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INTRODUCTION 
The purpose of this report is to enable the Local Authority to evaluate the effectiveness of the support service based on the following criteria: 

· The service is delivering successful outcomes in line with the principals of the Supporting People programme
· The service is delivering outcomes that are preventative and represent value for money 

· The service contributes to the overall aims of the Local Authority and the Welsh Government 
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INTRODUCTION 
This is the fifth evaluation report under Supporting People. The last report was carried out in April 2017.
As part of the evaluation process, preparatory documentation was issued.  To permit a more comprehensive evaluation additional supporting evidence was also requested. This report describes conclusions about the quality of the service based on previous monitoring information as well as the evaluation itself.

Outcomes achieved for service users have been considered under the following headings:

· Promoting Personal and Community Safety

· Promoting Independence and Control

· Promoting Economic Progress and Financial Control

· Promoting Health and Well Being. 

Hafod’s ambitions are to transform Housing, Health, Social Care and Support in order to improve the well-being of customers and communities.

Hafod’s Vision is

· Committed to making lives better for their communities and customers

Hafod’s Values are

· Working Together

· Respect

· Professionalism

· Learning and Improving

· Great Service

Background
The Vale of Glamorgan Council Supporting People Team has various support providers contracted with the Authority to provide support for people experiencing a range of issues for which they require housing related support.

Golau Caredig

The Golau Caredig floating support service supports is based out of the Golau Caredig Extra Care scheme in Barry and delivers housing related support to service users living on site and to people living out in the community. This service aims to deliver long term support to help vulnerable service users’ over 55 years of age to maintain their independence for as long as possible. The service consists of 60 units and is open to people living in any tenure. Support ranges from assistance with daily living skills, housing issues, benefits, debt management, education and training and is aimed at enabling people to maintain an independent lifestyle.
Croeso Pawb

Croeso Pawb is a drop-in service offered by Hafod. It is run out of Golau Caredig. The service offers free advice and guidance around housing, finance, health and well-being to those who are 55 years of age and over and living in the Vale of Glamorgan area. The service is available 3 times a week and can act as a brief intervention thus preventing people needing full time support. 
Esgyn

The Esgyn Service offers support to people with a learning and/or physical disability, people with a developmental disorder and people who experience low mental health. The service provides support for those who would not normally meet the threshold for support from Social Services or Health related services. Support is delivered in people’s homes or an agreed location. Support is provided is to help around issues such as managing money, benefits, preventing homelessness, settling into a new tenancy, arranging appointments, accessing other services, filling out forms, reading mail, accessing leisure and employment opportunities and most of all support to stay independent.  

EVIDENCE DOCUMENTATION
	1. Strategic Context / Contributing to Strategic Outcomes

	Floating Support – Golau Caredig
Client Group and E number:  E13 – Vulnerable Older Person
Number of units: 60
Referrals to the service are made through Hafod Care and the Supporting People Team.

Number of Referrals received in the last year : 30
Average Length of support: 162 days
Floating Support –  Croeso Pawb
Client Group and E number:  E13 – Vulnerable Older Person
Number of units: N/A
Referrals are made through the SP Team for 
Number of Referrals received in the last year : N/A
Average Length of support: N/A
Floating Support –  Esgyn
Client Group and E number: E2 – Learning Difficulties
Number of units: 20
Number of Referrals received in the last year : 19
Average Length of support: 195 days
Do the services meet the needs of vulnerable people?
· The service has clear and up to date aims and objectives

· The needs mapping information in the Vale of Glamorgan reflect the demand for the service

· The services are in line with the local commissioning plan priorities

· There have been a high number of service users supported in these services over the last year

· Outcomes are collected, monitored and have been validated.
· This Objective has been met Fully

Are the Scheme’s performances satisfactory, including good contract compliance, high utilisation/demand, and adherence to eligibility criteria and acceptable evidence of support outcome?
· Performance indicator returns evidence low voids

· Monitoring Returns, Quarterly Monitoring, Annual Returns and Desk Top Audit forms are satisfactory

· The provider has a good history of contract compliance

· The provider can evidence positive support through outcome monitoring

· The service users’ feedback was positive about the schemes

· This Objective has been met Fully

Do the schemes demonstrate good value for money?
· The schemes compare well when benchmarked against the SP funding levels of other similar scheme in the area

· The scheme compares well when benchmarked against the SP funding levels of other similar schemes across the South Wales region

· Audited accounts are available

· It is clear what other funding is going into the schemes
· This Objective has been met Fully

Do the services meet local and national priorities for meeting vulnerable people’s needs?

