Supported Housing
Supported Housing in South Kesteven

Introduction
This information booklet has been produced to inform existing and prospective users about the services offered
in South Kesteven District Council’s supported housing schemes. The aim is to explain to you, your family and
friends how your scheme manager carries out his or her duties, and what their responsibilities are. Please also
read this booklet in conjunction with the Tenants Handbook that contains information about your secure
tenancy with the Council and useful advice on a range of issues relevant to your living in council accommodation.
Please let us know if you have any comments to make about the Warden Service or the Care Centre operation.
In this way, we will ensure continuous improvement in the services we provide.

Steve Cullington
Service Manager, Supported Housing
South Kesteven District Council
November 2007
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What is supported housing ?
Supported housing is a description for a special type of property designed specifically with the needs of older and
vulnerable people in mind. Some properties have been specifically adapted for use by disabled residents – for
instance, by the provision of ramps, rails and other such aids and adaptations.
The aim is to provide comfortable accommodation in a setting that allows residents full freedom and control over
their lives, but that also gives extra security when it’s needed.
Supported housing is intended for people who normally need only occasional help in carrying on their lives, but
who prefer the security of knowing someone is on hand in an emergency.

Supported Tenancies
In supported housing schemes you are a secure tenant like any other Council tenant, with similar rights and
responsibilities. However, supported housing is special because it is designed mainly for older people.
You should have been issued with a Tenancy Agreement document which outlines your responsibilities and the
Council’s obligations in more detail. If you need a further copy, please ask your scheme manager.
The next sections outline information not covered in your tenancy agreement.

3

What supported housing is provided in South Kesteven ?
South Kesteven has numerous supported housing schemes throughout the district. A scheme is a group of
dwellings (either flats or bungalows) that are visited by a scheme manager on a regular basis.
Most of the schemes have community centres for the residents to use and enjoy and some groups of flats
(contained in a large complex-type setting) have extra facilities such as a laundry and a lift.
All units are connected to the 24 hour Care Centre in Grantham that is responsible for monitoring calls from the
residents via the two way speech units or special Lifeline telephone units contained in each dwelling. The Care
Centre provides a 24 hour, 365 days a year support and emergency service to ensure that help and assistance is
readily available at all times. It is important to note that all calls to the Care Centre are recorded and
retained for a twelve month period.
Monday to Friday, 9.00am to 5.00pm, visiting and any other contact is provided by the scheme manager. Outside
of these hours and when the scheme manager is on holiday or absent because of illness, a team of mobile staff
are on hand to provide an effective and efficient response.
Staff at the Care Centre are trained to respond and deal with all manner of emergency situations and will know
instantly who is calling, even if the resident cannot speak. They will be able to use information provided by the
resident - for example, about their family details and medical history - to help assist the resident when they most
need it. Master keys are held by the scheme manager and mobile staff that can be used to gain access if an
emergency response is required.
When assistance is needed, the Care Centre staff will contact the scheme manager or the mobile staff to attend
and assess the situation. In extreme and emergency situations, relatives will also be contacted as well as the
relevant emergency services (a doctor, ambulance, police or the fire brigade).
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A Summary of a Scheme Manager’s Responsibilities
To help you understand what a scheme manager’s role is we have listed some of the tasks s/he does to help
support you in your home :•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

helping residents to settle into their new home and giving advice on facilities
ensuring that all residents are contacted on a regular basis
monitoring residents well being and their need for support
complete a support plan on a regular basis and determine an appropriate level of visiting with the resident
be an advocate and adviser to residents when required
liaising with Tenancy Services staff in respect of housing management issues and repairs to the dwelling
calling on additional services provided by other agencies and organisations when necessary
help residents with applications for appropriate financial benefits
continually updating his/her knowledge and information about other services available - for example, meals on
wheels, mobility aids, adaptations and home care provision
liaising with doctors, health and social services staff
keeping in contact with and encouraging the involvement of relatives and friends in the support of residents
dealing with tenant disputes and where appropriate, referring them to Tenancy Services staff
responding to emergencies as appropriate and calling for assistance from others - eg, doctors or emergency
services
arranging for emergency shopping and collection of prescriptions when residents are ill
encouraging and / or organising communal activities
encouraging the tenants to use the communal facilities.

Your scheme manager, mobile officers and the Care Centre operators are professional members of
the Council’s staff and are there for you if you need help and assistance, at any time.

