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We are committed to providing a high-quality
housing service to you. If you feel we have fallen
short of our high standards, we would like to hear
from you. We welcome comments and complaints
as they provide valuable information and allow us
to make improvements to our services.

If you feel let down by the service you
have received from us
If you are not receiving the service we have set
out in our service standards, please call us on
0113 278 3335 and we will look into the matter
further. We welcome any feedback you may have.

First point of contact (Stage 0)
If you are not happy with our service, you can
contact us to complain. We will listen to what you
say and try to deal with it straightaway.

We like to sort things out informally if we can,
but if we can’t you should follow the formal stages
of our complaints procedure.

Our complaints procedure
We have a formal complaints procedure, which
you should use if we have:

• failed to do something we should have done;
or

• done something wrong or to a poor standard
(for example, if we have not followed our
service standards).

We would ask you not to use our formal
complaints procedure if you:

• want to talk to us about another tenant; or
• are reporting a repair for the first time.

We will take complaints seriously and deal with
them as quickly and as fully as possible. If you
do make a complaint, this will not affect the way
we treat you in the future. We will not process
your complaint if you do not give us your name.

How to make a complaint
You can contact us to make a complaint in any of
the following ways.
In writing to: Leeds and Yorkshire

Housing Association
Headingley
Leeds LS6 2TN

By phone on 0113 278 3335
By fax on 0113 278 6271
By e-mail to info@lyha.co.uk
By visiting the office (same address as above)
Through our website at www.lyha.co.uk

If you find it difficult to make your complaint for
any reason, we will help you, for example, by pro-
viding an interpreter.

Informal complaints
If you make an informal complaint, we will listen
to what you say and try to deal with matters as
quickly as possible. At this stage, we will write to
you to confirm what we have done.

We will listen to your complaint and try to work
with you to deal with it there and then. We like
to sort things out informally if we can, but if this
fails you should follow the formal stages of our
complaints procedure.

If your complaint is serious, or if you are
complaining about a member of staff, we will
deal with the complaint formally from the start.
The formal procedure is set out below.

Formal complaints
If you make a formal complaint, we will:

• acknowledge, within two working days, that
we have received your complaint;

• give you the name of the person dealing with
your complaint;

• keep you informed of how we are dealing
with your complaint; and

• keep your information confidential, and never
discuss your complaint with someone else
without your permission.

The formal complaints procedure
There are four stages to our complaints
procedure.

Stage 1:
If we have not been able to deal with your
complaint at the first point of contact, you should
write to us with your complaint. This way, there
is a formal written record of the complaint, which
will avoid any confusion if your complaint goes
through the formal stages. If you have difficulty
putting your complaint in writing, you should
contact customer services.

A manager will deal with your complaint, and they
will write to you within 10 working days. If we
have to carry out further investigations, we will tell
you how our investigations are progressing.

If you are not satisfied with the response from the
manager, you can move to Stage 2.

Stage 2:
We will refer your complaint to the Senior
Management Team who will write to you within
10 working days.

You must write to us to tell us why you are not
satisfied with the way your complaint was
handled at Stage 1.

You should send your complaint to:

The Chief executive
Leeds & Yorkshire Housing Association
2 Shire Oak Road, Leeds LS6 2TN

If you are not happy, you can move on to stage 3

Stage 3:
We will refer your complaint to the Leeds &
Yorkshire Housing Association board. The board
is made up of voluntary members from the local
community – they are not employed by Leeds
& Yorkshire Housing Association.

You must write to say why you are not happy with
how your complaint has been handled at Stages 1
and 2. You should send your complaint to:

The Chairman of the Board
Leeds & Yorkshire Housing Association
2 Shire Oak Road, Leeds LS6 2TN

We will let you know we have received your com-
plaint within 5 working days. We will also tell you
when the next board meeting is, when your com-
plaint will be considered. You will be told the
board's decision within 5 working days of the
meeting.

If you are not happy with the board’s decision, you
can move to Stage 4.

Stage 4:
This is the final stage of our complaints procedure
and involves getting in touch with the Housing
Ombudsman. The Ombudsman:

• is completely independent of our organisation;
• can consider different ways to deal with your

complaint or dispute;
• can make orders for recommendations if he or

she finds shortcomings; or
• get involved if they feel a housing association

has taken an unreasonable amount of time to
deal with your complaint.

You can write to the Ombudsman at:

Housing Ombudsman Service
81 Aldwych, London WC2B 4HN

You can also contact the Ombudsman in any of
the following ways.

Phone: 0300 111 3000
Minicom: 0207 404 7092
Fax: 0207 831 1942
e-mail: info@housing-ombudsman.org.uk
Website: www.housing-ombudsman.org.uk
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Who else to contact if you have
a complaint
We will look at all complaints we receive. You may
also get advice and help from other people and
organisations. These include:

• your local councillor or MP;

• the police;

• social services;

• a solicitor;

• environmental health departments; and

• advice agencies such as Citizens Advice.

How to claim for compensation
We may provide compensation to cover
financial loss or inconvenience if we have failed
to provide a service. However, we will avoid
paying excessive compensation payments.
If you claim compensation and are not happy
with the decision we have made, you can use
our complaints procedure.

When we get things right
If you have been impressed by our service, or if
you have ideas of how we can improve our serv-
ice, we would like to hear from you. You can pass
compliments and suggestions on in a number of
ways, including the following.

• By e-mail to info@lyha.co.uk

• Annual feedback and reply slips

• Filling in tenancy termination feedback
questionnaires

• Through our website at www.lyha.co.uk

• At yearly residents’ meetings

• In writing

• By phone

• In person to a member of our staff

• Repairs satisfaction slips
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