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2. What is this procedure for? 

The mobility scooter policy has been implemented to ensure that our properties are 
a safe place for our tenants to live in and staff to work in. 

The policy provides clear guidance to tenants on the safe use, charging and storage 
of mobility scooters and ensures that staff, tenants, future customers, visitors and the 
organisation are protected from health and safety risks. 

The mobility scooter QLx procedure provides detailed instructions on how to record 
all of the relevant details and ensures that the requirements of the policy are 
implemented at all times: 

This procedure should be read in conjunction with the terms and conditions of 
the tenancy agreement as well as our:- 

 Mobility scooter policy 
 Neighbourhood Management Policy 
 Health & Safety Policy 
 Equality & Diversity Policy 
 Fire Risk Assessments 
 Fire Safety Procedures 
 Vulnerable Person’s Policy 
 ASB Policy and Procedure 
 Abandoned vehicle procedure 

3. Who does what? 

Position Responsibilities 
Support Services 
Manager and Housing 
Manager 

Making sure tenants comply with the procedure 
and for monitoring its effectiveness. 

Support Services and 
Housing Team Leader 

Ensuring that scheme based staff obtain the information 
required in a timely fashion.  

Concierge Services Implementing the procedure on a daily basis and obtaining 
all the required information. 

Retirement Living 
Officer/Housing 
Officer 

Dealing with breaches of this procedure by tenants 
living within Retirement Living Schemes. 
Implementing the procedure on a daily basis and 
obtaining all the required information. 
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4. What happens? 

Any request for permission to store a mobility scooter in the designated scooter 
storage area at one of the following Locations must comply with the requirements of 
the mobility scooter policy: 

 Sutton House, Scunthorpe. (Concierge) 
 Princess Hose, Scunthorpe (Concierge) 
 Crosby House, Scunthorpe (Concierge) 
 Trent View House (Housing Officer) 
 Lincoln Court, Scunthorpe (Darren Bonnar) 
 Chatterton Crescent, Scunthorpe (Julie Donskoy) 
 Broadlands House, Scunthorpe (Julie Donskoy) 
 Horsefair Paddock, Brigg (Darren Bonnar) 
 Ancholme Gardens, Brigg (Darren Bonnar) 
 Wold Court, Wrawby (Darren Bonnar) 
 Victoria House, Barton (Darren Bonnar) 
 Martin Close, Barrow (Darren Bonnar) 

Only the above locations are required to comply with the mobility scooter policy. 

Whilst Trent View House is listed above and tenants are required to apply for 
permission to keep a mobility scooter, permission will automatically be denied as there 
is no space available on this site to construct a designated mobility scooter store.  
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Step 1 (Initial request) 

Anyone who receives a request from a tenant asking for permission to store and 
charge a mobility scooter in one of the communal scooter storage locations listed 
above must record it on QLx using the following pathway: 

Housing Management – Scooters – Form – SCOOFR. 

Under the brief description and full description type in “Permission requested 
to keep a mobility scooter” 

Click save and close which will bring up the pop up box which is already pre-
populated, ready to be sent to Tenancy Enquiries who will be the initial 
owners of the process. 

Step 2 (Reassignment) 

Task one of the process is for the Housing Assistant to establish who is responsible 
for dealing with the request. The list in section 4 should be referred to.  

If the request has been received from a Retirement Living Scheme the request 
should be reassigned to either Julie Donskoy or Darren Bonnar. 

If the request is from someone living at Market Hill, the Concierge team will be 
responsible for dealing with the request. A request from a tenant living at Trent 
View House needs to be sent to the Housing Officer who will explain that 
permission cannot be granted due to the lack of scooter storage available at the 
site. 
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This will bring up the box below. Click on the two little arrows to re-assign to the 
correct person and the reason Workload and then click ok. 

 

To reassign the task highlight the workflow that needs to be reassigned and click on 
the Re-assign Task button. 

Step 3 (Application form) 

Whoever is deemed to be responsible for dealing with the request must click on 
completion details within the workflow (SCOOFR) and under outcome code select 
“generate letter” which will generate the initial letter (Appendix A) which includes an 
application form which must be fully completed by the owner of the mobility scooter. The 
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letter also details the information that must be provided before permission 
can be considered. 

