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REPORT TO: SCRUTINY COMMITTEE - 9 September 2009 
 
REPORT ON: INSPECTION OF SHELTERED HOUSING WARDEN SERVICE BY THE CARE 

COMMISSION 
 
REPORT BY: DIRECTOR OF HOUSING 
 
REPORT NO: 389-2009 
 
 
1. PURPOSE OF REPORT 

 
1.1. The purpose of this report is to report on the findings of the Care Commission on the 

Sheltered Housing Warden Service. 
 
 

2. RECOMMENDATIONS 
 

2.1. It is recommended that the Scrutiny 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 May 2009 by the Care 
Commission.  They published a report on their findings on 7 July 2009.  This is attached 
as Appendix 1. 
 

4.2. The Care Commission identified the following key strengths of the service: 
 
• Consultation questionnaires and meetings 
• Tenant/Warden meetings 
• Dealing with Complaints 
• Support given to tenants to exercise choice and meet potential 
• Adult Protection Policy and procedure 
• Ethos of respect towards service users 
• Senior staff meetings 
• Improvement planning 
• Involvement with the Older Persons Strategic Planning Group 

 
4.3. Evaluations 

 
4.3.1. The following were identified as requirements for improvement: 

 
• The provider must ensure that all tenants of the service have a housing support 

plan written in consultation with them and if appropriate their carers of other 
representatives. 

• The provider must ensure that it individually considers restraint and limits to 
freedom for all service users. 
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• The service must at all times ensure the welfare of service users by having an 
effective and acceptable alarm service. 
 

4.3.2. The following were identified as recommendations for improvement: 
 
• The service should ensure that it regularly asks tenants and where appropriate their 

carers' views on the quality of support they receive and ideas for improvement as 
part of the review of their housing support plan and in other forms of consultation. 

• The service should ensure that service users' housing support plans include 
tenants' abilities, their preferences about how support will be carried out and how 
agreed goals will support tenants to achieve their potential. 

• The service should ensure that tenants' risk assessments include how tenants 
chose to manage identified risks and what the service said it would do to prevent or 
reduce the risk of harm for tenants. 

• The service is recommended to provide staff with training on adult protection. 
• The service is recommended to put in place a system of staff supervision for 

support and to promote, ensure and evidence that wardens are using expected 
support practices and social services values in their work with tenants. 

• The service is recommended to put in place a system of direct observation of 
wardens' practice of using expected support practices and social services values in 
their work with tenants. 

• The service is recommended to ensure its quality assurance processes result in 
reviews of personal plans, risk and restraint assessments are carried out and to an 
improved standard. 

• The service is recommended to consult with tenants and staff on the continuing 
effectiveness of the current warden arrangements and implementation of the 
modernisation strategy. 

• The service is recommended to ensure that prospective tenants of the warden 
service receive written information about the service and can discuss this with a 
member of staff. 

• The service is recommended to ensure all staff have child protection training 
appropriate to their role and the service's policy. 

• The service should ensure that all meetings are accurately recorded such that all 
parties are clear about what has been discussed and that the outcomes of these 
discussions and any necessary actions are understood. 
 

4.4. Grading 
 

4.4.1. Care Commission 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 gradings were awarded: 

 
Theme Overall Grading 
Quality of Care and 
Support 3 – Adequate 

Quality of Staffing 3 – Adequate 
Quality of Management 
and Leadership 3 – Adequate 
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4.5. An Action Plan to meet the requirement and recommendations in the Care Commission's 

report has been agreed and submitted.  The items on the action plan will form part of the 
Section Action Plan for the service for 2009/2010.  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 and Equality Impact Assessment and Risk 
Management. 
 

5.2. There are no major issues. 
 
 

6. CONSULTATION 
 

6.1. This report has been subject to consultation with the Chief Executive, Depute Chief 
Executive (Support Services), Depute Chief Executive (Finance) and Head of Finance. 
 
 

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, 

Scottish Commission for the Regulation of Care, Dundee, 2009. 
 
 
 
 
 
ELAINE ZWIRLEIN 
DIRECTOR OF HOUSING 
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1  

                                            
1 Please note the Timescale for Implementation of Requirement 1 should be 31 March 2010. The Care 
Commission have been notified of this error and have agreed to issue an amended report. 
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ACTION PLAN - CARE COMMISSION INSPECTION 2009 - SHELTERED HOUSING WARDEN SERVICE 
 
Requirements and Recommendations Action Planned Timescale Responsible 

person 
Requirements    
Requirement 1 
The provider must ensure that all tenants of the service 
have a housing support plan written in consultation with 
them and if appropriate their carers of other 
representatives. This is in order to comply with The 
Regulation of Care (Requirements as to Care 
Services) (Scotland) (SSI 2002/114) Regulation 5(1) - 
a requirement that providers shall prepare a written 
plan. Timescale for implementation: 31 March 2009 

Continued roll-out of Housing 
Support Plans. Monthly PI in 
place to monitor progress 

by 31/3/2010 Gary McKenzie 

Requirement 2 
The provider must ensure that it individually considers 
restraint and limits to freedom for all tenants. This is in 
order to comply with SSI 2002/114 regulation 4(1)(a)(c) 
and regulation 13 - a requirement that a provider shall 
make proper provision for the health and welfare of that 
or any other service user and there are exceptional 
circumstances and ensure that persons employed in the 
provision of the care service receive training appropriate 
to the work they are to perform. Timescale for 
implementation: 31 March 2010 

Following guidance from Care 
Commission Officer in 
August, carry out restraint 
assessments as part of 
routine tenant visits 

by 31/3/2010 Gary McKenzie 

Requirement 3 
The service must at all times ensure the welfare of 
service users by having an effective and acceptable 
alarm service. This is in order to comply with SSI 
2002/114 Regulation 4 - a regulation aimed at ensuring 
the health and welfare of service users. Timescale for 
implementation: 31 December 2009. 

