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REPORT TO: HOUSING COMMITTEE – 18 MAY 2015 

 

REPORT ON: INSPECTION OF SHELTERED HOUSING WARDEN SERVICE BY 

THE CARE INSPECTORATE 

 

REPORT BY: DIRECTOR OF HOUSING 

 

REPORT NO: 184-2015 

 
 
1. PURPOSE OF REPORT 
 
1.1. The purpose of this report is to report on findings of the Care Inspectorate inspection of the 

Sheltered Housing Warden Service. 
 
2. RECOMMENDATIONS 

 
2.1. It is recommended that the Housing Committee: 
 

i. Notes the contents of this report, and 
ii. Instructs the Director of Housing to monitor progress towards meeting the areas for 

improvement contained in this report. 
 

3. FINANCIAL IMPLICATIONS 
 
3.1. None. 

 
 

4. MAIN TEXT 
 
4.1. The Sheltered Housing Warden Service was inspected in March  2015  by the Care 

Inspectorate.  They published a report on their findings and this is attached as Appendix 1. 
 
4.2. The Care Inspectorate identified the following key strengths of the service: 

 

• The service listens to comments and takes action  to improve the service  for service 
users and staff. 

 

• Comments included: 
 

o “They will help you answer any letters and anything else you may require help 
with or put you in touch with someone that can help you”. 

o “If the regular warden is going on holiday then we get notified and they will also 
let us know when they are having their days off and if there are changes then 
we are told about that too by letter”. 

o “There is a lovely buzz about the place just now and this is down to our lovely 
friendly wardens”. 

o “I’m just back from hospital and they have already been in today to update my 
medical file with the change of meds”. 

o “They hold regular Tenants Meetings where they discuss the funds we have – 
the activities for the following month and this usually includes our chippie tea 
night they also send out a news bulletin every so often that keeps you abreast 
of what is happening in the complex”. 

o “I get along great with the wardens and speak and see them anytime I wish. 
You just have to ask them to meet with you and they are always happy to do 
this”. 
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• All complexes hold regular tenants meetings to discuss changes and activities and 
outings with tenants. Their views are gathered and minutes are posted on notice 
boards in the complexes.  

• The service has a comprehensive involvement strategy which commits to things such 
as communicating big changes by letter, to consultation, to involving tenants in 
decision making and to the tenants rep’s forum for discussing things which matter to 
the sheltered housing service and there are regular newsletters. 

• Each service user had a support plan (support agreement) which outlined how the 
service was going to support them. The support plans were reviewed every six 
months. This was confirmed by tenants who were interviewed and were evidenced by 
the records looked at.  These plans were among the best ever seen for a sheltered 
housing service. 

• Throughout all the complexes visited there was evidence of social activities taking 
place. There was also evidence of community support meetings where tenants got 
talks from fire safety officers and community police officers. Every complex was also 
open to non-tenants to use which made it a part of the wider community which had 
benefits for wider social links for tenants. 

• Staff in the service had a high level of training. Training records and staff interviews 
confirmed that all staff had been through an induction programme when they began 
work and that this included core training such as values, manual handling, 
confidentiality and adult protection. Staff also received training that they had identified 
as being useful for them. 

• Staff all stated that they felt that they were supported to do their job and their ideas 
were valued by management and that they received regular supervision. 

• The inspector observed staff respecting service users’ choices, dignity and privacy on 
the days of the inspection. 

• Observation of staff practice undertaking a variety of tasks with tenants showed them 
to be confident, relaxed and professional in their approach. 

• It was clear that the health and wellbeing of service users was at the core of what the 
service does with it’s person centred and detailed approach. 

• The service had effective systems in place to support staff to develop their skills via 
training and supervision. 

• There was evidence of the service’s diligent response to the last inspection report. 

• The inspector was impressed with the way this service was extensively monitored. 
For such a large service the protocols in place enabled management to keep an eye 
on quality. 

 
To summarise, the inspector stated that the service provides very good housing support for 
council tenants in dispersed complexes throughout Dundee.  Their use of support planning 
and review is of a high quality and their engagement with service users is good. The service 
is good at ensuring people are safe and given access to the supports they need. Customer 
satisfaction was high across the majority of complexes with staff seen as supportive and 
effective.   
 