This required information is: 

Proof of servicing of the mobility scooter. The servicing date must be within the 
last twelve months. However, servicing will not be required until the mobility 
scooter is 12 months old. 
Proof that the mobility scooter is insured. This must be from the first day that 
the mobility scooter will be placed in the store area. 

 

Upon selecting generate letter, this will automatically produce the initial letter and 
application form which needs to be sent out to the owner of the mobility scooter. A 
Microsoft Office Word popup box will appear, click yes on each occasion as this will pre-
populate the information from QL such as tenants name and address. 

Upon being generated, letters may state “Read Only”. If you need to amend the letter you 
will need to save a copy to your desk top so that amendments can be made. 

This letter then needs to be sent off to the tenant via imail. 
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Step 4 (Forms received or not) 

The action will remain in your work tray (SCOAPA) until you select on one of the 4 options: 
Cancelled – the tenant has decided not to purchase a mobility 

scooter  
Entered in error 

Forms not received 
Received. 

The tenant has 30 days to return the completed form, if they fail to do so highlight the 
right case with a code SCOAPA within your work tray and then click on complete. 
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This will then open another box (see below), click on Completion code TOTREC Forms 
not Received, ok, click save and close option and the request will be closed down and 
removed from your work tray. The whole process will need to be started again if a 
further request is received. 

 

If the forms are returned fully completed click on Received option – Ok – Save and Close. 

If the Received option has been selected this will then generate a further pop up 
box (see below) with the action code of SCODEC will be produced. 

You must select yourself as the allocated user to ensure that it goes back into your 
own work tray. Click create action which will close down this action box and 
replace this with another action in your work tray. 

 



9 

Step 5 (Accepted or not) 

To move on to the next stage in this process highlight this action (SCODEC) in 
your work tray and click on complete which will bring up the action box below: 
This outcome box will pop up with the options of: 

Accepted  

Cancelled 

Request denied 

Entered in error 

Move to waiting list. 
 

 

 



 

Allocate to user must be yourself to ensure that this stays in your work tray and then 
click on create action. 
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Choose accept if the completed application form has been received along with the 
additional servicing and insurance information and the click on ok and save and close 

Step 6 – Accepted 

This will bring up a further action box with the action code of SCOACC which is 
scooter accepted. 
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Click on yes twice on the Microsoft office word box to pre-populate the tenants details on 
to the generated letter. This letter (Appendix B) is the permissions granted letter which 
should be sent to the tenant. 

You must remember to type your own name and job title on the bottom of the letter along 
with adding your signature as this information is not pre-populated. The letter should 
then be sent via imail. 

Step 7 (Recording the additional documentation) 

The next stage of the process is to record when the Portable Appliance Test 
(PAT), servicing and insurance documents are required in the future.   

Ongo will carry out an annual Portable Appliance Test (PAT) to ensure that scooter chargers are safe 
to use. If the charger fails the PAT it will be disposed of to ensure that it is not used again to charge the 
scooter.  Ongo Homes will not be responsible for the replacement of any charger that has failed the 
portable appliance test.  

 

Highlight the required action SCOACC in your work tray and click on complete 
which will bring up the new pop up box shown below: 
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At this point you need to select SCOINS which will allow you to input the details for the 
scooter insurance. You need to add/update the “action due date” which should be one 
month prior to the information/action required. 

 

The options for this stage are: 

 Cancelled – (scooter storage no longer required)  (CANCEL) 
 Entered in error (ERROR) 
 Scooter date of service (SCODOS) 
 Scooter insurance (SCOINSURAN) 
 Scooter PAT test. (SCOPAT) 

You then need to go to the contact action screen by highlighting the required workflow 
on the CRM screen. This will then take you to the contact information screen. If you click 
on contact action screen this brings up the list of actions carried out to date. 

To add the next two workflows for document evidence you need to click on: 

 SCOSDD (date of scooter service) 
 SCOPAT (date of PAT) 

You need to add/update the “action due date” which should be one month prior 
to the information/action required, click ok and then save and close. 

If this process has been followed correctly you should have three actions in your 
work tray for every person who has permission to keep a mobility scooter. 

