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The big picture that led us to 

Lifetime homes, lifetime neighbourhoods

• About all of us ageing not older   

people as a ‘client group’. 

• Nearly 70% older people own their  

home and rising. % live in sheltered, 5% in 

care homes.

• Older households make up almost a third

of our communities.  

• 48% of all new households will be over   

65s to 2026 - 2.4m more older households

• Number of older disabled people to double 

from 2.3 m to 4.6 m by 2041.  

• National ageing debate previously seen 

as about pensions and care, now 

housing and communities.
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The changing delivery landscape

• New local performance framework and PSAs.  

• LAAs allow work across housing, health and care through 

flexible funding and joint commissioning.

• Personalisation and choice. With individual budgets 

popular low level services may benefit.  Market may open 

for handyman services. 

• Growing interest in prevention. Investment in low unit cost 

preventative services to improve home safety and 

independence.  

• Increasing budget pressures?



7

Poor housing results in poor health

and care home admissions

• Falls alone cost the NHS £726m a year

• 26,000 “excess winter deaths” last winter - result from illness 

connected to cold and damp conditions (ODPM HHSHS research)

• 28% of older people live in non-decent or hazardous housing or 

2.1 million households (EHCS 2005).

• 51% go into care home after hospitalisation because a return 

to home not practical.

• Long-term care expenditure would need to rise by 325% in real 
terms between 2002 and 2041 if we do nothing.
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Heath, housing and care.  

„The triangle of independence‟

Enabling

housing

& environment

Good

health

Social

networks

and care

Independent

older 

person

Services in one area fail the person if other parts missing. 

Evidence on key 

reasons for loss 

of independence 

are inter-action 

between health, 

social, housing.

Multi-disciplinary 

approach more 

successful.  

Housing often 

missing link.
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• We should build adaptable ‘homes for life’.

• Space. We often need room to accommodate visiting family or a carer, 

and need good storage space.

• Housing design should be user-friendly, low maintenance and safe

• Our homes should also be affordable to heat.

• Access to green, private space, and a safe neighbourhood.

• Housing that is accessible to good local transport, facilities and 

amenities.

• Access to independent information and advice about our housing 

options

• A reliable repairs and adaptations services for that bit of help 

around the home.

• But above all, people want to be listened to and be involved in the 

design of everything that will affect us

What older people say they wanted 
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Expansion of handyman schemes 

across country

• Gaps in existing provision 

• Many services are not ‘holistic’ and

are not effectively targeted - missed  

opportunities

• £33m extra funding 2009-11 

available to all local authorities to 

develop new fast repairs and 

adaptations services and 

enhanced services

• After that, funding via area-based 

grant

• Evaluation essential locally and 

nationally

Photo: Care and Repair England
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• Small building repairs, odd jobs and minor adaptations

• General home safety checks with remedial action, falls / 
accident prevention, hygiene, sanitation, food storage 
and preparation

• Security checks with remedial action

• Small home energy efficiency measures

• Fire safety

• Hospital discharge 

• Assistive technology – install and maintain equipment

• Foot in the door for other services, including state 
benefits, care, support, more substantial home 
improvements, leisure and social links

Holistic Handyperson schemes
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The Future HIA

Report commissioned as part of Lifetime homes, lifetime 

neighbourhoods action plan.

• Identifying good practice and innovation in the sector

• Future-proofing – responding to the changing delivery 

landscape and Lifetime homes, lifetime neighbourhoods

• Will inform commissioning, e.g. handyman services.

Sub-reports covering:

• Advice, information and advocacy 

• Funding for repairs and adaptations

• Handyperson Services 

• Major Adaptations – DFGs

• Connecting with health and care
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On the Communities and Local 

Government website

• Lifetime Homes, Lifetime Neighbourhoods.

• More Choice, Greater Voice.

• Housing choices and aspirations of older people.

• Predicting who will need costly care.

• The Future HIA

• Coming shortly – Handypersons services

www.communities.gov.uk - housing and older people section

http://www.communities.gov.uk/


A New Era?

