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Retirement Living | Service Level  

Our focus remains on ensuring we keep your homes and schemes as 
safe as possible for you to live in during the coronavirus pandemic. We 
understand that many of you will still be feeling anxious and concerned, 
particularly as we approach the coming winter months. We would like to 
reassure you that our teams are still here to support you, just slightly 
differently.  
 

 We have reviewed how often we will be out and about on schemes at a local 
level. This is so that we can deliver essential elements of our service whilst 
keeping you safe and following guidance around social distancing.  With that 
in mind: 

 

o We will continue to maintain our regular fire testing and checking of 
communal facilities for hazards.  Since the beginning of the pandemic, 

we have continued a weekly site presence for the essential fire 
testing and walk through of the building. These can be carried out at 
any time of day or night, depending on a judgement about making 
the task as safe as practically possible.   

 

o To help keep you and our colleagues as safe as possible, please 
minimise visits to our scheme office as much as possible and instead 
call or email us. If you do need to visit, we will ask that you follow 
social distancing guidelines.   

 

o We will not enter your property unless we are responding to an 
emergency situation. 

 

o We will continue to ask you to self-test all cords in your property during 
our calls to you to confirm everything is in working order. 
 

 We have reviewed the frequency of our calls to you. In order to maintain 
safe social distance, we will be continuing to check in on you and your 
situation by one of the following methods (even when we are on scheme):   
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- landline or mobile call 
- email 
- Wellbeing direct call  

 
It is important that you please respond to these calls whenever you are able 
to.  If we cannot make contact with you, we will seek to contact your next of 
kin or relevant care provider/other agency involved in your care to be 
reassured of your welfare. Please let us know if you are going to be out of 
your home during the day for any reason.  
 
We will use this as a chance to update you on any key changes to services 
and it is also your opportunity to tell us about how you are getting on. Please 
let us know about the support you have in place, as well as any other 
support you may need.  
 
We can talk to you about:  
 

o How you are feeling day-to-day, activities you are doing in your home, 
and contact with friends and family  
 

o Areas you may need some support such as finding new activities, food 
and medication or managing any care needs  

 

 You and all other customers living at your scheme will have already been 
assessed through your Personal Needs and Risk Assessment to identify 
anyone considered to need a higher level of support. If this is the case, we 
will work in partnership with you and your support network to agree whether 
an additional daily call or similar would be of benefit to you.  
 

 In the event of any future localised lockdowns, we will use this contact with 
you to review your support networks and ensure you have access to all the 
support you may need during the localised lockdown period. 

  

 We also continue to maintain regular contact with all care agencies in order 
to understand their arrangements and plans to continue to support their 
customers. 
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 We are making changes at a local level to your communal areas (which 
include guest rooms and communal lounges), implementing the necessary 
changes to ensure we are providing Covid-safe environments.  We ask that 
you keep checking the government recommendations/requirements around 
numbers using such spaces and manage your use of them accordingly.  

 

 Our frontline teams are starting to explore and map out ways in which we 
can maintain a sense of community and promote everyone’s wellbeing, 
particularly across the winter months.  We will be exploring ways to deliver 
Winter Awareness sessions from a safe distance.  Look out for more 
information about the activities at your scheme.   

 

We thank you again for working with us during this challenging time to keep 
yourselves and others safe.  

 

 

 

 

 

 

  


