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As Government restrictions are relaxed, Your Housing Group is now in a position 
to start re-introducing suspended services and increasing previously reduced services.
Everything we do is with yours and our colleagues’ safety in mind.

Your Response
Your Response is still open and taking calls. However, you will still only be given two options:
 1. Report an emergency repair or request a Gas Safety check
 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.

Can I book a repair now?
Yes! We have now re-started all repairs but we are currently working through all repairs that 
were booked in pre-lockdown, on March 23.  If this affects you, you will be contacted very soon. 
If you wish to book a new repair, you can now do so ONLINE only. You will be contacted within 
three weeks of reporting your repair, and an appointment will be made for you on, of after, 
Monday 3 August. We will be opening our phone lines as soon as we can.  
In the meantime, we sincerely apologise for the delay but please be assured 
we are working as quickly and safely as possible to get to you all soon.

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 still making offers to potential new residents and letting people move in?
We have now resumed our lettings service. 

As with all of the other services we have resumed since lockdown, we are taking 
all of the appropriate measures to keep residents and colleagues safe. 

For anyone who has been allocated a property, we will be in touch soon.

When will the gardeners be coming?
Our Grounds Maintenance service restarted late May and we are working hard  to ‘catch up’ 
as quickly as possible with our Annual Programme.

https://www.yourhousinggroup.co.uk/contact-us/


We will be moving towards the standard two visits a month from now on and we are following 
Public Health England (PHE) guidelines with regards to social distancing, and Personal Protective 
Equipment (PPE).

We have started with grass-cutting, with all other areas of the service resuming either in June, 
or from their usual annual start dates in July, including:

Will the cleaners still come and do the communal areas?
Yes. Our 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.

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 all compliance checks as per the Health & Safety Executive (HSE) and 
Government instruction to Landlords. If you have an appointment but you are self-isolating, 
please let us know so that the contractor can take the necessary precautions.

Will all colleagues and contractors be wearing full Personal Protective 
Equipment (PPE) when working inside and out?
The Government sets out the level of Personal Protective Equipment (PPE) that should be worn, 
and when, and we do have all appropriate PPE available. Please don’t worry if you see any colleagues 
wearing varying levels of PPE, as this is all in line with our full Risk Assessments and the Government’s 
guidance. If you have any concerns, please feel free to ask, whilst maintaining social distancing rules.

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. 
YHG is continuing to service and maintain Fire Alarm Systems as well as undertaking 
weekly Fire Alarm Tests. If there is an emergency and the fire alarm is triggered, please 
follow your building’s ‘Fire Strategy’ whether it be a Stay Put or Evacuate plan.
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.

• Weeding
• Weed spraying
• Bush cutting

• Hedge trimming
• Shrub pruning
• Leaf clearance

• Litter picking



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.

We are working through all our services and resuming gradually, following Government guidance 
and our own Risk Assessments.

 Your Response 0345 345 0271
 Welfare Line 0330 135 9019

 @Your_Housing

 @yourhousing 

 yourhousinggroup.co.uk/contact-us

 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.

For all COVID-19 updates and further details, please visit  
www.yourhousinggroup.co.uk/coronavirus


