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	Job Title
	Support Warden – Supported Housing

	Business Unit
	Customer Services 

	Grade:
	RCH Grade M4 

	Reporting Structure:
	Support Services – Inclusive Communities

	Key Stakeholders:
	Customers; Care Inspectorate, other employees; partner agencies, consultants and suppliers; Elected representatives; statutory and voluntary agencies. 


	Job Purpose:

	The main purpose of this role is to deliver support to enhance quality of life outcomes for older people living in Sheltered Housing and also to benefit people living in FMI properties in the wider community.  Duties may vary or change to meet the requirements of the Integration of Health & Social Care, future service review or changes to legislation/ best practice. 


	Key areas of responsibility (What you’ll deliver):

	Service Specific

· Ensures a consistent co-ordinated housing support service is delivered to all residents

· Adhere to and implement policies and procedures

· Inputs to service improvement plans and carry out actions to meet same

· Ensure tenancies are sustained through liaising with partner agencies.

· Ensure Individual Personal Plans, personal egress evacuation plans and any other individuals documentation are updated as required.

· Mitigate risk through assessments
· Endeavours to engage the wider community of older people in activities and support 

· Holds a monthly meeting with service users and provides brief minute, follows through on actions.

· Supports Support Services Manager to deliver high quality services on behalf of RCH.

· Complies with legal requirements and expectations of CI/ SSSC 

· Adheres to Code of Conduct for RCH’s and SSSC for employees and employers.

· Assists with implementing strategies, action plans and service standards aimed at supporting customers 

· Contributes to the identification and delivery of KPIs for the team.

· Provides holistic person cantered support & encourages individuals to be involved in design of services 

· Ensures service users, family, friends and carers are always invited and encouraged to give feedback.

· Shows innovation and creativity around developing support for vulnerable customers and signposts to both internal and external partners to ensure positive outcomes.

· Enthusiastically undertake any other tasks and duties commensurate with grade and responsibility, in order to meet the varying demands of the business

· Delivers on personal objectives in Individual Action Plan (IAP) 

· Works closely with other members of the team to ensure objectives and targets are met

· Assists in developing and maintaining a culture of customer service excellence 

· Work closely with other teams within River Clyde Homes ensuring there is a ‘One team’ approach

· Contribute to the implementation of RCH strategy, policy and procedure

· Is compliant with HASWA 1974

· Positively contribute to developing a culture within RCH that is consistent with the vision and values

· Seeks to continually improve working relationships with both internal and external partners/agencies in line with integration of housings, health & social care. Promotes RCH as an integral asset to this process and aspire to exceed customer expectations and improve quality of life outcomes.

· Promotes RCH’s equality and diversity policy and actively challenges inappropriate behaviour.

· Help to ensure that activities and resources are geared towards delivering a value for money service. Minimise operational losses and maximise income to achieve efficiency

· Works closely with external partner agencies to ensure that we maximise opportunities to enhance social inclusion and prevent loneliness, isolation  and depression, thereby positively impacting on QOL outcomes in line with Scottish Government Strategies.



	Expected behaviours/competencies (How you’ll deliver):  CF Level 1

	Business and Improvement Focus
	Contributes to planning of targets and objectives for own team
Focuses personal effort on activities that contribute to improving performance and Is open and receptive to new ideas and readily adopts new ways of working
Seeks relevant advice/information from appropriate sources and offers new ideas and solutions to current challenges

Shows enthusiasm for developing understanding of organisational challenges and solutions

	Customer Focus
	Treats customers as individuals by dealing with them in a confident and competent manner 

Resolves customer enquiries promptly at point of contact and only refers to others when genuinely appropriate
Interacts well with all customers taking into account the different needs of customers

	Strategy and Policy Development
	Makes decisions in line with organisation strategies, policies and procedures and how these apply to own role RCH
Understands strategies and policies and how these impact in own team 

	Financial Awareness
	Understands the need for why annual budgets are set

Understands the need to work within defined budgets

Works co-operatively with management on identifying efficiency improvements

	Managing Performance 
	Works to high standard with minimum supervision and support and demonstrates a strong desire to deliver agreed objectives and identifies the steps needed to achieve these

Applies own knowledge and experience to resolve problems, keeping track of own progress, completing work to deadlines or informing others when targets can’t be met

Shares own knowledge and skills openly with others to improve performance and accepts and acts on feedback on own performance, reacting appropriately to both constructive criticism and praise

	Decision Making
	Assesses information available before deciding on course of action taken 

Uses previous experience, standard procedures and common sense to make decisions

Can recognise when decisions need to be referred to line manager

	Teamwork
	Shows sensitivity and respect for others’ feelings, cultures and beliefs, showing respect for diversity
Makes a positive contribution to the team, supporting colleagues in their day-to-day work

Handles disagreements as they occur, seeking a constructive solution

Shows enthusiasm to broaden own experience, knowledge and skills for own team

Welcomes new staff to organisation by sharing own knowledge and experience in applying organisational procedures
Provides support and feedback to new and existing colleagues when needed

	Leadership and Role Model
	Is open and honest and is a good role model to other staff

Readily accepts responsibility for decisions and actions taken, including difficult but necessary one

Is knowledgeable  about developments, ideas and opportunities in own team and in greater team in the organisation


	Communication
	Actively listens to what is said and asks questions to aid understanding when unclear 

Presents spoken and written information clearly and concisely

Relays information obtained from customers on service levels, needs and preferences to line manager
Keeps customers fully informed of outcomes to any query raised, even if not able to answer query immediately



	Equalities and Diversity
	Treats everyone with respect
Is prepared to increase own knowledge of the varying needs of customers/ colleagues from different backgrounds and experiences
Considers impact of own actions on others and amends behaviour as appropriate
Challenges inappropriate behaviour and language in others

	Health and Safety
	Shows good awareness of health and safety regulations in the workplace

Ensures own behaviour complies with all health and safety requirements

If a potential H & S risk to themselves or others is identified by them, this will be immediately reported to their line manager 


	To be successful in this role you should be able to demonstrate the following (knowledge / skills relevant to this role):

	· SVQ2 in Health & Social Care – essential 

· PVG Registered – essential

· Dementia Informed level – essential – trained on induction

· Full driving licence is an essential 
· Food Hygiene - essential
· SSSC Registered – essential 
· Experience of working within older persons services - preferred
· Ability to work with a diverse group of clients and understand the varying needs

· Be able to communicate effectively at all levels with internal and external partners and customers.

· An ability to work proactively and with the minimum of supervision

· A track record of delivering outcomes on time and to a high standard
· Flexibility and adaptability is essential to meet the demands of the role

· IT skills including ability to store produce and analyse relevant data within agreed timescales.

· Demonstrable level of numeracy and literacy.

· Experience of working effectively and collaboratively within a team 
· Experience of successfully meeting agreed performance targets
· Takes an active role in the implementation of own personal development in line with SSSC registration and participates in all relevant training.
· Time management skills and ability to prioritise workloads.
· Completes all mandatory training, including but not limited to Food Hygiene, Blood Borne Virus, Dementia, H & S

	Proposed evaluation criteria:

	No evidence presented by candidate
	Limited, or inconsistent

evidence presented by candidate
	Clear evidence demonstrated by candidate
	Evidence presented  by candidate above and beyond expected 
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