
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: DImensions Cymru Limited

The provider was registered on: 31/07/2020

The following lists the
provider conditions:

There are no imposed conditions associated to this provider



The regulated services
delivered by this provider
were:

Dimensions Cymru- Swansea Bay

Service Type Domiciliary Support Service

Type of Care None

Approval Date 31/07/2020

Responsible Individual(s) Wayne Kennedy

Manager(s) Linda Coates

Partnership Area West Glamorgan

Service Conditions There are no conditions associated to this service

Dimensions Cymru- Bridgend

Service Type Domiciliary Support Service

Type of Care None

Approval Date 31/07/2020

Responsible Individual(s) Wayne Kennedy

Manager(s) Linda Coates

Partnership Area Cwm Taf Morgannwg

Service Conditions There are no conditions associated to this service

Dimensions Cymru- Cardiff and Vale

Service Type Domiciliary Support Service

Type of Care None

Approval Date 31/07/2020

Responsible Individual(s) Wayne Kennedy

Manager(s) Michelle Debbabi

Partnership Area Cardiff and Vale

Service Conditions There are no conditions associated to this service

Dimensions Cymru- Blaenau Gwent

Service Type Domiciliary Support Service

Type of Care None

Approval Date 31/07/2020

Responsible Individual(s) Wayne Kennedy

Manager(s) Michelle Debbabi

Partnership Area Gwent

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

All colleagues complete AWIF-compliant induction training. Additio
nal person-specific induction and ongoing training equips colleag
ues to provide safe and effective support tailored to the specific in
dividuals that they support. Our performance management syste
m which is based on our values and is evidence based helps iden
tify and meet learning needs. Our Learning and Development ser
vice provides colleagues with a range of resources, programs and
coaching to develop within and beyond their role.

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

Our recruitment process is fully compliant with Welsh and UK regu
latory and best practice requirements. We advertise widely, invest
in person-centred adverts- designed to give a good understandin
g of the opportunity. People we support and family members are i
ncluded in the recruitment and selection process.
To retain people we provide RLW (as a minimum) and benefits ra
nging from pay-day advance to an Employee Advice Line. We eq
uip our managers and leaders to support and develop our colleag
ues.



Service Profile

Service Details

Name of Service Dimensions Cymru- Blaenau Gwent

Telephone Number 03003039030

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

English Medium

Other languages used in the provision of the service

Service Provision

People Supported

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

5

Fees Charged

The minimum hourly rate payable during the last financial year? 20.29

The maximum hourly rate payable during the last financial year? 20.29

Complaints

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

1

Number of active complaints outstanding 0

Number of complaints upheld 0

Number of complaints partially upheld 1

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?

Consultation meetings and forums included Everybody Counts Me
etings, Working Together for Change and our annual listening ev
ent. 
The Responsible Individual, Registered Manager and members of
the Senior Management Team visited people in their home.
Our model of support also consults people using person-centred t
hinking tools during support plan reviews, positive behaviour supp
ort planning, outcomes reviews. The service also used an active s
upport engagement tool to gauge people’s interests and preferen
ces. 
Although we aimed to be inclusive and person-centred, some of t
he people supported by the service may not have preference for 
being consulted in groups, virtually or at locations which they nee
d to travel to. This means that the 121, home-based, face-2-face, 
inclusive communication approaches, and approaches that includ
e people’s broader circles of support may have been more import
ant for people supported by the services.

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) Yes



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

No

Makaton Yes

British Sign Language (BSL) No

Other Yes

List 'Other' forms of non-verbal communication used Individual communication plans can include e.g. photos, objects, s
cripts, prompts, signage, touch etc we use a total communication 
approach for each person,

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.

Regular Everybody Counts Meetings- are attended by the Res
ponsible Individual, Registered Manager and support colleague
s. They are for people we support to have their say. Attendees 
say it is a good way of being involved with Dimensions Cymru. 
People in Blaenau Gwent sometimes attend and they enjoy the 
social, fun aspects of the meeting. However, a busy, group situ
ation is not always to everybody’s liking and we need to continu
e to develop alternative ways of engaging people.
Annual Listening Forums are attended by the RI and Trustees. 
They are for Managers, Support Workers, families and people 
we support to have their say. They are currently held virtually t
o secure greater, more diverse representation. This works well 
for the Blaenau Gwent families that are further away and not ab
le to travel, this sometimes facilitated supported by Dimensions 
providing technological support. Attendees said they value the 
opportunity to have their voices heard, especially by senior Dim
ensions leaders. 
Responsible Individual (RI) and Senior Manager visits. The Bla
enau Gwent service is provided in one house which the RI visits
a number of times a quarter. This provides opportunity for seni
or managers and the RI to observe support and for people to h
ave their say, this is especially important for the people we sup
port here who do not like speaking in groups.
Our Family Forums are hosted by the RI and the Registered M
anager of the Blaenau Gwent service and are an opportunity to
hear families' voices heard regarding their loved-ones' support.
Attendees say they are a useful way to have their opinions hea
rd and questions answered. Families in Blaenau Gwent often pr
efer to communicate with us in person, and not in a group and 
not virtually.
Family Survey- We sent families a survey so those who don’t at
tend the forum had a chance to be heard. Feedback largely ma
tched the forum feedback. We intend to send the survey more f
requently, to reflect the family forum dates.
Our Family Consultants have lived experience of having a close
family member with a learning disability or autism. They work wit
h families to listen and support them in their relationship with Di
mensions their loved one. Family Consultants also operate our 
Family Helpline.

