
Home Improvement Agency Update (Community Services, Alice Foster) 
 

Synopsis of report: 
 
To provide the Committee with an overview and update on the Home 
Improvement Agency Service, delivered in Runnymede Borough Council.  
 

 

Recommendation(s): 
 
None.  This report is for information.  
 

 
 1. Context and background of report 
 

1.1 The Home Improvement Agency (HIA) provides a dedicated service for 
elderly and disabled residents who need extra help to undertake repairs 
and/or adaptations to their homes.  The HIA supports residents throughout 
the entire grant application process and provides advice on any other 
assistance available.  HIA is a non-profit making service, and is funded by the 
Better Care Fund and resourced by the Council.  The cost incurred by the 
Council is in principle reimbursed by the fees it charges for its services to 
residents.  

 
1.2 The HIA service has access to the Disabled Facilities Grant (DFG), 

Discretionary grants, Major grants, and Minor grants.  These grants offer 
residents up to £30k, and can be topped up at the Council’s discretion.   

 
1.3 When using the DFG, the primary legislation is set out in the Housing Grants, 

Construction and Regeneration Act 1996.  The legislation informs 
Runnymede Borough Council on decision making, and must consider the 
disabled occupant, the applicant, the eligible works, the amount of the grant 
and the grant conditions.  All successful applications must be necessary and 
appropriate, reasonable and practicable. 

 
1.4 The team is made up of five members of staff; a Service Manager, two 

Caseworkers and two administrators, who are equivalent to one FTE.  
 
1.5 Moving forwards, the key objective of the service is to offer a more holistic 

approach, putting the person at the heart of everything we do.  To achieve 
this, the HIA Team will collaborate with other Community Services teams, 
such as alarms and social prescribing, this in turn will help individuals to live 
healthier, happier and more independent lives.  In addition, work between 
Community Services and Housing Business Units continues, in order to 
realise a tenure neutral service offer, as far as is possible. 

 
1.6 This report provides information on the HIA service at present, and 

aspirations for the future. This includes the plans over the next 12-months.  
 
2. Report 

 
  Current service usage  
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 2.1 Annually, Runnymede Borough Council is given funding to spend on the 
Home Improvement Agency service.  In 2022/2023 the grant sum received by 
the Council was £874,000.  

 
 2.2 Referrals are received via a range of sources but primarily either from or 

following recommendation from Adult Social Care, via the Homesafe Plus 
Hospital Discharge platform, or self referral.  However, self referral numbers 
or referrals by next of kin etc. are lower than what would be expected due to 
the service having been under promoted in previous years. 

 
 2.3 The table below shows the number of referrals into the service from October 

2021 to December 2022. 
 

Number of referrals from October 2021 – December 2022 

Q3 (2021) October - December  20 

Q4 (2022) January – March  36 

Q1 (2022) April – June 38 

Q2 (2022) July – September  23 

Q3 (2022) October - December 11 (to date) 

128 

 
  Of the 128 works referrals into the service: 

• 77 cases have been completed 

• 31 are in progress 

• 20 are waiting to be allocated  
 
 2.4 There are also three cases from 2019 and 14 cases from 2020 in progress. 

This is a result of the impact from the pandemic, having a small team for a 
number of years and therefore limited capacity, as well as reliability and 
availability issues with contractors and surveyors.  With the work taking place 
over the next 12 months, we aim to prevent cases being open for extended 
periods in the future.  

 
 2.5 The average time to complete a case is 75 working days.  This is in line with 

the legislative guidance.  The maximum time is 168 working days, and the 
minimum is 7 working days.  This is a significant improvement for the service, 
when considering that prior to January 2022, cases took significantly longer, 
as illustrated in 2.4, for the reasons outlined. 

 
 2.6 The amount of grant awarded from the allocated sum in 2022/2023 currently 

stands at £182,000 with a forecast of £570,000 being allocated by the end of 
the financial year.  Members are advised that there is no requirement of the 
Council to return the funding and instead roll any underspend into the 
following year.  However, it is recognised that there is the need to be 
spending the full budget annually, given that there is highly likely to be a 
need/demand within communities.  Also, should there be continued 
underspending, this could potentially result in the grant sum received annually 
being reduced. 

