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Protection from Abuse

CGA is committed to making sure that your sheltered home is a safe 
and secure place to live. However very occasionally someone may do 
something that may cause harm or distress to one of our residents

This may include:-

  �Physical assault, threats of assault, neglect, abandonment or misuse 
of medication 

  �Verbal or emotional abuse

  �Sexual abuse

  �Financial abuse

  �Racial abuse

  �Discrimination in any form

  �Self abuse

  �Any infringement of civil rights

Scheme Managers are fully trained to recognise when a resident is 
being abused by another person and will fully support you confidentially 
if any of the above incidents occur. If you are experiencing abuse, 
or have reason to believe that another resident may be the victim of 
abuse, then you should report your concerns to the Scheme Manager 
or another member of staff.  

In some circumstances abuse may be being carried out by either a 
family member, a friend, a neighbour, a paid carer or other professional.
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Risk Assessments 

A risk assessment approach is carried out covering many aspects of 
our service delivery. 

Risk Assessments form part of the Support Planning process. They are 
also undertaken when considering Health and Safety issues.   

Health and Safety

Community Gateway Association has a Health and Safety Policy which 
allows the organisation to identify hazards to Health and Safety and to 
remove or control any such hazards in order to minimise the risks.

All staff receive Health and Safety training and regular checks are 
undertaken in our community centres and communal areas in 
accordance with regulations. 

If however you have any concerns regarding a Health and Safety 
hazard, please speak with your Scheme Manager. 

Privacy and Confidentiality

Living in sheltered housing is like living in a community of like-minded 
people of your own age. Your privacy and independence will be 
protected as much as possible according to your wishes and needs. 

The sheltered schemes have suited locks that allow Scheme Managers 
to enter your home with a master key in an emergency, or when they 
have cause for concern, for example, no reply from the daily call.
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Other than that Scheme Managers will only enter your property if:

  �You call for help through your alarm pull cord

  �You don’t respond to a morning intercom call or visit

  �You or your fellow residents are in danger

If this happens the Scheme Manager will use the master key to enter 
your property after trying first to contact you.  If you are not there they 
will leave a note to say they have come in to your property and why. 
When leaving the Scheme Manager will leave the property completely 
secure. 

Gifts, Wills and Bequests

Occasionally residents may wish to give a small gift to a member of 
staff as a sign of their gratitude. Small personal gifts such as a bottle 
of wine, chocolates or flowers can be accepted but staff cannot accept 
gifts that exceed a value of £5.  Staff cannot accept money or vouchers 
regardless of the amount.

CGA would strongly discourage proposals by residents (or their family 
or friends) to leave money or other forms of bequests in their Will to a 
staff member.  We would also respectfully discourage residents from 
naming any staff member as an executor of a Will.

Your Scheme Manager will be able to explain these limitations to you in 
more depth should you need any further information on Gifts.
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Social Funds 

Most sheltered housing schemes have a social fund which is managed 
by the residents themselves to pay for and fund social activities. 

We advise residents to have effective financial systems in place to 
manage this money so that all monies collected are held in a bank 
account specifically set up for this purpose. Residents responsible for 
this money should provide regular statements to other residents who 
pay into the fund. The process should be transparent and accountable.



Yo
ur

 S
he

lte
re

d 
Ho

m
e

3. Your Sheltered Home  

Choosing Sheltered Housing

Sheltered housing consists primarily of flats and bungalows and 
provides self contained accommodation for people of retirement age 
who value the benefits of privacy and independence. 

As a tenant in sheltered housing you will receive the support of a Scheme 
Manager who will help you to access the services you need in order to 
maintain your independence and ensure your continued well being.    

You can enjoy your retirement in the knowledge that there is access to 
help and advice as and when you need it. 

Facilities in Sheltered Housing 

Communal Lounges – Sheltered housing schemes which are “under 
one roof” have a communal lounge located within the scheme which 
can be used by all residents. We encourage residents to make full use 
of this room for social activities and events.

Some sheltered schemes also have a community centre located within 
the scheme offering a wide range of community facilities which are 
available to residents. We also encourage older people from the local 
community to join in social activities and enjoy the facilities the scheme 
has to offer. There is normally a small charge made which is paid into 
the social fund for the scheme. 

Sometimes we may need to use the lounge for staff training and 
 meetings and we may allow other local people to use it too – but your     	
   activities will always have priority.
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Laundry facilities are provided at some of our sheltered schemes 
which are for the use of residents and their carers. The Scheme 
Manager will be happy to explain how to operate the washer and dryer. 

Door Entry Systems – Some of the schemes have a main door entry 
system that allows you to let people in who are known to you. Other 
schemes have a door entry system that allows you to answer and open 
the door from your flat.

Only let people into the scheme that you know and trust. There are 
bogus callers around who will use various explanations to gain entry. 
Always ask for identification and official authorisation. If you are at 
all suspicious contact your Scheme Manager or the Police, and don’t 
provide access.

