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1 .  Purpose  
 

Rive rs i de  i s  commi t t ed  t o  t he  de l i ve ry  o f  a i ds  and  adap ta t i ons  t ha t  w i l l  

enab le  ou r  cus tomers ,  o r  members  o f  t he i r  househo ld ,  t o  l i ve  

i ndependen t l y  and  en joy  a  be t t e r  qua l i t y  o f  l i f e  i n  a  sa fe  env i ronmen t .   

Ou r  po l i cy  a ims  to  enab le  t he  p rov i s i on  o f  an  i nc lus i ve  a ids  and  

adap ta t i ons  se rv i ce ,  wh i ch  ac t i ve l y  engages  w i t h  a l l  cus tomers  i nc l us i ve  

o f  any  cha rac te r i s t i c s  p ro tec ted  by  t he  Equa l i t y  Ac t  2010 .  

The  po l i cy  w i l l  ass i s t  R i ve rs i de  t o  de l i ve r  t he  ‘Ou r  R i ve rs i de  Way ’  va lues  

and  ways  o f  wo rk ing  o f  ‘We  Care ,  We  a re  I nc lus i ve ,  We  a re  T rus ted . ’  

I t  a l so  a ims  to  ensu re  t ha t  we  comp ly  w i t h  a l l  ou r  l ega l  and  regu la to ry  

respons ib i l i t i es ;  cu r ren t  r equ i remen ts  a re  se t  ou t  p r i nc i pa l l y  i n  t he  

f o l l ow ing :  

-  Ch ron i ca l l y  S i ck  and  D i sab led  Pe rsons  Ac t  1970    

-  Ch i l d ren ’ s  Ac t  1989  

-  Ca re rs  and  D i sab led  Ch i l d ren  Ac t  2000  

-  Commun i t y  Ca re  (De layed  D i scha rges  e t c . )  Ac t  2003   

-  Ca re  Ac t  2014     

-  Equa l i t y  Ac t  2010    

-  Hous ing  Gran ts ,  Cons t ruc t i on  and  Regu la t i ons  Ac t  1996    

 

Th i s  po l i c y  w i l l  suppo r t  w i t h  ou r  comp l i ance  t o  mee t  t he  Soc ia l  Hous ing  

Regu la to r ’ s  s tanda rds  and  regu la to ry  f r amework .  Th i s  f r amework  

requ i res  us  t o  unde rs tand  and  respond  to  t he  d i ve rse  needs  o f  ou r  

cus tomers .   

Add i t i ona l l y ,  as  a  g roup -w ide  po l i cy ,  t h i s  documen t  has  been  the  sub jec t  

o f  consu l t a t i on  w i t h  cus tomers ,  boa rd  members ,  emp loyees  and  s ta f f  

g roups  and  se t s  ou t  t o  r e f l ec t  t he i r  r equ i remen ts  and  p r i o r i t i es .  The  

po l i cy  has  a l so  unde rgone  an  Equa l i t y  Impac t  Assessmen t  (E IA ) .   
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2 .  Scope 
 

Th i s  po l i cy  app l i es  t o  cus tomers ,  o r  assoc ia ted  f am i l y  members  l i v i ng  i n  

R i ve rs i de  homes ,  as  we l l  as  p rope r t i es  wh i ch  have  se rv i ces  de l i ve red  

by  Managed  Agen ts .  I t  does  no t  app l y  t o  l easeho lde rs ,  owner  occup ie rs ,  

sha red  ownersh ip  o r  cus tomers  who  have  s ta r t ed  t he  p rocess  o f  

pu rchas ing  t he i r  p rope r t y  t h rough  the  ‘R igh t  t o  Buy ’  scheme.   

On l y  m ino r  adap ta t i ons  w i l l  be  cons ide red  f o r  p rope r t i es  s i t ua ted  on  

regene ra t i on  s i t es ,  un less  t he  p ro jec ted  deve lopmen t  sca le  i s  f i ve  yea rs  

o r  more .  As  such ,  ma jo r  adap ta t i on  reques t s  w i l l  no t  be  app roved .  I n  

t h i s  i ns tance ,  R i ve rs i de  w i l l  suppo r t  a  cus tomer  w i t h  f i nd ing  su i t ab le  

a l t e rna t i ve  accommoda t i on .   

