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REPORT TO: HOUSING COMMITTEE – 25 AUGUST 2014 
 
REPORT ON: INSPECTION OF SHELTERED HOUSING WARDEN SERVICE BY THE 

CARE INSPECTORATE 
 
REPORT BY: DIRECTOR OF HOUSING 
 
REPORT NO: 298-2014 
 
 
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 February 2014 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: 
 
 Tenants of the service who responded to the questionnaires or who were interviewed by 

staff, stated that the wardens provide a good person centred, caring service which they 
appreciate and which enables them to remain safely in their own home. 

 The service also listens to constructive comments and takes action in an effort to improve 
the outcome for service users and staff. 

 Comments included: 
 
o “We have Tai Chi classes each week - I love these.” 
o “I can’t live without my warden they are so good to me and often go that extra mile 

without being asked.” 
o “Caring, friendly and very approachable and taking their time to get to know you 

and they never talk at you and this means a lot to me.” 
o “Yes I feel safe in my wee house knowing that the wardens are around at certain 

times and that I have the pull cord when they are not.” 
 

 Folders with information about the service and the service’s policies and procedures are 
available to tenants in common rooms. 

 Comment boxes are available in each complex. 
 There is a Management Roadshow for staff which takes place on a quarterly basis and 

includes information regarding the Sheltered Housing Service. 
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 The service encourages tenants who require advice and support outwith their carers and 
families to use an advocacy service. 

 Wardens whom we met during this inspection were very aware of each tenant’s medical 
needs. 

 Newsletters are produced by the Housing Service quarterly and include information 
regarding the Sheltered Housing Service. 

 Wardens assist tenants in organising events to keep fit, for example, exercise classes and 
swimming which they thoroughly enjoy. 

 Tenants we spoke with during the inspection all stated that wardens knew how to care for 
them and supported them fully. 

 The tenants reported that the service they receive from the wardens is professional, person 
centred and caring.  They appreciate the commitment of the wardens and the service that 
they receive which enables them to stay in their own homes. 

 There are notice boards in each complex and the ones we saw were up to date with 
pertinent information about what was going on at the individual complexes. 

 There are policies and guidance available to staff.  Guidance on Lone Working is contained 
in the Employee Handbook and the service has an up to date Adult Protection Policy.  Other 
relevant policies are available to staff. 

 There are a variety of activities available to tenants.  Some have been organised by the 
tenants and some by the wardens.  Those include regular exercise classes, beauty therapy 
sessions, bingo afternoons, afternoon dances, “chippie” teas with some complexes having 
Christmas dinners at local hotels and New Year parties. 

 There is evidence that the manager of the service now has regular supervision meetings with 
the senior wardens and minutes are produced of those meetings.  This, one anticipates, will 
allow for consistency in approach with staff and, where appropriate, tenants. 

 As a means of undertaking quality assurance wardens complete a weekly checklist of tasks 
and send this to the manager. 

 No complaints have been upheld, or partially upheld, since the last inspection. 
 

4.3. Evaluations 
 

4.3.1. The following were identified as requirements for improvement: 
 
 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. 

 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 the 
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. 
 
 

4.3.2. The following were identified as recommendations for improvement: 
 
 The manager must encourage and include tenants in ensuring the quality of the service 

offered meets the needs of the tenants. 
 The manager must consult with staff to enable them to carry out duties to the best of their 

ability and be trained to carry out the roles of the warden service. 
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 The manager must encourage and include tenants in ensuring the quality of the service 
offered meets the needs of the tenants. 
 

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 - (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 

 
4.5. 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 
 
AUGUST 2014
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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: 

Elma Davidson 

Date Inspection Concluded: 21 February 2014 

 
 

Requirements and Recommendations Action Planned Timescale Responsible Person 
Quality Theme 1, Statement 1 
 
Requirements 
 
1a). The service Involvement Strategy requires to 
be completed. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
A proposed Involvement Strategy, to ensure that service users 
have the opportunity to be involved in how the service develops 
and is improved, has been drafted. The Strategy sets out how 
the service will take on board the views of sheltered tenants and 
their carers and how the service will involve them in service 
development. Examples of how this will be delivered include 6 
monthly reviews of Support Plans, an Annual Tenants Survey, 
regular tenant/warden meetings and through a 6 monthly 
meetings of the Sheltered Tenants Representative Forums. 
 
The redrafted Involvement Strategy has been consulted upon 
and agreed within the service by both warden staff and also at 
the recent Sheltered Tenants Representative Forum Meetings 
on 29 April and 2 May 2014. 
 