The service contributes to/meets priorities in local strategies and plans:
· Health & Wellbeing/ Vale Wellbeing plan

· Promoting Equality

· Substance Misuse & Wellbeing Strategy and commissioning plan

· Anti Poverty Strategy

· Safeguarding

· Public Health

· Vale of Glamorgan Local Development Plan

· Sustaining Future Generations Act

· Health & Wellbeing Act

· Social Services & Wellbeing Act 2014

· Housing (Wales) Act 2014

· Violence Against Women

· Domestic Abuse & Sexual Violence (Wales) Act 2015

· Renting Homes (Wales) Act 2016

· Welfare Reforms and Older Persons Framework

· Mental Capacity Act 2015

· Equalities Act 2010

· Human Rights Act 1998

· Mental Health Act 1983
· These objectives have been met Fully

Are the services eligible to receive SP funding and they clearly demonstrate that they deliver Housing Related Support?
· The services demonstrate the delivery of housing related support through individual support plans

· The service user feedback demonstrates that there is housing related support being delivered to enable skills development and independent living

· The services do not provide personal or domiciliary care

· The Objectives have been met Fully

Are the schemes fit for purpose and do they take account for the wider strategic needs and emerging trends demonstrated for the client group?
· The findings of the most recent SP service review shows that the schemes are fit for purpose

· The recent research concludes that the service delivery model is satisfactory for the client group, across all tenures and at all support need levels

· The provider regularly attends the local SP liaison and planning meetings

· The provider demonstrates an awareness of its strategic direction and ability to undertake positive change

· The Objectives have been met Fully

Does the services demonstrate a commitment to continual improvement and best practice?

· The services are working within the time frame of any continual improvement requirements made during the service review

· The provider demonstrates best practice in service delivery areas

· The Objectives have been met Fully




2. Cost effectiveness / financial

	Summary of Findings

	Hafod Care has provided a full financial breakdown of income and expenditure for each scheme in the Vale of Glamorgan.

Financial information relevant to the service was made available during this review. This included staffing costs, management costs, running costs and annual funding.  

Staffing costs are comparable with other services of the type.

Management costs are comparable with other services of the type.

Annual funding is comparable with other services of the type.

All staff salary information was made available as part of the review.

Based on the breakdown of income and expenditure provided to the Contract Monitoring Officer, all schemes are financially viable.
Golau Caredig and Croeso Pawb
Support Worker       30hrs
Support Worker       30hrs
Support Worker       30hrs

Support Worker       22.5hrs
Support Worker       22.5hrs
Support Worker       21hrs

Esgyn

Senior Support Worker- 36 hrs
Support Worker –18 hrs
Support Worker- 36 hours Hrs
Support Manager- 4.5 hrs


	Conclusion and Recommendations

	Hafod Care provided a clear breakdown of their revenue and expenditure and audited accounts are available. Hafod Care is cost effective and benchmarks well against similar schemes in the South Wales area. All services are financially viable.



3. Promoting Personal and Community Safety

	Summary of Findings

	Hafods’ Golau Caredig, Croeso Pawb and Esgyn projects all have a range of policies and procedures in place to cover this outcome. A sample of policies found to be in place were:
Accident-Invest policy

Accident Policy and Procedure

Complaints Handling Procedure

Data protection and GDPR

Equality and Diversity

Fire Safety

Learning and Development

Lone Working

Raising Concerns at work

Recruitment Policy

Safeguarding Child Protection
Money Support Policy
Risk Assessment Policy

Staff members have access to these polices through their intranet.

Staff Interviews found that all staff are aware of the Lone Working Policy. The risk is identified, and joint visits occur in initial meetings with clients for all 3 projects. A ‘Stay Safe’ App has been installed on each staff members mobile phone. Calendars are shared within the team so staff members whereabouts are known and a WhatsApp group per scheme allows staff members to keep in touch.
Hafods’ employees are expected to have a DBS check before commencing employment. It was evidenced during the review that staff have up to date DBS Checks and updated regularly. Appropriate records are kept within the HR department. However, due to Data Protection rules it was difficult for the Contract Monitoring Officer to see these records. A recommendation for a system to be put in place for Supporting People to have access or sight of appropriate records to be able to audit the service.
All new staff complete a six-month probation period including an induction course into the company and the role which was evidenced through the review. Hafod have an in-house system for training.  It was evidenced in staff interviews that all staff had induction training. Training courses range from safeguarding to manual handling. The Contract Monitoring Officer had sight of E-Modules that were completed, in progress or due to be completed for each staff member. A sample is
Mental health 

Adult MH first aid

COVID 

ACES

Emergency first aid 

Managing challenging behaviour 

Personality disorder training 

Support planning 

Needle stick and sharps 

Autism awareness 

Lone working 

Food safety 

Safeguarding 

All staff receive supervision from their line manager and more importantly, in the current climate, Managers are encouraged to offer an open-door policy. Face-to-face contact has been limited over the last year all staff are encouraged to attend the weekly Teams meetings for Support staff and then to individually speak to their manager about any other concerns.