I t  w i l l  app l y  t o  p rov i s i on  w i t h i n  communa l  sha red  spaces  whe re  

app l i cab le  and  whe re  an  adap ta t i on  i s  r equ i red  t o  p rov ide  a  sus ta i nab le  

t enancy  f o r  a  R i ve rs i de  cus tomer .  

Th i s  po l i c y  shou ld  be  read  i n  con junc t i on  w i t h  R i ve rs i de ’ s  Respons i ve  

Repa i r s  Po l i cy .   

3 .  Pr inc ip les   
 

Rivers ide  w i l l  endeavour  to :  

-  P rov ide  c l ea r  i n fo rma t i on  re l a t i ng  t o  ou r  a i ds  and  adap ta t i ons  

p rocess ,  wh i ch  i s  ava i l ab le  t o  cus tomers ,  t he i r  r e l a t i ves  and /o r  

ca re rs .    

-  P rocess  and  i ns ta l l  r easonab le  reques ts  f o r  m ino r  a i ds  and  

adap ta t i ons  w i t h i n  pub l i shed  t imesca les .    

-  Suppo r t  and  fac i l i t a te  ou r  cus tomers  i n  ob ta in i ng  su i t ab le  a l t e rna t i ve  

hous ing  whe re  a  t r ans fe r  i s  cons ide red  t o  be  t he  bes t  p rov i s i on  i n  

l i ne  w i t h  Occupa t i ona l  The rap i s t  (OT)  recommenda t i ons .    
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-  Manage  and  a l l oca te  ex i s t i ng  adap ted  p rope r t i es  e f f i c i en t l y  t o  ensu re  

t ha t  t he  impac t  on  cus tomers  o f  t he  adap ta t i ons  p rocess  i s  kep t  t o  a  

m in imum.  

-  P rov ide  adap ta t i ons  wh i ch  a re  reasonab le ,  p rac t i cab le  and  

suppo r ted  by  an  OT .  Where  app l i cab le ,  we  w i l l  wo rk  w i t h  l oca l  

au tho r i t i es  t o  secu re  t he  requ i red  f und ing  f o r  ma jo r  adap ta t i ons  and  

keep  t he  cus tomer  i n fo rmed  on  t he  p rog ress .   

-  Work  i n  pa r tne rsh ip  w i t h  o the r  agenc ies  t o  max im ise  ava i l ab le  

resou rces  and  op t im i se  f und ing  ava i l ab le  t h rough  the  D i sab led  

Fac i l i t i es  Gran t  (DFG)  and  ensu re  t hose  resou rces  a re  p r i o r i t i sed  

app rop r i a te l y  i n  l i ne  w i t h  bes t  p rac t i ce .    

-  Work  whe reve r  poss ib l e  and /o r  r e l evan t ,  i n  pa r tne rsh ip  w i t h  o the r  

agenc ies  such  as  hea l t h  au tho r i t i es ,  commiss ion ing  bod ies ,  o r  l oca l  

au tho r i t i es  i n  o rde r  t o  mee t  au tho r i t y -w ide  o r  sub - reg iona l  

hea l t h /d i sab i l i t y  t a rge t s .    

-  Des ign  new bu i l d  p rope r t i es  t o  t he  spec i f i c  r equ i remen ts  o f  

cus tomers  whe re  poss ib l e  and  app rop r i a te .    

-  Ensu re  t ha t  app rop r i a te  se rv i c i ng  con t rac t s  a re  i n  p l ace  f o r  any  

re l evan t  equ ipmen t  such  as ,  bu t  no t  exc lus i ve  t o ,  t r ack  ho i s t s ,  s ta i r  

l i f t s  and  th rough  f l oo r  l i f t s .    

-  Eva lua te  a l l  r eques ts  f o r  adap ta t i ons  wh i ch  a re  made  on  t he  bas i s  o f  

f a i t h  o r  cu l t u ra l  r equ i remen ts ,  mak ing  su i t ab le  ad jus tmen ts  whe re  

reasonab le  and  p rac t i cab le .    

