
Annual Return 2022/2023

Provider Information to be published

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

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

Provider name: MSF Group Ltd

The provider was registered on: 12/10/2021

The following lists the
provider conditions:

There are no imposed conditions associated to this provider

The regulated services
delivered by this provider
were:

Bluebird Care Pontypridd

Service Type Domiciliary Support Service

Type of Care None

Approval Date 18/11/2021

Responsible Individual(s) Mohsin Fazal

Manager(s) Tracy Heaven

Partnership Area Cardiff and Vale

Service Conditions There are no conditions associated to this service

Bluebird Care Pontypridd

Service Type Domiciliary Support Service

Type of Care None

Approval Date 12/10/2021

Responsible Individual(s) Mohsin Fazal

Manager(s) Tracy Heaven

Partnership Area Cwm Taf Morgannwg

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

We prioritize employee training to ensure high-quality care. Asses
sing needs, induction, basic life support, medication assistance, s
afeguarding, and manual handling training are provided. Supervis
ions and spot-checks occur weekly for three months, then monthl
y. Staff complete 30 hours of e-learning, with refreshers. All staff c
omplete Wales manual handling passport and medication courses
. Continuous learning is encouraged, including NVQ in health & s
ocial care. Feedback identifies knowledge gap

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

We collaborate with a specialist firm for recruitment ads and mark
et analysis. Mandatory interviews, references, and enhanced DBS
checks are conducted. Compliance with minimum wage laws. Com
petitive salaries, support, training, and reasonable schedules aid 
retention. Uniforms, mileage rates, and counselling provided. Mon
thly supervisions, NVQ, work-life balance, and recognition reward
s offered. Exit interviews enhance retention addressing concerns.

Service Profile

Service Details



Name of Service Bluebird Care Pontypridd

Telephone Number 07456000438

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 have a coordinator and a carer who are fluent in Welsh.

Service Provision

People Supported

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

110

Fees Charged

The minimum hourly rate payable during the last financial year? 24

The maximum hourly rate payable during the last financial year? 24

Complaints

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

1

Number of active complaints outstanding 0

Number of complaints upheld 0

Number of complaints partially upheld 0

Number of complaints not upheld 1

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

All staff are made aware of the business's performance and this in
formation can be shared with service users upon request.

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.

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


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

It is important to ensure that people receiving care and support 
feel that their voices are heard and can contribute towards the 
care they receive. We do this by adopting a person-centered a
pproach to care by Involving them in the decision-making proce
sses, respect their choices, and tailor the care and support to t
heir specific needs. Service users are involved in the care plan
ning process, allowing them to express their preferences, set g
oals, and make decisions about the care and support they rece
ive. We welcome their input when developing personalized care
plan that reflect their individual needs and aspirations and offer
a range of care and support options to individuals, allowing the
m to choose the services that best meet their needs. Service us
ers are provided information about the available options, their b
enefits, and any associated costs, empowering them to make in
formed decisions. We establish effective channels of communic
ation to encourage open and regular dialogue with the people r
eceiving care. This includes regular meetings, individual discus
sions, and feedback to gather their opinions, concerns, and su
ggestions. We ensure that individuals have access to independ
ent advocacy services, if needed, to support them in expressin
g their views and making choices and provide assistance/ guida
nce to help them navigate the care system and access the reso
urces and services they require. We conduct regular reviews a
nd reassessments of care plans to ensure they remain aligned 
with the changing needs and preferences of the individuals. Ob
taining their input during these reviews, adjusting, and modifyin
g based on their feedback. We have implemented a robust qual
ity assurance process to monitor and evaluate the care and su
pport provided. This includes satisfaction surveys, feedback, a
nd regular audits to ensure that the voices of individuals are he
ard, and their choices are respected. We have a clear procedu
re for handling complaints and resolving conflicts, ensuring that
individuals feel supported and are encouraged to raise concern
s or complaints. We take prompt and appropriate actions to ad
dress this. By implementing these measures, we can create an 
environment where individuals receiving care and support feel 
empowered, valued, and respected, with their voices heard, ch
oices honoured, and opportunities made available to them.

