Getting in touch with LHP
Your handy guide



How to contact LHP

At LHP, we're always here to offer you any support you
need throughout your tenancy. Whether you have a simple
question or need to report a repair your home needs, our
friendly customer service advisors are on hand to help.
We've put together this handy guide on how to contact
LHP no matter what you need support with. Keep it safe for
whenever you might need it.

Our Customer Service Centre is open Monday to Friday
from 8:30am to 5:30pm. We're also available 24/7 for
emergencies.

Getting in touch with LHP is simple, with a range of options
to choose from:

Email us at info@lincolnshirehp.com

Contact us via the myLHP app
Message us on Facebook via @LincolnshireHP

Live chat on our website at lincolnshirehp.com

Message us on WhatsApp on 0345 604 1472

Callus on 0345 604 1472



Repairs

We're dedicated to ensuring your home is kept up to the best
possible standard. But we know things can go wrong from
time to time.

Our repairs and maintenance teams are on hand to fix things,
service heating systems, carry out regular stock conditions
surveys and make planned improvements to our homes.

All work is carried out by experienced and qualified
tradespeople — and they’'ll always carry the correct

identification.

If you have an issue around the home that needs fixing, just
get in touch:

Call us on 0345 604 1472
Live chat on our website at lincolnshirehp.com

Complete the Report It form at lincolnshirehp.com

Contact us via the myLHP app

If you notice signs of damp, mould, or any other concern in
your home, please let us know straight away. The sooner we
know, the sooner we can take care of it.



Emergency Repairs

You should let us know immediately if there's something in
your home that puts you or your family in danger. No heat, no
power, no water - that's an emergency. Unsafe electrics, or not
being able to secure your home (for example, lock your door)
count too. If it risks your health or your safety - it's urgent!

We provide our customers with an out of hours repairs
service which we define as an emergency ‘make safe

service. The service is provided between the hours of 4:30pm
— 8:00am on weekdays (Monday — Friday), and 24 hours on
weekends (Saturday and Sunday).

We aim to respond to out-of-hours emergency repairs as
quickly as possible, and always within 24 hours.

Wherever possible, we'll do our best to fix the issue straight
away. In some cases it may be necessary to make the situation
safe only, with a full repair arranged and completed by our
in-house team.

You can log emergency repairs immediately on
0345 604 1472, 24 hours a day.



Dealing with Anti-Social Behaviour

We understand that from time to time disputes between
neighbours and people in the local community happen. Our
Anti-Social Behaviour (ASB) Team are here to support you if
you experience any ASB related issues.

We work in partnership with local agencies like the council and
police to support you with ASB issues where we can. If you
experience an issue in your community, just reach out to us
and we’ll support you.

LHP’s ASB team can help you work out what is and isn't ASB,
and work with you and partners to find a solution.

When you report an ASB issue to us, wée'll contact you within

2 working days to follow up and explore how we can support
you. If we can (and you're happy), we will reach out to the third
party and help to mediate. We'll keep you updated regularly
on the status of your report

To get support with any ASB related issues, contact us using
any of the methods on page 2 of this booklet, or complete the
dedicated ASB form on the LHP website (Report it > Report
ASB form).

Don't suffer in silence - we're here to help!



Supporting you during your tenancy

At LHP, we do everything we can to support our customer
financially, with our Tenancy Sustainment Team offering advice
and support to all LHP customers.

The team can help with a range of things, including:

- Benefit Checks: the team can help you check you're getting the
right benefits, understand if your benefits are changing, or support

you to apply.

- Energy Saving Tips: the team can help you save money on your
energy bills, including helping you get a better tarriff or financial
support towards bills.

- Grants & Loans: the team can support you to find grants or loans
that can support you, including our very own LHP Hardship fund,
which can support you if you find you're struggling.

The sooner you contact us the sooner we can look to help and
support you in sustaining your tenancy - we're here to help.

Call us on 0345 604 1472

Live chat on our website at lincolnshirehp.com
Contact us via the myLHP app
Speak to your Income Officer or any LHP colleague

Email us at tenancysustainmente@lincolnshirehp.com



Making a complaint

If you're unsatisfied with the service provided by LHP, you

can make a complaint to our customer experience team.
Complaints are handled in line with the Housing Ombudsman
Service's Complaint Handling Code.

LHP has a 2 stage complaints process.

Firstly, your complaint will be investigated by a dedicated case
manager. A full response will be sent to you, letting you know
the outcome and, if needed, what we're doing to make it right.
WEe'll also keep you updated on any changes we make as a
result of your complaint.

If you're not happy with the outcome of your complaint, you
can request to escalate your complaint to stage 2. This process
reviews the investigation and actions taken during the first
stage against our policies to make sure it has been handled
fairly and transparently. Your complaint will be investigated by
a dedicated case manager, senior to the first investigator, and
we'll provide you with a full response and detail of any actions
we'll take.

You can contact the Housing Ombudsman Service at
any point of your complaint for advice and guidance at
www.housing-ombudsman.org.uk



Paying your rent

Did you know that you are responsible for keeping an eye on
your rent balance, even if you receive benefits like Universal
Credit or Housing Benefit? It's important to keep an eye on
your rent balance, and make sure that you have regular rent
payments set up.

