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1.
Aims and Objectives


DGHP aims to fulfil the increasing requirement to provide housing support services in a responsible and sensitive manner to people from vulnerable groups in order that they can sustain and manage their accommodation.


DGHP is committed to Equal Opportunities and will ensure that minority groups are not disadvantaged in terms of access to housing services.


We will:

· Provide sheltered housing residents with information in easy to understand terms and in alternative formats that will suit them.

· Give residents a statement of their rights and responsibilities as a person who uses the sheltered housing co-ordinator service.

· Let them know what they can expect from the co-ordinator service.

· Make sure they know how to make a complaint if they are dissatisfied with the service.

· Make residents aware of the role of the Care Inspectorate and Dumfries & Galloway Council’s Housing Support Team.

· Ensure that our service incorporates the principles of the National Care Standards to allow residents to enjoy the recognised rights they deserve as individuals.

· In consultation with the resident and any of their representatives, develop a personal plan that meets their particular housing support needs and review this regularly to make sure the plan is up to date.

· Work in partnership with others to offer solutions that meet the care and support needs of our sheltered housing residents.

· Consult with residents regularly and during the self assessment process prior to Care Inspectorate inspections to seek feedback on the quality of service they receive and ask how the service could be improved or changed to better meet their needs.

· Ensure our residents in sheltered schemes have the opportunity to be involved with, and have access to, the decision-making processes within DGHP.

· Ensure residents are aware of the limitations of the sheltered housing co-ordinator service.

2.
Introduction to Sheltered Housing 


DGHP’s sheltered housing allows older people and people with support needs to retain a high degree of independence within their homes.  Each sheltered scheme has a sheltered housing co-ordinator who provides a housing support service that will assist residents to live independently.  Some schemes have a co-ordinator who lives within the scheme and others have a visiting co-ordinator.  Some schemes have communal facilities for residents such as, residents lounge area, laundry room and guest bedrooms.  All our sheltered properties have a 24 hour care call alarm system for use in an emergency.  


When providing housing support services, DGHP will comply with the requirements of the Public Services Reform (Scotland) Act 2010.  The Act created Care Inspectorate to coordinate and deliver efficient and effective scrutiny of health and social care, social work and child protection.
3.
Support Charges


The co-ordinator service provided in our sheltered schemes is a long-term service and there is a support charge for the service.  You would have been advised about support charges when you signed your tenancy agreement and agreement to service.  

Dumfries & Galloway Council’s Housing Support Team operate a charging policy for housing support services.  The support charge is not paid to DGHP, it is separate from your rent and if you are due to pay support charges, these are paid to the Council’s Housing Support Team.


Some residents are exempt from paying support charges, for example, residents who were tenants and receiving the service prior to 1st April 2003 will not have to pay charges regardless of their financial status.  People who moved into sheltered accommodation after this date may have to pay.  Some people will have to pay the full support charge and others may have to pay part of the support charge.


The amount you need to pay depends on your financial circumstances and the Council will send you a financial assessment at the start of your tenancy.  It is important you complete the assessment because it will establish if you are due to pay and how much.  If you are due to pay for support charges, the Council will send you an invoice every four weeks. 


Even if you choose not to have the co-ordinator visit you regularly, the charge for the service still applies and you will have to pay the amount due.

4.
CARE INSPECTORATE 


DGHP is a registered housing support provider with the Care Inspectorate. The Care Inspectorate inspects, regulates and supports improvement of care and social work and child protection services across Scotland.  The Care Inspectorate will carry out regular inspections to monitor the quality of the service we provide.  They will produce a report on their findings and they will give us a grade which indicates the standard of quality of the service.  If you would like a copy of the Care Inspectorate written report, you can ask your co-ordinator to get you one.  


There is certain information about people using our housing support service that we must provide to the Care Inspectorate in order that they can effectively inspect the service.  We also have to notify the Care Inspectorate of certain events that take place, e.g. change of service manager, staff misconduct etc.


DGHP will always consult with you during the self assessment process prior to Care Inspectorate Inspections.  The Care Inspectorate may also contact you during their inspection to seek your views on the service you receive and DGHP would encourage you to participate in this and express your views.

