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This document is also available in Braille, large print and on tape.
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Introduction

An effective aids & adaptations service is essential in order to meet the needs of customers in our neighbourhoods to lead more fulfilling lives and play an active part in the community.

Whilst there is no statutory responsibility upon individual RSL’s to provide aids & adaptations for their customers, our board have prioritised this issue as a key element in meeting our strategic aims of providing excellent operational services. Furthermore the Housing Corporation expects housing associations to make provision to assist in the delivery of aids and adaptations to their customers. 

The Department for Communities and Local Government (DCLG), Housing Corporation and Audit Commission have produced good practice guides and Diversity KLOE 31, for RSL’s carrying out aids & adaptations and many of the recommendations contained in these guides have been adopted in this policy and associated procedure.
The Disability Discrimination Act (DDA) 1995 (amended Dec 06) states that “...landlords will be obliged to make certain reasonable adjustments if requested by the customer. Reasonable adjustments do not include the removal or alteration of a physical feature but do include providing auxiliary aids or services, changing practices, policies and procedures and/or changing the term of the letting.”

There are many legislative rights and responsibilities which surround the issue of delivering adaptations. The statutory responsibility for funding and providing adaptations remains the duty of Burnley Borough Council which works within the legislative framework of Disabled Facilities Grants.

We are committed to working in partnership with the council to provide equal provision for all customers across Burnley and Padiham and ensuring value for money. 

Recommendations arising from partnership working, changes in law and the way that disabled people receive funding may result in ongoing changes to this policy.
Aims / Objectives
We are committed to providing an adequately resourced, transparent & efficient aids & adaptations procurement and management service that addresses the needs of all of our customers and the requirements of statutory legislation.

· To enable all of our customers to increase their independence and quality of life.


· To set out the criteria by which we will assess requests for aids & adaptations to our properties.


· To reconcile the expectations of our customers in need of aids & adaptations and the company’s requirement to manage our stock effectively.


· To ensure that customers are kept informed of the progress and timescales for aids & adaptations to be completed on their property.


· To ensure that accurate and up to date records are maintained of customers needs.


· To ensure that our asset management system is accurate and up to date with details of adapted properties to assist in future lettings to best meet the needs of our customers.


· To achieve continuous improvement in the provision of a high quality housing service, in partnership with our customers and stakeholders.

· To contribute effectively as a delivery mechanism for the implementation of the Council’s statutory duties, in respect of the provision of aids and adaptations throughout the borough.

This policy and associated procedure aim to be:


· Easily understood by staff & customers


· Fair, unbiased, consistent and accountable

· Effective and efficient 

Performance Measures
Performance indicators will be put in place to ensure that the following areas are monitored.  Specific targets will be set on an annual basis.
· Increase in Customer satisfaction.


· Reduction in the number of complaints and an increase in compliments received.


· Adaptations carried out are value for money.

Scope
This policy covers:


· What are aids & adaptations?


· Minor adaptations


· Major adaptations


· Suitability & needs assessment


· Timescales


· Funding


· Rent & service charge implications


· Void properties


· Asset management & record keeping


· Service standards


· Complaints & appeals


· Equality & diversity

Responsibility
Head of Independent Living

Service Standards
We will:


Ensure customers are kept informed at every stage of the process – on receipt of application, on completion of review of request and on completion of work, as appropriate. (Appendix 1) 

Provide a customer information leaflet detailing the application procedure for adaptations work. This leaflet is available in a range of languages and formats.

Give a clear point of contact at every stage – the Contract Administrator will be the point of contact for all enquiries and will hold details of all contractors completing works.

Undertake satisfaction surveys after initial application stage and on completion of works.

Seek customers’ and stakeholders views and comments on how we can improve our service by undertaking 100% satisfaction survey, consulting with disability forum and e-mail contact groups.
Policy description

What are aids & adaptations?

Aids & adaptations are minor or major alterations, fittings or specialist equipment that enable customers and their families to overcome complex needs and mobility difficulties in their home and make them more suited to their requirements.

Minor Aids & Adaptations

Aids & adaptation requests that are expected to cost under £500 and are easily fitted (i.e. work completed in less than 1 day) will be processed on receipt of request from the customer – no formal assessment will be required.

Typical examples of this type of request include:


· Hand rail
· Grab rail
· Lever taps
· Disabled switches for fires etc
· Level access thresholds
This is not an exhaustive list and additional minor adaptations may be authorised by an Occupational Therapist (O.T.).