4.3. What the service has done to meet any requirements made at the last inspection 
 
There were the following seven requirements made at the last inspection: 
 

• The service Involvement Strategy requires to be completed. 
 

• The service needs to address the issue of awarding permanent contracts to the 
service’s staff. 

 

• The service must ensure at all times, suitably qualified and competent persons are 
working in the service in such numbers as are appropriate for the health and welfare of 
the service users. 
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• A provider shall provide the service in a manner which promotes and respects the 
independence of the service user and, so far as it is practicable to do so, affords them 
choice in the way that the service is provided to them. 

 

• The provider shall ensure that no service user is subject to restraint unless it is the only 
practicable means of securing the welfare of that or any other service user and there are 
exceptional circumstances. 

 

• The service shall provide a written statement of the Aims and Objectives of the service. 
 

• The provider shall have regard to the size and the nature of the service, the statement 
of aims and objectives and the number of needs of the service users to ensure: the 
service must ensure at all times, suitably qualified and competent persons are working 
in the service in such numbers as are appropriate for the health and welfare of the 
service users. 

 
This inspection confirmed that all of the above requirements have been met and met within 
the timescales required by the Care Inspectorate. 
 

4.4. Evaluations 
 

4.4.1. There were no issues/concerns identified as requirements for improvement. 
 
4.4.2. The following were identified as recommendations for improvement: 

 

• Support  Plans should also be demonstrably up-to-date. 

• Identified staff should get IT support and training. 

• Every person on an induction as a new member of the service should have close 
supervision and the opportunity to shadow related services. 

• The service should remind all staff of their responsibilities under the SSSC Codes of 
practice. 

• The service should plan for and begin to provide staff with vocational awards in order 
to meet SSSC registration requirements. 

• The service should develop a wider knowledge of sheltered housing provision and 
practice. 

 
4.5. Grading 

 
4.5.1. The Care Inspectorate reports use a six-point scale for reporting performance: 

 

6 Excellent 

5 Very Good 

4 Good 

3 Adequate 

2 Weak 

1 Unsatisfactory 

 
4.5.2. The following grades were awarded: 
 

Theme Individual Grade Awarded 
 

Overall Grading 
 

Quality of Care 
and Support 

Statement 1 - (4) - Good  
Statement 3 - (5) – Very Good 

(4) – Good 

Quality of Staffing Statement 1 - (4) - Good 
Statement 3 - (4) - Good  

(4) - Good 

Quality of 
Management and 
Leadership 

Statement 1 - (4) - Good 
Statement 4 - (4) - Good 

(4) – Good 
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4.5.3. This compares to the grades awarded following the previous inspection: 
 

Theme Individual Grade Awarded 
 

Overall Grading 
 

Quality of Care 
and Support 

Statement 1 - (3) - Adequate 
Statement 3 - (3) - Adequate 

(3) - Adequate 
 

Quality of Staffing Statement 1 - (3) - Adequate 
Statement 3 - (3) - Adequate 

(3) - Adequate 

Quality of 
Management and 
Leadership 

Statement 1 - (3) - Adequate 
Statement 4 - (2) - Weak 

(2) - Weak 

 
4.6. The grades have improved not only across all three Quality Themes, but also across all six 

Quality Statements. 
 

4.7. An Action Plan to meet the recommendations in the Care Inspectorate report has been 
agreed and submitted.  The Action Plan is attached as Appendix 2. 

 
 
5. POLICY IMPLICATIONS 

 
5.1. This report has been screened for any policy implications in respect of Sustainability, 

Strategic Environment Assessment, Anti-Poverty, Equality Impact Assessment and Risk 
Management.  There are no major issues. 

 
6. CONSULTATION 

 
6.1. The Chief Executive, Director of Corporate Services, Head of Democratic and Legal 

Services and all other Chief Officers have been consulted in the preparation of this report.  
No concerns were expressed. 

 
 
7. BACKGROUND PAPERS 

 
None. 