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.

Some people we support in Blaenau Gwent don’t use words to t
ell us in detail about how they feel about their health and wellbe
ing. However, people’s engagement with, and engagement with 
a range of social and wellbeing opportunities was maintained th
rough the pandemic; and has increased since. Examples range
from attending Dimensions events, local walks to trips-away. Th
e team have supported a number in Blaenau Gwent to manage 
their physical health and wellbeing in partnership with their famil
ies and other professionals. 
Families said they were pleased with how Dimensions had kept 
people safe and in touch with their families during the pandemic
. Families have shared positive feedback about the care and su
pport that their loved ones received to manage health condition
s and to enjoy a good quality of life. Commissioners have likewi
se fed back that they are pleased with the way that Dimensions 
has supported people in Blaenau Gwent to continue developing
their wellbeing and quality of life since becoming the provider. 
The RI was able to observe during visits that the gentlemen are
freely moving about their home and making day to day choices 
as much as is possible for each person. The RI has also observ
ed that people seemed relaxed in their home and to be getting 
on well with each other and their support team. They were cons
istently smartly dressed and neatly groomed, the team worked 
well to support people’s personal dignity and privacy. There wa
s plenty of evidence in each visit that people had been support
ed to make their home their own in the form of pictures, orname
nts, mementoes, comfortable and individual furnishings and per
sonal entertainment like DVDs and music players. The RI is was
also able to view social media and daily records to verify that p
eople lead fulfilling and interesting lives. 
The team and manager are aware of the lifestyle factors which 
are relevant to people's health and wellbeing such as diet, activ
ity, access to health services and emotional wellbeing and has t
ried to focus on these during the period. Part of this focus has 
been a mindfulness of the balance between health decisions, p
eople’s right to make informed-but-unhealthy decisions and dec
ision-making frameworks for people who need support to make 
decisions.

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

The Dimensions UK Safeguarding Policy and Procedure compli
es with Welsh Legislation and Regulation. Our Responsible Indi
vidual is our Designated Safeguarding Officer. All colleagues c
omplete training about keeping people safe from abuse and ne
glect (and about our values).Our recruitment and other employ
ment policies are compliant with the law and with the requireme
nts of Care Inspectorate Wales and Social Care Wales.
Our culture and values are important ways of preventing abuse
and neglect. Dimensions operates in a way that is open, accou
ntable and visible. We work to make sure that the people we su
pport have circles of support that are broader than people work
ing at Dimensions, we encourage the active involvement of fami
ly, friends and other people in the lives and houses of the peop
le we support (with their consent). We make sure that our Local
ity Managers, Registered Manager and Responsible Individual 
visit people at home, see support and have conversations to m
ake sure that people are getting the support that they want and
that they feel safe.
We also make sure that people we support, family members, co
lleagues and others have opportunities to talk to us about how 
safe people feel and how well-protected people are from abuse
and neglect. These opportunities include Everybody Counts Me
etings, Family Forum, Colleague forum and our listening event. 
We also operate an anonymous whistle-blowing line.
We co-produced a good practice guide with one commissioner t
o effectively support people who might be at risk of harm or red
uced wellbeing from people they live with. We meet regularly wit
h our Family Consultant, Clinical Director and Behaviour Suppo
rt Manager to review incompatibility risks and behaviours of dist
ress.
Any safeguarding concerns are recorded and managed using o
ur RADAR system. All safeguarding alerts are overseen by the 
Cymru Senior Management team (including the Responsible In
dividual and Registered Manager), our Group Executive Team, 
an independently-chaired safeguarding panel, a multi-disciplina
ry Continuous Improvement Group, the Dimensions Cymru Boa
rd. 
Our Accidents and Incidents are also recorded and managed vi
a our RADAR system and are overseen by relevant managers 
and senior managers. In addition serious incidents are oversee
n by our Health and Safety Coordinator. Accident and Incident t
rend in formation is reviewed by Cymru Senior Management Te
am and board and by our multi-disciplinary Continuous Improve
ment Group.



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)

16.54

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 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 0

Dementia 1

Positive Behaviour Management 1

Food Hygiene 1

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

Various including complacency, autism, medication 
management, risk assessment, fire-safety for mana
gers, CPR, Stopping the Over Medication of People
with a learning disability, Data Handling, Record Ke
eping, lone Working, Hoist, food safety, risk assess
ment, moving and handling, isolation care, Level 5 
Diploma in Leadership for social care, Buccal Midaz
olam, Dysphagia Awareness, Mental Health Awaren
ess, Legionella PBMABMU accrdited trainer in posit
ive behaviour support

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 Service
Manager

1

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

0

Deputy 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 0

No. of posts vacant 1

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 0

Health & Safety 0

Equality, Diversity & Human Rights 0

Manual Handling 0

Safeguarding 0

Dementia 0

Positive Behaviour Management 0

Food Hygiene 0

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

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 Service
Manager

0

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

0

Other supervisory staff

Does your service structure include roles of this
type?

