
Covid-19 – A message from our Chairman 

 

In these challenging times with the continued spread of the Coronavirus/Covid-19 
pandemic I thought it appropriate to set out what we are doing as ThamesWey. 

Our number one priority remains the safety and wellbeing of our customers and staff. 

We are reviewing all aspects of the services we provide, and have put plans in place 
to ensure our most critical services can continue as long as possible, especially as we 
provide services (be they housing or energy supplies) to a number of vulnerable 
groups.  

We are continuing to monitor and following government advice, which is currently 
aimed to delay the spread of the virus, to protect the NHS and to save lives. As the 
pandemic develops and guidance develops, we will have to review our offer and 
maybe rapidly given the quickly changing circumstances. For the latest guidance 
please follow this link: https://www.gov.uk/coronavirus 

Contacting us 

Customers should only contact us online, email or by telephone. 

Any residents who need to contact us should log on to the Housing Portal 
https://www.thamesweygroup.co.uk/customer-portal-2/, call 0345 600 5515 or email 
Housing@Thamesweygroup.co.uk. 

Any energy customers who need to contact us should log on to the Energy Portal (if 
your account has been enabled. If not please email customer services to arrange for 
your account to be set up – it is the quickest and easiest way to manage your account 
going forward) https://www.thamesweygroup.co.uk/energy-portal/, email us at 
customers@thamesweyenergy.co.uk  or call 01483 749040.  

Our Reactive Services 

We are now focusing our call out on repairs and maintenance services on emergency 
issues only. This means providing emergency repairs for the following problems: 

 Total loss of power 
 No heating or hot water 
 A leak that can’t be controlled 
 Insecure door or window 
 Blocked toilet and emergency drainage 
 Lift breakdown 
 Immediate health and safety concerns 

In addition, this means that: 

 We need to postpone non-urgent repairs until our services can resume as usual 



 We will stay in touch with customers by email and by phone, and make sure we 
keep records of routine repairs that need to be completed at a future date 

 We have also temporarily suspended most planned, routine and other 
inspections (although legally required inspections will be carried out). 

 We have temporarily suspended all gardening and cleaning activities 

We ask that customers only contact us if you have one of the emergencies listed 
above, so that we can focus on supporting our vulnerable customers and addressing 
emergencies first. However, if you are not certain whether you have an emergency, 
please get in touch and our teams will advise you. 

If you are contacting us to request that we visit your property for an emergency repair, 
please let us know if anyone in your household is currently unwell due to Covid-19, or 
self-isolating due to vulnerabilities like being pregnant or having underlying health 
issues. 

We know these changes will have an impact on customers and we are sorry for the 
inconvenience they may cause. We will continue to update customers as the situation 
develops. 

Rent, Service Charges and Energy Bills 

It is important that customers continue to pay ThamesWey their rent, service charges 
and Energy Bills when they are due. 

We do understand that many of you will have financial challenges during the 
Pandemic. For example, you may have had to close your business or have lost some 
or all of your income while you self-isolate. If this is the case, please contact 
ThamesWey before you change any payments. Our teams are available on the 
phone or by e-mail if you think you are going to struggle to make payments and will 
work with you to come to an arrangement. Please do not just ignore the situation as 
when the Pandemic passes, and it will, the debt position will remain, and we need to 
ensure it is managed. 

There is a range of support available to support you, including delayed payment plans 
and support accessing the government help. This applies to all customers. 

We guarantee that we will not commence any new proceedings, disconnections or 
evictions against anyone in arrears or financial hardship caused by the Coronavirus 
for at least three months. 

Suppliers of Goods and Services 

Suppliers should contact the finance team via telephone or email. The details are 
below. 
 
Email: Accounts@thamesweygroup.co.uk or call on 01483 749040 
 
The accounts team will continue to pay suppliers on time and to contractual terms 
where-ever possible. However, paper invoices sent to the office may remain unpaid, 



therefore please send outstanding invoices to the email address above. All customers 
are being contacted to convert hard copy invoices to email versions to ensure invoices 
are paid on time. 
 
Above all, I hope you and your family stay well during these troubling times. 

 

Barry Maunders 

Chairman, ThamesWey Group 

 


