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

1.1.

2.1,

3.1

4.1.

4.2.

PURPOSE OF REPORT

The purpose of this report is to report on findings of the Care Inspectorate inspection of the

Sheltered Housing Warden Service.

RECOMMENDATIONS

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.

FINANCIAL IMPLICATIONS

None.

MAIN TEXT

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.

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 - | 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 | feel safe in my wee house knowing that the wardens are around at certain

times and that | 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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4.3.

4.3.1.

4.3.2.

. 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.

Evaluations

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 Obijectives 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 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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4.4,

4.4.1.

4.4.2.

4.5,

5.1.

6.1.

7.1

. The manager must encourage and include tenants in ensuring the quality of the service
offered meets the needs of the tenants.

Grading

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

Excellent
Very Good
Good
Adequate
Weak
Unsatisfactory

RINW(~OTO

The following grades were awarded:

Theme Individual Grade Awarded Overall Grading

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

and Support Statement 3 - (3) - Adequate

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

Quality of Statement 1 - (3) - Adequate (2) - Weak

Management and | Statement 4 - (2) - Weak

Leadership

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.

POLICY IMPLICATIONS

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.

CONSULTATION

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.

BACKGROUND PAPERS

None.

ELAINE ZWIRLEIN

DIRECTOR OF HOUSING

AUGUST 2014
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APPENDIX 1

9
| care
inspectorate

Care service inspection report

Dundee City Council - Sheltered Housing
Warden's Service
Housing Support Service

West Distnict Housing Office
3 Sinclair Strest

Dundee

DD2 3DA

Telephone: 01382 307321

Inspected by: Elma Davidson

Type of inspection: Announced (Short Mobice)

Inspection completed on: 21 February 2014

P

HAPEY TC TRANSLATE
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Inspection report continued
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Service provided by:
Dundee City Council

Service provider number:
SP2003004034

Care service number:
C52006118106

Contact details for the inspector who inspected this service:

Elma Davidson
Telephone 01383 851100
Email enguiries@careinspectorate com

Dundee City Council - Sheltered Housing Wardemn's Service, page 2 of 28
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Inspection report continued

Summary

This report and grades represent our azzessment of the quality of the areas of
performance which were examined during this inspection.

Grades for this care service may change after this inspection following other
requlatory activity. For example, If we have to take enforcement action to make the
service improve, or If we investigate and agree with a complaint someone makes
about the service.

We gave the service these grades
Quality of Care and Support 3 Adeguake
Quality of Staffing 3 Adeguake

Quality of Management and Leadership 2 Weak

What the service does well

Tenantz of the service who responded to the queshionnaires 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. This was demonstrated by the Fact
that the settings on the "mobion sensors” within each of the designated houses have
been fine tuned Following an incident at the end of the 2013. An additional
comment will be added to the Missives which will advise that there are motion
sensors installed in each tenancy.

The Housing Department is planning to move toward using Smart Technology and
they have stated they will inform tenants of any developments.

Meetings now take place bebween management and senior wardens to improve
communication and ensure consistency of the service.

A deputy has been appainted to the Housing Service Manager. This will mean that

the manager of the service will be offered more direct support and this person will
also attend the warden manager meetings.

Dundee City Council - Sheltered Housing Warden's Service, page 3 of 28
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Inspection report continued

What the service could do better

We were told that the service has been under review for at least the last bwo years
and the staff feel that this is a hinderance to the development of the service
especially to the staff being able to acquire permanent contracts. Belter
communication with regard to this topic would help staff realise the situation as well
as tenants being properly acquainted with the facts. Senior Management are of the
view that this has been addressed but the information /feedback during this
inspection would indicate this is not the case.

Senior management advised they have a development plan for the service but again
this plan did nok seem to be known by the staff and tenants. Staff and tenants have
also expressed concerns that some tenancies within sheltered complexes are being
allocated to tenants who do not require sheltered housing. Such decisions need to be
mads for the benefit of the service as a whole but need to be clearly and effectively
conveyed to the various parties.

Better communication needs to be implemented at operational level which is clear
and consistent and leaves no one in any doubt as to the plans and direction of travel
for this service. This uncertainty is causing stress to residents and staff - especially
staff not at management levels.

