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Welcome

| am delighted to present the 2025 Autumn Quality Assurance report for Cartref Ni.

It has been a busy, but very positive time since our last report. We were delighted in
March to have been awarded the Tender for a new supported living house, Heol
Gomer, where we support three gentlemen, Dominic who we have supported for
many years and David and Dan who are new to Cartref Ni. We have also welcomed
some new support staff to the Heol Gomer team and hope they will be very happy
with Cartref Ni. April was the official ‘move in date’ and since then all have worked
hard to make it a real home.

In May we held our annual Staff Conference at the Rugby Club in Rhyl. It was
wonderful to get everyone together. For the first time at Conference, we were
delighted to have a presentation from one of the Individuals we support, we also had
a presentation from our Chair of Trustee’s which we very much appreciated. The
group exercises and discussions at the tables as always proved lively and
enlightening, comments and suggestions expressed during Conference days have
influenced change and improvement in some processes and procedures within the
organisation.

We have enjoyed some fantastic social events over the last few months, a day at
Chester Zoo, a ‘Cinema night’ and our Halloween Party. Our Garden Competition
‘Here We Grow Again’ attracted some fabulous entries again this year, many
congratulations to the Winners and to all who entered.

As in past years we were delighted again this year, to have staff nominated for the
‘Wales Care Awards’ Sam Dodd and Mandie Bird were nominated this year, it is a
fantastic achievement to be nominated. Sam was shortlisted as a finalist and at the
awards ceremony in Cardiff in October Sam was awarded a silver medal in the
‘Excellence in Palliative care’category and a gold award in the ‘Dignity in Care’
category. A massive achievement, we are all very proud of you. Well Done Sam!

In July we welcomed Sharon Burke to the Cartref Ni family as Operations Manager,
we hope Sharon will be very happy in her role with us.

Neil Ryder

Chief Executive.
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Structure of the Report

This report has been written to the Statements of Compliance that are set by Care
Inspectorate Wales. These are detailed in the bold blue type heading if each section
of the report. Cartref Ni Quality Standards are set underneath these in lighter blue

type.

Care Inspectorate Wales inspects and assesses us against their statements of
compliance in three sections ‘Well-being’, ‘Care and Support’ and ‘Leadership and
Management’

Cartref Ni Quality Standards provide the framework for the content of this report. We
measure quality against these standards. Our standards are based on the Care
Inspectorate Wales Statements of Compliance and other areas they inspect us on.
These statements we feel are important to the lives of the Individuals we support. In
June we were very pleased and extremely proud to be again awarded ‘Excellent’
rating in all three categories (Wellbeing, Care and Support and Leadership and
Management) we were inspected against by Care Inspectorate Wales.

Our Quality standards are the benchmark of all we do, giving people choice,
promoting their wellbeing and supporting them to be involved in their community and
lead full and active lives
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People feel their voices are heard, they have choice about their
care and support, and opportunities are made available to them.

Cartref Ni enable individuals to live the life they choose, their own way with
our support

Cartref Ni delivers support in a person centred way, we understand that to be truly
person centred, the principles and values of this approach must be the golden thread
that runs throughout the organisation, in the way we deliver our support to
Individuals in every aspect of their lives and how we work with our colleagues.

We place the individual at the centre of their lives, ensuring they live the life they
choose, how they choose, with our help and support. We achieve this in many
different ways, evidence supporting this is gathered in a variety of ways, Including,
information recorded within the Individuals daily care notes, which gives details of
how they have been supported with aspects of daily living. There is also information
on leisure and work activities that the Individual has been involved in. Individuals
have a care and support plan which sets out how the person wishes to be supported
with all areas of their life, with step by step guidance and instruction for staff when
delivering support.

Quality satisfaction questionnaires are sent to Individuals yearly, with similar
questionnaires being sent to family members. This year to reflect the development
and launch of Cartref Ni's ‘new’ quality standards just 12 months ago, these
guestionnaires were reviewed and questions that reflected the standards introduced.

Quality visits carried out with Individuals also evidence via practice observation and
discussion, how people are supported to live the life they choose, their own way.

