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Welcome to the Leeds Jewish Housing Association (LJHA). LJHA has a rich history that stretches back to
when the organisation was founded on 22nd October 1953. Our properties are located around the LS17
postcode of Leeds within the areas of Moortown and Alwoodley.

A timeline of our properties and history is displayed in our reception in Stonegate Way, so visitors can see the
rich history of development LJHA has had over the past years. We have so much history to show off that the
timeline displayed in our reception is over 14 foot long!

This Tenant Handbook will provide a detailed overview of the many services LJHA provide as well as
information regarding your tenancy; this includes instructions for when you start your tenancy as well as
ongoing matters such as rent and repairs. Please ask us about any additional information relating to the block
or street where you will be living.

You may need more information on the standard your home should be found in and left in. This can be found
in the ‘Lettable Standards’ document, which can be viewed on LIJHA’s website along with other useful
information. Alternatively, a copy can be obtained from the office. Contact numbers and other useful
information can be found at the end of this document.

The handbook also contains details of LJHA staff and their roles. Please note that this will be correct at the
time of publication, but we will let you know of any staff changes.



Once You Have Moved In

One of LJHA'’s Housing Services team will visit you at four weeks and six months after the commencement
of your tenancy to check how you are settling in, and will visit again 11 months prior to an assured tenancy
being issued. However, please contact us if there is anything you need to check or ask.

Getting Connected

On the day your tenancy starts you should read the meters and let the gas, electricity and water suppliers
know you are the new tenant. You can register online with Yorkshire Water as well as contacting them by
them by telephone, you must do this on the day tenancy starts so that you can start paying regularly.

If you wish to have a water meter installed please contact Yorkshire Water and notify LJHA of your
intentions.

Gas and Electricity Suppliers

The choice of power suppliers is up to the individual tenant, but it is essential that the office has details of
who the new supplier of gas and/or electricity is.

Property Alterations

You will need to apply for permission in writing to
LJHA if you want to carry out alterations to your

property.

These can include replacing your kitchen or
bathroom, adding electrical sockets or the
installation of wooden flooring (ground floor flats &
houses only).

As per the conditions of your tenancy, if you do not
have permission in writing from LIJHA before
proceeding you will be charged with all costs
Incurred in removing these finishes.

Some alterations may need Planning Permission
and Building Regulations Approval; tenants are
responsible for arranging and paying for this.

For more details contact the LIJHA office or see the
Rechargeable Repairs Policy.




Once You Have Moved In

Insurance

Below is some more information on what is and is not covered by our building insurance. It helps you understand
what we are responsible for and what you must cover yourself. LJHA insures the structure of our premises and
the fixtures and fittings against fire, storm, flood, theft and other perils.

« What is Covered

This insurance protects the building you live in. It covers damage caused by
unexpected events.

[.| The Building Itself

The insurance protects the physical structure of the property. This means if
something major happens to the building, the landlord can claim for repairs.

It covers:

« Walls, roof, ceilings, floers — including damage from storms, leaks,
accidents or other insured events,

« Pipes and drains - including underground pipes.

« Electrical wiring and heating systems — including boilers and fixed
radiators.

« Built-in fixtures - like fitted kitchens, cupboards, and bathroom suites.

« Qutbuildings and outdoor areas — such as garages, sheds, fences, car
parks, paths, and garden structures.

+« Windows and doors - including glass and frames.,

s+ Landlerd-owned equipment — such as outdoor lighting, fixed signs and lamp
posts.

This protection ensures that if the building suffers damage, it can be repaired without
tenants having to pay.

~ Damage From Events Like
The insurance pays for damage caused suddenly or unexpectedly, including:

+ Fire or explosion = including smoke damage.

« Storms, wind, or floods — damage to roofs, walls, windows, or surrounding
areas.

« Escape of water — burst pipes, leaking tanks, broken water systems.

« [mpact damage - from vehicles, falling trees or animals.

+ Malicious damage - including vandalism and some tenant-caused damage
(not accidental damage).

These are events that tenants cannot prevent and would otherwise cause very
expensive repairs.




Once You Have Moved In

Insurance

x What is NOT Covered

It is important to know what the insurance does not pay for.

