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1. Welcome to your new home 
 

A very warm welcome from Leeds & Yorkshire Housing Association; we hope you will be very 

happy in your new home.  

 

We have created this handbook to help you throughout your tenancy.  It contains lots of useful 

information about settling into your new home, advice on utilities, reporting repairs, how to pay 

your rent and much more. It also contains links to lots of other local services that might be helpful 

to you. 

 

Your Neighbourhood Officer will arrange a meeting to visit you in your new home, after about six 

weeks, to check how you are settling in. However, if you have any questions in the meantime, 

please get in touch via the contact details below. 

 
Mark Pearson 

Chief Executive 
 

 

 

Contact us 
 

Leeds & Yorkshire Housing Association 

2 Shire Oak Road,  

Leeds 

LS6 2TN  https://goo.gl/maps/MtvwDdu4N4R2  

 

We are open from 8.30am – 5.00pm, from Monday to Friday*. You can contact us by:   

 

 Call our Customer Services team on: 0113 278 3335 
For out of hours emergency repairs (after 5pm or on weekends) please call the same 
number 0113 278 3335. 
 

 
Email us at: info@lyha.co.uk 
 

 
Visit our website: www.lyha.co.uk 
 

 
Like us on Facebook @LeedsYorkshireHA 
 

 

 

Follow us on Twitter @LYHAtweets  
 

Follow us on Instagram @/leedsyorkshirehousing 

 
* Please note our Headingley office is currently closed due to COVID restrictions, but you can contact us 
via any of the above channels if you would like to arrange a meeting with one of our team. 

https://goo.gl/maps/MtvwDdu4N4R2
mailto:info@lyha.co.uk
http://www.lyha.co.uk/
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2. Moving in 
 

Before / as you move in, we will provide you with the following information about your new 

home: 

• Tenancy Agreement 

• Gas Safety certificate (if your home has a gas supply) 

• Electrical Safety Certificate 

• Energy Performance Certificate  

• Service Charge Schedule 

You can move in as soon as you have signed your Tenancy Agreement.  

 

Moving home checklist  

  

Your old home. Have you: 

- Given notice to your current landlord? 

- Taken a final reading of your electric, gas and water supplies? 

- Set up mail redirection with the Post Office? 

 

Your new home. Have you? 

- Set up a direct debit to pay your rent? 

- Registered on our self-service portal via our website to manage your rent account? 

- Taken meter readings and contacted your utilities suppliers to set up new accounts? 

- Registered for Council Tax with your local council (see contact details on page 10) 

- Arranged your contents insurance? 

 

Remember to give your new address to the following: 

- Your employer 

- Department of work and pensions (DWP) 

- Doctor  

- Dentist 

- Bank/Building Society 

- Any credit or loan companies 

- Schools 

- DVLA 

- Insurance companies 

 

http://www.lyha.co.uk/
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- Mail order/store card companies 

- TV licensing 

- Any agencies that provide you with support 

- You also need to register at your new address to vote: www.gov.uk/register-to-vote  
 

New tenancy visits  

About six weeks after you’ve moved in one of our Neighbourhood Officers will be in touch to 

check that you have settled in OK and to find out if you have any issues that need resolving. 

Your Neighbourhood Officer will be available throughout your tenancy and will visit you to see 

how you are getting on. If you are on a starter tenancy, your Neighbourhood Officer will let you 

know at your nine-month contact if your tenancy is going to be converted to an assured tenancy. 

 

Supporting your tenancy  

We want you to have a successful tenancy and our team are here to offer you support when you 

need it. To find out more about our team, please visit: https://www.lyha.co.uk/our-people. 

Your Neighbourhood Officer: can help or give advice if you have any problems with your home 

or neighbourhood. Including: community safety, problems with neighbours, moving home or 

referrals for support. 

Your Income Officer: is the person to get in touch with if you have any questions about rent, 

service charge or benefits. 

If you are struggling to pay your rent or bills you should talk to us as soon as possible, as we will 

be able to signpost you to sources of support.  

Your Property Surveyor: is responsible for overseeing repairs and maintenance of your property 

and works closely with our contractors. 

Our Estates Team: Where there are communal areas to maintain, we provide an estates service, 

carried out by either our own caretakers or LYHA approved contractors. Depending on where you 

live, this may include cleaning of communal areas, gardening, hedge trimming and grounds 

maintenance. 

 

 

  

http://www.gov.uk/register-to-vote
https://www.lyha.co.uk/our-people
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Our self-service portal 

Our website contains lots of useful information for customers, including:  

• Help and advice (including links to useful contacts and agencies) 

• Our current properties available for rent and shared ownership 

• Customer safety guides 

• Information about our organisation (including the LYHA team) 

• How to make a complaint or give a compliment 

 

Did you know you can also do the following quickly and easily through our  

self-service portal: 

                                                                

     Pay your rent           Bid for a new property  Report a repair 

 

To use the self-service portal you need to click on the ‘Login to my account’ button on the 

middle of the LYHA homepage.  

1. The first time you use it you will have to register. To do this you will need to type in your 

surname, date of birth and your tenancy reference number. Then click ‘next’. 