Hafod Care has a Risk Assessment Policy in place. Risk assessments are carried out for floating support where potential risks to the Service User, Staff, and the Community at the start of support is assessed. Risk Assessments are appropriate to the needs of the individual Service User. It is completed and agreed with the service user. Information is pulled from Supporting People, Housing, Police, Probation, and any other involved agencies for the most up to date information surrounding the risk attached to the Service User, gathering information about triggers and risks etc. All service users that are identified as a risk are supported on a 2:1 basis. It was evidenced that risk assessments are under constant review and managing that risk is regularly discussed in team meetings and supervision meetings. Training around risk management is on-going and is high on the list of priorities. Risk assessments are reviewed every three months or sooner if any incidents or changes to risk occur, and a new risk assessment may be completed when a change is identified or at least after two reviews.
Hafod have an accident and incident policy. All accidents and near misses must be reported to the line manager and Health and Safety. A form is filled in, where applicable photographs must be attached to the report and the incident must be reported within 24 hours. 

Hafod Care has an Equal Opportunities Policy and an Exclusion Policy in place.  Service users will only be excluded from the service if there is a risk to staff members that cannot be managed.  Support will be withdrawn from service users that do not engage on a regular basis and support is also withdrawn if a service user no longer requires support. 

Hafod Care keeps records of all Staff members’ driving licences, MOT certificates and insurance documents. All insurance documents included business use on their policy. The Contract Monitoring Officer had sight of the current documents.  However, it was not evidenced that there is a system in place to make sure these are up to date. This maybe again due to Supporting People not having access to HR Files.
The Contract Monitoring Officer has had sight of insurance certificates from 2021-2022 and the new certificate issued for 2022-2023. Employers Liability for the sum of 25 million pounds, Public Liability for the sum of 25 million pounds and products Liability for the sum of 25 million pounds. 
Policy No: Y135793QBE0121A.
Outcomes for Golau Caredig service users for 2021. The following results are produced as a percentage of progression for service users whose goals that are relevant to the outcome.
Feeling Safe - 

Service users acknowledge they have goals in this area

14%
Service users are in the initial stages of goal progression

14%
Service users have some progression of time-bound goals

36%
Service users have made substantial progression of time-bound goals

21%
Service users have achieved goals

14%
Contributing to Safety and well-being of themselves and others

Service users acknowledge they have goals in this area

                                              5%
Service users are in the initial stages of goal progression

                                             20%
Service users have some progression of time – bound goals

20%
Service users have made substantial progression of time- bound goals

25%
Service users have achieved goals

30%
Outcomes for Croeso Pawb service users for 2021. The following results are produced as a percentage of progression for service users whose goals that are relevant to the outcome.
Feeling Safe - 

Service users acknowledge they have goals in this area

                                                0%
Service users are in the initial stages of goal progression

                                                50%
Service users have some progression of time-bound goals

     0%
Service users have made substantial progression of time-bound goals

                                                50%
Service users have achieved goals

      0%
Contributing to Safety and well-being of themselves and others

Service users acknowledge they have goals in this area

       0%
Service users are in the initial stages of goal progression

       0%
Service users have some progression of time – bound goals                                                 
       0%
Service users have made substantial progression of time- bound goals 
                                                 0%
Service users have achieved goals 
                                                 0%
Outcomes for Esgyn service users for 2021. The following results are produced as a percentage of progression for service users whose goals that are relevant to the outcome.
Feeling Safe - 

Service users acknowledge they have goals in this area 
0%
Service users are in the initial stages of goal progression 
0%
Service users have some progression of time-bound goals 
0%
Service users have made substantial progression of time-bound goals 
100%
Service users have achieved goals 
                                              0%
Contributing to Safety and well-being of themselves and others

Service users acknowledge they have goals in this area

0%
Service users are in the initial stages of goal progression 
0%
Service users have some progression of time – bound goals 
100%
Service users have made substantial progression of time- bound goals 
0%
Service users have achieved goals 
0%


	Conclusion and Recommendations

	Hafod Care provides comprehensive policies and procedures which lower the risks to staff and service users.  Hafod Care provides a wide range of training to staff members and a thorough induction to help ensure their own personal safety and the safety of service users.

Hafod Care’s Risk Assessment policy requires Risk assessments to be carried out every three months and to be updated when any changes occur. Risk is also discussed in supervisions and team meetings on a regular basis.

Hafod have an up to-date Lone working policy. It was evidenced that this policy is being followed.

Staff have up to date DBS Checks and a system is in place to ensure that all DBS certificates are up to date and renewed.