Some examples of this being achieved over this last year are detailed in the quotes
and photos below:

‘All about Me's - Make it their document’. (Quote from Staff member referring to
the Individuals ‘All about Me’ personal plan — Staff Conference Feedback 2025)

‘Key points | took from the conference that I'm eager to incorporate into my
practice is the importance of person-centred planning. The conference really
highlighted to me the value of truly understanding and prioritising the individual's
goals, preferences, and needs.

| also realised the importance of being more detailed in my daily notes, this would
definitely help with communication and care planning’. (Quote from Staff member
— Staff Conference Feedback 2025)
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st It’s important for Matthew to get
. outside and walk. The photo

) shows Matthew being
supported to get out to
Anglesey and have a walk on
the beach, doesn’t matter that
the weather was a little dull.

Debbie and Anneatta
enjoying a pamper session
and a catch up at home.
Looking lovely Debbie!

What a lovely summer we have
had. John and his co-tenants
made the most of a sunshine day
with a Barbeque in the garden,
John getting on with the cooking,
watched on by staff member
Geoff.
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We will assist individuals to identify, set and achieve goals/outcomes

Through the completion of their ‘All About Me’ document, Individuals are encouraged
and supported to plan and set goals and outcomes they wish to achieve. An
Individuals ‘All about Me’ plan, details their likes, dislikes, how they like to spend their
time, their skills and abilities. It shows who is important to them in their life.

It is extremely inspiring and rewarding seeing people achieve their goals/outcomes.
Some examples of this are detailed below:

‘Mum had also shared a comment with the staff via message earlier to say
‘Thank you making Sam’s life so fulfilled’ after receiving some photos of
Sam enjoying the BBQ and water Games on Sunday afternoon’. (Taken
from entry into Individuals daily care notes summer 2025)

Dan (and Gemma, support staff) completing his
‘All about Me’ personal plan. Setting
goals/outcomes he wishes to achieve after
moving into his new home.

‘Laura would like a return trip to the Blue Planet
Aquarium in Chester. Staff to support Laura to
look at dates when she is available and look at
prices online’ (Taken from Laura’s ‘All about Me’
Personal Plan 2025) Photo — Laura enjoying a
day at the Aquarium 2025)
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‘Emma has expressed an
interest in going on holiday
and has already decided she
would like to go to Disneyland
Paris’ (Taken from Emma’s All
About Me plan late 2024)
photo is of Emma, Denise and
Simone (support staff) in
Disneyland Paris this summer.
A wonderful holiday with many
memories made.

J

‘I want to go on holiday abroad’ (Taken from Curtis
All about Me personal plan 2024) Following lots of
discussions and planning with Curtis (and saving)
Curtis was able to get away abroad. The photo
shows Curtis and James (Support staff) in
Benidorm late Spring 2025. Curtis had a brilliant
time.

‘I would like to be able to do my own
washing and ironing’ (A goal taken from
Grace’s All about Me personal plan Spring
2025) Grace has been encouraged and
guided by her support staff to undertake
this task and is getting on wonderfully. Well
done Grace!
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So What

Individuals we support have voice, choice and control over their lives. They are
supported to plan and achieve goals and outcomes that are important to them, as
detailed in their ‘All about Me’ personal plan. This includes all areas of their lives
from smaller day to day choices and decisions to larger life decisions such as
holidays, attending college, obtaining work either paid or voluntary and even where
they wish to live.

Following our Inspection in the summer by Care Inspectorate Wales we were invited
to submit information with regards to our ‘All about Me’ personal plans to them as
‘sharing good practice’ piece, a further confirmation of the success of these
documents.

Individuals are encouraged to develop independence and self-confidence, to develop
new skills and to build on existing ones.

Cartref Ni Quality Standards are being fully embedded into the organisation, with the
official launch of these at this year’s Cartref Ni Staff Conference.

Our newly developed Person Centred Practice training (Induction session) has been
running since February of this year and has been very positively received by all
those attending. Each session is run and facilitated by Cartref Ni managers.

Now What

Given the success of the Person Centred Practice training, the Induction sessions,
we will look further at how we can more fully use the ‘refresher’ training session with
staff teams. This will be considered as part of the formal evaluation of the
programme.

In the summer we held a workshop with the management team to review the use of
the ‘All about Me’ plans, how these are developed with Individuals, and the way in
which information is recorded. Some challenges listed with completing the
documents and how we support staff to support Individuals to do this have been
discussed and are areas that we will further consider and review in the next few
months.
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People are happy and supported to maintain their ongoing health,
development, and overall wellbeing.

