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A Statement of Commitment

The Association will enable tenants to live in their homes as independently as possible. Accordingly, we will carry out adaptations to our properties for the following reasons:

i. To fulfil any building regulations and relevant legislation, for instance, the Disability Discrimination Act.

ii. To achieve our objectives as a social landlord.

Working with the Local Authority and other Relevant Agencies

A majority of adaptations are the responsibility of the Local Authority. We will work closely with the Local Authority to ensure that tenants are assessed for adaptation needs, and that their requirements are funded by the Local Authority, as applicable.

In all, we will work with all relevant agencies to ensure that our tenants get the best value in terms of quality of work, and the effectiveness of the adaptation. Where required, we will give our permission to other agencies, for instance, Social Services to carry out required adaptations.

The criteria for receiving assistance and the route by which application and referral will be received

Request for adaptations will only be considered from tenants who have no rent arrears, and are not in breach of other tenancy conditions, for instance, anti-social behaviour.

Tenants can request adaptations in writing and by telephone or at our Reception desk at the Association’s office.

Adaptations can be requested on behalf of the Association’s tenants by people or agencies acting on their behalf, such as relatives and carers, Social Services, RADAR, RNIB, etc.

An explanation of how an assessment of need will be obtained and the system which will be used in attaching priority to individual cases

We will classify adaptation requests into two categories on the basis of probable cost. We will classify adaptations that will cost less than £500 as minor. (See Appendix 1 for a list of examples). We will classify adaptations that will cost in excess of £500 as major. (See Appendix 2 for a list of examples). 

Applicants for adaptations must tell us what kind of adaptation they require. They can do this in person or in writing. Someone can tell us on their behalf. We will complete our own Adaptation Request Form with their details. We will check our list to decide whether the adaptation item is a minor or major work. 

If the adaptation is not on our list, we will check with relevant suppliers the probable cost of the adaptation item. We will acknowledge the receipt of adaptation requests within seven working days, advising the applicant of the classification of their request and the next stage of their application.

Carrying out Minor Adaptations

We aim to carry out minor adaptations ourselves, using the provision of the annual budget that we set aside for minor adaptations. We will inspect the property and interview the tenant before we approve minor adaptations. The reason for this is to ensure the appropriateness of the adaptation and to ensure that we have not overlooked any better alternative. We will carry out minor adaptations on a first-come-first-served basis, that is, by date order. If we judge that the minor adaptation is required, we aim to complete agreed works within twenty-eight working days of inspecting the property and interviewing the tenant, subject to the provision of our budget for minor adaptations. 

If our annual budget has been exhausted we will keep the request on our waiting list. We will review the request with the tenant as soon as we have new funding to ensure that the adaptation is still needed. If the tenant cannot wait until we receive new funding, we will be happy to give them our permission to carry out the works at their own cost, using the contractors that we approve.

Carrying out Major Adaptations

We have no budget for major adaptations. These will be referred to the Local Authority for consideration. The tenant and or people acting on their behalf will need to liaise closely with the Local Authority to ensure that they are assessed speedily for Disabled Facilities Grant. In many cases, major adaptations also require assessment by a qualified Occupational Therapist. We will help our tenants by directing their requests for major adaptations to the Local Authority and the local Occupational Therapy Department. However, the assessment process both for the Disabled Facilities Grant and the relevant adaptation is completely out of our hands, and we will not get involved in this. 

The Local Authority and the Occupational Therapy department will liaise directly with the tenant. If a particular application is successful, they will advise us and seek our permission to carry out approved works. We will not normally refuse.

The circumstances under which options other than adaptation of the property will be considered 

It is not every property that can be adapted to suit the disability of the household. In addition, if the works will severely affect the future lettability of our property, or we consider that the use of the property in its adapted state will make life difficult for other tenants, we will consider other options.

Other options will include, for instance, working closely with our Lettings section and other housing providers to seek suitable re-housing for the affected household.

Staff Responsible for Dealing with Adaptation Requests

Housing Officers will be responsible for dealing with adaptation requests. Each officer currently manages a patch, adaptation requests will be managed in line with current patch responsibilities.

In respect of minor adaptations, housing officers will inspect the property in conjunction with their counterparts in our Technical Services section and or members of the Estate Service team. Housing officers will arrange interviews with applicants to discuss their adaptation request.

Housing officers will place orders with approved contractors for agreed adaptation works. They will inspect completed works to ensure that they meet our quality standards before approval of payment to contractors. Pre and post inspection of completed works will be done in conjunction with our Technical Services and the Estate Services team, as may be applicable. 

Performance targets for each stage within the process and a description of the arrangements for monitoring outcomes

There will be strict monitoring of the time taken to deal with requests for adaptations in line with the following timescales:

Acknowledgement of Adaptation Request – within seven working days of receiving request in writing, over the telephone or at our Reception desk.

Inspection and interview of applicants for minor adaptations – within fourteen working days of acknowledgement of adaptation request.

Completion of approved minor adaptations – within twenty-eight working days of inspection and interview of applicants.

