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Customer needs checklist 
This customer checklist is a slightly changed version of documents provided by a Home Improvement Agency. (Home Improvement Agencies are local, trusted organisations that offer advice and support to people to make changes to their homes as their health and needs change.) It should take about 7-8 minutes to read.
This checklist has been created by the Centre for Sustainable Energy, as part of the Lottery funded Community Climate Action Project, which is pioneering bold and fair community-led climate action in Bristol.


This checklist could be used by an advisor before their first visit to a home. Information from this should be used to create an accessibility rider. (An accessibility rider is a document that lists a Disabled person’s access needs.) This should be checked with the Disabled person after it is made to check everything is correct.
Communication
The first step for the advisor is to ask for the person’s communication needs so that information below is gathered in a way that the person understands and feels comfortable with. For example, some people would prefer a phone call. Some people would prefer being sent a form in the post or via email.
The questions below can be used as a guide: 
Do you have any communication needs?
Yes		No
If yes, please give details of what you need:
	Large print
	 

	Colour use (e.g. background colour)	
	

	Video or audio content 	
	

	Easy read	(Easy short language with pictures)
	

	Makaton (Language that uses gestures and easy spoken words)
	

	Braille (written language that uses touch so blind people can read)
	

	Text and email	
	

	British Sign Language	 (language used by lots of Deaf people that uses hand gestures)
	

	Find it difficult understanding English	
	


Notes:
	




About you
Do you or anyone in your home identify as a Disabled person? Do you or anyone in the house have a long-term health condition? 
Yes		No
Notes:
	





Do you have a carer or an unpaid caregiver? 
Yes		No
If Yes, add the following:
•	Caregiver and/or carer contact details. 
•	Type, time and type of caring. 
•	Can the carer and/or caregiver leave the person they care for? If so for how long?
•	Does the carer and/or caregiver need / prefer to talk online?
	





Daily routine and adjustments
Please share details about how you manage your daily activities that might be important for us to know when we are doing work in your house. For example:
a) If you need to be able to use the kitchen or bathroom at any time?
b) If you have difficulties with steps or stairs?
c) Do you need time to answer the door?
d) Do we need to arrange when to do the work around the times of regular medical or other appointments you have?
e) Anything else you think we understand about your needs.
Notes:
	





Power and water supply
Power and water might need to be turned off for a while when we are doing the work. Do you need electricity or water for health or caring reasons?  
Yes		No
You might need water for bathing for health or personal care. You might need electricity for: 
a) Medical equipment. For example, breathing apparatus or a dialysis machine,
b) Mobility. For example, an electric wheelchair or bed, a stair lift, or hoist,
c) Storing medicine. For example, a fridge.
d) Communication. For example, careline/telecare system, voice assistant or other assistive technology.
Power and water supply might be turned off for a while during the work.
Notes:
	





Other
Having the changes made will involves some things some people find very difficult like noise. Will any of the following things be very difficult for you? 
a) Loud noises,
b) Dust. For example, it could make a breathing condition worse,
c) Changes to routine.
Do you need support with any of the following:
a) Filling in forms?
b) Help with support around the changes. For example, clearing out the loft, moving furniture, a repair, fixing a damp problem.
Do you have any home adaptations? For example, grab rails.
Notes:
	




Notes on costumer needs at all stages of the work
Any existing adaptations. For example:
a) Grab rails,
b) Need to work around for appointments,
c) Need for digital support,
d) Control of dust or noise,
e) Water and power needed at end of each day.
	Stage
	Actions 
	Who to tell / date told

	General talking
	
	

	Support with funding and forms 
	
	

	Surveys
	
	

	Planning and getting the equipment installed
	
	

	Installation
	
	

	Handover (when the user is told how to use the technology)
	
	

	Support after installation
	
	





Jargon Buster
Access needs: What a Disabled person needs to be able to use something or take part in an event. For example they might need no steps into a building.
Accessible: When something meets the needs of a Disabled person.
Accessibility rider: This is a document that lists a Disabled person’s access needs.
Adaptations: When changes are made to the house to meet the needs of the Disabled person. For example, a chair lift or handrails are put in.
Advisor: The person who talks to the householder to give advice about work they can have done and what could work best for them.
Assistive-powered devices: Technology or equipment for Disabled people that needs electricity.
Automated medication: Technology that gives medicine at certain times without a person needing to do anything.
Braille: A written language that uses small bumps on the page that can be felt.			
British Sign Language: The language that Deaf people use to talk to each other. It uses hand gestures and expressions.
Careline/telecare system: Services that Disabled and older people can use to get help in an emergency, for example a button to press if they fall over and cannot get up.
Carer: Someone that supports a Disabled person who would be unable to manage normal day-to-day activities without that support. 
Caregiver: Someone who supports a Disabled person without being paid. 
Contractors: People who are paid to do the work in the house. They are from a different organisation than the people planning the work.
Dialysis: A process that cleans the blood when the person’s body cannot.
Easy Read: A document that uses easy language, not many words and pictures to make something easy to understand. 
Energy efficiency improvements: Making changes to your home so that it uses less energy to do everything you need
Feeding pump: Technology that lets people who cannot swallow eat.
Grant: When money is given to do something that doesn’t need to be paid back. It normally comes from the local or national Government.
Handover: When the technology has been put in and the homeowner is told how to use it.
Home Improvement Agency: Local, trusted organisations that offer advice and support people to make changes to their homes as their health and needs change.
Identification: Something a person carries them to show that they are who they say they are and can be trusted.
Installed: When technology, like solar panels, are put into a house.
Impairment: A difference about a person’s body or mind. When a person with an impairment is treated unfairly they become disabled.
Learning disability: a condition that affects the way a person learns new things or can carry out tasks throughout their life. For example dyslexia.
Makaton: A language that uses speech and gestures for people to talk to each other.
Mobility: The ability to move. Mobility impairments are ones that are about difficulties moving around.
Nebuliser: A piece of technology that gives a person a high dose of medicine quickly. It might use electricity.
Oxygen concentrator: A piece of technology that makes the air purer so it is easier to breathe.
Resident Liaison Officers: People who talk to the people are having the work done and are responsible for making sure the work meets their needs.
Retrofit: When a house is changed so it uses less energy and is better at keeping the house cool in summer and hot in the winter.
Routine: A way of doing things that someone does regularly. For example, what they do every day at certain times.
Sleep apnoea monitor: A piece of technology that keeps a person breathing if they sometimes stop breathing at night.
Smart meter: A piece of technology that tracks the energy a house is using as it is used.
Survey: When someone comes to the house to see the layout and plan what technology can be used and how it should be put in.						
		

