
Annual Return 2022/2023

Provider Information to be published

The following information relates to information CIW held about this provider and its associated services on the 31st March
2023.

This section has been completed for you. There are no actions to complete. This information displayed will be included in the
published Annual Return.

Provider name: Celtic Community Services Ltd

The provider was registered on: 19/03/2019

The following lists the
provider conditions:

There are no imposed conditions associated to this provider

The regulated services
delivered by this provider
were:

Celtic Community Services Ltd

Service Type Domiciliary Support Service

Type of Care None

Approval Date 19/03/2019

Responsible Individual(s) Catherine Hanson

Manager(s) Catherine Hanson

Partnership Area Cwm Taf Morgannwg

Service Conditions There are no conditions associated to this service

Celtic Community Services Ltd

Service Type Domiciliary Support Service

Type of Care None

Approval Date 19/03/2019

Responsible Individual(s) Catherine Hanson

Manager(s) Joanne Young

Partnership Area Cardiff and Vale

Service Conditions There are no conditions associated to this service

Training and Workforce Planning

Describe the arrangements in place during the last financial year
for identifying, planning and meeting the training needs of staff
employed by the service provider

Staff training matrix is monitored regularly. We ensure staff are ob
served during their working / training so we are able to identify trai
ning needs. During relevant risk assessments training may be ide
ntified so this is added to the core training schedule. We also iden
tify training during staff performances, supervisions/ appraisals an
d feedback from questionnaires sent out to all the relevant parties
. experience, skills, behaviours and attitudes are monitored and tr
aining applied accordingly.

Describe the arrangements in place during the last financial year
for the recruitment and retention of staff employed by the service
provider

We try to motivate staff and encourage training. We also attempt t
o offer rotas around family life and school hours where and when 
we can. we try to work with our team to understand their motivatio
ns and what interests them. We increased the wage to the nation
al working wage and offer an open door policy so that staff feel th
ey can approach us at any time. we ensure that recruitment is fair
and as part of the interview we also offer feedback regarding their
answers and why we ask the questions.

Service Profile



Service Details

Name of Service Celtic Community Services Ltd

Telephone Number 01443225226

What is/are the main language(s) through which your service is
provided?

English Medium

Other languages used in the provision of the service welsh - when this is requested

Service Provision

People Supported

How many people in total did the service provide care and
support to during the last financial year?

20

Fees Charged

The minimum hourly rate payable during the last financial year? 24.50

The maximum hourly rate payable during the last financial year? 24.50

Complaints

What was the total number of formal complaints made during the
last financial year?

0

Number of active complaints outstanding 0

Number of complaints upheld 0

Number of complaints partially upheld 0

Number of complaints not upheld 0

What arrangements were made for consulting people who use the
service about the operation of the service during the last financial
year?

We actively engage with service users to discuss and involve the
m with their care treatment plans and risk assess concerns and w
ork with all agencies actively involved. We ensure that we send ou
t questionnaire's so that the individuals can if they wish complete i
n private in confidence and anonymously. As the Ri I also contact 
every service user during the relevant time frame to discuss over 
the phone via video link or visit in person so we can ensure we ar
e offering the correct level of support and that the person involve
d is involved and feels valued respected and that we are following
the treatment plan and if there any relevant changes and if this is 
working currently for them.

Communicating with people who use the service

Identify any non-verbal communication methods used in the provision of the service

Picture Exchange Communication System (PECS) No

Treatment and Education of Autistic and related Communication-
handicapped CHildren (TEACCH)

No

Makaton No

British Sign Language (BSL) No

Other No

Statement of Compliance



The Responsible Individual must prepare the statement of compliance.

CIW have published guidance on completing the quality of care review which provides advice on what could be contained
within the statement of compliance.

Set out your statement of compliance in respect to the four well-being areas below.

The extent to which people feel their voices are heard, they
have choice about their care and support, and opportunities
are made available to them.

The individuals that I spoke to were all complimentary and than
kful of the service being provided. Our clients are important so I
want to highlight if they had concerns, worries, liked the staff an
d felt appreciated and valued. I also discussed whether they felt
they were involved with their treatment plan and if they wanted 
any changes. I explored with the service users and staff how th
ey felt the service could improve or if there were expected or pl
anned changes to the provision of support or if they felt change
s were needed. I explored the housing and if they felt this was a
ppropriate and suitable to their general needs. All feedback wa
s positive and I did not come across any concerns or safeguard
ing issues with any staff or our lovely clients.

