
Innovate Trust Ltd
Annual Return 2025/2026

The Annual Return is an online form that registered adults and children’s services providers are legally required to complete
each year under the Regulations and Inspection of Social Care (Wales) Act 2016 (RISCA) . The purpose of Annual Returns
is to provide the public with comprehensive, comparable and robust information on the quality of care and support services.
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Provider: Innovate Trust Ltd

Provider summary

The provider was registered on: 31/05/2019

The following lists the provider conditions: There are no conditions associated to the provider

Training and workforce planning arrangements

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

To comply with legislation, we ensure our Induction Training 
Programme follows SCW Induction Framework and that
new recruits attend a 15-day programme before
assignment to services.

Experienced employees adhere to a 3-year refresher
training syllabus that includes eLearning, bespoke
instruction and classroom training enabling employees to
maintain best practice and update knowledge with
regulation. Employees also undergo practical assessments
to ensure their competence in their respectiv roles.

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

Our recruitment process involves, screening & pre-
selection; interviews based on job descriptions and
personal specs that reflect skills, qualifications and
experience. Conditional offers are subject to employment
checks e.g. DBS, proof of right to work, work history,
references, etc. Retention of staff is based on mentoring
and coaching support, training, flexible working, and
attaining qualifications. We have a ‘step up to
management’ program to support employees develop in
their role

Regulated services delivered by this provider

Service name Service type Type of care

Innovate Trust Community Living Domiciliary Support Service None

Innovate Trust Community Living Domiciliary Support Service None

Innovate Trust Respite Service(Short Stay Service) Care Home Service Adults Without Nursing
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Service: Innovate Trust Community Living

Service summary

Service Type Domiciliary Support Service

Type of Care None

Approval Date 31/05/2019

Maximum number of places 0

Partnership Area Cardiff and Vale

Service Conditions Innovate Trust Ltd is registered to provide a domiciliary
support service in Cardiff and Vale regional partnership
area
The responsible individual for this service is Karen
Baker

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

245

Service management

Responsible Individual(s) Karen Baker

Manager(s) Silva Phillips, Becky Williams, Gemma Wali

Service contact details

Service Telephone Number 02920382151

Service Contact Email Address info@innovate-trust.org.uk

Languages used at the service

What is the main language through which the service
is provided?

English

Other languages used in the provision of the service There are no other languages used at the service

Non-verbal communication methods used at the
service

There are no non verbal communication methods used at
the service

Engagement with people using the service

At Innovate Trust, we are deeply committed to ensuring the highest quality of care and support for the individuals we
support. Our aim is to continually improve the services we provide and make sure that they align with the needs,
preferences, and expectations of the individuals in our care, as well as their families, carers and friends.To achieve this,
we have reviewed our quality assurance system. We have designed a survey to help us better understand the thoughts
and experiences of families. Their insights have helped us identify areas where we are doing practically well and where
we might need to make improvements / adjust systems or improve communication. These surveys are a crucial tool for us,
and given us direct feedback from the people who know best those who care for and love the individuals we support.
These responses will play a vital role in improving and shaping the future of our services.

Compliance and quality statement

Not Inspected - Strong Internal Checks
Although we were not inspected by Care Inspectorate Wales during the reporting period, we regularly review the care and
support we provide. These reviews give us confidence people are receiving safe, person-centred care which meets their
needs and supports their wellbeing.
We are confident our service meets the standards set out under section 27(1) of the 2016 Act.

Fees charged by the service

The minimum hourly rate payable during the last
financial year?

£22.47

The maximum hourly rate payable during the last
financial year?

£40.15

Complaints processed by the service
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Total number of formal complaints made during the
last financial year

8

Number of active complaints outstanding 0

Number of complaints upheld 0

Number of complaints partially upheld 6

Number of complaints not upheld 2

Staff working at the service

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

545

Posts and vacancies
Role type No. of staff in post Total vacancies

Manager 20 20

Deputy Manager 34 2

Care Worker 545 615

Training undertaken

Induction and Health & Safety
Role type Induction Health & Safety

Manager All staff have completed All staff have completed

Deputy Manager All staff have completed All staff have completed

Care Worker All staff have completed Working towards all staff completing

Equality, Diversity & Human Rights and Infection, prevention & control
Role type Equality, Diversity & Human Rights Infection, prevention & control

Manager All staff have completed Working towards all staff completing

Deputy Manager All staff have completed Working towards all staff completing

Care Worker All staff have completed All staff have completed

Manual Handling and Safeguarding
Role type Manual Handling Safeguarding

Manager All staff have completed All staff have completed

Deputy Manager All staff have completed All staff have completed

Care Worker All staff have completed All staff have completed

Medicine Management and Dementia
Role type Medicine Management Dementia

Manager All staff have completed Working towards all staff completing

Deputy Manager All staff have completed Working towards all staff completing

Care Worker All staff have completed All staff have completed

Positive Behaviour Management and Food Hygiene
Role type Positive Behaviour Management Food Hygiene