5

Supported Housing Support Plans
It is a very important part of a scheme manager’s role to complete a support plan on a regular basis for each and
every resident on his/her scheme. This will help the scheme manager determine with you the most appropriate
level of regular visiting for you that will enable you to maximize your independence.
• WHY DO YOU NEED A SUPPORT PLAN ?
It will help you and the scheme manager identify things you need assistance with. It will also help us to provide
you with the most appropriate assistance to help you stay independent and look after your health. The scheme
manager can assist on co-ordinating these services and linking in with new ones.
As part of the Supporting People regulations (see section later in the booklet – service charges) we are required
to record and monitor the services we provide to you to demonstrate that they are appropriate to your individual
needs and wishes. This Support Plan document will form part of that evidence.
• WHAT IF YOUR CIRCUMSTANCES CHANGE ?
We will review your Support Plan at least every six months. If you want to discuss it sooner, then please ask. If
you have any major changes in your circumstances the scheme manager will seek to review it sooner, in your
best interests. Any reviews will be at a time and place that is convenient to you.
• THE SUPPORT PLAN IS A CONFIDENTIAL DOCUMENT
This means that the only people who have access to this information are YOU and our staff on a “need to know”
basis. If you would like to see any information that is kept on files about you, please ask your scheme manager.
Other service providers, for example Social Services, will only be contacted if you agree to us doing so unless we
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are under a statutory duty to inform a partner agency or on the grounds of necessity or for Health and Safety
reasons we must pass on your details to the appropriate authority. Otherwise we will only share information with
others where you agree that we can. This applies not only to information for the Support Plan but any other
information you share with us.
• RIGHTS OF THE TENANT
Some fundamental rights for the tenant need to be clearly identified in respect of this Support Plan. Supported
Housing staff will provide services in a manner consistent with these principles :Privacy - the right of an individual to be left alone or undisturbed and free from intrusion or public attention into
their affairs.
Confidentiality – the assurance that personal information is kept private.
Dignity – recognition of the intrinsic value of people regardless of circumstances by respecting their uniqueness
and their personal needs, and treating them with respect.
Choice – opportunity to select independently from a range of options.
Rights – the right for residents to maintain their own lifestyle provided they do not impinge on the rights of
others.
Fulfilment – the realisation of personal aspirations and abilities in aspects of daily life.
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• LEVELS OF WARDEN SERVICE
The scheme manager and the resident, having assessed the individual needs of the resident by the completion of
a Support Plan, normally determine the frequency of the visit to be made for each resident. Residents are able
to choose the frequency of visiting from a range of options :LEVELS OF WARDEN SERVICE
Core
Level 1
Level 2
Level 3
Level 4

A Monthly visit
A Weekly visit
Monday, Wednesday & Friday visits (or other days by arrangement)
Daily visits, to include weekends
Twice daily visits.

A different Warden Service Charge will be applicable to each level and you will be notified of these charges each
year at the same time as your rent payment is reviewed. Any changes in your needs, evidenced by the Support
Plan, may mean you will be advised to change the level of warden service and hence the number of visits. Your
scheme manager will discuss this with you.
In circumstances where a resident is considered to be at “risk” for short periods (because they are ill, or in need
of more help and support than would normally be expected) the scheme manager will increase the frequency of
visits as considered appropriate.

Service Charges
As stated above, the council will advise you each year of the Warden Service charge applicable to your level of
service at the same time as you are notified of your rent. Please remember – if you need to change your
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level of service and visiting arrangements, your weekly charge will also change. Please ask your
scheme manager if you have any concerns in this respect.
If you are eligible for Housing Benefit and need assistance paying your rent because of your financial
circumstances, you need to make a claim with the council. Your scheme manager will gladly assist you.
Depending on your financial situation, Housing Benefit will help to cover the cost of the weekly rent and nonsupport costs (the cost of providing the communal centres and other facilities such as lifts and fire alarm
systems).
If you are entitled to any Housing Benefit, you will automatically be eligible to receive a Supporting People
grant to pay the support element of the Warden Service charge. The notes below explain the grant in a little
more detail.
What is Supporting People ?

Supporting People is the method of funding support services you get as a supported housing tenant if you are
eligible for Housing Benefit. The grant, which the council receives from central government via Lincolnshire
County Council, helps to pay for the support services that help you stay in your home. In South Kesteven,
support services include :
• your scheme manager and the mobiles who are there to help in case you need help and
• a community alarm or intercom system connected to the Care Centre.
Support services do not include :
• home care services, such as visits from someone who prepares your meals, fetches your shopping or gives
you your medication
• charges for heating, water services or communal facilities.
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Home care services won’t change as a result of Supporting People. You will go on paying for them, or having
them paid for, in the same way as before.
Will I still get housing benefit ?
Yes, you will still get housing benefit to help pay your rent and your non-support costs such as the charge for
communal facilities. You must submit a claim for housing benefit through South Kesteven District Council.
Are you sure you are claiming all the benefits you are entitled to ?
Please ask your scheme manager for advice.