The extent to which people are happy and supported to
maintain their ongoing health, development and overall
wellbeing. For children, this will also include intellectual, social
and behavioural development.

Each person I discussed their support with felt valued and appr
eciative and some indicated they would no longer be here if it n
ot for our support. As part of my duties as an RI I wanted to gai
n an insight into what each client expected from their treatment 
plan and if this was being achieved and their targets met. Again
feedback was mostly positive as some clients were not able to e
xpress in the way others could due to their Mental health. I also 
explored the duties that staff undertake with the clients and if a
gain this was meeting their needs and that they were able to ch
ange this in a flexible manner that suited them, every client that
I asked said categorically yes they were happy and felt appreci
ated and valued and the days they indicated that they wanted s
hopping or outreach calls was done in a flexible manner and ch
anged to suit appointments or other needs.
Clients felt valued included and were happy with the support ou
tlined in their care support plan, the plan assisted them to enga
ge with health care professionals to support their medical / heal
th needs which supported their overall wellbeing. Without medic
ation some clients would neglect their health and this would be 
detrimental for their feelings thoughts and behaviours putting th
em at risk in the public domain and in their own homes should a
crisis occur we are at the end of the phone or they can call the 
crisis team. Without the intervention of staff calling each day or 
a few times per week clients are at risk of being targeted as the
y are vulnerable.

The extent to which people feel safe and protected from abuse
and neglect.

All of the clients and staff felt that we are doing our best to safe
guard clients that are receiving our support. it is imperative that
staff are trained and are knowledgeable to be able to report co
ncerns. Support the client so they feel protected and safe. We 
use a diary at the homes of the persons we care for so they ca
n also see their journey and appointments and outreach calls c
an be added so they feel involved and can make informed deci
sions about their care and treatment. We also work alongside o
ther health care professionals so that we can ensure people ar
e receiving the correct level of support in a safe environment fr
ee from abuse or suffer neglect. we tailor the support to meet t
he needs of the individual this may be extra training, attending 
groups - supporting people to attend health care appointments 
or receive support for any health care conditions.

The following section requires you to answer questions about the staff and volunteers working at the service.

Number of posts and staff turnover

The total number of full time equivalent posts at the service (as at
31 March)

7

https://www.careinspectorate.wales/190802-we-have-published-guidance-completing-quality-care-review


The following section requires you to answer questions about each staff type including information about the number of filled
and vacant posts, the training undertaken, the contractual arrangements in place and the qualifications of those staff.

The information entered should relate to the period during which the staff member has been working for the provider only.

Staff Type
Service Manager

Does your service structure include roles of this
type?

Yes

Important: All questions in this section relate specifically to this role type only. Unless otherwise
stated, the information added should be the position as of the 31st March of the last financial year.

Filled and vacant posts

No. of staff in post 2

No. of posts vacant 0

Training undertaken during the last financial year for this role type.

Set out the number of staff who undertook relevant training. The list of training categories
provided is only a sample of the training that may have been undertaken. Any training not listed
can be added to 'Please outline any additional training undertaken pertinent for this role which is
not outlined above'.

Induction 2

Health & Safety 2

Equality, Diversity & Human Rights 2

Manual Handling 2

Safeguarding 2

Dementia 2

Positive Behaviour Management 2

Food Hygiene 2

Please outline any additional training undertaken
pertinent to this role which is not outlined above.

We offer supervision training and encourage the in
dividual to complete risk assessments. All relevant 
courses to assist the staff to carry out their duties i
n a professional manner using the tools they have l
earnt whilst shadowing and by completing relevant t
raining internally and exterally.

Contractual Arrangements

No. of permanent staff 2

No. of Fixed term contracted staff 0

No. of volunteers 0

No. of Agency/Bank staff 0

No. of Non-guaranteed hours contract (zero hours)
staff

0

Outline below the number of permanent and fixed term contact staff by hours worked per week.

No. of full-time staff (35 hours or more per week) 2

No. of part-time staff (17-34 hours per week) 0

No. of part-time staff (16 hours or under per week) 0

Staff Qualifications

No. of staff who have the required qualification to
be registered with Social Care Wales as a Service
Manager

2



No. of staff working toward required/recommended
qualification to be registered with Social Care
Wales as a Service Manager

1

Deputy service manager

Does your service structure include roles of this
type?

No

Other supervisory staff

Does your service structure include roles of this
type?

Yes

Important: All questions in this section relate specifically to this role type only. Unless otherwise
stated, the information added should be the position as of the 31st March of the last financial year.