Motion sensors are installed in every Fat in all complexes and we have concerns,
which are shared by the Mental Welfare Commission, about the apparent lack of
awareness and permission undertaken by the service regarding this 1ssue.

As staked in the last report the service had been experiencing a staff shortage
resulting in a high level of unfamiliar staff working in varnious complexes.

Although the Housing Department have access to the Dundee Districk Council training
ophions, the service still requires to draft a training plan relevant for the Sheltered
Housing Service which clearly identifies via the staff supervision sessions what their
training needs are.

What the service has done since the last inspection

The manager stated that she i1z now a year in post and feels more confident in her
role.

The manager told us that she meets with Senior Wardens on a reqular basis.

The Housing Department has now appointed a manager to offer support and
supervision to the manager of this service.

Dundee City Council - Sheltered Housing Warden's Service, page 4 of 28
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Inspection report continued

Conclusion

All the tenants spoken with during this inspection feel well supported by their
wardens. They told us they enjoy the activibies arranged and feel safe in their homes.
During this inspection we observed some good quality friendly discussion between
wardens and tenants and tenants stated that wardens knew them well and they felt
they had a good knowledge of their support needs.

Who did this inspection

Elma Davidson
Lay assessor: Mrz Winnie Whyte

Dundee City Council - Sheltered Housing Warden's Service, page 5 of 28
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Inspection report continued

1 About the service we inspected

The Care Inspectorate requlates care services in Scotland. Information about all care
services Is available on our website at www careinspectorabe com

This service was previously registered with the Care Commission and transferred its
registration to the Care Inspectorate on 1 Apnl 2011

Requirements and recommendations

IF we are concerned about some aspect of a service, or think it could do more to
imprave, we may make a recommendation or requirement.

- A recommendation is a statement that sets out actions the care service provider
should take to improve or develop the quality of the service, but where failure to do
so will not directly result in enforcement. Recommendations are based on the
Mational Care Standards, relevant codes of practice and recognized good practice.

- A requirement 15 a statement which sets out what is required of a care service to
comply with the Public Services Reform (Scotland) Act 2010 and Regulations or Orders
made under the Act or a condition of registration. Where there are breaches of
Regulations, Orders or Conditions, a requirement must be made. Requirements are
legally enforceable at the discretion of the Care Inspectorate.

Dundee City Council - Sheltered Housing Warden Service 15 registered to provide a
housing support service to tenants of Dundee City Council. The key feature of the
service 15 the warden led service with each flat having an emergency alarm. The
service meets the needs of tenants who are aged 60 or over. The service also
provides very sheltered housing to meet the needs of frail older people who require
addibional support to live in their own homes. This service would include tenants who
suffer from dementia, physical disabilities, learning disabilibies and mentalill. The
service is available to approximately 2000 tenants in 36 sheltered housing
complexes.

The housing support service is provided by the manager, eight senior wardens and
about 80 wardens. The wardens are on duty in each complex every day of the week,
usually between 8.00am and 2.30pm or £.00pm, depending on the day of the
week, but they may be on duty at specified bimes outside these hours. The tenants
are notified in wribing about the availability of the warden service in each complex.
Tenants are linked to the Communiky Alarm service outside these hours.

Dundee City Council - Sheltered Housing Warden's Service, page 6 of 28
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Inspection report continued

The role of the wardens 1s to support tenants to live independently wikth the minimum
of intrusions. Wardens check twice daily whether each tenant is actve in their home
through a mat or mation detector and speak with each tenant daily by intercom or
phone. Wardens visit tenants in their home at an agreed Frequency. Wardens also
assist tenants with filling in forms, dealing with correspondence, contacting health
and support agencies and assist tenants to stay safe and well in their home. Wardens
assist tenants to arganise social acbivities and a comfort fund for each development.
Wardens do not provide personal care, except in an emargency.

Tenants have the use of laundry facilities and a communal lounge in each
development.

Based on the findings of this inspection this service has been awarded the following
grades:

Quality of Care and Support - Grade 3 - Adequate
Quality of Staffing - Grade 3 - Adequate
Quality of Management and Leadership - Grade 2 - Weak

This report and grades represent our assessment of the quality of the areas of
performance which were examined during this inspection.

