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Welcome from our
Chief Executive,
Mark Pearson
Welcome to this year’s Annual Report to Customers:
our chance to demonstrate how we have performed
over the 2017/18 financial year and looked after our
homes and communities.

It’s been a busy year. We have
invested significantly in estate
improvements, including over
£300,000 on additional fire
safety measures. We are also
proud to have completed two
great looking new-build
schemes and have seen our
shared ownership programme
go from strength to strength,
raising additional revenue to
invest in our housing stock.
It’s also been a time to take
stock and we have embarked
on a journey to transform the
organisation. There are key
areas in which we know we
need to do better, particularly
customer service and repairs.
We have recently been
downgraded by the Regulator
of Social Housing from a
governance rating of G1 to G2.
This is due to a past failure to
sufficiently evidence electrical
safety checks, which we
reported to the regulator
ourselves. A G2 rating still
means that we are compliant
with regulatory standards
and we are working hard to
return to the highest level of
good governance.

Our focus for 2018 is all about
improvement: listening to our
customers and making sure
that we get the basics right.
This report is a chance for us
to share our plans and we
hope that you will start to see
the results of our
improvements soon.
Over the last few months we
have welcomed a number of
new team members who will
play a key role in helping to
drive our ambitious plans.
We have also created more
opportunities for you to
engage with us and we would
love to see more of you get
involved. After all there’s
no-one better placed to tell
us about the services we
provide than the real experts
– our customers!
We are very keen to increase
our focus on community
involvement. This needs to
sit at the heart of our
organisation going forward.
We hope that over the coming
months you will start to see us
making a positive impact and
creating opportunities within
the neighbourhoods we serve.

On a personal note, I feel
genuinely privileged to be
leading the organisation at the
current time. There is a lot we
need to do but, working with a
dedicated team of colleagues
and board members, I feel
confident that we can do it.

Mark Pearson –
Chief Executive
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Investing in
where you live
We aim to provide consistently high quality,
affordable homes and we can only do this
through continual maintenance and investment.
Repairs
We have significantly increased
our spending on repairs this
year to ensure we provide
consistently high quality, safe
and affordable homes.
In 2016/17 we spent £391,000
In 2017/18 we spent £796,000
In 2018/19 we plan to increase
this figure to £1,515,000.

Percentage of
repairs completed
on time
Emergency 94.5%
Urgent 84.7%
Routine 88.8%

In 2017/18 we spent
an average of

£791

per home on day to
day repairs and
maintenance, and a
further £503 per
home on planned
works, replacing
items like boilers,
doors and kitchens

Scheduled works to
improve our homes
As well as day to day repairs we
also carry out scheduled
improvements.
In 2017/18 we spent £625,000
on planned works. This included
18 new kitchens, 5 bathrooms
and 56 boilers.
Next year we will spend another
£650,000.

Fire safety
Your safety is of utmost
importance to us. We have
spent £323,164 this year on
additional fire safety
precautions. This has included
new fire doors, extinguishers,
alarm systems and upgrades,
as well as emergency lighting
and risk assessments.

Committed to
health & safety
We are 100% compliant on gas
safety and servicing.
We’re not resting on our laurels
and are currently reviewing all
our health and safety systems.

As a trusted landlord, we will
prioritise the safety of our
customers, people and
stakeholders.

Estates
Come rain or shine our estates
team is busy maintaining our
sites both inside and out.
This year we spent £358,640
maintaining the communal
areas in and around our
properties, which included:
Cutting over 1 million m2
of grass - that’s over
150 football pitches
Collecting over 120 tonnes
of fly tipped items and 800
bags of rubbish
Vacuuming 175,000m2
of carpet
Collecting over 250m3
of leaves
If you wish to give feedback
about anything to do with site
maintenance, please get in
touch. We value your feedback.
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Making a positive
impact locally
We want to have a positive impact
not only on people, but also on the
wider communities where you live.
Spring Clean

received money from the
fund to install communal
raised flower beds so that
residents can enjoy easyaccess gardening.

This year we have held a
number of successful clean up
events on our estates, including
The Elmetes and Bayswaters.
At The Elmetes we hired and
filled three skips of unwanted
items totalling almost 2 tonnes!
A four strong team of staff
from LYHA were on hand
throughout the day to help
clear and carry. The feedback
from customers was great.
“The Elmetes clean-up day
was a real benefit for me.
I was very thankful for the
LYHA team helping me to
clear out lots of things I no
longer needed.” Maninder
Kaur Sembhy

St Mary’s Roof Garden
We have teamed up with the
brilliant Hyde Park Source to
deliver year-round gardening
and craft classes on our
community rooftop garden
at the St Mary’s estate in
Chapeltown. These are open
to LYHA customers and the
wider community.
Such has been their positive
impact that local GP surgeries
are now referring people to
the group to help improve
overall wellbeing and reduce
social isolation.