 
 
 
 
 
 
ELAINE ZWIRLEIN 
DIRECTOR OF HOUSING 
 
MAY 2015 
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APPENDIX 2 
ACTION PLAN 

Service Name: Dundee City Council - Sheltered Housing Warden Service 

CS Number: 2006118106 

Service Provider: Dundee City Council 

Address: West District Housing Office, 3 Sinclair Street, Lochee, Dundee, Dundee DD2 3DA  

Care Inspectorate Inspection 
Officer: 

Timothy Taylor 

Date Inspection Concluded: 5 March 2015 

 
Requirements and Recommendations Action Planned Timescale Responsible Person 

 
Quality Theme 1, Statement 3 
 
Recommendations 
 

− Support  Plans should also be 
demonstrably up-to-date 

 
 

 
 
 
 
 

- The existing Support Plan to be amended to include a 
new “updates” page. Any and all changes or updates to 
the plan will be recorded on this page 
 

- Look to introduce an electronic data management 
system.  This facility will automatically record all 
changes/updates. 

 

 
 
 
 
 
 - April 2015  
 
 
 
- August 2015 

 
 
 
 
 
- Sheltered Housing 
Supervisor 
 
 
- Senior Sheltered 
Wardens 

 
Quality Theme 3, Statement 3 
 
Recommendations 
 

− Identified staff should get I.T. support and 
training 
 
 
 
 
 
 

 
 
 
 
 
      -     Confirm staff who require I.T. support and training 
 
      -     Develop Training Plan. (This to include E Learning and     
            Peer support)  
 
 
      -    Deliver training and ongoing support  
 

 
 
 
 
 
- May 2015 
 
- July 2015 
 
 
 
- Complete by  
   February 2016  

 
 
 
 
Senior Sheltered 
Wardens 
 
Sheltered Housing 
Supervisor/Training 
Officer 
 
Senior Sheltered 
Wardens 
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− Every person on an induction as a new 
member of the service should have close 
supervision and the opportunity to shadow 
related services 
 
 
 
 
 
 
 
 
 
 

− The service should remind all staff of their 
responsibilities under the SSSC Codes of 
practice 

 
 

 
      -    The existing Induction Programme is to be amended to    
           include the establishment of a dedicated “Induction  
           Supervisor”. This will be a Senior Sheltered Warden who  
           will be assigned to every new member of staff during their  
           period of induction. Weekly support/guidance meetings  
           will take place between the new member of staff and their  
           dedicated Induction Supervisor.        
 
      -    A list of Job Shadowing opportunities will be developed  
           and included within the amended induction programme  
           for all new starts into the sheltered service.  
 
 
      -    The next round of engagement meetings with staff will be  
           dedicated to ensuring all staff are fully aware of their  
           responsibilities under the SSSC Codes of Practice.  

 
 - June 2015 
 
 
 
 
 
 
 
 - June 2015 
 
 
 
 
 - August 2015  

 
Sheltered Housing 
Supervisor 
 
 
 
 
 
 
Sheltered Wardens 
 
 
 
 
Sheltered Housing 
Supervisor/ 
Housing Services 
Team Leader 

 
Quality Theme 4, Statement 4 
 
Recommendations 
 

− The service should plan for and begin to 
provide staff with vocational awards in 
order to meet SSSC registration 
requirements 
 
 
 
 

− The service should develop a wider 
knowledge of sheltered housing provision 
and practice. 

 
 
 

 
 
 
 
 
      -    An audit of all warden staff’s qualifications to take place  
           to confirm which staff require to undertake SVQ’s 
 
      -    Following discussion with the Departmental Training  
           Officer a training plan/programme to be established to  
           ensure all staff undertake all necessary SVQ’s within  
           agreed timescales 
 
      -     Develop a local Best Practice  Framework for sheltered  
            housing. To include: 
 

o Benchmarking  
o Site visits with other providers 
o Data/stock information sharing 
o Establishment of Local Housing Forums 
o Involvement in National Forums, e.g. Scottish 

Housing Best Value Network. 

 
 
 
 
 
 -  May 2015 
 
 
 -  August 2015  
 
 
 
 
 -  September 2015 

 
 
 
 
 
Senior Sheltered 
Wardens 
 
Sheltered Housing 
Supervisor/Training 
Officer 
 
 
Housing Services 
Team Leader 
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Name:  Susan Donaldson 
 
 
Designation:  Sheltered Housing Supervisor 
 
 
Signature: 
 

 
 
 
In signing this form, you are confirming that you have the authority to complete it on behalf of the service provider. 

 