 

To  ach ieve  th is ,  R ivers ide  a im to :    
   

Adopt  c lear  s t ra teg ies :  

-  Dev i se  a  g roup  w ide  ope ra t i ona l  p rocedu re  gu ide  t o  enab le  f r on t  l i ne  

s ta f f  t o  manage  the  requ i remen ts  o f  ou r  cus tomers .     
-  U t i l i se  a  s ta t i s t i ca l  mode l  bu i l t  on  h i s to r i c  de l i ve ry  da ta  t o  ensu re  

t ha t  budge ts  a re  ava i l ab le  w i t h i n  ou r  bus iness  p l an  f o r  adap ta t i ons ,  

w i t h  p rov i s i ons  a l i gned  to  an  eve r - i nc reas ing  ag ing  popu la t i on .    
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-  Deve lop  and  imp lemen t  a  mode l  t o  enab le  l oca l  and  depa r tmen ta l  

ac t i on  p lann ing .          
-  Pu t  i n  p l ace  app rop r i a te  resou rces  t o  de l i ve r  ou r  ob jec t i ves .   

Use  in format ion  and  ana lys is  to  d r ive  s t ra tegy  and  ac t ion :  

-  Ca r r y  ou t  equa l i t y  ana l ys i s  on  a l l  po l i c i es  and  s i gn i f i can t  change  

p rog rammes  to  ensu re  t hey  de l i ve r  ou r  equa l i t y  ob jec t i ves .    
-  U t i l i se  da ta  co l l ec ted  w i t h i n  ou r  s tock  cond i t i on  su rvey ing  

p rog ramme to  ensu re  adap ted  p rope r t i es  a re  reco rded  w i t h i n  ou r  

s tock  cond i t i on  da tabase .    
-  Co l l ec t ,  r ev i ew ,  and  measu re  da ta  on  a  regu la r  bas i s  so  t ha t  i t  

i n fo rms  us  o f  ou r  pe r fo rmance  i n  re l a t i on  t o  A ids  and  Adap ta t i ons  

i nc l ud ing  l e t t i ngs ,  comp la in t s  and  sa t i s fac t i on .    
-  Summar i se  t he  da ta  ga the red ,  w i t h i n  a  demograph i c  con tex t  whe re  

re l evan t ,  and  repo r t  t o  Execu t i ve  D i rec to rs  and  Group  Boa rd  w i t h  

app rop r i a te  recommenda t i ons  t o  suppo r t  assu rance  and  managemen t  

o f  r i s k .     
-  P rov ide  a  f u l l  exp lana t i on  o f  why  i n fo rma t i on  i s  co l l ec ted  and  wha t  

we  use  i t  f o r ,  t r ea t i ng  sens i t i ve  pe rsona l  da ta  con f i den t i a l l y  and  on l y  

f o r  t he  pu rposes  o f  p romo t i ng  and  ensu r i ng  equa l i t y  and  f a i r ness  and  

improv ing  ou tcomes .     
-  Take  ac t i ve  s teps  t o  add ress  any  i ssues  i den t i f i ed  by  t he  above  

repo r t i ng .    
 

Embed bes t  p rac t ice :     

-  Ensu re  t ha t  co l l eagues  rece i ve  regu la r ,  r e l evan t  and  up- to -da te  

t r a i n i ng  and  suppo r t  t o  enab le  t hem to  champ ion  and  mee t  t he  

o rgan i sa t i on ’ s  po l i cy  ob jec t i ves .    

-  Suppo r t  i nd i v i dua l  commi tmen t  t o  and  ownersh ip  o f  A ids  and  

Adap ta t i ons  ob jec t i ves  by  ensu r i ng  t ha t  app ra i sa l  conve rsa t i ons  

f ocus  on  t he  re l evan t  behav iou ra l  compe tenc ies .    
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-  Ensu re  t ha t ,  t h rough  ou r  p rocu remen t  p rocesses ,  we  appo in t  

pa r tne rs  and  supp l i e r s  w i t h  a  re l evan t ,  r obus t  and  comp l i an t  

app roach  t o  A ids  and  Adap ta t i ons ,  as  we l l  as  t he  w ide r  Equa l i t y ,  

D i ve rs i t y  and  Inc lus i v i t y  (EDI )  agenda .    

-  P rov ide  gu idance  and  suppo r t  on  a l l  aspec ts  o f  a i ds  and  adap ta t i on  

p rov i s i on  by  re fe rence  t o  ou r  bes t  p rac t i ce  g roup  and  sec to r  expe r t s .  