@ Your Personal Belongings
The insurance does not cover anything you own, such as:

Furniture

Clothing

Electronics and gadgets
Jewellery

Bikes or prams

You must get your own contents insurance to protect your belongings.
[@ Damage Caused Slowly Over Time

The landlord’s insurance does not cover problems that build up gradually, including:

Damp or mould caused by lifestyle (e.g., not ventilating the home)
Rot or decay

Wear and tear through normal use

Rust or corrosion

Vermin (mice, rats, insects)

These issues usually fall under regular maintenance.
1 Damage You Cause Accidentally

Accidental damage is not covered

Not covered:

Accidental breakages|

Spills, stains, bums

Water damage caused by leaving taps running
Damage from not reporting repairs early

(&) Theft in Certain Situations
Mot covered:

« Theft from gardens, sheds or outdoor areas
« Theft where there is no forced entry

¥ Other Things Not Covered

Damage during repairs, renovations or DIY projects
Damage due to faulty design or poor workmanship
Pollution or contamination (unless caused by events like fire or flood) -'.i’-'ﬁ'q:il
Losses to tenant appliances B =" Cem
Damage caused by pets "ul

LJHA does not insure contents, this is your responsibility. You should " Home:"":
always have adequate home contents insurance. Please take out your sk el i

E EEm B -II'I.-

own contents insurance to protect your belongings. gie  See _GB 2

The National Housing Federation’s “My Home Contents Insurance
Scheme” is a specialist insurance scheme provided by Thistle Tenant
Risks. The policy covers the contents and personal belongings for
tenants in social housing against loss or damage, covering most
household goods and contents in your home, including furniture, TVs,
clothing, carpets, electrical items, and general household goods. The Learn about home contents insurance
policy includes coverage of up to £500 for the replacement and
installation of locks for external doors and windows if your keys are lost
or stolen. Additional cover options can be added to the standard policy
for an extra premium.




Once You Have Moved In

Doctors and Dentists Helping Hands

If you are experiencing financial hardship and
If you are new to the area, please follow cannot afford to renew domestic appliances,
the link below. You can find GP and pay for internal decorations, or wish to make
www.nhs.uk/service-search eligible for help.

For further information, ask for the Helping
Hands Fund leaflet by contacting the Housing
Services Team.

Permission is required to keep a small pet. Permission must be sought prior to getting one. You must ask
and be granted written permission to keep pets in your home.

By domestic pet, we mean a dog, cat, small caged bird, rodent, rabbit, non-venomous
insects and small non-venomous reptiles or fish.

You must ensure that if you have a dog, you pick up and dispose of any waste in public areas.

—

Neo

=

Useful Checklist

On moving in, please:

« Contact utility providers to let them know your details and activate your
accounts.

« Contact Leeds City Council about your Council Tax.

« Inform your telephone and/or mobile phone company of your change of
address.

« Inform banks/building societies/credit card companies of your change of
address.

« Inform doctors/dentists/opticians of your change of address.

« Change your address with TV licencing

« Arrange contents insurance - remember it is your responsibility to ensure
that the contents of your home are insured.



http://www.nhs.uk/service-search

Get Involved

Would you like to get involved and help us to improve
our services to you? There are a range of ways you

can do this o stit you. Make suggestions for service improvements

Feedback is crucial for running a successful
business, and we aim to act on feedback and
suggestions provided to us by tenants.

Read our newsletters

We will send you a newsletter regularly throughout
the year to keep you up to date with what we are
doing, important changes to make note of and any
events or special occasions to be aware of.

Please call, e-mail or send us a message with
your suggestions.

Join us on social media

LJHA have Facebook and Instagram accounts that 8 Get Involved!
tenants as well as members of the wider community LTHA LA Strateic Priorities:
can utilise. ¥

You can send us a message via social media at any
time. Please note the social media accounts are not
monitored 24/7, and we will reply to your query as
soon as possible during working days.

Relationship &
Engagement

Be Honest As
A Business

Enhancing Development &
Our Homes Growth

Strengthening
Our Brand

Visit our website

Our website at www.ljha.co.uk has information about
our services as well as various ways to contact us
online.

Keeping You Informed Tenant Representatives

Tenant Representatives collate and communicate areas of
concern or ideas in their block or street, as well as
informing their neighbours about things that are
happening.

LJHA wants to give tenants a way they
can influence the association. There are
a variety of ways you can get involved
with LJHA and other tenants.

Hot Topic Groups
Resident Consultative Group (RCG) These are topic-specific groups who provide opinions
to staff on services they are receiving or where services
have dropped, for example tenant satisfaction,
gardening or repairs.

The RCG feeds directly into the LJHA
Board, Operations Sub-Board and
Finance, Risk and Audit Sub-Board. This
means that residents can influence the
overall organisational strategy of LIHA. How do | join a group?