Sue Adams, 
Director of Care & Repair 
England, Co-chair of HOPDEV

Email info@careandrepair-england.org.uk
Website: www.careandrepair-england.org.uk

mailto:info@careandrepair-england.org.uk
mailto:info@careandrepair-england.org.uk
mailto:info@careandrepair-england.org.uk
http://www.careandrepair-england.org.uk/
http://www.careandrepair-england.org.uk/
http://www.careandrepair-england.org.uk/


Part of the Mainstream

 Key aim of national funding

 Embed in range of new policy agendas: 

– Local Area Agreement

– Social Care new vision – prevention, 
personalisation

– Part of wider health agenda

– Communities in Control and engagement



Measuring Success

 quality as well as 
quantity

 rationing and targeting

 delivering what older 
people want vs what 
commissioners 
prioritise



HP: What people valued

Helpful…kind………
polite…friendly…
….courteous……
…tidy………

……pleasant.......
clean….reliable..
….informative.…
…reassuring…



Challenges ahead

 Staying flexible and responsive vs 
bureaucratisation

 Meeting increased expectations 

 Local priorities vs national aspirations 

 Cost benefit analysis in tight spending 
round



Gearing up for Future?

 Are you Trusted, Reliable, Affordable
provider with:

– A high level of client satisfaction?

– Able to pull together a strong evidence base 
of cost benefits across health/ care?

 Are you linked into key strategies that will 
determine future commissioning 
priorities?



Information 

Care & Repair England

info@careandrepair-england.org.uk

www.careandrepair-england.org.uk

(HP report: Small things matter – click on 
Handyperson)

mailto:info@careandrepair-england.org.uk
mailto:info@careandrepair-england.org.uk
mailto:info@careandrepair-england.org.uk
http://www.careandrepair-england.org.uk/
http://www.careandrepair-england.org.uk/
http://www.careandrepair-england.org.uk/


The Commissioner Perspective

Christine Tremlett, Suffolk County 
Council Supporting People



Handyperson:
The commissioner perspective

Christine Tremlett

Suffolk Supporting People



Where are we going?

• National and local ambitions

– LAA and LSP

• SP 5 year strategy

• Housing
Safety – falls, cold homes, fire risk

Maintaining independence

• Links to Health

• Well being 



Current position in Suffolk

Most of county served by HIA

Tender in progress to cover the whole county and 
expand the service

• joint commissioning with districts and ACS

• handyperson

• ancillary services:  decorating and gardening



Holistic floating support reached via 

CARA:

Central Access and Referral Agency

Expansion of floating support to 

accommodate other SP services

Older Persons pilot

Housing related support



• Partnership of Suffolk agencies 
and organisations making home 
visits 

• Central co-ordinator

• Simple referral system

• 2008:  

1113 referrals        3356 actions



1 referral

• Handyperson replaced light bulb over the stairs

and fitted a smoke alarm and door chain

• Age Concern offered regular contact through their 
befriending service and a local lunchtime club 

• Datalink bottle provided



Evaluating the benefits

• Customer response on 
quality

• Delivering on targets for SP 
and partners

• Relevance of services – have 
we got it right?

• Value for money



Future aspirations for Handyperson

• Mapping needs accurately

• Full assessments on offer – time 
with caseworker

• Liaison with A&E, Ambulance re 
frequent fallers

• Hospital discharge

• Fast action on HHSRS 



Suffolk Supporting People

Telephone 01473 581832

christine.tremlett@socserv.suffolkcc.gov.uk

www.supportingpeoplesuffolk.org.uk

mailto:christine.tremlett@socserv.suffolkcc.gov.uk


The Provider Perspective

Mark Amor, Ridgeway Care & Repair



Ridgeway 

Care & Repair

HANDIHELP 

SERVICE

making independence real

Part of Ridgeway Community Housing Association, a member of the

Tom



The Ridgeway Handihelp 

Distinctive Approach

PRESENTED BY:

MARK AMOR

Social Enterprise Manager

Ridgeway Care & Repair
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Part of Ridgeway Community Housing Association, a member of the



Definitions of a good Handihelp 

Service

Protecting vulnerable people from
rogue traders, preventing accidents 
and enhancing people’s sense of well 
being and safety at home
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Part of Ridgeway Community Housing Association, a member of the

The Social Enterprise 

model needs to be 

efficient, cost effective, 

affordable and 

accessible to the client.