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.

It’s crucial to prioritize the happiness, ongoing health, developm
ent, and overall well-being of the individuals in our care. We Re
cognise that everyone is unique and has diverse needs, as a r
esult we adopt a holistic approach to care that encompasses p
hysical, mental, emotional, and social well-being. We regularly 
monitor the health status of individuals by medication managem
ent, assistance with appointments, promote healthy lifestyle cho
ices and collaborate with healthcare professionals to provide n
ecessary support to maintain their ongoing health. Develop per
sonalized care plans that consider the specific needs, goals, an
d preferences of individuals ensuring their care plans address t
heir intellectual, social, and behavioural development, in additio
n to physical health. We regularly review and update these plan
s to ensure they reflect their evolving needs. This involves crea
ting a safe and nurturing environment, actively listening to their 
concerns. Collaborate with other service providers, community 
organizations, and relevant professionals to enhance the supp
ort available to individuals. We continuously monitor and evalua
te the effectiveness of the care we provide by obtaining feedba
ck from individuals, their families, and other stakeholders to ide
ntify areas for improvement and make necessary adjustments. 
By prioritizing happiness, ongoing health, development, and ov
erall well-being, we aim to create an environment that supports 
individuals in maintaining good health and enjoy a meaningful a
nd fulfilling life.



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

Ensuring the safety and protection of the individuals in our care
from abuse and neglect is of utmost importance to us. We have
a robust safeguarding policies and procedures in place that co
mply with national and local regulations. These policies clearly 
outline the company's commitment to safeguarding, define diffe
rent forms of abuse and neglect, and provide guidance on how 
to recognize, report, and respond to safeguarding concerns. C
omprehensive training is provided to all staff members on safeg
uarding practices and procedures. This training highlights signs
of abuse or neglect, understanding the reporting process, and 
knowing their responsibilities in safeguarding the individuals in 
our care. We conduct regular risk assessments of the environm
ent and care plans to identify potential risks that could compro
mise the safety of individuals. Assessments include factors suc
h as home safety, the presence of potential hazards, and the v
ulnerability of individuals to specific risks. We encourage a cult
ure of transparency for reporting and managing safeguarding i
ncidents, where staff members feel empowered to report any co
ncerns or suspicions promptly. All reported incidents are thorou
ghly investigated, appropriate actions are taken, and individual
s affected by abuse or neglect are supported. We have establis
hed effective communication with local authorities and social se
rvices to ensure a coordinated approach in addressing safegua
rding concerns and protecting individuals. We empower individ
uals to voice their concerns, fears, or experiences of abuse or 
neglect and provide them with information about their rights, ch
annels for reporting, and access to independent advocates if n
ecessary. We ensure that complaints are handled promptly, tho
roughly, and in accordance with established policies that is tran
sparent and accessible. We continuously keep abreast of curre
nt developments with legislation and guidance to ensure compli
ance and provide the highest standard of protection to individu
als in our care by continuously review and improve safeguardin
g practices based on feedback, lessons learned, and changes i
n regulatory requirements.

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)

15

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

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

Staff Type
Service Manager

Does your service structure include roles of this
type?

Yes

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

Filled and vacant posts

No. of staff in post 1

No. of posts vacant 0



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

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

Induction 1

Health & Safety 1

Equality, Diversity & Human Rights 1

Manual Handling 1

Safeguarding 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.

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?

No

Other supervisory staff

Does your service structure include roles of this
type?

Yes

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

Filled and vacant posts

No. of staff in post 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 0

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

Contractual Arrangements

No. of permanent staff 1

No. of Fixed term contracted staff 0

No. of volunteers 0

No. of Agency/Bank staff 0

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

0

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

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

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

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

Staff Qualifications

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

1

No. of staff working towards the
required/recommended qualification

0

Senior social care workers providing direct care

Does your service structure include roles of this
type?