Individuals are supported to engage in a wide range of activities within their
home and local communities.

Individuals we support have a wide range of interests such as attending a local
church each Sunday, partaking in a college course or other educational activities
such as cooking courses or volunteering with local conservation organisations and
animal rescue and protection settings and other local charities. Individuals also
attend local art and craft groups and leisure activities such as paddle boarding,
swimming and attending the Gym.

For others it may be partaking in activities that bring them joy such as a visit to the
local bird reserve, an ice cream and coffee on the sea front, or visiting a local
National Heritage landmark or Chester Zoo, or a local walk and a picnic lunch.

We are all different, with different interests, talents and abilities. It's important that we
always deliver support from this basis, each Individual we support is unique, their
support is tailored to them, a person centred plan, that supports the to achieve the
goals and outcomes they have set.

Individuals are supported to attend medical appointments, with positive relationships
being built and maintained with external professionals. Where appropriate individuals
are supported to follow specialist diets or take part in some physical exercise therapy
as prescribed by a health professional, some individuals are also supported via the
use of the Positive Behavioural Support model.

The quotes and photos on the pages below show how this has been achieved.

TC decided to go out for a drive to her destination of choice which was
Llandudno. TC listened to music in the car, picked to go to McDonalds drive
through for ice cream. TC selected her ice cream of choice a caramel toffee,
drove to the petrol station to which TC said she prefers Tesco’s as its cheaper
as | suggested to TC. TC active involvement in petrol paying. TC decided to use
the back road to drive home so she can see the sheep grazing along the way.
(Taken from Individuals daily care notes summer 2025)
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‘Destination and accommodation to be
chosen with David.

Lawrie and Gavin to check out
destinations’, (Taken from David’s All about
Me personal plan)

Photo shows David enjoying a pint of good
Guiness on holiday in Lincolnshire.

Earlier this year it was the occasion of a ‘big’
Birthday for Simon, he was assisted by his support
team to hold a party at home, as he had requested.
Family and some friends from Cartref Ni attended. A
relaxed and informal afternoon of celebration.
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Dyfan and Duncan enjoying a walk = fereoraay
out in the countryside near to where :
they live. Making the most of the ; . : e -;}:%g;ﬁ
beautiful summers day. (Summer 4 e & A 4 , .
2025)

‘Milly would like to remain fit and healthy this year’ ‘Staff
to support Milly to have a healthy, balanced diet and get
plenty of exercise’. (Taken from Milly’s ‘All about Me’
Personal Plan 2025) Photo shows Milly preparing a meal
for the house)

Gareth loves trains whether it be watching one
of his DVD collection on Television or being
out on a train ride anything train related brings
a smile to his face! ‘Boat and train rides to be
explored for Gareth again this year. Conwy,
Chester and Llangollen canal have been
enjoyed in the past’ (Taken from Gareth’s ‘All
about Me’ personal plan 2025) The photo is
Gareth enjoying the train ride around Bala
Lake, on a day out 2025.
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JM and DM called around as we had all arranged a walk. We first went to
home bargains for AA to get some new bedding, then did a lovely walk through
the fields. We played word association where we had to carry on the words
that sprang to mind after the last person said theirs, it was good fun and got
everyone involved. We stopped to use the toilet at the gym and AA and LS
showed an interest in the facilities so | asked if we could look around. The lady
said we could and gave us some idea of membership costs. Both AA and IS
are interested in joining. We then played music and had a sing and dance
walking through the fields and back to the house. The ladies all said how much
they’d enjoyed it.” (Taken from Individuals daily care notes May 2025)

Volunteering in his community and
spending time outside is very
important to Huw. Litter picking is one
of the voluntary roles that he has,
making a positive impact on his
community — Thank you Huw!

Luke enjoying the ‘paint your
own cup’ activity at the Cartref
Ni Easter Event. What a lovely
time we all had.
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Staff have the knowledge, experience and support required to enhance the
lives of those they support

Cartref Ni delivers an excellent service to the People we support. To be able to
deliver this, excellent standard of support to the individuals, our staff teams must be
suitably trained all staff receive comprehensive, engaging and appropriate learning
and development opportunities. Our Learning and Development Manager is
responsible for arranging and co—ordinating all areas of learning and development
within the organisation, such as, statutory, mandatory, and house training.

