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We have included examples of services provided at levels A and B to give an indication of what is expected of services delivered to such standards. 

These examples are not intended to act as a checklist or to prescribe the services that home improvement agencies would be providing if they were judged by validation officers to have an ‘excellent (A)’ or a ‘good (B)’ service. 

Therefore, when assessing compliance with level A and B standards, it is acceptable to cite alternatives to the listed examples if these demonstrate that the standards are being met by other means.

Appendices 1 and 2 are not part of the assessment but are intended to help you decide on the depth of your handyperson service. Appendix 1 lists general handyperson services that could be provided by the agency or its subcontractors or signposted on to other organisations. Appendix 2 lists specific handyperson tasks so you can see at a glance which of these you do and do not provide. 
National HIA Quality Mark – Handyperson Module

There has been rapid development of handyperson services in the last three years in the home improvement agency sector. This module looks at the how handyperson services are best delivered and developed by home improvement agencies. 

Handyperson services are able to deliver on many objectives of importance to commissioners. This module examines how home improvement agencies are evidencing the benefits and range of outcomes for their clients

Scoring method

The assessment framework contains 4 objectives, each containing a number of clauses (total number of clauses = 6).

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There is no overall score for the module – you will receive either a pass or fail, and your scores for the module will not be published, but you may share these with 3rd parties if you wish.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 H1: Management of the service
	Clause
	Number of points & grade

	1.1 Management and business planning
	2-3 = C
	4-5 = B
	6 = A

	1.2 Logistics
	
	
	


Objective H2: Depth and breadth of the service
	Clause
	Number of points & grade

	2.1 Depth and breadth of service
	1 = C
	2 = B
	3 = A


Objective H3: The client experience
	Clause
	Number of points & grade

	3.1 Customer information
	2-3 = C
	4-5 = B
	6 = A

	3.2 Customer satisfaction
	
	
	


Objective H4: The workforce
	Clause
	Number of points & grade

	4.1 The workforce
	1 = C
	2 = B
	3 = A


The ‘Performance indicators’ 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.

	Objective H1: Management of the service

	Handyperson services need robust management procedures in place.


1.1 Management and business planning
	Level C (The basic minimum requirements for an adequate service)
	Evidence

	The agency publishes a business plan (or strategic/development plan), relating to the handyperson service, which is regularly reviewed.  This could be part of the wider home improvement agency business plan (strategic/development plan).

	

	The pricing of the service is considered in terms of:

· call-out charges

· mileage charges

· time – minimum and maximum, associated charges, and

· material costs.

	

	An effective programme of promotion and publicity is in place.

	

	The agency attends regular meetings with its major funders (or their delegated officers) to discuss the progress of the service.

	

	The agency has policies to comply with its statutory obligations under:

· The Sex Discrimination Act 1975 

· The Race Relations Act 1976 

· The Disability Discrimination Act 1995 

· The Data Protection Act 1998, and
· The Safeguarding Vulnerable Groups Act 2006.

	

	The agency has clear policies relating to client hospitality and accepting gifts and bequests.
	

	The agency has in place sufficient insurance(s) to mitigate business risks.
	

	
	Pass / Fail / Unsure

	Level B
	Evidence

	The business plan (development plan) includes demographic information which indicates future demand for the service.


	

	The agency has either undertaken a local needs assessment or has referenced (in the business plan / development plan) a recent exercise that has been undertaken by another organisation.


	

	The agency has made use of the local Joint Strategic Needs Assessment (JSNA).


	

	The agency records their outcomes using the HIA Supporting People Outcomes Framework or similar.


	

	The service is delivered as part of borough/district/county housing or home improvement agency strategy
	

	
	Pass / Fail / Unsure

	Level A
	Evidence

	A three year business plan (strategic plan) is in place for the Handyperson service.
	

	Business planning (development planning), includes consideration of the potential benefits and pitfalls of using other models to provide the handyperson service (for example, outsourcing, in house, or linking with other providers to achieve economies of scale). 

	

	The agency keeps abreast of local commissioning developments and actively approaches new commissioners for the handyperson service.
	

	The Handyperson service operates on a full cost recovery basis for any private jobs.
	

	Agency investigates social enterprise models of activity for sustainability of service.


	

	
	Pass / Fail / Unsure


1.2 Logistics
	Level C (The basic minimum requirements for an adequate service)
	Evidence

	Appropriate storage facilities are used for materials, equipment and tools.
	