No

Other social care workers providing direct care

Does your service structure include roles of this
type?

Yes

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

Filled and vacant posts

No. of staff in post 33

No. of posts vacant 3



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

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

Induction 14

Health & Safety 14

Equality, Diversity & Human Rights 14

Manual Handling 14

Safeguarding 14

Dementia 14

Positive Behaviour Management 0

Food Hygiene 0

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

Contractual Arrangements

No. of permanent staff 33

No. of Fixed term contracted staff 0

No. of volunteers 0

No. of Agency/Bank staff 0

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

0

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

No. of full-time staff (35 hours or more per week) 4

No. of part-time staff (17-34 hours per week) 29

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

23

No. of staff working towards the
required/recommended qualification

10

Other types of staff

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

No

Service Profile

Service Details

Name of Service Bluebird Care Pontypridd

Telephone Number 07456000438

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

English Medium



Other languages used in the provision of the service

Service Provision

People Supported

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

0

Fees Charged

The minimum hourly rate payable during the last financial year? 24

The maximum hourly rate payable during the last financial year? 24

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?

All staff are regularly updated on the performance of the business
and this information is shared with service users upon request.

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.

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


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

It is important to ensure that people receiving care and support 
feel that their voices are heard and can contribute towards the 
care they receive. We do this by adopting a person-centered a
pproach to care by Involving them in the decision-making proce
sses, respect their choices, and tailor the care and support to t
heir specific needs. Service users are involved in the care plan
ning process, allowing them to express their preferences, set g
oals, and make decisions about the care and support they rece
ive. We welcome their input when developing personalized care
plan that reflect their individual needs and aspirations and offer
a range of care and support options to individuals, allowing the
m to choose the services that best meet their needs. Service us
ers are provided information about the available options, their b
enefits, and any associated costs, empowering them to make in
formed decisions. We establish effective channels of communic
ation to encourage open and regular dialogue with the people r
eceiving care. This includes regular meetings, individual discus
sions, and feedback to gather their opinions, concerns, and su
ggestions. We ensure that individuals have access to independ
ent advocacy services, if needed, to support them in expressin
g their views and making choices and provide assistance/ guida
nce to help them navigate the care system and access the reso
urces and services they require. We conduct regular reviews a
nd reassessments of care plans to ensure they remain aligned 
with the changing needs and preferences of the individuals. Ob
taining their input during these reviews, adjusting, and modifyin
g based on their feedback. We have implemented a robust qual
ity assurance process to monitor and evaluate the care and su
pport provided. This includes satisfaction surveys, feedback, a
nd regular audits to ensure that the voices of individuals are he
ard, and their choices are respected. We have a clear procedu
re for handling complaints and resolving conflicts, ensuring that
individuals feel supported and are encouraged to raise concern
s or complaints. We take prompt and appropriate actions to ad
dress this. By implementing these measures, you can create an
environment where individuals receiving care and support feel 
empowered, valued, and respected, with their voices heard, ch
oices honoured, and opportunities made available to them.

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.

It’s crucial to prioritize the happiness, ongoing health, developm
ent, and overall well-being of the individuals in our care. We Re
cognise that everyone is unique and has diverse needs, as a r
esult we adopt a holistic approach to care that encompasses p
hysical, mental, emotional, and social well-being. We regularly 
monitor the health status of individuals by medication managem
ent, assistance with appointments, promote healthy lifestyle cho
ices and collaborate with healthcare professionals to provide n
ecessary support to maintain their ongoing health. Develop per
sonalized care plans that consider the specific needs, goals, an
d preferences of individuals ensuring their care plans address t
heir intellectual, social, and behavioural development, in additio
n to physical health. We regularly review and update these plan
s to ensure they reflect their evolving needs. This involves crea
ting a safe and nurturing environment, actively listening to their 
concerns. Collaborate with other service providers, community 
organizations, and relevant professionals to enhance the supp
ort available to individuals. We continuously monitor and evalua
te the effectiveness of the care we provide by obtaining feedba
ck from individuals, their families, and other stakeholders to ide
ntify areas for improvement and make necessary adjustments. 
By prioritizing happiness, ongoing health, development, and ov
erall well-being, we aim to create an environment that supports 
individuals in maintaining good health and enjoy a meaningful a
nd fulfilling life.