No

Senior social care workers providing direct care

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 0

Health & Safety 0

Equality, Diversity & Human Rights 0

Manual Handling 0

Safeguarding 0

Dementia 0

Positive Behaviour Management 0

Food Hygiene 0

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

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

0

No. of staff working towards the
required/recommended qualification

0

Other social care workers providing direct care

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 24

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 24

Health & Safety 24

Equality, Diversity & Human Rights 24

Manual Handling 24

Safeguarding 24

Dementia 0

Positive Behaviour Management 24

Food Hygiene 24

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

Various including complacency, autism, medication 
management, risk assessment, fire-safety for mana
gers, CPR, Stopping the Over Medication of People
with a learning disability, Data Handling, Record Ke
eping, lone Working, Hoist, food safety, risk assess
ment, moving and handling, isolation care, Level 5 
Diploma in Leadership for social care, Buccal Midaz
olam, Dysphagia Awareness, Mental Health Awaren
ess, Legionella PBMABMU positive behaviour supp
ort

Contractual Arrangements

No. of permanent staff 24

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

2

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) 13

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

No. of part-time staff (16 hours or under per week) 4



Staff Qualifications

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

8

No. of staff working towards the
required/recommended qualification

3

Other types of staff

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

No

Service Profile

Service Details

Name of Service Dimensions Cymru- Bridgend

Telephone Number 03003039030

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

English Medium

Other languages used in the provision of the service

Service Provision

People Supported

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

22

Fees Charged

The minimum hourly rate payable during the last financial year? 17.93

The maximum hourly rate payable during the last financial year? 18.42

Complaints

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

1

Number of active complaints outstanding 0

Number of complaints upheld 0

Number of complaints partially upheld 1

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?

Consultation meetings and forums included Everybody Counts Me
etings, Working Together for Change and our annual listening ev
ent. 
The Responsible Individual, Registered Manager and members of
the Senior Management Team visited people in their homes.
Our model of support also consults people using person-centred t
hinking tools during support plan reviews, positive behaviour supp
ort planning, outcomes reviews. The service also used an active s
upport engagement tool to gauge people’s interests and preferen
ces. 
Although we aimed to be inclusive and person-centred, some of t
he people supported by the service may not have preference for 
being consulted in groups or virtually or at locations which they ne
ed to travel to. This means that the 121, home-based, face-2-face
, inclusive communication approaches, and approaches that inclu
de people’s broader circles of support may have been more impor
tant for people supported by the services. We should also hold ad
ditional meetings in Bridgend.

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) Yes

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

No

Makaton Yes

British Sign Language (BSL) No

Other Yes

List 'Other' forms of non-verbal communication used Sign language (not BSL) communication plans can include e.g. ph
otos, objects, scripts, prompts, signage, touch etc. Many of the pe
ople we support use their own signs, or versions of e.g. makaton.

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.

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


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.

Regular Everybody Counts Meetings- are for people supported
by Dimensions to have their say. Some people from Bridgend a
ttend and say they value the social, fun aspects of the meeting 
as well as giving their views and opinions. Meetings are tailored
to the attendees and their communication requirements. The R
esponsible Individual, Registered Manager and support colleag
ues attend. People control how the meeting runs, e.g- by choos
ing to meet in person not virtually, and deciding what we do and
discuss. Attendees say it is a good way of being involved with D
imensions Cymru. 
Annual Listening Forums with the Executive, RI and Trustees; f
or managers, support workers, families and people we support t
o have their say. Currently held virtually to secure greater, mor
e diverse representation. However, some attendees prefer in-p
erson meetings. Attendees say they value the opportunity to ha
ve their voices heard by senior Dimensions leaders. 
Responsible Individual (RI) and Senior Manager visits. The RI vi
sits the Bridgend service at least every three months. This mea
ns visiting a selection of people’s homes in Bridgend in that peri
od. These provide opportunity for people we support and collea
gues to have their say. Colleagues and people we support say 
they find the visits accessible and useful. Dimensions Cymru Se
nior Managers also carry out similar visits.
Family Forums, hosted by the RI and the Registered Manager 
of the Bridgend service and are an opportunity to hear family’ v
oices about their loved-ones’ support. Attendees say they are a
useful way to have their opinions heard and questions answere
d. 
Family Survey- We sent families a survey so those who don’t at
tend the forum had a chance to be heard. Feedback largely ma
tched the forum feedback. We intend to send the survey more f
requently, to reflect the family forum dates.
Our Family Consultants have lived experience of having a close
family member with a learning disability or autism. They work wit
h families to listen and support them in their relationship with Di
mensions their loved one. Family Consultants also operate our 
Family Helpline.
Some of the people we support in Bridgend really like our curre
nt engagement opportunities. But, we need to make sure that w
e develop further opportunities for people in Bridgend who woul
d rather not travel to far, meet in groups or attend virtually.



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.