Grades for this care service may change following other regulatory actwity. You can
find the most up-to-date grades for this service by visiting our website
www_careinspectarate.com or by calling us on 0845 600 9527 or wisiting one of our
offices.

Dundee City Council - Sheltered Housing Warden's Service, page 7 of 28
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Inspection report continued

2 How we inspected this service

The level of inspection we carried out

In this service we carried out a low intensity inspection. We carry out these
inspections when we are sabishied that services are working hard ko provide
consistently high standards of care.

What we did during the inspection

During this inspection we looked at:

- the registration forms displayed in complexes

- the insurance documentation

- the service’s annual return and the self assessment

+ the returned Care Service Queshionnaires both from tenanks and skaff

- policies and procedures

- senior wardens' supervision notes

+ minutes of meetings

+ the newsletter

- the calendar of activities planned

- the report on a recent incident and the engineer’s report on the monitoring
system

- tenants files

- the notice boards in the complexes

- minutes of tenant and warden meetings

- the tenancy contract which is signed and given to each tenant.

We spoke with:

- The City Housing Manager

- The Housing Service Manager

+ The Manager of the service

- 8 wardenz and one senior warden
- 1 Domestic Assistant

- T tenants

- The Mental Welfare Commission

- 47 tenants by phone

Dundee City Council - Sheltered Housing Warden's Service, page 8 of 28
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Inspection report continued

The Lay Worker spoke with:

+ 11 tenants and one relative face to face in one complex
+ 14 tenants by telephane.

Grading the service against quality themes and statements

We inspect and grade elements of care that we call ‘quality themes'. For example,
one of the quality themes we might look at is 'Quality of care and support’. Under
each guality theme are ‘quality statements’ which describe what a service should be
doing well for that theme. We grade how the service performs against the quality
themes and statements.

Details of what we found are in Section 3: The inspection

Inspection Focus Areas (IFAs)

In any year we may decide on specific aspecks of care to focus on during our
inspections. These are extra checks we make on top of all the normal ones we make
during inspection. We do this to gather information about the quality of these aspects
of care on a national basis. Where we have examined an inspection focus area we will
clearly identify it under the relevant quality statement.

Fire safely issues

We do not regulate fire safety. Local fire and rescue services are responsible for
checking services. However, where significant fire safety 1ssues become apparent, we
will alert the relevant fire and rescue services so they may consider what action to
take. You can find out more about care services’ responsibilities for fire safety at
www_firelawscotland.org

Dundee City Council - Sheltered Housing Warden's Service, page 9 of 28
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Inspection report continued

What the service has done to meet any recommendations we made
at our last inspection

Recommendation Quality Theme 1.1

It is recommended that tenant nobice boards are displayed in a way which encourages
tenants to use them to refer to reqular events and updates.

National Care Standards - Housing Support - Standard & - Choice and
Communication.

The notice boards have now been cleared of policies, etc. and those are held In a
folder in the common room resulting in only essential notice and information for
tenants on display.

This recommendation has now been addressed.

Recommendation Quality Theme 1.3

It is recommended that where there is a change of reqular warden, that the service
inform tenants of those changes.

Tenants spoken with during this inspection stated that thiz does not always happen.

This recommendation has thersfore not yet been addressed and remains
outstanding. Please see Theme 4, Statement & of this report.

Recommendation Quality Theme 3.1

1. The service should develop a training plan for all staff bazed on their training needs
analysis for new and experienced staff. This is to ensure that the service and iks staff
can respond approprately and in an informed manner to tenants’ health, welfare and

safeby neads.

This recommendation has therefore not yet been addressed and remains
outstanding. Please see requirement 1 of Theme 4, Statement 4 of this report.

Dundee City Council - Sheltered Housing Warden's Service, page 10 of 28
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Inspection report continued

2. It 15 recommended that the service consolidates management systems across all
complexes. This is in order to ensure that staff working across different areas are
easily able to access the required information in order to provide the best support to
tenants.

Senior Wardens have been placed over eight complexes but access to the same
information 1= still being developed to ensure a consistent quality service to tenants.

This recommendation has not been fully addressed and further progress is needed.

The annual return

Every year all care services must complete an "annual return’ form to make sure the
information we hold is up to date. We also use annual refurns to decide how we will
inspect the service.