 

2. Your Neighbourhood Officer should have given you your tenancy reference number after 

sign-up. If you don’t know this, please call us on 0113 278 3335 or you can find it on your 

latest rent statement.  

 

3. The system will bring up your tenancy details under the heading ‘Is this you?‘ You don’t 

need to click anything to confirm this, just check it’s right. You will then be asked to type 

in a memorable username, email and password.  

 

4. You will receive an email with a link.  Please click on this to activate your account. You 

can now logon using the details you provided.  

 

5. If you forget your details, you can always re-register following the same steps as above.  

http://www.lyha.co.uk/
https://mylyha.lyha.co.uk/scripts/cgiip.exe/oa.lyha/ibsxmlpr.p?docid=login
https://mylyha.lyha.co.uk/scripts/cgiip.exe/oa.lyha/ibsxmlpr.p?docid=login
https://www.lyha.co.uk/
https://mylyha.lyha.co.uk/scripts/cgiip.exe/oa.lyha/ibsxmlpr.p?docid=register
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Utilities 

Electricity: 

• When you move into your home you must contact the existing electricity supplier to set up 

an account in your name and give them a meter reading. 

• To find out your electricity supplier please visit www.northernpowergrid.com or  

call 0845 330 0889. 
• If there is a token meter, the supplier will arrange for you to pick up a token key from the 

nearest pay point outlet to your new address. 

 

Gas: 

• If you have a gas supply, it will be capped off at the meter and will not work.  

In order to set up your gas you will need to: 

• Contact the existing gas supplier to set up an account in your name and give them your meter 

reading. You can find out your gas supplier at www.nationalgrid.com or call: 0870 608 1524. 

• If there is a Gas Card, the supplier will arrange for you to pick up a card from the nearest 

pay point outlet to your new address. 

• If you have a gas token meter, you need to contact our gas contractor (Robert Heath Ltd) to 

uncap your meter and test the gas supply. Please call 0333 0141000.  

 

Want to change to a cheaper supplier? 

If you need help with your energy bills, you should speak to your individual supplier first of all as 

you may be able to switch to a better tariff. You could also visit a cost comparison website such 

as Money Supermarket  or Go Compare for comparisons between different providers and tariffs. 

We also have a partnership with Energy Angels. You can call 0113 468 0987 or contact them via 

their website to receive impartial advice on the best energy tariffs for you. It’s easier than you 

might think and could save you hundreds of pounds a year. 

 

Water 

Your water will be supplied by Yorkshire Water. You will need to contact them to set up an 

account at www.yorkshirewater.com or Tel: 0345 124 2424. 

They will inform you if you have a meter set up or if you pay rates. If you don’t have a meter 

currently but would like to find out more, please visit www.yorkshirewater.com/water-

meters/frequently-asked-questions/   

 

http://www.northernpowergrid.com/
http://www.nationalgrid.com/
http://www.moneysupermarket.com/gas-and-electricity/
http://www.gocompare.com/gas-and-electricity/
http://energyangels.co.uk/lyha/
http://www.yorkshirewater.com/
http://www.yorkshirewater.com/water-meters/frequently-asked-questions/
http://www.yorkshirewater.com/water-meters/frequently-asked-questions/
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Contents insurance  

We only insure your home (including permanent fixtures and fittings) against structural damage. 

We do not insure your belongings. We therefore strongly advise all our customers to take out 

contents insurance to cover their belongings against the cost of loss due to theft, fire or flood.  

Unfortunately, accidents do happen, and they can be very costly to put right yourself without 

insurance.  

We have negotiated a discounted rate for contents insurance with Royal & Sun Alliance Insurance 

Group. There are different cover levels for you to choose from and prices start from less than £1 

per week. To find out more, visit www.lyha.co.uk/contents_insurance. However, you are free to 

go with any other provider. To compare rates between different insurance providers, you can visit 

a price comparison website such as Compare the Market or Money Supermarket.   

 

Immobilise 

We also recommend that you register your valuables for free on the police-recognised 

Immobilise database to increase the chance of you getting your valuables back if the worst 

happens.  

 

Your data privacy 

Your trust is very important to us and protecting our customers data is of paramount importance. 
Our Customer Privacy Policy sets out how we collect, use and store your personal data.  

 

Rental Exchange Initiative  

Social housing customers sometimes struggle to access the most affordable rates for bank 

accounts, loans, credit cards, mobile phones and car insurance because they do not have a 

significant credit history. Unlike homeowners, whose mortgage payment history can count 

positively towards their credit score. 

LYHA has signed up to take part in The Rental Exchange scheme, along with around 130 UK 

housing associations. This offers significant benefits to LYHA and our customers, by providing a 

way for you to strengthen your credit report without you needing to take on new credit.  

