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1. Background 
 
The Scrutiny Pool on 31st March 2015 selected Aids and Adaptations as an area 
for review. It was felt that this service affects a large number of vulnerable tenants 
and the Pool wanted to consider how effective communication is with those 
tenants accessing the service, as members recognised that getting an aid or 
adaptation can take a long time. 
 
2. What we chose to look at 
 
We considered the tenant experience of accessing and using the aids and 
adaptations service provided by Progress Housing Group. In particular we 
examined: 
 

• How customers are made aware of the service 
• The communication methods in place for customers 
• How customer expectations are managed 
• How customers are involved in the process 
• How customers provide feedback on the service and how this is used to 

improve it. 
 
3. What we reviewed 
 
We conducted the scrutiny by: 

• Looking at the published information regarding aids and adaptations 
• Reviewing aids and adaptations letters 
• Reviewing the PHG website and comparing PHG’s website with others 
• Reviewing complaints information 
• Considering the customer satisfaction survey and how the results are used 
• Interviewing staff on the service they provide. 

 
4. What is working well? 
 
We found that the service had received no complaints and that the results of the 
customer satisfaction survey were high with 100% of customers reporting that 
overall they were satisfied or very satisfied with the service. We found that the 
feedback survey asked the right questions and was easy to complete. We noted 
that where dissatisfaction is reported by an individual that this is responded to via 
a phone call or a visit. 
 
The leaflets available to supported living, independent living and general needs 
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customers provide clear information on the service and are available in offices, 
online and by request over the phone or in person. 
 
We found that customer expectations of the service were well managed, 
particularly with regard to the limited budget available. Customers were kept 
updated on their request through personal letters and face-to-face contact. 
 
The Disability and Equality Forum regularly review the Aids and Adaptation Survey 
results and make suggestions for service improvement. 
 
Supported living customers discuss aids and adaptations at local forums and 
house meetings and face to face with staff. Useful case studies on the aids and 
adaptations service are published in the annual report. 
 
5.  What we think can be improved and our recommendations 
 
Having reviewed the information available to us we have detailed below our 
findings and recommendations. 
 
Our Findings Our recommendations 
1. We found an article on minor 

adaptations in the Spring Edition of 
StreetTalk, however there is no 
information on major adaptations. 

To include as a minimum two articles a 
year in Street Talk on aids and 
adaptations, and ensure there is 
information about major adaptations. 

2. We are concerned that general 
needs customers don’t access the 
service as much as independent 
living customers. From the figures 
we have looked at 18% of 
independent living customers access 
the service whilst 5% of general 
needs customers access it, despite 
having more customers who are 
aged 50 – 70 plus.   

Analyse customer-profiling data to 
explore if independent living customers 
access the service more than general 
needs customers. Use the data to 
consider whether the service needs to be 
emphasised further with general needs 
customers This should be made clear on 
all publications and the website. 
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3. It is not easy to find the aids and 
adaptations page on the PHG 
website. The information on the 
page is not as comprehensive as 
what is detailed on the leaflets. The 
leaflets cannot be accessed from 
the aids and adaptations page, you 
need to go to the downloads section 
of the site to find them. 

Consider how to signpost tenants quickly 
and easily to information on the aids and 
adaptations service and the downloadable 
leaflets. 

4. Leaflets are not widely available in 
community venues.  

Advise appropriate community venues of 
the service and provide leaflets. 

5. We note that the aids and 
adaptations service was featured in 
the supported living annual report but 
not in the general needs and 
independent living annual report. 

We would like to see the aids and 
adaptations service featured in the annual 
report to all tenants. 

 
6. Other observations 
As part of this review we considered the information in our tenants handbooks. We 
found that the information on the aids and adaptations service varied according to 
the age of the handbook. We are concerned that those tenants with old handbooks 
do not have access to up to date information and are not aware that they can 
request a new handbook. We would welcome a response to this issue. 
 
7. Support provided for the Scrutiny Review 
 
The group wishes to express its thanks to all those staff members who have 
supported and assisted with this scrutiny review. 

3 
 