People we support said that their happiness, healthiness and w
ellbeing had not really changed since Dimensions started provi
ding support. People said that they know the things that they ca
n do to have a healthy lifestyle and that they know the importan
ce of doing things like eating a balanced diet, avoiding unhealt
hy foods and getting exercise. Social media (closed group) sho
wed some of the people we support in Bridgend enjoying a vari
ed and active lifestyle. Our daily records of support often, but n
ot always reflected this.
Colleagues told us that in many ways that life has got back to ‘n
ormal’ for many of the people we support in Bridgend. However,
in some houses, colleagues noted that people we support have
n’t returned to the level or diversity of activity that they had prio
r to pandemic restrictions. Examples of this have included redu
ced mobility, reduced motivation to go out and do things and in 
some instances people feeling anxious or avoidant about taking
up activities that they used to seem to enjoy.
A small number of the people we support have experienced tem
porary financial disruption as a result of support transferring fro
m one provider to another. This may have had an impact on pe
ople’s access to social and recreational activities so the provide
r took appropriate steps to ensure access to funds in the interi
m.
The RI observed that people we support in Bridgend were relax
ed and comfortable with their support teams and that people we
re groomed and dressed in ways that expressed their individual
ity and promoted their dignity. Restrictive practice audits were i
n place and people were observed exercising appropriate choic
es. When people had Positive Behaviour Support plans, comm
unication plans or similar; colleagues were found to understand
and implement these. Physical evidence was seen during RI visi
ts of hobbies, activities and of people individualising their home
s. Evidence included sports equipment, pets, posters and phot
os, furnishing and books and DVDs.
The colleagues and managers understood the lifestyle factors 
which are relevant to people’s health and wellbeing such as die
t, activity, access to health services and emotional wellbeing an
d have tried to focus on these. People have not always chosen 
to make healthy decisions, even with advice and encourageme
nt (which is their right).
People usually said that they like being supported by Dimensio
ns, they like their support workers and their house and that thei
r managers are doing a good job.



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

Our Safeguarding Policy and Procedure complies with Welsh L
egislation and Regulation. Our Responsible Individual is our De
signated Safeguarding Officer. All colleagues complete training 
about keeping people safe from abuse and neglect (and about 
our values).Our recruitment and other employment policies com
ply with the law and with Care Inspectorate Wales and Social C
are Wales requirements.
Our culture and values are important ways of preventing abuse
and neglect. We operate in a way that is open, accountable an
d visible. We work to make sure that the people we support hav
e circles of support that are broader than people working at Di
mensions, we encourage the active involvement of family, frien
ds and other people in the lives and houses of the people we s
upport (with their consent). We make sure that our Locality Man
agers, Registered Manager and Responsible Individual visit pe
ople at home, see support and have conversations to make sur
e that people are getting the support that they want and that th
ey feel safe.
We also make sure that people we support, family members, co
lleagues and others have opportunities to talk to us about how 
safe people feel and how well-protected people are from abuse
and neglect. These opportunities include Everybody Counts Me
etings, Family Forum, Colleague forum and our listening event. 
We also operate an anonymous whistle-blowing line.
Any safeguarding concerns are recorded and managed using o
ur RADAR system. All safeguarding alerts are overseen by the 
Cymru Senior Management team (including the Responsible In
dividual and Registered Manager), our Group Executive Team, 
an independently-chaired safeguarding panel, a multi-disciplina
ry Continuous Improvement Group, the Dimensions Cymru Boa
rd.
Our Accidents and Incidents are also recorded and managed vi
a our RADAR system and are overseen by relevant managers 
and senior managers. In addition serious incidents are oversee
n by our Health and Safety Coordinator. Accident and Incident t
rend in formation is reviewed by Cymru Senior Management Te
am and board and by our multi-disciplinary Continuous Improve
ment Group.
There was evidence to confirm effective processes and proced
ures in operation for identifying, reporting, monitoring and man
aging relevant issues/alerts. People said that they liked their m
anager and support workers and who to tell if they needed help
. Other people we observed to be interacting in a confident and
relaxed manner with their support teams.

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)

46.96

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 3

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 0

Health & Safety 0

Equality, Diversity & Human Rights 1

Manual Handling 1

Safeguarding 0

Dementia 0

Positive Behaviour Management 1

Food Hygiene 1

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

Various including complacency, autism, medication 
management, risk assessment, fire-safety for mana
gers, CPR, Stopping the Over Medication of People
with a learning disability, Data Handling, Record Ke
eping, lone Working, Hoist, food safety, risk assess
ment, moving and handling, isolation care, Level 5 
Diploma in Leadership for social care, Buccal Midaz
olam, Dysphagia Awareness, Mental Health Awaren
ess, Legionella. PBS Training.

Contractual Arrangements

No. of permanent staff 3

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) 3

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

3

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

0

Deputy 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 4

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 4

Health & Safety 4

Equality, Diversity & Human Rights 4

Manual Handling 3

Safeguarding 1

Dementia 1

Positive Behaviour Management 4

Food Hygiene 4

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

Various to include STOMP, conducting investigatio
ns, medication, autism awareness, PBS Wales, per
son-centred thinking tools, support planning, driver
safety, data management, risk assessment, CV19 
Management, dyshpagia awareness, learning disab
ility and autism, L3 HSC, record keeping, mental ca
pacity act and DOLS, hoist management, PEG man
agement etc.

Contractual Arrangements

No. of permanent staff 4

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) 4

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

4

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

0

Other supervisory staff

Does your service structure include roles of this
type?

No

Senior social care workers providing direct care

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 0

Dementia 1

Positive Behaviour Management 0

Food Hygiene 1

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

Various to include STOMP, conducting investigatio
ns, medication, autism awareness, PBS Wales, per
son-centred thinking tools, support planning, driver
safety, data management, risk assessment, CV19 
Management, dyshpagia awareness, learning disab
ility and autism, L3 HSC, record keeping, mental ca
pacity act and DOLS, hoist management, PEG man
agement etc.