Recommendations:
A system to be put in place with Hafods’ HR department for Supporting People to have access or sight of appropriate records to be able to audit the service.




4. Promoting Independence and Control

	Summary of Findings

	Referrals for Hafod’s projects for floating support for Golau Caredig and Esgyn services are received from the Supporting People Gateway. Hafod will then carry out an initial assessment with all service users during their first meeting to determine whether a service user is suitable for support on each project. Croeso Pawb is slightly different and provides brief intervention support offering free support and guidance preventing the need for full time support. 
Hafod have an in-house computer system (Pan-Connect) which holds details in relation to service users support plans. The support plans are well documented identifying service users’ support needs, outcome areas, actions by staff and actions by the client. It was evidenced that Support Plans for floating support and Esgyn are regularly updated and were signed by both staff and Service Users. It was evidenced that Croeso Pawb uses Brief Intervention Forms and documents the actions that have been executed. Support is centralised around the service user developing skills to be able to manage their own tenancy and living independently. 

It was evidenced from Support plans and Service user interviews that Hafod actively encourage Service Users to access the community.  In normal circumstances, pre-pandemic, Support workers would offer to go to with Service Users to events or activities and help the Service User to engage, build confidence and social skills. A lot of these activities are held in Golau Caredig. As the restrictions lift and ease, these activities and events are starting to resume. More surgeries are starting to take place and face to face meetings.  Age Connect are also providing drop-ins. There is a visual impaired club at Golau and that is open to everyone. The biggest event since the Pandemic was the Jubilee event where over 65 service users attended. 
Hafod have also confirmed that they are starting to provide service Users with the option to engage in various educational opportunities and voluntary work again after the Pandemic. Hafod Care encourage service users to access the community and develop their interests to assist them to integrate and meet their goals. Numerous service users confirmed during interviews that they regularly take part in community activities that are facilitated by Hafod Care or events that their support worker has sign posted them to.

Service Users on floating support in the Golau Caredig and Esgyn projects and the drop-in service with Croeso Pawb provided positive feedback with the support they were receiving from Hafod. The support has created stability and independence in their lives. Service Users felt more confident in accessing more services as a result of these services.

It was evidenced Hafod regularly discusses outcomes with Service Users. There was a difference in opinion when Service Users who were interviewed were unsure that they could contact the Supporting People Team if they had a grievance or a question in relation to their support. However, Support staff were confident that Service Users are told that they can contact the Supporting People Team. It is recommended that Service Users are reminded on a regular basis, and it is not lost in translation.

All service users interviewed were able to confirm that they had a support plan and that they regularly discuss its contents with the Support Worker. Support plans are reviewed monthly, and progress is recorded within. It was evidenced during file checks and service user interviews that support is provided to help service users’ increase or maintain their independence using the goals set out in individual support plans. When Hafod Care identifies that a service user’s support needs are close to being met, the end of support is discussed between the support worker and service user and support is then tapered off accordingly with the agreement of the service user.

Outcomes for Golau Caredig for 2021. The following results are produced as a percentage of progression for service users whose goals that are relevant to the outcome.

Managing Accommodation:
Service users acknowledge they have goals in this area
                                       1%
Service users are in the initial stages of goal progression
                                       12%
Service users have some progression of time-bound goals
                                       24%
Service users have made some substantial progression of time-bound goals
                                       16%
Service users have achieved goals
                                       47%
Managing Relationships:

Service users acknowledge they have goals in this area
                                       17%
Service users are in the initial stages of goal progression
                                        0%
Service users have some progression of time-bound goals
                                        67%
Service users have made substantial progression of time-bound goals
                                        0%
Service users have achieved goals
17%
Feeling Part of the Community:

Service users acknowledge they have goals in this area
0%
Service users are in the initial stages of goal progression
7%
Service users have made some progression of time-bound goals

36%
Service users have made substantial progression of time-bound goals
21%
Service users have achieved goals

36%
The following results for Croeso Pawb for 2021 are produced as a percentage of progression for service users whose goals that are relevant to the outcome.

Managing Accommodation:
Service users acknowledge they have goals in this area
0%
Service users are in the initial stages of goal progression
                                          4%
Service users have some progression of time-bound goals
16%
Service users have made some substantial progression of time-bound goals 
                                         23%
Service users have achieved goals 
57%
Managing Relationships:

Service users acknowledge they have goals in this area 
0%
Service users are in the initial stages of goal progression 
0%
Service users have some progression of time-bound goals 
0%
Service users have made substantial progression of time-bound goals 
0%
Service users have achieved goals. 
0%
Feeling Part of the Community:

Service users acknowledge they have goals in this area 
0%
Service users are in the initial stages of goal progression 
0%
Service users have made some progression of time-bound goals 
0%
Service users have made substantial progression of time-bound goals 
                                         50%
Service users have achieved goals 
  50%
The following results for Esgyn for 2021 are produced as a percentage of progression for service users whose goals that are relevant to the outcome.