Annual Return Received: Yz: - Electronic

Comments on Self Assessment

Every year all care services must complete a 'self assessment’ form telling us how
their service 15 performing. We check to make sure this assessment 1s accurake.

We receved a very Full Self Assessment from the service and during this inspection.
We discussed with the manager the benefit of being more focused and concise in
completing this repork.

Taking the views of people using the care service into account
“We have Tai Chi claszes each week - | love those”

"l can't live without my warden they are so good to me and often go that extra mile
without being asked”

"| wish they (the Council) would make sure the staff were looked after better as there
have been bimes when there has only been one on duty and this is a big complex for 1

person to cover”

"Caning, friendly and very approachable and taking their ime to get to know you and
they never talk at you and this means a lot to me” (talking about the wardens)

“There are some new members of staff and we are going ko have a meebing so we
can meet them”

Dundee City Council - Sheltered Housing Wardern's Service, page 11 of 28
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Inspection report continued

"Yez | feel safe in my wee house knowing that the wardens are around at certain
times and that | have the pull cord when they are not”

"We feel safe in the house but have concerns if a fire engine or ambulance is required
regarding when cars are parked in the street as they park at the entrance of our cul-
de-sac and the emergency services can not get through. Double yellow lines would
make it safer”

"Well it i1s a matter of opinion as the wardens are brlliant but they are always short
staffed and we pay for 2 wardens so why do we not get 2 no one will give me an

answer all | get 15 short staffed. Why"

"| was naot given the choice of an alarm when the housing officer showed me the
house and the alarm was already in it”

"l am naot very well at the moment and they (the wardens) pop in and will run small
errands for me and they will also contact my GP (General Practitioner) for me"

"It would be good to see the main complex being decorated and refurbished and it
can be a bit dirty as | feel that the cleaner does not do her job”

*| would like to say the management team do not acknowledge me when we meet
and they talk down to me when they do speak which 15 not very often”

"Yes we have called for help but no one came as the warden was caught up with
something else. | think it depends on where they are at the bime”.

Taking carers' views into account

"We could use a handyman to shift heavy equipment like tables and chairs”

“The community room 15 tired and carpet is dirty. We have been promised
refurbishment but to date this has not happened®

Dundee City Council - Sheltered Housing Warden's Service, page 12 of 28
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Inspection report continued

3 The inspection

We looked at how the service performs againsk the following guality themes and
statements. Here are the details of what we found.

Quality Theme 1: Quality of Care and Support

Grade awarded for this theme: 2 - Adequate

Statement 1

We ensure that service users and carers participate in assessing and improving the
guality of the care and support provided by the service.

Service strengths

The service was awarded an adeguate grade for this Quality Statement. We decided
this after we spoke with the City Housing Manager, Housing Service Manager, the
Manager of the service, staff and tenants and looked at appropriate documentation.

The Manager of the service stated that the service's involvement strategy is currently
being updated.

Some complexes hold tenant and warden meetings and the wardens ensure that all
tenants receive a copy of the minutes.

Questionnaires have been 1ssued and are currently being collated.
Senior wardens hold meetings at &4 to & week intervals.

Comment boxes are available in each complex.

1x1 meetings take place bebween wardens and tenants.

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

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

Dundee City Council - Sheltered Housing Warden's Service, page 15 of 28
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Inspection report continued

There 15 a Management Road Show for staff which takes place on a quarterly basis
and includes information regarding the Sheltered Housing Service.

One of the tenants produces a newsletter about their complex and copies are
available to tenants within that complex.

The service encourages kenants who require advice and support oubwith their carers
and families to use an advocacy service.

Areas for improvement

The Invalvement Skrategy review needs to be completed as soon as possible.
(See requirement 1a of this Statement).

Tenants have told us that they have written to senior management and the Lord
Provost with concerns about the service. Those concerns include perception by
tenants that there are low staffing levels. It was commented during this inspection
that there was often only one warden on duty in a large complex as well as regular
transfers of staff between complexes. It was also alleged that there is a lack of
consistent information to tenants about changes in staffing. Senior management
have met with tenants but tenants skate they also appear unable to do anything
about this situation. Some tenants state this leaves them feeling anxious and
unsupported.