Filled and vacant posts

No. of staff in post 1

No. of posts vacant 0

Training undertaken during the last financial year for this role type.

Set out the number of staff who undertook relevant training. The list of training categories
provided is only a sample of the training that may have been undertaken. Any training not listed
can be added to 'Please outline any additional training undertaken pertinent for this role which is
not outlined above'.

Induction 1

Health & Safety 1

Equality, Diversity & Human Rights 1

Manual Handling 1

Safeguarding 1

Dementia 1

Positive Behaviour Management 1

Food Hygiene 1

Please outline any additional training undertaken
pertinent to this role which is not outlined above.

We will always during the providers assessment as
certain what training staff will require especially if th
e person we are offering support to has a condition
we are not familiar with. We must ensure we are abl
e to meet their needs prior to the support starting s
o we must ensure staff are knowledgeable, compet
ent and able to follow the care treatment plan. I can
not guarantee experience in a condition we are not 
familiar with but we will do our best to gain knowled
ge and support the individual to the best of our abili
ty. We will always re-evaluate should the condition 
worsen and seek guidance and support from the re
levant organisation such as a health care professio
nal. On occasions conditions arise which we have n
o control over therefor we have to be active in our 
approach and work closely with staff working in the 
field to ensure we are good communicators and dis
cuss how we can support our service users to meet
their targets and achieve their goals.

Contractual Arrangements

No. of permanent staff 1

No. of Fixed term contracted staff 0

No. of volunteers 0

No. of Agency/Bank staff 0

No. of Non-guaranteed hours contract (zero hours)
staff

0



Outline below the number of permanent and fixed term contact staff by hours worked per week.

No. of full-time staff (35 hours or more per week) 1

No. of part-time staff (17-34 hours per week) 0

No. of part-time staff (16 hours or under per week) 0

Staff Qualifications

No. of staff who have the required qualification to
be registered with Social Care Wales as a social
care worker

1

No. of staff working towards the
required/recommended qualification

0

Senior social care workers providing direct care

Does your service structure include roles of this
type?

No

Other social care workers providing direct care

Does your service structure include roles of this
type?

No

Other types of staff

Does your service structure include any additional
role types other than those already listed?

Yes

List the role title(s) and a brief description of the
role responsibilities.

Our staff follow a rota which is supplied each week. 
We are flexible to allow for appointments and activit
ies allowing the individual to plan their week. Our st
aff will support with medication, drinking programme
s, collection of medication and safe storage and ou
treach calls and support with appointments. Each d
ay / visit staff support with food prep, shopping, cle
aning, assisting the person to change or wash cloth
es. We will support the individual if they wanted to s
hower and have a member of staff there for safety.

Filled and vacant posts

No. of staff in post 7

No. of posts vacant 0

Training undertaken during the last financial year for this role type.

Set out the number of staff who undertook relevant training. The list of training categories
provided is only a sample of the training that may have been undertaken. Any training not listed
can be added to 'Please outline any additional training undertaken pertinent for this role which is
not outlined above'.

Induction 7

Health & Safety 6

Equality, Diversity & Human Rights 6

Manual Handling 4

Safeguarding 7

Dementia 5

Positive Behaviour Management 7

Food Hygiene 5



Please outline any additional training undertaken
pertinent to this role which is not outlined above.

As part of our providers assessment we will often b
e informed of a health condition so we will seek trai
ning so that we are able to offer the correct level of
support. Our list is not exhaustive and we will often 
offer training such as infection control, Hep C, GDP
R, medication training, substance misuse training, 
emergency first aid, mental capacity, suicide risk tr
aining, Risk assessments and health and safety.

Contractual Arrangements

No. of permanent staff 7

No. of Fixed term contracted staff 0

No. of volunteers 0

No. of Agency/Bank staff 0

No. of Non-guaranteed hours contract (zero hours)
staff

0

Outline below the number of permanent and fixed term contact staff by hours worked per week.

No. of full-time staff (35 hours or more per week) 0

No. of part-time staff (17-34 hours per week) 7

No. of part-time staff (16 hours or under per week) 0

Staff Qualifications

No. of staff who have the required qualification 3

No. of staff working toward required/recommended
qualification

4

Service Profile

Service Details

Name of Service Celtic Community Services Ltd

Telephone Number 01443225226

What is/are the main language(s) through which your service is
provided?

English Medium

Other languages used in the provision of the service If Welsh is requested we will provide the information in Welsh

Service Provision

People Supported

How many people in total did the service provide care and
support to during the last financial year?