You can contact Simon Phillips to tell us what you are
interested in. You should be willing to volunteer your time,
have good analytical skills and be able to take an objective
view.

’Q
» "o

You may need to work on your own and in a group,
either at home, or in another designated area.

Become a volunteer

WhatsApp Join  our WhatsApp

Broadcast group. Your
phone number won'’t be
seen by anyone else.
To be added, please
message Simon
Phillips, Community
Engagement Officer on
07584 601192.

Volunteers contribute their time and energy to benefit
others in their community. LJHA seeks volunteers to
assist in their schemes with social functions, tenant trips
as well as ad hoc help with different services. For more
information contact LJHA and ask about volunteering.



Paying Your Rent

(D
How do | Pay?

This will be set up at the start of your tenancy; if you move from housing benefit to paying the rent yourself;
direct debit is the preferred method of payment.

Your rent is due every Monday, which needs to be in advance. For example, if you pay weekly, this needs to
be a week in advance etc. You can pay by:

* Direct Debit. This is the preferred method of receiving payment and a form can be completed when you
sign your tenancy agreement.

* At the LJHA Reception in Stonegate Way, Queenshill Avenue, Leeds, LS17 6FD.

» Through Housing Benefit/Universal Credit. If all of your rent is covered by Housing Benefit, it will come
direct to LJHA. If housing benefit only pays some of your rent, you will need to pay the rest by Direct Debit. If
you receive UC, you will need to set up a DD to pay your rent.

* By cheque

» Cash payments, however we can only accept cash payments up to £500

» Debit or Credit card

How can | check where | am up to with my rent?

A member of our Housing Services team will be happy to assist with any rent queries. Please call LJHA
or visit us to enquire about your rent.

Can | get help to pay my rent?

You may be able to get housing benefit to help pay some or all of your rent. It depends on your income,
how big your family is and how much you have in savings.

What happens if | don’t pay?

If you get into financial difficulties and fall behind with your rent, please contact LJHA’s Housing Services
team for help. We will, however, take legal action against people who refuse to clear their debt and they
may even lose their home.

Useful contacts

Leeds Citizens Advice Bureau
0113 223 4400
www.citizensadviceleeds.org.uk

Welfare Rights
0113 376 0452
https://www.leeds.gov.uk/residents/ council-tax-and-benefits/welfare-rights

Step Change (aka Consumer Credit Counselling Service)
0800 138 1111
www.stepchange.org


http://www.citizensadviceleeds.org.uk/
http://www.leeds.gov.uk/residents/
http://www.stepchange.org/

Paying Your Rent

. ]
Trouble with the Rent

You must pay your rent when due. Failure to pay your rent on time means you have not kept to your
tenancy agreement and could be at risk of losing your home.

However, anyone can get into money trouble from time to time. You might not be claiming the right
benefits, or you could have lost your job or been unable to work because of iliness. The rising cost of
living and the demands of household bills can add to the worry.

Get in touch

If you are struggling to make ends meet, please get in touch with us straight away - by keeping the
problem to yourself the debt can get worse. If you don't let us know, we can’t help you and you could risk
losing your home.

Expert help

Ask to speak to the Housing Services team who will give you friendly, free and confidential help.

They will:

» Check if you're entitled to any benefits.

» Make sure you'’re getting all the right benefits.

* Give you claims forms and help you fill them in.

» Explain any complicated benefit rules.

 Help you manage your cash.

Legal action

We always try to help people to get out of rent debt. But we will take swift legal action against anyone
that refuses to pay. We start by telling the tenant officially that we plan

to take them to court and that they could eventually lose their home. This is called “Notice of Intention to
Seek Possession”.

Remember, we are here to help!




Repairs

As an LJHA tenant, you have a right to get repair work done when you report a problem. We strive to
improve our service all the time and now actively seek customer feedback on as many repairs as possible.

LJHA's Responsibilities

As your landlord we must, by law, keep the main structure and outside of your home in good repair.

We must also carry out certain essential repairs that could affect your health, safety and security. This
includes faulty electrics, blocked drains, doors and windows that can’t be secured, heating breakdowns,
burst pipes etc.

We are responsible for most repairs to the fixtures and fittings that were provided by LIJHA inside your
home and are required to carry out repairs in the communal areas.

What you are responsible for

We will carry out most repairs to your home but we do expect you to repair some items yourself. If something
gets broken, you may have to pay for it to be repaired yourself.