{See requirement 4 of Theme &, Statement & of this report).

Evidence supplied by the Senior Management shows that the staffing levels have not
fallen and that the quality of staff being recruited continues to rise. The semvice
manager requires to find ways to convey this factual information to tenants and thus
zllzviate tenants’ anxeky.

Staff sickness could play a part in the apparent lack of staff and the service could give
consideration inko looking at employing some bank staff which could help the
situation.

The supervision meetings between the manager of the service and the senior
wardens should include helping them to organise their workload and deliver on
required tasks in a positive meaningful way. Requests made to them need to be
consistent and achievable in order that the tenants feel that the service 1s managed
and staffed accordingly.

{See requirement 1 of this Statement).

Additional support and training would assist the registered manager to enable the
senior wardens to undertake staff supervision and appraisals within their allocated

howrs.
{See requirement 1 of this Statement).

Dundee City Council - Sheltered Housing Warden's Service, page 14 of 28
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Inspection report continued

Grade awarded for this statement: = - Adequate
Number of requirements: |

Number of recommendations: 2

Requirements

1. a) The service Involvement Strateqy requires to be completed..
b] The service needs to address the issue of awarding permanent contracts to the
service's staff.

551210/ 2011 Regulation 15 - Staffing.

Timescale: This must be completed within 12 weeks of this report.

Recommendations

1. The manager must encourage and include tenants in ensuring the quality of the
service offered mesks the needs of the tenants.

National Care Standards - Standard 8 - Being encouraged to make your views
known on any aspect of the housing support service.

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 ouk the roles of the warden service.

National Care Standards - Standard Management and Staffing Arrangements -

Standard 3.

Dundee City Council - Sheltered Housing Warden's Service, page 15 of 28
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Inspection report continued

Statement 3
We ensure that service users’ health and wellbeing needs are met.

Service strengths

The service was awarded an adequate grade for this Quality Statement. We decided
this after we spoke with the senior management, the manager of the service, staff
and tenants and looked at appropriate documentation.

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

Rewvized recording systems have been introduced in some of the complexes which give
written permission for informaktion ko be shared with third parties should there be an
admission to hospital - for example.

Wardens assist tenants in organizing events to keep ft, for example, exercize classes
and swimming which they thoroughly enjoy attending.

Healthy meals are provided by an outside caterer at the very sheltered complex.

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

Several tenant’s stated that wardens go "above and beyond” in caring and we saw
evidence of thoughtful, appropriate support being given to a tenant who was just out
of hospital.

Areas for improvement

Skaff state that although the Local Authority had a training programme they felt they
urgently needed to have training in mental health issues as well as working with older
people and substance abuse. Addressing this declared need reguires to be given
prionty, given the identified needs of clients by both social work and housing.

Grade awarded Ffor this statement: 2 - Adegquate

NMumber of requirements: [

Number of recommendations: [

Dundee City Council - Sheltered Housing Warden's Service, page 16 of 28
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Inspection report continued

Quality Theme 3: Quality of Staffing

Grade awarded for this theme: 3 - Adeguate

Statement 1

We ensure that service users and carers participate in assessing and improving the
guality of staffing in the service.

Service strengths

The service was awarded an adeguate grade for this Quality Skatement. We decided
thiz after we spoke with the senior management, the manager of the service, staff
and tenants and looked at appropriate documentation.

The tenants reported that the service they receve from the wardens i1s professional,
person centred and caring. They appreciate the committment of the wardens and the
service that they receive which enables them to stay in their own homes.

Several of the complexes have regular tenant meetings and minutes of those
meetings are posted to tenants within the specific complexes.

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

Tenants each have individual files which are kept within their complex.

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

There are a variety of activities available to tenants. Some have been organizec by
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.

Mast of the complexes have comfort funds to enable them to raise money for
improvements or classes within their complexes. The funds are held by wardens and
are audited on a regular basis. Fund raising includes raffles, weekly bonus ball, as well

as applications by wardens and tenants for specific monies from various funding
bodies.
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Inspection report continued

There i1s evidence that the manager of the service now has regular supervision
meetings with the senior wardens and minukes are produced of those meetings. This,
one anticipates will allow for consistency in approach with staff and where
appropriate tenants.

