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Evidence examples for Level A and B services are included to give an indication of what is expected of 
services delivered to such standards.  
When assessing compliance with level A and B standards therefore, it is acceptable to cite 
alternatives to the listed examples where these demonstrate that the standards are being met by 
other means. 
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National HIA Quality Mark – Connecting with Health & Care Module 

To work effectively with health and social care commissioners, home improvement agencies have to 
understand commissioners' objectives and how their skills can help deliver the outcomes 
commissioners require. Home improvement agencies need to be able to evidence the benefits of 
their services to the health sector and develop effective partnerships.  

Effective partnerships with health and care commissioners can deliver dividends to home 
improvement agencies, and opens up new funding possibilities, and presenting opportunities to 
deliver a greater range of services to clients.  

This module will look at how far the agency has come in engaging with health and care, and what 
more needs to be done to promote home improvement agency services to these commissioners.  
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Scoring System 
 
The assessment framework contains 4 objectives, each containing a number of clauses (total number 
of clauses = 11). 
 

During self-assessment the organisation needs to evidence its performance in each clause as being 
grade A, B or C (A being the highest grade). 
 
A = 3 points, B = 2 points an C = 1 point 
  
Not being able to evidence at least Grade C will result in a fail.  
 
There is no overall score for the module – you will receive either a pass or fail, and your scores for 
the module will not be published, but you may share these with 3rd parties if you wish. 
 
The following table shows the number of points needed to obtain grade ‘A’, ‘B’ and ‘C’ for each 
objective.  
 
Objective H&C1: Developing Services related to Health and Social Care Objectives 

Clause Number of points & grade 
1.1 How services are being developed 

2-3 = C 4-5 = B 6 = A 
1.2Developing Partnerships with Commissioners 

 
Objective H&C2: Depth & Breadth of Services 

Clause Number of points & grade 
2:1 Home safety / Falls prevention   

5-9 = C 10-12 = B 13-15 = A 

2:2 Hospital discharge 

2:3 Reducing fuel poverty 

2:4 Assistive technology 

2:5 Equipment / Minor adaptations 

 
Objective H&C3: Personalisation  

Clause Number of points & grade 

3.1 Choice & independence 

3-5 = C 6-7 = B 8-9 = A 3.2 Advocacy & brokerage 

3.3 Support for High Needs clients 

 
Objective H&C4: Evidencing outcomes and promotion of Services  

Clause Number of points & grade 
4.1 Evidencing & marketing of services 1 = C 2 = B 3 = A 
 
 

 
 
The ‘Performance’ section will not be formally scored but will give an agency an idea of how they 
compare to similar agencies on the specified performance measures. 
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H&C1 Developing Services related to Health and Social Care Objectives 

Preventative and early intervention services should lessen the likelihood of clients needing to use frontline health and care services 

 
1.1 How services are being developed 

Level C (The basic minimum requirement for an adequate service) Evidence 

The agency has robustly investigated involvement in preventative services. 

 

 

The agency is aware of the importance of preventative services and shows some 
understanding of existing services locally. 

 

 

The agency refers clients to preventative services where appropriate.  

 Pass / Fail / Unsure 

Level B Evidence 

 

Agency delivers, or is closely linked to the delivery by another provider of: 

Á Home safety checks 
Á Falls prevention 
Á Hospital discharge/home from hospital 
Á Energy efficiency works 
Á Crisis prevention service that supports people with mental health needs. 

 

 

The agency can evidence working relationships with local health and social care 
commissioners and services providers through partnership working and referral 
networks between local preventative and early intervention services. 

 

 

The agency has mapped existing preventative services (including those listed 
above) provided in its locality and has developed or is developing services with 
partners to ensure gaps in provision are filled. 

 

 

 Pass / Fail / Unsure 
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Level A Evidence 
The agency: 

Á Has a good understanding of strategic objectives in relation to Health & 
Social Care, evidenced by inclusion within relevant local Health & Social 
Care committees and steering groups. 

Á Recognises poor housing conditions and can advise upon actions that can 
be taken to support people to live safely in their own homes by 
improving their quality of life.  