We recognise that some of our customers may prefer not be part of this scheme and, if that is the 

case, please contact us via email at: optout@lyha.co.uk or contact our Customer Services Team 

on Tel: 0113 278 3335.   

http://www.lyha.co.uk/contents_insurance
https://www.comparethemarket.com/ps/home-insurance/?AFFCLIE=FL77&SRC=FL77&cmpid=PC-_-BNG-_-AL-_-BRD-_-DXYftulWPXVTXOw&TrackerID=43700005301754954&msclkid=48eb463cd1661585c79026ae6d733a07&ds_rl=1251650&gclid=48eb463cd1661585c79026ae6d733a07&gclsrc=3p.ds
https://www.moneysupermarket.com/home-insurance/contents-insurance/
http://www.immobilise.com/
http://www.lyha.co.uk/our-commitment-your-privacy
http://www.lyha.co.uk/rental-exchange-initiative
mailto:optout@lyha.co.uk
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Useful contact details: 
 

Utilities 

Yorkshire Water:   0345 1242424 

     www.yorkshirewater.com 
 

Electricity: 0845 330 0889 (to find out your current supplier) 

www.northernpowergrid.com  
 

Gas: 0870 608 1524 (to find out your current supplier) 

www.nationalgrid.com 

 0333 0141000 (to uncap your gas supply) 

Energy Angels: http://energyangels.co.uk/lyha/  (to compare or switch 

energy providers) 

 

Local Councils 

They will be able to provide you with information about Council Tax, bin collection days, 

benefits and welfare rights, as well as services in your area.  

Barnsley Council: 01226 773 555 

www.barnsley.gov.uk  
 

Kirklees Council: 01484 221 000  

www.kirklees.gov.uk  
 

Leeds City Council: 0113 222 4444 

www.leeds.gov.uk  
 

North Yorkshire County Council: 01609 780 780  

www.northyorks.gov.uk 
 

Scarborough Borough Council: 01723 232323  

www.scarborough.gov.uk  
 

Wakefield Council: 0345 8506506 

www.wakefield.gov.uk  

 

  

http://www.yorkshirewater.com/
http://www.northernpowergrid.com/
http://www.nationalgrid.com/
http://energyangels.co.uk/lyha/
http://www.barnsley.gov.uk/
http://www.kirklees.gov.uk/
http://www.leeds.gov.uk/
http://www.northyorks.gov.uk/
http://www.scarborough.gov.uk/
http://www.wakefield.gov.uk/
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Financial Support & advice:  

Benefits advice: www.gov.uk/browse/benefits  

Citizens Advice Bureau: www.citizensadvice.org.uk  

Universal Credit: www.gov.uk/universal-credit  

National Debtline:   www.nationaldebtline.org 

Step Change Debt Advice:  www.stepchange.org  

Money Saving Expert:  www.moneysavingexpert.com  

 

 

Other: 

Job Centre Plus   https://find-your-nearest-jobcentre.dwp.gov.uk/ 

TV Licensing:    0300 790 0368 

     www.tvlicensing.co.uk 
 

Register to vote:    www.gov.uk/register-to-vote  

 

  

http://www.gov.uk/browse/benefits
http://www.citizensadvice.org.uk/
http://www.gov.uk/universal-credit
http://www.nationaldebtline.org/
http://www.stepchange.org/
http://www.moneysavingexpert.com/
https://find-your-nearest-jobcentre.dwp.gov.uk/
http://www.tvlicensing.co.uk/
http://www.gov.uk/register-to-vote
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3.  Paying your rent 

Rent should be paid in advance on the 1st of each month. Our preferred method is by Direct 

Debit.  Most of our customers pay this way: it is easy, reliable and secure, plus it means that 

we do the work for you.  Please contact our office to set this up. 

 

Direct debit – is taken from your bank account automatically and if your rent goes up or down, 

we will alter the direct debit amount for you.  

To set up a direct debit, please contact our Customer Services team on 0113 278 3335 or visit our 

website and complete the direct debit mandate form. You will need your bank name, sort code, 

account number and account holder’s name. 

If you don’t have a bank or building society account and would like to pay your rent by direct 

debit, please speak to your Income Officer about setting up an account. 

 

We also offer a number of other options: 

Debit card – You can make one off rent payments on your debit card by telephone or by logging 

onto our website. If you want to pay online you will need an email address and your tenancy 

reference number which appears on your rent statement. Then you need to register on our 

customer portal. You can also set up automatic repeat debit card payments by calling our office.   

Please note we do not accept credit card payments.  

 

Internet banking – You will need to set up LYHA as a payee: 

Sort code – 090222 

Account no. – 10525191 

Please quote your tenancy reference number as the ‘subject’ when you pay. 

 

Giro card – You can pay us from any post office branch using a post office payment card (GIRO). 

If you would like to request a GIRO card, please contact our customer services team on Tel: 0113 

278 3335 or email: info@lyha.co.uk   

Make sure you ask for a receipt when paying by GIRO; as it can take up to seven days for your 

rent to be credited to your account. 

 

 

  

http://www.lyha.co.uk/pay-direct-debit
http://www.lyha.co.uk/
mailto:info@lyha.co.uk
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Service charge 

Dependent on where you live, you may have to pay a service charge on your home. This covers 

the upkeep of shared/communal areas, for example communal grounds maintenance, block 

inspections, fire equipment checking and maintenance and providing communal utilities 

(electricity, water and gas) to shared areas. 