Areas for improvement

Tenants’ personal files are in the process of being updated and wardens have advised
that this was a task which had been delegated to them. The time frame for achieving
this was guite short and given this was a task which some staff were unfamiliar with
it had raised anxiety within the staff group. To have files truly person centred some
addibional discussion, training and support should have been agreed with staff in
order to help with their confidence in achieving the task. There is an acquired skill to
the process of information gathering, interviewing tenants and writing the reports.
These are all essential steps to producing a guality person centred assessment.

Consideration should be given to establishing a work plan for all staff which is
realistic with the contents being of benefit both to staff development and residents’
needs.

Management have told us that where management are given appropriate nobice from
staff who are unable to attend work, the staff within the complex will be the first to
be approached to cover the shift. This ensures that the staff are Familiar with the
service and the tenants know the staff member. IF this is not possible then skaff waill
be sought From the wider core where staff are familiar with the service and tenants.
Only if it is not possible ko obtain cover in this way would the service approach staff
from elsewhere in the service. IF ime allows the worker who is covening could go to
the service and gain essenbial information about the running of that specific service
or iIf available the worker could contact the worker being covered. Management state
thak the service manager is avallable IF there are any problems.

Where management are given appropriate notice of the need for a change in staffing
tenants will be natified either face to face or via the daily intercom system.

IF little or no advanced notice is given then it is acknowledged that this is a diFficult
situabion For both staff and tenants and management should ensure that staff and
tenants are aware of the difficulties and the system that is presently used to obtain
staff cover. Perhaps the service should consider having an information booklet on the
service ko assist skaff who are placed without prior knowledge of the service.

Many of the tenants spoken with stated they are very concerned about the high level
of work wardens are expected to undertake. Some tenants told us that there was
only one warden an duty in a complex for a number of months.

Mew staff require to complete induction training and this should be planned, recorded
and undertaken over a period of bime and include specific training, for example, report
writing, roles and responsibilities, awareness of mental health issues etc. Future
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Inspection report continued

training dates should be agreed as well as supervision and support dates and
personal development meetings. Recently appointed new members of staff do not
appear to have receved any induction training as we were unable to locate any record
of this and the new members of staff confirmed that this training and support had
not taken place.

Access to training as well as how to identify and access training should be clearly
explained to all staff. The importance of supervision and support and personal
development meetings should also be arranged and discussed and this should allow
for clanty within the whole staff group and shared understanding of the work of the
service. For the purposes of continuity a supervision and personal development plan
should be developed by management. The senior wardens with the support of the
manager should produce a realistic supervision plan for the staff they are responsible
for. Any meebings or discussion with staff should produce accurate minutes of the
topics discussed and as per good practice guidance minukes should be agreed and
signed by both parties.

Concerns were expressed to the visiting inspectors by staff, that they had not been
offered the support they felt they needed following a recent major incident. Senior
management felt they had considered offering support but had decided against this.
Unfortunately the reasan why the support/debriefing was not offered had not been
conveyed to the staff group and it is strongly recommended that such communication
needs are considered for this staff team.

The service should consider reviewing their policy regarding staff attendance at the
funeral of kenants who they may have worked with over a number of years.

(See outstanding recommendation 2 at Theme 3, Statement 1in the previous report).

Grade awarded for this statement: = - Adequate
Number of requirements: 0

Number of recommendations: [
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Inspection report continued

Statement 2

We have a professional, trained and mokivated workforce which operates to National
Care Standards, legislation and best prachice.

Service strengths

The service was awarded an adeguate grade for this Quality Statement. We decided
this after we spoke with the senior management, the manager of the service, the
staff and the tenants and discussed training needs.

|Please see Theme 1, Quality Statement 1 of this report).

Tenants state that the service that they receve from their individual wardens “is
second to none”.

The service has issued questionnaires and the response was poor so wardens are
encouraged to carry out 1x1 meetings with tenants which are recorded in their
personal files.

An 8 week rota for senior wardens has recently been introduced in an attempt to get
more consistkency of service in each complex. Wardens report that there is a "good
sense of team” within their individual complex staff team.

The manager told us that there is a service improvement team that have met on two
occasions in September and October 2013 but to date have not reported back.