At no time during the 

continued running or 

development of 

Handihelp must we 

forget why Handihelp 

exists and who it’s for.

A sustainable 

service that will 

be there year in 

and year out

*Providing essential small repairs, 

maintenance and assistance to the 

elderly, disabled and vulnerable 

members within the community to 

allow people to remain living 

comfortably and independently in 

their own homes.



Handihelp Qualities
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Part of Ridgeway Community Housing Association, a member of the

 Easy to access

 Clear service options

 Equitable and diverse

 Reliable and trustworthy

 Identifiable 

 Quality and functionality

 Flexible

 Cost effective

 Reactive and proactive

 Information, advice and 

signposting

 Charitable and subsidised 

financial support

 Happy and positive team

 Client awareness

 Communication

 Empathy

 Patience

 Safety conscious

 Third dimension awareness

 Responsible

 Back-up service

 CRB-checked employees

 Clear ID

 Uniforms

 Professionalism



Brief History

• Over 10 years experience in the development and delivery of 

Handyperson services. 

• Commenced in the Kennet District in 1997 as ‘one person and a 

van’ which has now spread throughout other  districts 

West Wiltshire

North Wiltshire

Swindon

West Berkshire

Reading

Wokingham
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Part of Ridgeway Community Housing Association, a member of the



Launch of Centralised

Handihelp Service 
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Part of Ridgeway Community Housing Association, a member of the

Sue Adams

Care & Repair England Apprentice students from local college
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Part of Ridgeway Community Housing Association, a member of the



History Continued:

RC&R Handihelp is successful because of:

• commitment to maintaining and developing new services 

• providing and demonstrating good working practice within its 

working model

Nationally, we have both influenced and participated in the 

development of new initiatives.
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Part of Ridgeway Community Housing Association, a member of the
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Part of Ridgeway Community Housing Association, a member of the

Income Structures

Private Income and Contract Work

General Public

Contracts with other service providers 

(Mediquip)

Charities and Trusts

Royal British Legion

SAFFA

Elizabeth Finn

Housing Associations

Sheltered Housing Schemes

Ridgeway Handihelp 

Hardship Fund 

donated by Ridgeway 

Community Housing 

Association

Commissioning Body Funding

Local Authority Supporting People

DACS

District Councils



Social Enterprise

Business Model
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Part of Ridgeway Community Housing Association, a member of the

Providing the essential small 

repairs, maintenance and 

assistance to the elderly, 

disabled and vulnerable within 

the community to allow people 

to remain living comfortably and 

independently in their own 

homes.

The Social Enterprise model 
needs to be efficient, cost 
effective, affordable and 
accessible to the client (at no 
time during the continued 
running or development of 
Handihelp must we forget why 
Handihelp exists and who it’s for.

A Social Enterprise is based on a ‘not for profit’ trading culture. 

Our aim is to persue social goals and move into private sector 

and commercial income opportunities. 

Any profitable income is identified as surplus monies and re-

invested within the Social Enterprise model.



Social Enterprise

Business Model continued:
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Part of Ridgeway Community Housing Association, a member of the

Local Authority Work :

Approved to carry out grant work for Local Authorities in 

Berkshire and Wiltshire.  Handihelp additionally provides 

assistance with the completion of other minor repairs and 

adaptations.

Private Work :

Handihelp has successfully quoted for, administered and 

delivered various private minor adaptation and repair contracts 

for local community members.

Commercial Work :

Handihelp caters for most needs and delivers work for local 

Housing Associations and other commercially based companies 

catering for general public use, e.g. Mediquip



Why We Changed
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Part of Ridgeway Community Housing Association, a member of the

 No existing specialised service
 Niche market 
 Widespread demand
 Expanding market
 Government backed
 Localised client bases
 Interacting with other support organisations
 Easy to utilise and expand existing admin support

We recognised a need and filled the gap.