You can view your rent balance through the myLHP app or
portal at any time, or you can contact our Customer Service
Centre on 0345 604 1472.

Paying Your Rent: Direct Debit

The quickest, easiest, and safest way to make regular rent
payments is to set up a Direct Debit! You can set up a Direct
Debit through the myLHP app or portal at any time. You can
also set up your Direct Debit over the telephone, by calling us
on 0345 604 1472.

Paying Your Rent: Online Payments

We have a range of ways you can pay

your rent online. Visit the “Pay Rent”
section of the LHP website at https://www.
lincolnshirehp.com/my-home/rent/
pay-rent/ to learn how.

Scan here to
see more



Getting involved in your neighbourhood

Did you know? We offer a range of ways to get involved in
your neighbourhood, or get support from LHP.

Our Neighbourhood Team and Neighbourhood Officers are
here to support you. You may spot them walking around your
neighbourhood, or hear about the events they're supporting
in the community. They want to hear about the local issues
you're having and how they can support you.

You can also request for your neighbourhood officer to come
and visit you for a chat about anything you need some support
with. Your local neighbourhood officer can also connect you
with support from our Tenancy Sustainment Team; help you
work with our ASB Team to resolve issues in the community;
or just pop round for a chat and a cup of tea.

You can find out who your Neighbourhood
Officer is on our website at: https://www.
lincolnshirehp.com/my-home/my-
tenancy/meet-your-neighbourhood
-officer/ and you can request a visit or to
talk to your neighbourhood officer by
giving us a call on 0345 604 1472.

Scan here to
see more



Ways to get involved

Would you like to help shape how LHP delivers services to customers? Do
you think we can work in better or different ways? Are you passionate about
your community or neighbourhood and want to see things improve?

We're looking for more customers to get involved and have a range of ways
you can help make LHP better for everyone.

Interested and want to learn more? Information including dates and loca-
tions are advertised on YourVoice, our website, and on Facebook and Ins-
tagram. Or you can speak to your neighbourhood officer or contact us on
getinvolved@lincolnshirehp.com for an informal chat about how you can
take part.

You can get involved...

In the community

Join one of our walkabouts to help identify issues.

At one of our neighbourhood events

Take part in one of our events where you live — from community clean
ups to fun days.

In your building

Pop into one of our regular drop-in sessions if you live in a building with
a communal lounge.

By asking questions

Come along to one of our customer meetings — held in person and
online —and ask us anything.



Ways to get involved

By completing surveys and giving your feedback online:

Join YourVoice — our customer engagement hub — by visiting
yourvoicelhp.com and you can learn about projects, policy reviews, and
much more, and share your thoughts and opinions.

By joining our panels:

We have panels on a range of issues — such as our Customer Forum

and our Customer Complaints Panel. If you want to help make things
better for you and other customers, these panels are a chance for you

to get together with other LHP customers and champion improvements
and changes. We are seeking customers to join three new short term
improvement panels — to improve our repairs service, help us get homes
ready for new customers and improve how we share information about
our services, performance and changes.

| Becoming a Neighbourhood Champion:

Are you passionate about the area you live in, and want to see things
get better for everyone who lives in the neighbourhood? Joining our
Neighbourhood Action Plan meetings and becoming a Neighbourhood
Champion is a perfect way to get involved on a local scale, helping us to
shape events happening in the area and working closely with us and our
partners to improve the community.

Interested and want to learn more? You can contact us on
getinvolvedelincolnshirehp.com for an informal chat about how you can
take part. We're always looking for new customers and we aim to be as
inclusive as possible, with a range of options for everyone to take part.
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Need this booklet in an alternative format?
Contact us at:
communications@lincolnshirehp.com

North (Grimsby and surrounding areas):

Police, Fire and Ambulance (Emergency): 999

Navigo Mental Health Support: 01472 256256 (option 3)
Anglian Water: 0345 7919155

Cadent Gas: 0800 3898000

Northern Powergrid: 0800 0113332

Citizen’s Advice North East Lincolnshire: 0808 2505 701
Adult Social Care: 01472 256256

Children’s Services: 01472 326292

South (Boston and surrounding areas):

Police, Fire and Ambulance (Emergency): 999

Lincolnshire Partnership Mental Health Support: 0303 123 4000
Anglian Water: 0345 7919155

Cadent Gas: 0800 3898000

National Grid Electricity Distribution (East Midlands): 0800 096 3080
Citizen's Advice Mid Lincolnshire: 0808 2787 942

Adult Social Care: 01522 782155

Children’s Services: 01522 782111

Lincolnshire Housing Partnership Limited is registered as a charitable Community Benefit Society under the Co-operative and
Community Benefit Societies Act 2014 with registered number: 7748.

Registered Office: Cartergate House, 26 Chantry Lane Grimsby North East Lincolnshire, DN31 2L]

Contact us on 0345 604 1472 or
visit www.lincolnshirehp.com.



