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REPORT TO: HOUSING COMMITTEE – 8 FEBRUARY 2016 

 

REPORT ON: INSPECTION OF SHELTERED HOUSING WARDEN SERVICE BY 

THE CARE INSPECTORATE 

 

REPORT BY: EXECUTIVE DIRECTOR OF NEIGHBOURHOOD SERVICES 

 

REPORT NO: 24-2016 

 
 
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 Executive Director of Neighbourhood Services to monitor progress 

towards meeting the areas for improvement contained in this report. 
 
 

3. FINANCIAL IMPLICATIONS 
 

3.1. None. 
 
 

4. MAIN TEXT 
 

4.1. An inspection of the Sheltered Housing Warden Service was completed on 11 December 
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: 
 

 Tenants spoken to as part of this inspection were very positive in their views about 
the service. Comments included: 
 
o “Very happy with the service.” 
o “The staff  are professional yet friendly and you can have a joke and a laugh.” 
o “At our complex we have zumba classes, bingo, beauty therapy and we 

celebrate things like Halloween and St. Andrews day.” 
o “Yes I do get questionnaires from the service asking my views. We also have 

tenants meetings and a newsletter. We are well informed.” 
o “I feel safe here. They call me every morning to make sure I’m ok.” 
o “The staff  go the extra mile to help us.” 
o “Yes I do get a review of my circumstances every six months.” 
o “I trust their confidentiality.” 
o “We had craftwork classes and now our work is in an exhibition.” 
 

 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.  
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 All service users received a complaints procedure and the complexes visited showed 
complaints information on noticeboards. 

 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. 

 All the complexes send out regular newsletters keeping tenants up to date with issues 
and developments. Tenants spoken with confirmed these were seen and appreciated. 

 Each service user had a support plan(support agreement) which outlined how the 
service was going to support them. These contained good detail on how people were 
to be supported, a summary of that persons needs for quick access and 
comprehensive records of contacts. A number of plans were randomly selected 
across the service and all were found to be complete and person centred. There was 
evidence that each plan was reviewed every six months to update contacts and note 
any changes in needs and views. 

 All tenants were able to get welfare visits from wardens when they needed them. 
There was a lot of evidence from tenants that these were taking place. One tenant 
spoke with praised the ‘moral support’ she had got from wardens when her daughter 
had become ill. 

 The service sent out it’s 2015 annual questionnaire to all service users to gather their 
views on the service. This information was gathered and collated. Findings showed 
the vast majority of people who replied (87%) were happy with the service. 

 The service has given tenants a variety of ways in which they can raise any issues 
that concern them. This, coupled with the good relationships fostered between staff 
and tenants, means that there are high levels of satisfaction among people who use 
the service. Tenants felt they would be listened to and concerns acted upon. One 
tenant said they had asked for an art group and the wardens had organised one for 
them.     

 It was clear that the service took it’s monitoring of tenants seriously with the use of 
motion detectors in people’s homes and use of daily calls and welfare visits all being 
used to ensure the safety of people. Interviews with tenants again confirmed that they 
felt safe and the service would know if there was a problem. The inspector saw a lot 
of evidence of wardens checking up on people they were concerned about and 
visiting their homes to make sure everything was okay. 

 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. 

 It was clear from the use of notice boards, newsletters and information tables that the 
complexes were not only set up as places of social activity but also as hubs for 
information. 

 The inspector was impressed by the community spirit fostered by the complexes he 
visited and with the enthusiasm of the staff. 

 The service had employed an activities co-ordinator who had the remit of developing 
activities with tenants. Projects already underway included, garden’s renovation, use 
of volunteer befrienders and liaison with community service. Students from a local art 
college had carried out a project with a some sheltered complexes. This was 
confirmed by one tenant who was excited about going to see the resultant exhibition 
in a local gallery. 

 The inspector was impressed with the quality and effectiveness of the support 
planning used by this service. It was clear that the service was living up to it’s aims of 
providing safety, choices and respect. 

 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. Several wardens who were interviewed cited a certificated 
dementia course that they had been on recently which they felt would help them in 
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their work practice. Another warden stated they had received training in Huntington’s 
disease so they could best support a particular service user. 