Á Carries out preventative interventions in the home of clients by assessing 
a person’s health, environmental, housing, security, safety needs and 
social circumstances at the first point of contact.  

Á Delivers preventative services as part of a holistic approach in 
collaboration with other Health & Social Care services. 
 

 

 

The agency shows a clear understanding of the preventative and early 
intervention agendas set out in:  
Á the Darzi Review of the NHS  
Á Our Health, Our Care, Our Say  
Á the Future HIA project sub report Connecting with Health and Care. 

 

 

The agency has researched good practice preventative approaches. 
 

 

The agency is commissioned or receives funding from both adult social care and 
health for some of the above services, either directly, through the local strategic 
partnership or Supporting People.  

 

 

The agency identify and fill gaps in local preventative services and lobby for the 
future commissioning of those services. 

 

 Pass / Fail / Unsure 
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1.2 Developing Partnerships with Commissioners 
Level C (The basic minimum requirement for an adequate service)  Evidence 

Agency has an awareness and has mapped details of key bodies and personnel, 
including: 

¶ Health Care commissioners in their locality 

¶ Social Care commissioners in their locality. 

 

 Pass / Fail / Unsure 

Level B Evidence 

Agency is well networked with key commissioning structures, in particular the 
local strategic partnership and any relevant sub groups. 

 

 

Evidence of involvement in relevant meetings attended / details of exploratory 
emails and correspondence to forge these relationships. 

 

 

 Pass / Fail / Unsure 

Level A Evidence 

The agency receives health and social care funding for specific initiatives. 
 

 

 

Evidence of building relationships with other bodies & services who share 
involvement with the HIAs clients. Details of names of key people and evidence of 
active involvement with Health & Social Care groups & sub-groups. 
 

 

There is a health or social care representative on the agency board/advisory group 
or equivalent body, and evidence of this in the form of minutes from meetings. 
 

 

 Pass / Fail / Unsure 
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H&C2 Depth & Breadth of Services 

The range of services provided by HIAs, and the extent to which HIA services are embedded within the fabric of the Health & Social Care community 

 
2.1 Home safety / Falls prevention 

Level C (The basic minimum requirement for an adequate service) Evidence 

Agency provides a home safety check and falls prevention service or is linked to 
services provided by another service provider or investigating ways to fill the gap 
in provision where no provision exists. Evidence in the form correspondence 
between HIA and relevant bodies. 

 

 Pass / Fail / Unsure 

Level B Evidence 

Agency shows some understanding of local PCT/s approach to preventative health 
and early intervention services.  Evidence in the form of list of key PCT / health 
contacts, and record / minutes of meetings attended. 

 

 Pass / Fail / Unsure 

Level A Evidence 

Agency provides a thorough and holistic home safety check service which receives 
referrals from and refers clients onto health and social care services. The agency 
carries out home safety and security checks which identify potential hazards such 
as missing stair treads and: 
 
Á is linked to a local hospital discharge/home from hospital service 
Á carries out a structured needs assessment, which identifies housing 

issues to be addressed and links clients to the appropriate resources and 
services (whether provided by the agency or by others) 

Á results in low-cost repairs where necessary 
Á results in the installation of equipment (for example, smoke alarms, grab 

rails and telecare equipment that needs fixing to a wall) where necessary. 
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The agency provides a falls prevention service which: 

Á carries out a structured needs assessment, which identifies housing 
issues to be addressed and links clients to the appropriate resources and 
services (whether provided by the agency or by others) 

Á provide low-cost repairs 

Á surveys the client’s home for hazards. 

 

 

As part of this service the agency provides all of the following: 

Á Is qualified for, or in training to qualified, to provide grab/stair rails and 
carries out safety measures such as securing loose carpets 

Á carries out a bathing assessment and provides equipment 

Á gives practical advice about how to avoid falls 

Á gives advice about other services which the client may be eligible for 

Á checks that the client is receiving all the benefits that they are entitled to. 