We expect you to keep your decoration in good condition. Other repairs that would be classed as
your responsibility include:

» Blockages to waste pipes in the kitchen or bathroom which you have caused.
« Testing smoke and carbon monoxide detectors and reporting any faults to LJHA. LJHA are responsible
for replacing faulty or expired smoke and carbon monoxide detectors.
« Re-fixing or replacing toilet seats.
« Repairs to your own white goods (fridge/ freezer, washer machine, any repairs or home improvements),
any repairs to your own DIY etc.
« Any works you carry out must be pre-approved.
Further information can be found in the Rechargeable Repairs Policy. We also ask that you report any repair
as soon as possible, make sure you provide access when arrangements have been made and also take
responsibility for checking ID badges before letting anyone into your home.

When you report a repair you will be given an appointment for an LJHA operative or approved contractor
to attend regarding the repair at a mutually convenient time.

Our staff will allocate your job into one of three categories depending on its severity:
Emergency
Urgent

Routine




Repairs

(D
Types of Repair

Emergency Repair

A repair to be made safe within 24 hours: Where action is required to prevent a serious risk to
health and safety, major damage to the structure of the property or results in the property being
insecure. When reported, you will be asked detailed questions to ensure the repair is a genuine
emergency. It may be that follow-up repairs need to be undertaken at a later date.

Please call 0113 320 7777 and choose option 1. You will then be connected to one of our team.
Wherever possible, the completion of out of hour’s repairs will be deferred to the next working
day; e.qg. total electrical failure, uncontrollable leaks, heating/hot water failures in winter months
(cold weather) etc. During out-of-hours, it is the responsibility of the tenant to arrange any lock
changes themselves.

Urgent Repairs

A repair to be attended within 7 days: Repairs which seriously affect your comfort or cause
damage to the property. These repairs could be plumbing or drainage faults, extractor fan not
working in the kitchen or bathroom, roof leaks etc.

Routine

A repair to be attended within 28 days: A routine repair is where there is only a minor
inconvenience in the short term, where there is no immediate danger to your health and safety
and a low likelihood of any damage to people or the property.

Routine repairs are for the likes of rehanging or easing a door, general heating repairs, fixing
cupboards or units, small external repairs etc.

In some cases, a repair may take longer if it is affecting a number of residents in a large area.

Our repairs service will not repair or replace parts just because they are old or for cosmetic

reasons.

g
-
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On completion of the work, you will be asked to complete a Satisfaction Survey by telephone
through an independent company called Service Insights. The contractor or LJHA may also
follow up with a phonecall. If you are not happy you should tell us what went wrong. If you still
think the work hasn’t been done properly, you can put in an official complaint.




Repairs

Rechargeable Repairs

You are responsible for your home, so all
repairs due to damage or neglect may be
rechargeable. We will inform you if the
repair is rechargeable at either the time you
report it or when a contractor goes to
assess. Please see our Rechargeable
Repairs policy for more information and
Tenancy Agreement.

In some cases, it may be after the repair
has been attended to. For example, where
no repair was found, or where the repair
was found to be your responsibility.

Failed access appointments may also be
charged if you persistently do not inform us
that you will not be at home, or refuse
access. Loss of keys and repairs to
improvements carried out by yourself will
be recharged.

(D
Gas Check

As a landlord, we are legally responsible for the
safety of our tenants in relation to gas safety. If you
have agas installation in your home it will be
checked every year. It is intended to protect you
and your neighbours from any potential hazards.

By law we must repair and maintain gas pipework,
flues and appliances in a safe condition. We do not
maintain your own appliances such as cookers but
we do make sure they are safe to use. If they are
not, we will turn them off and disconnect them.

We will carry out an annual gas safety check
through our Gas Safe registered contractor,
keeping a record and issuing you with a coEy of
the certificate. When your annual gas check is due,
you will be contacted with an appointment. If we do
not ?ain access to your home to carry out the
landlord's gas check, we may have to resort to
legal action or capping your gas supply.

(D
Smoke and Carbon Monoxide Detectors

It is our responsibility to install, repair or replace faulty or
expired smoke alarms and carbon monoxide detectors
(including batteries). Smoke and carbon monoxide
detectors will be fitted in rooms with fixed combustible
appliances, excluding gas cookers. You are responsible
for testing and to notify us of any faults. LJHA are
responsible for repair and replacement. This doesn't
apply to shared and leaseholders.

If the appliance bleeps you should:

» Check for sign of low battery.

« Open all your windows. If this is not possible, then
vacate the premises.

« Call Transco on Freephone 0800 111 999 and tell
them the problem.