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

0

No. of staff working towards the
required/recommended qualification

0

Other social care workers providing direct care

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 51

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 43

Health & Safety 35

Equality, Diversity & Human Rights 35

Manual Handling 31

Safeguarding 27

Dementia 17

Positive Behaviour Management 20

Food Hygiene 14

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

various including complacency training, PBS, data-
handling and safety, fire safety, first aid, dysphagia
, STOMP, infection control, cv19legionella, lone wor
king, MCA and DoLS, deaf awareness, record keep
ing, learning disabilities and autism, dementia awar
eness

Contractual Arrangements

No. of permanent staff 51

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

2

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) 27

No. of part-time staff (17-34 hours per week) 13

No. of part-time staff (16 hours or under per week) 11

Staff Qualifications

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

17

No. of staff working towards the
required/recommended qualification

5

Other types of staff

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

No



Service Profile

Service Details

Name of Service Dimensions Cymru- Cardiff and Vale

Telephone Number 03003039030

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

English Medium

Other languages used in the provision of the service

Service Provision

People Supported

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

80

Fees Charged

The minimum hourly rate payable during the last financial year? 8.00

The maximum hourly rate payable during the last financial year? 23.00

Complaints

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

3

Number of active complaints outstanding 0

Number of complaints upheld 1

Number of complaints partially upheld 2

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?

Consultation meetings and forums included Everybody Counts Me
etings, Working Together for Change and our annual listening ev
ent. 
The Responsible Individual, Registered Manager and members of
the Senior Management Team visited people in their homes.
Our model of support also consults people using person-centred t
hinking tools during support plan reviews, positive behaviour supp
ort planning, outcomes reviews. The service also used an active s
upport engagement tool to gauge people’s interests and preferen
ces. 
Although we aimed to be inclusive and person-centred, some of t
he people supported by the service may not have preference for 
being consulted in groups or virtually or at locations which they ne
ed to travel to. This means that the 121, home-based, face-2-face
, inclusive communication approaches, and approaches that inclu
de people’s broader circles of support may have been more impor
tant for people supported by the services. We should also hold ad
ditional meetings in Bridgend.

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) Yes

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

Yes



Makaton Yes

British Sign Language (BSL) No

Other Yes

List 'Other' forms of non-verbal communication used Individual communication plans can include e.g. photos, objects, s
cripts, prompts, signage, touch etc. Many of the people we suppor
t use their own signs, or versions of e.g. makaton.

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.

Summary opportunities for people to have their say about Dime
nsion’s care and support:
Regular Everybody Counts Meetings- are for people supported
by Dimensions to have their say. People said they value the so
cial, fun aspects of the meeting as well as giving their views and
opinions. Meetings are tailored to the attendees and their com
munication requirements. The Responsible Individual, Register
ed Manager and support colleagues attend. People have contr
ol of how the meeting runs, e.g- by choosing to meet in person 
not virtually, and deciding what we do and discuss. Attendees s
ay it is a good way of being involved with Dimensions Cymru. H
owever, we are creating additional opportunities for people who
don’t like groups. People asked us to try not to rearrange the m
eetings if possible (as had happened during year due to absen
ce).
Annual Listening Forums are attended by the RI and Trustees. 
They are for managers, support workers, families and people w
e support to have their say. They are currently held virtually to 
secure greater, more diverse representation. However, some at
tendees would prefer in-person meetings. Attendees say they v
alue the opportunity to have their voices heard, especially by s
enior Dimensions leaders.
Responsible Individual (RI) and Senior Manager visits. The RI vi
sits the Cardiff service at least very three months. This means v
isiting a selection of people’s homes in Cardiff during that perio
d. This provides opportunity for people we support and colleag
ues to have their voices heard. Colleagues and people we sup
port say they find the visits accessible and useful. Dimensions 
Cymru Senior Managers also carry out similar visits.
Our Family Forums are hosted by the RI and the Registered M
anager of the Cardiff service and are an opportunity to hear fa
milies voices heard regarding their loved-ones support. Attende
es say they are a useful way to have their opinions heard and q
uestions answered. People say they prefer meeting in-person a
gain. There is a limitation to the Family Forum in terms of how 
many family members regularly attend. 
Family Survey- We sent families a survey so those who don’t at
tend the forum had a chance to be heard. Feedback largely ma
tched the forum feedback. We intend to send the survey more f
requently, to reflect the family forum dates.
Our Family Consultants have lived experience of having a close
family member with a learning disability or autism. They directly 
support families and operate our family helpline

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.

People we support in Cardiff said things related to health and w
ellbeing had improved. People are happy about seeing friends 
and family more. They are pleased that Dimensions is able to a
rrange more face-to-face opportunities. Earlier in the year, peo
ple said they wanted to return to things like holidays and sociali
sing, by the end of the year they said that these things are mor
e or less as they were before the pandemic.
Families said they were pleased with how Dimensions had kept 
people safe around the pandemic. They also told us that they t
hink that things have improved in terms of opportunities for soci
alising and wellbeing; to a point of near normality. Earlier in the 
year, families told us that they were concerned that it was takin
g longer for people with learning disabilities and or autism to ge
t the full benefit of restrictions being removed. Families now rep
ort that this aspect of our support and people’s lives is more or 
less back to normal.
Cardiff colleague feedback for a large part of the year was that 
restrictions, sickness absence and difficulties recruiting and ret
aining people had sometimes made it difficult to provide as man
y opportunities as we would normally for supporting health and 
wellbeing. As the year progressed, colleagues confirmed that in
most places in Cardiff staffing has been less stretched. Most re
cently, feedback at the Colleague Forum and during RI visits ha
s been that opportunities for socialising and developing wellbei
ng are better than they were pre-pandemic in some places.
Feedback from our commissioners has been that Dimensions is
good at supporting people to be active, connected and to enha
nce their wellbeing. This has been particularly noted in relation 
to our transitional support, positive behaviour support and how 
we have supported some people very well who have complex h
ealth needs as well as learning disabilities and or/autism.
Our latest CIW Cardiff inspection examined assessment and pla
nning relating to health conditions and were satisfied with what 
was observed.
Over the year we organised wellbeing activities such as sailing, 
trips and surfing that were well-attended by people in Cardiff. P
eople told us that they would like us to organise similar opportu
nities again this year. A number of people we support in Cardiff 
told us that they would like us to do more to support them to gai
n paid and voluntary opportunities.