	There are efficient ordering mechanisms in place for handyperson materials.
	

	The agency operates to documented procedures regarding:

· producing job sheets

· invoicing and collecting money from clients

· reconciling payments and providing an audit trail, and

· onwards referrals.
	

	The agency has in place externally audited health and safety standards.


	

	
	Pass / Fail / Unsure

	Level B
	Evidence

	The agency operates a stock-taking and reordering system for materials constantly used by the handyperson service and can ascertain the following:

· How much of each product has been used.

· How much of each product should be in stock.

· The cost of the materials acquired.

· The actual amount of materials in stock (performed, for example, annually).
	

	Agency can evidence details of signposting and onward referrals with follow up of outcomes for clients.
	

	
	Pass / Fail / Unsure

	Level A
	Evidence

	The agency operates a route scheduling system to minimise driving time and mileage or maximise productivity (for example, by priority of job, type of job, or geographical location). 
	

	The agency has a bulk buying system in place for commonly used materials.
	

	Agency has investigated fleet management options for best value and use of vehicles.
	

	The agency when operating an outsourced service records and monitors speed of service and value for money relative to other contractors.
	

	
	Pass / Fail / Unsure


	Objective H2: Depth and breadth of service

	The eligibility criteria and the range of services offered determine the depth and breadth of the handyperson service.


2.1 Depth and breadth of service
	Level C (The basic minimum requirements for an adequate service)
	Evidence

	The eligibility criteria and charging policy for using the service is clear. If any of the following factors determine whether a client can be helped, this is documented.

· Age

· Disability

· Tenure

· Health

· Financial situation

· Living in a certain area or street (within the area served by the agency)

· Service history

· Number of times the person has already used the service (for example, x times a year)

· Whether the person is subscribed to the service

· Being discharged from hospital

· Victim of violence.
	

	The handyperson service operates for one specific funder and is one-dimensional in its approach. 
	

	The service is actively promoted to all eligible users.
	

	The service is single focussed led by commissioner requirement. The range of service is very limited but clearly defined to clients and commissioners.
Service Standards

· Requests for work booked within 2 weeks of first enquiry

· Work complete within 3 months of first enquiry

· Indication to client of appointment time = The day

· All debris cleared using own equipment

· Any furniture moved during work returned to its place

	

	
	Pass / Fail / Unsure

	Level B
	Evidence

	The general handyperson service also operates as a hospital discharge / falls prevention / home safety service or similar.  


	

	A service is available to all vulnerable owner-occupiers or private sector tenants.


	

	The service can evidence exploration of different methods of delivery and types of service.

Service Standards

· Requests for work booked within 1-2 weeks of first enquiry

· Work complete within 2 months of first enquiry

· Indication to client of appointment time = AM or PM

· Staff wear work clothing with livery of employing organisation

	

	
	Pass / Fail / Unsure

	Level A
	Evidence

	The service is tenure blind.
	

	The service is open to all without restricted eligibility criteria.- This can include charging bands according to income and situation.
	

	The service operates on a socially enterprising basis, or can evidence active choice of other models.
	

	The service is fully integrated with the local voluntary and statutory sectors and receives high levels of referrals.
	

	The service receives high levels of self-referrals.
	

	The level of local awareness of the service is high.
	

	The service is flexible enough to adapt to any type of handyperson service (see appendices 1 and 2 for examples of tasks).
	

	Agency managers continuously look for new areas of need and demand.
	

	The service is flexible enough to adapt to any type of handyperson service (see appendices 1 and 2 for examples of tasks).
	

	The service can evidence business planning, (strategic/development planning) to reflect investment in diversity of service. 
	

	The service combines social enterprise with the requirements of commissioners
Service Standards

· Requests for work booked within 1 week of first enquiry

· Work complete within 1 months of first enquiry

· Indication to client of appointment time = within 1 hour of time given
	

	
	Pass / Fail / Unsure


	Objective H3: The client experience

	Feedback from clients is vital to any agency in order to gauge the success and usefulness of the work they carry out.


3.1 Client information
	Level C (The basic minimum requirements for an adequate service)
	Evidence

	The eligibility criteria are presented clearly to all potential clients.
	

	The type of work which can be carried out is presented clearly to all potential clients.
	

	The cost of using the service is made clear and accurate. Clients are given clear estimates of costs before work proceeds
	

	Clients are informed of their rights (including confidentiality) and responsibilities, and how to make a complaint, where appropriate.
	