If you have to pay a service charge, this will be explained to you when you are offered your 

tenancy and you will receive an annual service charge statement detailing any charges.  

Service charges are subject to review and we will make regular visits to monitor the standard and 

condition of shared areas.    

For further information about service charges, please read our fact sheet: Understanding your 

service charge. 

 

 

What if I fall behind with my rent payments? 

Your rent is due on the 1st of every month. We expect you to pay it in full and on time. 

If you are experiencing financial difficulties and having problems paying your rent, please contact 

your Income Officer as soon as possible.  

• They will offer guidance and tell you where you may be entitled to help with your rent and 

other welfare benefits 

• Signpost you to sources of support, such as Citizens Advice and the National Debt Helpline 

• Help you to understand and fill in Universal Credit and other benefits forms 

• We also have a LYHA Support Fund in place for customers who are experiencing financial 

hardship.  

 

Your Income Officer is: 

Katy Horrigan       Chris Radcliffe 

Tel: 0113 2208104       Tel: 0113 2208125 

Email: katy.horrigan@lyha.co.uk     Email: chris.radcliffe@lyha.co.uk  

 

  

http://www.lyha.co.uk/what-service-charge
http://www.lyha.co.uk/what-service-charge
http://www.lyha.co.uk/supportfund
mailto:katy.horrigan@lyha.co.uk
mailto:chris.radcliffe@lyha.co.uk
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Universal Credit 

Universal Credit replaces the following six benefits/tax credits by combining them into one 

single monthly payment: 

• Income-based Jobseeker’s Allowance  

• Income-related Employment and Support Allowance 

• Income Support 

• Housing Benefit 

• Child Tax Credit 

• Working Tax Credit 

Universal Credit payments are calculated and paid monthly in arrears directly into your bank 

account. Any other benefits you are entitled to will continue as normal. 

N.B. Universal Credit is a working age benefit, so if you are of pension age you will continue to 

claim pension credit and housing benefit instead. 

The biggest change with Universal Credit, in terms of your dealings with LYHA, is that the 

housing element of any benefits you receive will no longer automatically go to us. It will go 

direct to you and you will be responsible for paying us.   

Please prioritise your rent. It is due on the 1st of every month.  If we don’t receive your rent 

regularly, your tenancy could be at risk. 

 

To find out more about Universal Credit, please visit our website: 

http://www.lyha.co.uk/universal-credit or the government website - www.gov.uk/universal-

credit Our team is also on hand to help and answer any questions you might have.  

If in doubt, please call 0113 278 3335 and ask to speak to one of our Income Officers.  

To find out how much difference Universal Credit will make to you, try a benefits calculator, 

such as: https://www.gov.uk/benefits-calculators or www.turn2us.org.uk/benefitscalculator  

 

 

: 

 

http://www.lyha.co.uk/universal-credit
http://www.gov.uk/universal-credit
http://www.gov.uk/universal-credit
https://www.gov.uk/benefits-calculators
http://www.turn2us.org.uk/benefitscalculator
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Don’t fall prey to a loan shark or illegal money lender! 

If it sounds too good to be true, it probably is!  

Loan sharks are illegal moneylenders who often charge very high interest rates. Never borrow 

money from any person/organisation not registered on the Financial Services Register  

For further information, please contact consumer.queries@fca.org.uk or Tel: 0800 111 6768. 

You can anonymously report a loan shark to the Illegal Money Lending Team at 

reportaloanshark@stoploansharks.gov.uk or Tel: 0300 555 2222. 

  

 

Don’t fall prey to a loan shark or illegal money lender! 

If it sounds too good to be true, it probably is!  

Loan sharks are illegal moneylenders who often charge very high interest rates. Never 

borrow money from any person/organisation not registered on the Financial Services 

Register https://register.fca.org.uk   

For further information, please contact consumer.queries@fca.org.uk or Tel: 0800 111 6768. 

You can anonymously report a loan shark to the Illegal Money Lending Team at 

reportaloanshark@stoploansharks.gov.uk or Tel: 0300 555 2222. For more information visit: 

Report a loan shark - GOV.UK (www.gov.uk) 

 

https://register.fca.org.uk/
mailto:consumer.queries@fca.org.uk
mailto:reportaloanshark@stoploansharks.gov.uk
mailto:consumer.queries@fca.org.uk
mailto:reportaloanshark@stoploansharks.gov.uk
https://www.gov.uk/report-loan-shark
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4. Repairs 

 

Reporting a repair 

If your home needs repair work, you must report it immediately by: 

• Website: www.lyha.co.uk/repairs  

To log a repair via our website you first need to register on our self-service portal. To do this 

you will need your Tenancy Reference Number which appears on your rent statement or you 

can contact our customer services team. 

• Tel:  0113 278 3335 (for all emergency repairs) 

• Email:   info@lyha.co.uk  

We will keep you updated about the status of your repair request and either LYHA or our 

appointed contractors will contact you to arrange a suitable time to visit your home. 