Manager Working towards all staff completing Working towards all staff completing

Deputy Manager Working towards all staff completing Working towards all staff completing

Care Worker All staff have completed Working towards all staff completing

Contractual arrangements

Permanent Staff, Fixed Term Contracted Staff and Volunteers
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Role type No. of permanent staff No. of fixed term contracted staff No. of volunteers

Manager 20 0 0

Deputy Manager 32 2 0

Care Worker 545 0 0

Agency/Bank Staff & Non-Guaranteed Hours (zero hours) Staff
Role type No. of agency/bank staff No. of non-guaranteed hours (zero hours) staff

Manager 0 0

Deputy Manager 0 0

Care Worker 0 0

Full time v part time information
Role type No. of full time staff No. of part time staff

Manager 20 0

Deputy Manager 34 0

Care Worker 425 120

Staff qualifications

Hold required qualification & Working towards required qualification - not apprenticeship
Role type Hold required

qualification
Working towards required qualification - not
apprenticeship

Manager 15 0

Deputy Manager 29 0

Care Worker 443 0

Working towards required qualification - apprenticeship & Qualification not required for role
Role type Working towards required qualification -

apprenticeship
Qualification not required for
role

Manager 5 0

Deputy Manager 5 0

Care Worker 102 0

Typical shift patterns
Role type Typical shift patterns

Care Worker 11am -11pm Sleep-in 7am-11pm / Wake-in 8-pm=8am /9-5 /10-8 / 1-9
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Service: Innovate Trust Respite Service(Short Stay Service)

Service summary

Service Type Care Home Service

Type of Care Adults Without Nursing

Approval Date 31/05/2019

Maximum number of places 4

Service Conditions A maximum of 4 individuals can be accommodated at
this service
Innovate Trust Ltd is registered to provide a Care Home
Service at Innovate Trust Respite Service (Short Stay
Service) 66 HAMILTON STREET, CARDIFF CF11 9BQ
The responsible individual for this service is Karen
Baker

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

32

Service management

Responsible Individual(s) Karen Baker

Manager(s) Steve Hydes

Service contact details

Service Telephone Number 02920212516

Service Contact Email Address info@innovate-trust.org.uk

Languages used at the service

What is the main language through which the service
is provided?

English

Other languages used in the provision of the service British Sign Language
Welsh

Non-verbal communication methods used at the
service

Makaton
Non-formal communication (e.g. body language, facial
expressions)
Writing (Paper / Whiteboards)
Signalong
Assistive Technology
Objects of reference
Picture Exchange Communication System (PECS)
Social Stories
Visual Communication using Symbols/Pictures (e.g.
Communication Board, Picture Cards)

Service facilities and accommodation

Activities room (Art, Music, Games, Computers, etc.)
Close to local shops / amenities
Garden(s)
Ground‑floor accommodation only
Internet access
Near public transport
Number of bathrooms with assisted bathing facilities: 1
Number of bedrooms with en‑suite facilities: 2
Number of communal lounges: 1
Number of dining rooms: 0
Number of shared bedrooms: 0
Number of single bedrooms: 4
Outdoor seating / entertainment area
Phone point
Quiet areas
Residents’ kitchenette / communal kitchen
TV point
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Wheelchair access

Engagement with people using the service

Every six months we send feedback forms and questionnaires to all the people we support and their families/carers,
asking for their views and feedback on what they feel we do well and what we can improve on. We also send “My Stay”
reports home with the person after their stay and talk to the families to establish how the stay went and to attain other
supporting data. Annually we arrange for in person consultations where the respite service arranges a coffee morning with
stakeholders. This usually occurs at the end of the year. The consultation event for 2024 was cancelled due to lack of
people interested in this. However, we have regular contact with families who provide feedback on a weekly / monthly
basis. We also send a quarterly newsletter to guests and their families outlining what activities we offer as well as
feedback on any ideas etc. We have regular monthly meetings with key people within the Local Authority to discuss
placements.

Compliance and quality statement

Not Inspected - Strong Internal Checks
Although we were not inspected by Care Inspectorate Wales during the reporting period, we regularly review the care and
support we provide. These reviews give us confidence people are receiving safe, person-centred care which meets their
needs and supports their wellbeing.
We are confident our service meets the standards set out under section 27(1) of the 2016 Act.

Fees charged by the service

The minimum weekly fee payable during the last
financial year?