Supporting our local
Food banks
“I really enjoy the social
contact of the group - it’s
great for mind and body.
We even do an exercise
session at the beginning.”
David Perry
The group runs every Friday
from 2pm to 4pm at St Marys
Rooftop Garden, Chapeltown,
Leeds, LS7 3RJ. To join or
find out more, please visit
www.outdoorsactivewell.org
or contact marianna@
hydeparksource.org,
Tel: 0113 2458863.

LYHA Community Fund
If you have an idea for an event
or activity where you live then
the LYHA Community Fund
may be able to support you.
We provide grants of up to
£500 for local community
projects. You simply need to
contact us for an application
form, explain what you want
to do and how it will benefit
your community.
Customers at Sholebroke
Avenue in Chapeltown recently

We have supported our local
food banks this year through
donations to The Trussell Trust
who are doing great work in
helping to alleviate poverty and
hunger in our region.

Seagulls
We are delighted to be
working with Seagulls,
a fantastic Leeds-based social
enterprise that collects,
remixes and resells paint at a
fraction of the normal price,
as well as creating some
fabulous community artwork
www.seagullsreuse.co.uk
So far we’ve given over £300
of Seagulls vouchers to new
and existing customers and we
can’t wait to see the mosaic
they are creating for our latest
development in Horsforth.
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Improving our
customer service
We are listening to what you tell
us and taking action

In 2017/18 our overall
satisfaction level was 66%
76% of customers are either
‘satisfied’ or ‘very satisfied’
with the quality of their homes
58% are satisfied with the
way LYHA deals with repairs
and maintenance
53% believe that LYHA
listens to your views and
acts on them
77% believe your rent provides
value for money
71% believe LYHA has friendly
and approachable staff
Our Net Promoter Score (NPS)
is a measure of how likely our
customers are to recommend
us to friends and family. We
measure this regularly and over
the last year ours has dropped
to a score of 4 (calculated by
dividing the number of positive
scores by negative ones).
We want to do better.
We want LYHA’s customer
service to be the very best it
can be by putting our
customers’ needs at the heart
of everything we do.

You said:
You want us to improve the
time it takes us to answer
your calls.

We listened:
We have recruited additional
customer service staff to
ensure your calls are answered
more quickly. We have also
increased training and are
reviewing our telephone
system to make further
improvements.

You said:
You want us to improve
our repairs process.

We listened:
We have increased scrutiny of
our contractors and are
encouraging them to be
involved in community events.
We are also further developing
our repairs self-service portal
and are sending out surveys to
everyone who has had a

In 2017/18 our overall
satisfaction level was

66%

repair to check it was done to
your satisfaction. Please take
the time to complete these.
It helps us to get it right and
you could win a high street
shopping voucher.

You said:
You want to feel that we
are listening.

We listened:
We are holding a series of
drop-in events to meet
customers at our different sites
and find out how we can meet
your needs.
We have formed a new
Customer Experience
Committee and Scrutiny panel
(see opposite) so that we can
involve you, our customers,
in helping us improve.
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Get involved
We know we need to do better and we are
working hard to improve our service and
ensure we get the basics right in the future.
Our Customer
Scrutiny Panel
We are working with a group
of customers looking at how
and where we need to do
things better and creating
plans together.
We call this our Customer
Scrutiny Committee and we are
always looking for new people
to get involved. You don’t need
any prior experience and it’s a
good opportunity to have a
voice and make a difference.
To find out more please call
0113 278 3335 or email:
insight@lyha.co.uk

Improving Customer
Experience
Our Scrutiny Committee is
overseen by our Customer
Experience Committee, a
sub-committee of our Board.
It is responsible for holding our
organisation to account on
customer issues and enabling
the LYHA team to develop
policies and services in
conjunction with customers.
It meets regularly throughout
the year and is made up of
customers, LYHA management
and Board members. Key areas
which they review include
repairs, community
engagement, customer
satisfaction and our equality
and diversity action plan.

