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REPORT TO: HOUSING COMMITTEE - 12 DECEMBER, 2011 
 
REPORT ON: INSPECTION OF SHELTERED HOUSING WARDEN 

SERVICE BY THE CARE INSPECTORATE 
 
REPORT BY: DIRECTOR OF HOUSING 
 
REPORT NO: 523-2011 
 
 
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 June 2011 by the Care 
Inspectorate.  They published a report on their findings and this is attached as 
Appendix 1. (Please note that previously, and at the time of the inspection, the Care 
Inspectorate was known as Social Care Social Work Improvement Scotland.)  
 

4.2. The Care Inspectorate identified the following key strengths of the service: 
 
 100% tenant satisfaction rate with warden staff treating them with respect. 
 98% of tenants were overall happy with the quality of support the service gave them. 
 Good communication between tenants and wardens about their preferences and 

need for support. 
 Wardens were responsive to tenants needs when they changed. 
 There was an improvement in the consistency of quality of housing support plans 

and annual reviews with tenants. 
 Staff are aware of using good social services values in their work. 
 The service monitored and audited the proper use of its systems in place such as; 

recording calls to tenants, completion of housing support plans and handling of 
tenant's money. 

 The service is highly rated and valued by tenants. 
 Warden staff are very committed to ensuring tenants have a good, responsive 

service to ensure their safety and wellbeing. 



 

ncr/hserv/report no.523-2011 - Inspection of Shelt. Hsg. Warden Service 

2

 The service routinely asked tenants their views on the quality of support, staffing 
and management as part of the annual review of their housing support plan. 

 The service is encouraging tenants to plan and run activities and social events. 
These activities and events are valued highly by almost all tenants spoken to during 
the inspection. 

 The service had surveyed tenants for their views of the quality of the support, 
staffing and management, with approximately 700 participants.  There was a high 
level of satisfaction, with in excess of 80% of tenants saying they were satisfied. 

 Tenants had very high satisfaction rates, nearly 100% with warden staff in terms of: 
- respecting their confidentiality, dignity, privacy and choices 
- treating them fairly 
- being polite and helpful 

 Good practice and professionalism evidenced through staff being supported to 
obtain relevant SVQ Level 2 and Level 3 courses. 

 Evidence of staff awareness of using good social services values in their work, 
including the need to be respectful, professional, even-handed and giving an 
individual response to each tenant. 

 Warden and senior warden representation in service review on future of warden 
service. 

 Approximately 78% tenant satisfaction rate with management. 
 There was good practice in involving tenants in quality assurance processes such 

as survey questionnaires and consultation meetings. 
 Improvement in the consistency of quality of housing support plans and their annual 

review with tenants. 
 The use of measurable performance indicators to monitor and report upon its 

essential work processes to senior management. 
 Wardens respond promptly to emergencies and changes in tenants circumstances. 
 Increase in frequency of welfare visits to check tenants welfare where tenants are ill. 
 Improvement in consistency of quality of support plans. 
 Support plans considered constraints or limits to individuals freedom or risk of harm. 
 Friendship and mutual support was promoted through sheltered lounge based 

activities. 
 Improvements in the range of activities available, which were subsidised through 

grants obtained by staff. 
 

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 encourage tenants to make comments about all aspects of the 

service through the tenants' survey and use this both individually, and collectively, to 
assess how well the service is meeting needs and expectations. 

 The service should ensure that housing support plans state how often welfare visits 
will be made by wardens in measurable terms.  This is to ensure that the service 
and service users can monitor if the service is meeting expectations. 

 The service should inform tenants about the number of staff that should be on duty 
at any one time, and the contingency arrangements in place when this is not met in 
full.  The service should record each occasion the number of staff notified to be on 
duty is not met, why this was, and the action taken to ensure the welfare of tenants. 

 The service should record the outcome of all welfare visits to tenants and when the 
next planned welfare visit should take place and why.  This is to ensure that 
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preventative work with tenants and effective monitoring of their welfare can be 
shared with others and accounted for. 

