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1. Purpose of this policy 

1.1 The purpose of this policy is to outline Hundred Houses Society’s (HHS) approach to 
providing property adaptations to enable customers to continue to live independently, 
safely, and as comfortably as possible in their homes, as their needs change. 

 
1.2 The policy sets out how we will assess, deliver, and fund adaptations, and how we will 

consider, with the tenant and others, what to do if altering a home is not feasible, or if 
there are other options, such as moving to another suitably adapted home, which may 
be more appropriate. 

 

2. Policy scope and exclusions 

2.1   This policy sets out how we will deal with requests for adaptations, either directly or in 
conjunction with local authority partners, health professionals, charities, and other 
agencies. 

 
2.2    Adaptations are alterations to a home, which support residents to carry out day-to-day 

tasks and to continue to live safely and independently. 
 
2.3   There are two categories of adaptations covered by this policy. Minor adaptations, such 

as fitting grab rails, are cheaper, less involved alterations, which we provide a budget to 
carry out. Major adaptations, such as fitting a stair-lift or level-access shower, are 
mainly funded by a Disabled Facilities Grants (DFG) and are more complex works, 
sometimes involving structural alterations. 

 
2.4   This policy applies to tenants, and their permanent household members, who are living 

in our rented homes. This excludes temporary accommodation, where we will not 
usually carry out adaptations. 

 
2.5   We will not normally fund or carry out an adaptation where the tenant: has submitted a 

Right to Acquire application; is seeking to move; is subject to a court order relating to 
their tenancy; or is unwilling to move to a more suitable home. 

 
2.6   We would not usually fund an adaptation where a mutual exchange has taken place (or 

is planned), or for prospective new tenants. We would, however, consider carrying out 
an adaptation in these circumstances where the required alterations are agreed in 
advance of the tenancy start or assignment by HHS, and they are fully funded by the 
customer and/or through alternative funding such as a DFG. 

 
2.7 This policy does not apply to tenants and residents whose homes we manage on behalf 

of another landlord. In these circumstances, tenants can contact us, and we will refer to 
the respective management agreement and liaise with their landlord to confirm the 
approach. 
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2.8 This policy does not apply to leaseholders or shared (or outright) owners. These 

customers should contact their General Practitioner (GP) or local authority Social 
Services team to seek advice on possible adaptations and funding. 

 

3. Policy statement 

3.1 We are committed to supporting tenants and members of their household to live as 
comfortably as possible in their homes. One way in which this can be achieved is by 
providing adaptations which help customers to continue to live safely and independently 
as their needs change. Adaptations provide an important role in supporting people to 
enjoy the benefits of a home, maintain their well-being and improve their quality of life. 

 
3.2 We will work with the tenant, members of their household and other agencies such as 

the local authority, health professionals and charities to determine if an adaptation is 
required and the best solution. This will include considering whether a move to more 
suitable adapted accommodation is a better option. In considering the best approach, 
the needs of the individual will be prioritised, alongside factors such as the suitability of 
the adaptation to the property and the availability of funding. 

 
3.3 We aim to provide a high-quality adaptations service that is proactive, responsive, 

flexible, and efficient. We will promote adaptations, proactively identify potential 
adaptations, and encourage tenants to contact us if they think they can benefit from an 
alteration to their home. 

 
3.4 We will provide an annual budget for minor adaptations, and carry these out in line with 

recommendations from health professionals. We will support the installation of 
appropriate major adaptations by working with the resident and health professionals, 
and through commissioning alterations which meet the requirements set out by an 
Occupational Therapist (OT) and are in line with any DFG funding. 

 
3.5 Employees who have regular contact with customers will be trained on this policy, to 

enable them to provide a supportive response to customer enquiries. 
 

4. Legislation, Regulation and Guidance 

4.1 This policy helps to deliver our responsibilities in relation to the following legislation, and 
regulatory standards: 

 
Care Act 2014 

Data Protection Act 2018 

Equality Act 2010 

Housing Act 2004 

Housing Grants, Construction and Regeneration Act 1996 

Regulatory Standards from the Regulator of Social Housing (RSH) and specifically the 
Home Standard 

 

 

4.2 The policy should be read in conjunction with the following internal documents: 
 
 
 

https://www.legislation.gov.uk/ukpga/2014/23/contents
https://www.legislation.gov.uk/ukpga/2018/12/contents/enacted
https://www.legislation.gov.uk/ukpga/2010/15/contents
https://www.legislation.gov.uk/ukpga/2004/34/contents
https://www.legislation.gov.uk/ukpga/1996/53/contents
https://www.gov.uk/guidance/regulatory-standards
https://www.gov.uk/government/publications/neighbourhood-and-community-standard
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/914576/Home_Standard_2015.pdf
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• Allocations Policy 

