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Due to the COVID-19 pandemic, Your Housing Group (YHG) is now operating a reduced service, 
in line with government advice. This is not a decision YHG has taken lightly, but we too have 
a colleagues who are ill or self-isolating. Our main focus is to keep offering all of our essential 
services, whilst keeping you and our colleagues safe.

Your Response
Your Response is still open and taking calls. You will now only be given two options:

 1. Report an emergency repair
 2. Pay your rent or speak to our Income Team

Please only call if you can’t get the answers elsewhere from us, as we are extremely busy.
We hope this helps and thank you.

What is now classed as an emergency repair?
We are now only carrying out emergency repairs. These are things that may be a risk or danger to 
either yourselves, or a neighbour or even passers-by. Examples include:
  • Loss of heating or hot water 
 • Loss of electrical supply 
 • Unsafe electrical fittings (sockets, light switches etc.) 
 • Security issues (doors or windows broken or damaged) 
 • Gas leaks
 • Damage to stairs (including handrails or banisters) 
 • Blocked drains or sinks

PLEASE NOTE: This is not a complete list and we will still assess each repair on a case-by-case basis. 

Upon booking your appointment, we will ask you:
  - whether you or your family are self-isolating due to symptoms, or,
  - you have tested positive for COVID-19

This will then be shared with our fix360 operatives and other relevant contractors.

Upon arriving at your property, we will ask you to allow us to wash our hands and to maintain 
a minimum 2 metre distance between yourselves and our operatives, which may mean being 
in another room. 

If you have informed us of any health risks due to COVID-19, we may also be wearing 
Personal Protective Equipment (PPE). 



What about other non-emergency repairs?
Due to the need to socially distance, we are no longer carrying out non-emergency repairs. 
This is for yours, and our colleagues, safety and in line with government advice.

Anyone who had an appointment booked will be contacted and all appointments will be 
postponed until we are able to resume our normal service. We apologise for this, but this 
is for everyone’s safety.

I’m worried about being able to pay my rent.
We understand that this is a difficult time, so please talk to us if you are struggling, rather 
than just not making the payment. Our Income Team has a wealth of knowledge and can 
offer advice in relation to benefits and making claims. It’s vital that you and your family claim 
whatever you are entitled to during this period and the government is constantly updating 
their offer, which will now include the self-employed. Please see our Useful Links on this web 
page for help.

Are you offering a payment holiday for residents?
Unfortunately, we are currently not able to offer any kind of payment freeze or holiday. 
We are a not-for-profit landlord, but please, as aforementioned, talk to us about payment 
plans, as we can help that way.

Are you still making offers to potential new residents 
and letting people move in?
We have taken the difficult decision to temporarily stop doing this. However, anyone who 
is currently in the process of moving into a YHG property will be contacted by our teams 
to discuss your options.  Where it is feasible to proceed with the move, and the property 
is ready, we will support you to do this.

I was due to leave my property soon – what should I do?
Our team will be in touch with anyone who has given their notice to terminate their tenancy. 
We understand that you may now want to delay your move, and this is absolutely fine. 
We can talk to you again once you are ready.

If you do still want to move out, then please let us know and follow the procedure that 
was explained to you when you handed in your 28 day notice.  

Will the gardeners still be coming?
Unfortunately, our contractors have advised us that they are no longer able to perform 
their service, and so this does mean that gardening and grounds maintenance services 
will not be provided during this time. If you pay a service charge, then any reduction 
in our service offer and costs will be reflected in the annual calculation.

Will the cleaners still come and do the communal areas?
Yes. Our YHG cleaning teams will continue to maintain all communal areas, paying particular 
attention to touch points, surfaces and lifts. We may need to adjust the services from time 
to time, but we will let you know if there are any concerns.
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Will my gas safety check still go ahead?
Yes. The safety of our residents’ appliances is vital, and we are therefore still offering 
appointments for gas servicing. If you have an appointment but you are self-isolating, 
please let us know so that the contractor can take the necessary precautions, as per 
emergency repairs noted above in these FAQs.

Can I still report anti-social behaviour (ASB)?
Yes. Our teams are working from home so can still support you. Please following the link 
to use our online reporting system. 
https://www.yourhousinggroup.co.uk/customers/safety-and-support/anti-social-behaviour/
Please remember to call 999 should you or anyone you know be in immediate danger.

Fire safety
There are no changes to our fire safety procedures in any of our buildings. 
We will continue to test fire alarms on a weekly basis.

If there is an emergency and the fire alarm is triggered, please follow your building’s usual procedure. 
Where possible, please try to also follow social distancing guidelines for your own safety.

Can I still log a complaint with YHG?
Yes. You can still log a complaint online, but please be patient as our response may take 
a little longer than usual, and our normal resolution may not be available to us during our
reduced service. You can contact us via https://www.yourhousinggroup.co.uk/contact-us 
or connect to one of the team on the online chat, as we may be able to offer you an immediate 
response rather than raising a formal complaint.

Welfare calls to vulnerable tenants
We are conscious that this is a very worrying time for all and we are continuing to provide ongoing 
support to all residents within our Supported Living homes, Retirement Living homes and Villages 
and Sheltered accommodation.  We are keeping in touch as always, although this may be via 
a phone call, text, social media or intercom rather than through direct face to face contact.

We are also now carrying out welfare calls to all our known vulnerable or high-risk residents within 
our other homes to try to ensure that everyone receives support where needed, be that directly 
through Your Housing Group or other specialist agencies.

 We hope these FAQs answer some of your questions for now and we will keep updating them 
 as needed. If you do have any immediate questions, please do contact us and we will do our 
 best to come back to you as soon as possible. in the meantime, please stay safe.


