discuss the next step 
with you. When you tell us about serious anti-social 
behaviour, we will act immediately to gather 
evidence, identify suspects and support victims.

Repairs and maintenance

Repairs that are our responsibility

We are responsible for making sure your home is 
safe, comfortable and in a generally good condition. 
For a full list of the repairs that are our responsibility, 
see your tenancy agreement. 

We employ approved repairs contractors to carry 
out repairs on our behalf, working to an agreed code 
of practice. 

When you need a repair, phone the Customer 1st 
Team and explain your problem as clearly as 
possible. They will arrange for a contractor to call on 
you. If your repair is an emergency, our contractor 
will aim to get to you in the next 24 hours. Otherwise, 
we will give you an appointment. Please note that if 
you are not in for our contractor, or you refuse to let 
our contractor in, we will charge you a call-out fee. 

Repair target times 
We put repairs into one of three categories.  

n Emergency repairs are an immediate threat to 
your household’s health, safety or security. We 
aim to complete more than 95% of these repairs 
within 24 hours. In many cases, the contractor 
will ‘make safe’ at this stage and return later to 
finish off the job. 
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What we can do



We will charge you for: 

n carrying out repairs that are your responsibility 
n carrying out repairs caused by neglect or damage 

– for example, if you block a sink 
n being out for an appointment or emergency repair 

– we will pass on our contractor’s call-out fee 
n getting you back into your home if you lose your 

house keys. 

If you alter your home without permission, we will 
charge you to put things back to the way they were.

Repairs and maintenance

n Urgent repairs sort out problems that seriously 
affect your use of your home. We aim to complete 
more than 90% of these jobs within seven days. 

n Most jobs are routine repairs. We aim to complete 
them within 28 days.

Repairs and maintenance

As set out in your tenancy agreement, we expect you 
to take care of some simple items and jobs. 

Some examples include: 

n installing or repairing your cooker, fridge and 
other appliances 

n installing electrical points for a landline phone or 
your own TV aerial  

n replacing plugs 
n replacing kitchen sinks or tap washers  
n a blocked sink, drain or toilet, if the problem was 

caused by your household  
n repairs to or replacement of bathroom fittings 

including toilet seats, cabinets, mirrors, shower 
curtains, unheated towel rails, tap washers and 
plug chains  

n repairs or replacement of door furniture and 
replacing lost keys 

n replacing your personal wheelie bin  
n fitting curtains, curtain rails, carpets or other 

floor coverings, shelves, coat hooks  
n resetting pilot lights  
n bleeding air from radiators 
n decorating internal doors, walls and windows, 

including filling minor cracks 

Repairs that are your responsibility
Repairs we charge for

If you are disabled and need changes made to your 
home to make life easier, please contact us. 

We can help with simple changes, but if you need 
changes that are major and expensive – such as a 
level-access shower or stair-lift – you will need to ask 
social services. We can advise you on this.

Aid and adaptations
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n replacing lightbulbs, fluorescent tubes and fuses  
n changing batteries to smoke or carbon monoxide 

monitors, and 
n damage caused by your household or a break-in. 



We rely on your rent payments to continue providing 
you with the homes and services you need and value. 
When people get behind with their rent, it is harder 
for us to do a good job as your landlord. 

We deal firmly with arrears. In the final resort, we 
can and do take people to court and evict them for 
not paying. If your case gets as far as court, you will 
also have to pay court costs, which aren’t covered by 
benefits. Your credit rating will also be affected. 

Even if things don’t get that far, there are good 
reasons for staying up to date. Being behind with 
your rent means: 

n you may not be able to get a transfer 
n we won’t allow you to swap your home 
n we won’t give you a parking permit 
n you may fail to get a loan or mortgage later if we 

can’t give you a good financial reference. 

Struggling to pay? 
We do understand that sometimes people struggle 
to pay their rent. If this applies to you, please 
contact your housing officer as soon as possible. 
They will help you to set up an agreement to clear 
what you owe. Providing you stick to this agreement, 
we will take no further action.  

We can also refer you to other agencies for welfare 
benefits and debt advice.

Rent payments

You must pay your rent regularly and in advance. 

You can do this by:  

n paying online at www.westwayha.org.uk 
n setting up a direct debit or standing order – if 

you opt for a direct debit, we will update your 
payments each year and enter you into regular 
free prize draws 

n making a one-off transfer from your bank 
n 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, or  

n by phone – call our Voice Connect service on  
020 3909 0198, with your Ten-Xref  to hand. 