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

The Dimensions UK Safeguarding Policy and Procedure compli
es with Welsh Legislation and Regulation. Our Responsible Indi
vidual is our Designated Safeguarding Officer. All colleagues c
omplete training about keeping people safe from abuse and ne
glect (and about our values).Our recruitment and other employ
ment policies are compliant with the law and with the requireme
nts of Care Inspectorate Wales and Social Care Wales.
Our culture and values are important ways of preventing abuse
and neglect. Dimensions operates in a way that is open, accou
ntable and visible. We work to make sure that the people we su
pport have circles of support that are broader than people work
ing at Dimensions, we encourage the active involvement of fami
ly, friends and other people in the lives and houses of the peop
le we support (with their consent). We make sure that our Local
ity Managers, Registered Manager and Responsible Individual 
visit people at home, see support and have conversations to m
ake sure that people are getting the support that they want and
that they feel safe.
We also make sure that people we support, family members, co
lleagues and others have opportunities to talk to us about how 
safe people feel and how well-protected people are from abuse
and neglect. These opportunities include Everybody Counts Me
etings, Family Forum, Colleague forum and our listening event. 
We also operate an anonymous whistle-blowing line.
We co-produced a good practice guide with our commissioner t
o effectively support people who might be at risk of harm or red
uced wellbeing from people they live with. We meet regularly wit
h our Family Consultant, Clinical Director and Behaviour Suppo
rt Manager to review incompatibility risks and behaviours of dist
ress.
Any safeguarding concerns are recorded and managed using o
ur RADAR system. All safeguarding alerts are overseen by the 
Cymru Senior Management team (including the Responsible In
dividual and Registered Manager), our Group Executive Team, 
an independently-chaired safeguarding panel, a multi-disciplina
ry Continuous Improvement Group, the Dimensions Cymru Boa
rd.
Our Accidents and Incidents are also recorded and managed vi
a our RADAR system and are overseen by relevant managers 
and senior managers. In addition serious incidents are oversee
n by our Health and Safety Coordinator. Accident and Incident t
rend in formation is reviewed by Cymru Senior Management Te
am and board and by our multi-disciplinary Continuous Improve
ment Group.

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)

169.12

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 6

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 0

Health & Safety 0

Equality, Diversity & Human Rights 0

Manual Handling 2

Safeguarding 0

Dementia 0

Positive Behaviour Management 2

Food Hygiene 1

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

Various to include STOMP, conducting investigatio
ns, medication, autism awareness, PBSABMU, pers
on-centred thinking tools, support planning, driver 
safety, data management, risk assessment, CV19 
Management, dyshpagia awareness, learning disab
ility and autism, L3 HSC, record keeping, mental ca
pacity act and DOLS, hoist management, PEG man
agement etc.

Contractual Arrangements

No. of permanent staff 6

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) 6

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

6

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

0

Deputy 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 4

No. of posts vacant 1

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 0

Health & Safety 0

Equality, Diversity & Human Rights 1

Manual Handling 1

Safeguarding 0

Dementia 0

Positive Behaviour Management 2

Food Hygiene 0

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

Various to include STOMP, conducting investigatio
ns, medication, autism awareness, PBS Wales, per
son-centred thinking tools, support planning, driver
safety, data management, risk assessment, CV19 
Management, dyshpagia awareness, learning disab
ility and autism, L3 HSC, record keeping, mental ca
pacity act and DOLS, hoist management, PEG man
agement etc.

Contractual Arrangements

No. of permanent staff 4

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) 4

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

4

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

0

Other supervisory staff

Does your service structure include roles of this
type?

No

Senior social care workers providing direct care

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 14

No. of posts vacant 3

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 0

Health & Safety 2

Equality, Diversity & Human Rights 0

Manual Handling 4

Safeguarding 1

Dementia 0

Positive Behaviour Management 0

Food Hygiene 4

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

Various to include STOMP, conducting investigatio
ns, medication, autism awareness, PBS Wales, per
son-centred thinking tools, support planning, driver
safety, data management, risk assessment, CV19 
Management, dyshpagia awareness, learning disab
ility and autism, record keeping, mental capacity ac
t and DOLS, hoist management, PEG management
etc.

Contractual Arrangements

No. of permanent staff 14

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) 14

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

14

No. of staff working towards the
required/recommended qualification

0

Other social care workers providing direct care

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 206

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 30

Health & Safety 57

Equality, Diversity & Human Rights 53

Manual Handling 69

Safeguarding 18

Dementia 23

Positive Behaviour Management 14

Food Hygiene 81

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

Various to include STOMP, medication, autism awa
reness, PBS Wales, person-centred thinking tools, 
support planning, driver safety, data management, 
risk assessment, CV19 Management, dyshpahgia a
wareness, learning disability and autism, HSC, reco
rd keeping, mental capacity act and DOLS, hoist m
anagement, PEG management etc.