The alarm system
There is a two—way speech unit installed in all supported properties that can summon help in an emergency at
any time, day or night. The unit is linked to either the scheme manager on duty at your scheme or the Care
Centre in Grantham, and trained operators there will summon help for you.
There are two types of alarm system :• pullcords
numerous pullcords are positioned around the dwelling. Simply by pulling the cord, a call is sent through a
control panel at the scheme to the Care Centre in Grantham.
• special Lifeline telephones
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this special unit is connected to the Care Centre using your normal telephone socket. It also needs to be
plugged into an electrical socket. It is important this unit is tested on a monthly basis. Please ask your scheme
manager to help you carry out this task.
The alarm system should be used when assistance is needed, either by the Care Centre staff or should you need
to see the scheme manager whilst they are on duty or a mobile at all other times. Please talk to an operator at
the Care Centre to discuss your needs.
There may be times when they have to close your call as they may have to deal with an emergency situation
from another call on their computer system. Please be understanding in these circumstances. If necessary they
will call you back later after the emergency is dealt with.

Access to Dwellings
The scheme manager has a special master key giving emergency access to all homes on the scheme should it be
needed. For your own safety, if you have a door chain fitted, it should only be put on when answering the door
and not be left on permanently. If you fit any extra locks to your door, a spare key should be left with the
scheme manager, for access in an emergency. Otherwise, it might be necessary to ask the Police to break in, and
could delay help reaching you.
The scheme manager will only use the master key in an emergency. This includes access to your property if
contact has not been made during a routine scheme visit and no one has seen you during the day. The scheme
manager will not permit anyone else to enter your home without your permission at any other time.
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What scheme managers cannot do
You need to be aware that the following tasks cannot be undertaken by the scheme manager on a regular basis
although they may be undertaken in an emergency situation until such time as alternative provision of services
can be arranged.
The scheme managers are not expected to provide regular:
•
•
•
•
•
•

nursing or personal care duties
cooking of meals
any domestic cleaning
shopping
collection of prescriptions
collection of pensions.

There are certain things that the scheme manager must never undertake under any circumstances including:
• administering drugs and medicine
• storing items of value or money
• involvement in the making of a will by a resident.
If you need help or advice on any of these matters, please talk to your scheme manager.
These restrictions are for the safety of both residents and staff. It is easy to see how they could lead to problems
and misunderstandings.
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Group activities
A communal lounge and kitchen is provided in most of our schemes and most have regular social activities.
All of our schemes are run differently and so these activities may be arranged by the scheme manager, the
residents or jointly. Most residents participate but it is entirely voluntary. Please ask your scheme manager who
can inform you as to what activities are organised at your scheme.
Other senior citizens living locally are also encouraged to take part in any social functions and the Council
positively support many other organisations that utilise the facilities available to arrange Day Centres and other
activities. Residents are encouraged to participate wherever possible.
Scheme managers have a wealth of information available about the neighbourhood, local services and activities,
the availability of cultural and religious organisations and centres that can be useful to residents. Please do not
hesitate to ask and they will do their utmost to assist you.

Other facilities
Laundry
Laundering equipment is provided in many schemes for use by residents and their carers. However, although the
scheme manager will give assistance with the operating instructions if necessary, laundering remains the
residents’ responsibility.
Guest rooms
In some schemes a guest room is provided for friends or relatives of a resident to stay overnight. A small charge
is made to help cover expenses. Please ask your scheme manager for details.
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Cleaning and repairs
The scheme manager is responsible for general supervision of the whole scheme and equipment, and he or she
is responsible for informing the Repairs and Improvements section of any general mechanical or structural
problems that require attention.
However, whilst it is your responsibility for reporting repairs needed to your home, and ensuring that the
Council’s contractors can get access to carry out any repairs required, the scheme manager or Care Centre will
assist you wherever possible. Please feel free to discuss any issues or problems with them.
The scheme managers ensure communal areas are kept clean and supervise the work of any cleaner (where
applicable). However, if the cleaner is on holiday or unwell, a replacement may not always be available.

