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INTRODUCTION 
The purpose of this report is to enable the Local Authority to evaluate the effectiveness of the support service based on the following criteria: 

· The service is delivering successful outcomes in line with the principals of the Housing Support Grant programme
· The service is delivering outcomes that are preventative and represent value for money 

· The service contributes to the overall aims of the Local Authority and the Welsh Government 
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Ty Cerrig - Barry

	ADDRESS


	Ty Cadarn

5 Village Way
Tongwynlais

Cardiff

CF15 7NE

	MANAGER


	Alan Evans


	NUMBER OF  UNITS

	Arthur Davies Court -  30 (SP Funded 21Units) 
Copper Field Court  -  15 (SP Funded 12 Units) 

Ellis Fisher Court     -  35 (SP Funded 30 Units)

Gwyn James Court  -  25 (SP Funded 20 Units) 
Philippa Freeth        -  46 (SP Funded 37 Units)
Ty Cerrig                 -   12 (SP Funded 10 Units) 

	PROJECT TYPE


	Emergency alarm service within sheltered accommodation schemes for those over 55.
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	Jessica Symons
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INTRODUCTION 
The Newydd Housing Association Alarm Service provides 24-hour emergency alarm cover for residents in sheltered housing for residents who wish to continue living independently in their own homes.  All flats are self-contained, with emergency pull cords, wall units and 
pendants in all properties which are connected to the Independent Living Officer who works Monday- Friday 9am – 5pm. 
The alarm is connected directly to the Telecare Cardiff Call Centre in the event that the Independent Living Officer is not available. For properties where an Independent Living Officer is not based, the alarm would go straight to the Telecare Call Centre. 
This is the fourth Newydd Housing Association evaluation report under Supporting People. The Newydd Housing Association evaluation was carried out January 2019.
As part of the evaluation process, preparatory documentation was issued.  To permit comprehensive evaluation additional supporting evidence was also requested. This report describes conclusions about the quality of the service based on previous monitoring information as well as the evaluation itself.
Within this evaluation, emphasis has been placed on the outcomes which have been achieved by examining the impact that the support has had on service users. Policy and procedure matters have been addressed where they affect the quality or safety of the service. 

Newydd Housing Association Values:
· Honesty- We are honest, open and fair in our dealings with people and partner organisations. We respect confidentiality and the need to protect sensitive data. We want people to be aware of and understand the decisions we make and area accountable for our actions. We achieve this through informing our stakeholders consistently, regularly and fully.
· Enabling- Our services empower our tenants to be able to sustain their tenancies, communities and to develop and grow. We aim to enable our staff to deliver the best service they can and to grow and develop their own careers. We aim to enable our stakeholders to deliver their ambitions.

· Innovative- We aim to achieve excellence in all we do. We adapt and respond quickly and take every opportunity to learn from experience. We trust our staff and encourage new ideas, enabling staff to try to improve services.
· Compassionate- We recognise when people are suffering and take action to help. We want to help each other, tenants and communities. We listen to what everyone has to say. We are kind.
· People-focused- We recognise and praise good performance. We engage with, listen to and learn from staff, tenants and stakeholders. We embrace diversity and inclusion
Newydd Housing Association Vision by 2027:
· Growth- Increased the number of social rented houses by 600. Considered the delivery of an effective non-social housing grant programme. A funding strategy that will support the development aspirations. Ensured we have enough staff with the correct skills, knowledge and competency to deliver our Corporate Plan aspirations.
· Sustainability- Maintained at least 20% headroom against the tightest interest cover covenant. Maintained at least 5% headroom against the tightest gearing covenant. Budgeted for 30% operating surplus at annual budget setting. Published a report to demonstrate our environmental, social and governance impacts. Ensured all new build homes will be carbon neutral and 30% of Newydd’s existing homes will be carbon neutral. Over 95% of tenancies lasting more than 3 years to minimise tenancy failure. Over 90% satisfaction with their neighbourhood as a place to live.
· Safety- No properties with any outstanding compliance issue. 99% of emergency jobs completed on time. 98% of repairs completed right first time. Had no reportable incidents. Completed all annual Health and Safety refresher training. Had no data breaches. Had no loss of tenant or staff data due to cyber-attacks. Had no incidents leading to corporate manslaughter charges. Had no breaches of financial regulations or standing orders.
· Support- Ensured that there is over 90% satisfaction from tenants using support services and independent living services. Ensured that there is over 90% satisfaction from front line staff for the support services from Finance, Marketing, Information Technology and Human Resources. Ensured that Newydd Group obtains a gold award for Investors In People. Ensured that Newydd Group obtains a 3* Best Companies result. Carry out a strategic review of the provision of tenancy support. Fully implemented a Restorative Approaches culture across the organisation.
· Excellent Services- Achieved overall satisfaction of over 90% satisfaction with 60% in the “Very Satisfied”. Maintained high satisfaction with relationships with Newydd’s three key Local Authority partners. Achieved “Green” regulatory status in both Governance and Financial Viability. Carried out a strategic review to improve our approaches to tenant engagement. Achieved over 80% satisfaction with “How satisfied are you that Newydd listens to your views and acts upon them?” Obtained the Tai Pawb QED award for equality and diversity. Become more representative at Board and staff level
EVIDENCE DOCUMENTATION
	1. Strategic Context / Contributing to Strategic Outcomes