Our plans for the future
We have clear plans in place to
address the areas where we
need to improve. Some of
these have already started and
we will continue to deliver
these in consultation with the
aforementioned groups.
These include:
Reviewing our customer
service and repairs
reporting systems
Providing more
opportunities for customers
to feedback to us and acting
on the findings
Investing in estate
improvements
Offering support and
guidance around welfare
reform
Improving our
communication with
customers

“As members of the
Customer Experience
Committee we inevitably
run the risk of being seen,
by some, as ‘company
men’. However, those who
know us as tenants are
well aware of the
numerous battles we
have fought on their
behalf over these last few
years and that we are first
and foremost tenants too.
We are fully aware of
where the organisation
needs to improve and
you can have every faith
that we will continue to
speak up and challenge
on your behalf.
We genuinely believe
that the new team at
LYHA’s helm does now
recognise and understand
customers’ concerns.
We would ask that, like
us, you support them in
making the changes
necessary and creating a
more open and positive
relationship going
forward.”
James Fernie (Customer
Experience Committee)
and Adele Rae
(Customer Experience
Committee and Board
member)
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Delivering new
homes
In 2017/18 we built 90 new homes:
60 in Barnsley and 30 in Leeds.
Building new developments
is good for us all. It not only
creates much needed
affordable housing, but also
improves the performance
of our business by generating
extra money to re-invest in
the repairs and maintenance
of our existing homes.

LYHA
£3.2m
Loans
£2.45m
Grants
£348,000

This takes our total number of
homes to 1,481 at the end of
March 2018.
The amount invested in our
new build programme was
£5,937,000 which was
funded by:
LYHA £3.2m
Grants £348,000
Loans £2.45m

Newstead Road,
Athersley
Back in July we opened a
27-home new build
development in Barnsley,
all fully let to local families.
This great looking scheme of
21 two-bed and 6 three-bed
homes was built on a
brownfield site in the heart of a
community, next to a school.
We ran a competition for pupils
at the school to come up with
names for the two new streets
and the winning entries were
Recreation Avenue and Pit

Field Close - a nod to the area’s
mining past.
These new builds have
increased the number of
homes we own and manage in
Barnsley to 143 and we are
proud to be one of Barnsley
Council’s preferred
development partners.

1,481

total homes
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In 2018/19
we will build
another

46

new homes

Shared ownership

St John’s House
Our new St John’s House
development provides 23
stunning apartments within
walking distance of Leeds City
Centre. The new building,
which replaces a former
sheltered scheme owned by
Leeds City Council that had
been empty for some time,
has been designed to
complement the red-brick
Victorian and Georgian
terraced houses in the
surrounding area.
It has provided much needed
affordable accommodation
for local people and families
who are delighted with their
new homes.

Shared ownership is a new and
successful venture for LYHA.
It offers an affordable way for
people who would not be able
to afford to buy a house
outright to be able to get on
the property ladder: buying a
share in their own home
whilst paying rent on the
remaining share which can be
purchased later.
So far, we have built and sold
28 homes for shared ownership
and have a further 19 planned.
One of our customers has
recently increased their ‘owned
share’ to 100% and now owns
their home outright.
For further information about
shared ownership and how to
increase your share, please visit
www.lyha.co.uk/sharedownership

“I am delighted
with my new home
I’ve bought
through LYHA’s
shared ownership
programme. It has
enabled me to get
back on the
property ladder in
a house and area
that I love, close to
where I work and
where I have family
connections.”
Kate Whitham

The amount
invested in our
new build
programme

£5,937,000
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Welfare reform and
what it means for you
Universal Credit is coming to
Leeds in October.
If you live in any of our other
areas then the Universal Credit
roll out will have already
started. You may have been
moved onto it if your
circumstances have changed,
otherwise you will be notified
by the DWP when you are.

“What does it mean
for me?” you might ask.

Here’s our guide to the facts,
where you can find out more
and how LYHA can help you.

What is Universal
Credit?
Universal Credit will replace
six benefits/tax credits by
combining them into one
single monthly payment.
It is a working age benefit,
so if you are of pension age
you will continue to claim
pension credit and housing
benefit instead.

Which benefits
are affected?
The benefits that will be
replaced by Universal
Credit are:
Income-based Jobseeker’s
Allowance
Income-related Employment
& Support Allowance
Income Support

Housing Benefit
Child Tax Credit
Working Tax Credit
The payment will be calculated
and paid monthly in arrears
directly into your bank account.
Any other benefits you are
entitled to will continue as
normal.
The biggest change 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
first. It is due on the 1st of
every month. If we don’t
receive your rent regularly your
tenancy could be at risk.
We offer a range of flexible
ways to pay including: direct
debit, bank transfer, debit card,
post office payment card and
online via our website:
www.lyha.co.uk/pay-my-rent
To find out more simply call
our housing services team on
0113 278 3335.

