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REPORT TO: HOUSING COMMITTEE – 20 MAY 2013 

 

REPORT ON: INSPECTION OF SHELTERED HOUSING WARDEN SERVICE BY THE 

CARE INSPECTORATE 

 

REPORT BY: DIRECTOR OF HOUSING 

 

REPORT NO: 228-2013 

 
 
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 January 2013 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: 
 

• 98% of tenants were overall happy with the quality of support the service provided. 

• Comments included: 
 
o “I find the service extremely satisfactory. The wardens are extremely helpful and    

      friendly and it gives me peace of mind that I can talk to them if a problem arises.” 
o “All wardens are caring, sympathetic and helpful. They contact my relatives if they    

      have concerns about me.” 
o “Greatly pleased with treatment always received.” 
o “ I have been with my complex for coming up 4 years and I love it.” 
 

• There were regular tenant meetings held in sheltered complexes. This allowed opportunities 
for service users to be involved in agreeing joint activities to be planned.  

• Service users appreciated the efforts made by wardens to arrange social activities. This 
made them feel more included and gave them an opportunity to meet other service users. 

• Newsletters were produced regularly. This ensured that tenants who did not attend meetings 
were kept up to date with what was happening. 

• Support Plans were reviewed twice yearly with service users to ensure that the service 
continued to meet peoples needs. 

• Pay a compliment/Make a suggestion box was available and tenants felt that wardens were 
very helpful listening to any comments and acting on them.  
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• 96% of people agreed that the service asked for their opinions on how the service could be 
improved. 

• Wardens demonstrated a good understanding of each tenants support needs. 

• Service users confirmed that if they had been poorly, the wardens increased their visits to 
check on their welfare. 

• Every tenant, if they wish it, has a planned welfare visit from a warden at an agreed 
frequency. 

• Tenants felt that wardens were good at helping them get help for areas including making 
contact with GP’s, Social Care Teams, fill out forms and generally maintaining their tenancy. 

• Wardens offered advice on home security and guided tenants to other agencies who could 
assist.  This included the Police, Community Safety Wardens and the Anti Social Behaviour 
Team. 

• Staff were seen to be respectful, professional and approachable. 

• Staff worked to good standards and followed the principles of the National Care Standards. 

• The service responded to all complaints raised timeously. 

• The manager of the service reviewed all incidents and accidents.  This allowed the manager 
to monitor any recurring accidents or incidents and take action to reduce risks. 

• The service had established and implemented quality assurance systems to ensure good 
quality, measurable support to service users.  
 

4.3. Evaluations 
 

4.3.1. Requirements for improvement: 
 

• There were no requirements for improvement 
 

4.3.2. The following were identified as recommendations for improvement: 
 

• The service should ensure that tenant noticeboards are displayed in a way which 
encourages tenants to use them to refer to regular events and updates. 

• Where there is a change of regular warden the service should inform tenants of these 
changes. 

• The service should consolidate management systems across all complexes.  This is in order 
to ensure that staff working across different areas are easily able to access required 
information in order to provide the best support to tenants. 

• The service should develop a training plan for all staff based upon a training needs analysis 
for new and experienced staff.  This is to ensure that the service and its staff can respond 
appropriately and in an informed manner to tenants' health, welfare and safety needs. 
 

4.4. Grading 
 

4.4.1. 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 

 
4.4.2. The following grades were awarded: 

 
Theme Individual grade awarded 

 
Overall Grading 
 

Quality of Care 
and Support 

Statement 1 - (4) 
Statement 3 - (4) 

(4) - Good 

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

(3) - Adequate 

Quality of 
Management and 
Leadership 

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

(4) - Good 
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4.5. 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 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 
 

7.1. None. 
 
 
 
 
 
ELAINE ZWIRLEIN 
DIRECTOR OF HOUSING 
 
MAY 2013 
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APPENDIX 1 
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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: 

 

 

Linda Weir 

Date Inspection Concluded:  

 

30 January 2013 

 

Requirements and Recommendations Action Planned Timescale Responsible Person 

Quality Theme 1, Statement 1 

 

Recommendations 

 

1. The service should ensure that tenant   

noticeboards are displayed in a way 

which encourages tenants to use them 

to refer to regular events and updates.  