	Emergency Alarm Service
Units

Arthur Davies Court
30 
Copperfield Court
15 

Ellis Fisher Court     
35 
Gwyn James Court  
25 
Philippa Freeth Court

46 

Ty Cerrig                  

12 
Client group and E number – Vulnerable older person: E13

Number of Units – 163
Access to this service is via Homes4U.
Does the service meet the needs vulnerable people?

· The service has clear and up to date aims and objectives
· The needs mapping information in the Vale of Glamorgan reflects the demand for the service
· The service is strategically relevant to the Housing Support Grant the delivery of housing related support was evidenced during this review. 
· Tenant interviews indicated that alarm users feel safe and more independent due to the alarm service
· Tenant interviews indicated that alarm users are happy in their current accommodation and feel supported by their ILO’s
This objective has been met fully
Does the scheme’s performance satisfactory, including good contract compliance, high utilisation/demand, adherence to eligibility criteria and acceptable evidence of support outcome?

· Monitoring Returns are satisfactory 

· There is a waiting list for the service through Homes4u scheme
· The provider has a good history of contract compliance

· Tenants are happy with the support that they are receiving from Newydd and stated that they feel as though their ILO’s is respectful of their privacy and dignity. This was evidenced through Tenant interviews
This objective has been met fully
Do the schemes demonstrate good value for money?

· The schemes compare well when benchmarked against the HSG funding levels of other similar scheme in the area
· The schemes compare well when benchmarked against the HSG funding levels of other similar schemes across the South Wales region
           This objective has been met fully
Does the service meet local and national priorities for meeting vulnerable people’s needs?

The service contributes to/meets priorities in local strategies and plans:

· Health, Social Care and Wellbeing
· Community Safety Strategy
· Domestic Abuse Strategy
· Vale of Glamorgan Older People’s Strategy 
· Local Housing Strategy
The Service contributes to meet priorities in national strategies and plans:

· Crime Prevention Strategy
· National Housing Strategy ‘Improving Lives + Communities – Homes in Wales’
· Drug & Alcohol Strategy
· Wales Older People’s Strategy 2013 – 2023 (updated December 2024)
· NHS Mental Health Strategy 
· Learning Disability – Improving Lives Programme 2018
· Community Safety Plan
· Social Services and Wellbeing Act 2018
These objectives have been met fully

Are the scheme’s fit for purpose and does it take account of the wider strategic needs and emerging trends demonstrated for the client group?

· The findings of the most recent HSG service review shows that the schemes are fit for purpose
· The recent research concludes that the service delivery model is satisfactory for the client group, at all support need levels
· The provider demonstrates an awareness of its strategic direction and ability to undertake positive change.
The objectives have been met fully
Does the service demonstrate a commitment to continual improvement and best practice?

· The service is working within the time frame of any continual improvement requirements made during the service review evidenced in the provider self-assessment form.
· Annual internal audits are carried out where improvements are identified and plans put into action for improvement
· The provider demonstrates best practice in service delivery areas
· The provider has evidenced service improvement and review by constructing a Tenant feedback form/questionnaire 
The objectives have been met fully


	


2. Cost effectiveness / financial

	Summary of Findings

	Newydd Housing Association Alarm services provide good value for money as bench marked across the Vale of Glamorgan. The level of funding from Supporting People is comparable to other similar Emergency Alarm Services.
Tenancy changes are received every month on average. 
Newydd provided a full breakdown of the Emergency Alarm Service funding to the Supporting People Team. 