	All handyperson staff carry identification which includes a photograph. 
	

	Clients are told when the handyperson will call and again if they are going to be late. 
	

	Client feedback confirms that the client information is clear and accurate.

	

	
	Pass / Fail / Unsure

	Level B
	Evidence

	Waiting times and any priority given to different jobs are made available to clients.
	

	Clients are informed on referral of the expected waiting time for the job. .
	

	The agency operates a prioritising procedure which is available on demand
	

	
	Pass / Fail / Unsure

	Level A
	Evidence

	Information about the services provided by the agency is available in large print and on audiotape when requested.
	

	The agency publishes details of how service quality is assured.
	

	Details of how the agency is funded are published in documents available to potential clients.
	

	The service sets performance targets that are publically available and reports regularly on whether they are met.
	

	
	Pass / Fail / Unsure


3.2 Client satisfaction
	Level C (The basic minimum requirements for an adequate service)
	Evidence

	The service provides a feedback form to clients.
	

	The service has a method of deciding the sample size of clients to whom feedback forms are distributed.
	

	Assistance in completing this form is offered if required
	

	Of the returned feedback forms, at least 85% must indicate they are happy with the service they have received
	

	
	Pass / Fail / Unsure

	Level B
	Evidence

	Clients are provided with an SAE with each feedback form.
	

	Client satisfaction questionnaires ask about outcomes, for example - the job has made a difference to the client’s quality of life/safety etc.
If clients pay for the service, client satisfaction questionnaires ask if the service offers value for money.
	

	Of the returned feedback forms, at least 90% must indicate they are happy with the service they have received

	

	
	Pass / Fail / Unsure

	Level A
	Evidence

	The service utilises a feedback form / reporting system which is benchmarked with other nearby HIAs
	

	
	

	A representative sample of clients is contacted after six months to review any works and follow-up on any problems.


	

	The service can evidence changes to the service brought about by client feedback.


	

	
	Pass / Fail / Unsure


	Objective H4: The workforce

	A keen, well equipped, trained and experienced workforce, supported by agency management, is the cornerstone of successful handyperson services. Work may be carried out by staff employed directly by the agency, by volunteers controlled by the agency, or by subcontractors.


4.1 The workforce
	Level C (The basic minimum requirements for an adequate service)
	Evidence

	The agency ensures that a standard disclosure from the Criminal Records Bureau / Safeguarding Authority is obtained for directly employed or volunteer handyperson staff.


	

	Vetting of contractors ensures that they understand and comply with policies.
	

	Agency staff and volunteers follow the Lone Worker procedure. 
	

	Handypersons are competent by virtue of training or experience (or are apprenticed to someone who is) to carry out the sort of jobs required by the agency (as specified in appendices 1 and 2).
	

	External contractors receive an induction training to raise level of awareness and understand the ethics and purpose of the agency.
	

	
	Pass / Fail / Unsure

	Level B
	Evidence

	Recruitment and retention policies are designed to attract and retain suitably qualified and experienced staff (for example, empathy for the typical client, support and training and development issues).  This can be evidenced by looking at job adverts, job descriptions, person specifications and so on.
	

	Staff receive regular supervision and attend team meetings.
	

	All handypersons are familiar with Trusted Technician requirements, either from training or familiarisation.
	

	Where sub-contractors are being used, it can be evidenced that they have had CRB checks.
	

	
	Pass / Fail / Unsure

	Level A
	Evidence

	Handypersons are trained to recognise potential health or lifestyle problems (for example, poor standards of personal or household hygiene, malnutrition, confusion or irrational behaviour, abuse, hoarding, neglected pets, or evidence of disrepair beyond their remit) and refer these back to the agency.
	

	The service can evidence staff awareness of other services through referral on to core or external agencies.
	

	At least one handyperson has had Trusted Technician training, and where appropriate, staff advancement is encouraged through the creation of senior posts.
	

	Staff receive ongoing training and CPD in addition to mandatory programme.
	

	All external contractors used undergo, core training and meet regularly with handyperson coordinator.
	