 

 

 

 

 

 

 

The Tenant’s noticeboards will be changed to focus on 

regular events and updates. Some information will no 

longer require to be displayed on the noticeboard, but it 

will be retained and kept in a separate file so that tenants, 

families and cares can still access this information if 

required 
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The noticeboard will retain important information e.g Care 

Inspectorate Certificate of registration, Care Inspectorate 

Inspection Report, Care Inspectorate “How to Complain” 

leaflet, DCC “How to complain” leaflet, DCC Customer 

Care Charter, “Your Guide to Sheltered Housing”, 

Sheltered Housing Involvement Strategy, Newsletters, 

Minutes of Tenants/Warden meetings and DCC Feedback 

Forms. 

 

 

 

 

 

 

 

March 2013 

 

Completed 

 

 

 

 

 

 

 

Susan Donaldson 

Quality Theme 1, Statement 3 

 

Recommendations 

 

1. Where there is a change of regular 

warden the service should inform 

tenants of these changes. 

 

 

 

 

Should a regular Warden not be available to cover a 

complex at any time the service will ensure where possible 

that tenants are advised by intercom or by being visited by 

who is covering their complex and for how long. 

 

Wardens for each core will be working in each of the 

complex’s attached to that core so that tenants will become 

familiar with all Wardens. 

 

 

 

 

 

 

 

 

 

 

 

March 2013 

 

Completed  

 

 

 

 

 

 

 

 

 

 

 

 

 

Susan Donaldson/ 

Senior Wardens 
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Quality Theme 3, Statement 3 

 

Recommendations 

 

1. The service should consolidate 

management systems across all 

complexes. This is in order to ensure 

that staff working across different areas 

are easily able to access required 

information in order to provide the best 

support to tenants. 

 

 

 

 

 

2. The service should develop a training 

plan for all staff based upon a training 

needs analysis for new and experienced 

staff. This is to ensure that the service 

and it’s staff can respond appropriately 

and in an informed way to tenants 

health, welfare and safety needs. 

 

 

 

 

 

 

In discussion with Senior Wardens, a new management 

system will be introduced so that all complexes work to the 

same standards. Senior Wardens, along with the manager 

for the service will hold team meetings and discuss with 

staff the importance of completing Support Agreements, 

Event Reports and Contact Sheets. By doing this the 

service will ensure that all complexes manage their 

paperwork in the same manner which will allow staff 

covering from different areas to easily access required 

information to provide the best support to tenants. 

 

 

Following a meeting with the Departments Training 

Officer, a Training Plan Spreadsheet is to be developed for 

each member of staff to access which will detail all 

identified training needs and the date commenced and 

completed. This will also run in conjunction with the 

Departments Employee Development Performance Review 

(EPDR) which also identifies training needs in relation to 

the service provided to tenants. This will be completed in 

the near future, to coincide with the new Departmental 

Service Plan and individual Unit Plans. EPDR is reviewed 

every 6 months , and any additional training needs can be 

added if and when they are identified. 

 

The service has also introduced Induction training for all 

 

 

 

 

 

 

 

 

 

 

 

 

 

June 2013 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Susan 

Donaldson/Senior 

Wardens 
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new members of the warden service. We are also looking 

to source Awareness talks on Dimentia, Mental Health. 

Learning Disabilities, Drug and Alcohol, Diabetes, 

Parkinsons and Infection Control. 

 

Data Protection and Lone Working training will be held in 

the near future. 

 

 

 

 

 

 

Commencing 

March 2013 

with an ongoing 

programme 

reviewed every 

6 months 

 

 

 

 

 

 

 

Susan Donaldson 

 

 

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. 
 