 
 2.7 In order to maximise the reach of the service, ensure it is available and 

accessible to support residents of the borough and to ensure that the grant is 
being appropriately spent in full each year, following a low level service 
review, the following areas of development within the service have been 
identified for the next twelve months. 

24



   
 
  Home Improvement Agency Assistance Policy 
 
 2.8 The Policy has been published on our website.  In the most recent update, 

the Regulatory Reform Order (RRO) offers the service the opportunity to offer 
discretionary grants to private sector residential adaptions.  

 
 2.9 In spring 2023 the Policy will be reviewed, consulted on with stakeholders and 

republished.  The review will offer guidance on how the HIA service can 
spend grant money to support a wider range of vulnerable residents through a 
broader range of options.  The policy review will also include the new update 
on the Armed Forces Covenant (AFC).  The HIA Team have attended training 
on the AFC to ensure they have the most up to date knowledge to support 
residents that access the service.    

 
 2.10 The policy and future spending plans will also need to reflect the discussions 

being held within partnerships with Surrey County Council, Surrey Heartlands 
Clinical Commissioning Group and other North West Surrey Boroughs, to 
ensure that funding is used as flexibly as possible to maximise the potential of 
the RRO, and to work in new and different ways that supports residents in 
meeting their wider health and wellbeing needs, and in doing so the wider 
health and care system.   

 
  Service Development  
 
 2.11 Throughout the next 12 months, the HIA Team will work to review all 

processes, and put in place a plan to enhance and develop the service.  It will 
include setting out team role responsibilities, better data analytics and data 
management and improving the process for the grant sign offs.  

 
 2.12 We want to build the capacity of the team by assessing work ourselves 

through an accredited training programme.  This will enable us to act quickly 
with urgent cases and reduce the time to completion.  This will reduce the 
reliance on Occupational Therapists from SCC, who have an already 
significant caseload, allowing for progress to be made more quickly.  
Currently, an Occupational Therapy assessment could take as long as 12 
weeks to be completed.  This would be reduced if adopting a Trusted 
Assessor model.   

 
 2.13 In reviewing processes within the service, work is being carried out to 

understand what the service needs to maximise efficiency within the team 
and the systems required to track progress with caseloads.  Currently, the 
service uses software not designed for HIA services and therefore can be 
restrictive.  Development identified to change is the oversight of quality 
assurance at all stages of the process, from application to completion of 
works.  This will involve ongoing oversight and review of service activity 
against guidelines set.  The casework will be reported on monthly within the 
team to celebrate successes and to identify and quickly act on challenges or 
identification of delays.  

 
 2.14 Key Performance Indicators will be set for the service, launched in January 

2023.  They will include completion time for cases, number of referrals, 
response time to queries and DFG spending.  A summary of key performance 
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indicators for the service will be reported to Community Services Committee 
from April 2023, as part of a new set of KPI’s across the business unit. 

 
  Branding and communications  
 
 2.15 The HIA Service is currently known as Care & Repair and works with what 

could be considered a dated logo and with little reference to the Council.  
Therefore, with the intention of promoting the offer more widely, via a range of 
channels, it is intended that the service manager will work with the 
Communications & Engagement Manager to rebrand and relaunch the 
service in April 2023.  

 
 2.16 The relaunch will target a large audience including, clients, families, 

volunteers, and staff.  We will use a variety of platforms to target different 
groups, including social media and promotional materials in day centres and 
on public noticeboards. 

 
 2.17 By rebranding the service we aim to increase the number of referrals into the 

service and increase awareness around the Borough.  In doing so, we will 
have the opportunity to support more vulnerable people to live independently 
and safely at home.  However, this approach will need to be measured 
alongside any policy revisions, to ensure that the full grant is appropriately 
spent on cases where support is needed most. 