Managing Accommodation:
Service users acknowledge they have goals in this area 
0%
Service users are in the initial stages of goal progression 
33%
Service users have some progression of time-bound goals 
33%
Service users have made some substantial progression of time-bound goals  
                                         25%
Service users have achieved goals 
8%
Managing Relationships:

Service users acknowledge they have goals in this area 
0%
Service users are in the initial stages of goal progression 
0%
Service users have some progression of time-bound goals 
0%
Service users have made substantial progression of time-bound goals 
0%
Service users have achieved goals.
0%
Feeling Part of the Community:

Service users acknowledge they have goals in this area
0%
Service users are in the initial stages of goal progression 
100%
Service users have made some progression of time-bound goals 
0%
Service users have made substantial progression of time-bound goals 
                                          0%
Service users have achieved goals                                                                                                     
0%


	Conclusion and Recommendations

	Hafod Care delivers effective support to promote service users’ independence. The support provided by Hafod Care helps services users to manage their accommodation, to manage their relationships and to feel part of the community. All service users interviewed felt the support provided has helped them maintain their independence.
Recommendations:

To remind Hafod’s Service Users that there is a Vale of Glamorgan council complaint policy if needed and how to access this if needed.



5. Promoting Economic Progress and Financial Control

	Summary of Findings

	It was found during Staff interviews and support plans that Hafod enable Service Users to access advice in relation to benefits, budgeting, paying bills and any other financial needs. Hafod signpost Service Users to debt agencies such as Citizen’s advice and step change, source budgeting courses, fill in expenditure forms to teach and show Service Users how utilities are paid creating budget plans, encouraging service users to look at their spending outputs. Support workers actively look at maximising the Service Users benefits that is available to them. Service Users confirmed that the assistance in managing their finances is valuable to them and creates structure for them. 

Hafod encourage Service Users to access education, training with local colleges, volunteering opportunities when appropriate with a view to re-train Service Users so that they can gain employment. Service Users are supported to write CV’s, look for jobs and look for work when required. 

Support Workers confirmed that they assist service users with the benefit application process and the appeal process if necessary. Support workers will help with correspondence that is financially related and if necessary, helping them on their journey to become financially independent. All 3 Services have had to adapt to change with new ways of working during the pandemic continuing in line with the latest Government guidance, whilst still helping clients to meet their support needs. Support was delivered to Floating customers via telephone which has in turn forced the Service User to become more independent in dealing with their financial correspondence. 

Service Users when interviewed acknowledged having support needs and were working towards financial goals and confirmed Hafod helps them do this. 

Outcomes for Golau Caredig for 2021. The following results are produced as a percentage of progression for service users whose goals that are relevant to the outcome.

Managing Money:
Service users acknowledge they have goals in this area
0%

Service users are in the initial stages of goal progression
                                         11%

Service users have some progression of time-bound goals
24%

Service users have made some substantial progression of time-bound goals
20%

Service users have achieved goals
44%

Engaging in education/learning:

Service users acknowledge they have goals in this area
0%
Service users are in the initial stages of goal progression
25%
Service users have some progression of time-bound goals
25%
Service users have made substantial progression of time-bound goals
25%
Service users have achieved goals.
25%
Engaging in employment/voluntary work:

Service users acknowledge they have goals in this area
0%
Service users are in the initial stages of goal progression
0%
Service users have made some progression of time-bound goals

100%
Service users have made substantial progression of time-bound goals
0%
Service users have achieved goals

%
Outcomes for Croeso Pawb for 2021. The following results are produced as a percentage of progression for service users whose goals that are relevant to the outcome.

Managing Money:
Service users acknowledge they have goals in this area
0%

Service users are in the initial stages of goal progression
3%

Service users have some progression of time-bound goals
3%

Service users have made some substantial progression of time-bound goals
31%

Service users have achieved goals
62%

Engaging in education/learning:
Service users acknowledge they have goals in this area
0%
Service users are in the initial stages of goal progression
                                          0%
Service users have some progression of time-bound goals
0%
Service users have made substantial progression of time-bound goals
                                         0%
Service users have achieved goals.
0%
Engaging in employment/voluntary work:
Service users acknowledge they have goals in this area
0%
Service users are in the initial stages of goal progression
0%
Service users have made some progression of time-bound goals

0%
Service users have made substantial progression of time-bound goals
0%
Service users have achieved goals

0%
Outcomes for the following results for Esgyn for 2021 are produced as a percentage of progression for service users whose goals that are relevant to the outcome.