 The service should ensure that tenants who are wheelchair users are assessed for 
support to access activities in the communal lounge and on outings and sources of 
support are accessed where available. 

 The service should have 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. 

 The service should use its self assessment for the Care Inspectorate to provide 
information and evaluations to support its self assessed grades. 
 

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 - (3) 

(3) - Adequate 

Quality of 
Staffing 

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

(3) - Adequate 

Quality of 
Management 
and Leadership 

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

(3) - Adequate 

 
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, Depute Chief Executive (Support Services), Director of Finance, 
Assistant Chief Executive and all other Chief Officers have been consulted in the 
preparation of this report.  No concerns were expressed. 
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7. BACKGROUND PAPERS 

 
7.1. The following background Papers were relied upon in preparation of this Report: 

 
 Inspection Report, Dundee City Council - Sheltered Housing Warden Service, Social 

Care Social Work Improvement Scotland, June 2011 (attached as Appendix 1). 
 
 
 
 
 
 
 
ELAINE ZWIRLEIN 
DIRECTOR OF HOUSING 
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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  

SCSWIS Inspection Officer: 
 

Patrick Sweeney 

Date Inspection Concluded:  
 

17th June 2011 

 
Requirements and Recommendations Action Planned Timescale Responsible Person 

Quality Theme 1, Statement 1 
 
Recommendations 
 
1.   The service should encourage tenants to 
      make comments about all aspects of the  
      service through the tenants' survey and use  
      this both individually and collectively, to  
      assess how well the service is meeting  
      needs and expectations. National Care  
      Standards, Housing Support Services,  
      Standards 8, Expressing your views.  
 
 
 
 
 

 
 
 
 
Develop tenants survey questionnaire to ensure the 
following 
a. higher return rate of survey forms. 
b. Survey questions encourage comments on  
    all aspects of the service. 
c. Survey enables the service to gather and  
    collate quality information. 
d. Survey will evidence compliance with  
    National Care Standards through reflecting  
    SCSWIS Care Standards questionnaire for  service 
    users. 
    
  

 
 
 
 
September 2011 
Complete 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
Graham Leuchars 
 
 
 
 
 
 
 
 
 
 
 
 

APPENDIX 2 
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Introduce systems to ensure the views of tenants collated 
through tenants survey are held in tenants individual files. 
Additional copies to be held by management for the 
purpose of research, analysis and service development 
opportunities.  
 
 
 
Consider alternative ways of obtaining quality information 
from tenants on all aspects of service delivery including 
the following. 
a. Produce and introduce carers questionnaire. 
b. Introduce carers forum 
 
Reduce timescale between reviews of tenants support plans 
from 12 months to 6 months for all service users. 

September 
2011. (Target 
extended until 
November 
2011) 
Complete 
 
 
 
November 2011 
Complete 
 
 
 
September 2011 
Complete 

Graham Leuchars / 
Ron Whyte / Senior 
Wardens 
 
 
 
 
 
Graham Leuchars / 
Ron Whyte / Senior 
Wardens 
 
 
Ron Whyte / Senior 
Wardens 

Quality Theme 1, Statement 3 
 
Recommendations 
 
1.   The service should ensure that housing  
      support plans state how often welfare visits 
      will be made by wardens in measurable  
      terms. 
 
 
 
 
 
 
 
 

 
 
 
 
Redesign support plans procedures to ensure the following. 
a. Service users are informed of the number of   
    welfare visits to be provided by the service.   
b. Regular welfare visits are carried out for all 
    service users. 
b. Evidence consistency in terms of  
    information gathered and outcomes for  
    tenants. 
c. Evidence what tenants do for themselves. 
d. Assistance provided to tenants to maintain 
    independence in their homes. 
 

 
 
 
 
August 2011 
Complete 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
Ron Whyte / Senior 
Wardens 
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2.   The service should inform tenants about  
      the number of staff that should be on duty 
      at any one time, and the contingency  
      arrangements in place when this is not met  
      in full. The service should record each  
      occasions the number of staff notified to be 
      on duty is not met, why this was, and the  
      action taken to ensure the welfare of  
      tenants. 
 