Contractual Arrangements

No. of permanent staff 206

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

24

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) 96

No. of part-time staff (17-34 hours per week) 53

No. of part-time staff (16 hours or under per week) 57

Staff Qualifications

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

0

No. of staff working towards the
required/recommended qualification

0

Other types of staff

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

No



Service Profile

Service Details

Name of Service Dimensions Cymru- Swansea Bay

Telephone Number 03003039030

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

English Medium

Other languages used in the provision of the service

Service Provision

People Supported

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

11

Fees Charged

The minimum hourly rate payable during the last financial year? 18.72

The maximum hourly rate payable during the last financial year? 18.72

Complaints

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

1

Number of active complaints outstanding 0

Number of complaints upheld 0

Number of complaints partially upheld 0

Number of complaints not upheld 1

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

Consultation meetings and forums included Everybody Counts Me
etings, Working Together for Change and our annual listening ev
ent. 
The Responsible Individual, Registered Manager and members of
the Senior Management Team visited people in their homes.
Our model of support also consults people using person-centred t
hinking tools during support plan reviews, positive behaviour supp
ort planning, outcomes reviews. The service also used an active s
upport engagement tool to gauge people’s interests and preferen
ces. 
Although we aimed to be inclusive and person-centred, some of t
he people supported by the service may not have preference for 
being consulted in groups or virtually or at locations which they ne
ed to travel to. This means that the 121, home-based, face-2-face
, inclusive communication approaches, and approaches that inclu
de people’s broader circles of support may have been more impor
tant for people supported by the services. We should hold additio
nal meetings in Bridgend/Swansea

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) Yes

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

No



Makaton Yes

British Sign Language (BSL) No

Other Yes

List 'Other' forms of non-verbal communication used Individual communication plans can include e.g. photos, objects, s
cripts, prompts, signage, touch etc. Many of the people we suppor
t use their own signs, or versions of e.g. makaton.

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.

Regular Everybody Counts Meetings- are for people supported
by Dimensions to have their say. Some people from Swansea h
ave attended and said they enjoyed it. However, the format of E
verybody Counts is not as accessible as it could be for people 
who have very profound multiple learning disabilities (as some 
people do in Swansea). Historically, Everybody Counts has bee
n held in Cardiff because that is where most of the people we s
upport live- we need to provide additional/alternative opportunit
ies that are nearer people we support in Swansea and Bridgen
d.
Annual Listening Forums with the Executive, RI and Trustees; f
or managers, support workers, families and people we support t
o have their say. Currently held virtually to secure greater, mor
e diverse representation. However, some attendees prefer in-p
erson meetings. Attendees say they value the opportunity to ha
ve their voices heard by senior Dimensions leaders. People fro
m Swansea do attend the listening forum, we need to continue t
o enhance our Listening Forum offer for people who have profo
und and multiple learning disabilities, and people who prefer no
t to meet in groups.
Responsible Individual (RI) and Senior Manager visits. The RI vi
sits the Swansea service at least every three months. This mea
ns visiting a selection of people’s homes in Swansea in that peri
od to provide opportunity for people we support and colleagues
to have their say. People say they find the visits accessible and
useful. Dimensions Cymru Senior Managers also carry out simil
ar visits.
Family Forums, hosted by the RI and the Registered Manager 
of the Swansea service and are an opportunity to hear family’ v
oices about their loved-ones’ support. Attendees say they are a
useful way to have their opinions heard and questions answere
d. Attendance by current Swansea families has been relatively l
ow- we will try to understand why in our next family survey.
Our Family Consultants have lived experience of having a close
family member with a learning disability or autism. They work wit
h families to listen and support them in their relationship with Di
mensions their loved one. Family Consultants also operate our 
Family Helpline.
Some of the people we support in Swansea really like our curre
nt engagement opportunities. But, we need to make sure that w
e develop further opportunities for people in Swansea who woul
d rather not travel too far, meet in groups or attend virtually.

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.

Some people we support in Swansea have profound and multipl
e learning disabilities together with complex health conditions a
ge-related frailty. Their support teams have a very good unders
tanding of how to support people well at home and to maintain t
heir optimum health and wellbeing. Support was consistently ob
served to be warm, knowledgeable and confident.
Other people in Swansea are much better able to self-advocate
their thoughts and preferences regarding e.g. health-related (o
r not) lifestyle factors. There is evidence that these individuals 
are supported to focus on lifestyle choices that would support g
ood health outcomes (whether or not they ultimately decide to 
make them or not). Social media (closed), and (less so) daily su
pport notes evidence that support colleagues try to focus on su
pporting people to adopt health lifestyles and to find and take u
p opportunities for increasing wellbeing. There have been exam
ples of this being supported with assistive technology such as p
edometers and wheelchair accessible scales. 
Colleagues told us that in many ways that life has got back to ‘n
ormal’ for many of the people we support in Swansea. However,
in some houses, there was perhaps a realignment of health an
d wellbeing activities to being at home and in the local communi
ty which has possibly continued, but seems to be much enjoyed
by the people we support in Swansea. Examples include backy
ard chicken-keeping, grow-your own, back-garden sports and w
alks etc in the local area. There have also been trips further afi
eld and people we support in Swansea have taken part in exciti
ng activities such as accessible surfing.
The RI observed that people we support in Bridgend were relax
ed and comfortable with their support teams and that people we
re groomed and dressed in ways that expressed their individual
ity and promoted their dignity. Restrictive practice audits were i
n place and people were observed exercising appropriate choic
es. When people had Positive Behaviour Support plans, comm
unication plans or similar; colleagues were found to understand
and implement these. People’s houses were very homely, indivi
dual and in an acceptable state of repair and decoration.
People usually said that they like being supported by Dimensio
ns, they like their support workers and their house and that thei
r managers are doing well.

