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Unfortunately it is difficult to assess how long
you may need to wait to have your adaptation
carried out. Cases are reviewed at regular
meetings, and you will be visited at least every
6 months by a member of our Housing/Supported
Housing team to be informed of progress.

Once Eden District Council have approved the
grant, Anchor Staying Put will then liaise with
you about what will happen next. They will
inform you who the successful contractor is,
and explain what will happen during the works.
Anchor Staying Put will then oversee all the
works and address any issues that arise.

When the work has been completed, you will
be visited by a member of our Housing/Supported
Housing team to make sure that the adaptation
is suitable and appropriate for you, and to see
if there are any other issues which we can help
with. We will also ask your opinions on the
service you have received.

Type of Work Target Time
External works (eg; ramps, sheds) 6 Weeks
Minor works (eg; grab rails, lever taps) 21 days
Stairlifts (to straight stairs) 6 weeks
Overbath showers 6 weeks

WHAT IF WE DO NOT MEET THIS STANDARD
If you wish to express your dissatisfaction about
the standard of service or lack of action taken by
us, tell us and give us the chance to put it right:
% Take up the issue with the staff member you have

been dealing with
% If you are still unhappy, ask to speak with the

manager
% If you cannot resolve the issue, you may make a

formal complaint under our Complaints
Procedure

For more detailed information about how to
make a complaint, see our service statement
leaflet “Customer Complaints”
HOW CAN YOU BE SURE THAT WE ARE
MEETING THESE STANDARDS OF SERVICE
We will tell you how we are meeting these
standards in many different ways, including:
• Independent service reviews
• Quarterly ‘Viewpoint’ newsletter

sent to residents and other partners
• Regular feedback to ECHO the

Tenants & Residents Forum
TARGETS FOR PERFORMANCE

•We will acknowledge your request within 5
working days

•Minor works, once agreed, will be completed
within the target times shown below:

•Home visits by our staff will be made within 21
days of minor works requests, and 14 days of
major works requests

•You will be informed of our decision to support
major works requests within 5 days of the
home visit
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