	Conclusion and Recommendations

	Newydd Housing Association Emergency Alarm Services provide a reliable, cost-effective service across the Vale of Glamorgan supporting individuals to live as independently as possible.

Objective fully met.



3. Promoting Personal and Community Safety

	Summary of Findings

	Below is a list of Policies and Procedures provided by Newydd Housing Association to ensure Personal and Community Safety:
· Welcome to Your new home
· Independent Living policy dated February 2023 due for review February 2025
· Supported Housing Policy dated April 2023 due for review March 2025
· Safeguarding Policy dated January 2024 due for review January 2025
· Anti-Fraud Policy dated May 2024 due for review May 2025
· Equality and Diversity Policy dated May 2023 due for review May 2025
· Anti-Bribery and Corruption Policy dated November 2023 due for review August 2025
· Wellbeing at Work Handbook (includes Fire Safety Procedure and Lone Working Policy, Health and Safety Policy) dated February 2024

Contract Monitoring Officer requested the following policies and procedures; however, these were not supplied as evidence:

· Sex Offenders and dangerous Offenders Policy

During the monitoring process, all tenants interviewed were spoken to on a confidential basis.  All tenants confirmed that their alarm system is operational 24 hours a day, 7 days a week.

Tenants are provided with an alarm unit on the wall, a portable pendant that can be worn around their neck or wrist and pull cords in all rooms which are all linked to a central control unit. In an emergency, the service user will press the alarm button which will alert the Independent Living Officer to respond to the call.  If the Independent Living Officer is not available, the alarm is automatically re-directed to the Telecare Cardiff call centre.  The schemes which operate with an Independent Living Officer are covered 9am-5pm Monday to Friday as part of the contract, however, during staff interviews it was evidenced that Gwyn James Court is only manned with an ILO Monday-Wednesday and there is no ILO on site Thursday or Fridays. During out of hours emergency calls are covered Telecare Cardiff call centre.
All fire alarms are connected to the emergency alarm service.
Feedback from tenants interviewed who have had to use the alarm in an emergency stated that they were happy with the response time of the ILO/call centre answering the alarm. Tenants also stated that they felt safe knowing that they have the service in case of an emergency and that their privacy and dignity is respected at all times. 
During each tenant interview the alarms were tested by the Supporting People Contracts Monitoring Officers. It was found that all of these alarms were in good working order and the alarm operators responded to the alarms calls in a timely manner. 
Each staff member is provided with a SOS alarm that they can wear around their neck due to lone working and in case of an emergency. If staff need to press the alarm it is answered by a call centre that requests the details of the emergency and to check if the ILO is in any danger. The call centre is then able to identify the persons location and contact emergency services if needed. This was evidenced during staff interviews. During staff interviews it was evidenced that one of the SOS alarms has not been working for several months. This had been reported but the alarm has not been fixed or a replacement given. It is important to ensure that all alarms are in working order due to safety reasons and if they are broken/damaged, they are fixed/replaced in a timely manner.


	Conclusion and Recommendations

	· There are policies and procedures in place to ensure Personal and Community Safety however one was not provided to the Contract Monitoring Officers. 
· Some of the policies and procedures provided for evidence were due to be reviewed.

· There are several alarm devices suitable for individual needs

· The alarm service is covered 24 hours a day, 7 days a week, when Independent Living Officers are not on shift, the alarm is directed to Telecare Cardiff call centre.
· Fire alarms are connected to the emergency alarm service

· Feedback from tenants during the interviews were positive and they stated that they felt more able to live independently due to having the alarms service in the accommodation.
· Staff are equipped with an SOS alarm in the case of an emergency due to lone working

· One of the projects, Gwyn James Court is not staffed on Thursdays and Fridays. 

Recommendation:
· The missing policy and procedure requested by the Contract Monitoring Officer are submitted for review
· All policies and procedures are reviewed in a timely manner.
· To ensure that all SOS alarms are in working order and they are checked regularly for safety reasons
· To ensure that each scheme has staff on site Monday-Friday 9am-5pm as per the contract 



4. Promoting Independence and Control
	Summary of Findings

	Several tenants were interviewed as part of the review. Every tenant confirmed that they were able to view the property before they moved in. Each tenant also confirmed that they were given a full description of the alarm service and how it worked and were provided with instructions and shown how to use the alarm in case of an emergency. 
Tenants stated that they feel more able to live independently as a result of having the alarm in their property in case of an emergency. They also stated that having an alarm that they can wear was also beneficial for cases where they were unable to get to the pull cord alarm. 
When tenants move into their accommodation, they are given a Welcome To Your Newydd Home Information Sheet. 
On the information sheet it details:

