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Welcome to our 2019-20 annual report, which sets out 
our key achievements so you can see how well we are 
doing and the areas of performance that may need 
improvement. 

As we write this introduction, we are still in the grips of 
a coronavirus pandemic and experiencing various 
degrees of lockdown, both with far-reaching and 
uncertain implications. This has naturally affected how 
we do things, as we have had to adapt to new ways of 
working whilst maintaining service delivery and 
keeping people safe.  

However, despite the challenges we are facing, we 
continue to make every effort to ensure our customers 
receive the services they rightly expect from us. It is a 
testimony to the strengths and commitment of all 
those involved in our work that we have been able to 
rise successfully to those challenges.  

As a community-based, BME-led landlord, our 
knowledge of our individual tenants and households 
has stood us in good stead in supporting our tenants 
over these difficult times. Since the pandemic struck, 
we have kept all our essential services running, while 
closing our office (except for essential personnel) and 
enabled most staff to work from home. We continue 
to adjust our risk management strategy as 
circumstances evolve and develop.  

Three years on from the fire at Grenfell there is more 
focus than ever on what landlords do to ensure 
resident safety and wellbeing. Our commitment to 
Health & Safety is paramount and we continue with 
our programme of fire safety works. The introduction 
of the new building safety regulator will be the biggest 
challenge in building safety for generations, and we 
have consulted experts and set aside funds to meet 
this challenge. 

Service delivery is working well as we continue to 
operate in the upper quartile for our key performance 
indicators. That said, we recognise there is still more 
work to do regarding our voids performance and 
satisfaction with the most recent repair. 

We are also aware that some of our tenants may find 
themselves struggling to pay their rent and, as such, we 
have been offering additional guidance and support in 
accessing additional financial relief. With the services 
offered digitally and by phone, our focus will stay on 
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signposting, reassuring and supporting our tenants as 
long as the crisis continues, or for as long as they need it.  

By developing strong partnerships with other 
organisations, we deliver more for our communities. A 
key example of this is our relationship with London & 
Quadrant through the Build London Partnership – an 
initiative that BME landlords were instrumental in 
setting up.  

We expect to receive 16 new homes in Ealing in 2021. 
This follows on from our first newly-built scheme for 
several years, which consists of nine units at Wotton 
House in Hounslow. We will also be launching our new 
strategic plan in 2021. Although it has been delayed 
slightly by the pandemic, we will continue to build on 
the good work outlined in our last strategic plan, where 
we focused on great customer service, investment in 
our homes, growth and financial strength. 

We continue to be a well-managed, financially robust 
organisation, as reflected by our relationships with our 
key stakeholders: the regulator; the GLA; local 
authorities in the areas where we operate; and our 
customers. We will continue to adapt to the challenges 
presented by the pandemic, by putting our tenants at 
the forefront of our decision making. 

We would like to thank our staff for achieving a highly 
respected IIP Gold accreditation and for their hard 
work, dedication and resilience during these difficult 
times. We would also like to pay tribute to my 
colleagues on the board for their leadership and 
commitment to the association.  

We also say farewell to one of our tenant board 
members, Lucy Knight-Ballard, who is stepping down 
after completing her nine-year term of office. We are 
extremely pleased that she will not be leaving us all 
together, as she remains one of the key members of 
the Tenants’ Committee. On this note, we would like to 
thank all members of the committee and our tenants 
for their ongoing support and feedback, and we would 
also like to encourage them to continue to engage 
with us and to hold us to account to ensure we offer 
and provide the best possible services.  
 

Robert Greene                                  Ricardo Scipio 
Board Chair                                          Chief Executive
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Our performance 
Our Key Performance Indicators 
We evicted four households during the year for not 
paying their rent. 

There were no evictions for social housing fraud.  

We plan to carry out a major tenant satisfaction survey 
in 2020-21. 

