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The inspection visits for this service took place between 20/05/2026 and 21/05/2026

@ervice Information: \

Operated by: Innovate Trust Ltd

Care Type: Domiciliary Support Service

Provision for: Supported Living

Registered places: 0

Main language(s): English

Promotion of Welsh language and The provider makes an effort to promote the use of

culture: the Welsh language and culture or is working
towards a bilingual service.



https://innovate-trust.org.uk/

Ratings:

@ Well-being Excellent

@ Care & Support Excellent

@ Leadership & Management Excellent

Summary:

Innovate Trust Community Living provide supported living services to people with their own
tenancies who need support to live independently in the community, and an outreach support
service to people who live with their families. Services are provided to adults with a learning
disability and their associated needs.

Well-being is excellent because people experience highly person-centred support which promotes
independence, choice, rights and meaningful participation in their daily lives. Care and support is
excellent as planning is detailed and outcome-focused, care staff are skilled and responsive, and
strong safeguarding, medication and infection control systems support people’s safety and
wellbeing. Leadership and management is excellent because there are robust governance and
oversight arrangements, a strong culture of learning and inclusion, and care staff are well
supported, valued and trained to deliver high-quality care.
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Well-being is excellent because people experience highly person-centred support, strong
empowerment of their rights, and consistently positive outcomes across all aspects of their lives.
There are strong systems to identify and progress people’s outcomes. Evidence shows people
make meaningful and sustained improvements in independence and daily living skills. Care staff
provide consistently respectful and compassionate support. Feedback confirms staff are kind,
supportive and treat people with dignity. We saw care staff have established warm, trusting
relationships, with several examples seen of sensitive emotional support during significant life
events. Communication is highly individualised, using specialist tools, communication passports
and digital resources. Care staff demonstrate a very strong understanding of how each person
communicates, including those who do not use verbal communication. People are supported to
make choices about their daily lives and how they spend their time, with regular access to activities
such as shopping, swimming and holidays. Positive risk-taking enables people to build
independence safely through structured support plans.

The service demonstrates an exceptional commitment to promoting people’s rights and ensuring
their voices shape the support they receive. Accessible information is extremely strong, with easy
read materials, Welsh translations and innovative audio and video resources available. There is a
very positive commitment to working towards the Welsh “Active Offer” more generally. People are
supported to understand and exercise their rights through initiatives such as support to understand
and take part in elections. The service provider has co-produced the “My Dream Home” resource
with partner organisations to support people to learn about living independently. The Insight app,
developed by the provider, is used very effectively to support communication between people and
families, and helps provide strong evidence of people’s achievements. Events such as “Listen to
Us” ensure people directly influence service development, with outcomes feeding into action plans.
Quarterly participation reports provide excellent oversight of engagement. People are actively
involved in shaping the service rather than just being consulted. People maintain meaningful
relationships, take part in their communities and develop friendships. Equality, diversity and
inclusion are respected, and people are supported to express their identity and preferences.
Financial wellbeing is promoted through clear plans and skill development.

Safeguarding culture is strong, with clear systems, oversight and a proactive approach to risk. Care
staff understand safeguarding procedures and act appropriately, with timely referrals and effective
partnership working. Risks are identified early through monitoring and staff knowledge, and action
is taken to reduce potential harm while maintaining independence. Accessible information helps
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people understand how to raise concerns, and feedback confirms people feel safe and confident to
speak up. There is a strong culture of learning and improvement following any incident. People’s
health and wellbeing needs are well supported through detailed plans, engagement with health
professionals and care staff training. Overall, people experience a high quality of life, feel safe,
respected and in control, with consistently positive feedback about their experiences.
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Care and Support is excellent because people receive highly personalised care which consistently
supports positive outcomes. People receive care and support which is structured around their
personal outcomes. Personal plans are detailed, well organised and reflect people’s life history,
strengths, preferences and what a good day looks like. There is a strong focus on developing
independence, supported by clear, step-by-step guidance for care staff. Plans are co-produced with
people and families, with their views recorded and kept under regular review. There is clear
evidence people make sustained progress, including those with complex needs. Daily practice
reflects this planning. People are relaxed, comfortable and supported by care staff who know them
well. Activities are meaningful and reflect individual preferences, including access to the
community, holidays and relationships. Feedback is consistently positive, including “Staff are
great... | feel like | can talk to them.”, “I can do the things | want... | feel well looked after and safe.”
and “10 out of 10.” Families and professionals describe care staff as “very person-centred”, telling
us, “They are very caring... there has been a lot of progress and they are very happy” and
“Excellent care, compassion and understanding from all staff.”