· Sign up to My Newydd at www.mynewydd.co.uk You can use your account to report any repairs, pay rent and send us message, 24 hours a day

· Contact gas, electricity and water providers to say you’ve moved in

· You will need a TV Licence

· Get Contents insurance, our insurance doesn’t cover your possessions, only the building

· Set up a method to pay your rent, direct debit is easiest

· Keep your keys and door entry fobs safe, we don’t have any spares. You will be charged if you lose them
· To get more information on fire safety in your home, go to Newydd.co.uk

· To find out what we do with your personal information, please go to our website

· Responsibilities as a tenant – 
· You must pay your rent

· You must allow the gas service engineers to annually service your boiler

· You must keep your home clean, tidy and free from rubbish

· You must let us know when repairs are needed

· Any damage you cause to the property must be paid for

· You must behave responsibly and legally in your home and make sure your visitors behave in the same way

· If you would like a pet, you need permission from Newydd

· If you would like to run a business from your home, you must ask for permission first

· If you want to make changes to your property you must write to us for permission

· You must keep us informed who is living in your home. You can do this using My Newydd



	Conclusion and Recommendations

	· Tenants confirmed they were given a full demonstration and explanation on how to use the emergency alarm
· Tenants feel the service provides them with peace of mind and increased security to live more independently

· All Tenants from Newydd Housing Association are given a Welcome to Your New Home Information Sheet which contains valuable information for the tenants to maintain their tenancy. Although they were given this information, some of the service users stated that they did not know how to use a computer/internet, where this was the case the tenants stated that they know they can speak to their Independent Living Officer, and they would assist them if needed. 
Objective fully met



5. Promoting Health and Wellbeing
	Summary of Findings

	Tenants interviewed stated that they all opt for the Well-Being Service Call each morning, Monday-Friday from the Independent Living Officer. 
Independent Living Officers interviewed, confirmed that if an alarm sounds it is answered as quickly as possible. The person who has triggered the alarm is asked what is wrong if there and if there is no answer, the Independent Living Officer will go straight to the flat and let themselves in with the master key.  The emergency is dealt with according to the situation; emergency services are called if necessary.  Family or emergency contact person are informed of the emergency unless it’s formally expressed by the tenant this is not their wish. The Contract Monitoring Officer tested the alarms of those interviewed to check the response time and can confirm that they were answered in a timely manner. When there has been an incident Newydd staff interviewed confirmed that they relay the incident to the other Independent Living Officers to inform them if they were not on duty, so they are aware. 
Telecare Call Centre staff members were also interviewed as part of the review. During the interviews, Telecare staff confirmed that they also cover the alarms during out of hours when there are no Newydd staff on shift and they update the Newydd staff of any incidents. Telecare staff also confirmed that when the alarm is triggered it is recorded on their database. 


	Conclusion and Recommendations

	· All tenants are given the opportunity to receive the Well-Being Service call
· When the emergency alarm is activated, it is answered as quickly as possible and then the appropriate action is taken 
· Telecare staff answer any emergency calls during Newydd out of hours. 
· Telecare staff inform Independent Living Officers of incidents that occur when they are not on duty

· Families or emergency contacts are informed of any incidents that occur

· Telecare records all alarm incidents on their database. 
Objective fully met 




6. Ensuring Participation

	

	All participation groups are organised through the Sheltered Housing Schemes and not funded through the HSG budget. 
It was evidenced through both staff interviews and tenant interviews that Newydd hold tenant participation events within the schemes and within the community. 

Newydd hold weekly breakfast mornings in the schemes where tenants can get together in the communal rooms for breakfast and a chat with one another along with the Independent Living Officer. In some of the schemes there are keen gardeners who hold gardening activities with other tenants. Newydd staff also hold seasonal activities such as Christmas decoration making. As well as internal activities Newydd hold day trips of interest to the tenants such as the theatre.  

Newydd also has a tenant newsletter to inform and advertise what has/will be going on in the schemes. When interviewing tenants they stated that the newsletter used to be on paper, but it has now gone digital. Some of the tenants did not mind this, however there were some interviewed to stated that they preferred the paper version due to not being digital literate. 
Newydd tenants are asked their views and opinions on the support/service they receive.