These requests will be completed as part of the day to day repairs procedure and will be completed within a maximum of 1 calendar month.

Major Adaptations

These are fixed alterations to the property; first a suitability and needs assessment will be carried out, to assess if the request is reasonable and practicable. 

The suitability and needs assessment will be carried out by a neighbourhood officer and where necessary, followed with a formal assessment of needs by an O.T.

Major adaptations will be carried out to a property where it is reasonable and practical to do so.   

Typical examples of this type of request include:


· External access ramp including level access threshold
· Widening door openings
· Kitchen adaptations
· Stair lifts
· Ceiling track hoists
· Bathroom alterations
· Property Extension

This is not an exhaustive list and additional major adaptations may be authorised by an OT.

Suitability and needs assessment

All requests for major adaptations will be subject to a suitability and needs assessment by the neighbourhood officer and/or O.T. before any commitment to complete the work is made.

This assessment will establish: 


· If the customers’ needs can be better met through alternative accommodation.
I.e. older couple in a 3 bed family home requesting a level access shower and stair lift – their needs may be better met by moving them to a ground floor flat/bungalow with shower facility. If so, a priority transfer within our stock will be approved or a priority move to another housing provider’s property sought.

· Whether the cost of the adaptation is reasonable 
(Tendered rates or price of previously completed work of a similar nature).

· Whether the property is suitable for adaptations.

· How easily could we re let the adapted property?


In certain instances, we may decide that it is reasonable and practicable to ask the customer and their family to move to a more suitable property we may not carry out the adaptations requested  – this decision will be taken by the Head of Housing, Head of Homeworks and where appropriate Head of  Independent Living.

We will offer incentives to subsidise the cost of the move which will include:

· A £200 moving-in package to subsidise the cost of the move 


· Up to £250 towards the purchase and fitting of carpets throughout your new home.


· Payment of removal costs up to £300.


· We will decorate two rooms in your new home.


In the circumstances where we decide not to undertake adaptations, we may grant consent for the customer to undertake the work themselves. This work would have to be undertaken by a contractor on our approved list.


If following the assessment it is agreed that the adaptation work should be undertaken, the O.T. will complete a detailed schedule of works including any extra specialist equipment that may be required.

The O.T. will determine the type of adaptation required to meet the needs of the customer and prioritise the work as:


Urgent – to be completed by Burnley Borough Council 
(These are subject to a means tested disabled facilities grant)

Urgent works include: 

· People being discharged from hospital needing equipment or adaptations for “essential activities of daily living” (EADL).


· People who are terminally ill.


· People whose ability fluctuates but where there are times where the person cannot carry out EADL without equipment or adaptation.


· Where there is unavoidable risk to health and safety of the individual or carers without the provision of equipment or adaptation for EADL.


· Where the provision of equipment or adaptations for EADL may prevent deterioration of a long term condition or admission to hospital or residential care.


· When a sudden change in circumstances has occurred resulting in the person being unable to undertake EADL e.g. moving home, or carer illness, relationship breakdown.


Non Urgent – completed by us.


Customers then join the adaptations waiting list; the work will be carried out in date order (receipt of O.T. referral) and subject to an appropriate budget being available. 

This work is not means tested and there is no upper limit.

Timescales

Suitability and needs assessments will be completed within 10 working days of customers request for a major adaptation.

Adaptations should be completed within a maximum 12 months from receipt of the initial request.
 
All external work is subject to extended timescales due to planning permission/building regulation approval and/or inclement weather

Planned Improvement Programme

As part of our ongoing planned improvement programme, we will undertake any assessed adaptations whilst improvement works are being completed in our customers’ homes. 

This may result in some requests for adaptations being completed more quickly for customers, as they will be removed from the general adaptations waiting list.
Funding


Statutory responsibility lies with the local authority but we remain committed to the provision and funding of aids and adaptations to improve the quality of life for our customers. 

We have therefore established a dedicated aids and adaptations budget to cover the cost of reasonable and practicable, non urgent referrals.

This budget will be reviewed on an annual basis. 


Service Charges

Service charges will be made to customers to cover maintenance and servicing costs, where applicable i.e. stair lifts, bath hoists etc.

Void Properties
When an adapted property becomes void, we will undertake to match a customer that requires the adaptations that are already in situ.