Post-inspection of completed adaptations – both major and minor – within seven working days of notification of completion by contractors.

If any of our customers is unhappy with our service, and they let us know, we will deal with their concern through our Complaints Policy.

The basis upon which professional liaison is to operate with other professionals and organisations

We will liaise closely with relevant organisations in processing our tenants’ adaptation requests. We will abide with our Confidentiality Policy and the Data Protection Act.

Arrangements for the subsequent allocation of adapted property

We will operate a list of adapted properties, indicating what type of adaptation and the disability that this might suit. Our Lettings team will ensure that they take into account the disability of prospective tenants before letting adapted properties. 

Arrangements for consultation with users, for measuring satisfaction and dealing with complaints

We will operate a satisfaction card system for all adaptation applicants. The satisfaction card will be sent out with our acknowledgement. Tenants’ feedback will be used to improve our adaptation service. In addition, our six monthly Tenant Satisfaction Survey will have a section on adaptations.

Separately, in order to provide purpose-built adapted properties, we will undertake specific consultation with our tenants, their carers and organisations representing the interest of disabled people. This will ensure that they have an input into both the design and location of our housing schemes.

Arranging for suppliers to buy back redundant equipment

Where feasible, we will negotiate with suppliers to buy back redundant specialist equipment, especially, if the property or equipment is no longer required for disabled persons.

Inspection arrangements for Major Works

Our Technical Services section will undertake pre and post inspection of adapted properties in conjunction with contractors and officers of the Local Authority or any other funding body in charge of installing specialist equipment or carrying out major alterations to our properties for the use of disabled persons.

Maintenance and repair of Major Adaptations

Our Technical Services section will negotiate maintenance and repair arrangements with contractors and officers of the Local Authority or any other funding body in charge of installing specialist equipment or carrying out major alterations to our properties for the use of disabled persons.

Co-ordination of the Adaptation Service 

The Director of Housing will be responsible for overall co-ordination of the Association’s adaptation service. The Director will keep a running total of disabled adaptations funding committed as the year progresses. 

Housing officers processing adaptation requests will report regularly to the Director of Housing on general progress of adaptations and take-up of allocation.

Guidance on Costing and Quotations

Minor Adaptation Works (works costing not more than £500)

The Housing Officer responsible for the patch and at least one other person, either from the Estate Service team or Technical Services, must agree that the work is required by completing the Association’s Minor Works Approval Form. Before completing the Minor Works Approval Form, there must have been an interview with the tenant, and a report of the interview must be attached to the Minor Works Approval Form.

The Minor Works Approval Form must be submitted to the Director of Housing for approval. Approval will generally be granted within two working days.

The Housing Officer will obtain two competitive quotes for each minor adaptation that costs more than £300. In urgent cases, the Association may obtain a quotation from an individual contractor. 

Major Adaptation Works (works costing more  than £500)

These works must be referred to the Local Authority for funding and or Occupational Therapy assessment.

In exceptional circumstances, for instance, where the cost of the required work is above £500 but not higher than £750, the Director of Housing may approve certain adaptations to be carried out under the system for minor adaptations. In such cases, the Housing Officer will obtain two competitive quotes for any works exceeding £300 but costing less than £1,000. 

Works costing between £1,000 and £5,000
These works must be referred to the Local Authority for funding and or Occupational Therapy assessment.

If the works are to be carried out by the Association, because of any exceptional circumstances authorised by the Board, full tendering procedure is not necessary. However, the Association should obtain competitive quotations from at least three selected contractors, unless where such works can be carried out only by a recognised specialist contractor. Our Technical Services section will be in charge of these works.

Liaison with Tenants and Others

The Housing Officer will liaise with tenants, the Occupational Therapy Department, or similar agencies and appropriate staff and officers of the Association to disseminate information on requested minor adaptation works.  The Housing Officer will aim to ensure there is consultation and communication of its outcome to relevant parties. Specifically, the Housing Officer will aim to ensure that minor adaptation requests and works are monitored through the various stages to completion. Similarly, our Technical Services section will be responsible for liaison in respect of major works.

Future Lettings

Details of the work carried out will be noted on the property file in order that, should the resident move on, an individual can be identified who can make proper use of the adaptations previously made.

Invoices and Statement of Satisfaction

When works have been completed, the Housing Officer will inspect and complete the Statement of Satisfaction Form. This form should be accompanied by a copy of relevant invoice(s), a satisfaction statement signed by the tenant and a VAT exemption certificate. The original invoice(s) should be passed by the Housing Officer to Finance. The Housing Admin Officer will be responsible for filing a copy of the completed Works Request Form on the Adapted Properties file – both the computerised and manual files.

Quality Monitoring

Housing staff will need to ensure that minor works are really required for mobility (disability) reasons. In order to make this a quality service, it is important for the Association to ensure that minor adaptations are carried out only because they are absolutely required.

Housing staff will need to be aware that it is important to demonstrate that quotations are received from a wide spectrum of approved contractors. This is a requirement of the Housing Corporation in their performance audit of Registered Social Landlords.
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