Staff are experienced in their role and confident in what is expected of them. All new
staff undertake several shadow shifts with team members before working
independently with people we support.

Our team of experienced, well trained, compassionate managers/assistant managers
offer support to their staff teams and Individuals. We have a high ratio of managers
to houses we support in, which we believe offers a greater level of day to day
support. The quotes and photos below evidence this.

‘Cartref Ni has very good support workers, other places | have worked the support
workers don’t care about the individuals, not at all. Cartref Ni has some wonderful
support workers, kind, compassionate and support with humour too’ (Quote from
new staff member during Person Centred Practice Training)

‘Whatever support is needed and given to individuals the outcome is same promote
independence and choice leads to inclusion opportunities in varied ways’. (Quote
from Staff Conference Feedback 2025)
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Jake who is supported by Cartref Ni attended the
Staff Conference this year to give a presentation
(assisted by Karl Service Manager) on what it
really feels like to move into your first home and
how it feels to be supported. It was a real learning
curve for us all. Thank you Jake for a wonderful
and insightful presentation.

Supporting
Independe- * iving |

~

We were very fortunate at our Staff Conference this
year to have a presentation by Val Hawker. Val is a
Trustee for Cartref Ni but also ‘Mum’ to one of the
people we support, Vicky who lives in Flintshire
(Pictured in the Photo on the screen with Val) Val
spoke about her role as Chair of the Board of
Trustee’s and also how it feels to be a parent of
someone who lives in supported living. All staff felt
they learnt a lot sharing in Val’s experience and
knowledge. Val stayed and joined us for lunch each
day where she was happy to chat with staff and
answer any questions they may have. Thank You Val!

Cartref Ni Autumn Quality Assurance Report 2025 FINAL pg. 14




People receive care and support that is adapted to meet their needs and
wishes

As individuals, our needs and wishes ebb and flow, change and adapt over years, in
essence what a person needs and wants at this time, may vary to what they need
and want the next year, or month or even week. This is no different for the Individuals
we support.

Each Individual we support requires a tailor made, personalised approach to their
support, which will change and adapt as it develops and as they grow. Cartref Ni has
been privileged to have supported many Individuals over many years, some for the
entire time we have been operating, over 34 years!

It has been extremely rewarding to watch the Individuals grow, develop, and strive to
reach their potential and to adapt our support to meet their lifestyle and their needs.

The use of detailed support protocols and care plans and recorded care notes, the
use of the Individuals ‘All about Me’ document and comprehensive risk assessments
all work together to provide a solid framework of how each person’s support is to be
offered. The photos on the two pages below show this being achieved.

Sandra enjoys being involved in
all aspects of maintaining her
home she shares with two
housemates. The photo shows
Sandra being supported to
prepare the potatoes for tea.
Roastie’s or Chips, sure they will
be delicious! Great job Sandra.

Alaw loves art and craft activities. In
the photo Alaw is being supported to
complete some painting by hand.
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Concentrating on getting a
perfect strike, Vicky taking part
a game or two of Ten Pin
Bowling. Good luck Vicky!

‘Staff to support Martin to develop his
cooking skills’ (taken from Martin’s “All
about Me’ personal plan. The photo shows
Martin cooking some Strawberries (with
support) for a batch of Jam. Top jamming
Martin!
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So What

Individuals are encouraged and supported to engage in various activities to enhance
their wellbeing and life experience. We support Individuals to build on skills and
abilities and to develop new relationships.

People we support have a full and varied week of activities which meets their wishes,
likes and needs, staff help Individuals to plan goals and outcomes in line this with
this.

Individuals are supported to stay healthy, and follow any instructions, guidance from
other medical professionals such as GP’s, Learning Disability nurses and so on and
have positive relationships with them.

Individuals are encouraged to eat a healthy and varied diet and are involved in all
aspects of meal preparation.

Staff are well trained and have the knowledge, confidence, and skills to fulfil their
role. Staff members know the Individuals very well and trust in their own abilities and
judgements when supporting them.

This year we have completed an audit of the ‘All about Me’ Personal plans, findings
from this will be used to improve how we support Individuals to complete theirs.

Now What

Supporting Individuals in a person centred way and promoting independence are the
foundations of our organisation. Within the next 12 months we will place some focus
on how we work with the Active support model in Cartref Ni, how can we further
promote and embed this within everyday practice.