The  bes t  p rac t i ce  g roups  w i l l  a l so  suppo r t  w i t h  t he  con t i nuous  

improvemen t  o f  ou r  ex i s t i ng  p rac t i ces .    

-  Ensu re  t ha t  we  adop t  sec to r  bes t  p rac t i ce  whe re  app l i cab le .  

 

Have  in  p lace  reasonab le  and  access ib le  p rocedures  and  
approaches  to  suppor t  the  de l i ve ry  o f  A ids  and  Adapta t ions :  

-  Make  a  c l ea r  commi tmen t  t o  s takeho lde rs  on  how we  mee t  t he i r  

pa r t i cu la r  se rv i ce  requ i remen ts ,  p rov ide  c l ea r  i n fo rma t i on  rega rd ing  

t he  se rv i ce  t o  ou r  cus tomers  i n  a  f o rma t  wh i ch  re f l ec t s  t he i r  d i ve rs i t y .   
-  Suppo r t  e f f ec t i ve  commun ica t i on  by  p rov id i ng  a  range  o f  con tac t  

me thods ,  shaped  to  cus tomers ’  r equ i remen ts ,  i nc l ud ing  e f f ec t i ve  use  

o f  d i g i t a l  se rv i ces .    
-  Ensu re  t ha t  no  cu r ren t  o r  po ten t i a l  cus tomer  i s  d i sc r im ina ted  aga ins t  

by  manag ing  a  reques t  f o r  A ids  and  Adap ta t i ons  on  l ess  f avou rab le  

t e rms  due  to  a  p ro tec ted  cha rac te r i s t i c .    
-  I nvo l ve  cus tomers  i n  shap ing  and  sc ru t i n i s i ng  se rv i ces .    

-  Have  p rocedu res  i n  p l ace  t o  ensu re  ou r  p rope r t i es  comp ly  w i t h  ou r  

l ega l  ob l i ga t i ons  t o  mee t  requ i remen ts  a r i s i ng  f r om d i sab i l i t y  and  

o the r  p ro tec ted  cha rac te r i s t i c s  i nc l ud ing  A ids  and  Adap ta t i ons  

p rocedu res  f o r  cus tomers .    
-  Recogn i se  t ha t  d i sab i l i t y  i nc l udes  men ta l  hea l t h  and  tha t  no t  a l l  

d i sab i l i t i es  a re  v i s i b l e .    
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Minor  Adapta t ions :   

Mino r  adap ta t i ons  a re  usua l l y  non -comp lex  ad jus tmen ts  o r  f i x t u res  

cos t i ng  l ess  t han  £1 ,000 .  Examp les  i nc l ude ,  bu t  a re  no t  l im i t ed  t o ,  t he  

f o l l ow ing :  

-  G rab  ra i l s  

-  Add i t i ona l  ban i s te r  r a i l s   

-  F l oo r  t o  wa l l  /  ce i l i ng  ra i l s   

-  Ha l f  s t eps   

-  Ad jus tmen ts  t o  doo r  hand les  /  w indow l a t ches   

-  Leve r  t aps  

-  F l ash ing  doo rbe l l s  

-  Key  sa fes  

 

I n te rna l  Process :   

For  any  m ino r  adap ta t i ons  wh i ch  exceed  the  t h resho ld  a l l owance ,  t he  

A ids  &  Adap ta t i ons  O f f i ce r  mus t  seek  app rova l  f r om e i t he r  t he  Reg iona l  

Head  o f  Asse t  S t ra tegy  and  De l i ve ry  o r  t he  De l i ve ry  and  Pe r fo rmance  

Manage r  be fo re  p roceed ing .   

 

  Thresho ld  A l lowance  

R ivers ide :  Nor th ,  L iverpoo l  C i ty  
Reg ion ,  South  &  Cent ra l  and  
London  ( fo rmer  One  Hous ing  
Group)  

Up to  £1 ,000  

Rivers ide  Scot land  Rev iewed  on  a  case -by -case  bas i s .   

