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Provider Information to be published

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

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

Provider name: Harbour Care Services Limited

The provider was registered on: 20/09/2018

The following lists the
provider conditions:

There are no imposed conditions associated to this provider

The regulated services
delivered by this provider
were:

Harbour Care Services Ltd

Service Type Domiciliary Support Service

Type of Care None

Approval Date 20/09/2018

Responsible Individual(s) Samantha Busby

Manager(s) Avril Busby

Partnership Area West Wales

Service Conditions There are no conditions associated to this service

Training and Workforce Planning

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

All staff have completed the initial in-house induction course base
d upon the AWIF. Training is important to develop staff and ensur
e that they have the skills needed to undertake their role effective
ly. Individual’s training and development needs are reviewed annu
ally or more frequently. A record of completed training has been 
maintained on a Training Matrix and certificates of completion are 
stored in staff members personal file. Therefore access to training
is based upon need and is planned.

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

We have clear strategies and a effective recruitment practice to e
nsure that we appoint people who are both capable and motivate
d, using a values-based process to recruit people with the right b
ehaviours and attitudes and a robust approach to vetting of new 
members of staff, by following up personal and professional refer
ences, looking at training records, gaps in employment history an
d a DBS check. All our staff have contracts of employment, are pa
id block pay and paid a wage above the RLW.

Service Profile

Service Details

Name of Service Harbour Care Services Ltd

Telephone Number 01646663188

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

English Medium



Other languages used in the provision of the service We strive to make an ‘Active Offer’ in Welsh. The administration
paperwork is in English but we can share information with indivi
duals and staff in the Welsh language. We fully recognise the c
ultural and linguistic needs of Welsh speaking Individuals within
the context of inclusion, decision making and enabling control o
ver all aspects of their care provided. We will aim to function bili
ngually to the best of our ability. Where appropriate, staff will us
e bilingual name lanyards.

Service Provision

People Supported

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

54

Fees Charged

The minimum hourly rate payable during the last financial year? 24.08

The maximum hourly rate payable during the last financial year? 28.00

Complaints

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

0

Number of active complaints outstanding 0

Number of complaints upheld 0

Number of complaints partially upheld 0

Number of complaints not upheld 0

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

Individual, Family, Friends and advocates survey's were used to e
nhance and improve service delivery and demonstrate the partici
pation and inclusion of all those involved in the service. Our aim is
to deliver a high standard of care by adhering to legislation, regul
ations and best practice but also to adapt care to reflect and pro
mote the wishes and preferences of the Individuals. We believe in
the uniqueness and value of every Individual and we recognise th
e importance of working with Individuals to create a quality service
which meets their needs, wishes and expectations. We strongly b
elieve that participation should be an everyday right of Individuals
and that the Individual being involved in their own care is an esse
ntial. We support meaningful partnerships with Individuals from th
e design to the evaluation and review of the service by giving the
m a range of opportunities to engage with us by a range of metho
ds i.e. face to face, telephone. email or survey

Communicating with people who use the service

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

Picture Exchange Communication System (PECS) No

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

No

Makaton No

British Sign Language (BSL) No

Other No

Statement of Compliance



The Responsible Individual must prepare the statement of compliance.

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

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

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

We are here to support people to live their lives in a way that th
ey want too. We support people to achieve their best possible o
utcomes in a way that protects, promotes and maintains their in
dependence, safety and wellbeing. We are committed to ensuri
ng that our customers have a choice in how we deliver the servi
ce and actively shape its future direction. We do this: by listenin
g to them, by respecting their culture and beliefs, by treating pe
ople fairly and with dignity, by helping people to be in charge of
their own life, by being open and transparent at all times, by wo
rking with people to find answers to their concerns and difficulti
es, by informing people what we are doing, by learning to do thi
ngs better. We assist people to; Make decisions about their life,
feel safe and secure, meet new people and try new things, hav
e the same rights and responsibilities as everyone else, choose
staff to work with people that they can trust. We encourage cust
omers to make their own choices about who cares and support
s them. We ensure that people are at the centre of their care a
nd support service to enable them to shape the service they re
ceive. We demonstrate this by carrying out surveys of both cust
omers, their families or their advocates and also our staff, we a
nticipate that seeking the views of people involved will enhance 
and improve service delivery and demonstrate the participation 
and inclusion of all those involved with our service.

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

We are responsive to what we see, hear and know, to ensure t
hat individuals maintain their health and wellbeing. Care staff e
nsure that they are up to date with individuals Personal Plans a
nd make changes when they are needed. We carry out an ann
ual survey to expand internal quality assurance processes by g
athering the data. This supports us to meet the lines of enquiry 
covering the themes of Leadership and Management – Overall 
governance and Quality assurance. It is felt that the results pro
vide statistical data which can be used in the self-assessment/d
evelopment plan and quality assurance processes to improve p
erformance. It is our aim to deliver a high standard of care by a
dhering to legislation, regulations and best practice but also to 
adapt care to reflect and promote the wishes and preferences 
of individuals. We feel that Stakeholders reported satisfaction w
ith the service and they have engaged with Harbour Care in a p
ositive manner. The responses were extremely pleasing, puttin
g an individual and their needs at the centre of their care and s
upport, with voice and control over the outcomes that will help t
hem achieve well-being. Voice and control is a core principle of 
the Social Services and Well-being (Wales) Act. Voice, choice a
nd control are important to us all. A comment received supporte
d this; ‘good rapport with carers who know her likes and prefere
nces, portion sizes etc. etc. Sometimes it’s that little attention th
at makes a huge difference to her day ……. We’d also like to th
ank the whole team for the care you give her, not just physically
but emotionally too. You make it easier for us to care for her an
d keep her at home. Thank you!’ The results received througho
ut the quality reviews, were positive and show that we have a re
sponsive and caring work force, that have built positive relation
ships with the Service Users and that service users feel safe bu
t also the underlying theme that shone through the results were
that respondents are ‘Happy’ with the service provided. Evidenc
ed by a comment: ‘They always cheer me up and I enjoy having
lots of different conversations and getting to know everyone’