• Complaints Policy 

• Customer Strategy 

• Homes Strategy 

• GDPR Policy 

• Mutual Exchange Policy 

• Repairs, Maintenance and Voids Policy 

 

5. Minor Adaptations 

5.1 Minor adaptations are alterations to homes or communal areas under £1,000. This 
includes adaptations like the installation of grab rails, lever taps, mopstick handrails or 
half steps Customers who have a need for a minor adaptation should get in contact with 
us. This can be done by telephone, by email, in person or in writing. We will talk to 
customers to understand their needs and to consider if the adaptation is suitable and 
feasible. In most cases minor adaptations will be requests supported by an OT or GP, 
however, adaptations under £500 can be considered without this support if there is 
sufficient information to proceed without specialist input. 

 
5.2 In some cases, we may consider the minor adaptation is not appropriate for the property 

or the best option. If this is our opinion, we will work with the tenant, members of their 
household and other agencies, such as the local authority, health professionals and 
charities, to determine the best option. 

 
5.3 We will allocate an annual budget to carry out minor adaptations, based on overall 

budget capacity, previous expenditure, and any other information on current demand. 
 
5.4 We will usually procure the works required for minor adaptations and will maintain any 

minor adaptations we have installed. We will undertake minor adaptations taking the 
priority of the adaptation and the date of application into consideration, and subject to 
budget availability, we will complete the alterations as soon as possible. 

 
5.5 We will liaise with the OT as appropriate, when undertaking specific minor adaptations. 

Liaison with an OT will help ensure suitable products are installed and positioned 
appropriately. 

 
5.6 If the customer has not sought advice from an OT, we will request that the customer 

makes contact with Cambridgeshire County Council on 0345 045 5202 to request an 
OT assessment. 

 

6. Major Adaptations 

6.1 A major adaptation is a more significant change to a home, or communal area, which 
costs over £1,000. Major adaptations include alterations such as a stairlift, ramp, level 
access shower, kitchen conversion, or possibly even a home extension 

 
6.2 Customers who have a need for a major adaptation should get in contact with us. This 

can be done by telephone, by email, in person or in writing. To ensure the alteration is 
appropriate, major adaptations must be recommended by a Social Services OT, usually 
following a GP referral. 
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6.3 After an OT has made a recommendation, we will assess whether a major adaptation is 
the best option by discussing the alteration and other options with the tenant(s), 
members of their household, and other professionals. This will include considering 
whether the adaptation is the right route, or whether an alternative solution, such as a 
move to more suitable, adapted home is a better option. We will take into account other 
factors related to the tenancy, such as if the customer is under-occupying, and this will 
be considered in assessing the ongoing suitability of the current home. Generally, if the 
individual’s needs can be better met through transferring to an already adapted 
property, or to a more suitable home that could be more easily adapted, this option will 
be explored first. We will work with the local authority within any Choice Based Lettings 
scheme to help identify suitable accommodation. 

 
6.4 We will consider the application to make sure that the adaptations are reasonable and 

practical for the property. Where structural work is required, we will assess whether the 
adaptation is suitable. 

 
6.5 Where the adaptation is deemed not appropriate for any reason, we will discuss options 

with the tenant, members of their household, and other professionals. 
 
6.6 While major adaptations can be self-funded by the resident, funding usually comes 

through Social Services, through a DFG. A DFG is a means-tested award, provided by 
the relevant local authority to help meet the cost of adapting a home. Additional costs, 
such as consultancy fees, will be deducted from the DFG funding provided. We can 
provide support for the DFG application, including technical advice. 

 
6.7 For adaptations costing more than the grant provided, residents would normally need to 

fund the difference in advance of the work starting. Subject to sufficient capacity, we 
may utilise some of the adaptations budget to part fund major alterations, where the 
customer does not have sufficient funds or where there is an agreement with the local 
authority to do so. The overall cost of the work and availability of funding (including HHS 
budget) will be a further factor in considering if a move to a suitable alternative home is 
more appropriate. 

 
6.8 Where DFG funding is received for a major adaptation, the tenant and individual 

receiving the funding will need to commit to living in the home for at least the following 
five years. This is in line with the requirement of local authorities for granting a DFG. 

 
6.9 To maximise the use of the budget, we will obtain certification of any work undertaken 

as a zero supply for VAT purposes, when possible. 
 
