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Foreword
Our mission is to enable our customers to live well by 
providing warm, safe, secure homes, by investing in 
relationships and by delivering great services.
This new strategy provides direction for the achievement of this mission, 
focussing on the customer voice and improving customer experience.

Corporate Vision
Improving customer experience 
is a key strategic priority 
for LYHA as set out in our 
Corporate Plan ‘Together 2023’.

“LYHA aspires to improve 
customer experience by listening 
to customer feedback and using 
this to inform and influence the 
delivery of efficient services that 
our customers want and need.” 

In practice this means: 
•     Extending customer 

engagement to better 
understand customer needs, 
how these change over time 
and how successful we’ve 
been in delivering successful 
customer outcomes.

•    Enhancing the ways we 
combine good quality service 
data with customer feedback 
to improve operational 
efficiency and inform the 
future development of 
services, including digital 
applications. 

• Embracing and embedding 
a customer centric culture 
throughout the organisation 
characterised by purposeful 
leadership and aligning our 
people and policies to what 
our customers value.

Customers 
We build and manage homes 
for rent and shared ownership 
across Yorkshire with over 

2,900
customers living  

in our 1,600 homes

Our customers  
are of all ages and  

25% 
are from ethnic  
minority backgrounds 

62%
of our homes 
are one and 
two-bedroom 
flats
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Service Offer 
Each year we: 

Receive  
approximately  

30,000  
calls

Process over

5,000  
digital transactions 
on LYHA’s portal

Cut over  

one million  
m2 of grass

Vacuum around  

175,000  
m2 of carpet.

Handle over  

20,000  
emails

Complete over 

4,500 
responsive repairs

Allocate over  
100 homes

We have a range of Customer 
Commitments, which set out 
the minimum standard we aim 
to achieve when delivering our 
services and we are committed 
to exceeding these.

Our 2020/21 STAR survey 
results show a steady increase 
in overall customer satisfaction 
and the net promoter score 
over the past three years. 
Customers tell us their top 
priorities are the repairs and 
maintenance service and the 
quality of their home. 

We have also seen encouraging increases in customers 
satisfaction that LYHA

‘Listens to views and acts on them’ 
‘Provides ample opportunities to make views known’  
‘Is easy to deal with’. 

2018 2019 2020

66% 70% 73%

Overall satisfaction

2018 2019 2020

-3 +5 +11

Net promoter score

Support to resolve 
neighbour disputes and 
tackling domestic abuse
Community  
activities
Rent collection

Allocating homes 
Maintaining estates 
Repairs and 
maintenance
Customer services

Our core services include:  
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Recent Achievements

Forward Plan

Collecting customer feedback 
We collect customer feedback 
in four main ways:

• Perception (STAR) surveys 
undertaken every quarter (up 
to 500 surveys a year)

We have identified 10 areas  
for improvement:  

• Transactional surveys for 
eight key services (repairs; 
gas servicing; estate  
services; planned works;  
new customers; complaints; 
anti-social behaviour and 
new homes)

• Ad-hoc customer surveys, 
using SMS and online forms 

• Focus groups and 
interviews with customers 
to understand the lived 
experiences of our services 
and to test ideas for the 
future. 

Learning from complaints 
In 2018 we refreshed our 
complaints policy, halving our 
response time target to 5 days 

and focusing on complaint 
resolution to improve customer 
satisfaction. We received top 
marks in our recent internal 
audit of complaints and a 
positive rating in the Housing 
Ombudsman’s new ‘Landlord 
Performance Report’.

Customer scrutiny reviews 
We recommenced customer 
scrutiny reviews in summer 2019, 
co-designing improvements to 
services to ensure they meet 
our customers’ needs. Recent 
reviews include estate services 
and the appointment of our new 
repairs contractor, GTD.
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Operational Efficiency:
• Service Design
• Learning from Complaints
• Digital & Channel Choice

Customer  
Centric Culture:
• Co-regulation
• Customer Commitments
• Charter for social  

Housing Tenants
• Organisational  

Growth & Training

Customer  
Engagement:
• Local Engagement
• Customer Insight
• Customer Panel

Customer 
Experience 
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Customer Engagement
Local engagement  
Meeting with and listening to 
customers in their communities 
is the foundation of our 
customer engagement and we 
will continue to strengthen our 
approach to this.

Customer insight 
We will review how we collect 
customer satisfaction data and 
the analysis tools we use to 
understand it, then act on what 
it tells us.

Customer panel 
We will develop a customer 
consultation panel and look 
at how we use customer 
segmentation to meet the 
needs of different groups. 

Operational Efficiency
Service design  
We will ensure that the 
customer journey is central 
to our approach and map key 
customer facing processes.

Learning from complaints 
We will continue to review and 
improve our complaint handling 
processes and act on lessons 
learned from this. 

Digital and channel choice 
Increasing the use of digital 
technology is key to improving 
customer experience. We will 
focus on ‘channel choice’ rather 
than ‘channel shift’, combining 
digital engagement options 
with face-to-face engagement. 
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Customer Centric Culture
Co-regulation 
In 2021 we will be incorporating 
the new NHF Code of 
Governance. We will continue 
to work with our involved 
customers to strengthen 
customer influence on 
strategic decision making and 
governance matters.

Charter for Social Housing 
Tenants 
The Social Housing White 
Paper will reset the relationship 
between social landlords, 
customers and the Regulator of 
Social Housing. We will ensure 
we meet any new regulatory 
requirements and demonstrate 
our ambition to be the best 
community-based housing 
association we can be. 

Customer commitments 
We will develop an updated 
range of service commitments 
for all key services in conjunction 
with our customers.

 

Organisational growth/training 
To deliver this strategy, we 
will ensure we have the right 
resources in place and that 
colleagues have the appropriate 
skills to do their jobs. 

We will also reinvigorate our 
approach to recruitment, so we 
only employ people who are 
keen to embrace our culture 
of providing great customer 
experience. 
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Delivering and Monitoring Success
Improvement in customer experience will be achieved through the delivery of our forward plan 
and measured via customer satisfaction data. 

Key Performance Indicators 2020/21 
(Actual)

2021/22 
Target

2022/23 
Target

2023/24 
Target Benchmark*

STAR (perception)

Overall satisfaction with LYHA 73% 76% 78% 80% 83%

LYHA is easy to deal with 69% 70% 75% 76% -
Satisfaction that views are 
listened to and acted upon 59% 62% 64% 66% 66%

Opportunity to make views 
known 69% 71% 73% 76% -

Service charges providing VFM 63% 65% 67% 69% 65%

Net Promoter Score +11 +15 +19 +23 +30

Transactional

Allocations satisfaction 90% 91% 92% 94% 94%

ASB outcome satisfaction 93% 74% 74% 74% 74%

Complaints outcome satisfaction 57% 60% 60% 60% 54%

Customer Services satisfaction - 75% 80% 83% 92%

Estates satisfaction 69% 72% 74% 76% -

Gas Servicing satisfaction 95% 95% 95% 95% -

New Homes satisfaction 100% 95% 95% 95% 100%

Planned works 77% 90% 90% 90% -
Repairs satisfaction 
(transactional) 84% 88% 89% 90% 91%

* HouseMark 2019/20, nationwide data for all organisation types, any size, general needs.



@LYHAtweets LeedsYorkshireHA leedsyorkshirehousing

Leeds & Yorkshire Housing Association  
2 Shire Oak Road, Leeds, LS6 2TN
Tel: 0113 278 3335  
Email: info@lyha.co.uk  
Website: www.lyha.co.uk