Managing Money:
Service users acknowledge they have goals in this area
20%

Service users are in the initial stages of goal progression
10%

Service users have some progression of time-bound goals
40%

Service users have made some substantial progression of time-bound goals
20%

Service users have achieved goals
10%

Engaging in education/learning:
Service users acknowledge they have goals in this area
0%
Service users are in the initial stages of goal progression
100%
Service users have some progression of time-bound goals
0%
Service users have made substantial progression of time-bound goals
0%
Service users have achieved goals.
0%
Engaging in employment/voluntary work:
Service users acknowledge they have goals in this area
0%
Service users are in the initial stages of goal progression
0%
Service users have made some progression of time-bound goals

0%
Service users have made substantial progression of time-bound goals
0%
Service users have achieved goals

0%


	Conclusion and Recommendations

	Hafod provide comprehensive support for Service Users in relation to their financial matters and encourage services users to gain control of their finances using tools such as budget plans and anything that maybe available to them. 

Hafod liaise with other agencies to bring about financial control whether that be for benefits to maximise their incomes or to arrange educational or employment opportunities. 

It is evident that that Hafod has a positive impact on Service Users’ ability to manage their own finances.
The objective has been fully met.



6. Promoting Health and Wellbeing
	Summary of Findings

	Hafod promotes service users’ health and wellbeing both mentally and physically. It was confirmed during service user interviews and file checks that Hafod Care encourages service users to access the community and assist them develop their interests to meet their goals. Three main goal areas within promoting health and wellbeing are mental health, physical health and leading a healthy & active lifestyle.

Hafod’s support workers help clients access the Health services such as GP, Dentist, Optician, Hospital etc. They Inform the Service Users of the benefits to living a healthy lifestyle. Discussions around smoking with those who smoke take place and refer clients on to other agencies if they have substance misuse issues. Benefits of a good diet and drinking water are also discussed. 

Hafod staff are not trained in Mental Health but have a good understanding of the possible issues and know the signs a service user needs help in this area. The Support Worker will signpost to professional agencies such as MIND, Anxiety UK or Samaritans that can specifically deal with mental health issues and can make referrals if needed. 

Hafod not only focus on mental health but encourage Service Users to take part in physical exercise. This may be through organized walks or bike rides. Service Users have been encouraged to do this also through the pandemic to assist with their mental and physical health. Personal Hygiene is also actively encouraged and regularly discussed with service users.

Hafod staff encourage Service Users to develop and maintain existing relationships with children, parents, family members and friends when appropriate. It was evidenced in staff interviews that support is given to service users in identifying positive relationships.

Staff members support service users with living a healthy and active lifestyle. Service users confirmed that support workers provide healthy eating advice, activities have been at a standstill for the last few years but these activities are starting to re-emerge and staff are engaging members to take part in activities to promote health and wellbeing. 
Where appropriate, staff will support the development of service users’ relationships with family members and friends and work to reduce isolation, especially through the Pandemic, which is a common issue experience among service users.

Outcomes for Golau Caredig for 2021. The following results are produced as a percentage of progression for service users whose goals that are relevant to the outcome.

Physically Healthy:
Service users acknowledge they have goals in this area
0%

Service users are in the initial stages of goal progression
10%

Service users have some progression of time-bound goals
23%

Service users have made some substantial progression of time-bound goals
23%

Service users have achieved goals
45%

Mentally Healthy:

Service users acknowledge they have goals in this area
5%
Service users are in the initial stages of goal progression
15%
Service users have some progression of time-bound goals
20%
Service users have made substantial progression of time-bound goals
40%
Service users have achieved goals.
20%
Leading a healthy and active lifestyle:

Service users acknowledge they have goals in this area
0%
Service users are in the initial stages of goal progression
0%
Service users have made some progression of time-bound goals

50%
Service users have made substantial progression of time-bound goals
17%
Service users have achieved goals

33%
Outcomes for Croeso Pawb for 2021. The following results are produced as a percentage of progression for service users whose goals that are relevant to the outcome.

Physically Healthy:
Service users acknowledge they have goals in this area
0%

Service users are in the initial stages of goal progression
0%

Service users have some progression of time-bound goals
14%

Service users have made some substantial progression of time-bound goals
29%

Service users have achieved goals
57%

Mentally Healthy:

Service users acknowledge they have goals in this area
0%
Service users are in the initial stages of goal progression
0%
Service users have some progression of time-bound goals
0%
Service users have made substantial progression of time-bound goals
                                         0%
Service users have achieved goals.
100%
Leading a healthy and active lifestyle:

Service users acknowledge they have goals in this area
0%
Service users are in the initial stages of goal progression
0%
Service users have made some progression of time-bound goals

0%
Service users have made substantial progression of time-bound goals
0%
Service users have achieved goals

0%
Outcomes for Esgyn for 2021. The following results are produced as a percentage of progression for service users whose goals that are relevant to the outcome.