Good neighbours
The scheme manager makes every effort to provide a caring and helpful service to all residents. However, he or
she is responsible for a large number of people. Residents can help themselves and each other by checking their
neighbours are well and by letting the scheme manager or the Care Centre know if anything seems wrong.
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Other help
The scheme manager will make every effort to refer you to the correct person to contact for help. If it is not a
matter the Council can assist you with directly, your scheme manager will be able to suggest other local or
national groups and agencies.

Television
Under a government scheme (Concessionary TV Licenses), some residents need only pay £5 a year for their
television licence. However, changes in legislation have led to differences in each scheme, and your scheme
manager will be able to tell you if this applies to your home.
Of course, if you are aged over 75, you are entitled to a free TV licence. The scheme manager will advise you in
this respect.

Pets
Because of the difficulties that arise from keeping animals in areas with shared facilities, the following guidelines
have been prepared.
Dogs or cats are not allowed in any supported scheme where there is a shared entrance, unless it is a registered
guide dog for a blind person or a hearing dog for a deaf person.
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If a dog is kept in a bungalow, you should be aware that, in an emergency, it may become very protective
towards you, preventing access to people trying to help. This could also apply to the normal daily visits by a
scheme manager. Should problems arise in gaining access in an emergency, the scheme manager will contact
your relatives or the emergency services to assist.
Residents that currently own a cat or dog should check with the scheme manager before acquiring any further
pets.

Security Precautions
Supported housing is designed to provide a secure environment in which to live. Please follow the simple
guidelines below that will help keep your scheme safe :
• Lock all doors and windows when leaving your property – even for a short time. Don’t forget to lock them
at night.
• Remember, with unexpected visitors (for example gas or electricity workers) it is best to insist on seeing
Identification Cards and ask questions. If they are genuine, they will not be offended. Pull the cord and
contact the Care Centre if you are suspicious or need help.
• Advise your scheme manager or the Care Centre if you are planning to be away overnight or for longer
periods.
• Do not give entry to the scheme to anybody on behalf of another resident. Only release the front door to
your scheme if you are completely satisfied you know the person asking for entry.
• Do not allow people to follow you into the scheme even if they say they are visiting another resident. Ask
them to use the door entry system and contact the Care Centre.
• Do not tag your keys with your address.
• If you are walking around the scheme ensure that all emergency exit doors and windows are closed to
prevent unwanted visitors.
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Insurance
The Council insures the building structure of your home and any landlord’s fixtures and fittings contained inside
the dwelling. However, it is the tenants’ responsibility to ensure that their own insurance adequately covers their
personal contents and the internal decoration of the dwelling against damage.

Health & Safety
The Council has a responsibility to ensure the health and safety of all residents who live in supported housing.
The scheme manager and other Supported Housing staff have a responsibility to ensure that frequent safety
inspections are carried out and that maintenance of the buildings and communal areas are completed to a high
standard.
Please do not hesitate to raise any issues you have concerns about with your scheme manager.
Please also refer to your Tenants handbook and in particular the section : Emergencies – A Practical Guide.

Fire Safety
All tenants in the complex type supported housing schemes (that have corridors and flats) are advised of fire
precautions relative to their scheme and scheme managers are always willing to give advice if tenants have any
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fears or doubts about what to do in the event of a fire. One of the areas of special advice given to you by
scheme managers, particularly for residents whose mobility is not too good, is whether or not you should attempt
evacuation in the event of the fire alarms sounding. The scheme manager maintains a register of residents who
should “Stay Put” in their flats. This document is regularly updated and information passed to the Care Centre.
Schemes are equipped with smoke detectors and fire alarm equipment in communal areas and, especially when
the scheme manager is off duty, fire alarm calls are automatically sent to the Care Centre who will take
appropriate action including requesting the emergency services.
Information about fire escapes and collection points are posted around the schemes.

Protection from Abuse
The Council is committed to ensuring it provides appropriate housing and services to all of its residents but
especially to those who are vulnerable. It is our intention to ensure better support for vulnerable adults, working
to national guidelines, policies and procedures thereby protecting vulnerable adults from abuse or risk of abuse.
Our work in this area recognises that the majority of residents in supported housing are capable of protecting
themselves and that only a proportion are vulnerable and potentially in need of protective intervention from a
scheme manager or other members of staff.
Evidence would suggest that an older person is more likely to admit suffering abuse to someone with whom s/he
has built up a relationship of trust, such as a scheme manager, a mobile or care centre operator. In such
circumstances our staff will listen to what they are being told and take all allegations seriously and do whatever
they can to assist the resident. This may include recognition of the incident, taking steps to prevent the situation
continuing, reporting the situation to a line manager and future monitoring.
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Following guidelines and procedures, staff will consult with the Service Manager, Supported Housing and
determine the appropriate course of action to take to protect the vulnerable resident.
Of course, if you do not feel able to discuss any situation with your scheme manager or other
member of staff, then you must contact the Service Manager, Supported Housing direct (see
contact details at the end of the booklet) and he will make arrangements to see you personally.