Areas for improvement

Although there is a Dundee City Council training department the manager when
asked was unable to produce a training plan for staff employed within this service.
This matrix requires to be developed following the individual supervision and support
SESSIoNS.

Wardens told us that they urgently needed training in mental health issues, dementia,
dealing with addicbion 1ssues and working with older people. Tenants with addibional
needs require specialist support and staff must receve the training to offer such
support. Skaff stated they had expenienced difficulties in sourcing such training.
Management need to be supportive to ensure the best service possible.

There i1s no audit trail of tenants being involved with the improvements and
development of the service. Tenants spoken with during this inspecbion confirmed

this.

Grade awarded For this statement: 2 - Adequate
Number of requirements: [

Number of recommendations: 0
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Inspection report continued

Quality Theme &: Quality of Management and Leadership

-

Grade awarded for this theme: 2 - Weak

Statement 1

We ensure that service users and carers participate in assessing and improving the
guality of the management and leadership of the service.

Service strengths

The service was graded an adequate grade for this Quality Statement. We decided
this after we spoke with the senior management, the manager of the service, senior

wardens, staff and the tenants.
'Please see Theme 1, Quality Statement 1 of this report).

This service is a much needed resource for the city of Dundee although uptake of late
has meant that there has been some decommissioning of properties being allocated
which were 1dentified as sheltered housing.

Management told us that they are looking at additional ways in which they can more
actively involve tenants in the improvement of the service.

Areas for improvement

The manager of the service should look to the development of methods to better
capture the concerns of tenants and the development of strategies to deal with them.

Methods to capture the infarmabion from the questionnaires tenants are being asked
to complebe needs to be considered. |n particular tachics for quickly demonskrating
"you said - we did" would be beneficial to the service, staff and tenants.

(See recommendation 1 of this Statement).

Grade awarded for this statement: 3 - Adequate

Number of requirements: [

NMumber of recommendations: 1
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Inspection report continued

Recommendations

1. The manager must encourage and include tenants in ensuning the quality of the
service offered meets the needs of the tenant. This should be ongoing.

National Care Standards - Being encouraged to make your views known on any
aspect of the Housing Support Service.
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Inspection report continued

Statement &

We use quality assurance systems and processes which involve service users, carers,
staff and stakeholders to assess the quality of service we provide

Service strengths

The service was awarded a weak grade for thus Quality Statement. We decided this
after we spoke with the senior management, the manager of the service, staff,
tenants and read relevant reports.

The senior management of this service are aware of the need to improve
communication and loak at the evolving needs of older people within the ciby of
Dundee.

Az a means of undertaking guality assurance wardens complete a weekly checklist of
tasks and send this to the manager.

Areas for improvement

We were told that there has been a review of service which has been ongoing for at
least the last 2 years. We were advised that due to this little or no funding for
training had been released and that new staff were only being offered temporary
contracts. On exploring this claim it became apparent that the senior management
within the housing department have undertaken a review of the service and have a
clear direction of travel in mind. Regrettably this information for whatever reason had
not been fltered down to operational staff within the registered service and we are
very concerned about the effect that this has on the staff and subsequently the
tenants.

We also uncovered that the staff can/would have access to training provided by the
Council however this is not happening currently. We were advised it i1s the intention
to imprave this with the roll out of the support and supervision sessions, as well as

the latest round of Employe Performance and Development reviews. However at the
time of the inspection staff were very clearly indicating that they were not receiving
the necessary training.

The staff we spoke with are professional and strive to give the best service to their
tenants but are not familiar with the Quality Assurance methods being discussed at

senior management and management level.

The manager of the service did not present pertinent information to the inspectors
during this inspection.

We have been told that each housing unit is fitted with a permanent mation sensor.

We believe that this can be mentioned to prospective tenants while they are viewing
the tenancy. We have some concerns about this system and tenants’ nghts.
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Inspection report continued

We spoke with the Mental Welfare Commission and discussed rights, nisks and limits
to freedom and they stated that they agreed with us that this sensor could be an
infringement of people’s privacy. Since the inspection steps have now been taken to
address this and information in relation to this is to be contained in the missives.

The information given to the inspectors at the vanous meetings differed somewhat
from the information inspectors were able to gain from senior management.
(See requirement 2 of this Statement).