Repairs to empty (Void) properties

When a property becomes empty we will
carry out repairs bringing it up to the LJHA
lettable standard.

Power Failure Emergency
In case of complete power failure, please call 105 and

you will be connected to the local electricity network
operator.

Gas leaks or smelling gas

Report all gas leaks to Transco/National Grid on
0800 111 999.

You must not touch any electrical appliance,
plug or light switch. After notifying National Grid,
phone the office immediately if during office hours.

When the office is closed, phone the emergency
number: 07776296318.

Gas and Electricity Suppliers

The choice of power suppliers is up to the
individual tenant, but it is essential that the office
has details of who the new supplier of gas and/or
electricity is.



Stop Damp & Mould
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Condensation can be created by cooking or boiling water, baths or showers, or drying clothes indoors,
especially on radiators.

To stop condensation forming, produce less moisture by covering pans and turning down the heat when
boiling, switch off boiling kettles, dry clothes outside or in a well-ventilated room. Ventilate to let the moisture
out, by opening a bathroom or kitchen window for a while to let the steam escape, and use an extractor fan.

You should also open windows for a while each day to change the air in your house. Windows can be left
open a fraction and still be locked (night vent). Wipe down where moisture settles. Also, keep your trickle

vents open at all times.

It is also important to keep your home warm by low background heat; this need not result in significantly

increased heating costs.

Bins

Please dispose of your rubbish
responsibly. You may either have your
own grey and green bins, or have
communal bins, depending on
whereabouts your property is located.

If you have any large or bulky items, you
can arrange for these to be collected by
Leeds City Council's Refuse team. For
more information, see
https://www.leeds.gov.uk/residents/bins-
and-recycling/book-an-unwanted-items-
collection

Security

LJHA is ever mindful of the need for extra
security in this day and age. As a Jewish
housing association, some of our sites are
monitored by security cameras provided by the
Community Security Trust. All staff are issued
with Identification Badges which show their
photographs and must be worn at all times.

It is very important that tenants do not let
anyone into their home unless they have proof
of identity. If in doubt, phone the office. Many
people have been taken in by unscrupulous
people posing as an “Inspector”.

Electrical work

The office MUST be notified of all electrical work
undertaken by a private contractor, either now or in
the future.

The work has to be tested by a Member of the
National Inspection Council for Electrical Installation
Contracts (NICEIC) or similarly accredited, and a
Certificate iIssued and sent to the office.

This is a requirement of the Electrical Industry
Regulations 16th Edition.

Take Precautions Before You Go Away

There are things you can do to keep your home
as safe and secure as possible when you are away:

* Buy time-switches so that your house lights come
on automatically in the evening.

» Cancel deliveries like milk and papers.

 Turn off the electricity supply unless you have a
frleeﬁer (in which case you should unplug everything
else).

* Turn off the water supply.

* Close all the windows and internal doors (lock the
windows if you can).

* Lock the outer and outhouse doors.

* Lock sheds and garages if you have one.

* Tell your neighbours you will be away.

» Ask someone to keep an eye on your house by
pushing through mail and closing curtains.

* Any police station will give you more information
about crime prevention by dialling 101.

* Let LJHA know.



Energy and Water-Saving Tips

Close windows before turning on your central heating, and make sure curtains or furniture are not in front of
radiators.

Washing machine and tumble dryers: Always wash a full load and if you can't, use a half-load or economy
programme if your machine has one. Always use the low temperature programme.

Don't put really wet clothes into a tumble dryer; wring them out or spin-dry them first. It's much faster and it
will save you money.

Dishwashers: Try and use the low temperature programme and ensure you wash a full load.

Pots and pans: Choose the right size pan for the food and cooker (the base should just cover the cooking
ring) and keep lids on when cooking. With gas, the flames only need to heat the bottom of the pan. Don't
use more water than you need.

Kettles: Heat the amount of water you really need and if you're using an electric kettle, make sure you
cover the elements. If you're gasping for a cup of tea, you'll get one quicker if you only boil the amount you
need.

Taps: In just one day, a dripping hot water tap can waste energy and enough water to fill a bath. Make sure
they're off.

When making toast, use a toaster rather than the grill.

Don’t open the oven door during cooking; the oven temperature reduces by 25 degrees each time the door
is opened.

Switch off electrical appliances when not in use. Items left on standby use up to 85% of the energy that
would have been used if fully switched on.

Always wash a full load of clothes and use the economy setting if your machine has one.

Tip:- If you use a washing powder and find that this doesn’t fully dissolve on the economy setting, try using
a washing liquid instead.