Key 
performance 
indicator

Target 
2019-20

How 
we did

Top 1/4  
similar 

HAs 

Target 
2020-21

Residents satisfied with 
overall service

80% 76% 89% 86% 
by 2021

  Residents satisfied we 
take their views into 
account

60% 49% 69% 60% 
by 2021

Residents satisfied with 
the repairs service

97% 92% 86% 95%

L

Delivering excellent services
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Key 
performance 
indicator

Target 
2019-20

How 
we did

Top 1/4  
similar 

HAs 

Target 
2020-21

Average days to re-let 
general needs homes

21 37.3 22 28

Average days to re-let 
homes at Collingham 
Place

35 33.2 – 35

Lettings to black and 
ethnic minority 
households

– 64% – –

L

Lettings
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Key 
performance 
indicator

Target 
2019-20

How 
we did

Top 1/4  
similar 

HAs 

Target 
2020-21

Rent collected 100% 101% 98% 100%

Rent arrears of current 
general needs tenants

2.2% 2% 3% 3%

Rent and arrears

J
J

Repairs 
Our repairs performance figures are given on 
pages 8-9.

Evictions 
After we exhausted all our internal procedures, we 
evicted four households during the year for not paying 
their rent. Eviction is always and will remain our last 
resort. 

We made no evictions for housing and tenancy fraud. 

K
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Westway Housing 
Association 
We’re a black-led, community-based, housing 
association. 

Our vision is to be regarded as one of the best housing 
associations in the UK, providing a unique and 
exemplary service to people who are in housing need 
in the communities we serve.  

We are regulated by the Regulator of Social Housing  .

Local offers 
We met our local offer promises around: 

• emergency, urgent and routine repairs 
• communicating about planned maintenance 
• customer service 
• complaints 
• anti-social behaviour 
• involving and consulting you, and promoting your 

communities 
• looking after estates 
• lettings, and 
• our special offer for Tariq House. 
 

For more information about our standards, please 
phone the office.

Our stock 
By March 2020, we owned/managed 523 self-contained 
homes, including five for shared ownership and nine 
for affordable rent. We also own a 17-bedsit hostel. 

Of these homes: 

• 13 are in Barnet 
• 70 are in Brent 
• 125 are in Ealing 
• 43 are in Enfield 
• 72 are in Hammersmith & Fulham 
• 9 are in Hounslow 
• 149 are in Kensington and Chelsea, and 
• 42 are in Westminster.

Lettings  
We re-let 22 homes during the year. Of these, 18 were 
for general needs and four were supported housing 
flats. 

Financial support 
Our Income and Tenancy Sustainment Officer assisted 
residents in financial difficulty, by: 

• helping with applications for discretionary housing 
payments 

• providing benefits advice, and 
• regularly contacting residents in the evening to 

discuss  ways to resolve any rent arrears.
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Services during 
the pandemic 
When the full force of the pandemic arrived, during 
the spring of 2020, we had to respond quickly to keep 
our staff and customers safe.  

We moved our staff to home working and continued 
to respond to your phone calls and emails during the 
weeks of lockdown – even if it sometimes took longer. 

We worked with our repairs and other contractors to 
keep people safe, while completing vital work. On our 
estates, we prioritised the cleaning of touch points. 

We have been enormously grateful for your patience 
and understanding during this difficult period.

Supporting residents 
We quickly realised that many of you would need 
additional support to cope with lockdown and the 
other effects of the pandemic. 

• We began contacting our vulnerable and elderly 
residents every week. 

• We supported residents who were struggling with 
limited funds. 

• We gave assistance to residents who were facing 
domestic violence during lockdown. 

• We gave welfare advice to tenants in rent arrears or 
who were struggling with debt. 

 

We are continuing to offer this additional support. Call 
us on 020 8964 2323 or email us at 
info@westwayha.org.uk  

 

Services post-lockdown 
Once lockdown began to ease, we began to bring 
some of our services, such as estate services and 
cleaning, back to normal levels – but with some new 
standards and use of PPE to keep people safe.  

We are working with our repairs contractors to restore 
our repairs service. 

We reopened our office from 1 September 2020, with 
staff working from home or attending the office on a 
rota basis. 

We are now seeing customers with appointments, 
while following Government advice. 

MyTenancy 
Tenants continued to make good use of our 
MyTenancy online services during the year. 

This allowed them to: 

• check or print their rent statements – we no longer 
post copies 

• report and check on their repairs, and/or 
• update their tenancy details. 

Customers first 
Kaysha Hanson and Alex Botiz (who joined us in 
October 2019) are the ‘face’ of Westway as members 
of our Customer 1st Team. 

Together, they handle 70% of first contacts with 
Westway, covering housing, repairs and finance 
matters, as well as playing a role in community 
involvement. 

Our Team aim to provide you with first-class customer 
services.

Making use of phone technology 
We continued to make good use of our mobile text 
messaging set-up, which offers an additional way to 
keep residents with smartphones informed – including 
when problems are developing at a particular estate. 