	
	Pass / Fail / Unsure


Self Assessment form

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

Objective H1: Management of the service

	Clause
	Clause Grade
	Number of points (A=3,  B=2,  C=1)
	H1 Grade
(Points 2-3 = C, 4-5 = B, 6 = A)

	1.Management and business planning
	
	
	

	2.Logistics
	
	
	

	
	
	Total points =
	Grade =


Objective H2: Depth and breadth of service

	Clause
	Clause Grade
	Number of points (A=3,  B=2,  C=1)
	H2 Grade
(Points 1 = C, 2 = B, 3 = A)

	1.Depth and breadth of service
	
	
	

	
	
	Total Points =
	Grade =


Objective H3: The client experience

	Clause
	Clause Grade
	Number of points (A=3,  B=2,  C=1)
	H3 Grade
(Points 2-3 = C, 4-5 = B, 6 = A)

	1.Client information
	
	
	

	2.Client satisfaction
	
	
	

	
	
	Total Points =
	Grade =


Objective H4: The workforce

	Clause
	Clause Grade
	Number of points (A=3,  B=2,  C=1)
	H4 Grade
(Points 1 = C, 2 = B, 3 = A)

	1.The workforce
	
	
	

	
	
	Total Points =
	Grade =


Performance indicators

The information needed is for 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 home improvement agencies.

	1
	Number of enquiries
	

	2
	Number of completed handyperson cases (see note on breakdown of activity)
	

	a
	Number of jobs
	

	b
	Number of works
	

	c
	Number of clients assisted.
	

	3
	Timing: Average number of weeks from date of enquiry to date case closed.
	

	4
	Nature of clients assisted (based on cases closed)
	

	a
	Number of clients aged 60 or under
	

	b
	Number of clients aged 61 to 75
	

	c
	Number of clients aged over 75
	

	d
	Number of clients by SP client groups
	

	
	Older people
	

	
	Older people with mental health problems
	

	
	Frail elderly
	

	
	Mental health problems
	

	
	Learning disabilities
	

	
	Physical or sensory disability
	

	
	People with AIDS/HIV
	

	
	Other
	

	e
	Number of clients by tenure
	

	
	Owner occupier
	

	
	Private rented
	

	
	Registered social landlord (Housing Association)
	

	
	Local authority
	

	
	Other
	

	f
	Number of clients by BME group
	

	
	White British
	

	
	White Irish
	

	
	White Other
	

	
	Mixed: White/Black Caribbean
	

	
	Mixed: White/Black African
	

	
	Mixed: White/Asian
	

	
	Mixed: Other
	

	
	Asian/Asian – British (Indian)
	

	
	Asian/Asian – British (Pakistani)
	

	
	Asian/Asian – British (Bangladeshi)
	

	
	Asian/Asian – British (other)
	

	
	Black/Black – British (Caribbean)
	

	
	Black/Black – British (African)
	

	
	Black/Black – British (Other)
	

	
	Chinese
	

	
	Other
	

	
	Refused
	

	5
	Number of completed cases per handyperson.
	


Breakdown of handyperson activity if using Femis

Job name – this distinguishes which broad category they intervention falls into (core adaptations, core repairs, handyperson, gardening, hospital discharge, and so on).

Work name – this is the type of intervention within the category described by the job name. For example, within the ‘general handyperson’ category the ‘work name’ might be ‘minor electrical’, ‘plumbing’, ‘assemble flat pack furniture’, and so on. Within the ‘hospital discharge’ category, the work name might be ‘move bed’, ‘provide and fit chair raisers’, or ‘fit grab rail’.

Item name – this allows for a breakdown of the items required to carry out the work. For example, in the ‘item name’ under the category of ‘grab rail’, three or four types or lengths of grab rail, a fitting cost and sundries (screws, plugs) might be listed.

This sequence of job/work/item is organised into a ‘case’. The handyperson case will (usually) represent one visit to a client. The case also includes the start point (the date of enquiry) when the client “booked” the handyperson service or when the client was referred to the handyperson service and the end point (date case closed). A case may contain more than one job name, work name and item. For example, an intervention might include some general handyperson work and some minor adaptations during the same visit.

The headline figure that we report is the number of handyperson cases – most often based on the case closed date.

The same client may have been supported on a number of occasions – so this person will have a number of cases associated with them.

The relationship between clients, cases, jobs and work is represented in the diagram on the next page
Recording Handyperson activity









Additional performance measures

We would be interested if any agencies had data for the additional performance measures set out below, though this does not form part of the performance assessment unless requested.

1  Robust evidence that is sufficiently well supported to allow ‘audit’ that demonstrates the following:

· Measuring reductions in downstream care costs, hospital bed days, reduced falls admissions and so on

· Monitoring the progress of individuals assisted by the service in maintaining their independence.