Instead of washing and preparing vegetables under a running tap, fill a bowl! of water or part fill the sink.
Always wash up in a bow! or the sink rather than under a running tap and use another bowl or sink full of
clean water to rinse.

Energy Labels

By law, the European Community
Energy Label must be displayed on

Washing

E n ergy machine all new household products of the
Manufacturer following types displayed for sale,
Model hire or hire-purchase:
More efficient = Refrigerators, freezers and fridge-
m freezer combinations
@ * Washing machines
D * Electric tumble dryers
E :

* Combined washer-dryers
: - Dishwashers
Less efficient
Energy consumption 095 * Lamps

KWhicycle
e or e et result 1 80°C

* Electric ovens

certumpnee e

2y . ACCHANCE I3

Washing performance ABCOEFG * Air conditioners

A migher G lower

Spin drying performance Arcoera Mail Order catalogues, Internet

g ity 1400 advertisements and manufacturers’
Capadity (cotion) kg = literature must contain similar

Waler consumption / 55 information. You should expect to be
Noise Washing provided with this information wherever

(dB{A) re 1 pW) Spinningl__12_| you buy or hire these products.




Looking After Your Home

Itis illegal to smoke

Smoking or vape in
Safety shared/communal
: areas.
Advice
J If you smoke
—\~ Use a deep ashtray.

Cigarettes are less
likely to fall or roll out.

While you are smoking
Always stay near the cigarette
while it is bumning.

If you feel sleepy

Never smoke in an armchair
if you think you may fall asleep.

Never smoke in bed.

When you have
finished smoking
Put the cigarette out
safely.

Put water in the ashtray before
emptying it into the bin.




Anti-Social Behaviour

Leeds Jewish Housing Association recognise that anti-social behaviour (ASB) can make the area in
which people live an unhappy, unpleasant and sometimes frightening place to live and relax in. There
are some things that would reasonably be expected when living close to others, such as children
playing. However, the use of abusive and/or insulting words, or the playing of loud music at what is
accepted as unsocial hours, can be classed as ASB.

It is important that you keep a record of anything which you think may be ASB. This will help us to
investigate the issue/s.

LJHA recognise that there is a difference between ASB which is capable of causing nuisance or
annoyance, and crime which is doing something forbidden by law.

LJHA are clear that criminal behaviour or criminal activities undertaken by tenants, families, friends or
visitors on LJHA property associates, will be reported directly to the police. This can be done
anonymously online if you do not want to give your name.

Report it
Sort it

Say No

to HATE :

IN AN EMERGENCY

ALWAYS CALL 999

Deaf or speech impaired

= Text Relay 18001 101 WEST YORKSHIRE

POLICE
‘ westyorkshire, A = .
ittt Wwww.westyorkshire.police.uk/hatecrime




LJHA recognises that the quality and appearance of our homes is important to our tenants and we aim to
provide a high standard and well-presented home that is safe, functional and clean.

The aim of our standard is to ensure we present properties to new tenants that they can maintain to the
same good standard they receive it in.

LIJHA will ensure properties are let as quickly as possible whilst ensuring they still meet the lettable standard
including all health and safety regulations.

The lettable standards booklet will include all the information you will need. This can be found on the LIJHA
website. If you would like a hard copy, we can provide this.

All new tenants will be issued with:

* An inventory detailing condition of all areas of their home

* Energy performance certificate




Mutual Exchange

If you can't get a transfer, you could think about swapping your home without going through the
normal rehousing system. You can exchange with another LJHA tenant, or a tenant of another
housing association, or a council tenant, or the tenant of a new town development corporation. This is
called a “mutual exchange”.

When you have found an exchange partner, you should tell LJHA who will tell you what to do next.
Before an exchange goes through, you’ll need to get our go-ahead in writing.

By law, we must agree except in certain situations such as:

*Tenants from either household are being taken to court for rent arrears.

*The home would be too big, or too small, for people you're swapping with.

*The proposed tenant does not meet the Association’s published criteria.

LJHA is in partnership with Leeds City Council and has access to House Exchange. This website

assists tenants wanting to move to other parts of the country. Contact LIJHA for further information
— see www.houseexchange.org.uk.

Ending Your Tenancy

To end your tenancy, you must complete a termination of tenancy form (obtained from our offices).
Four weeks’ notice is required and will commence from the Monday after receipt of the completed form.

The Housing Manager will contact you upon receipt of this and arrange a mutually-convenient appointment to
conduct a pre- void inspection, the purpose of this is so that tenants are fully aware what can and cannot be
left in properties, and give the tenant the opportunity to make good any repairs that may be rechargeable prior
to the tenancy ending.

