
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: Surehaven (Pembroke) Ltd

The provider was registered on: 16/05/2019

The following lists the
provider conditions:

There are no imposed conditions associated to this provider

The regulated services
delivered by this provider
were:

Surehaven Pembroke Dock

Service Type Care Home Service

Type of Care Adults With Nursing

Approval Date 16/05/2019

Responsible Individual(s) Liam Scanlon

Manager(s) Sarah Lees

Maximum number of places 24

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

Operations Manager with the Service Manager analysed the curre
nt knowledge & skills of the staff and identified areas where impro
vement is needed. This has been completed in conjunction with re
viewing the regulations and looking what mandatory training is req
uired,reviewing what specialist training is required for that particul
ar service and the needs of the individuals & aligning with the SC
W training requirements. Training was sourced and organised.

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

We have a HR business partner & recruitment team to help suppo
rt and attract talented staff. The service manager and HR create 
attractive job adverts and descriptions that clearly outline the job r
esponsibilities, qualifications, and skills required. We encourage e
ngagement with the community. W are able to provide competitive
packages and benefits, including being a Employee Owned Trust,
our staff have real input and engagement into the business.

Service Profile

Service Details

Name of Service Surehaven Pembroke Dock

Telephone Number 01646621105

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



Service Provision

People Supported

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

28

Fees Charged

The minimum weekly fee payable during the last financial year? 1354

The maximum weekly fee payable during the last financial year? 1354

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?

Twice yearly surveys and regular meetings with service users

Service Environment

How many bedrooms at the service are single rooms? 24

How many bedrooms at the service are shared rooms? 0

How many of the bedrooms have en-suite facilities? 24

How many bathrooms have assisted bathing facilities? 24

How many communal lounges at the service? 2

How many dining rooms at the service? 1

Provide details of any outside space to which the residents have
access

Enclosed garden area

Provide details of any other facilities to which the residents have
access

Activities room and conservatory which is also used as a dining ro
om

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 works hard to ensure people feel their voices are h
eard, they are provided with choice and ensure that opportuniti
es are made available to them by embedding this into their app
roach to care. All service users are asked daily about any activi
ties of daily living that they require assistance with. They are al
so offered choices for meals and drinks throughout the day. Ch
oices are also offered regarding activities within and outside of 
the home.

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.

From observations during regulation 73 visits, compliance repo
rts and having conversations with the Service Users, it is eviden
t that the service users are happy and supported. Where requir
ed, they will also be supported to attend appointments if they re
quire it. Staff are able to transport service users to their appoint
ments if required. Staff escalate to external healthcare professi
onals (when appropriate) to ensure ongoing health, developme
nt and wellbeing is achieved.

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

Service users are able to report any concerns to any member o
f staff. Open communication is maintained with social workers, s
ervice users, families and safeguarding team. I have completed
my RI visits at different times of the day - when conversing with 
Service Users, they are confident in the staff providing their car
e. The service follows our internal Safeguarding policy and ann
ual training is undertaken by all staff.

The extent to which people live in accommodation that best
supports their wellbeing and achievement of their personal
outcomes.

The service has taken some positive steps forward to provide a
environment that promotes wellbeing and motivation to plan an
d achieve individuals personal outcomes. Lots of work has bee
n completed to redecorate the bedrooms, a new activities coord
inator is now in place and the garden is having work done to m
ake it more user friendly. Staff ratios have gone up to maintain 
safe levels of care. The positive improvements that have been 
made in the last 12 months is very evident and feedback from t
he Service Users has all been positive.

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)

37

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.

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


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

Infection, prevention & control 0

Manual Handling 1

Safeguarding 1

Medicine management 1

Dementia 0

Positive Behaviour Management 0

Food Hygiene 0

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

Data Protection, Professional boundaries, COSHH, 
Dignity, DSE, Fire Awareness, Fluids and Nutrition, 
MCA & DoLS, Oral Health, Person Centred Care, fa
lls awareness, First Aid, BLS

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 1

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

Infection, prevention & control 1

Manual Handling 1

Safeguarding 1

Medicine management 1

Dementia 0

Positive Behaviour Management 0

Food Hygiene 0

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

Data Protection, Professional boundaries, COSHH, 
Dignity, DSE, Fire Awareness, Fluids and Nutrition, 
MCA & DoLS, Oral Health, Person Centred Care, fa
lls awareness, First Aid, BLS

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) 0

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

No. of part-time staff (16 hours or under per week) 1

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

Nursing care staff

Does your service structure include roles of this
type?