Most of our schemes have gardens for you to enjoy. The communal 
gardens are maintained by contractors.     

The Intercom System

All sheltered homes are fitted with communication equipment so you 
can contact the Scheme Manager or Support Line in an emergency. 
If the Scheme Manager is not on duty, the call will automatically be 
answered by Support Line, based in Deltic House in Preston. The 
system is activated by you pulling a pull cord in your home or by 
pressing a pendant worn around your neck. 

It is important that pull cords are not tied up or cut off as this would 
mean you couldn’t reach the cord if you fell. The pull cord can also be 
used to inform the Control Centre that you will not be in for the daily call 
or if you are going on holiday.    
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Television Licences – Most but not all sheltered housing schemes 
are covered by a concessionary TV licence so you may not need to 
buy a licence to use in your own home.  You will be advised at the offer 
stage if this applies to your scheme.

Insurance – CGA are responsible for insuring the building but this 
does not cover the contents of your home. You are responsible for 
taking out a contents insurance policy.  CGA has negotiated a Home 
Contents Insurance Scheme designed specifically for our tenants which 
is administered by Royal  &  Sun Alliance  Insurance plc.

Pets in Sheltered Housing – If you have a pet you must discuss 
your circumstances with your Scheme Manager. Permission for a pet 
depends on the location of your home and the suitability of the pet 
for the environment in which you will be living, taking into account 
the impact, on your neighbours. We are sympathetic to residents who 
have had a pet prior to coming into sheltered housing and will try to 
accommodate your needs wherever possible. 

Smoking Policy – Following recent legislation, smoking is not allowed 
in public areas and this includes the communal areas within sheltered 
housing. You are allowed to smoke within the confines of your own 
home but we respectfully ask you not to smoke when CGA staff or 
other professionals are visiting. 

Fire Safety and Procedures – all our schemes are fitted with smoke 
alarms and fire alarm systems which are tested regularly. 

If you live in a scheme “under one roof” that has internal corridors, it 
is important to keep the fire doors shut at all times and fire exits clear. 
Residents should not wedge fire doors open as this will allow a fire to 
spread more easily.

X



Yo
ur

 S
he

lte
re

d 
Ho

m
e

X

If you discover a fire in a communal area you must activate the Fire 
Alarm by using a breakglass point. Remain calm and if you are able 
bodied calmly vacate the building.  If you are not able bodied then 
remain where you are until the emergency services arrive.  The 
communal Fire Alarm system is connected to Support Line and the Fire 
Service will be called. 

If you discover a fire in your own home you must call the Fire Service 
immediately.  You should then either pull you Support Line cord or push 
the button on your pendent so that Support Line can get an emergency 
response.  Again, remain calm and if you are able bodied calmly vacate 
the building.  If you are not able bodied then remain where you are until 
the emergency services arrive.

Once clear of the building you should go directly to the Fire Evacuation 
Assembly Point.

If your scheme has a lift, do not use this in the event of a fire.

Security – Sheltered Housing provides a secure environment for older 
people but it is still important to keep your flat door locked and be 
aware of safety and security issues. 

Your sheltered home has a suited lock to enable the Scheme Manager 
to gain entry in an emergency situation. If you remove the suited lock or 
fit an additional lock or chain we will be unable to enter your flat in an 
emergency and may need to ask the police to break down your door if 
we are concerned about your welfare. In these circumstances we may 
need to recharge the cost of the repair to you.  
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Heating and Hot Water – All sheltered homes have central heating 
but you are responsible for paying your own bills. Community Gateway 
will maintain and service the heating system for you. 

Grounds Maintenance – Communal gardens at sheltered housing 
schemes are provided for the enjoyment of residents. Community 
Gateway arranges a gardening contractor to maintain the grounds, but 
we also welcome resident involvement if you want to look after or plant 
things in a particular area.

Cleaning Services – Schemes “under one roof” or with a Community 
Centre are cleaned regularly to ensure high standards are maintained.

Car Parking – Car parking spaces are available at all the sheltered 
housing schemes for residents use. There are no reserved spaces. 
Some spaces may be marked for use by disabled drivers. 

Near the entrance of some of the schemes an area will be marked for 
use by emergency services. This needs to be kept clear at all times for 
the use of ambulances or fire engines.

At some schemes there is a permit holders only programme in 
operation. Please speak to your Scheme Manager for details.           
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Aids and Adaptations

We may be able to carry out adaptations to your home if you have a 
disability or mobility problems which make it difficult to move around 
your home. Minor adaptations are normally fitted within 28 days but 
more major adaptations will need the input of an occupational therapist.

Typical adaptations include:-

  �Ramps

  �Handrails

  �Lever taps

  �Lowering light switches or kitchen units

  �Walk in showers