6.10 The weekly rent of a property will only be increased if the adaptation increases the size 

and/or value of the property. 
 
6.11 We will usually procure the works required for a major adaptation, although this will 

depend on the type of work (e.g. stairlifts might be sourced and installed by Social 
Services). Where HHS accepts responsibility for carrying out the work, we will proceed 
as promptly as possible. Where appropriate, a consultant will be used for professional 
and technical advice, and we will liaise with the OT and others involved. 

 
6.12 Where we do not undertake the work as a support agency (Cambs Home Improvement 

Agency) has managed the process from instructing an OT, to applying for the DFG, set 
the scope of works and tendered the work package. We will require that the support 
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agency notifies us of the intended work, seeks permission for the work through 
supplying an OT report, plans and detailed specification of the work required and does 
not proceed until written authorisation has been issued by the Property Team.  
 

6.13 All work managed by a support agency will be subject to a pre inspection, mid 
inspection and post inspection by the HHS Property Surveyor to ensure the materials 
used are of sufficient quality, the workmanship is to a satisfactory standard, and the 
works are being delivered in accordance with the specification issued. On completion of 
the work the support agency will supply HHS with all certification such as electrical 
minor works certificates, building control sign off and warranties.  

 
6.14 When we undertake major adaptations we will take the priority awarded by professional 

for the adaptation, the requirements of the DFG, and the date of application into 
consideration. Subject to available funding, we will complete the adaptions as soon as 
possible. 

 
6.15 We will usually maintain any major adaptations that we have installed, or those we have 

supported being installed through a DFG. We will arrange for stairlifts to be maintained 
by an external contractor and will organise regular inspections. If any maintenance work 
or replacement is needed because of misuse or neglect, then we may recharge the cost 
of the works. If it is decided that we will not maintain a major adaptation, this will be 
explained to the tenant, both verbally and in writing, providing reasons, and clearly 
setting out expectations for future maintenance. 

 
6.16 Once a permanent adaptation has been carried out to an existing dwelling, this 

information will be recorded on the housing management system and the asset 
management database to enable the property, when vacated, to be allocated to a 
suitable applicant with a need for an adapted property. All adaptations installed in an 
empty property will be brought to the attention of new applicants through the local 
authority nominations service or Choice Based Lettings system. 
 

6.17 Whenever possible we will recycle unwanted equipment that still has a useful life. 
 

7. Appeals Process 

7.1 There is a right to appeal any HHS decision regarding a request for an adaptation by 
making a complaint. Any complaint will be dealt with in line with our complaints policy. 

 
7.2 Any DFG appeal should be made directly to the relevant local authority. 
 

8. Equality and Inclusion 

8.1 We treat all customers fairly and provides tailored services which consider needs and 
requirements based on the information tenants have shared with us. We are committed 
to ensuring equal access to services, and the needs of customers will be considered in 
line with the Equality Act 2010. 

 
8.2 Through this policy, we are seeking to ensure that people with disabilities, mobility, or 

other health issues, can live in accommodation which is suitable for their needs and 
requirements. 
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9. Responsibility 

9.1 The Executive Operations Director has overall responsibility for this policy and for 
setting the HHS budget to support adaptations. 

 
9.2 The Head of Property and Sustainability and the Head of Housing  are responsible for 

implementing this policy. The Head of Property and Sustainability is responsible for the 
management of the adaptations annual budget and for ensuring value for money. 

 
9.3 Enquiries from tenants regarding the option of installing an adaption to their property will 

initially be dealt with by the Customer Service Team, who will provide general advice 
and guidance. 

 
9.4 Housing Officers will follow up enquiries to explore suitable solutions with the tenant, 

including the option of moving to an alternative suitably adapted property. 
 
9.5 The Property Services Contracts Manager will supervise the works, including ongoing 

pro-active liaison with the tenant, the OT and other HHS colleagues, as appropriate. 
 

10. Monitoring 

10.1 To monitor the quality of the adaptations service, we will ask those who have benefited 
to share their experience and rate their satisfaction with the process and the changes 
made to their home. This information will be shared with the Customer Experience 
Group , along with any complaints made in relation to the service. We will use this 
information to help inform any changes and/or improvements required. 

 
10.2 Performance against the adaptations budget and any satisfaction data will be reported in 

the Annual Report to Residents. 
 

11. Review of the policy 

11.1 This policy will be reviewed every three years, or when there is a significant change in 
relevant legislation or government policy. 
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Where to find us 

Hundred Houses Society, 
51 Scotland Road, Cambridge, CB4 1QW 
  
0300 303 5770 
info@hhs.org.uk 