Physically healthy:
Service users acknowledge they have goals in this area
0%

Service users are in the initial stages of goal progression
0%

Service users have some progression of time-bound goals
50%

Service users have made some substantial progression of time-bound goals
50%

Service users have achieved goals
0%

Mentally healthy:

Service users acknowledge they have goals in this area
0%
Service users are in the initial stages of goal progression
40%
Service users have some progression of time-bound goals
                                         40%
Service users have made substantial progression of time-bound goals
0%
Service users have achieved goals.
20%
Leading a healthy and active lifestyle:

Service users acknowledge they have goals in this area
0%
Service users are in the initial stages of goal progression
0%
Service users have made some progression of time-bound goals

0%
Service users have made substantial progression of time-bound goals
0%
Service users have achieved goals

0%


	Conclusion and Recommendations

	Hafod actively support health and well-being. Encouraging Service Users are encouraged to attend health related appointments and liaise with health professionals to make progress towards their health goals. 

All 3 schemes encourage positive relationships.

This objective has been fully met.



7. Ensuring Participation 

	Summary of Findings

	Participation has been difficult the last few years during the pandemic and support services have had to re-think how they communicate with service users. Hafod has always had a strong commitment to Tenant Engagement and participation. They recognise the importance of providing processes that allow people the opportunity to comment and to give feedback. The feedback can then be used to inform, improve, and grow the service accordingly. Hafod uses a variety of methods to get buy in to providing feedback including Tenant Participation/Engagement, Customer questionnaires, Customer involvement in external/internal reviews, Hafod Compliment & Complaints processes and Exit Surveys.

It was evidenced that all service users had an up-to-date support plan in place. All service users confirmed that they understood their support plans and that the goals contained within are set by themselves.

Hafod have worked closely with local communities wherever possible to promote community resources and opportunities to reduce poverty, such as Time Credits, volunteering, training, and employment opportunities. They work with our partners to ensure that people can access services at times of need. This has been particularly important for people’s wellbeing during the Pandemic. 

Hafod are committed to encouraging positive outcomes for the people they work with. Focus is on people achieving their social, physical, emotional, and economic goals. Policies that were made available to the Contract Monitoring officer in conjunction with this outcome.
Hafod are now in the process of planning events and look forward to having interaction again in the future that came to a standstill during the Pandemic. Events are starting to resume and Service Users confirmed they are looking forward to these activities taking place.


	Conclusion and Recommendations

	Hafod Care promotes service user involvement and participation in a variety of ways. All service users confirmed that they have input into the support that they receive and set their own support goals. All service users confirmed that they are invited to Hafod Care’s events and activities. Hafod Care actively promotes service users’ involvement in education, training and employment and this was confirmed during service user interviews.

This objective has been fully met.


8. Safeguarding

	Summary of Findings

	Hafod has policies and procedures in place relating to Safeguarding. All policies that were made available to the Contract Monitoring Officer and are held on Hafod’s intranet that all staff have access to. 

Complaints Handling Procedure  

Data Protection and GDPR 
Raising Concerns at work
Equality and Diversity 

Lone Working Policy

Service User Risk Assessment 

Safeguarding Children Protection
Fire Safety
Accident Policy and Procedure

It was evidenced that all staff members receive induction training, and that constant online training is available via e-modules on Hafod’s internal system. Training courses available range from Safeguarding, Risk Assessment to Health and Safety and most recently, Coronavirus. The Hafod internal system identifies courses that have been completed, in progress and certificates that need to be renewed. 

Hafod staff have a lone working system in place and staff were able to demonstrate how the system worked. There is a 2 tier on call system where staff can reach management if the situation arises.

Hafod employees have an up to-date disclosure and barring service checks. The DBS checks are updated and reviewed as detailed in section 3. DBS reference numbers are kept on the computer system and were up to date at the time of review. 

It was evidenced that Hafod staff members have up to date driving licences, MOT Certificates and Insurance documents. It was not evidenced that Hafod’s manager has a reminder via e-mail from the Hafod’s system that staff driving documents need renewing.

Hafod has Liability insurance in place for £25 million; policy number Y135793QBE0121A. (previously detailed in section 3)


	Conclusion and Recommendations

	Hafod have comprehensive policies and procedures in place to assist with Safeguarding. It was evidenced that that staff members are provided with in depth training programme ensuring the safeguarding of both service users and staff members. 

The lone working policy is in force by all staff members.

Hafod have employers’ liability insurance in place. 