We support Individuals through the differing stages of their lives. Several of those we
support are of retirement age or coming up to it. We will begin to explore with them,
what this means for them and the next chapter of their lives.

As well as some Individuals reaching retirement age some of our colleagues are also
at that stage of their working lives. We must ensure that time is dedicated to detailed
workforce planning to ensure that when our colleagues depart for a well-earned
retirement we maintain seamless and suitable staffing numbers to continue to deliver
excellent support.
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People feel safe and protected from abuse and neglect.

We recognise and respond to concerns in order to keep people safe

We see it as a fundamental part of our duty of care and a moral obligation, to do all
we can to keep people safe in all aspects of the service we provide. To do this, we
must first understand what could constitute a concern or a risk to safety and ensure
that we respond appropriately to promote and maintain safety.

We are governed by relevant legislation such as the Health and Safety at Work Act
1974, the Regulation and Inspection of Social Care (Wales) Act 2017 and the related
Regulations.

All staff receive a comprehensive package of health and safety training covering
several subject areas that pertain to their role.

All employees complete a DBS (Disclosure and Barring Service) enhanced check as
upon commencement of their employment, with these being renewed as required.

We have a robust system in place to record and detail incidents, accidents and near
misses. All instances of each are investigated by the relevant service manager and
action taken when required.

Our Quality Assurance and Compliance Manager holds the NEBOSH National
General Certificate in Occupational Health and Safety and oversees health and
safety practice within the organisation as well as supporting managers with any
complex Health and Safety issues.

Risk Assessments are completed with people we support and staff members on
activities of daily living and separate leisure activities where required.

‘When you know staff sleep ins are reducing so evening checks around the
home are carried out and reassurance is given’ Feedback from staff member
when asked how they support Individuals to take positive risks but still be
safe. (Staff Satisfaction Questionnaire 2025)

‘General note — Lovely to see such a well set out, organised, tidy and current
folder — well done all! Feedback relating to the Health and Safety folder and
relevant checks’. Taken from a Quality visit and document audit. (Quality
Assurance and Compliance Manager 2025)
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We utilise a positive approach to risk taking and see risk taking as an enabling
process

Having a positive approach to risk taking encourages Individuals to not only try new
things but to grow and develop, learn new skills, and stretch abilities. Taking positive
risks is how we all grow and develop in life. Positive risks are risks that have been
explored, weighed up and a plan been devised to counter act any harmful risk that
may occur, this is known as ‘managed risk’.

We encourage people we support to take managed positive risks in their lives.
Always coming from the position of ‘assume anything is possible’ not ‘assume it
isn’'t’.

We discuss the activity with the Individual ensuring they are fully aware of what'’s
included and what could be the consequences of the risk. A detailed risk assessment
is also completed.

One example of positive risk taking is our now annual Paddleboarding day event at
Lake Padarn, which is a huge success.

A positive risk doesn’t have to be a new physical challenge or activity though, it is
anything that is a new challenge/adventure for the person.

| asked Rhys "Do you like this speed or would you
like to go slower?" Rhys shouted excitedly
"SPEED!" - | repeated this question multiple times
through the ride and had the same answer. (Quote
from Individuals daily care notes after being in a ‘rib
boat’ adrenalin ride summer 2025) Photo is of Rhys
(and Lonnie and Dave, support staff) on the rib boat
on the Menai Straits this summer. Go Rhys!!!
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| have a new skill now to offer when | apply for new jobs as | am able to make
my way to the bus stop and catch the bus and do the same for my way home.
(Taken from Laura’s ‘All about Me’ Personal Plan October 2025) Well Done
Laura!

Izzy (and Nicole, support staff) enjoying the annual
paddleboarding day this summer, at Lake Padarn
near Llanberis. What fun everyone had.

Huw then had a go on the mono water ski - he did very well, and stood up with
the instructors, he made it almost a full lap before he fell - and even then
remained calm and happy floating in the water and then standing back up for
another lap. (Quote from Individuals daily care notes after being supported to
go water skiing summer 2025)
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So What
The people we support are safeguarded and protected against abuse and neglect.
Whilst being encouraged to live full and active lives.

Goals and outcomes are planned with Individuals based on activities of their choice,
taking positive risks is encouraged and planned.

