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Adaptations



If you would like this document in your language, large print or Braille, please
contact your Neighbourhood Housing Office, who can do this for you free of charge.



When we contact you, we will:
• respond to all enquiries politely, fairly and

consistently;
• respect the privacy of our customers and

treat all enquiries in a confidential
manner;

• provide translation and interpretation
services as and when necessary;

• always show official identification if we
visit you;

• visit you at home if you ask us to.

We will work with our
partners and specialist
contractors to carry out
all necessary adaptations
to your home.



What can I expect?
We can provide both minor and major adaptations.
Some examples of minor adaptations are:
• lever taps
• grab rails
• external and internal handrails
• relocation of sockets.

When providing minor adaptations, we will complete
your adaptation within 7 working days of you
reporting it to us.
However, some minor adaptations may take longer
than 7 working days to complete: for example,
external metal handrails and door entry systems.
These adaptations will be completed within 28 working days.



Some examples of major adaptations are:
• external ramps to properties
• through floor lifts, stair lifts and platform lifts
• bathing facilities such as wet floor showers and

specialist baths
• provision of additional space such as permanent or

portable extensions.

You will need an assessment by an Occupational
Therapist who will, if appropriate, recommend the
adaptation. This is because any adaptation to your
home will need to suit your individual needs.

We will:
• complete all minor adaptations within either 7 or 28

working days of customers reporting them to us;
• tell you in writing within 5 working days that a

recommendation for major adaptation works has
been received from the Occupational Therapist;

• tell you our decision on major adaptation work
within 25 working days of receipt from the
Occupational Therapist. Where the work is not
possible or appropriate, we will explain and confirm
the reasons in writing and explore other housing
options;

• make sure work is carried out safely and that your
home is left clean and tidy at the end of each day.



For all major adaptations, this will include:
• a visit to your home to discuss layouts and plan the

work. During our visit we will clarify what work is
involved and discuss your options, including
finishes such as tiles and floor coverings.

• confirming the name of the contractor and the
planned start date for the work with you;

• giving you an information pack about the
adaptation which will include a customer
satisfaction survey.

On completion of the works
We will:
• explain how to use any adaptations and leave

appropriate information with you about the
adaptation;

• repair or replace any faulty work or equipment
within 5 working days;

• ask you to complete a customer satisfaction survey.

Priority High 74 Calendar days
Priority Medium 127 Calendar days
Priority Low 220 Calendar days

We will complete all major adaptations work,
dependant on priority, within set timescales from
receipt of the Occupational Therapist's
recommendations



Adaptations as part of
Decency works to improve homes
We will endeavour to carry out adaptations as part of
general improvements being carried out to bring
homes up to the Government’s Decency standard.

How are we doing?
We will measure our performance and report the
results on a quarterly basis to the relevant customer
sounding board.

What to do if things go wrong
If your experience of our service does not match the
standards that we have set, or you feel we could
improve on the service we provide, please contact us
and let us know. If you wish to make a formal

complaint to us please see our
Comments, Compliments

and Complaints leaflet for
more details.



Call us on: 0800 915 1113*
or Minicom: 0845 127 1113
*standard charges apply when calling from a mobile

Email us on:
wnwhl.enquiries@wnwhl.org.uk
www.wnwhl.org.uk

Visit us at:
Neighbourhood Housing
Offices or One Stop Centres

Write to us at:
Westfield Chambers, Lower
Wortley Road, Leeds LS12 4PX

If you wish to contact us, please do so by visiting us at:
Aireborough One Stop Centre
Micklefield House, New Road Side, Rawdon LS19 6DF
Armley One Stop Centre, 2 Stocks Hill, Armley, Leeds LS12 1UQ
Bramley Neighbourhood Housing Office, 202 Town Street,
Bramley, Leeds LS13 2EP
Horsforth Neighbourhood Housing Office, The Green,
Town Street, Leeds LS18 5JB
Kirkstall Neighbourhood Housing Office, 45 Kirkstall Lane,
Kirkstall, Leeds LS5 3BE
Little London Neighbourhood Housing Office, Oatland Drive,
Little London, Leeds LS7 1SH
Otley One Stop Centre, 8 Boroughgate, Otley, Leeds LS21 3AL
Pudsey One Stop Centre, Town Hall, Robin Lane, Leeds LS28 7BL
Wortley Neighbourhood Housing Office, 36 Heights Drive,
Armley, Leeds LS12 3SU

Information correct at time of print, January 2010.