Using the Deeplake system, we send residents repair 
confirmations and reminders, as well as satisfaction 
surveys and rent reminders. 

You can also pay your rent using the Voice Connect 
automated payment system. 

Information technology systems have been 
particularly useful during the pandemic and while we 
were in lockdown.

Anti-social behaviour 
We received 16 reports of anti-social behaviour and 
resolved all of them during the year. 

One result was that we installed CCTV cameras at 
some estates to help us catch fly tippers. We also 
improved lighting. 

We regularly touch on these issues in our newsletter.

Complaints 
During 2019-20, we received 12 complaints.  

Of these, 10 were resolved at stage 1 of our 
complaints process, one at stage 2 and one at stage 3.
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Day-to-day repairs 
In the year to mid-March 2020, before the pandemic 
affected our service, our repairs performance 
continued to be comparable with the performance of 
the other similar landlords. 

However, we still had work to do to improve our rate 
of first-visit fixes. This is important for you, but it is 
also a more efficient way for us to provide a repair 
service.  

To achieve this, we continued to diagnose repairs 
better and carried out more inspections before 
ordering jobs. Our contractors now carry a better 
range of parts in their vans. 

Key 
performance 
indicator

Target 
2019-20

What we 
achieved

Top 1/4 
similar 

HAs 

Target 
2020-21

Emergency repairs completed on time 100% 100% 100% 100%

Urgent repairs completed on time 98% 98% 98% 98%

Routine repairs completed on time 100% 97% 98% 98%

Repairs completed on first visit 90% 93% 97% 95%

Homes with a valid gas servicing certificate 100% 100% 100% 100%

SAP (energy efficiency) rating 75 74.5 71.1 75

    Satisfaction with most recent repair 97% 92% 94% 97%

Property 
maintenance 
Upgrades 
We spent £248,000, on major repairs during 2019-20 
(compared to £221,417 in the previous year). 

We replaced the windows at 18 homes in Tropical 
Court (work pictured opposite). 

However, the pandemic meant our plan to replace the 
kitchens at 15 properties had to be put on hold.

Health and safety 
We continued to focus on our fire door project – which 
we launched in 2018, after the Tenants’ Committee 
expressed concerns following the tragic fire at Grenfell 
Tower. 

During the year, we carried out fire risk assessment 
work and began fire door replacements at a further six 
estates. Our progress was slowed by the pandemic, 
however. We now aim to complete the work during the 
current financial year. 

J

L

J

J

K

J

Repairs during the pandemic 
During lockdown, we focused on emergency repairs 
and keeping up with our health and safety work, 
including gas checks. 

Since lockdown eased, our contractors have been 
catching up with a backlog of repairs. We asked them 
to start by prioritising health and safety issues, repairs 
for vulnerable customers, NHS and care workers, and 
then any other repair requests, in date order.

Major repairs in 2020-21 
We intend to resume major repairs in the coming 
weeks and months. We are currently finalising our 
programme for 2020-21. 

We will first consult the Tenants’ Committee for their 
approval.
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Supporting our 
communities 
Getting back to work 
In Kensington and Chelsea, we continued to signpost 
residents to the council’s worklessness project, based 
at the ClementJames Centre. 

We also promoted the Workzone website at 
www.workzoneonline.co.uk WorkZone works in 
partnership with Hammersmith & Fulham Council and 
Westfield London, to provide a free recruitment 
service for local people.

Voluntary placements 
Cameron Anterkyi took a voluntary placement with us 
that ran from May to September in 2019.  

We offer these placements to help local people get 
valuable experience to add to their CVs when they are 
looking for a job. 

We were delighted when Cameron went on to gain a 
place on the graduate employment scheme at 
Network Homes. 

David Mark (MBE) Bursary Award 
In the summer of 2019, we accepted an application 
from a young resident wishing to benefit from our 
David Mark Bursary fund during the academic year.  

Krissah Rolle, who is 18 and lives at Westway Court, 
has been awarded a scholarship to study at Pomona 
College in California for four years from September 
2019. 

Krissah told us: “Although the scholarship will cover 
the main expenses, my family will need to cover 
various costs such as flights, books and other living 
costs.” 

We gave Krissah a very welcome £1,000 towards these 
costs. She is the 13th resident to benefit from a David 
Mark Bursary Award.