 
 
 
 

 
 
 
 
To be completed 
end August 2014 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
S. Steen, Housing 
Services Team Leader 
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1b). The service needs to address the issue of 
awarding permanent contracts to the service’s staff.
 
 
 
Recommendations 
 
1. The manager must encourage and include 
tenants in ensuring the quality of the service 
offered meets the needs of the tenants. 
 
 
 
2. The manager must consult with staff to enable 
them to carry out duties to the best of their ability 
and be trained to carry out the roles of the warden 
service. 
 

 
The recent conclusion of the Sheltered Housing Review has 
allowed the service to move to make temporary Sheltered 
Housing staff permanent. 
 
 
 
 
The Involvement Strategy detailed above addresses this 
recommendation. 
 
 
 
 
The service will continue to develop the Senior Sheltered 
Housing Wardens to provide support, guidance and assistance 
and to ensure that relevant and appropriate training needs are 
identified.  This will be achieved through regular communication 
with warden staff and specifically through support and 
supervision sessions and the staff undertaking the latest 
Employee Performance Development Review Scheme (EPDR). 
 

 
To be completed 
effective from 
1 August 2014. 
 
 
 
 
To be completed 
end August 2014. 
 
 
 
 
All Sheltered 
Housing Staff to 
complete EPDR 
by end 
September 2014. 

 
D. Simpson, City 
Housing Manager 
 
 
 
 
 
S. Steen, Housing 
Services Manager 
 
 
 
 
S. Donaldson, 
Sheltered Housing 
Supervisor/Senior 
Sheltered Housing 
Wardens. 

Quality Theme 4, Statement 1 
 
Recommendations 
 
1. The manager must encourage and include 
tenants in ensuring the quality of the service 
offered meets the needs of the tenants. 
 
 

 
 
 
 
The Involvement Strategy detailed above addresses this 
recommendation. 
 

 
 
 
 
To be completed 
end August 2014. 
 
 

 
 
 
 
S. Steen, Housing 
Services Manager 
 

Quality Theme 4, Statement 4 
 
Requirements 
 
1. 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. 
 

 
 
 
 
The recently approved Sheltered Housing Review report 
acknowledges the need for a more flexible use of existing staff 
resources with the creation of a relief pool.  In terms of 
qualifications and competence, the job description and person 
specification for the post of Sheltered Housing Warden have 
been reviewed and remain appropriate at this time. 

 
 
 
 
To be completed 
by end October 
2014. 
 

 
 
 
 
J. Fenton, Housing 
Services Manager 
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The existing job description and person specification have 
continued to be used where temporary contracts have been 
offered, during the Sheltered Review, with no reduction in either 
the level of applications or the quality of candidates. 
 
The Relief Pool will be established by end of October 2014. 
 

 
2a). 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. 
 
 
 
 
 
 
 
 
2b). 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. 
 
 
 
 
3. The service shall provide a written statement of 
the Aims and Objectives of the service. 
 
 
 
 
 
 
 
 

 
Items 2a), 2b), and 3 are related and the action proposed relates 
to all. 
 
The service will prepare an Aims and Objectives document to 
share with all existing sheltered tenants focussed around not 
only promoting and respecting their independence but also 
ensuring that this is embedded within all aspects of the 
Sheltered Housing Service.  Included within the aims and 
objectives will be freedom for sheltered tenants to make choices 
in the way the service is delivered to them. 
 
 
 
The Sheltered Housing Service is free from restraint of any kind 
and the motion sensors that are in place in all sheltered 
tenancies are designed to assist tenants in respect of their 
health and wellbeing.  We will seek the express written 
agreement from all existing and new sheltered tenants regarding 
the use of motion sensors in sheltered housing tenancies. 
 

 
Aims and 
Objectives 
document to be 
completed by 
end August 2014. 
 

 
S. Steen, Housing 
Services Team Leader 
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4. 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. 

The recently approved Sheltered Housing Review report 
acknowledges the need for a more flexible use of existing staff 
resources with the creation of a relief pool.  In terms of 
qualifications and competence, the job description and person 
specification for the post of Sheltered Housing Warden have 
been reviewed and remain appropriate at this time.  The existing 
job description and person specification have continued to be 
used where temporary contracts have been offered, during the 
Sheltered Review, with no reduction in either the level of 
applications or the quality of candidates. 
 
The Relief Pool will be established by end of October 2014. 
 

To be completed 
by end October 
2014. 

J. Fenton, Housing 
Services Manager 

 
 
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. 
 