** It is important to note that in some circumstances we cannot expect our tenants to 
obtain insurance until after they have purchased a mobility scooter. Therefore, they will 
not be expected to provide this documentation until after they have purchase their 
mobility scooter. In these circumstances a delay of 7 days will be allowed to provide this 
information whilst ensuring that their parking bay is not given to another tenant. 
However, they will not be allowed to keep the mobility scooter in the store during this 7 
day grace period and after the 7 days if they have failed to provide proof of insurance 
their parking bay space will be given to someone else. 

Step 8 (Allocating a space in the mobility scooter store) 

Once all the required information has been provided by the tenant and permission has 
been granted each scooter will be allocated a space. It is important to advise the tenant 
that they must always use this space and this space only. By allocating parking bays this 
will: 

 Reduce the chances of congestion within the store 
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    Stop poor parking 
    Increase the number of scooters that can be stored there by making best 

use of space.  
   Ensure that the owner of the mobility scooter can be easily identified in 

case of any issues.  
   Help to ensure that all mobility scooters that have been 

stored/charged have permission to do so. 

The allocated parking bay should be recorded under the notes section of 
the QL workflow. 

Checks should be carried out periodically by staff members to ensure that the 
correct spaces are being used and that all scooters within the store have been 
granted permission. 

Step 9 (Information due again) 

The action will then remain in your work tray until the action due date when you will be 
required to obtain the next piece of information. You need to go in to the contact actions 
and click complete and choose ‘Generate letter’. See below: 

 

Click and close. This will bring up the next action SCOOAD (Docs out of Date). Allocate 
to yourself and click ‘Create action’ (see below) this will generate the reminder letter. 

 

This letter must be sent to the tenant.   
 

You must remember to type your own name and job title on the bottom of the letter 
along with adding your signature to the bottom of the letter as this information is not 
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pre-populated. The letter should then be sent via imail. 
 
If the requested information isn’t received then permission to keep the 
mobility scooter in the designated scooter store will be withdrawn. Step 10 
Forms Not Received (see below) should be followed. 
 
If the document is received within the timescale, refer to step 7 

Step 10 – Forms not Received 

The request will be denied if the required information is not provided within 30 days of 
the application letter being sent out. During the 30 day period, a telephone call or home 
visit should be carried out reminding the tenant of the information that is outstanding to 
allow the application request to be processed.  

The owner will be allowed one month to carry out the necessary repairs.  However, they will not 
be allowed to use/charge their mobility scooter within this time period.  If the repairs are not 
carried out within one month permission will be withdrawn.  

If the tenant does not or refuses to have their mobility scooter serviced or insured 
then permission will not be granted to allow their mobility scooter to be stored in the 
designated mobility scooter store. 

If this occurs highlight the workflow in QL and click on complete which will bring up a 
pop up box. 

It is important to remember that if you are declining permission at this stage on the 
grounds that one or more piece of information has not been provided, you must go to 
your work tray, locate the appropriate action for the tenant and close any open actions by 
using the completion code Forms Not Received 

 

Double click on Forms Not Received, this will bring up the next action Scooter Denied 
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Allocate to yourself and click create action which will generate a letter (Appendix C) 
which is telling the tenant that permission has not been granted to allow them to keep 
their mobility scooter in the scooter store as they have failed to provide the required 
information. Delete any parts that are not relevant. 

 

Highlight the relevant workflow (SCODEN) and click on complete which will 
bring up three options as an outcome code: 

Cancelled 

Completed  

Entered in error 



 

Click on complete which will close down the contact and then click ok and 
save and close as no further action is required on QL. 

1 6 

You will need to ensure that the tenant does not leave their mobility scooter in 
the store as permission has not been granted. 

If you find that the mobility scooter is being stored/charged without permission 
you will need to refer to step 13 of this procedure. 

Step 11 – (Waiting list) 

There may be times when a tenant provides a completed application form and all the 
required documentation but permission cannot be granted to allow the mobility scooter 
to be stored in the scooter store as there isn’t a space to do so. 

If this is the case, tenants are not allowed to store or charge their mobility scooter 
in their flat or communal corridor even if this is only for a short period of time. 