 

 Pass / Fail / Unsure 

 



Quality Assessment Framework for Home Improvement Agencies - Connecting with Health and Care service objectives 

Page 10 of 24 

2.2 Hospital discharge 
Level C (The basic minimum requirement for an adequate service) Evidence 

Agency provides a hospital discharge service or is linked to services provided by 
another service provider or is investigating ways to fill the gap in provision where 
no provision exists. 

 

 Pass / Fail / Unsure 

Level B Evidence 

The agency has established links with local health services to ensure those leaving 
hospital and care can return home to a safe and secure environment, and can 
demonstrate capacity to undertake this work. 

 

 Pass / Fail / Unsure 

Level A Evidence 

The agency delivers a hospital discharge/home from hospital service in 
conjunction with local social services and health services.  

 

The agency carries out a structured needs assessment, which identifies housing 
issues to be addressed and links people returning from a stay in hospital or other 
care provision to the appropriate resources and services (whether provided by the 
agency or by others)  

 

The following service delivery is in place in the locality and the agency is an 
integral part, through its hospital discharge/home from hospital service, and can 
evidence this through activity reports and documentation.  

¶ Practical support, including preparing the house before the person comes 
home and making sure it is warm and comfortable 

¶ Making sure transport is arranged to take the person home  

¶ Carrying out a simple home safety check, providing some repairs and 
adaptations direct and referring other issues to appropriate agencies and 
services 

¶ Offering follow-up visits to discuss safety and housing needs with the 
individual 

¶ Providing follow-up housing-related support, including encouraging the 
person to access other services such as benefits and income checks. 

 

 Pass / Fail / Unsure 
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2.3 Reducing fuel poverty 
Level C (The basic minimum requirement for an adequate service) Evidence 

The agency provides services which produce greater energy efficiency in the 
home, with the intention of reducing the impact of fuel poverty on a person’s 
health & wellbeing. For example : 

¶ low-level energy efficiency measures such as installing energy-saving light 
bulbs or fitting draught excluders 

¶ referring individuals to specialist contractors to carry out large-scale 
energy efficiency measures such as insulating hot water cylinders, fitting 
new boilers and fitting cavity wall insulation 

¶ assisting people to obtain grants aimed at making homes more energy 
efficient, such as Warm Front Grants. 

 

 Pass / Fail / Unsure 

Level B Evidence 

In addition to providing the service above,  the agency can demonstrate that  
energy efficiency forms part of home safety checks and  is integrated into agency 
services where appropriate. 

 

 

 Pass / Fail / Unsure 

Level A Evidence 

The agency provides services which produce greater energy efficiency in the 
home, with the intention reducing the impact of fuel poverty on a person’s health 
& wellbeing.  

 

 

The agency is instrumental in enabling local services providers (from across 
private, third and statutory sectors) to work together to deliver energy efficiency 
services. 

 

 

The agency can evidence  B & C above, but can also demonstrate the ability to 
provide: 

¶ Hard to heat interventions 

¶ Sustainable systems. 
 

 

 Pass / Fail / Unsure 
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2.4 Assistive technology 
Level C (The basic minimum requirement for an adequate service) Evidence 

The agency has a clear understanding of the assistive technology equipment 
available locally for clients, and details of providers of such equipment. 

 

 Pass / Fail / Unsure 

Level B Evidence 

The agency supports social care, health or consumers directly by assessing a client 
and suggesting suitable telecare equipment.  

 

 

The agency has the capacity to deliver and install assistive technology in the 
client’s home. 

 

 

Agency is involved in the provision of some telecare equipment or is able to refer 
clients to an appropriate provider, and can evidence their knowledge of suppliers 
and commissioners of such service, in the form of key contact lists, and product 
detals. 

 

 Pass / Fail / Unsure 

Level A Evidence 

The agency handyperson services is in a contractual relationship to deliver and 
install assistive technology in the client’s home.  HIA provide this work: 

¶ through a contract with the client, social care, or health on a retainer 
basis, or 

¶ in partnership as the preferred installer of a supplier. 