5.
Dumfries & Galloway Council Supporting People Team


DGHP has a contract with Dumfries & Galloway Council to provide housing support services.  The Council’s Housing Support team help fund the service by paying a grant to DGHP.  They will monitor and review the housing support services we provide.  There is certain information about people using our housing support service that we must provide to the Supporting People Team in order that they can effectively monitor and review the service.


The Council’s Housing Support Team may contact you to seek your views on the service you receive and DGHP would encourage you to express your views.

6.
National Care Standards


When delivering housing support services we will take account of the National Care Standards and ensure the service incorporates the main principles of the standards which are: dignity, privacy, choice, safety, realising potential and equality and diversity.  The principles reflect the recognised rights which you enjoy as a citizen.  If you would like a copy of the National Care Standards, the co-ordinator can get one for you.

7.

Agreement to the Service and

Your Rights and Responsibilities as a Service User


Your tenancy agreement sets out the terms and conditions of your tenancy.  By signing the tenancy agreement and accepting the sheltered property, you are also accepting the co-ordinator service.  You will also be asked to sign an Agreement to Sheltered Service.  Even if you decide you do not want the co-ordinator to contact you regularly, you can’t end the service without ending your tenancy.   The agreement is between you the resident and DGHP as a housing support provider.  As a service user you are entitled to certain rights and also have certain responsibilities.


This section explains what these are:  


The National Care Standards make it clear that everything about the service should lead to you enjoying a good quality of life.  Your experience of receiving services is very important and should be positive.  


You have the right to be treated with dignity and respect at all times by the co-ordinator.  Your privacy and property will be respected at all times and will be free from intrusion.  You have the right to make informed choices and the co-ordinator will make you aware of the range of choices available to you and they will help you make the right choices.  You will be treated as an individual and the co-ordinator will take account of your social, cultural and religious beliefs to make sure that you continue to live your life in keeping with these.  The co-ordinator will treat you politely and will not gossip about you, your home or your family.  They will undertake their duties in a professional manner at all times.


You should not suffer any form of abuse from anyone.  The main categories of abuse are physical, sexual, psychological, financial and neglect.  If the co-ordinator knows or has a concern that you may be suffering abuse from others, they have a duty and responsibility to act on this.  If you want to talk to the co-ordinator about any abuse you are suffering, they will listen to you and safeguard you as much as possible by alerting emergency services if there is risk of immediate and significant harm.  They will always discuss and negotiate with you, as to who will be informed and why.  DGHP has a Vulnerable Adults Policy to make sure we deal properly with situations that arise.  The co-ordinator can get you a copy of this if you want one.


As a service user, you also have certain responsibilities.  You must be polite and respectful to the co-ordinator and they cannot suffer any form of abuse, either verbal, mental or physical.  


You have a responsibility to give the co-ordinator information that they need in order to provide the housing support service for you and this includes any relevant changes to your circumstances.  It also includes letting the co-ordinator know if you are going to be away from your home for more than a day. This makes sure the co-ordinator can continue to provide the best possible service for you.

8. The Co-ordinator 


DGHP has a robust recruitment policy that ensures we employ housing support staff with the right knowledge, skills and experience to allow them to meet your housing support needs.  We carry out relevant police checks to ensure there is no potential risk to you.  DGHP has a staff appraisal system that makes sure ongoing staff training needs are identified and met to allow them to maintain the required level of skills and knowledge to provide housing support.  We have a range of policies and procedures that relate to staff and their conduct and these ensure the service operates in line with all applicable legal requirements.


The co-ordinator is committed to the safety and well being of residents living in the scheme.  The co-ordinator will be polite and professional when dealing with you and will treat you with dignity and respect at all times.  The co-ordinator will be aware of a variety of services available both within DGHP and from other external agencies and will be able to offer advice to you when requested.  Where a co-ordinator feels you might benefit from a particular service, they will discuss this with you.  