Keys to the property need to be returned no later than 9am on the day the tenancy terminates. If the keys are
not returned, the locks will be changed and recharged to the tenant.

On the day the keys are returned, LJHA's Surveyor will inspect the property; the outgoing tenants are
welcome to attend this inspection.

Tenants are responsible for ensuring all utilities have been finalised and that these have all been paid for the
property.

Shared Ownership

If you want to buy a private home but can’t afford the full price, you can buy part of a home instead of all
of it.

A “shared ownership” scheme lets you buy from 25% - 75 % of a newly-built LJHA home. You pay rent
for the remaining share.

For more information, contact the Housing Manager.



@ How we
deal with
Complaints

-1 An investigation is carried out by the member of staff appropriately
placed to deal with the area of complaint raised. This is overseen by

the “complaints officer”. The target time for responding to
complaints is 20 working days from the dateof receipt.

' You have decided that you are unsatisfied with LJHA, so
. you decide to contacts us via email, telephone or visiting
us at our reception.

We will always try and resolve any problems
at the first point of contact. If weare unable to
do this, it will be progressedinto an official
complaint. If it is not resolved at this early
stage then it will be referred to the formal
process.

If the complainant is not happy with the outcome of Stage 1, the
complainant should contact the complaints officer, statingwhy the
outcome is not acceptable. The contact must be made within 20
working days of receipt of the outcome letter in Stage 1.

The stage 2 review will be made in consultation with a member of
the Management or Executive Management Teams. A formal
response will be sent within 20 working daysof the request for
review being received.
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STAGE 2

This concludes the internal process. If a resident is dissatisfied with how their individual
situation is being handledandfor with the outcome, they can contact the Housing
Ombudsman. In cases where the complaint involves the complaint officer, a member of
management or the Executive team then the complaint will be directed to the Board.

How to make compliments o
complaints:

J& &

Telephone Al our
reception

Frivolous, wexatious or persistent

What we don't deal with as complaints:

complaints:

283 £

Meighbour Muisance Renls & Lattqr oF
disputes & ASE charges email call

Persistent
Complaints Complaints Complaints

Frivalous Vexatious

LJHA is committed to the provision of a high
guality of service to our customers. We
welcome complaints, comments and
compliments. We reserve the right o refuse
to deal with comolaints that are oursued

unreasonably or in an aggressive or abusive
manner. We do not deal with requests for a
saervice, as well as problems with
organizations we do not have the power to
deal with.



A Fair and Equal Housing Service

(D
Protecting Your Rights

We recognise that some people can be at a disadvantage because of their sex, gender reassignment, age,
race and ethnicity, religion or belief, marital or civil partnership status, pregnancy or maternity, sexual
orientation, or physical disability.

There are laws to protect the rights of these groups. We fully support these laws and back them up with
our own policies to make sure that we, and anyone we employ, treat all our customers equally.

A Fair Service

We collect statistics about people to check that our equal opportunities policies are working.
We will continually review our policies to ensure that all tenants obtain a fair and equitable service.

An Equal Opportunities Workforce

We want our workforce to be representative of the wider community, so we're keen to employ people
from all different backgrounds.

Culture

As a Jewish housing association, it would be highly appreciated if
you didn’t move into your home on a Sabbath or festival, or carry
out any work which would create a loud noise. For a list of
festivals, please see the Culture Handbook.

The Queenshill Chassidishe Synagogue is situated in the
MAZCC, Queenshill Approach, Leeds, LS17 6AZ. The
synagogue hold weekly Shabbat services in the morning
throughout the year, and every Yom Tov/Festival.

John Diamond, President, can be contacted on 0113 268 7364

Any LJHA tenant wishing to become a member, whether living on
the Queenshill Estate or not, is warmly welcomed.

Saturday morning services begin at 9:30am.

LJHA Staff: Whos' Who

We have a small team of people who keep the organization running, so you may get to know people very
quickly. We operate in four main departments, with the organization overseen by our Chief Executive Mark
Grandfield. You can find more information in our Staff Structure Chart on the next page.

Our Sheltered Housing Team is managed by our Sheltered Housing Manager, Karen Woldman. She
supervises the team of Housing Support Workers, who provide a support service for our Sheltered Housing
tenants.

Housing Services are managed by our Housing Manager, Sophie Roberts. Her team of James Fletcher,
and Simon Phillips provide assistance to tenants. James is our Housing Officer; Simon is Community
Engagement Officer.