 

 

Major  Adapta t ions :   

Majo r  adap ta t i ons  a re  usua l l y  s i gn i f i can t  changes  t o  a  p rope r t y  wh i ch  

cos t  more  t han  £1 ,000 .  These  adap ta t i ons  w i l l  need  t o  be  recommended  



 

 

Policy Approval 
Date: 

19/09/2024 Date of next 
review: 

19/09/2027 

 

A charitable Registered Society under the Co-operative and Community Benefit Societies Act 2014 

 

GENERAL - EXTERNAL 

by  an  Occupa t i ona l  The rap i s t ,  emp loyed  by  a  cus tomer ’ s  Loca l  

Au tho r i t y .  Examp les  i nc l ude ,  bu t  a re  no t  l im i t ed  t o ,  t he  f o l l ow ing :  

-  Leve l -access  showers   

-  We t  rooms   

-  Ove r  ba th  showers  

-  Ramps  

-  S ta i r  l i f t s  /  t h rough - f l oo r  l i f t s   

-  Wash  /  d r y  t o i l e t s  

-  Spec ia l i s t  ba ths    

-  Ex tens ions  and /o r  S t ruc tu ra l  A l t e rna t i ves  

 
Fund ing:   

I n  t he  f i r s t  i ns tance ,  whe reve r  poss ib l e ,  D i sab led  Fac i l i t i es  Gran ts  

shou ld  be  used  i n  l i ne  w i t h  Loca l  Au tho r i t y  ag reemen ts .  

Ma jo r  adap ta t i ons  w i l l  usua l l y  be  f unded  th rough  a  g ran t  dependen t  on  

whe the r  o r  no t  t he  cus tomer  mee ts  t he  e l i g i b i l i t y  c r i t e r i a  and  may  be  

sub jec t  t o  pass ing  a  f i nanc ia l  assessmen t .   

Where  t he  cus tomer  i s  unsuccess fu l  i n  ob ta in i ng  g ran t  f und ing  o r  whe re  

o the r  f und ing  canno t  be  sou rced  by  t he  cus tomer  and  ev idence  has  been  

p rov ided ,  we  may ,  i n  excep t i ona l  c i r cums tances ,  cons ide r  ma tch  f und ing  

o r  f und ing  t he  who le  cos t  o f  t he  adap ta t i on ,  howeve r  each  case  w i l l  be  

cons ide red  on  i t s  own  mer i t s .  

I f  t he  cus tomer  i s  f und ing  t he  adap ta t i on  t hemse l ves ,  t hey  w i l l  need  to  

ask  f o r  pe rm iss ion  be fo re  mak ing  any  ma jo r  adap ta t i ons  t o  t he i r  home .  

 Max imum Cont r ibu t ion  L imi t  

R ivers ide :  Nor th ,  L iverpoo l  C i ty  
Reg ion  and  South  &  Cent ra l  

50% o r  £30 ,000  (wh i cheve r  i s  h i ghe r ) .  
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Rivers ide  Scot land  Fu l l y  f unded  by  HARP (Hous ing  and  

Regene ra t i on  P rog ramme) .  

London  ( fo rmer  OHG)  Fu l l y  f unded  th rough  DFG (D i sab led  

Fac i l i t i es  Gran t ) .  

 

Reasons  fo r  Re fusa l :   

An  adap ta t i on  may  be  re fused  unde r  t he  f o l l ow ing  c i r cums tances :   

-  The  occupancy  i s  t empora ry  i n  na tu re .  

-  I t  i s  no t  phys i ca l l y  poss ib l e  t o  a l t e r  t he  p rope r t y  i n  t he  reques ted  

way .   

-  I t  does  no t  mee t  a l l  p l ann ing  and  bu i l d i ng  regu la t i on  requ i remen ts ,  

o r  t he re  a re  l ega l  o r  con t rac tua l  r easons  wh i ch  p reven ts  us  f r om 

ca r r y i ng  ou t  t he  adap ta t i on ;  o r  i t  wou ld  p resen t  a  hea l t h  and  sa fe t y  

r i sk .   

-  I t  r educes  t he  bed room coun t  o f  a  p rope r t y .  

-  I t  i s  no t  f o r  t he  cus tomer  o r  a  member  o f  t he i r  r eg i s te red  househo ld .   

-  The  need  has  no t  been  i den t i f i ed  by  an  Occupa t i ona l  The rap i s t .   

-  I t  wou ld  have  an  adve rse  impac t  on  o the r  r es i den ts .   

-  The  p rope r t y  i s  i n  d i s repa i r  o r  schedu led  t o  be  demo l i shed .   

-  The  p rope r t y  i s  i nc l uded  i n  a  regene ra t i on  scheme.   