It was evidenced through Telecare staff interviews that tenants are sent a questionnaire to fill in after they have used the emergency alarm asking them for their feedback regarding the alarm service.


	Conclusion and Recommendations

	· Newydd Housing Association tenants have access to My Newydd which contains information on participation events.

· Sheltered Housing Schemes hold regular breakfast mornings to encourage social interaction

· Newydd Housing Association provides the opportunity for any tenants to get involved with their garden projects
· Newydd hold seasonal activities for their tenants to get involved in.

· It was found that the emergency alarms and pendants are tested on a regular basis.
· Tenants are asked for their feedback after they have used the alarm in emergency situations.
· Newydd tenants are kept up to date with organisational changes and activities through their tenant newsletter.
Recommendations:

· Newydd’s tenant newsletter to be made available in paper form as well as online for those who are unable to access it electronically.



7. Safeguarding

	Summary of Findings

	Newydd Housing Association has policies and procedure in place to help safeguarding which are available these include:

Welcome to Your New home

Independent Living policy

Supported Housing Policy

Safeguarding Policy

Fire Safety Procedure

Anti-Fraud Policy

Anti-Bribery and Corruption Policy

Equality and Diversity Policy

Independent Living Officers confirmed that they have access to all policies and procedures through the Newydd Housing Association intranet.

The contract monitoring officer requested to meet with a member of the Newydd HR department to discuss staff files to ensure that all the information they have for their members of staff are correct and up to date, however, the contract monitoring officer was unable to meet with the member of the HR team. The contract monitoring officer also stated that the information required could be supplied via email, however, did not get a response from Newydd. It is important to ensure that all information is stored and recorded correctly. 

The contract monitoring officer was unable to confirm that all staff have an up-to-date DBS check, however, during staff interviews all staff members confirmed that they did have an up-to-date DBS check. 

It was evidenced via Telecare Operators that were interviewed that they had received a 6-month probationary period when commencing employment.
All Staff interviewed by the Supporting People Contracts Monitoring Officer confirmed that all tenant’s records are kept on a data base which is only accessible by Independent Living Officers and staff from the Telecare call centre.  No information is kept in filing cabinets as they are all stored electronically. 
Independent Living Officers confirmed that tenants details are updated if and when needed or when there is a change in circumstances. They also confirmed that they make daily notes on the client’s files when they have interacted with them. 
It was confirmed via Telecare staff and the Independent Living Officers that the emergency alarms are tested regularly.  
During the Independent Living Officer interviews, it was identified that they are offered 6 weeks counselling if they need it after dealing with a death on site. Although the option is there, those interviewed stated that the waiting times for the service can be up to 3 months. Though the waiting times are long, those interviewed stated that they know if they need to speak to someone about how they are feeling having dealt with this type of situation then they can speak to their team and their line manager who are always supportive.  
It was confirmed that the alarms in the communal areas and those in each flat are tested on a regular basis. 

Staff are provided with an emergency alarm in case of an emergency.

 

	Conclusion and Recommendations

	· All Newydd Housing Association staff have access to all policies and procedures on their intranet

· It was confirmed that Newydd Housing Association staff do not undertake a probationary period. 
· It was confirmed by the Telecare Call Centre Operatives that newly employed staff undertake a 6-month probationary period
· All tenant records are kept safe on a database which is only accessible to appropriate staff members
· It was found that the emergency alarms are tested on a regular basis.

· It was found that the Independent Living Officers do have a form of panic alarm equipment for potentially aggressive/vulnerable situations. 
Recommendations:

· Newydd are to confirm staff records with the contract monitoring officer, including proof of DBS. 



8. Evaluating quality to ensure the service can deliver outcomes

	Summary of Findings

	Tenants confirmed that they feel able to express any concerns they feel about the service and stated that the Independent Living Officer is always available to speak to when needed.  
Tenants confirmed that both the Independent Living Officers and the Telecare call centre staff are friendly and helpful when they’ve needed them.

Staff interviewed at the Telecare call centre said that every time that they have an emergency alarm call a questionnaire is sent out to the tenant asking if they are happy with the service they received. A questionnaire is also sent out yearly on the tenant’s birthday. 
Staff at Newydd and the Telecare call centre stated that if they are unable to resolve an issue for a tenant then they can contact their line manager for support with dealing with the issue and try and work together to get a positive result.