We are not building contractors or 

medical advisors, we are a team 

of minor adaptation technicians 

that carry out minor repairs and 

odd jobs



What We Did

Social Enterprise Manager

Changed business model

Business Plan and income analysis to prove business viability

Risk assessment on business set up

Evaluated existing resources 

Set up policies & procedures and terms & conditions of trade

Identified income streams

Monitored and studied the market

Changed administration processes to improve data collection

Marketing 

Identified equipment and stock required

Identified suppliers

Staff training (H&S, client awareness and safety, lone working etc.)

Capital investment for vehicles, plant and equipment (depreciation 

subject to contract terms)

C
a
re

 &
 

R
e
p
a
ir

Part of Ridgeway Community Housing Association, a member of the



How We Did It
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Part of Ridgeway Community Housing Association, a member of the

Retained control of all business aspects of the service

Investment in People - motivational and supportive leadership

Sourced contracts and partnering work for stability

Negotiated with contractors and other service providers

Responded to market demand

Marketing

Suppliers - set up supplier links and trade terms

Built up stock levels - improved buying power

Centralised - created centralised management and coordinating hub

Local telephone number

Coordination of workload

Dedicated Handihelp database

Employment requirements

Expand only as fast 

as you are growing

Risk of expansion ïlimited 

contracts of employment in 

initial growth periods to test 

the longevity and stability of 

contract



Where We Are

Part of Ridgeway Community Housing Association, a member of the
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Fleet photo

C
a
re

 &
 

R
e
p
a
ir

Part of Ridgeway Community Housing Association, a member of the



Where We Are Going
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Part of Ridgeway Community Housing Association, a member of the

Sustainability
Maintain quality and delivery of existing business

Consolidation and financial stability

Having achieved the above – time to move on…….

NEVER 

SAY „NOô

Expansion

Taking the business model to

other areas or organisations and

expanding within a sustainable

ratio to the demand

Developments and other Opportunities

Diversifying  - we are constantly improving our existing services and seeking new 

opportunities within this niche market i.e. assistive technology, hospital discharge 

packages, retail sales, provision of service to other commercial users i.e. private 

respite homes, adaptations to public buildings and general public facilities.



Surplus Investments

Profit and loss

• Handihelp is run on a basic profit and loss principle. 

• Within a 2-year period the Social Enterprise model is sustainable, 

showing surplus funds for investment.

• Providing stable foundations for future growth.

• Social Enterprise expectations of surplus monies is a welcome 

reward for all involved and gives the business the opportunity to 

invest and grow. 

• Financial risk assessment applied to our business plan has meant our 

Handihelp Service is no longer reliant on Local Government funding 

for a continued service, however funding from Local Government to 

subsidise initiatives and support the service is essential.
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Part of Ridgeway Community Housing Association, a member of the
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Part of Ridgeway Community Housing Association, a member of the

Film



Contact Details:
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Part of Ridgeway Community Housing Association, a member of the

Mark Amor

Social Enterprise Manager

Copies and consultations can be obtained by contacting Sue Dewberry on 

01380 735437 or sue.dewberry@ridgewaycommunity.org.uk



Group Work Session

Introduction by Francis Philippa, 
Foundations



Group Work Session
• Topic 1: Targeting need and prioritising the service

A service for all or a service for those most in need?

• Topic 2: A holistic handyperson service?
Do we want a broader or deeper service?

• Topic 3: Delivering the service
Home spun or contracted out?

• Topic 4: Evaluating the benefits of handyperson services
Will the service be driven by outputs or outcomes?

• Topic 5: A sustainable service
A service supported by public subsidy or a broad based service which can 
stand on its own?



Group Work Session
•a) From the point of view of providers and 
commissioners, what are the main tensions raised by 
this topic?

• b) What solutions are there?

• c) How achievable are these solutions and what 
priority should be given to them?

• d) What external support is needed? 