This is a regulated service with a registered manager. Although senior
management have a clear idea of the Future direction of this service and of the
syskems bo monitor and evaluate it this informabion 1s, at present, not shared at the
operational level of the service.

Grade awarded for this statement: I - Weak

Mumber of requirements: &

Number of recommendations: 0

Requirements

1. The service must ensure at all imes, 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.

551210/ 20M Regulation 15 - Staffing

Timescale: 6 months from receipt of this report.

2. a) 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 in which the service 1s provided to them.

551210/ 201 Regulation 3 - Principles
b) The provider shall ensure that na service user is subject to restraint unless it is
the only practicable means of securning the welfare of that or any other service user

and there are exceptional circumstances.

531210/ 20M Regulation & - Welfare of users and the Mental Welfare Commission
for Scotland - "Rights, Risks and Limits to Freedom”.

Timescale: 6 weeks from receipt of this report.
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Inspection report continued

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

551210/20M Regulation 3 - Principles

Timescale: within 8 weeks of the receipt of this report.

g

. 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:

(a) ensure at all times that suitably qualified and competent persons are working in
the service in such numbers as are appropriate for the health and welfare of the
SETVICE USETS.

551210/20M Regulation 3 - Principles, Regulation 15 - staffing.

Timescale: within 6 months of this report.
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Inspection report continued

4 Other information

Complaints

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

Enforcements

We have taken no enforcement action against this care service since the last
inspechion.

Additional Information

Action Plan

Failure to submit an appropriate action plan within the required timescale, including
any agreed extension, where reguirements and recommendations have been made,
will result in the Care Inspectorate re-grading a Quality Statement within the Quality
of Management and Leadership Theme (or for childminders, Quality of Staffing
Theme) as unsatisfactory (1). This will result in the Quality Theme being re-graded as
unsatisfactory (1).
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Inspection report continued

5 Summary of grades

Quality of Care and Support - 3 - Adequate

Statement 1 3 - Adequate

Statement 3 3 - Adequate

Quality of Staffing - 3 - Adequate

Statement 1 3 - Adequale

Statemment 3 3 - Adequale

Quality of Management and Leadership - 2 - Weak

Staterment 1 3 - Adequate

Statement & 2 - Weak

& Inspection and grading history

Date Type Gradings
30 Jan 2013 Announced (Short Care and support 4 - Gond
MNotice) Staffing 3 - Adeguate
Management and Leadership & - Good
17 Jun 20M Unannounced Care and support 3 - Adequate
Staffing 3 - Adequate

Management and Leadership 3 - Adequate

7 May 2010 Announced Care and suppart L4 - Good
Staffing L4 - Good
Management and Leadership 3 - Adequate

& Jun 2009 Announced Care and support 3 - Adequate
Steffing 3 - Adequate

Management and Leadership 3 - Adequate

All inspections and grades before 1 April 2011 are those reported by the former
regulator of care services, the Care Commission.
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Inspection report continued

To find out more about our inspections and inspection reports

Read our leaflet "How we inspect’. You can download ik from our website or ask us to
send you a copy by telephoning us on 0845 600 9527

This inspection report 15 published by the Care Inspectorate. You can get more copies
of this report and others by downloading it From our website:
www careinspectorate.com or by telephoning 0845 600 9527

Translations and alternative formats

This inspection report is available in other languages and formats on request.

Tha am foillseachadh seo ri thaighinn ann an cruthannan is canain
eile ma nithear iarrtas.

EHANATIT 4% ARHAIT S AT $30 WA S e T
L5t L;'&-'*' Sl - 338, eSUso Ly 3 s pso Aol e
Hadt ' feg yaHs 99 gut wiE Joat swet few Qusan

el 1aga g 3 e gl s £ 000 ha o oy e b s B b I s

F s Rt AR EE R

Na zyczenie niniejsza publikacja dostepna jest takze w innych
formatach oraz jezykach.

Telephone: 0845 600 9527
Email: enquiries(dcareinspectorate.com
Web: www careinspectorate com
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ACTION PLAN

APPENDIX 2

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 A proposed Involvement Strategy, to ensure that service users

be completed.

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 Obijectives of the service.

Iltems 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.
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