Hampers at Christmas 
For the fourth year running, we sent seasonal 
greetings to more than 100 of our older and more 
vulnerable tenants, in the form of Christmas hampers 
delivered in December 2019. 

We really value this face-to-face contact with residents 
– and we know they appreciate it too. 

London Plus Credit Union 
We promote London Plus Credit Union because it 
makes saving easy and offers an affordable alternative 
to unfairly expensive payday loans and rent-to-own 
schemes. 

So far, 10 of our residents have signed up as 
members. 

Memorial to Rhodan Gordon 
On 10 November 2019, we helped the family of one of 
Westway’s founding members to hold a memorial 
service in his honour. 

The event, entitled Celebrating 50 years of black 
empowerment in Ladbroke Grove and beyond was held 
at The Tabernacle in Powis Square, W11. 

Rhodan Gordon died in 2018 at the age of 79. As well 
as helping to found Westway, he was also well known 
for setting up the Black People’s Information Centre in 
the 1970s. The Centre offered free legal advice. 

Westway recognised Rhodan’s contribution to helping 
African/Caribbean people meet their aspirations, when 
we named one of our buildings after him. 

Pictured: Rhodan Gordon’s children receiving a gift at the 
event. WHA Chair Robert Green is pictured far right. 
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Resident 
involvement 
Finding new contractors 
During the year, members of the Tenants’ Committee 
assisted us in selecting new gardening and cleaning 
contractors.  

As a key part of the process, we took into account 
what you told us about the standard of cleaning and 
gardening at your estate. We also looked to get good 
value for money for your service charge.  

The new contracts went live in May 2019.

Tenants’ Committee members in 2019-20 
• Leroy McKenzie (Chair and Board member): 

Wornington Road 
• Lucy Knight-Ballard (Board member): 

Westbush Court  
• Robert James (Vice Chair): Pegasus Court 
• Christine Daniels: Tropical Court  
• Hayley Mongan: Westfield Court  
 

Lucy Knight-Ballard has since been replaced on the 
Board, after a successful recruitment process, by 
Hayley Mongan. 

Also new to the Committee are Christine Rose and 
Sharon Anthony from Melling Drive and Bianca  
White-Williams from Tropical Court. 

Pandemic support 
During the pandemic, the Tenants’ Committee played 
an active role in helping to check up on tenants and 
letting us know if people needed support. 

They took part in four meetings on Zoom to share 
tenant concerns with us. Meetings will continue on 
Zoom for the foreseeable future.

Conference and fun day 
Three members of the Tenants’ Committee met 
monthly to plan the tenant conference and funday we 
held in Kensington Memorial Park in August 2019. 
They led on finding the venue and hiring a marquee, 
sorting out catering, music, a crèche and 
entertainment for the children.

Thank you to Lucy 
We send our thanks and best wishes to Lucy Knight-
Ballard who completed a nine-year term as a Tenant 
Board member in July 2020. 

Lucy says: “Things will never be perfect, but I firmly 
believe that the voices of the residents are key to 
ensuring our rent is used to enhance our homes and 
thereby the quality of our daily lives. I would strongly 
urge more residents to step forward, get involved and 
help make the changes you’d like to see.”

Fire risk work 
The Tenants’ Committee 
played a key role in getting 
us to review our fire doors, 
after they learned that the 
fire doors made by five 
different companies all fell 
short of the 30-minute fire 
protection required by 
Government building 
regulations. This led us to 
inspect more than 1,000 
doors and to start a 
replacement programme.

Value for money 
We achieve value for money for our residents, 
partners and other stakeholders by embedding a 
value for money culture in all we do. 

We use our membership of a benchmarking group 
facilitated by Acuity, in partnership with HouseMark, to 
compare our performance with 16 other housing 
providers with up to 1,000 homes. The lastest figures 
available are for 2018-19. 

We invest a significant amount of the return on our 
assets into initiatives that improve people’s lives, as 
well as society as a whole. 

Value for Money (VfM) metrics 
The figures show that we compare favourably with our peer benchmarking group, which is made up of 16 small 
housing associations, similar to Westway.