Ensure alarm system is 
configured, as far as is 
possible, to tenants' individual 
requirements 
Review alarm implementation 
with tenants following 
reconfiguration 

by 30/9/2009 
 
 
 
by 31/10/2009 

Jim Fenton/Gary 
McKenzie 

 



26 

report/hserv/18 

 
Recommendations    
Recommendation 1 
The service should ensure that it regularly asks tenants 
and where appropriate their carers' views on the quality 
of support they receive and ideas for improvement as 
part of the review of their housing support plan and in 
other forms of consultation.  
National Care Standards, Housing Support Services, 
Standard 4, Housing support planning and Standard 
8, Expressing your views. 

Involvement Strategy will 
consider the range of 
methods to be used to obtain 
views on quality of support 
received and ideas for 
improvements, including at 
Housing Support Plan review 
and tenant/warden meetings 

by 30/9/2009 Gary McKenzie 

Recommendation 2 
The service should ensure that tenants' housing support 
plans include their abilities, their preferences about how 
support will be carried out and agreed goals for 
supporting tenants to achieve their potential 
Standard 4, Housing Support Planning 

Improvements will be made to 
Housing Support Plans to 
ensure these aspects are 
covered 

by 31/3/2010 Gary McKenzie 

Recommendation 3 
The service should ensure that tenants' risk assessment 
include how tenants chose to manage identified risks 
and what they service said it would do to prevent or 
reduce the risk of harm for tenants 
Standard 3, Management and staffing arrangements. 

Risk assessment developed 
and implemented 

by 31/3/2010 Gary McKenzie 

Recommendation 4 
The service is recommended to provide staff with 
training on adult protection 
Standard 3, Management and staffing arrangements 

The service will ensure that 
those staff not yet trained 
fully in adult protection will 
receive in house training on 
this area 
 

by 31/12/2009 Gary 
McKenzie/Alison 
Grimmond 

Recommendation 5 
The service is recommended to put in place a system of 
staff supervision for support and to promote, ensure and 
evidence that wardens are using expected support 
practices and social services values in their work with 
tenants. 

Support and Supervision 
available to all staff in the 
service 

by 31/3/2010 Gary 
McKenzie/Ron 
Whyte 
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Standard 3, Management and staffing arrangements 
Recommendation 6 
The service is recommended to put in place a system of 
direct observation of wardens' practice of using 
expected support practices and social services values in 
their work with tenants. 
Standard 3, Management and staffing arrangements 

Observation included in 
Support and Supervision 
system for warden staff (see 
above) 

by 31/3/2010 Gary 
McKenzie/Ron 
Whyte 

Recommendation 7 
The service is recommended to ensure its quality 
assurance processes result in reviews of personal 
plans, risk and restraint assessments are carried out 
and to an improved standard. 
Standard 4, Management and staffing arrangements 

Quality assurance rolled out 
to all groups 

by 31/3/2010 Ron Whyte 

Recommendation 8 
The service is recommended to consult with tenants 
and staff on the continuing effectiveness of the current 
warden arrangements and implementation of the 
modernisation strategy. 
Standard 3, Management and staffing arrangements 

Review meetings to take 
place between July and 
October 2009 
Report on review to Scrutiny 
Committee, then Housing 
Committee 

by 31/10/2009 
 
 
by 30/11/2009 

Jim Fenton/Gary 
McKenzie 
 
Jim Fenton 

Recommendation 9 
The service is recommended to ensure that prospective 
tenants of the warden service receive written 
information about the service and can discuss this with 
a member of staff. 
Standard 1, Informing and deciding. 

Ensure service information is 
available to prospective 
tenants at viewings by 
implementing performance 
indicator to monitor 

by 30/9/09 
 
 
 
 

Gary 
McKenzie/Veronic
a Gray 

Recommendation 10 
The service is recommended to ensure all staff have 
child protection training appropriate to their role and the 
service's policy 
Standard 3, Management and staffing arrangements. 

Child Protection awareness 
training to be delivered to 
warden staff as a 
Departmental priority 

by 30/9/09 Gary 
McKenzie/Robert 
Moodie 
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Recommendation 11 
The service should ensure that all meetings are 
accurately recorded such that all parties are clear about 
what has been discussed and that the outcomes of 
these discussions and any necessary actions are 
understood. 
Standard 3, Management and staffing arrangements. 

All meetings will be minuted 
and fed back to those who 
have attended. 

Ongoing Gary McKenzie 

 