 

 

Out of hours service 

If you need to report an emergency repair when our office is closed (after 5pm or on a weekend) 

you should call our usual number 0113 278 3335 and your call will be redirected to our out of 

hours emergency contractor. 

The out of hours service is for emergencies only, such as: 

• Serious water leaks 

• Fire damage 

• Securing your home following a break in 

• Any other emergency repair that if not attended to immediately would cause further 

damage to your home 

If you are calling about a general repair or because you have accidentally damaged your home, 

please call back during our office hours, Monday – Friday 8.30am – 5.00pm.  

Please note, you may be charged for non-emergency, out of hours call outs. 

 

  

http://www.lyha.co.uk/repairs
mailto:info@lyha.co.uk
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Repairs to new homes 

If you have moved into a newly built home, any repairs required within the first twelve months 

are known as defects and are the house builder’s responsibility.  You report them to us in exactly 

the same way, using our usual contact channels. 

After this 12-month period is over, LYHA will take over responsibility for repairs to your home. 

 

Which repairs are a customer’s responsibility?  

LYHA is responsible for maintaining the structure and the outside of your home as well as carrying 

out repairs relating to water, gas, wiring, heating, drains, power and light fittings.  However, there 

are certain responsibilities that you have as a customer. The below table sets these out.  

 

Your responsibility 

 

Our responsibility 

Replacing lost or broken locks and keys Repairs to communal areas 

Gaining entry if you are locked out Problems with water, gas pipes, wiring, 

heating, drains, power and light fittings 

Replacing broken or cracked glass in doors 

or windows 

Anything to do with the structure and 

outside parts of your home 

Cleaning your windows  Garages and paved areas 

Fitting and replacing door/cupboard fittings, 

such as knockers, handles and letterboxes 

Garden fences, walls and gates that border 

public roads or footpaths 

 

Problems with the drains outside your property are often not our responsibility. The below 

diagram highlights where they are the landlords’ responsibility and where they are Yorkshire 

Water’s responsibility. If you have any problems with street drains, please contact them on  

Tel: 0345 1242424 or via www.yorkshirewater.com 

 

  

 

http://www.yorkshirewater.com/
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5.  Your tenancy  
 

Looking after your home  

We hope that you will be very happy in your LYHA home.  

Please make every effort to keep it in good order, including all fixtures and fittings, gardens and 

communal areas.  

When you collect the keys for your new home you will sign a tenancy agreement and be given a 

copy to keep. This is a legal contract between you and us. If you have any questions, please call 

us on Tel: 0113 278 3335. 

Please help us to help you. If we ask for information, please provide this as quickly as possible, as 

we will be able to deal with your enquiry more quickly.  We also encourage you to let us know 

about any changes in circumstances as soon as possible, such as people moving in or out, changes 

in your income etc. 

Sometimes it is necessary for us to carry out repairs to your home after you’ve moved in or to 

carry out scheduled safety checks, such as electrical safety or fire alarm testing. We will notify you 

about this in advance and try to arrange a time that is convenient for you. If you need to change 

the appointment, please give us as much notice as possible.  

 

Your responsibilities 

As a member of a community, every resident has a responsibility to respect and act considerately 

towards their neighbours. As a customer of LYHA you are subject to the terms and conditions in 

your tenancy agreement.  This agreement states that you are responsible for your own behaviour 

and that of anyone who lives with you or is visiting you when they are in or near your home. 

Please do not: 

• Let rubbish build up inside or outside your home or in communal areas, other than in 

designated bins or bin stores. Please note, certain bulky and electric items are not collected 

as part of your standard waste collection and you will need to arrange collection of these 

items separately with your local council. Please visit your local council’s website (see page 

10) for more information. 

• Damage any part of the property or communal area where you live 

• Allow animals to make excessive noise or create mess that you do not clean up 

• Threaten, intimidate or engage in physical violence towards anyone 

• Engage in domestic, physical or verbal abuse or criminal activity of any kind 
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Customer safety guides 

Your safety is of utmost importance. To help ensure this, we have produced the following 

customer safety guides. These are all available on our website: Customer health & safety guides 

| Leeds and Yorkshire Housing Association (lyha.co.uk) 

• Asbestos safety   

• Electrical safety 

• Fire safety 

• Fire door safety 

• Gas safety 

• Water safety and reducing your risk of legionella  

Please read them and keep them safe. 

The Fire Service also provides a range of great advice leaflets which can be found here. Also, 

most, if not all fire and rescue services offer to carry out a free fire safety check of your home. 

You can book one by contacting your local fire and rescue service direct. 

If you live in a flat with a shared entrance or with communal areas, Fire Action Notices are 

displayed in corridors and stairways.  Please consult our website for the relevant fire evacuation 

advice for your property: www.lyha.co.uk/fire-safety-advice-flats-shared-entrance  

 

Our service standards 

We aim to provide a high-quality service at all times. This is what you can expect from us:  

• If you email, write to us or contact us through the website, we will acknowledge this within 

2 working days and aim to resolve your issue within 5 working days. 

• If you call us and the member of staff you wish to speak to is unavailable, another team 

member will try to help you with your query or take down a message and pass this on.  