If this situation does arise you will need to highlight the workflow in QL and 
click on complete which will bring up a pop up box. 

The outcome box will pop up with the options of: 

 
Request  
Cancelled 
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 Click on Move to waiting list, OK and Save and Close. 

Request denied 

Entered in error 

Move to waiting list. 

This will bring up a scooter waiting action box. The action should be allocated to 
yourself and click create action. 

This will generate a letter (Appendix 0) which will advise the tenant that there is 
no space available at this present time and they will be contacted as soon as a 
space becomes available. 

This letter (Appendix 0) should be sent to the tenant. 

If there is more than one person on the waiting list, the next available space will be 
allocated to the person who has been on the waiting list the longest. In exceptional 
circumstances discretion may be applied. However, in these circumstances a discussion 
must take place first with your manager. 
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The request will remain in your work tray (SCOWAI) and no further action is required 
until a space becomes available in the mobility scooter store at which point you should 
check to make sure that all the relevant documentation has been received/still in date. 
If this is the case, highlight the action in the work tray and click on complete and click 
on Accept, ok and save and close. This will generate an accept letter which should be sent 
to the tenant. 

Once the mobility scooter is being stored in the designated scooter storage area, you 
must monitor your work tray to ensure that the required documentation/actions are 
always up-to-date. 

Step 6 should be referred back to if all information required has been received. 

Step 9 should be referred to if all information required is not received. 
 
Step 12 (Docuware) 
All documents should be stored on the live tenant file under permissions on docuware. 
Upon saving the most up-to-date documents, please ensure that you delete any 
documents that are out-of-date. 



Step 13 (Breach of tenancy) 
 
At no point will a tenant be allowed to use their mobility scooter within the confines 
of the building (including communal areas such as corridors or lifts) or store it within 
the mobility scooter store without insurance or proof of servicing in the designated 
scooter store. 
 
Under no circumstances can a mobility scooter be taken into the lift at any time. 
 

We will prohibit any scooters being left on permanent charge and all charging must be done in 
accordance with the manufacturer’s instructions for the recommended amount of time.  Staff members 
reserve the right to unplug a scooter that has been left on charge for more than ten hours.   

If a mobility scooter is not used for one month, it will treated as being abandoned and 
staff members will follow OH abandoned vehicle procedure 

If this is found to be happening, please refer to the Neighbourhood 
Management procedure and record the breach on QL. 

If a tenant is found to be using, storing or charging their mobility scooter in their own flat, 
a communal corridor or under the communal stairs this constitutes a serious fire risk. This 
should be recorded on QL under ASB – TENMAN – FRISK then contact urgent 24 hours: 

 

A mobility scooter being charged or stored in a communal area must be recorded as 
being urgent as it does present a serious fire risk. The Housing Officer will then deal 
with it under he necessary timescale. 

Step 14 (Scooter no longer in the store) 



If you find that a mobility scooter is no longer being stored in the scooter room, update 
the tenant notes for the action and ensure that all actions have been completed in your 
work tray for that property which will close down the contact. 
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Step 15 (Keeping Mobility Scooters safe) 
 
Within the Retirement Living Schemes, there is no lock to the mobility scooter room door. 
Therefore, metal rings have been attached to the walls, there is one for each parking bay 
and tenants should be encouraged to use these to ensure that there mobility scooter is 
secure. 

At the mobility scooter rooms at Market Hill, there is an additional lock to the door. There 
is a charge of £10.00 for each key to this door which will be refunded when the key is 
returned to Ongo. 

Concierge will be responsible for providing these keys and this will only be when 
permission has been granted and all documentation received. Upon payment a receipt 
must be issued and the money given to Finance. 
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Appendix A – Document request and permission letter 

Date 

Dear 

Use of the Scooter Store 

I write in response to your request to use the designated scooter area to store and charge 
your mobility scooter in. Prior to giving you permission, you are required to complete the 
attached form providing relevant details of your mobility scooter. 

To be granted permission to use the scooter storage facility: 

There must be a space available. 
You must have the appropriate insurance in place. This should include public 

liability insurance up to the value of £1million in case of either damage to 
the building, or injury involving other people who may be living at or visiting 
the building. 