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

Our Safeguarding Policy and Procedure complies with Welsh L
egislation and Regulation. Our Responsible Individual is our De
signated Safeguarding Officer. All colleagues complete training 
about keeping people safe from abuse and neglect (and about 
our values).Our recruitment and other employment policies com
ply with the law and with Care Inspectorate Wales and Social C
are Wales requirements.
Our culture and values are important ways of preventing abuse
and neglect. We operate in a way that is open, accountable an
d visible. We work to make sure that the people we support hav
e circles of support that are broader than people working at Di
mensions, we encourage the active involvement of family, frien
ds and other people in the lives and houses of the people we s
upport (with their consent). We make sure that our Locality Man
agers, Registered Manager and Responsible Individual visit pe
ople at home, see support and have conversations to make sur
e that people are getting the support that they want and that th
ey feel safe.
We also make sure that people we support, family members, co
lleagues and others have opportunities to talk to us about how 
safe people feel and how well-protected people are from abuse
and neglect. These opportunities include Everybody Counts Me
etings, Family Forum, Colleague forum and our listening event. 
We also operate an anonymous whistle-blowing line.
Any safeguarding concerns are recorded and managed using o
ur RADAR system. All safeguarding alerts are overseen by the 
Cymru Senior Management team (including the Responsible In
dividual and Registered Manager), our Group Executive Team, 
an independently-chaired safeguarding panel, a multi-disciplina
ry Continuous Improvement Group, the Dimensions Cymru Boa
rd.
Our Accidents and Incidents are also recorded and managed vi
a our RADAR system and are overseen by relevant managers 
and senior managers. In addition serious incidents are oversee
n by our Health and Safety Coordinator. Accident and Incident t
rend in formation is reviewed by Cymru Senior Management Te
am and board and by our multi-disciplinary Continuous Improve
ment Group.
There was evidence to confirm effective processes and proced
ures in operation for identifying, reporting, monitoring and man
aging relevant issues/alerts. Where any potential safeguarding 
concerns are identified, these are managed closely with the loc
al authority and health team.



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)

38.45

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 3

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 0

Health & Safety 0

Equality, Diversity & Human Rights 0

Manual Handling 0

Safeguarding 1

Dementia 0

Positive Behaviour Management 1

Food Hygiene 1

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

Various including complacency, autism, medication 
management, risk assessment, fire-safety for mana
gers, CPR, Stopping the Over Medication of People
with a learning disability, Data Handling, Record Ke
eping, lone Working, Hoist, food safety, risk assess
ment, moving and handling, isolation care, Level 5 
Diploma in Leadership for social care, Buccal Midaz
olam, Dysphagia Awareness, Mental Health Awaren
ess, Legionella etc.

Contractual Arrangements

No. of permanent staff 3

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) 3

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

3

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

0

Deputy 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 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 0

Health & Safety 0

Equality, Diversity & Human Rights 0

Manual Handling 1

Safeguarding 0

Dementia 1

Positive Behaviour Management 1

Food Hygiene 1

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

Various to include STOMP, conducting investigatio
ns, medication, autism awareness, PBS Wales, per
son-centred thinking tools, support planning, driver
safety, data management, risk assessment, CV19 
Management, dyshpagia awareness, learning disab
ility and autism, L3 HSC, record keeping, mental ca
pacity act and DOLS, hoist management, PEG man
agement etc.

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 Service
Manager

1

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

0

Other supervisory staff

Does your service structure include roles of this
type?

No

Senior social care workers providing direct care

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 3

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 0

Health & Safety 0

Equality, Diversity & Human Rights 0

Manual Handling 0

Safeguarding 0

Dementia 0

Positive Behaviour Management 0

Food Hygiene 0

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

Various to include STOMP, conducting investigatio
ns, medication, autism awareness, PBS Wales, per
son-centred thinking tools, support planning, driver
safety, data management, risk assessment, CV19 
Management, dyshpagia awareness, learning disab
ility and autism, HSC, record keeping, mental capac
ity act and DOLS, hoist management, PEG manage
ment etc.

Contractual Arrangements



No. of permanent staff 3

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) 3

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

3

No. of staff working towards the
required/recommended qualification

0

Other social care workers providing direct care

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 40

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 13

Health & Safety 16

Equality, Diversity & Human Rights 15

Manual Handling 17

Safeguarding 7

Dementia 7

Positive Behaviour Management 19

Food Hygiene 21

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

Various to include STOMP, medication, autism awa
reness, PBS Wales, person-centred thinking tools, 
support planning, driver safety, data management, 
risk assessment, CV19 Management, dyshpagia aw
areness, learning disability and autism, HSC, recor
d keeping, mental capacity act and DOLS, hoist us
e, PEG management etc.

Contractual Arrangements

No. of permanent staff 40

No. of Fixed term contracted staff 0



No. of volunteers 0

No. of Agency/Bank staff 2

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) 24

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

No. of part-time staff (16 hours or under per week) 7

Staff Qualifications

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

4

No. of staff working towards the
required/recommended qualification

8

Other types of staff

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

No