Recommendation:

That there is a system in place to check driving documents annually.



9. Evaluating quality to ensure the service can deliver outcomes

	Summary of Findings

	Hafod Care maintains a file for each member of staff. The files contain training records, supervision notes, sickness records, and vehicle documents.

Certain documents such as employer references, job descriptions and job offer letters were sent across from Hafod HR department based at Culverhouse Cross. Records indicated that all staff members had up-to-date DBS checks, and checks were in place prior to commencing employment. However, this system is not transparent enough for the service to be audited and a recommendation has been made to set up a system where Supporting people are able to view files creating transparency but also adhering to data protection policies.
Staff files indicated that all staff members had completed an induction course, undertaken role training and received supervision; this was confirmed verbally with the staff members that were interviewed.

All staff members confirmed that they had passed a six month probationary period; this was documented by HR.
Staff confirmed that they receive supervisory sessions every 4 to 6 weeks where they are able to discuss workload, issues, training needs and personal development. 

Team meetings are carried out monthly where issues are discussed such as: shift patterns, client behaviour, client assessments and caseloads etc. Minutes of these meetings were made available to the Contract Monitoring Officer.

All staff members confirmed that they received induction training within three months of commencing employment, and it was evidenced that all new staff members must complete a training program as part of their induction, which includes support worker training, health & safety and risk assessment training.

Hafod Care maintain daily contact notes for service users and store them in the individual service user file, all the daily contact notes monitored were found to be up-to-date.

Hafod use a variety of methods to provide feedback. Tenant Participation/Engagement, Customer questionnaires, Customer involvement in external/internal reviews and internal, Hafod Compliment & Complaints processes, Exit Surveys, Follow up surveys when agreed by Service Users. All contribute to enabling staff to evaluate and improve support services. 



	Conclusion and Recommendations

	Hafod Care provides a wide range of training for support staff covering all aspects of the role. All staff members received induction within three months of starting their role.

All staff members have passed a mandatory probationary period and have regular supervision sessions with their manager and all sessions are documented accordingly.

The sessions are documented and indicate that staff members are able to discuss training, personal development, health and safety and support issues etc.

This objective has been fully met.



	10 (i) Summary of Stakeholder Feedback

	Hafod have a good working relationship with the Supporting People Team. Hafod support staff attend Supporting People liaison group meetings with monthly returns being returned in a timely manner. The Gateway and allocation Panel is always attended. The relationship with the Gateway Officer is flexible and co-operative with referrals being accommodated. However, the communication with the Esgyn project is not as fluid as it could be and is sometimes sporadic.



	10 (ii) Summary of Service User Feedback

	As part of the review, 20% of Service Users were interviewed to provide feedback on the support they are receiving from Hafod. Service Users feedback was positive in the support they receive. It was evident from the feedback that the Service User had trusted relationships with their support workers helping them on their journey to independence.


	10 (iii) Summary of Staff Feedback

	Several staff members were interviewed as part of the review. The support workers demonstrated a very good understanding of their job roles and the organisation they work for, explaining their roles and responsibilities to a high standard. All staff members confirmed they had received induction training and had received further relevant training including Health and Safety and Safeguarding training. Staff members confirmed that they underwent a probation period, receive regular supervision and felt comfortable to express their views and training opportunities with their manager.




11. SUMMARY / CONCLUSIONS
Hafod provide consistent, valuable and effective housing related support to their service users in their projects. The projects are cost effective and strategically relevant. The Service Users that were spoken to made it clear that the support that they receive makes a positive impact on their life and has provided them with safety and security in their lives. Confidence is built and is improving their daily living skills enabling them to move on to maintaining their own tenancies. The drop-in service has made significant improvement helping Service Users sort out issues quickly and efficiently. The new Esgyn Service is proving successful, filling a gap in support services.  Hafod encourage service user participation in usual circumstances and have no doubt that they will continue to do so in the future post Pandemic.
Hafod have a strong working relationship with the Vale of Glamorgan’s Supporting People Team. Staff members displayed good knowledge of their roles and staff are provided with adequate training and on-going opportunities to progress their development. It was clear to see that Staff were enthusiastic and committed to their roles. 

In Conclusion, Hafod provide a constructive service within The Vale of Glamorgan for vulnerable individuals with tenancy issues preventing homelessness and promoting independence.

Recommendations:
	Recommendations
	Target Date

	A system to be put in place with Hafods’ HR department for Supporting People to have access or sight of appropriate records to be able to audit the service.


	3 months

	To remind Hafod’s Service Users that there is a Vale of Glamorgan council complaint policy if needed and how to access this if needed.


	Immediately

	That there is a system in place to check driving documents annually.


	3 months


Future monitoring

The next review will take approximately 3 years following this review. 
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