Value for Money  
metric 
comparisons

2019-20  2018-19 
peer group 

median*

Reinvestment (Spend on homes as a % of total stock value) 5.2% 2.7%

New supply delivered (How many new social rented homes) 1.7%        0%

Gearing (Debt levels. Loans allow us to invest in existing homes or develop new ones) 20.1%        18.1%

EBITDA MRI interest cover (Measures our surpluses against the interest we pay) 351.9%       222.1%

Headline social housing costs per unit (Average spend on each home – includes 
managing, servicing, repairing & upgrading costs)

£5,204        £5,808

Operating margin: social housing (Surplus before loan interest paid) 29.9% 17.1%

Operating margin: all homes (Surplus before loan interest paid) 29.9% 15.5%

Return on capital employed (ROCE) (Surplus as a % of capital used) 2.7% 2.4%

New homes in Isleworth 
As part of the Build London Partnership led by L&Q 
and backed by the Greater London Council, we 
completed on nine newly developed homes at Wotton 
House in St John’s Road, in Isleworth. 

The homes represent our first five flats for shared 
ownership and also include four flats for affordable 
rent. The homes are our first in Hounslow. 

The Build London Partnership allows small housing 
associations to purchase homes developed by L&Q at 
cost. It represents good value for money and a valuable 
way for Westway to build its asset base. The scheme 
also acts as a capacity building project for BME landlords. 

Taking part in a ground-breaking event at our latest 
development in Montpellier Road, Ealing, with the Build London 
Partnership. Our CEO Ricky Scipio is pictured fifth from the left.
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Item £ in 2020 £ in 2019

Turnover 4,418,302 4,385,244

Operating costs (3,099,201) (3,003,284)

Operating surplus 1,319,101 1,381,960

Bank interest receivable 4,336 1,559

Interest payable & similar 
charges

(372,375) (398,554)

Surplus on ordinary activities 951,062 984,965

Intitial recognition of multi-
employer defined benefit 
scheme

– (197,655)

Actuarial losses in respect of 
pension scheme

316,000 (144, 314)

Surplus and total 
comprehensive income for 
the financial year

1,267,062 642,996

Tangible fixed assets £ in 2020 £ in 2019

Housing properties 57,628,452 55,788,744

Depreciation (8,647,828) (8,158,266)

48,980,624 47,630,478

Other fixed assets 25,592 11,750

49,006,216 47,642,228

Net current assets 569,456 (327,869)

Creditors due > 1 year (38,627,516) (37,295,265)

Defined benefit pension liability (231,000) (569,000)

Total net assets 10,717,156 9,450,094

Share capital 15 15

Revenue reserves 10,717,141 9,450,079

Capital and reserves 10,717,156 9,450,094

Income & expenditure on 31 March 2020

Balance sheet on 31 March 2020

Financial 
performance 
Westway Housing Association is pleased to 
report another successful year of operations, 
after recording a surplus of £1,267,062 for the 
year.  

We continue to focus on supporting residents, 
improving service delivery and maintaining and 
improving existing properties, to ensure our 
residents enjoy good quality homes.  

We balance this with the need to work towards 
delivering additional homes, so that we can help 
meet the increasing demand for social housing.  

How we used each £1 of your  
rent in 2019-20

££

£
£

££

££
£

Robert Greene (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.

Board of 
Management

Chinyere Ugwu (Vice Chair) 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.

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.

Lucy Knight-Ballard (tenant 
representative) is a primary school 
teacher and a member of the Tenants’ 
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.

Leroy McKenzie (tenant representative) 
is a freelance counsellor and Chair of 
the Tenants’ Committee. He joined the 
Board in 2017.

Debra Redhead-Allen is an MBA 
graduate, an Associate member of the 
Association of Corporate Treasurers 
and a Fellow of the Chartered 
Association of Certified Accountants, 
with over 20 years of experience in the 
private and public sector. She is currently the capital 
accountant at the Greater London Authority and is 
responsible for the financial management of their 
strategic capital projects. For more than 10 years, 
Debra worked in the housing sector in a range of 
organisations including local councils and executive 
non-departmental public bodies. Debra joined the 
Board in September 2016.

Housing management 18p 

Property maintenance 19p 

Future investment 25p 

Services 11p 

Depreciation 12p 

Bank interest on loans 7p 

Other 8p 



Westway Housing 
Association 
292b Kensal Road, W10 5BE 
Phone: 020 8964 2323 
Website: www.westwayha.org.uk 
Facebook: WestwayHousing  
Twitter: @WestwayH 

Customer enquiries 
Phone: 020 8964 2323.  
Email: info@westwayha.org.uk 
Out-of-hours emergencies: 020 8964 2323  
(follow the recorded message) 
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