This information is likely to be restricted to a relatively small sample of the total number of people assisted by a handyperson service.

2  Robust evidence that is sufficiently well supported to allow ‘audit’ that demonstrates contribution to measures from the following ‘basket’ of indicators.

Handyperson services – relevant national indicators

NI 21 Dealing with local concerns about anti-social behaviour and crime by the local council and police

NI 49 Number of primary fires and related fatalities and nonfatal casualties

NI 124 People with a long-term condition supported to be independent and in control of their condition

NI 125 Achieving independence for older people through rehabilitation/intermediate care

NI 131 Delayed transfers of care from hospitals

NI 134 The number of emergency bed days per head of weighted population

NI 136 People supported to live independently through social services (all adults)

NI 137 Healthy life expectancy at age 65

NI 138 Satisfaction of people over 65 with both home and neighbourhood

NI 139 The extent to which older people receive the support they need to live independently at home

NI 142 Number of vulnerable people who are supported to maintain independent living

NI 187 Tackling fuel poverty – percentage of people receiving income based benefits living in homes with a low energy efficiency rating

Appendix 1:  General handyperson services 

For each general handyperson service listed in the table below, tick the appropriate box to show whether you signpost the client to another organisation or carry out the task yourselves.

	Task
	Signpost to external body or arrange for external body to call
	Perform the task with own staff or subcontract to an external body

	Home safety checks
	
	

	Home security checks
	
	

	Home risk assessments
	
	

	Hospital discharge checks
	
	

	Minor plumbing jobs (washers, seals, unblocking)
	
	

	Minor security jobs (key safes, locks, bolts, chains)
	
	

	Minor safety jobs (alarms, removing hazards)
	
	

	Minor electrical jobs (bulbs, batteries, fuses, doorbells)
	
	

	Minor adaptations (grab rails, raisers)
	
	

	Small repairs and odd jobs
	
	

	Installing telecare equipment
	
	

	Gardening/decorating
	
	

	Clearing gutters
	
	

	Other tasks frequently performed:
	
	

	Home fire safety checks(FRS)
	
	

	Retail model-prescription based work
	
	


	What is the maximum height at which jobs can be performed?
	

	Can jobs needing two people be accommodated?
	


Appendix 2: Specific services 

For each specific handyperson task listed in the following table, circle ‘Yes’ or ‘No’ to show which your agency provides. This can be used as a guide to think about what you want to include in your service.  

	Task
	Do you provide this task as part of your handyperson service?

	Change tap washers
	Yes              No            

	Unblock sinks
	Yes              No            

	Unblock toilets
	Yes              No            

	Replace toilet valves
	Yes              No            

	Replace bath, shower, sink sealant
	Yes              No            

	Plumbing in a washing machine
	Yes              No            

	Tiling
	Yes              No            

	Install key safes
	Yes              No            

	Install security lights
	Yes              No            

	Install smoke alarms
	Yes              No            

	Install carbon monoxide detectors
	Yes              No            

	Install doorbells
	Yes              No            

	Install intercoms
	Yes              No            

	Install telecare equipment
	Yes              No            

	Replace light bulbs and batteries
	Yes              No            

	Replace fuses
	Yes              No            

	Bleed radiators
	Yes              No            

	Check electric blankets
	Yes              No            

	Install door chains/bolts
	Yes              No            

	Install spyholes
	Yes              No            

	Install window locks
	Yes              No            

	Install window restrictors
	Yes              No            

	Install draught proofing
	Yes              No            

	Easing doors
	Yes              No            

	Replace glass in windows/doors
	Yes              No            

	Install grab rails (internal)
	Yes              No            

	Install grab rails (external)
	Yes              No            

	Install stair rails
	Yes              No            

	Install curtain rails, change curtains
	Yes              No            

	Install blinds
	Yes              No            

	Put up shelves, pictures and mirrors
	Yes              No            

	Replace/repair cupboard hinges
	Yes              No            

	Move furniture
	Yes              No            

	Assemble flat pack furniture
	Yes              No            

	Install bed, chair and sofa raisers
	Yes              No            

	Grass cutting
	Yes              No            

	Shrub pruning
	Yes              No            

	Hedge trimming
	Yes              No            

	Repair fences and garden gates
	Yes              No            

	Repair paving and steps
	Yes              No            

	Clear gutters
	Yes              No            

	Painting and decorating
	Yes              No            
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