The taking of positive risks is celebrated.

There is a sensible and considered approach to the assessment of risk in all aspects
of the support we deliver.

Staff receive appropriate training in respect of health and safety, assessing risk and
how to support Individuals to make choices and plan outcomes safely.

Now What

As an organisation we need to be looking at how we can ensure staff to be more
confident and comfortable in promoting and supporting individuals in taking positive
risk.

There is a positive risk section within the Person Centred Practice training that we
deliver to staff. Within the coming year we will review how this section is used to
explore how we can use this differently within team meetings and so on.

We need to ensure that positive risks being planned and taken are recorded
appropriately within the Individuals daily care notes and ‘All about Me’ personal plan,
when achieved.
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People live in accommodation that best supports their wellbeing
and achievement of their personal outcomes.

We support individuals to maintain their home environment as they would
want it, so they are happy within their home.

Cartref Ni supports Individuals to live in their own homes. This occurs in a variety of
ways, we offer support to some people that live on their own in their own home,
others live in a flat where their neighbours also receive support from us, some
people house share with others, and one person lives in their family home with our
support. The majority of people we support though are tenants in their property, with
a local housing association being their landlord.

We support individuals to make a home that they are happy with, where they choose
the decorations and furniture. People thrive; their wellbeing enhanced when they are
happy and feel safe and content about where they live.

‘I choose all the items and fixtures in my flat’ (Quote from Individuals
Quality Satisfaction Questionnaire 2025)

‘M likes to choose colours, but needs some guidance’ (Quote from
Individuals Quality Satisfaction Questionnaire 2025)

‘Colin has participated in completing household tasks such as taking
out the recycling, preparing his own breakfast and lunch, mopping the
bathroom floor and has taken an active role in feeding Sky throughout
the day. This afternoon Colin was supported to do his weekly
shopping at Aldi Stores in Old Colwyn. Colin took an active role in
selecting his shopping and placing the items in the trolley’ (Quote from
Individuals daily care notes)

‘Keep it clean and tidy, always brushing up or doing the hoovering or
washing’. (Individual quote from People we Support Quality
Satisfaction Questionnaire 2025)
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' want to be able to be involved in planning the garden
for the summer. | like to feed the birds and help plant
some seeds for flowers and veg’.

(Taken from Debbie’s All about Me personal plan
Summer 2025)

The photo shows Debbie filling up their bird feeder this
summer.

Nichola enjoying harvesting
the home grown potatoes
she has grown. Nichola and
her housemates have
enjoyed eating these!

Tereasa (and Leo!) enjoying
a ‘cosy night in’ at home.

Lauren settling into her
new home. Welcome
Lauren!
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We support people and advocate if necessary to ensure their home is suitable
for their needs

As we go through life our health, abilities and choices can alter, there may come a
time for some of us when our homes need to change with us, to fully meet our
needs. We understand that those we support may find it difficult to recognise and
communicate this and to make any decisions around what and how any changes
may need to happen.

As an organisation we have an obligation and a duty of care to always act in the
individuals’ best interests in all aspects of the support we provide, at times this has
meant us supporting the person to ‘move on’ to a more suitable home environment
for their current needs. It is sad to see Individuals move on when we have supported
them for many years, even when we know it is the best outcome for them.

We also advocate for Individuals we support who may be experiencing change within
their homes, when it is planned for a new person to move into their home or when
they may require extra support to meet their needs for example a hoist to aid with
moving and positioning, or a specialist chair to support them to stand. We also
advocate for Individuals when it becomes clear they need increased support hours or
have hours reduced by the Commissioning team, this is done with the Individual at
the centre of all discussions.

We have also welcomed three new Individuals to Cartref Ni, spending time getting to
know them well prior to them moving into their new home. This has allowed us to
understand their needs, wishes and how they would like to be supported by us.