 Staff all stated that they felt that they were supported to do their job and their ideas 
were valued by management. Most felt they were part of a team that was supportive. 

 All staff confirmed they got regular supervision at which they could discuss their 
ideas, their performance and the people they supported. 

 Interviews with staff showed they were all aware of the National Care Standards. 

 The inspector was impressed with the calibre of staff in the service. They were well 
informed, confident and knew what they were trying to do when supporting people. 
The attention to a person centred approach was impressive. 

 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 a good level of participation whereby service users, staff and other 
stakeholders can have an input into what the service delivers 

 The service is continually planning it’s development and this was evidenced in it’s 
annual plan. The current plan included: a review of support agreements, tenants 
forums and quality assurance checks by senior wardens. 

 
To summarise, the inspector stated that this was a very good service which was 
characterised by knowledgeable and friendly staff, person centred support and high 
customer satisfaction. Staff and management had put in a lot of hard work to arrive at this 
level of service and should be commended.   
 
The service had received no formal complaints, which the inspector found impressive, given 
the size of the service.  
 
 

4.3. What the service has done since the last inspection 
 

o A review of lone working and risk assessment of visits to tenants homes.  
 

o Some staff have undertaken detailed best practice in dementia training. More 
staff will undertake this training. 
 

o A newsletter (Complex Matters) which encompasses all complexes has been 
produced. 
 

o Some complexes have had upgrades to décor. 
 

o Staff have received food hygiene training. 
 

o The service has made close links and now meets with the social care 
response team. 
 

o Liaison with the community safety team. 
 

o Ongoing engagement meetings with staff and with service users. 
 

o Questionnaires have been sent out to service users for feedback on the 
service. 

 
 

This inspection confirmed that all of the recommendations identified from the previous 
inspection had been met in full.  
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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: 
 

 The service should ensure safe recruitment. 
 

 The service should have a written protocol for what they should do if they discovered 
that a tenant had died when they visited their home. 
 
 

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 - (5) - Very Good  
Statement 3 - (5) - Very Good 

(5) - Very Good 

Quality of Staffing Statement 1 - (5) - Very Good 
Statement 3 - (5) - Very Good  

(5) - Very Good 

Quality of 
Management and 
Leadership 

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

(5) - Very Good 

 
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 - (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 
 

 
4.6. The grades have improved across all three Quality Themes, from Good to Very Good for 

Quality of Care and Support; Quality of Staffing; and Quality of Management and 
Leadership. 
 

4.7. The inspection identified no requirements and only two recommendations for improvement. 
An Action Plan to meet the two  recommendations in the Care Inspectorate report has been 
agreed and submitted.  The Action Plan is attached as Appendix 2. 
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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, the Executive Director of Corporate Services, Head of Democratic and 
Legal Services have been consulted and are in agreement with the contents of this report. 
 
 

7. BACKGROUND PAPERS 
 

7.1. None. 
 

 
 
 
 
 
 
ELAINE ZWIRLEIN 
EXECUTIVE DIRECTOR OF NEIGHBOURHOOD SERVICES 
 
22 JANUARY 2016
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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: 11 December 2015 

Requirements and Recommendations Action Planned Timescale Responsible Person 

 
Quality Theme 3, Statement 3 
 
Recommendations 
 

 The service should ensure safe recruitment 
 

 
 

 
 
 
 
 

- The service will produce a written process for 
recruitment. This will include a realistic timeline and a 
risk assessment process regarding PVG checks 

- The service will amend our induction process to include 
a confirmation that PVG checks are in place prior to any 
lone working 
 

 
 
 
 
 
 - January 2016  
 
 
 
 

 
 
 
 
 
Housing Services 
Team Leader / Senior 
Sheltered Wardens.  
 
 

 
Quality Theme 4, Statement 4 
 
Recommendations 
 

 The service should have a written protocol 
for what they should do if they discovered 
that a tenant had died when they visited 
their home 
 

 
 
 
 
 

- Existing protocol is outdated. Document will be redrafted 
to make it current and relevant and will include the 
Critical Incident Debrief process   

 

 
 
 
 
 
- January 2016  

 
 
 
 
 
Housing Services 
Team Leader / Senior 
Sheltered Wardens.  

 

 
 

Appendix 2 


