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 Equality, Diversity and Inclusion Strategy 2021-2024

Foreword
Leeds & Yorkshire Housing Association’s mission is “We will enable our 
customers to live well by providing warm, safe and secure homes, by investing 
in relationships and by delivering great services”. Encouraging inclusion 
and engaging colleagues, customers and partners are essential to keeping 
customers safe and delivering excellent services that are accessible to all. 

Key Challenges
LYHA has 1,600 homes in Yorkshire and our key focus areas are Leeds and Barnsley. 
We recognise that within these areas there are rising inequalities; many people face a range  
of challenges including unemployment, poverty, lack of training opportunities and low incomes 
which have been exacerbated by the COVID 19 pandemic. 

This Equality Diversity and 
Inclusion (EDI) strategy sets 
out how we will do this over the 
next three years. 

It captures the strengths 
and challenges identified by 
colleagues, board members 
and engaged customers and 
identifies our priorities and 
commitments to:

•   Tackling inequalities and 
the barriers that hold 
communities back

•   Embracing diversity and 
challenging discrimination 
to ensure that people from 
all backgrounds are treated 
equally and fairly

•   Responding to the needs  
of all our customers

•   Being an inclusive 
organisation, in our  
capacity as both a landlord 
and an employer

We will focus on ensuring 
that the right behaviours are 
consistently displayed by all 
and that anything contrary 
to this is not tolerated and 
proactively challenged. 
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In 2020 we developed a new Corporate Strategy ‘Together 2023’ with a new vision, 
mission and values. Underpinning this plan is LYHA’s commitment to advancing EDI.   

Our Corporate Plan states: 
‘We believe that diversity and inclusion promote creativity and innovation and allow  
us to gain a wider range of ideas and perspectives necessary in helping us meet the 
needs of our customers more effectively. We believe that diversity is critical in terms  
of our approach to governance and we aim to create an environment in which the 
talents of our customers and colleagues can flourish’. 

Our Corporate Vision

Our focus on customers  
is strongly evidenced by:

•   Our recently restructured 
leadership team

•   New board members, 
recruited with diversity  
of thought in mind 

•   The relaunch of our Customer 
Experience Committee

•   A new People and  
Culture Strategy  

•   A new Improving Customer 
Experience strategy

•   Strengthening of our 
governance framework

•   A companywide focus on 
improving our policies and 
processes, including health 
and safety and repairs

As a result:      

•   Our Customer satisfaction 
and net promoter score have 
increased over the last 3 years

•   We were awarded a G1 V1 
rating from the Regulator of 
Social Housing, following 
an In-Depth Assessment in 
November 2020 

•   We have retained our 
Customer Service Excellence 
Award in recognition of our 
commitment to customer-
focussed change

•    We have recently been 
awarded the Investors in 
People Silver Accreditation

2018 2019 2020

66% 70% 73%

Overall satisfaction

2018 2019 2020

-3 +5 +11

Net promoter score
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Improving Customer Experience Strategy 2021-2024

Theme 1   
Diversity Data Collection 
and Application
Data underpins and connects  
all five themes in LYHA’s 
EDI action plan. 

Complete, relevant and up to 
date data is key to understanding 
customers better, building an 
inclusive culture, ensuring fair 
development opportunities 
and embedding equality and 
confidence around EDI. 

An overview of the data required, 
from compliance, legal and 
service delivery perspectives, 
will form the foundation 
of our plan for collecting, 
analysing and utilising data.

Theme 2  
Understanding Customers 
for Better Engagement
Inequalities occur when a person 
or group has difficulty reaching 
or making use of services.  

Increasing understanding of 
our customers will enable us 
to deliver LYHA’s mission, 
vision and ambitions, while 
also building confidence and 
competence in colleagues 
to develop and provide 
fair and equal services.

Customer satisfaction data 
highlights key areas in which 
we need to focus; including 
listening and acting on 
customer views and our repairs 
and maintenance service.

 Equality, Diversity and Inclusion Strategy 2021-2024

Key Themes
We have identified five key themes in our EDI Strategy.

Diversity Data
Collection and 
Application

Understanding 
Customers 
for Better 
Engagement

Creating an 
Inclusive 
Culture for all 

Inclusive 
Recruitment & 
Representation

Expanding 
Learning &
Development
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Theme 3  
Creating an Inclusive 
Culture for all  
LYHA will ensure that the 
strong corporate culture 
around improving performance 
drives us forward in terms 
of equality and diversity.  

The focus will be on the wider 
inequality agenda to encourage 
community cohesion and will 
involve partnership working 
with other organisations to 
achieve our joint aspirations 
for the future of our region. 

Celebrating positive work 
is important. We will use 
external EDI frameworks to 
help structure, support and 
identify where LYHA can do 
more to embed inclusion for 
customers and colleagues. 
Focusing on wellbeing, mental 
health, inclusive leadership, 
behaviours and language are 
all important elements. 

Theme 4  
Inclusive Recruitment 
and Representation
LYHA is an inclusive employer 
which aims to recruit and retain 
a diverse workforce that reflects 
the communities we serve.  
 
We are determined to ensure 
that equality and diversity are 
fundamental principles of our 
People and Culture Strategy 
and that this applies equitably 
across the organisation.  

We will carry out a review 
of our recruitment practices 
to ensure that all stages 
of the process help us: 

•   Be more representative

•   Achieve a greater diversity 
of candidates, skills 
and perspectives 

•   Remove any barriers faced 
by particular groups

We will also upskill colleagues 
to be more confident with 
sensitive discussions, 
recruitment processes and EDI.

Theme 5 
Expanding Learning 
and Development
Having strong processes in place 
that support colleagues to take 
advantage of career progression 
opportunities and understand 
their own responsibility for the 
benefits of EDI are essential. 

We will provide flexible 
learning opportunities such 
as mentoring, coaching and 
shadowing to help empower 
colleagues to take control of 
their own development, build 
a more inclusive workplace 
culture and contribute 
creatively to LYHA’s vision.



We have a clearly defined 
action plan in place which 
will be regularly reported on 
using a range of metrics.

These will include:

•   Increased, purposeful data 
that ensures we continue to 
improve and deliver services 
fairly and inclusively 

•    Review and refresh our 
recruitment and selection 
policy to improve our 
actions and processes

•   Plan for colleague 
development to address 
career progression, confidence 
and awareness of EDI

•   Participation in EDI, housing 
sector and community 
related networks  

•   Championing of EDI internally 
and externally by LYHA Board 
members, Chief Executive 
and other senior managers

In developing this strategy, 
we have considered the 
commitments detailed in 
The Regulator of Social 
Housing’s 2020 Housing 
White Paper, The National 
Housing Federation (NHF) 
Code of Governance (2020) 
and the Equality Act  2010.

Implementation of the 
strategy will be overseen by 
the Customer Experience 
Committee, Chief Executive 
and internal EDI Working 
Group, with engagement on 
delivery from colleagues, 
customers and communities. 

Regular updates on the action 
plan will be provided during 
the year with our Customer 
Experience Committee taking 
responsibility for the scrutiny 
of progress on a quarterly 
basis. An annual report will 
be presented to the Board 
and progress on the EDI plan 
will be reported to customers 
via the annual report.  

There will also be an annual 
review of the strategy to 
ensure it is fit for purpose 
and includes any new 
priorities as they emerge.
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Delivering and Monitoring Success
LYHA will begin delivering this strategy in 2021 from a strong position,  
with an established culture that values and embraces diversity and inclusion,  
and a firm commitment to tackling inequalities.  
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@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