‘The bungalow has been recently (within the last week or so) redecorated and looks lovely,
calming and fresh. | complimented all on the colour scheme chosen which is really nice. The
lounge area is particularly pleasant with the patio doors leading straight out into the garden.
The Individuals and staff have worked hard on the garden area over the last few years and it
shows how much effort they have put in, its looks lovely, Diane and | enjoyed watching the little
birds fly in and out of the bird house’. (Taken from Quality visit report — Quality Assurance and
Compliance Manager summer 2025)

Lianne, Diane and Emma (with
Claire and Tracey) in their award
winning garden from this year’s
Cartref Ni Garden Competition. Well
done!
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‘I admired the new kitchen which has recently (within the last few months) been
redone it looks very clean and tidy, and makes the room seem much bigger and
lighter.” (Taken from Quality Visit report — Quality Assurance and Compliance Manager
summer 2025)

Dominic, David and Dan (and support staff) on
moving in day to their new home, late Spring 2025.
Individuals and Cartref Ni staff were instrumental in
the planning of the house to ensure it met the needs
of all. May you all be very happy in your new home.

‘Marion showed me the new wet room (recent work that has been carried out in the
bungalow) it looks very nice and hopefully will be a lot more comfortable to use’.
(Taken from Quality Assurance visit report — Quality Assurance and Compliance
Manager, summer 2025)
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So What
Individuals we support live in safe, comfortable, homely accommodation. They have
choice in how their home and garden (where applicable) is decorated.

Individuals are proud of their homes, of having their own front door.

Individuals are supported to learn skills in relation to running and maintaining their
homes.

We support Individuals fully when they have to decant from their homes to have
alterations made, the transition from home to the holiday or temporary
accommodation and back again is made a seamless as possible.

Now What
We will continue to work with individuals to plan goals and outcomes relating to their
homes and how they wish them to be.

Using the ‘active support’ model encourage individuals to develop increased skills in
relation to being independent within their own home.

Continue to support people as their needs alter, so they can remain in their home.

We will continue to welcome and support those Individuals who are new to Cartref Ni
this last few months to ensure they feel safe and content in their new home.

We will continue to encourage and support Individuals to make the most of their
garden space (where applicable) and to enjoy the reward and health benefits this
brings.
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Leadership

Leaders in Cartref Ni are compassionate and are trusted

Cartref Ni employs a high ratio of managers to staff teams which allows for a greater
sense of leadership. Service Managers and Assistant Managers make at least
weekly visits to the houses and have in depth knowledge of the needs of the people
we support they have built positive relationship with them and their families. The
higher management ratio also means that managers have greater time to spend with
staff members to offer support and guidance and observe practice within the houses.

‘The difference is now, | want to go in to work, | look forward to it, | never did with
the other company and that wasn’t because of the Individuals, it was the staff and
management’ ‘the fact that you get to sit and chat with the managers (and Chief
Executive) is brilliant, never saw them in our other company’ (Quote from new staff

member during Corporate induction 2025)

‘I have been with Cartref Ni for 10 yrs, still enjoy it, we had a cracking day
Paddleboarding this week, what a good day, lots of laughter, lots of fun but done
safely’ ‘Not many providers would do days like that’ ‘Neil and Tracy are so
approachable, well, everyone is to be fair’. (Geoff support staff Quality visit July

2025)

Fiona one of the people we support catches up
with Tracy Jarmaine (Head of Operations at
Cartref Ni) at one of our fantastic social events

this year.
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Sam Dodd one of our Service
Managers with her Silver
award in the category
‘Excellence in Palliative care’
and the Gold award in the
‘Dignity in Care’ award. Wales
Care Awards evening Cardiff
October 2025. Congratulations
Sam. Well done!! We are very
proud of you!

‘I have seen and chatted to the senior managers here (at Cartref Ni) more in the last 6
weeks than in 4 years in my other job, in fact | never saw or met the owner’ (Quote from
new staff member during Corporate Induction 2025)

‘I would like to thank Rob and especially Jo for helping me with my dietary requirements and
for being so kind and discreet. It made me feel welcome and cared for which was great’.
(Quote from Staff member — Staff Conference Feedback 2025)

T would like to thank Gwyn for all of his support on table 10. He was gracious, kind and very
funny! | feel it led to our table being refreshingly relaxed and able to talk about some difficult
subjects easier’. (Quote from Staff member — Staff Conference Feedback 2025)
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Staff are empowered to work flexibly and creatively to support individuals.
We see our staff as our greatest asset, they are knowledgeable, experienced, and
caring. We encourage support staff to feel they can work in a flexible way with
individuals as they need and we look to them to be creative in the way they support
individuals. We understand that life doesn’t follow a set script and that on occasions
‘on the spot’ changes or alterations to a day’s plans may be needed. Staff who
support individuals often know them best and are best placed to support them in
making decisions such as whether they require the support of an external
professional such as a GP or specialty nurse. Staff members can pick up when
something is ‘not quite right’ with someone we support and often the individuals will
confide in staff they know well with any concerns or worries. Staff members are
trusted to do their job and to make day to day decisions with individuals.