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


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

We do everything possible to keep people safe from all forms o
f abuse and neglect, working with them and other agencies to p
revent avoidable harm. We do this by ensuring that our staff ar
e well trained and skilled to provide the right care and they are 
able to recognise signs of abuse and report them swiftly. We gi
ve people the information needed to make informed choices an
d take informed risks. Staff understand and ensure the balance
between individuals informed risk-taking, and the responsibility 
to ensure the safety of them and of others. Evidenced by a com
ment received: ‘I feel that I can talk to them and they listen to m
e which makes me feel safe and like I’m not on my own. And the
y give me reassurance and support when I need it.' Staff can id
entify hazards in the home and reduce the risk of infection. Sup
porting with any medication needs carefully to minimise the risk 
of errors or support to continue to self-manage medication safe
ly.

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

Number of posts and staff turnover

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

16

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

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

Staff Type
Service Manager

Does your service structure include roles of this
type?

Yes

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

Filled and vacant posts

No. of staff in post 1

No. of posts vacant 0

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

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

Induction 0

Health & Safety 1

Equality, Diversity & Human Rights 1

Manual Handling 1

Safeguarding 1

Dementia 1

Positive Behaviour Management 1



Food Hygiene 1

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

Infection Control, Medication for Domiciliary Care, F
ire Safety for Domiciliary Care, First Aid, Catheter 
Care, End of Life Care

Contractual Arrangements

No. of permanent staff 1

No. of Fixed term contracted staff 0

No. of volunteers 0

No. of Agency/Bank staff 0

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

0

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

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

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

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

Staff Qualifications

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

1

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

0

Deputy service manager

Does your service structure include roles of this
type?

Yes

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

Filled and vacant posts

No. of staff in post 1

No. of posts vacant 0

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

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

Induction 1

Health & Safety 1

Equality, Diversity & Human Rights 1

Manual Handling 1

Safeguarding 1

Dementia 1

Positive Behaviour Management 1

Food Hygiene 1

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

Information Governance, COSHH, RIDDOR, GDPR,
Supervision, Recording Information, Fire Safety for 
Domiciliary Care, Risk Assessment, Catheter Care



Contractual Arrangements

No. of permanent staff 1

No. of Fixed term contracted staff 0

No. of volunteers 0

No. of Agency/Bank staff 0

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

0

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

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

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

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

Staff Qualifications

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

0

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

1

Other supervisory staff

Does your service structure include roles of this
type?

No

Senior social care workers providing direct care

Does your service structure include roles of this
type?

Yes

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

Filled and vacant posts

No. of staff in post 2

No. of posts vacant 1

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

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

Induction 2

Health & Safety 2

Equality, Diversity & Human Rights 2

Manual Handling 2

Safeguarding 2

Dementia 2

Positive Behaviour Management 2

Food Hygiene 2



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

Information Governance, COSHH, RIDDOR, GDPR,
Supervision, Recording Information, Fire Safety for 
Domiciliary Care, Risk Assessment, Catheter Care, 
Motor Nurone, Diabetes, Infection Control,

Contractual Arrangements

No. of permanent staff 2

No. of Fixed term contracted staff 0

No. of volunteers 0

No. of Agency/Bank staff 0

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

0

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

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

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

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

Staff Qualifications

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

2

No. of staff working towards the
required/recommended qualification

0

Other social care workers providing direct care

Does your service structure include roles of this
type?

Yes

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

Filled and vacant posts

No. of staff in post 16

No. of posts vacant 4

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

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

Induction 13

Health & Safety 24

Equality, Diversity & Human Rights 20

Manual Handling 24

Safeguarding 24

Dementia 24

Positive Behaviour Management 20

Food Hygiene 24

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

Information Governance, COSHH, RIDDOR, Record
ing Information, Fire Safety for Domiciliary Care, Ri
sk Assessment, Catheter Care, First Aid, Medicatio
n, Motor Nurone, End of Life Care



Contractual Arrangements

No. of permanent staff 15

No. of Fixed term contracted staff 0

No. of volunteers 0

No. of Agency/Bank staff 0

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

0

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

No. of full-time staff (35 hours or more per week) 11

No. of part-time staff (17-34 hours per week) 3

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

Staff Qualifications

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

9

No. of staff working towards the
required/recommended qualification

6

Other types of staff

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

Yes

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

Responsible Individual

Filled and vacant posts

No. of staff in post 1

No. of posts vacant 0

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

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

Induction 0

Health & Safety 0

Equality, Diversity & Human Rights 1

Manual Handling 0

Safeguarding 0

Dementia 1

Positive Behaviour Management 1

Food Hygiene 0

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

Cather Care, Fire Safety in Domiciliary Care, First 
Aid

Contractual Arrangements

No. of permanent staff 1

No. of Fixed term contracted staff 0

No. of volunteers 0

No. of Agency/Bank staff 0



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

0

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

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

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

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

Staff Qualifications

No. of staff who have the required qualification 1

No. of staff working toward required/recommended
qualification

0