19

Fees Charged

The minimum hourly rate payable during the last financial year? 24.50

The maximum hourly rate payable during the last financial year? 24.50



Complaints

What was the total number of formal complaints made during the
last financial year?

0

Number of active complaints outstanding 0

Number of complaints upheld 0

Number of complaints partially upheld 0

Number of complaints not upheld 0

What arrangements were made for consulting people who use the
service about the operation of the service during the last financial
year?

We actively engage with service users to discuss and involve the
m with their care treatment plans and risk assess concerns and w
ork with all agencies actively involved. We ensure that we send ou
t questionnaire's so that the individuals can if they wish complete i
n private in confidence and anonymously. As the Ri I also contact 
every service user during the relevant time frame to discuss over 
the phone via video link or visit in person so we can ensure we ar
e offering the correct level of support and that the person involve
d is involved and feels valued respected and that we are following
the treatment plan and if there any relevant changes and if this is 
working currently for them.

Communicating with people who use the service

Identify any non-verbal communication methods used in the provision of the service

Picture Exchange Communication System (PECS) No

Treatment and Education of Autistic and related Communication-
handicapped CHildren (TEACCH)

No

Makaton No

British Sign Language (BSL) No

Other No

Statement of Compliance

The Responsible Individual must prepare the statement of compliance.

CIW have published guidance on completing the quality of care review which provides advice on what could be contained
within the statement of compliance.

Set out your statement of compliance in respect to the four well-being areas below.

The extent to which people feel their voices are heard, they
have choice about their care and support, and opportunities
are made available to them.

The service is flexible and this helps individuals to arrange app
ointments and other activities or interests. All staff liaise daily wi
th clients who will ask for support to attend appointments or a pl
ace of interest this is then sent to the office and they will add thi
s to the appointments and we will then make sure this is added 
to the rota for that day. Staff will then offer the correct level of s
upport required. All clients fed back that this is helpful. social w
orkers also commented how this helps them and the client to be
focused and supported a time of unease. the services users ar
e involved with their treatment care plan and feel they have a v
oice and to discuss when they would like a visit the suitable tim
es for the support and what they want to achieve. this is regular
ly reviewed and we will alter or amend the care plan to fit in with
the expectations of the client and to meet the care treatment pl
an. Clients felt valued and appreciated and feedback was positi
ve and rewarding.

https://www.careinspectorate.wales/190802-we-have-published-guidance-completing-quality-care-review


The extent to which people are happy and supported to
maintain their ongoing health, development and overall
wellbeing. For children, this will also include intellectual, social
and behavioural development.

when peoples health has suffered and our support is required s
upport will often involve hospital appointments and other visits 
with other health care professionals. We want to make a differe
nce and feedback involved clients stating that if they had no vis
it or were able to interact socially this would impact on their men
tal health- as a result of social interaction they felt empowered 
and were able to improve their health by walking and to socialis
e and meet other people in safety with staff they like and appre
ciate. Initially Some clients felt they were unable to go out with s
taff and other health care professionals as they felt intimidated 
and at risk so it was rewarding to receive feedback from a num
ber of individuals that they enjoyed seeing the staff who helped
them to stay safe and helped with shopping and meal planning 
and to help them collect medication and safe storage and they f
elt good about eating out again they felt safe and happy.

The extent to which people feel safe and protected from abuse
and neglect.

A number of our service users who are deemed to be vulnerabl
e and felt intimidated and lacking in confidence, so it was rewar
ding to discuss with clients that they felt safe, and they knew wh
en staff were calling so they would not answer the door to other
callers. The clients were happy that we also risk assess their ho
mes to ensure they have all the aids available to them such as 
shower stools and alarms. Staff also kept an eye on bills and e
ncourage the clients to manage their money this helps them to 
budget and make sure they are not neglected in any way from 
debt or the electric /gas being turned off or running out. Clients
also appreciated that they were helped with appointments so thi
s level of support was important. 
Clients felt valued included and were happy with the support ou
tlined in their care support plan, the plan assisted them to enga
ge with health care professionals to support their medical / heal
th needs which supported their overall wellbeing. Without medic
ation some clients would neglect their health and this would be 
detrimental for their feelings thoughts and behaviours putting th
em at risk in the public domain and in their own homes should a
crisis occur we are at the end of the phone or they can call the 
crisis team. Without the intervention of staff calling each day or 
a few times per week clients are at risk of being targeted as the
y are vulnerable. Measures are in place to report concerns and
to whom in a timely manner so that we can work with other healt
h care professionals to protect and safeguard our client from a
buse and neglect. Training is a key feature so that staff are aw
are of risks and concerns and also by having a good working re
lationship with the clients they feel they can tell us of their conc
erns or worries, as well as regular visits and being observant.