   

However you choose to 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. Call the Customer 1st Team on  
020 8964 2323 if you don’t know this number. 

Rent payments
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Paying your rent

Service charges

We make a charge for the extra services provided to 
your property and estate. These can include 
gardening, lighting shared areas and any caretaking 
service we provide. 

Your rent statements will show how much we charge 
each week for these services, as part of your total 
rent payment. 

Owing rent



We review your rent each year and your new rent 
applies from the first Monday in April. To give you 
plenty of warning, we will normally send you a letter 
about the increase towards the end of February. 

When setting your rent, we use a formula supplied 
by the Government. At the time of writing 
(November 2019), the Government planned to 
raise social rents by the CPI measure of inflation 
plus 1% for five years from 2020.

Rent payments

If you are on a low income, you will normally get help 
towards your rent.  

You will either get Housing Benefit from your council, 
or Universal Credit (which is replacing six benefits for 
people of working age).  

If you are of working age and you currently get 
Housing Benefit, you will move to Universal Credit 
by 2023. If your circumstances change or you  
make a first claim, you will be put on Universal 
Credit straight away. 

Under Universal Credit you get one payment into 
your bank account and it is up to you to pay your rent. 
There is a six-week wait before payments start and 
the benefit is paid in arrears. You may be able to get 
an advance before your first payment, but you need 
to prove you can pay it back within 12 months. 

For further advice , call our Customer 1st Team.
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Housing Benefit and Universal Credit

How we set your rents

Getting involved

As a valued customer, your views are important to 
us. We will give you plenty of opportunities to give 
your feedback and get directly involved in our work. 

You can give us feedback by: 

n completing our major surveys and surveys about 
a particular service 

n returning a repairs feedback form 
n taking part in a focus group 
n attending inspections at your estate  
n making a complaint (see page 28) 
n telling us when we get things right. 

We also give residents the chance to get more 
actively involved. 

We have a strong Tenants’ Committee, which meets 
regularly to look at our performance, policy changes 
and other information.  

The Committee undertakes reviews of particular 
services and makes service recommendations to the 
Westway Board.  

They also help us to choose gardening, cleaning and 
other contractors when we are tendering for new 
suppliers. 

Up to two Tenants’ Committee members sit on the 
Board as full members.

Tenants’ Committee



We always aim to provide you with a good service.  
To make sure we learn from your experiences, we 
encourage you to give us feedback when you get a 
really good service, as well as when things go wrong. 

Complaints and compliments

To make a complaint, you should call, email or write to 
the Customer 1st Team. They will log your complaint 
and try to resolve it the same day. 

If you are not satisfied with their response, you can 
go on to make your complaint formal. 

Formal complaints 
Stage one: To make your complaint formal, you 
must contact us again, within five working days. 

We will acknowledge your complaint within two 
working days and aim to investigate and respond 
fully in writing within 10 working days. 

Stage two: If you are not satisfied with our response, 
you can ask to have your complaint reviewed by a 
senior member of staff. You must do this within 20 
working days. 

Your complaint will be reviewed by the head or 
director of the service you are complaining about. 
They will acknowledge your complaint within two 
working days and aim to investigate and respond 
fully in writing within 10 working days. 

Stage three (final): If you are not satisfied, you can 
ask our Chief Executive to refer your complaint to 
the complaints panel. You must do this within 20 
working days.  
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Making a complaint

Complaints and compliments

The complaints panel will review the complaint and 
give our final response within 10 days.  

Taking the complaint to a ‘designated person’ 
If you are unsatisfied with our final response, you 
can refer your complaint to an MP, a councillor or a 
tenants’ panel that is recognised by us and registered 
with the Ombudsman. They will either try to resolve 
the problem between you and us, or refer your 
complaint in writing direct to the Ombudsman. 

The Housing Ombudsman Service 
The Housing Ombudsman Service will review your 
unresolved complaint, providing it comes to them: 

n direct from your ‘designated person’, OR  
n direct from you – but you must wait eight weeks 

after receiving our complaints panel’s response.  

Make a complaint to the Housing Ombudsman using 
the online form at www.housing-ombudsman.org.uk/ 
residents/make-a-complaint/, or write to: Housing 
Ombudsman Service, PO Box 152, Liverpool L33 7WQ. 
For advice call: 0300 111 3000.   