 
  Procurement exercise for contractors  
 
 2.18 Currently, there is a small pool of historical contractors that are used across 

the service.  To enable us to deliver a more efficient service, and reduce time 
waiting for contractors to be available to compete works, there is a 
commitment to conduct a procurement exercise to source a number of 
contractors for each of the main works carried out.  A wider pool of 
contractors will speed up delivery and completion time. 

 
  Resident Feedback and Measuring Wellbeing Against Service Provision  
 
 2.19 The feedback forms used at the moment ask clients about their experience 

after the work is complete.  The HIA Team will work with the Social 
Prescribing Team to agree if one questionnaire can be used for both services.  
This will begin to streamline feedback across two community services. 

 
 2.20 To measure the impact that the HIA service and grant award has on the 

wellbeing of residents the service will adopt a form of wellbeing activation 
measure as part of the evaluation process.  The process for doing so involves 
undertaking a survey at the start of the process, during the works, at the end 
and 3 months post completion, identifying any trends or changes in the 
wellbeing of residents whilst being supported by staff through the application 
and having received the required adaptations to their home.  

 
 3. Policy framework implications 
 
 3.1 The strategic focus of the Health and Wellbeing Strategy is placed under 

three main objectives with aim one being ‘Healthy Homes’, linking directly and 
positively to the work the HIA Team carry out.  The service supports residents 
live safely at home, helping them to continue to live independently.  
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 4. Resource implications/Value for Money (where applicable)  
 
 4.1 None identified  
 
 5. Legal implications 
 
 5.1 None identified  
 
 6. Equality implications  
 
 6.1  The HIA supports disabled and vulnerable residents of Runnymede.  It is 

implemented in accordance with the principles of the Council’s Equality 
Objectives 2016 – 2020 (currently being updated). 

 
 6.2 The variety of grants we offer give us the opportunity to support all vulnerable 

and disabled people.  By updating our policy and allowing the money to be 
spent in a more innovative, diverse, and modern way, we can have a positive 
impact on more lives.  

 
 6.3 As part of the policy review process, an equalities impact assessment will be 

conducted for the service to ensure we are complying with the Council’s 
Public Sector Equality Duty. 

 
 7. Environmental/Sustainability/Biodiversity implications  
 
 7.1  To run a sustainable service we need to ensure that our people, our 

materials, and our contractors are sustainable.  
  
 7.2  To have sustainable people, the team need to be supported and have clear 

expectations and objectives.  They need to take their annual leave, have a 
manageable workload, and feel teamwork is important.  

 
 7.3  To make sure our materials and contractors are sustainable, we will carry out 

the procurement process, explained in 2.18.  This process will include 
questions on recyclable and sustainable materials, electric vehicles and 
travelling to sites. 

 
 7.4 It is recognised that a mandatory part of the HIA service is the requirement for 

Caseworkers to travel around the borough to visit clients in their home, and 
there will be an environmental impact associated with the use of their car.  To 
mitigate this impact, they are classed as mobile workers, and able to work 
from anywhere in the borough.  For example, if the clients house is closer to 
their home, they will work from home before and after the visit.   

 
 8. Timetable for Implementation 
 
 8.1 It is intended that the proposed developments will be carried out from January 

2023 – December 2023. 
 
 8.2 The priority is to increase our reach of the service, increasing the number of 

referrals and allowing us to spend the grants money in a diverse and 
innovative way.  We aim to reduce completion time, to allow us to increase 
the number of cases to take on.   

 
 9. Conclusions 
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 9.1 The HIA service is currently being delivered to residents.  There is ambition to 

grow the service and reach a larger group of residents.  We have ambition to 
offer a more efficient and collaborative service. 

 
 9.2 The areas of development identified, that will be worked on over the next 12 

months aim to enable the team to work more efficiently, and in turn support 
more residents.  

 
 9.3 The HIA service will become a more holistic service, working closely with our 

community services to offer a service that support the whole person.  This will 
help the Council deliver on the Health and Wellbeing Strategy, ensuring 
residents of all ages can live in a safe, secure, good quality home and are 
supported when necessary to be able to able to continue to live 
independently. 

 
  (For information) 
 
 Background papers 
 None stated. 
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