The following section requires you to answer questions about the staff and volunteers working at the service.

Number of posts and staff turnover

The total number of full time equivalent posts at the service (as at
31 March)

9

The following section requires you to answer questions about each staff type including information about the number of filled
and vacant posts, the training undertaken, the contractual arrangements in place and the qualifications of those staff.

The information entered should relate to the period during which the staff member has been working for the provider only.

Staff Type
Service Manager

Does your service structure include roles of this
type?

No

Deputy service manager



Does your service structure include roles of this
type?

No

Other supervisory staff

Does your service structure include roles of this
type?

Yes

Important: All questions in this section relate specifically to this role type only. Unless otherwise
stated, the information added should be the position as of the 31st March of the last financial year.

Filled and vacant posts

No. of staff in post 0

No. of posts vacant 0

Training undertaken during the last financial year for this role type.

Set out the number of staff who undertook relevant training. The list of training categories
provided is only a sample of the training that may have been undertaken. Any training not listed
can be added to 'Please outline any additional training undertaken pertinent for this role which is
not outlined above'.

Induction 1

Health & Safety 1

Equality, Diversity & Human Rights 1

Manual Handling 1

Safeguarding 1

Dementia 1

Positive Behaviour Management 0

Food Hygiene 1

Please outline any additional training undertaken
pertinent to this role which is not outlined above.

We always risk assess at the start of the providers 
assessment and if there is a condition we are not e
xperienced with or have received the relevant traini
ng in we will always ensure we seek training guidan
ce and staff will then receive the appropriate trainin
g to offer the correct level of professional support t
o assist the person to reach and achieve their aims
and objections and goals.

Contractual Arrangements

No. of permanent staff 0

No. of Fixed term contracted staff 0

No. of volunteers 0

No. of Agency/Bank staff 0

No. of Non-guaranteed hours contract (zero hours)
staff

0

Staff Qualifications

No. of staff who have the required qualification to
be registered with Social Care Wales as a social
care worker

1

No. of staff working towards the
required/recommended qualification

0

Senior social care workers providing direct care

Does your service structure include roles of this
type?

No

Other social care workers providing direct care



Does your service structure include roles of this
type?

No

Other types of staff

Does your service structure include any additional
role types other than those already listed?

Yes

List the role title(s) and a brief description of the
role responsibilities.

Staff follow a weekly rota which assists them to visit 
on the times specified as pre-agreed during the pro
viders assessment. We ask staff to assist with wash
ing cleaning, food preparation, medication support 
this can be collection prompting or ordering. Staff w
ill assist clients if they are on a specific programme 
. We assist with shopping and if the person needs 
assistance with personal care we are there for safe
ty. staff have a duty of care at each home to ensur
e we assess risks and report concerns.

Filled and vacant posts

No. of staff in post 9

No. of posts vacant 0

Training undertaken during the last financial year for this role type.

Set out the number of staff who undertook relevant training. The list of training categories
provided is only a sample of the training that may have been undertaken. Any training not listed
can be added to 'Please outline any additional training undertaken pertinent for this role which is
not outlined above'.

Induction 7

Health & Safety 8

Equality, Diversity & Human Rights 9

Manual Handling 7

Safeguarding 9

Dementia 4

Positive Behaviour Management 8

Food Hygiene 8

Please outline any additional training undertaken
pertinent to this role which is not outlined above.

As part of our providers assessment we will often b
e informed of a health condition so we will seek trai
ning so that we are able to offer the correct level of
support. Our list is not exhaustive and we will often 
offer training such as infection control, Hep C, GDP
R, medication training, substance misuse training, 
emergency first aid, mental capacity, suicide risk tr
aining, Risk assessments and health and safety.

Contractual Arrangements

No. of permanent staff 9

No. of Fixed term contracted staff 0

No. of volunteers 0

No. of Agency/Bank staff 0

No. of Non-guaranteed hours contract (zero hours)
staff

0

Outline below the number of permanent and fixed term contact staff by hours worked per week.

No. of full-time staff (35 hours or more per week) 0

No. of part-time staff (17-34 hours per week) 9

No. of part-time staff (16 hours or under per week) 0

Staff Qualifications



No. of staff who have the required qualification 3

No. of staff working toward required/recommended
qualification

6