The co-ordinator will:

· Introduce themselves on the day you move in or on their first working day following this

· Discuss their role with you including their hours of work and how to get in touch with them

· Complete an induction with you to help you settle in and make sure you have all the information you need

· Complete a personal plan with you within 28 days of you moving in

· Carry out a review of the personal plan with you three months after you move in, then every six months thereafter

· Make regular contact with each resident unless you have indicated that you do not want this

· Show you how to use the Care Call Alarm system and will complete a form with your information and pass this on to Care Call

· Provide you with information about the scheme, use of any communal facilities and any social activities

· Assist with any emergencies that come to their attention

· Liaise with your GP, other agencies, other support providers and your family and friends as required

· Help you to report and monitor any repairs and maintenance work

· Help you access any of DGHP’s policies and procedures

9.
Co-ordinator Visits


The co-ordinator will contact you regularly unless you have specifically asked them not to do this.  You can change the frequency of visits, for example you might prefer to have the co-ordinator visit only once a week or once each month.  You can choose not to have the co-ordinator contact you at all, but this would mean that they are unable to check on your well being.


If the co-ordinator is not going to be on duty or visiting the scheme at the normal times, you will be advised of this and will be offered a visit from a relief co-ordinator.  The relief co-ordinator will also be a member of the DGHP sheltered team, so you can be re-assured that all the relevant security checks have been done and that they have the right skills and experience to do the job.


If your co-ordinator is not in the scheme when you expect and you have not been able to contact him or her in the normal way, or through Care Call, if you have a concern you can contact the staff line manager or registered manager for the service, your local area DGHP office or DGHP’s customer service centre using the Freephone number (contact details are in section 22).

10.
Care Call Alarm System


Your property has a care call alarm system installed and your co-ordinator will show you how to use this.  Care Call is a 24 hour service to assist residents with emergency situations.  When your co-ordinator is on duty, the Care Call alarm will ring through to them, but when your co-ordinator is off duty, the alarm will ring through to Care Call operators.  The operators can make contact with your emergency contacts, your Doctor and can contact emergency services.  It is important that you make sure Care Call have relevant medical information about you and that they have up to date information about who to contact for you in the case of an emergency.  Your co-ordinator can complete a form with this information for you and will pass it on to Care Call. 

11.
Limitations to the Service


Co-ordinators cannot undertake tasks like cleaning, laundry, cooking, shopping, decorating, gardening, carrying out repairs etc.  The co-ordinator service is not a care at home service and the co-ordinators can’t give personal care or administer medication.  


The co-ordinators are only on duty during certain hours of the day and while they may sometimes be available to deal with an emergency situation out with normal working hours, this is not essential and they are not on call out with office hours.  Emergency situations out with normal working hours will be handled by the Care Call Operators. 


The co-ordinator will deal with your requests for help as quickly as possible, but they are supporting other residents in the scheme and will need to ensure their support needs are met as well.  The co-ordinator prioritises their work and will deal with urgent issues first.   They will sometimes have to deal with an emergency situation that could take up most of their working day, so therefore may not always be able to visit you at the normal time.  


It is also essential that co-ordinators keep up to date with training and attend regular team meetings with their colleagues and manager to make sure they have all the information they need to provide you with the best service possible.  This might mean that they are away from the development sometimes.  We will keep the time away to a minimum and will try not to hold more than one training event or meeting in any one week.

12.
Confidentiality


The co-ordinator will ensure confidentiality in all their dealings with you except where it is felt that this would compromise your health and well-being or if we became aware of potential harm to any vulnerable person or child.  Personal information about you will be kept secure and you can ask to look at this.  At the start of the service, your co-ordinator will ask you to complete an information sharing consent form.  This will explain who we may need to share information with and the consent form will also record any conditions you want to attach.  Information will be shared on a strictly ‘need to know’ basis only and wherever possible will be discussed with you first.

13.
Personal Plan


As a housing support provider, DGHP is legally required to produce a written personal plan for you.  You will be fully involved in developing your personal plan and you can have anyone else you wish to be involved in developing the plan like, a friend, relative, social worker etc. The personal plan will record relevant information about you and will make sure we know what you want from the co-ordinator service. The plan will also record any special communication needs you have; anyone else you wish to be involved in reviews of your personal plan; details of circumstances when friends, relatives and carers should be contacted etc.  The personal plan will record the choices you make about the co-ordinator service.   You will be given a copy of the personal plan and it is important that you keep this somewhere safe, so that you can refer to this when needed.  

