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Today’s presentation

• The role of home improvement agencies in 
delivering adaptations 

• Research findings – impact of recent changes 
in the DFG programme

• The Future HIA project

• Customer experience of adaptations

• Building in value to the process



Foundations

• The national body for home improvement 
agencies in England

– Supports sector development

– Monitors and reports on national policy issues

– Promotes the sector to government and other 
stakeholders

– Training, skills development and networking 
opportunities for HIA staff and commissioners



State of the sector in England
• Over 90% local authority coverage in England

• 240,000 enquires dealt with last year

• HIAs deal with approximately half of all DFG funded 
adaptations 

• £33million new handyperson funding from April 09

• HIAs given prominent role in Lifetime Homes, Lifetime 
Neighbourhoods:

“the ‘hub’ around which vulnerable clients exercise choice 
about their home environment”



Impact of modernising the DFG 
programme

• Survey of HIA sector October 2008 and April 2009

• Data from HIA management information system for 
2007-08 and 2008-09

– Increase in CLG funding and removal of 60:40 split

– Removal of means test for parents of disabled children

– Take-up of charging for works over £5,000

– Effect of raising grant maximum to £30,000

– Demand for DFGs



Funding allocation by local authorities 
– comparing 2007/08 and 2008/09  
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DFG activity for 2007/08 and 2008/09  
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Removal of means test for parents of 
disabled children
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Changes in average DFG award

• All DFGs – 4% increase from £6,964 to £7,214 
from 2007-08 to 2008-09

• DFGs for under 18s – 0.6% increase from 
£11,159 to £11,232



Waiting times

0%

5%

10%

15%

20%

25%

30%

35%

40%

45%

50%

Increasing Decreasing Staying the

same

Oct-08

Apr-09



Waiting times
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Other results

• Demand for DFGs

– 78% of respondents say this is increasing

• Charges for works over £5,000

– Yes – 46%  in April 2009 (36% in October 2008)

• DFG limit increase to £30,000
• 26% said positive impact – level about right
• 35% said positive impact – needs to be higher
• 3% said negative impact
• 36% said no noticeable impact



The need for a change to the 
adaptations approach

• Central funding has increased but still increasing pressure on budgets

• Increasing numbers of older and physically disabled people

• DFGs a process-driven system but lack of uniformity of process across the 
country

• Lack of information about process and wider options

• Current systems offer limited personalisation and control for service users

• There is a need for joined-up services with minor adaptations / telecare 
etc

• There is a need to move towards a social based model.



The Future HIA project

• Commissioned by Communities 
and Local Government

• Sets out the broad agenda for 
evolution of the sector to its next 
level

• Provides examples of best practice 
from within the sector and outside 
it 

• Major adaptations - final of five 
project reports

Foundations’ response



How HIAs are changing 

• Advice and support covering on a full range of 
housing options, not just “staying put” 

• Forming part of “hub” services for older people 
tackling health, care, leisure, welfare, finance, rights 
and housing issues

• Independent advocacy and care brokerage



Support for choice…

…is about helping the person to exercise their choice by:

• Listening to them, hearing their aspirations and 
understanding their circumstances

• Offering a range of solutions that might be delivered 
by the same agency or by others

• Working with the person to ensure that their chosen 
solution becomes a reality



If I needed a stairlift?

Call a stairlift
company

Stairlift fitted Make payment

Home visit –
agree cost and 
specification



The customer experience of 
adaptations

Assessment 
after crisis

Schedule 
of works

Tender

Apply for 
DFG

Approval

Arrange 
builder

Complete 
work

Unforeseen 
works

Aftercare & 
servicing



How can HIAs help?

• Reach clients before they suffer a crisis which leads to needs for 
assessment – proactive targeting

• Handyperson or other trusted technician to assess for low-level 
adaptations – taking the weight off OTs 

• Provide information to the client about the process and all the options, 
including paying for the work privately, moving home, other works, client 
‘top ups’

• Act as agent for client, with needs of all parties in mind

• Improve partnerships between different professionals and authorities 
involved 



How can HIAs help?

• Help clients to access funding from elsewhere – loans, charitable sources

• Link to resolving other housing issues which occur at the same time as the 
need for an adaptation

• Procurement of adaptations equipment

• Project manage building works

• Aftercare for client

• Evaluating clients’ existing benefits in light of the adaptations – council tax 
band

• Support for those who cannot wait or do not qualify