Letting us know when staff give a good service also 
helps us to improve. Tell the office when you are happy 
with our service and we will pass your compliment to 
the Tenants’ Committee. They can decide to give the 
staff member a Star Customer Service Officer Award.

Giving a compliment



A home fit for habitation
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Providing you with a safe and well-maintained home 
is important to us as a community-based registered 
provider of social housing. 

A home fit for habitation

Your rights

n there is 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 (see below). 

Health and safety 
We have to make sure your home meets current 
safety standards by carrying out an HHSRS 
assessment. HHSRS stands for the Housing Health & 
Safety Rating System. 

HHSRS covers 29 areas, grouped into four areas. 

n Physiological hazards include cold, damp and 
mould. 

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

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

n Protection from accidents includes avoiding fire 
or electrical hazards and making sure there are 
no serious structural problems to the building. 

If you tell us about a hazard, we have to arrange to 
put it right within a reasonable time. If we failed to 
do this, you could take us to court. 

Court cases – beware 
You should be very sure of your case before taking 
your landlord to court. If you lost your case, you 
might be liable for paying our court costs. You 
should take legal advice before taking any action. 

 

Under the Homes (Fitness for Human Habitation) 
Act 2018, we are required to make sure our 
properties are kept in habitable condition. If we fail 
to do so, you have the right to take us to court for 
breach of contract. We would then be required to 
put things right and give you compensation. 

The Act applies to all new tenancies. For existing 
tenancies, landlords were given until March 2020 to 
comply. However, the Act does not apply in all cases 
of disrepair, for example, if the problems were 
caused by storm or fire damage, or by tenants.

Unfit for human habitation

A court might decide the property is unfit for human 
habitation if: 

n the building has 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 

You could opt instead to contact your local 
authority, or make a complaint. If you weren’t 
happy with our response, you could take it on to 
the Housing Ombudsman (see page 29). 



Moving home

You could apply for a move to another London 
borough by registering with the Mayor of London’s 
Housing Moves scheme at www.london.gov.uk/what-
we-do/housing-and-land/renting/housing-moves  

If you are aged 55 or over, you can also register for 
the Seaside & Country Homes scheme for a move 
outside London. Go to www.london.gov.uk/what-we-
do/housing-and-land/renting/seaside-country-homes 

Call the Customer 1st Team for more advice.

As an assured tenant, you have the right to swap 
homes and tenancies with the tenant of any housing 
association or local authority. You can look for a 
swap partner by: 

n registering free with Locata’s online search at 
www.exchangelocata.org.uk  

n for a small charge, registering with the national 
scheme at www.homeswapper.co.uk 

When you swap homes, you also swap tenancy 
agreements. If you have a five-year-fixed tenancy 
agreement, or your partner does, be aware that the 
tenancy might not be renewed at the end of this 
period. You should always check your partner’s 
agreement to make sure you understand it. 

Before moving, you need written permission from us 
and the other landlord. We will not refuse without a 
good reason.  
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Swapping homes

Moving home

If you are an assured tenant and you wish to move 
from your Westway home to another property, you 
have several options. 

Providing you are up to date with your rent and we 
are not taking legal action against you for breaking 
your tenancy agreement, you can register for a 
transfer through Locata. Locata is an online choice-
based lettings scheme at www.locata.org.uk 

Once you are accepted by Locata, you can make 
regular bids for suitable properties. However, please 
be aware that homes are in very short supply – 
especially homes big enough for families. Unless you 
have an extremely urgent need to move, you may 
wait a very long time before getting a chance to move. 

If you need help to register with Locata, we will be 
pleased to help. We also keep laptops in our office for 
use by residents who don’t have access to computers.

Transfers

If you are an assured shorthold tenant, the 
options in this section do not apply to you.
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Moves to another borough



Customer 1st Team Phone  
020 8964 2323 and select option 1. 
Or email info@westwayha.org.uk 

For out-of-hours emergencies outside 
office hours, follow the recorded 
message. 

Income & tenancy sustainment 
Phone 020 8962 3330 

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

Contact us
General information 

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

Phone 020 8964 2323 

Website www.westwayha.org.uk 

Facebook WestwayHousing 

Twitter @WestwayH