Who will be affected
and how can I claim?
You will only need to make a
Universal Credit claim if you
have a change in
circumstances, need to make
a fresh benefit claim or are
new to the area. Otherwise
you will be contacted by
The Department of Work
and Pensions (DWP) to be
transferred over later.

All new Universal Credit
claims must be made online at
www.gov.uk/universal-credit
via a PC, tablet or smartphone.
To make a new claim you
will need:
An email address
A bank, building society or
credit union account
Your weekly rent and
service charge figures
Your income details and
those of the people living
with you (including benefits)
Your National Insurance
(NI) number and the NI
numbers of other
household members
You can get ready for
Universal Credit by setting up
an email address and opening
a bank, building society or
credit union account now (if
you don’t already have one).
All claimants will be assigned
a work coach to help you use
the online system and an online
journal to manage your claim.
Your work coach will be able
to discuss the financial impact
of moving to Universal Credit
and may be able to offer an
advance to bridge any
benefits gap.
Please make sure you keep
your journal up to date
and inform LYHA when you
move onto Universal Credit -
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Money matters
(How we’ve spent our money)
as we won’t be notified any
other way.

Where can I find
out more?
There are a number of
agencies available to offer
advice and support:
Citizens Advice Bureau
www.citizensadvice.org.uk
Government website
www.gov.uk/universal-credit
Benefits calculators
www.gov.uk/benefitscalculators
www.turn2us.org.uk/
benefitscalculator
Leeds Welfare Rights Unit
www.leeds.gov.uk/residents/
council-tax-and-benefits/
welfare-rights

We are proud to have been awarded
the V1 rating for our financial viability;
the highest regulatory grade given by
the Regulator of Social Housing.
A V1 rating means that we are
managing our finances in the
best way possible and are in a
strong position for effectively
managing the risk we face in
the future.

How we spent
Rents and Service
Charges in 2017/18

Total spent on repairs
2017/18: £796,000
2016/17: £391,000
What we spent on estate
improvements
2017/18: £23,325
2016/17: £26,503

Barnsley Welfare
Rights Service
www.barnsley.gov.uk/
services/advice-benefitsand-council-tax/benefitshelp-and-support/welfarerights-service

What we spent on community
investment projects
2017/18: £34,900
2016/17: £20,138

2018/19 spending

Management 1,860

Your local library is a
great place to start if you
are looking to learn
computer skills.

What we will spend on
improvements to our homes
£1,515,000

Routine Maintenance 796

How we can help

What we will spend
on new builds
£5,937,000

Bad Debts 84

Don’t worry, our team is on
hand to help and answer any
questions you might have.
Simply contact us to arrange
a consultation with one of
our Income Management
Officers. We can do this
either by phone, at our
offices or we can visit you
at home.

(figures in 000’s)

Service Charge Costs 263
Planned Maintenance 415
Major Repairs 107
Depreciation of
Housing Properties 968
SHPS Pension 9
Other Costs 9

Total spent
on repairs

£796,000

Loan Interest 617
Loan Repayments 601

Total 5,711,000
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Our Team
Executive Management Team

Senior Managers

Mark Pearson
Chief Executive

Joanna Chambers
Head of Home & Growth

Michael Driscoll
Housing Services Manager

Adam Hutchinson
Director of Finance
& Performance

Gavin Fisk
Head of Operations

Wayne Fox
Property Services Manager

Our Board
Mike Gaskell (Chair)

Andrew Orrey

Philip Johnson

Liz Sandwith

Gail Teasdale

Anne McMaster

Jon Prashar

Adele Rae

Victoria Tolmie-Loverseed

David Craig

Jack Harrington

Simon Edwards

Thank you
A big thank you to everyone - customers, staff and partners - who helped us to produce this
Annual Report.
If you have any comments or questions, or would like this report in large print or a different
language, please contact: Georgina Thompson, Marketing Officer, Tel: 0113 220 8121
or Email: georgina.thompson@lyha.co.uk

Get in touch
For all general enquiries:
info@lyha.co.uk
0113 278 3335
@LYHAtweets
/LeedsYorkshireHA