All scooters stored and charged within a designated storage area will need to 
undergo an annual service to ensure that they are safe to be used. 

The mobility scooter must not be over 670mm wide or weigh more than 138kg 
including battery 

I will require you to provide me with a copy of the above documents. Only tenants with 
the relevant servicing & insurance documents will be allowed to use the scooter storage 
area. 

You will be required to provide these documents to me on an annual basis, ensuring that I 
always have a copy of in-date documents. 

In addition, Ongo will carry out a portable appliance test on your scooter mobility charger 
each year. If the charger fails this test, it will be disposed of and will be replaced free of 
charge. 

If you wish to discuss this further please contact me on 01724 279900  

Yours sincerely 
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Appendix B – Permission granted 

letter Date 

Dear 

Use of the Scooter Store 

I write to confirm that following receipt of your requested documents, permission has 
been granted to allow you to keep your mobility scooter in the designated storage area. 

I would like to take this opportunity to remind you that you will need to provide new 
insurance and service documents when the current ones expire. 

You should ensure that you ride your scooter safely whilst on the scheme and understand 
that any damage to our property caused by your mobility scooter will be recovered 
through your insurance company. 

If in future your scooter should fail the annual service, it will be your responsibility to 
repair/replace the scooter before it can be stored or charged within the designated 
storage area. 

Scooters should not be left on permanent charge and all charging should be done in 
accordance with the manufacturer’s instructions for the recommended amount of time. 

Ongo Homes will withdraw permission for scooters to be stored in a designated area if 
we are made aware of any misuse and/or non-use of mobility scooters. 

If you wish to discuss this further please contact me on 01724 279900  

Yours sincerely 
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Appendix C Permission refused 

letter Date 

Dear 

Use of the Scooter Store 

I write to advise you that as you have failed to provide the requested documents as 
detailed below, permission cannot be granted to allow you to keep your mobility 
scooter in the designated store: 

Public liability insurance up to the value of £1million in case of either 
damage to the building, or injury involving other people who may be living 
at or visiting the building 

Proof that your mobility scooter has passed an annual service, ensuring that 
it is in a fit state to be used 

Once you are able to provide a copy of the requested document(s) I will be able to 
reconsider my decision. If you have already started to store your scooter in the 
designated store can you please ensure that it is removed immediately. 

If you wish to discuss this further please contact me on 01724 279900.  

Yours sincerely 
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Appendix D – Waiting list 

letter Date 

Dear 

Use of the Scooter Store 

I write in response to your request to keep a mobility scooter in the scooter store. 

Unfortunately, the scooter store is full at present and as such I have placed your name 
onto the waiting list. I will contact you as soon as a space becomes available. 

Please note that you cannot leave your mobility scooter in your flat or any other 
communal area until a space becomes available. 

If you wish to discuss this further please contact me on 01724 279900.  

Yours sincerely 
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Appendix E – Request for up-to-date information 

Date 

Dear 

Use of the Scooter Store 

To enable you to continue to use the designated scooter storage facility, it is necessary 
for you to provide certain documentation to prove that it is safe for you to use. 

According to my records, the following documents are now due for renewal and I 
need to see the current ones please. (Delete below which one is not relevant) 

Public liability insurance up to the value of £1million in case of either damage 
to the building, or injury involving other people who may be living at or 
visiting the building 

Confirmation that your scooter has passed an annual service to ensure that 
they are in a fit state to be used 

If you fail to provide me with a copy of these documents by (Insert date) permission to 
use the scooter room to store and charge your mobility scooter in will be withdrawn and 
you will be required to remove it with immediate effect. 

If you wish to discuss this further please contact me on 01724 279900.  

Yours sincerely 
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Appendix F 

Scooter Store Rules 

 Do take care when you drive into the room to ensure  
that you do not cause damage to any scooters already 
in there 

 Do not move or interfere in any way with any scooter 
that does not belong to you. 

 Do not unplug or interfere with any charger that is 
already in use 

 Do park considerately to ensure that there is room for 
all who wish to use the room. 

 Do ensure that your mobility scooter is insured at all 
times 

 Do ensure that your mobility scooter has been serviced 
in the previous 12 months 

 Do ensure that you present your charger for PAT 
testing when required to do so 