• Our office opening hours are Monday – Friday, 8.30am – 5.00pm. If you require an 

emergency repair outside these times, we have an out of hours service. Please call our 

usual customer service line: 0113 278 3335 and you will be redirected.  
 

You can also visit our website to contact us about non-urgent matters or email us at 

info@lyha.co.uk  

• When a member of LYHA staff or one of our contractors attends your home, they will show 

identification 

• We will endeavour to keep appointments, but sometimes unforeseen circumstances can 

mean we need to rearrange. We will always notify you about this as soon as possible. 

https://www.lyha.co.uk/customer-health-safety-guides
https://www.lyha.co.uk/customer-health-safety-guides
https://www.lyha.co.uk/sites/default/files/Asbestos%20safety%20flyer.pdf
https://www.lyha.co.uk/sites/default/files/Electrical%20safety%20flyer_0.pdf
https://www.lyha.co.uk/sites/default/files/Fire%20safety%20flyer_0.pdf
https://www.lyha.co.uk/sites/default/files/Fire%20door%20safety%20flyer_0.pdf
https://www.lyha.co.uk/sites/default/files/Gas%20safety%20flyer.pdf
https://www.lyha.co.uk/sites/default/files/Water%20safety%20flyer_0.pdf
https://www.fireservice.co.uk/safety/
https://www.fireservice.co.uk/information/ukfrs
http://www.lyha.co.uk/fire-safety-advice-flats-shared-entrance
http://www.lyha.co.uk/contact-us
mailto:info@lyha.co.uk
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How to give feedback (comment, compliment or complain) 

We encourage feedback from our customers about our service so that we can learn or improve.   

Sometimes things go wrong, and people are dissatisfied. When this happens, we aim to put things 

right at the first point of contact. If we cannot resolve the issue quickly, this expression of 

dissatisfaction can be escalated to a formal complaint. We take complaints seriously and work 

hard to resolve them quickly and fairly. 

Our Complaints Policy Summary sets out how we deal with customer complaints and the process 

we follow.  

Customers or their representative/advocate can feedback to us by contacting our Customer 

Services Team by: 

• Email: info@lyha.co.uk 

• Tel: 0113 248 3335 

• Our website: www.lyha.co.uk   

• In person with a member of staff 

• By letter to 2 Shire Oak Road, Leeds, LS6 2TN 

The government has also produced this How to Rent Guide to help people who are renting 

understand their rights and responsibilities. It provides a checklist and more detailed 

information on each stage of the process, including: what to look out for before renting; living in 

a rented home; what happens at the end of a tenancy and what to do if things go wrong. 

 

Making improvements to your home 

We want you to enjoy living in your new home and we are happy for you to make improvements, 

such as decorating or putting up shelves. 

However, if you are considering making bigger structural improvements or changes that impact 

the overall fabric of the building (such as removing kitchen units, installing a shower, putting up 

a satellite dish or changing the internal doors, walls or internal layout of your home) you need to 

request our permission in writing, prior to starting work. You will need to complete an  

Application Form (which is available from our customer services team or on our website).  

If we give you permission to go ahead, we will provide that permission in writing, including any 

conditions that need to be met. If we are not able to grant permission, we will give you our 

https://www.lyha.co.uk/sites/default/files/Resolving%20Complaints%20Policy%20v4.pdf
mailto:info@lyha.co.uk
http://www.lyha.co.uk/
https://www.gov.uk/government/publications/how-to-rent/how-to-rent-the-checklist-for-renting-in-england
https://www.lyha.co.uk/sites/default/files/Tenant%20Improvement%20Application%20Form.pdf
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reasons why, such as the property being in a listed building, potential reduction in the property 

value etc. Depending on the extent of the works, you may also need to secure planning and/or 

building regulations permission from your local council. 

 

Renting a garage 

We have garages available to rent on most of our larger and some of our smaller sites. Garages 

are available on a ‘first come, first served’ basis. If there is not one currently available, you will 

be placed on a waiting list and we will notify you when one becomes free. 

 

Pets 

If you would like to have a pet in your home, you will need to speak to your Neighbourhood 

Officer for permission.  For further information, please read the Pets policy summary.   
 

Lodgers 

If you wish to take in a lodger, partner or friend, you will need to ask our permission. You will only 

be granted permission if you are on an assured tenancy.  You will need to provide us with their 

name, age and gender, together with information about the accommodation they will occupy. 

You should also notify your local housing benefit department or update your Universal Credit 

journal to report a change in circumstances as taking in a lodger may affect any benefits you 

receive. 

For further information, please read our Taking in a lodger policy summary.   

 

Living independently  

We want all our residents to be able to live safely and securely.  If you require extra support at 

any time during your tenancy, we will try to help.  

This may include assessing the suitability of your current property to identify how we can support 

you, with a view to considering disability aids and adaptations to allow you to stay in your current 

home. If we are unable to adapt your current home, we will support you to approach your local 

authority to seek accommodation more suitable to your needs. 