If we do not have a suitable match the details of the adapted property will be forwarded to the local authority and other agencies including other registered social landlords, operating in Burnley.

Asset Management/Record Keeping

Details of all adaptations completed by either Burnley Borough Council or us will be updated onto the asset management system.

A record of all customers’ aids and adaptation needs will be stored on a central database.

This information will be used to assist in the matching of adapted properties to meet customers’ needs and allow us to make best use of our housing stock. 

Right to Buy/Right to Acquire

Customers will be advised before works are completed that they are unable to exercise their right to buy on any property which is purpose built to meet their needs or where we undertake major adaptations to a property resulting in: 

a) the provision of more than 7.5 square meters of additional floor space 
b) the provision of an additional bathroom or shower room 
c) the installation of a vertical lift

The customer retains their right to buy/acquire but they would not be allowed to purchase the adapted property.

Complaints & Appeals 

All complaints and appeals will be dealt with as per our existing complaints procedure.

Equality & Diversity

We will ensure that we provide an aids & adaptations service that is fair and consistent to all customers and that we respond effectively to individual needs in all that we do.

All documentation will be available in alternative languages, Braille, large print and audio formats (tape or CD) up on request.

We will record, monitor and report upon aids & adaptations performance by ethnicity, age, gender and adaptation type. This is to ensure that all customers are receiving a fair and consistent service throughout the entire process.
Consultation arrangements
This policy has been put together by staff from across the company whose roles are directly affected by it. Our customers through our disability forum, Burnley Borough Council and the Primary Care Trust – occupational therapists manager have all been consulted on the content of this policy. They will continue to be consulted as and when changes to the policy need to be made and again on review.

Benchmark Analyses
The policy has been put together following benchmarking with a number of organisations; Green Vale, Forest of Dean & South Liverpool Housing Trust. Various other policies and procedures have been reviewed before putting this policy together. 
Regulatory or Legal Compliance
Disability Discrimination Act (DDA) 1995 (amended Dec 06).

Although, there is no statutory responsibility upon individual RSL’s to provide aids & adaptations for their customers the Housing Corporation, DCLG and Audit Commission expects such provisions to be made. 

KLOE’s affected and impact

Diversity - KLOE 31 


· Partnership

· Service user involvement

· Access & customer care


Access & Customer Care – KLOE 30

· Information

· Corporate culture & governance

· Access to services

· Consultation & feedback mechanisms

Tenancy & Estate Management – KLOE 6


· Void property management


Stock Investment & Asset Management – KLOE 3


· Aids & adaptations

· Value for money


Associated Strategies and procedures
Aids & adaptations procedure
Equality & diversity strategy
Customer contact database procedure
Marketing strategy
Service charges
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CUSTOMER PLACED ON LIST FOR MANAGEMENT TRANSFER TO SUITABLE ACCOMODATION





ADAPTATION WORK AGREED – REFERRED FOR O.T. ASSESSMENT





NEEDS CAN BE BEST MET WITH A TRANSFER TO MORE SUITABLE ACCOMODATION





WORK COMPLETED WHEN REQUEST REACHES TOP OF WAITING LIST/ON PLANNED IMPROVEMENT PROGRAMME





O.T. ASSESSMENT RECEIVED; CUSTOMER PLACED ON WAITING LIST (CALICO – NON URGENT, BBC - URGENT)





DISABILTY GROUP CONSIDERS REQUEST – WHAT IS REASONABLE & PRACTICABLE 





N.O VISIT ARRANGED TO COMPLETE SUITABILITY & NEEDS ASSESSMENT





CUSTOMER REFERRED FOR O.T. ASSESSMENT





CUSTOMER CURRENTLY LIVING IN GENERAL NEEDS PROPERTY





Policy





Title: Aids & Adaptations





Date of Issue: April 2007





Issue Number: One





Date of Next review: April 2010





Author: Adele Livesey/Lisa Bell





Service Area applies to:�Homeworks�Neighbourhood Management�Independent Living





Approved By:





Electronic Storage:








April 2007





CUSTOMER CURRENTLY LIVING IN HOUSING FOR OLDER PEOPLE





APPLICATION RECEIVED FROM CUSTOMER





O.T. ASSESSMENT RECEIVED; CUSTOMER PLACED ON WAITING LIST (CALICO – NON URGENT, BBC - URGENT)














1