 

 Pass / Fail / Unsure 
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2.5 Equipment / Minor adaptations 
Level C (The basic minimum requirement for an adequate service) Evidence 

Agency is aware of client needs with regards to access to equipment and minor 
adaptation services. 

 

 Pass / Fail / Unsure 

Level B Evidence 

Agency is aware of retail model and can can provide evidence that they are 
preparing to introduce such a model. 

 

 

Agency have staff that have completed Trusted Assessor training. 

 

 

Agency is in dialogue with providers of equipment and has the capacity to engage 
with these providers. 

 

 Pass / Fail / Unsure 

Level A Evidence 

The agency is able to demonstrate that they are fully prepared to engage in a 
competitive market. It is likely that agencies will need to: 

¶ work with third sector retail outlets and private retailers, and 

¶ identify the opportunities that the retail community equipment model 
presents in their area 

Á deliver and fit  items  
Á provide ongoing maintenance for larger items of community equipment 

that are included in a local retail catalogue, and are actively engaged in 
the equipment marketplace  

Á recycling equipment.  
 

 

Agency has put together proposals to deliver community equipment  or is closely 
integrated with existing community equipment and independent living centre 
services. 

 

The agency can demonstrate a mechanism for recycling and maintaining items of 
equipment.  

 

 Pass / Fail / Unsure 
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H&C3 Personalisation  

How the HIA services support the personalisation, choice & control agenda 

 
3.1 Choice & independence 

Level C (The basic minimum requirement for an adequate service)  Evidence 

Services should be client focussed. The agency should be able to articulate how their 
services ensure people are supported to:  

Á have as much control over their own life as possible (or, where 
appropriate, the lives of their family members)  

Á have the best possible quality of life 
Á keep their dignity and respect.  

 

Existing services are underpinned by an ethos of: 

Á being client focussed 

Á encouraging client involvement in the decision making process 
regarding the services they receive, and their options within those 
services. 

 

 Pass / Fail / Unsure 

Level B  Evidence 
The  agency shows a clear understanding of the personalisation agenda by:  

¶ promoting themselves to the wider public in order to attract referrals, 
and can provide evidence of this activity 

¶ offering services that can be ‘purchased’ by individuals direct, and 
adapting to create an environment in which older and disabled people 
have more involvement and say in the services they receive.   

 

Exploration of how existing and new services need to be developed to meet a range 
of existing and emerging health and social care agendas has begun, including: 

Á Personalisation 

Á Choice 

Á Control. 

 

 Pass / Fail / Unsure 
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Level A Evidence 
The agency shows a clear understanding of the relevance of the choice and 
independence agenda in relation to local service delivery. 

 

 

Services should be client focussed. The agency should be able to articulate how their 
services ensure people are supported to:  

 
Á participate as active citizens, both economically and socially  
Á have the best possible quality of life  
Á keep their dignity and respect.  

 

 

Services can be commissioned directly by individuals who are self-financing and 
those individuals in receipt of social care funding in the form of a direct payment or 
other individualised budget.  

 

 

Existing services maximise independent living through the provision of client 
focussed and ‘holistic’ housing interventions.  

 

 

The agency can demonstrate a working  partnership with an independent living 
centre providing access to assistive technology products. 

 

 

 Pass / Fail / Unsure 
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3.2 Advocacy & brokerage 
Level C (The basic minimum requirement for an adequate service) Evidence 

The agency provides support, advice,  low level advocacy and brokerage to clients.   

The agency: 

¶ helps clients to fill in forms 

¶ writes letters on behalf of clients (for example, complaints letters) to 
relevant agencies  

¶ helps clients to clarify their views and wishes, and 

¶ makes phone calls on behalf of clients. 

 

The agency represents their client and conveys their opinions and views in the 
appropriate forums. 

 

The agency recognises the personalisation agenda and how this links in to providing 
advocacy services. 

 

 Pass / Fail / Unsure 

Level B Evidence 

Where appropriate, the home improvement agency challenges decisions by their 
own funders if it is in the best interest of their client. This can be evidenced by way 
of correspondence, activity logs etc. 