14.
Reviewing the Personal Plan


The personal plan will be reviewed three months after you move in and every six months thereafter to make sure that all your details are up to date and so that the co-ordinator can check that your ongoing support needs are being met.  You can also ask at any time to have your personal plan reviewed. Your co-ordinator will carry out the reviews with you and anyone else you want involved.  You will be given a copy of this.  If we need to change anything about your personal plan, we will notify you of this as soon as possible.  It is important that you tell the co-ordinator about any changes in your circumstances as soon as possible to make sure they can take account of these.

15.
Partnership Working


It is possible that you will need additional support to that provided by the co-ordinator and where you are receiving support or care from another provider, like meals on wheels, home care etc. your co-ordinator will work in partnership with them to make sure that your complete support package suits your needs.  The co-ordinator will also communicate with your GP, Social Services etc. where appropriate.  Where possible, it will always be discussed and agreed with you about when and in what circumstances your co-ordinator will communicate with others and this will be recorded in your personal plan.  

16.
Monitoring the Service


DGHP’s housing support services are regularly monitored to make sure good quality services are being provided that meet the housing support needs of Residents.  The staff line manager for the service will review records every three months with the co-ordinator to make sure the relevant policies and procedures are being followed.  


The Care Inspectorate’s inspection is done so that they can make sure we are complying with the regulations and to make sure we are providing good quality housing support services.  The Care Inspectorate report normally includes recommendations and/or requirements which are made to help us improve the service.  DGHP will always take account of these and will implement them as required.


The Council’s Housing Support team also regularly review housing support services to make sure that we provide effective, quality services targeted at the people who need it most.


DGHP work closely with the Care Inspectorate and the Council’s Housing Support Team to make sure that our housing support services are of a high standard and effectively meet the support needs of Residents.

17.
Residents Feedback


To ensure that housing support services are reviewed and improved on a continuous basis, it is essential that we seek feedback from residents to make sure their views are taken into account.  This means we will ask you for your comments and views on the co-ordinator service you receive and we will ask you if there is anything that could be improved to make the service better.


We will normally seek your views by sending you a postal questionnaire and we will ask you to complete and return this.  We will however, always take account of any specific communication issues you have and if necessary, we will use another means to contact you e.g. by phone or home visit.


We will contact you for general feedback about the service every six months, and the co-ordinator will also ask you for comments on the service when completing your personal plan reviews.  We may also contact you at other times to seek feedback from you on a specific aspect of the co-ordinator service, like if the co-ordinator from your scheme leaves their employment. 

Another good way of having your views heard is to go along to your local Tenants & Residents Association meeting.   To find out if there is one in your area and when they meet, please contact your Community Involvement Officer or ask your co-ordinator to obtain this information for you.


The information you give us will be treated in confidence and will only be shared or used to help us change or improve our service.  Your views are important to us and you are encouraged to express them.

18.
Tenant Involvement

DGHP has a statutory duty under the provisions of the Housing (Scotland) Act 2001 to consult with and inform tenants on any matter relating to;

· Housing Policy

· Housing Conditions

· Housing and Related Services

DGHP is committed to encouraging tenants to have the capacity to influence the decision making process within the organisation.   Our District Management Committees are made up of tenants and we have tenant representatives on our Board of Management.  This allows tenants to have a real input in to the day-to-day decisions that affect the quality of their homes and the services they receive.  If you would like more information about how to get involved, you can either contact the local Community Involvement Officer at your local DGHP office, phone the Customer Service Centre using the free phone number or ask your co-ordinator to contact them for you. 

19.
Complaints and Expressing Your Views

We aim to provide high quality housing support services shaped to meet your individual housing support needs, and if you are unhappy with any aspect of the service you receive, you can discuss this at any time with your co-ordinator.  Alternatively you can contact the staff line manager or registered manager for the service (see section 22 for contact details).  We will aim to resolve any issues you have as quickly as we can. 

You can also make a comment about the service and you can do this at any time, either through your co-ordinator, the staff line manager, the registered service manager or directly to the Care Inspectorate.  We would encourage Residents to make comments about the service because this will help us change or improve the service to better meet people’s needs.

There may be occasions, that despite our best effort, a service user is not satisfied with the way in which we deal with a particular issue.  DGHP has a Complaints Policy to deal with this.  When you signed your tenancy, you would have been given a leaflet ‘How to Make a Complaint’ and this gives you all the information you need to make a complaint.  You can also ask for a copy of the Complaints Policy if you wish.  If you do make a complaint about the service, this will be dealt with as quickly as possible and you will be advised of the outcome.