 

I f  we  a re  unab le  t o  f u l f i l  a  cus tomer ’ s  adap ta t i on  reques t ,  we  w i l l  p rov ide  

a  f u l l  exp lana t i on  i n  w r i t i ng  and  ou r  Hous ing  Team w i l l  suppo r t  t hem to  

f i nd  a  su i t ab le  a l t e rna t i ve  p rope r t y  i f  necessa ry .   

 

Communa l  Area  Adapta t ions :   

A reques t  f o r  an  adap ta t i on  l oca ted  i n  a  communa l  a rea  w i l l  be  

cons ide red  on  a  case -by -case  bas i s  and  w i l l  be  l ed  by  t he  reg iona l  A ids  

&  Adap ta t i ons  O f f i ce r .  Examp les  i nc l ude ,  bu t  a re  no t  l im i t ed  t o ,  t he  

f o l l ow ing :  
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-  Hand ra i l s   

-  Ramps  

-  S ta i r  l i f t s  /  t h rough - f l oo r  l i f t s    

-  Ex tens ions  

 

Main tenance ,  Repa i rs  and  Serv ice  Charges :   

There  may  be  c i r cums tances  whe re  t he  respons ib i l i t y  t o  repa i r  and  

ma in ta in  ce r ta i n  equ ipmen t  i s  no t  he ld  by  R i ve rs i de ,  howeve r ,  t he  

respons ib l e  pa r t y  w i l l  be  c l ea r l y  ou t l i ned  and  commun ica ted  a t  t he  t ime  

o f  i ns ta l l a t i on .  I n  a l l  o the r  cases ,  once  a  p roduc t  wa r ran t y  has  exp i red ,  

R i ve rs i de  w i l l  unde r take  necessa ry  repa i r s  and  ma in tenance  to  an  

app l i cab le  adap ta t i on  t ha t  i s  cons ide red  t o  be  pa r t  o f  t he  p rope r t y ’ s  

f i x t u res  and  f i t t i ngs .   

 

A  se rv i ce  cha rge  may  be  app l i cab le  f o r  mechan i ca l  adap ta t i ons  t o  cove r  

t he  cos t  t o  se rv i ce  and  ma in ta i n  t he  equ ipmen t  whe re  app rop r i a te .  

Cus tomer ’ s  w i l l  be  no t i f i ed  i n  t he  even t  t ha t  a  se rv i ce  cha rge  i s  

app l i cab le .  

 

Comple t ion  T imef rames:   

 M inor  Adapta t ion  
T imef rame 

Ma jor  Adapta t ion  
T imef rame 

R ivers ide :  Nor th ,  L iverpoo l  
C i ty  Reg ion ,  South  &  
Cent ra l  and  London  ( fo rmer  
OHG)  

Usua l l y  w i t h i n  28  

days  o f  be ing  

app roved .  

Usua l l y  w i t h i n  6  

mon ths  o f  be ing  

app roved . *   

Rivers ide  Scot land  
 

I n  l i ne  w i t h  t he  

Sco t t i sh  Hous ing  

Regu la to r .  

I n  l i ne  w i t h  t he  

Sco t t i sh  Hous ing  

Regu la to r .  
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*Un less  t he re  a re  excep t i ona l  c i r cums tances ,  and  a  pa r t i cu la r  case  

needs  t o  be  p r i o r i t i sed .  

 
Loca l  Author i ty :  I f  t he  Loca l  Au tho r i t y  i s  comp le t i ng  t he  wo rk  on  beha l f  

o f  t he  cus tomer ,  i t  w i l l  be  comp le ted  i n  acco rdance  w i t h  t he  t ime f rames  

se t  by  t he  Loca l  Au tho r i t y .     

 

Land lord  App l ica t ions :   
 Reg iona l  Process  

R ivers ide :  Nor th ,  L iverpoo l  C i ty  
Reg ion  and  South  &  Cent ra l  

Cla im  f rom the  counc i l  and  t hen  

comp le te  t he  wo rks .  
R ivers ide  Scot land  Comp le te  t he  wo rks  and  then  c l a im  

f rom the  Sco t t i sh  Gove rnmen t .   

London  ( fo rmer  OHG)  Comp le te  t he  wo rks  and  then  c l a im  

f rom the  counc i l .   