 

The agency can demonstrate links in with local voluntary groups to ensure that the 
advice they provide is of the whole picture. This can be evidenced in the form of 
correspondence, meeting notes, etc. 

 

The agency can demonstrate that they have access to legal advice when 
appropriate. 

 

When working with users of adult social care caseworkers are able to discuss the 
following: 

¶ explaining individual budgets 

¶ setting out the opportunities and choices available to individuals 

¶ managing support packages 

¶ providing ongoing support to budget users when they need it. 
 

 

 Pass / Fail / Unsure 
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Level A Evidence 

The agency should have effectively mapped advocacy and brokerage provision 
locally and decided on its role; understanding any areas for potential conflict of 
interest  

 

 

There are potential roles for HIAs here, such as: 

¶ identifying gaps in the provision of brokerage services and filling those gaps 
where appropriate   

¶ working closely with social care services (and users of social care services) 
to identify opportunities where brokerage services can enable independent 
living 

¶ developing services (including brokerage services) for users of direct 
payments and individual budgets, or working closely with others to ensure 
such services are available. 

 

 

 Pass / Fail / Unsure 
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3.3 Support for High Needs clients 
Level C (The basic minimum requirement for an adequate service) Evidence 

On entry to services individuals with mental health needs are identified.  

There is a commitment to support people with mental health needs.   

All staff have a positive attitude to dealing with people with complex needs, 
including people with mental-health problems and learning disabilities. 

 

Home improvement agency staff are aware of specialist services (Adult Social Care, 
voluntary groups and so on). Staff interact with these services and refer clients with 
complex needs to them when appropriate.  

 

Home improvement agency staff are able to demonstrate capacity to advise on 
housing care and support options with regard to clients who: 

¶ are extremely isolated 

¶ need a high level of daily care and support 

¶ are difficult to communicate with 

¶ have homes that are in an exceptionally poor state (for example, in the 
case of people who hoard) 

¶ exhibit challenging behaviour. 

 

 Pass / Fail / Unsure 

Level B Evidence 

The agency can evidence high-level person-centred planning for people with 
complex needs. 

 

At least some staff have been trained in working with vulnerable groups, awareness 
of mental health issues, and learning disability issues. 

 

In cases of isolation, home improvement agency staff are able to introduce clients 
to relevant services (for example, a befriending service). 

 

The agency works proactively with specialist statutory and voluntary services in the 
mental health and learning disability sectors to ensure that the home improvement 
agency service is well known as an organisation that can assist with housing 
problems faced by special needs groups. 

 

 Pass / Fail / Unsure 
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Level A Evidence 

The agency effectively signposts clients with complex health or social care needs 
(including mental health support needs) to the appropriate health and social care 
agencies, and can evidence this via activity logs. 
 

 

The agency carries out a structured needs assessment, which identifies housing 
issues to be addressed and links people with mental health needs living in their own 
home to the appropriate resources and services (whether provided by the agency 
or by others)  

 

 

The agency understands the impact the home can have on someone with mental 
health needs: 

¶ difficulty in maintaining their home (for example, repairs are needed, or 
the garden is unmanageable) 

¶ mood (for example, through poor lighting or a cluttered or crowded living 
space) 

¶ fear of crime 

¶ social isolation. 
 

 

The agency is able to evidence that it can provide all of the following to people with 
mental health needs living in their own homes: 

¶ Caseworkers, able to provide tailored measures to remedy housing 
problems and improve mental wellbeing. 

¶ Handypersons, able to provide repair and small adaptations to support 
people to feel safer in their own homes and improve their living 
environment (for example, through work that reduces hoarding or by 
improving lighting in the home).  

¶ A home safety scheme supports clients to feels more secure in their own 
home through the installation of security measures. 

 

 

Staff supporting people with mental health needs can evidence some level of 
training.   

 

 

The agency has a specialist caseworker trained to deal with clients who have 
complex needs. The specialist caseworker is able to support and advise other 
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caseworkers within the agency so they are better able to deal with complex cases. 

 

The agency has a member of staff with specialist financial knowledge who can 
advise on debt issues, or has links with sources of specialist knowledge to advise on 
these issues. 