Property Services are managed by Matt Harmon. His team of Jamie Rotherham, Abi Frankland, Claire
Margerison, Steve Robinson, Richard Lee, and Tim Lumb make sure that all repairs and improvement works
are carried out on time, to a high quality and to regulatory standards.

Overseeing Finance is our Finance and Resources Director, Harjinder Sandhu, who manages the back
office team of Annabel as Finance Manager, and Harry Rall as Finance Officer.

Kerry Phillips is our HR and Resources Manager, and Complaints Officer.

Sarah Marah provides administrative support across the organization.



A Fair and Equal Housing Service

LJHA Staff Structure Chart

Building on a strong foundation
A
Chief Executive Officer V.V
Mark Grandfield & L
LTHA
Director of Operations Director of Finance & Resources
Craig Simons Harjinder Sandhu

| I
Property Services 5 HR & :

Manager Housmg Manager Peaites Finance

Sophie Roberts M Manager

Matt Harmon anager Aarabal

Kerry Phillips S

Data &
Systems
Manager

Liam

Temporary McDaid

B Deputy PS Housing

Manager Officer ) )
Jon Conwa James Fletcher Administrator Fm;mfe ?Rfﬁ:cer
Compliance Sarah Marah allyifa

Officer Community
Abi Frankland Engagement Part-Time
Officer Part-Time Service Charge
Compliance Simon Phillips Complaints Officer
|| Tgchnlcian Officer Gita Heer

! : Richard Lee Chris Lord

Compliance
Technician
Steve Robinson

Facilities Co-
ordinator
Claire
Margerison

You can find more information on our team on our website at http://www.ljha.co.uk/about-ljha/our-staff-team.
You can also learn more about our Board and Sub-Board members on our website. Our Board of
Management take the overall responsibility for leading LJHA whilst our 2 sub-Boards monitor activity at a
more detailed level.

The Operations Sub-Board focus on the operational performance of LJHA with relation to all tenant-facing
and property-related services.

The Finance Audit and Risk Sub-Board focus on all aspects of Finance, Audit, Resources and Risk.



Useful Numbers

Gas Leaks
Free 24 hour phone line: 0800 111 999

Power Failures Freephone line: 105

Police

Police Emergency: 999

Non-emergency: 101

CST Security

24 hour incident number: 0800 032 3263

Childline 0800 1111

Adult Social Care 0113 222 4401

Jewish Women'’s Aid for Jewish Women Experiencing Domestic Violence

0808 801 0500 Mon-Thurs 9.30am-9.30pm
24-hour National Domestic Violence Helpline 0808 2000 247

Leeds Jewish Representative Council
0113 269 4211

Samaritans
0113 245 6789
Freephone 116 123

Step Change (debt management)
0800 138 1111

Citizens Advice Bureau
0808 278 7878

LJHA have a close relationship with the Leeds Jewish Welfare Board, based at the
Marjorie and Arnold Ziff Community Centre (MAZCC). Services available include
activities for social well-being and social integration, including dementia awareness,
mental health, loneliness, art and craft classes, babies and toddler groups, and a
E"‘J'WB group for men.

PR There s also a cafe and restaurant.
To contact the LJWB, please call 0113 2684211

The address of the MAZCC is 311 Stonegate Road, Leeds LS17 6AZ



Travel Information

http://www.leedstravel.info

Realtime travel and traffic information for Leeds and West Yorkshire, including live CCTV and mobile phone
SMS services.

https://www.wymetro.com/
Bus and train information and timetables for West Yorkshire

Cycle Information
Details of cycle path network and routes can be found on website www.sustrans.org.uk

Car sharing schemes
For details of local car sharing schemes, visit www.liftshare.com

Other Useful Websites

Energy Saving Trust
www.est.org.uk

WRAP (Waste and Resource Action Programme) helps individuals, businesses and local authorities to
reduce waste and recycle more, making better use of resources and helping to tackle climate change.
www.wrap.org.uk

Recycle Now
www.recyclenow.com

Green Building Store
www.greenbuildingstore.co.uk

Local household waste recycling centre

Meanwood Road, Leeds, LS7 2LP

Opening times (Monday to Sunday 8am to 4pm - except Christmas Day, Boxing Day and New Years Day)
8am to 4pm - November to March

8am to 6pm - March to October

Sainsburys Glass, Paper and Plastic Recycling
9-11 Moor Allerton Centre, Leeds, LS17 5NY


http://www.liftshare.com/
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