Newydd staff stated that they do not have regular supervisions with their line manager, but they know they can contact him if/when needed. Although staff stated they do not have regular supervisions, they stated that they have monthly team meetings with their manager where they can discuss any issues they maybe having. 

When asked if staff have yearly appraisals with their line manager there were mixed answers, some staff stating that they did, while others were not sure if they did. 

During the interviews with both Newydd staff and Telecare it was evidenced that they are aware of the complaints policy and how any complaints are resolved. 


	Conclusion and Recommendations

	· Tenants confirmed that they feel able to express any concerns they feel about the service
· If the alarm used in an emergency a questionnaire is sent out to tenant to ask for their views on the service, they have received
· Staff confirmed their knowledge of the Newydd complaints procedure 

· Staff do not have regular supervisions
· Staff are unsure whether they have yearly appraisals or not

· Team meetings are held monthly
Recommendations:

· Staff are to have regular supervisions with their line manager

· Staff are to have yearly appraisals with their line manager



	9 (i) Summary of Stakeholder Feedback

	Newydd Housing Association has a good working relationship with the Supporting People Team.   
Newydd Housing Association provides outcome monitoring records to the team on a regular basis.  


	9 (ii) Summary of Service User Feedback

	All tenants interviewed stated that they were happy with the alarm service and stated that they feel more able to live independently knowing that they have it in the case of an emergency. Tenants are satisfied with the response time from the alarms and stated that both the Independent Living Officers and the Telecare staff answering the alarms are friendly and helpful. 


	9 (iii) Summary of Staff Feedback

	Independent Living Officers and Telecare staff interviewed were able to give a good explanation of their role to the Contract Monitoring Officer. Each member interviewed had been in their roles for several years. Staff were also able to explain to the Contract Monitoring Officer the training that they had completed. This was not evidenced through file checks due to the Contract Monitoring Officer being unable to obtain the information required. 

Newydd staff do not have regular supervisions with their line manager and some of the staff interviewed were unable to confirm whether they have annual appraisals. The Contract monitoring Officer was unable to confirm whether this was correct through staff file checks. 

Newydd staff have monthly team meetings with the wider team and their line manager.



10. SUMMARY / CONCLUSIONS
Newydd Housing Association alarm service provides good value for money and is effective at what it does. 
There are policies and procedures in place to ensure personal and community safety.

The emergency alarm service is suitable for tenants with individual needs and can be activated 24 hours a day, 7 days a week.  Tenants feel more able to live independently due to having the alarm service. 
All tenants are provided with a Welcome to Newydd Housing Association Welcome to your New Home Card which contains valuable information and top tips for the service user to maintain their tenancy. 
When the emergency alarm is activated, the appropriate action is taken immediately, and the family/emergency contacts are informed.   If the Independent Living Officer is off duty when a situation occurs, the Telecare operator will inform them of the incident when they return back to work. 
Tenants are given a questionnaire from Telecare when the emergency alarm has been activated. They are also given a questionnaire annually. 

Newydd hold regular participation events for their tenants to get involved in. The activities are both on site and in the community enabling the tenants to be socially active.
The alarms are tested on a regular basis to ensure that they are working effectively.
Newydd Housing Association has comprehensive policies and procedures in place to help safeguarding.  All policies and procedures are available to staff through the Newydd Housing Association Intranet.
All tenant records are stored electronically and updated regularly.
Independent Living Officers are provided with an emergency alarm for personal protection due to lone working.
Telecare sends out questionnaires to service users after the emergency alarms have been activated to collect feedback.

Several recommendations have been made below for the purpose of improving the service:
Recommendations
	Recommendations
	Timeframe 

	· The missing policy and procedure requested by the Contract Monitoring Officer are submitted for review
· All policies and procedures are reviewed in a timely manner.

	Within 3 months of this report

	· To ensure that all SOS alarms are in working order and they are checked regularly for safety reasons


	Immediately

	· To ensure that each scheme has staff on site Monday-Friday 9am-5pm as per the contract


	Within 3 months of this report

	· Newydd’s tenant newsletter to be made available in paper form as well as online for those who are unable to access it electronically.

	Within 6 months of this report

	· Newydd are to confirm staff records with the contract monitoring officer, including proof of DBS. 

	Immediately

	· All staff are to have regular supervisions

· All staff are to have yearly appraisals


	Within 3 months


Future monitoring

The next review will take place approximately 36 months following this review.
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