 
3.   The service should record the outcome of  
     all welfare visits to tenants and when the  
     next planned welfare visit should take place 
     and why. This is to ensure that preventative  
     work with tenants and effective monitoring 
     of their welfare can be shared with others  
     and accounted for. 
 
 
 
 
4.   The service should ensure that tenants who  
      are wheelchair users are assessed for  
      support to access activities in the  
      communal lounge and on outings and  
      sources of support are accessed where  
      available. 

Support plans to be amended to include the following 
information. 
a. The number of staff that should be on duty 
    at any given time. 
b. Outline of contingency arrangements when 
     planned staffing levels are not met. 
c. Record of occasions when the numbers of  
    staff notified to be on duty is not met,  
    reasons for not meeting staffing level  
    agreements, and action taken  
 
Support plans to be modified to record welfare visits in 
terms of outcomes of visits and ensure tenants fully 
understand when they will next receive a visit and the 
purpose of the visit. 
 
Introduce monitoring system to ensure support plan 
systems inform other relevant agencies i.e. Social Work 
Department, where there are concerns relating to an 
individuals welfare.   
 
 
Assessment form to be introduced in relation to those 
service users with mobility problems to gauge the level of 
support required to access activities within their respective 
sheltered lounges.  
 
 
New assessment form to additionally place a requirement 
on staff to liaise with relevant agencies i.e. Social Work - 
Adult with Disability Team etc where individuals service 
users experience mobility issues and would wish 

August 2011 
Complete 
 
 
 
 
 
 
 
 
 
August 2011 
Complete 
 
Completion 
date extended 
to November 
2011 to allow 
for consultation 
Complete 
 
Completion 
date extended 
to November 
2011 to allow 
for consultation 
Complete 
 
Completion 
date extended 
to November 
2011 to allow 

Ron Whyte / Senior 
Wardens 
 
 
 
 
 
 
 
 
 
Ron Whyte / Senior 
Wardens 
 
 
 
Graham Leuchars / 
Ron Whyte / Senior 
Wardens 
 
 
 
Graham Leuchars / 
Ron Whyte / Senior 
Wardens 
 
 
 
Ron Whyte / Senior 
Wardens 
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assistance.  
 
Tenant information leaflet to be designed which will 
inform service users of available external sources and 
associated charges. 

for consultation 
 
November 2011 
Complete 

 
 
Graham Leuchars / 
Ron Whyte 

Quality Theme 3, Statement 3 
 
Recommendations 
 
1.   The service should have 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.  

 
 
 
 
Existing training plans for warden staff that were 
developed as part of the Employee Performance and 
Development Review Scheme will be reviewed and, where 
necessary, amended/updated to ensure they include an 
emphasis on the following 
a. All staff have the required knowledge 
   and skills to provide an effective   
   housing support service. 
b. All staff can evidence up to date  
    knowledge and best practice guidance. 
c. Management is continuously striving  
    to improve practice. 
d. Sufficient level of staff who are  
    trained and who have the necessary  
    skills to meet housing support needs  
    across the service. 
e. Refresher training for existing staff. 
f. Detailed programme of training for  
    new recruits. 

 
 
 
 
December  
2011. (Training 
plan developed 
in November 
2011 and, 
training 
arrangements 
are now in 
place 
Complete 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
Graham Leuchars / 
Ron Whyte 
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Quality Theme 4, Statement 4 
 
Recommendations 
 
The service should use its self assessment for 
SCSWIS to provide information and 
evaluations to support its self assessment 
grades. 

 
 
 
 
Introduce comprehensive service development action plan 
and Quality Theme evidence folders which will inform 
future self assessments over all aspects of service 
provision.   

 
 
 
 
November 2011 
Complete 

 
 
 
 
Graham Leuchars 

 
 
Name: Ron Whyte 
 
 
 
Designation: Sheltered Warden Supervisor 
 
 
 
Signature 
 
 
 
 
 
 
In signing this form, you are confirming that you have the authority to complete it on behalf of the service provider. 
 
 
 
 
 