 
Remova l  o f  Ex is t ing  Adapta t ions :   

Prope r t i es  w i l l  be  a l l oca ted  t o  cus tomers  based  on  t he i r  needs  and  any  

ex i s t i ng  adap ta t i ons  i n  a  p rope r t y  w i l l  be  t aken  i n to  cons ide ra t i on .  I n  

some  i ns tances ,  cus tomers  may  be  a l l oca ted  a  p rope r t y  wh i ch  i nc l ude  

adap ta t i ons  bu t  may  no t  be  requ i red ,  t he re fo re ,  t he  f o l l ow ing  w i l l  app l y :   

 

 P rocess  Budget  

R ivers ide :  Nor th ,  L iverpoo l  
C i ty  Reg ion  and  South  &  
Cent ra l  and  London  ( fo rmer  
OHG)   

A l l  r eques ts  w i l l  be  rev iewed  

on  a  case -by -case  bas i s  and  i f  

r easonab le ,  t he  remova l  w i l l  

be  ac t i oned .   

Vo ids  

Rivers ide  Scot land  The  cus tomer  ag rees  t o  move  

i n to  t he  p rope r t y  unde r  t he  

Vo ids  
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cond i t i on  t ha t  t he  adap ta t i on  

i s  r e ta i ned  /  r emoved .   

 

I f  an  adap ta t i on  i s  owned  by  t he  Loca l  Au tho r i t y ,  i t  i s  a t  t he i r  d i sc re t i on  

as  t o  whe the r  o r  no t  t hey  choose  t o  remove  i t  f r om the  p rope r t y .  The  

cus tomer  shou ld  con tac t  t he i r  l oca l  counc i l  i f  t hey  requ i re  more  

i n fo rma t i on  abou t  t h i s .   

 
C r i t i ca l  Reac t ive  Adapta t ions :   
 
I n  t he  even t  t ha t  e i t he r  an  Occupa t i ona l  The rap i s t  and /o r  A ids  &  

Adap ta t i on  O f f i ce r  has  deemed  a  case  to  be  c r i t i ca l  due  t o  an  immed ia te  

r i sk  t o  a  cus tomer ’ s  hea l t h  and  sa fe t y ,  a  case  managemen t  app roach  

w i l l  be  adop ted  i n  o rde r  f o r  an  app rop r i a te  so lu t i on  t o  be  ag reed .  As  

such ,  t he  f o l l ow ing  s takeho lde rs  shou ld  be  i nvo l ved :   

 

-  A ids  &  Adap ta t i ons  O f f i ce r  

-  Hous ing  O f f i ce r  

-  Le t t i ngs  Team 

-  Ca re  &  Suppo r t  

-  Loca l  Au tho r i t y  

 

The  above  s takeho lde rs  shou ld  assess  whe the r  a  more  su i t ab le  p rope r t y  

can  be  sou rced  t o  mee t  t he  u rgen t  needs  o f  t he  cus tomer ,  o r  whe the r  a  

t empora ry  decan t  i s  r equ i red  wh i l s t  t he  wo rks  a re  be ing  unde r taken  as  

qu i ck l y  as  poss ib l e .   

 

4 .  Fur ther  In format ion  & Suppor t  
 

Def in i t ions :   

A ids  and  adapta t ions  a re  i t ems  o f  equ ipmen t  o r  spec ia l  f i x t u res  and  

f i t t i ngs  wh i ch  may  improve  access  t o  a  cus tomer ’ s  home ,  improve  a  
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cus tomer ’ s  mob i l i t y  i n  and  a round  the i r  home ,  o r  he lp  w i t h  da i l y  l i v i ng ,  

i nc l ud ing  f o r  r e l i g i ous  and  cu l t u ra l  r easons .    

Equa l i ty  i s  abou t  ensu r i ng  t ha t  eve ry  i nd i v i dua l  has  an  equa l  

oppo r tun i t y  t o  make  the  mos t  o f  t he i r  l i ves  and  t a l en t s  and  be l i ev i ng  t ha t  

no  one  shou ld  have  poo re r  l i f e  chances  because  o f  whe re ,  when  o r  whom 

they  we re  bo rn ,  o r  because  o f  o the r  cha rac te r i s t i c s .  P romo t i ng  equa l i t y  

i s  abou t  behav ing  i n  a  way  tha t  t ack les  i nequa l i t i es ,  a im ing  t o  ensu re  

t ha t  a l l  s t a f f  and  se rv i ce  use rs  a re  t r ea ted  f a i r l y ,  and  do  no t  expe r i ence  

d i sc r im ina t i on .    

