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Residents Frequently Asked Questions  

Independent Living for Later Life  

We have put together this series of questions and answers for residents living in our 

Independent Living for Later Life Schemes (sheltered housing). 

  

We will update these regularly when the situation or the advice from Government changes 

  

 Are there any restrictions in place around friends and relatives visiting my sheltered 

housing scheme?   

In line with government advice about shielding groups at a higher risk from Coronavirus, we 

are advising friends and relatives not to visit.  

 

 Will my carer still be able to come to the property?   

Yes.  If you have a carer, they should continue their visits as normal. If your normal 

carer fails to arrive please contact your local manager who can alert the care 

agency and the local authority safeguarding team. 
  

 Can I use the communal areas, such as the lounge, laundry and gardens 

during the 12 week isolation period?   

We are asking residents not to use communal lounges or similar areas. The lounge 

should only be used for access to a fire exit in an emergency.  The laundry will 

remain open, although if you have a laundry assistant at your scheme they may not 

be at work.  Residents are asked to follow social distance guidance and it we may 

have to work with you to put a rota in place to achieve this.  You can use the 

gardens and outside spaces if you feel well and stay at least 2 metres (6 feet) away 

from other residents at all times. 
  

 If people at my scheme are self-isolating, can I still come and go as I please?  

Our priority is to keep residents safe and well. All residents are advised to follow Government 

advice and guidance. People are being asked to stay at home and only go out for essential 

reasons, such as going to the shops or for a daily walk.  

  

 Is there any support available to help me with shopping, supplies, collecting 

medication etc. as I do not have any local friends or family to support me?  

We will assist where we can where residents have no local support. However, we would 

encourage families and friends to support with online shopping etc.  
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 What happens if I run out of food?  

We would ask you to make arrangements with any family and friends to support you during 

this time, however our staff will support residents without any local family by helping to order 

food online or carrying out a limited shopping service.  Our staff will check with you when 

they telephone you that you have not run out of food. 
  

 I normally pay my rent at my local shop/Post Office.  What happens if I cannot 

get out to do this? 

Please do not worry if you cannot get out to pay your rent in the normal way.  Please speak 

to a member of our sheltered housing team who will be able to discuss and agree 

alternatives with you. 
  

 Will communal areas still be cleaned as normal?  

Yes, cleaning services will continue to be provided in communal areas that are still open such 

as corridors and stairwells etc. with a special emphasis on “touch points” (e.g. handrails and 

door furniture.  Gardening services may be reduced as some of these staff may be used to 

cover other roles and window cleaners will not clean any internal communal windows at our 

schemes. 
  

 If there is a confirmed case of Coronavirus at my scheme, what will happen?  

We will follow all Government guidance and advice in relation to health and safety at your 

scheme to ensure that we do everything that we can to keep everyone safe. 
  

 Will emergency repairs still take place?  

Yes - we will continue to provide an emergency repairs service, if there is a situation that 

presents a serious risk to our residents such as no water supply or an electrical failure. We 

will also continue to service the Warden Call system, fire alarms, emergency lighting 

systems, lift and gas safety inspections where possible. 
 

 If my local Sheltered Services Coordinator (SSC) has to self-isolate or goes off sick, 

who will support us? 

We have reduced our on site service to support the Government’s advice and guidance and 

to keep everyone safe. We will endeavour to visit your scheme once a week to carry out 

essential health and safety checks. A member of our sheltered housing team will phone 

residents daily to make sure they are well and safe and to answer any queries you may have. 

We will keep you informed as far as is reasonably possible about any changes to this 

guidance.  If you have access to the Internet these will also be found at  

www.gov.uk/coronavirus   
  

 Will we still see our Sheltered Scheme Manager (SSM) on site during this time?  

All non-essential visits to our schemes have been cancelled. Your SSM will be working from 

home, supporting SSC’s and other local staff working remotely. 
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