If you wish to apply for aids and adaptations, you will need to get a letter from your doctor or 

occupational therapist. Once we have received this written confirmation, one of our surveyors 

may call you to assess whether the relevant alterations can be made to the property.  

https://www.lyha.co.uk/pets
http://www.gov.uk/universal-credit/changes-of-circumstances,
http://www.gov.uk/universal-credit/changes-of-circumstances,
https://www.lyha.co.uk/taking-lodger
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The modifications may be eligible for a Disabled Facilities Grant or Adult Health and Social Care 

funding via your local authority. 

Please contact us or your local council Housing Services department to find out more.  

 

Window and door grilles 

We do not normally allow metal security gates or grilles to be fitted to any of our properties. 

Fitting a metal security gate or grille (without our permission) is a breach of your tenancy 

agreement. If there is a metal security grille already fitted to your windows or doors, please be 

aware that this may hamper your means of escape in the event of a fire.  

To improve your safety, we recommend the following measures:  

• You should have working smoke alarms on every level of your home; please regularly 

check they are working. We have carried out a programme of fitting them in all homes 

which did not previously have them. However, if your home still requires smoke alarms, 

please let us know and we will fit them for you straight away. 

• Make sure that each window and door can be opened quickly if required. Please regularly 

check that they open and contact us straight away if any don’t.  

• Make sure keys to all locked doors and security grilles are readily accessible.  

• Discuss escape plans with all occupants of the property. 

For further information, please read our Gates and Grilles guide. 

If you have any concerns about the security of your home, please contact us to discuss your 

concerns. We can give you advice about how to keep your new home as secure as possible. 

 

Reducing condensation 

If you experience any problems with condensation in your property, there are steps you can 

take that might help. Please read the advice about here on our website. 

 
 

 

 

 

Smoke Alarms                  

If your smoke alarm appears to be faulty (such as going off regularly for no reason), do not 

disconnect or remove it.  

Call our Customer Services team straight away on Tel: 0113 278 3335 or Email: info@lyha.co.uk and 

we will send somebody out to service or replace it. 

https://www.lyha.co.uk/sites/default/files/Gates%20%26%20grilles%20safety%20flyer.pdf
https://www.lyha.co.uk/condensation-and-damp
mailto:info@lyha.co.uk
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Thinking of moving? (ending your tenancy)  

If you wish to end your tenancy you can inform us in writing by letter or email, or by visiting our 

office. It is essential that you also complete and sign a Tenancy Termination Form and return it 

to us as soon as possible.   

 

* Please look at your Tenancy Agreement for details of the notice period required.  

When vacating your home please make sure you remove all your furniture and belongings and 

contact your utility suppliers with your final meter readings. We will also need to complete a pre-

termination inspection of your property.  

Please make sure that you hand your keys into our office by 5pm on the day your tenancy is 

ending. 

If you are not suitably housed, you can apply for a transfer by completing a Housing Application 

Form.  However, it will depend on the homes that become available and you will need to bid on 

a new property in the usual way.  

  

https://www.lyha.co.uk/sites/default/files/Tenancy%20termination%20form.pdf
https://www.lyha.co.uk/sites/default/files/Housing%20application%20form%202019.pdf
https://www.lyha.co.uk/sites/default/files/Housing%20application%20form%202019.pdf
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6. Your neighbourhood  
 

Estate Management 

We are committed to maintaining our estates to the highest standards.  Where there are 

communal areas to maintain, we provide an estates service, carried out either by our own 

caretakers or by LYHA approved contractors. Depending on where you live, this may include 

cleaning of communal areas, gardening, hedge trimming and grounds maintenance. 

 

Waste Collection 

 

Your local council is responsible for your waste collection.  

You can find out when your bins will be emptied, report a missed collection or request a bulky 

item to be collected by visiting your local authority website. Part of your Council Tax goes towards 
waste collection. If you have a missed bin collection, you need to contact your local council. 

Please click on the below links to find out your bin day: 

• Barnsley 

• Kirklees 
• Leeds 
• Scarborough 

 

Fly tipping, graffiti & dog fouling 

Fly tipping (dumping of waste), graffiti and dog fouling are illegal, and we will take tenancy action 

against anyone proven to have committed these offences. Local councils also fine offenders. 

If you have bulky, unwanted items that you wish to dispose of, you need to contact your local 

council (see contact details above) or many local charities offer a free collection service for items 

that can be reused.  

As an organisation we currently spend upwards of £30,000 a year collecting illegally dumped 

items. This money could have been spent on improving homes and neighbourhoods.  If you notice 

any fly tipping, graffiti or dog fouling near your home and/or you are aware of who has done this, 

please contact us (in confidence) so that we can take the appropriate tenancy action: Tel: 0113 

278 3335 or Email: info@lyha.co.uk   

https://wwwapplications.barnsley.gov.uk/WasteFormsMVC/ViewCollections/SelectAddress
https://www.kirklees.gov.uk/beta/your-property-bins-recycling/your-bins/?transaction=bin-collection-dates
http://www.leeds.gov.uk/residents/Pages/Check-your-bin-day.aspx
https://scarborough-self.achieveservice.com/BinCollection/
mailto:info@lyha.co.uk
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Being a good neighbour  

Being a good neighbour is part of your Tenancy Agreement and means taking pride in your home 

and any communal areas, respecting your neighbours and being considerate to those living 

around you. We believe that all customers have a right to live in peace in their own home and 

must recognise that their neighbours also have the same rights. 