That being a new member of staff in this company is very exciting. | felt heard,
understood and welcomed by everybody. It was brilliant to meet Val and |
managed to nab a bit of her time to discuss things. Some fresh perspectives
and ideas on how to communicate with the people we support. (Quote from
Staff member when asked to describe one thing they took away from Staff
Conference — Staff Conference Feedback 2025)

Paul loves to get out and about
and to people watch. He enjoyed a
trip out to Mold on the bus in the
summer, supported by his staff
team.. A great day out.

Galaxy S22

Cartref Ni Autumn Quality Assurance Report 2025 FINAL pg. 29




So What
Individuals we support and staff members feel well supported by their managers and
the larger management team within the organisation.

Leaders within the organisation are viewed as caring, approachable, fair and
compassionate, with Individuals we support and staff members alike.

Generally, staff feel empowered to support Individuals in a flexible way to account for
changes to routine and activity as requested by the individual.

The organisation and its leaders are trusted by employees, Individuals, families and
our commissioners.

The ‘in house’ manager mentoring programme means those new to the management
role are supported within the first 12 months of their post.

Now What
Leaders within Cartref Ni will continue to work hard to support Individuals and staff to
reach their potential and to feel valued and respected.

The Person Centred Practice (PCP) training that started at the beginning of this year
has been a great success. Within the coming months this will be formally evaluated
to establish what improvements can be made, part of this evaluation will be to look at
the ‘refresher modules’ of the programme to ensure these are being used in the most
appropriate way.

We will use our Training Needs Analysis (TNA) Framework to identify how we can
further enhance our managers skills and development.
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Judgement of Quality

Quality within all we do is measured is a variety of ways, informally on a day to day
basis, within our staff teams and more formally using data collection tools. These
include quality questionnaires, quality visits, team meetings, staff supervision
sessions, reports from external monitoring visits and inspections.

Whilst we can never be complacent and always strive to improve in each aspect of
the service we provide, to the people we support and the staff teams. We are
satisfied based on the information gleaned from the quality measures when drafting
this report that we provide a very high quality of support to all. We are proud of the
work we do and the positive impact it has on the lives of the individuals.
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Conclusion

We have had a busy time since our Quality Report in April. Over the summer months
we have had some fantastic social events for the people we support detailed in this
reports introduction. It is always so rewarding to see everyone within the ‘Cartref Ni
family’ enjoying participating in every event.

Once again this year our Paddleboarding day at Lake Padarn near Llanberis was a
massive hit, seeing Individuals displaying such improvement in their ‘on water’ skills
since last year’s event is amazing, for a couple of the people we support they had
set themselves a goal to learn how to swim more confidently, so they felt more
comfortable attending, this certainly showed this year.

Our annual Halloween event as always was a wonderfully spooky afternoon held at
Trefnant Hall. The effort Individuals (and staff) made to dress up for the event again
this year was just wonderful, each year the costumes just get better.

The staff conference in June gave great ‘food for thought’ with regards to general
feedback from staff and results from the group exercises that were completed. This
information has been captured and is being used to inform changes and
improvements within the organisation.

Within each section of this report we have a dedicated ‘So what’, ‘Now what’
headings which not only reflect where we believe the organisation is as a base line
but also states how we are planning to improve.

We were delighted to be awarded the Platinum level award from Investors in People
last Autumn. A reflection on the value we place on our staff team and how we invest
in them, via training, reward and recognition, consultation and career development.

We see our staff team as our greatest asset and are extremely thankful for them all,
in recognition of this, we were pleased to be able to confirm, following our Annual
General Meeting in November that we are able to offer a salary increase again this
year, which will commence from the November pay roll.

We are excited and confident about the months ahead, we appreciate there will be

challenges but also know there will be amazing rewards, to see how the lives of the
people we support will grow and develop and share in their achievements is such a
privilege and pleasure for everyone at Cartref Ni.

Cartref Ni Autumn Quality Assurance Report 2025 FINAL pg. 32