P romo t i ng  d ivers i ty  i s  abou t  r ecogn i s i ng  t ha t  eve ryone  i s  d i f f e ren t  and  

c rea t i ng  an  env i ronmen t  t ha t  va lues  each  cus tomer  and  emp loyee  

ensu r i ng  t ha t  se rv i ces  a re  de l i ve red  t ha t  su i t  a l l  sec t i ons  o f  t he  

commun i t y .    

I nc lus ion  i s  abou t  pos i t i ve l y  s t r i v i ng  t o  mee t  t he  needs  o f  d i f f e ren t  

peop le  and  t ak ing  de l i be ra te  ac t i on  t o  c rea te  env i ronmen ts  whe re  

eve ryone  fee l s  r espec ted  and  ab le  t o  ach ieve  t he i r  f u l l  po ten t i a l .    

Protec ted  charac te r is t i cs  a re  t he  l i s t ed  cha rac te r i s t i c s  wh i ch  a re  

p ro tec ted  by  t he  Equa l i t y  Ac t  2010 .  
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5 .  Roles  and Responsib i l i t ies  

 

• Contact A&A team if a customer requires advice on 
adaptations in their home. 

• Notify A&A team before attending a property and/or if 
they find a fault with an installation. 

•Ensure vulnerability characteristics are updated within 
the relevant systems. 

Front Line Colleages

• Full responsibility for delivery and contract 
management of A&A contractors. 

• Responsible for budget accounability. 
Aids & Adapations 

Officer 

• Monitor adherence to the policy.
• Monitor delivery performance. 
• Dealing with escalated issues.
• Support with delivery and escalations.
• Accountable for regional budget.

Regional Delivery & 
Performance Manager

•National lead for Aids & Adaptations.
•Responsible for national budget.

Head of Asset Strategy & 
Delivery 

(South & Central)

• Deal with escalated issues.
• Responsible for reviewing policy and procedure.
• Accountable for overall spend against budget. 
• Obtain fundingg to support delivery. 

Head of Assets & 
Sustainability (Scotland)

• Monitor delivery performance & contract 
management. 

• Support delivery and escalations. 
• Monitor budget and authroisations. 
• Monitor adherence to the policy. 

Asset Operations 
Manager (Scotland)

•Assessing and prescribing adaptations based on 
customer needs. Occupational Therapist

• Hold DFG budget.
• Service offered varies depending on region. Local Authority
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6 .  Appeal  &  Compla ints   
 

Rive rs i de  a im  to  mee t  a l l  i t s  ob l i ga t i ons  t o  ca r r y  ou t  r epa i r s  w i t h i n  

s ta tu te  and  t he  Respons i ve  Repa i r s  po l i cy .  I f  we  do  no t ,  ou r  cus tomers  

can  con tac t  us  and  i n fo rm us  o f  t h i s .  We  w i l l  r espond  to  comp la in t s  

rega rd ing  ou r  r epa i r s  se rv i ce  i n  l i ne  w i t h  ou r  Comp la in t s  Po l i cy  and  

Cus tomer  Feedback  P rocedu re .  

 

7 .  Equal i ty ,  D ivers i ty  and Inc lus ion  
 

R i ve rs i de  i s  commi t t ed  t o  Equa l i t y ,  D i ve rs i t y  &  I nc lus ion .  We  s t r i ve  t o  

be  f a i r  i n  ou r  dea l i ngs  w i t h  a l l  peop le ,  commun i t i es  and  o rgan i sa t i ons ,  

t ak i ng  i n to  accoun t  t he  d i ve rse  na tu re  o f  t he i r  cu l t u re  and  backg round  

and  ac t i ve l y  p romo t i ng  i nc l us ion .  Th i s  po l i cy  a l i gns  w i t h  R i ve rs i de ’ s  

Equa l i t y ,  D i ve rs i t y  and  Inc lus ion  Po l i cy  and  has  been  sub jec t  t o  an  

Equa l i t y  Impac t  Assessmen t .  

https://www.riverside.org.uk/about-us/our-policies/