DGHP’s Community Involvement Officers can also assist you with making a complaint (see section 22 for contact details).

You can also complain to the Care Inspectorate and Dumfries & Galloway Council’s Supporting People Team (see section 22 for contact details). The Care Inspectorate and the Council’s Housing Support Team will encourage you to use DGHP’s complaint’s policy in the first instance.

You may wish to use an Advocacy Service to help you express your views or to help you make a complaint about the housing support service.  An advocate is a person who is independent of any aspect of the service or of any of the statutory agencies involved in paying for, or providing the service.  They act on behalf of, and in the interests of, the person using the service and help the person express herself or himself.  Your co-ordinator can give you information about Advocacy Services in your area and can help you contact them if you wish.

20.
Exclusion from Service Policy


DGHP need to ensure that staff are not needlessly or recklessly exposed to any risks to their health or safety while carrying out work activities.  It is therefore necessary that we have an Exclusion Policy that allows us to deal with situations where residents pose or are likely to pose a risk to the health or safety of housing support staff.  This may be because of inappropriate behaviour towards a member of staff currently or previously working with the resident, or it may be because of some other issue that would pose a risk to staff.


It is anticipated that this policy would only need to be applied in a very small minority of cases, but it is essential that residents are aware that staff will not tolerate any form of verbal or physical abuse or threats of physical abuse or be subjected to any other type of risk.


If an incident of inappropriate behaviour was to occur or other type of risk identified, we may decide that the way the co-ordinator service is delivered to the resident needs to be modified.


There will be a right to appeal against this decision and information about this is contained in the policy.  The co-ordinator can help you access a copy of the policy if you wish.

21.
Other Relevant DGHP Services


There will be a neighbourhood manager for your area who is responsible for ensuring conditions of tenancy are maintained.  The neighbourhood manager will carry out a settling in visit with you, within 28 days of you moving into your property.  This is to check for any new tenant repairs, check that you have claimed housing benefit if you need to and to discuss any other issues or concerns you have relating to your tenancy agreement.  The co-ordinator will tell you who your neighbourhood manager is and you can contact them at any time if you want to discuss any specific issues relating to your tenancy.  You can also ask the co-ordinator to contact them on your behalf if you need to.


DGHP has housing support workers who give practical assistance to people from vulnerable groups to help them manage and sustain their tenancies.  The housing support workers assist with things like communicating with other agencies, completing forms relating to the tenancy, dealing with mail etc.  The activities are similar to what the co-ordinator can do for you, but if you feel you need extra support with managing your tenancy you can ask your co-ordinator to get you more information about accessing this service.  You can also ask your neighbourhood manager about this.


DGHP work in partnership with Social Services to provide a service called ‘Provision of Aids and Adaptations’.  This service allows tenants to get aids and adaptations done to their property to help them continue to live independently.  This could be things like, changing the bath to a shower if you can no longer manage to get into the bath, providing grab rails, handrails to steps etc.  If you think you need any of these things in your property, your co-ordinator can contact the relevant people for you.  You can also ask your neighbourhood manager for further information about this.  

22.
Contacts

Staff line manager – Laney Gordon, Supporting People Officer, DGHP, Grierson House, The Crichton, Bankend Road, Dumfries, DG1 4ZS

Tel: 01387 242519
Registered service manager - Jeanette Barnes, Supporting People Manager, DGHP, Grierson House, The Crichton, Bankend Road, Dumfries, DG1 4ZS 

Tel: 01387 242519.

Care Inspectorate, Solway House, Dumfries Enterprise Park, Tinwald Downs Road, Dumfries DG1 3SJ

Tel:  01387-734980.

Dumfries & Galloway Council, Housing Support Team, Municipal Chambers, Buccleuch Street, Dumfries, DG1 2AD
Tel:  01387 273158
DGHP Customer Service Centre

Free phone 0800 011 3447 from a landline

Or low rate calls on 0845 606 3447 from a mobile phone


DGHP Community Involvement Team:

  
Margaret McKeand, Community Participation Manager

Tel: Contact through Customer Service Centre

Please note, all the above staff can be contacted via the Customer Service Centre using the free phone number, please make use of this.
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