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Improving Homes
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If you would like this document in your language, large print or Braille, please
contact your Neighbourhood Housing Office, who can do this for you free of charge.
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We will:
• publish where major works will take place on an

annual basis with updates through the year;
• consult with you prior to any improvement works and

discuss any specific requirements;
• during improvement works, communicate regularly,

carry out the work to good standards and keep you
informed of any date changes;

• monitor customer satisfaction with the improvement
works and report back on the overall satisfaction
results.

We are committed to making
sure all our homes meet the
Government’s ‘Decent Homes’
standard by the end of 2010.
The standard says that housing
should be in a reasonable state
of repair and should have
reasonably modern facilities
and services.
If your home is included in a
scheme of major improvement
works, these are the standards
of service you can expect.
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Planning investment programmes
We will:
• publish the details of the capital programme on an

annual basis. The capital programme is approved in
the spring. Any changes, and the reasons for those
changes will be published in the autumn edition of our
tenants’ newsletter.

• consult you on the annual investment programme
proposals. This will be done through the local area
panels, tenant and resident groups, and the Asset
Management customer sounding board;

• feedback updates and information on any action
resulting from consultation events.
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Before works commence, we will:
• provide you with information on the work planned.

For example, what the work is; who the contractor is;
contact details; anticipated timescales; how the work
may impact on you and your family (levels of
disruption and the different stages involved) and what
your responsibilities are when work is underway;

• discuss with you any specific needs you, or members
of your family, may have. If you are a vulnerable
customer, or where there are individual needs, we will
be flexible with our approach.

• provide you with a range of choices in colours or
materials when replacing your kitchen or bathroom.

During works on your property, we will:
• ensure you are warm, comfortable and safe and that

we, and our contractors, take care to protect your
home and possessions while work is carried out;

• communicate effectively with you and involve you in
the monitoring of the delivery of the planned works to
your home;

• make sure work is carried out to a high standard,
always using good quality material manufactured to
the relevant standard;

• aim to keep to the start and finish dates given and will
keep you informed of any changes. We will work
carefully and complete the work as quickly as
possible and with minimum disruption.

• provide you with regular opportunities to discuss
proposed work issues with the contractor and
ourselves.
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Once work is completed, we will:
• where appropriate, give you a decorating grant

towards the redecoration of any rooms that have
been disturbed by the works that have taken place;

• show you how to use any new appliances and leave
you with instructions to suit your needs;

• provide you with a range of opportunities to give us
feedback on how the works progressed: for example,
satisfaction surveys, project and contractor evaluation
processes;

• report the overall outcome of feedback from the
whole scheme back to you.
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Leaseholders
Please see the leaseholders service standards for full
details of the implications of major improvement works
for leaseholders.

Measuring our performance
We will measure our performance against the
targets we set and publish the results, at least
quarterly. These will include:
• progress towards us achieving the ‘Decent Homes’

Standard by the end of
• how much we have spent on improvements and what

we have spent it on
• overall satisfaction with the general condition of your

property following the improvements.

If your experience of our service does not
match the standards that we have set, or
you feel we could improve on the service we
provide, please contact us and let us know.
If you wish to make a formal complaint to us
please see our Comments, Compliments
and Complaints leaflet for more details.
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Call us on: 0800 915 1113*
or Minicom: 0845 127 1113
*standard charges apply when calling from a mobile

Email us on:
wnwhl.enquiries@wnwhl.org.uk
www.wnwhl.org.uk

Visit us at:
Neighbourhood Housing
Offices or One Stop Centres

Write to us at:
Westfield Chambers, Lower
Wortley Road, Leeds LS12 4PX
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If you wish to contact us, please do so by visiting us at:
Aireborough One Stop Centre
Micklefield House, New Road Side, Rawdon LS19 6DF
Armley One Stop Centre, 2 Stocks Hill, Armley, Leeds LS12 1UQ
Bramley Neighbourhood Housing Office, 202 Town Street,
Bramley, Leeds LS13 2EP
Horsforth Neighbourhood Housing Office, The Green,
Town Street, Leeds LS18 5JB
Kirkstall Neighbourhood Housing Office, 45 Kirkstall Lane,
Kirkstall, Leeds LS5 3BE
Little London Neighbourhood Housing Office, Oatland Drive,
Little London, Leeds LS7 1SH
Otley One Stop Centre, 8 Boroughgate, Otley, Leeds LS21 3AL
Pudsey One Stop Centre, Town Hall, Robin Lane, Leeds LS28 7BL
Wortley Neighbourhood Housing Office, 36 Heights Drive,
Armley, Leeds LS12 3SU

Information correct at time of print, January 2010.