You are responsible for your behaviour, as well as those living or visiting you (including pets).  

We ask you to refrain from any anti-social behaviour – i.e. behaviour which causes, or is likely to 

cause, harassment, distress, nuisance or disturbance, including: 

• Excessive noise (particularly at night) 

• Threatening or intimidating behaviour 

• Nuisance or fouling caused by animals 

• Assault or physical violence 

• Domestic abuse 

• Using racist, homophobic or offensive language of any kind 

• Fly tipping  

• Graffiti 

 

Reporting anti-social behaviour 

In many instances, talking to your neighbour(s) calmly about the problem can resolve the issue 

without involving anyone else. They may not realise that the behaviour in question is an issue.   

If your attempts to resolve the matter don’t work, you can report anti-social behaviour to us by 

Tel: 0113 278 3335 or Email: info@lyha.co.uk 

We will need to understand all the facts and will treat all information provided in strict confidence. 

In most cases your Neighbourhood Officer will contact you to discuss the details further and you 

may be required to complete an incident log. If there is an urgent need for a response, or you feel 

as though you are in danger, please contact the police on 101. 

 

Tackling abuse 

We do not tolerate harassment or abuse of any kind on the grounds of gender, age, religion, 

sexuality, race, culture, or disability. If you have been a victim of an incident motivated by any of 

these factors, please report it immediately. Anyone who lives in or visits a LYHA property or estate 

has the right to do so without fear or abuse and we take such incidents very seriously.   

mailto:info@lyha.co.uk
http://www.lyha.co.uk/what-if-i-have-anti-social-neighbour
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You should also contact the police if the person responsible is breaking the law or you feel unsafe. 

 

#makeastand against domestic abuse 

LYHA has joined housing providers across the country in making a stand against domestic abuse 

by pledging our support for the Chartered Institute of Housing's #makeastand campaign. This is 

such an important cause that sadly affects thousands of people in the UK every day. 

If you are concerned about anyone you know please, please speak out and report it to the police 

or contact the 24-hour National Domestic Violence Freephone Helpline - 0808 2000 247.  

There are lots of agencies that offer support including Women's Aid, Victim Support and Refuge.  

For further information, we have attached this full list of agencies offering Local and National 

Support for Domestic Violence and Abuse. 

 

 

Community Fund  

Do you have an idea that you think would benefit your local community? If so, you could apply 

for a grant of up to £300 from the LYHA Community Fund to make it happen. You could, for 

example: 

• Provide activities or events that bring the local community together, such as a coffee 

morning, yoga sessions, summer party or picnic 

• Purchase items to improve the look of your area, e.g. benches, plants or hanging baskets  

Previous grants we have awarded include: a community Christmas party; large barrel planters and 

a six-seater table, chairs and raised beds to create a community seating/garden area. 

If you have an idea for a project and could use some help from our Community Fund to make it 

happen, then pull together a rough idea of what you want to do and how you think it would work. 

Speak to your neighbours and note down their thoughts. Then contact our Community 

Investment Officer on 0113 278 3335 or email: community.fund@lyha.co.uk with details your 

idea.  

Please see our Community Fund Customer Guidance for further details. 

http://cih.org/makeastand
https://www.womensaid.org.uk/
https://www.victimsupport.org.uk/crime-info/types-crime/domestic-abuse
https://www.refuge.org.uk/
https://www.lyha.co.uk/sites/default/files/Local%20and%20National%20Support%20Agencies.pdf
https://www.lyha.co.uk/sites/default/files/Local%20and%20National%20Support%20Agencies.pdf
mailto:community.fund@lyha.co.uk
http://www.lyha.co.uk/community-fund
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7. Get involved / Helping us improve our services  

We want to develop and improve our services in line with customers’ feedback.   

After all there’s no-one better placed to tell us about the various services we provide than the 

real experts – you, our customers! 

We have a variety of opportunities for you to engage with us and we would love to see more of 

you get involved and help to influence the decisions we make; whether that be improvements to 

your homes and estates, or wider consultation about our service and processes.  

 

Customer drop-in sessions 

We hold regular drop-in events throughout our estates/communities. These events have had to 

be temporarily put on hold due to the pandemic, but they are a great opportunity for customers 

to meet key members of our team, ask questions or give feedback.  

When we are holding a community drop-in event, we send out invitations to all customers in 

these locations and the immediate surrounding areas prior to each session. 

 

Surveys 

We carry out telephone surveys, to a sample of our customers every quarter, to measure overall 

customer satisfaction. Please take the time to respond if you can – your feedback is very 

important to us in helping improve our service.  

We also contact customers approximately one week after completing a repair, to understand if 

the repair is now completed to your satisfaction.  

You can email us with feedback at any time: info@lyha.co.uk  

 

mailto:info@lyha.co.uk