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

Ensuring the safety and protection of the individuals in our care
from abuse and neglect is of utmost importance to us. We have
a robust safeguarding policies and procedures in place that co
mply with national and local regulations. These policies clearly 
outline the company's commitment to safeguarding, define diffe
rent forms of abuse and neglect, and provide guidance on how 
to recognize, report, and respond to safeguarding concerns. C
omprehensive training is provided to all staff members on safeg
uarding practices and procedures. This training highlights signs
of abuse or neglect, understanding the reporting process, and 
knowing their responsibilities in safeguarding the individuals in t
heir care. We conduct regular risk assessments of the environ
ment and care plans to identify potential risks that could compr
omise the safety of individuals. Assessments include factors su
ch as home safety, the presence of potential hazards, and the 
vulnerability of individuals to specific risks. We encourage a cult
ure of transparency for reporting and managing safeguarding i
ncidents, where staff members feel empowered to report any co
ncerns or suspicions promptly. All reported incidents are thorou
ghly investigated, appropriate actions are taken, and individual
s affected by abuse or neglect are supported. We have establis
hed effective communication with local authorities and social se
rvices to ensure a coordinated approach in addressing safegua
rding concerns and protecting individuals. We empower individ
uals to voice their concerns, fears, or experiences of abuse or 
neglect and provide them with information about their rights, ch
annels for reporting, and access to independent advocates if n
ecessary. We ensure that complaints are handled promptly, tho
roughly, and in accordance with established policies that is tran
sparent and accessible. We continuously keep abreast of curre
nt developments with legislation and guidance to ensure compli
ance and provide the highest standard of protection to individu
als in our care by continuously review and improve safeguardin
g practices based on feedback, lessons learned, and changes i
n regulatory requirements.

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)

15

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

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

Staff Type
Service Manager

Does your service structure include roles of this
type?

Yes

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

Filled and vacant posts

No. of staff in post 1

No. of posts vacant 0



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

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

Induction 1

Health & Safety 1

Equality, Diversity & Human Rights 1

Manual Handling 1

Safeguarding 1

Dementia 1

Positive Behaviour Management 1

Food Hygiene 0

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

Contractual Arrangements

No. of permanent staff 1

No. of Fixed term contracted staff 0

No. of volunteers 0

No. of Agency/Bank staff 0

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

0

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

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

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

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

Staff Qualifications

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

No

Other supervisory staff

Does your service structure include roles of this
type?

Yes

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

Filled and vacant posts

No. of staff in post 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 0

Positive Behaviour Management 0

Food Hygiene 0

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

Contractual Arrangements

No. of permanent staff 1

No. of Fixed term contracted staff 0

No. of volunteers 0

No. of Agency/Bank staff 0

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

0

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

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

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

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

Staff Qualifications

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

1

No. of staff working towards the
required/recommended qualification

0

Senior social care workers providing direct care

Does your service structure include roles of this
type?

No

Other social care workers providing direct care

Does your service structure include roles of this
type?

Yes

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

Filled and vacant posts

No. of staff in post 33

No. of posts vacant 3



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

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

Induction 14

Health & Safety 14

Equality, Diversity & Human Rights 14

Manual Handling 14

Safeguarding 14

Dementia 14

Positive Behaviour Management 0

Food Hygiene 0

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

Contractual Arrangements

No. of permanent staff 33

No. of Fixed term contracted staff 0

No. of volunteers 0

No. of Agency/Bank staff 0

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

0

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

No. of full-time staff (35 hours or more per week) 4

No. of part-time staff (17-34 hours per week) 29

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

23

No. of staff working towards the
required/recommended qualification

10

Other types of staff

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

No