No



Registered nurses

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 2

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

Infection, prevention & control 1

Manual Handling 6

Safeguarding 6

Medicine management 6

Dementia 0

Positive Behaviour Management 0

Food Hygiene 0

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

Data Protection, Professional boundaries, COSHH, 
Dignity, DSE, Fire Awareness, Fluids and Nutrition, 
MCA & DoLS, Oral Health, Person Centred Care, fa
lls awareness, First Aid, BLS

Contractual Arrangements

No. of permanent staff 5

No. of Fixed term contracted staff 0

No. of volunteers 0

No. of Agency/Bank staff 1

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) 1

No. of part-time staff (16 hours or under per week) 1

Typical shift patterns in operation for employed staff

Set out the typical shift patterns of staff employed
at the service in this role type. You should also
include the average number of staff working in
each shift.

07.30 – 20.00
19.30 – 08.00

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?

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 33

No. of posts vacant 4

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 3

Health & Safety 7

Equality, Diversity & Human Rights 8

Infection, prevention & control 5

Manual Handling 29

Safeguarding 23

Medicine management 22

Dementia 0

Positive Behaviour Management 7

Food Hygiene 7

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

Data Protection, Professional boundaries, COSHH, 
Dignity, DSE, Fire Awareness, Fluids and Nutrition, 
MCA & DoLS, Oral Health, Person Centred Care, fa
lls awareness, First Aid, BLS

Contractual Arrangements

No. of permanent staff 22

No. of Fixed term contracted staff 0

No. of volunteers 0

No. of Agency/Bank staff 11

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) 6

No. of part-time staff (16 hours or under per week) 2

Typical shift patterns in operation for employed staff

Set out the typical shift patterns of staff employed
at the service in this role type. You should also
include the average number of staff working in
each shift.

07.45 – 20.15
20.00 – 08.00
09.00 – 16.30 1-1 hours

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

16

Domestic 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 8

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 3

Health & Safety 3

Equality, Diversity & Human Rights 2

Infection, prevention & control 3

Manual Handling 6

Safeguarding 6

Medicine management 3

Dementia 0

Positive Behaviour Management 3

Food Hygiene 1

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

Data Protection, Professional boundaries, COSHH, 
Dignity, DSE, Fire Awareness, First Aid, BLS

Contractual Arrangements

No. of permanent staff 2

No. of Fixed term contracted staff 0

No. of volunteers 0

No. of Agency/Bank staff 6

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) 1

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

Staff Qualifications

No. of staff who have the required qualification 8

No. of staff working toward required/recommended
qualification

0



Catering 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 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 0

Health & Safety 0

Equality, Diversity & Human Rights 0

Infection, prevention & control 0

Manual Handling 5

Safeguarding 6

Medicine management 2

Dementia 0

Positive Behaviour Management 0

Food Hygiene 0

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

Data Protection, Professional boundaries, COSHH, 
Dignity, DSE, Fire Awareness, Fluids and Nutrition, 
First Aid, BLS

Contractual Arrangements

No. of permanent staff 4

No. of Fixed term contracted staff 0

No. of volunteers 0

No. of Agency/Bank staff 3

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) 2

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

Staff Qualifications

No. of staff who have the required qualification 7

No. of staff working toward required/recommended
qualification

0

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.

Service Administrator – provides admin and clerical
support to the service

Maintenance Operative - provides maintenance su
pport to the service, conducts health and safety ch
ecks including fire checks etc.

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 1

Health & Safety 2

Equality, Diversity & Human Rights 1

Infection, prevention & control 1

Manual Handling 2

Safeguarding 2

Medicine management 0

Dementia 0

Positive Behaviour Management 1

Food Hygiene 0

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

Data Protection, Professional boundaries, COSHH, 
Dignity, DSE, Fire Awareness, MCA & DoLS, Perso
n Centred Care, First Aid, BLS

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 2

No. of staff working toward required/recommended
qualification

0