People are protected from harm through effective and well embedded safeguarding systems. There
is a proactive and open culture, with appropriate referrals made and very good partnership working
with external agencies. Care staff understand safeguarding procedures and are confident in
applying them. Incidents are reported, monitored and escalated appropriately, with clear
management oversight. There is evidence of learning from events, with changes made to improve
practice. Risk is well managed through detailed assessments which support a positive approach,
enabling people to remain independent while staying safe. Best interest decision-making is used
appropriately, and restrictive practices are minimised.

Medication is well managed. Care staff receive appropriate training and competency checks, and
records are consistently accurate. Robust systems are in place for stock control, controlled
medication and specialist administration. PRN “as needed” medication is clearly documented, with
reasons and outcomes recorded. Where appropriate, people are supported to take part in
managing their own medication, promoting independence. There is strong oversight through
regular checks and audits, ensuring safe practice is maintained.

Infection prevention and control is managed well. People’s homes are consistently clean, tidy and
comfortable. People are supported to maintain their own environment as much as they can where
possible. Care staff follow clear routines and demonstrate good knowledge of infection control
practices, supported by training. There are effective monitoring and audit systems in place. We saw
infection control practice promotes both safety and people’s independence.
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@ Leadership & Management Excellent

Leadership and management is excellent because there are highly effective governance systems,
a strong and positive organisational culture and a well-supported, skilled workforce. There are
robust governance and oversight arrangements which drive continuous improvement. A wide range
of monitoring systems are in place, including quality assurance visits and detailed health and safety
inspections. Audits are comprehensive and provide clear oversight across all areas of the service,
with strong evidence of senior management involvement and action tracking through improvement
plans. Governance is innovative and inclusive, with people supported to take part in quality
assurance visits and contribute to how services are reviewed. Accessible policies are in place,
including easy read, Welsh and video formats, supporting transparency. There is a clear reporting
culture, with appropriate notifications submitted and safeguarding and complaints records
demonstrating actions and outcomes. The organisation works openly and collaboratively with
partners, including social services and health professionals. There are effective and innovative
systems for gathering feedback through forums, surveys and digital platforms, and there is clear
evidence this informs service development. We found an extremely positive culture promoted by
the service provider, with approachable managers, opportunities for staff progression, and
recognition of care staff achievements in a variety of innovative ways.

There is stable and experienced leadership, with a consistent management presence and strong
relationships between senior leaders. Recruitment practices are safe, with appropriate checks in
place and care staff registered with Social Care Wales, the workforce regulator. There are systems
to support care staff, including regular, structured supervision and access to informal support. The
organisation demonstrates a strong commitment to training and development, with a wide range of
core and specialist training available. This supports care staff to feel confident and competent in
their roles, with the service provider winning awards in the skills sector for their work in this area.
Staff feedback is very positive, with comments such as “/ feel really supported here — management
are approachable and always willing to help”, “Staff feel listened to... things have really improved
and the team works well together’ and “Training is really good... | feel confident and well prepared
to do my job.” Care staff describe a supportive environment, reflected in comments such as “It's a
supportive environment — you can always contact managers if you need guidance” and “I enjoy
working here — it's rewarding seeing people progress and being part of that’. There is a stable
workforce with low turnover and good retention, contributing to continuity of care. Staffing levels are
sufficient overall, with flexible working arrangements in place. Overall, care staff feel valued,
listened to and part of a positive, inclusive team.
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Areas identified for improvement

Where we identify Areas for Improvement but we have not found outcomes for people to be at
immediate or significant risk, we discuss these with the provider. We expect the provider to take
action and we will follow this up at the next inspection.

Where we find outcomes for people require significant improvement and/or there is risk to
people’s well-being we identify areas for Priority Action. In these circumstances we issue a
Priority Action Notice(s) to the Provider, and they must take immediate steps to make
improvements. We will inspect again within six months to check improvements have been made
and outcomes for people have improved.

CIW has no areas for improvement identified following this inspection.

CIW has not issued any Priority action notices following this inspection.
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