 

 

All staff have received training on working with vulnerable groups, awareness of 
mental-health issues, and learning disability issues. 

 

 

The agency supports people to develop or access support to gain key life skills that 
enable independent living. 

 

 

The agency works with the client, and outside agencies if necessary, to try to 
resolve the problem. 

 

 

The agency has established links with specialist services, including mental-health 
and learning disability social care teams and third sector organisations. 

 

 Pass / Fail / Unsure 
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H&C4 Evidencing outcomes and promotion of Services 

How the HIA gathers evidence relating to outcomes and uses this information to market and promote its services to the Health & Social Care 
community 

 

4.1 Evidencing & marketing of services 

Level C (The basic minimum requirement for an adequate service) Evidence 

The agency asks clients to complete client satisfaction surveys and has analysed the 
results.  

 

Client satisfaction surveys contain some specific questions to measure health and 
well-being of clients. 

 

 Pass / Fail / Unsure 

Level B Evidence 

Business plan (Strategic / development plan) contains SWOT analysis, recognising 
the challenges and opportunities that changes to the way health and social care is 
provided presents.  

 

The agency monitors return rate for client feedback  

Good practice case studies, including both an overview of the service and client 
focussed case studies have been written, to support tender applications  and 
funding bids. 

 

 Pass / Fail / Unsure 

Level A Evidence 

The agency has developed methods of demonstrating the value and effectiveness 
of services to health and social care commissioners.   

 

The agency analyses and interrogates monitoring information to continually 
improve services as part of the agency’s business development process. 

 

The agency has promotional material and containing evidence relevant to the 
health market and health commissioners. 

 

The agency has analysed client feedback and acted upon it in regard to health & 
wellbeing outcomes. 

 

The agency is involved in Joint Strategic Needs Assessment locally.  
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 Pass / Fail / Unsure 
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Self Assessment form 

Use this page to record the grades for each clause and calculate the grade for each objective 

 

Objective H&C1: Developing Services related to Health and Social Care Objectives 

Clause Clause 
Grade 

No. of points 
(A=3,  B=2,  C=1) 

H&C1 Grade 
(Points 2-3 = C, 4-5 = B, 6 = A) 

1.How services are being developed    
2.Developing Partnerships with 
Commissioners 

   

  Total points = Grade = 

 

Objective H&C2: Depth and Breadth of Services 

Clause Clause 
Grade 

No. of points 
(A=3,  B=2,  C=1) 

H&C2 Grade 
(Points 5-9 = C, 10-12 = B, 13-15 = 

A) 
1.Home safety / Falls prevention     

2.Hospital discharge    

3.Reducing fuel poverty    

4.Assistive technology    

5.Equipment / Minor adaptations    

  Total Points = Grade = 

 

Objective H&C3: Personalisation 

Clause Clause 
Grade 

No. of points 
(A=3,  B=2,  C=1) 

H&C3 Grade 
(Points 3-5 = C, 

 6-7 = B,  8-9 = A) 

1.Choice & independence    

2.Advocacy & brokerage    

3.Support for High Needs clients    

  Total Points = Grade = 

 

Objective H&C4: Evidencing outcomes and promotion of Services 

Clause Clause 
Grade 

No. of points 
(A=3,  B=2,  C=1) 

H&C4 Grade 
(Points 1 = C, 2 = B, 3 = A) 

1.Evidencing & marketing of services    

  Total Points = Grade = 
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Performance Indicators 

Please Note - the information needed is all four quarters of the agency’s last financial year, 
although we will accept the latest four quarters if necessary. Please state which is being 
supplied.  This information will be compared against other similar HIAs. 
 

1 Number of home safety checks completed per annum.  

2 Number of hospital discharges facilitated per annum.  

3 Number of items of minor equipment fitted per annum.  

4 Number of items of assisted technology fitted per annum.  

5 Number of clients refered from health & social care per annum.  

6 Number of clients refered to health & social care per annum.  

7 Funding from health & social care (evidence).  

 
 


