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Support Service
Standards



Support Service Standards
WPH aim to provide housing and support services which enable
older people to live independently, improve quality of life, promote
social inclusion and encourage an active and enjoyable lifestyle.

Sheltered Housing Service Standards

We will:

Carry out an initial risk/need assessment with you to 
ensure a support plan is in place as the service starts.

Invite friends, relatives, carers or agencies involved with 
your support to participate in your assessment if you chose
to.

Provide you with a Sheltered Handbook that will explain 
the service you can expect from WPH and what we will 
expect from you.

Provide you with a welcome pack that will tell you about 
the facilities of the scheme and about the local and cultural
amenities

Allocate a support officer to you from the start of the 
service.

Carry out a full assessment of need within 6 weeks from 
the start of the service.



Make a copy of your Support Plan available for you to 
keep.

Maintain regular contact with you in accordance with your 
needs.

Reassess your Support Plan every six months but sooner 
if you want.

Provide you with 24 hour access to WPH Support Link 
service through a community alarm in case of emergency

Respond to calls activated by your community alarm within
60 seconds

Encourage the use of communal facilities within schemes 
for social activities and as a community resource.

Only disclose personal information about you to third
parties with your prior written permission (Authority to 
Disclose) unless there is serious risk of health, safety or 
well being to you or others.

Actively seek to safeguard our vulnerable older service 
users from abuse and will fully support victims of such
incidents.

Carry out regular quarterly liaison meetings at all enclosed 
schemes.



Floating Tenancy Support Service
Standards

We will:

Acknowledge requests for support within 10 working days.

Carry out a pre-assessment within five working days.

Agree a date for you to meet your support worker within 
five working days.

Identify your support worker and provide contact details.

Carry out a needs/risk assessment on signing up to the 
service.

Agree a support plan with outcomes that we will help you 
achieve.

Make a copy of your support plan available to you to keep.



Contact you regularly according to your needs.

Review your support every three months or sooner if you 
wish.

Agree a date to exit the service when your outcomes are 
achieved.

Seek your views about the service to help us improve.

Provide a confidential service and only disclose personal 
information with your permission.



Accessible Homes Service Standards

We aim to promote inclusion through accessible housing for those
who experience difficulty due to age or disability. We will help
people remain in their own homes and in their community for as
long as practically possible.

We will: 

Acknowledge request for major adaptations (eg level 
access showers) within 28 working days.

Advise you of your priority (1,2 or 3) once you are 
accepted onto the waiting list within 10 working days.

Advise you of how long you are likely to wait for your 
adaptation.

Discuss other options, including rehousing, that may 
address your needs.

Meet reasonable rehousing costs where moving is the 
agreed option.

Advise you of the reasons why your request will not be 
completed.



Give you 28 days notice of the intention to commence 
works on a major adaptation with timescales for 
completion.

Contact you 6 weeks after completion of works to seek 
your feedback via a telephone survey and offer a follow up 
visit, if that is appropriate. 

Advise you of changes made to the service as a result of 
your feedback.

Complete requests for minor adaptations as a routine 
repair within 28 days or less if there is an urgency.

Complete requests for major adaptations within no more 
than 12 months. 
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