Equal Opportunities
As a local provider, enabler and purchaser of services the Council aims to ensure equality of treatment and
access to services for all groups. We will aim to implement and monitor such practices that ensure that no person
or group of persons dealing with the council is treated less favourably on the grounds of sex, race, disability,
ethnic origin, marital status, age, religion or sexual orientation.
We will consult with people about the planning and delivery of our services and take account of the specific
needs of those groups who may experience discrimination or be disadvantaged.
Information about services will be accessible and where necessary, targeted to those who may otherwise
experience difficulties in accessing information or services.
All employees of the Council have a duty to actively promote equality of opportunity and tackle disadvantage and
discrimination. Please contact the Service Manager, Supported Housing if you feel that we have acted in breach
of our Equal Opportunities Policy.
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Tenant Participation
South Kesteven District Council has made a commitment for tenants to be involved in decision making in all
aspects of the council's services at both the local level and at a strategic planning level through working together
in partnership. This involvement is about tenants identifying issues that are relevant to them and working in
partnership with others to improve their homes, their environment and their quality of life.
Tenants throughout the district have formed local Neighbourhood Groups that meet regularly to discuss the
services provided by the council and how those services may be improved. The Compacts will also provide help
to resolve any problems tenants are experiencing with those services. The tenants also publish a quarterly
newsletter called “SKYLINE” which provides advice and information and will be delivered free to your home.
A cordial invitation is extended to all tenants to attend Compact meetings and your scheme manager will be
pleased to tell you about local meetings which are happening near you. If you would like any further information
about our arrangements which are intended to help and encourage you to get involved, please contact the
Resident Involvement Officer at the Council Offices, Grantham on telephone number 01476 406080 or ask your
scheme manager to get in touch for you.

Complaints and appeals
The Council has a procedure that will help it to become more responsive to complaints made by the public and
tenants as part of our commitment to Best Value for customer services. If you tell us things have gone wrong,
we will do our best to put them right as quickly as possible.
You should complain if you honestly believe the Council has :
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• done something the wrong way
• done something it should not have done or
• failed to do something it should have done.
However, you should not use the complaints procedure to report any repairs to your home. Please use the
normal methods such as contacting Repairs and Improvements at the Council offices.

If you have a general complaint about council services, you should contact the Council in one of the following
ways :• in person by calling at one of our offices
• by telephoning the main office Grantham on 01476 406080
• by e-mail to frontdesk@southkesteven.gov.uk
• by letter to our main office
• through your local councillor
• through your local tenant participation representative.
Telephone calls will be put through to the most appropriate person to deal with your complaint.
If the matter for complaint relates to the Warden Service, then in the first instance please contact
the Service Manager, Supported Housing– contact details are shown on the last page of this
booklet.
If you receive a satisfactory response immediately, the matter will end there. If the officer cannot respond, your
complaint will be acknowledged and investigated. You will normally receive a response within ten working days.
Further measures can be taken if you are still not happy with the outcome.

21

Further information
This booklet is intended as a guide to services in supported housing owned or managed by South Kesteven
District Council, and is necessarily generalised.
Every scheme is different and details may vary from time to time. South Kesteven District Council reserves the
right to vary details in the performance of its supported services to particular schemes in pursuance of its
obligations to all supported residents.
Residents will be informed of any major changes proposed to the services and details of charges.
Contacts
Please contact us about any of the issues raised in this document or any other issues by contacting :• your scheme manager
• the Service Manager, Supported Housing
by telephoning his direct line 01476 406066 from 8.30 am – 5.00 pm, Monday to Friday
(please leave a message on the “voicemail” facility if appropriate)
or
send an e-mail to helpline@southkesteven.gov.uk
• the Care Centre
either by using your alarm system
or
telephoning 01476 406374 or 01476 406375, 24 hours a day.
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Personal callers can be accommodated at the Care Centre in Grantham but it is helpful to make an appointment
first - please contact the Service Manager, Supported Housing or Care Centre staff.

If you would like this document in a different format (for example cassette tape, in Braille or simply
a larger text document) please do not hesitate to contact Supported Housing on 01476 406065 or
e-mail helpline@southkesteven.gov.uk)
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