£26.93

The maximum weekly fee payable during the last
financial year?

£34.62

Complaints processed by the service

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

Staff working at the service

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

8

Posts and vacancies
Role type No. of staff in post Total vacancies

Manager 1 0

Deputy Manager 1 0

Care Worker 8 0

Training undertaken

Induction and Health & Safety
Role type Induction Health & Safety

Manager All staff have completed All staff have completed

Deputy Manager All staff have completed All staff have completed

Care Worker All staff have completed Working towards all staff completing

Equality, Diversity & Human Rights and Infection, prevention & control
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Role type Equality, Diversity & Human Rights Infection, prevention & control

Manager All staff have completed Working towards all staff completing

Deputy Manager All staff have completed Working towards all staff completing

Care Worker All staff have completed All staff have completed

Manual Handling and Safeguarding
Role type Manual Handling Safeguarding

Manager All staff have completed All staff have completed

Deputy Manager All staff have completed All staff have completed

Care Worker All staff have completed All staff have completed

Medicine Management and Dementia
Role type Medicine Management Dementia

Manager All staff have completed Working towards all staff completing

Deputy Manager All staff have completed Working towards all staff completing

Care Worker All staff have completed All staff have completed

Positive Behaviour Management and Food Hygiene
Role type Positive Behaviour Management Food Hygiene

Manager Working towards all staff completing Working towards all staff completing

Deputy Manager Working towards all staff completing Working towards all staff completing

Care Worker All staff have completed Working towards all staff completing

Contractual arrangements

Permanent Staff, Fixed Term Contracted Staff and Volunteers
Role type No. of permanent staff No. of fixed term contracted staff No. of volunteers

Manager 1 0 0

Deputy Manager 1 0 0

Care Worker 8 0 0

Agency/Bank Staff & Non-Guaranteed Hours (zero hours) Staff
Role type No. of agency/bank staff No. of non-guaranteed hours (zero hours) staff

Manager 0 0

Deputy Manager 0 0

Care Worker 0 0

Full time v part time information
Role type No. of full time staff No. of part time staff

Manager 1 0

Deputy Manager 1 0

Care Worker 6 2

Staff qualifications

Hold required qualification & Working towards required qualification - not apprenticeship
Role type Hold required

qualification
Working towards required qualification - not
apprenticeship

Manager 1 0

Deputy Manager 1 0

Care Worker 7 0
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Working towards required qualification - apprenticeship & Qualification not required for role
Role type Working towards required qualification -

apprenticeship
Qualification not required for
role

Manager 0 0

Deputy Manager 0 0

Care Worker 1 0

Typical shift patterns
Role type Typical shift patterns

Care Worker 11am -11pm Sleep-in 7am-11pm / Wake-in 8-pm=8am /9-5 /10-8 / 1-9 DEPENDING ON
THE SUPPORT NEEDS OF THE INDIVIDUALS LIVING IN THE SERVICE

Page 10 of 13



Service: Innovate Trust Community Living

Service summary

Service Type Domiciliary Support Service

Type of Care None

Approval Date 13/06/2019

Maximum number of places 0

Partnership Area Cwm Taf Morgannwg

Service Conditions The responsible individual for this service is Karen
Baker
Innovate Trust Ltd is registered to provide a domiciliary
support service in Cwm Taf Morgannwg regional
partnership area

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

89

Service management

Responsible Individual(s) Karen Baker

Manager(s) Mark Phillips

Service contact details

Service Telephone Number 02920382151

Service Contact Email Address info@innovate-trust.org.uk

Languages used at the service

What is the main language through which the service
is provided?

English

Other languages used in the provision of the service There are no other languages used at the service

Non-verbal communication methods used at the
service

There are no non verbal communication methods used at
the service

Engagement with people using the service

This year was the first year we sent out a family feedback letter in this format. The responses were overall positive.
However, there was feedback on the personal plans (service delivery plans) and families not being notified of the change
of name of the document, which is something we have feedback to our service managers to address this change with the
family’s.We have currently had a 66% response to the survey and the feedback about the services has been extremely
positive. We completed a satisfaction survey where we send questionnaires to the people we support asking for their
views and feedback. We also run various groups: - Accessible Policy Group who met monthly to complete work on the
accessible Holiday policy and other Easy read policies and procedures. Easy Read Visitors in Your Home Policy. ‘Taking
Part’ meet monthly to review the ‘A group Business Plan'; We arranged a ‘Listen to us Event’ in November with people we
support to develop a strategy to work towards.

Compliance and quality statement

Not Inspected - Strong Internal Checks
Although we were not inspected by Care Inspectorate Wales during the reporting period, we regularly review the care and
support we provide. These reviews give us confidence people are receiving safe, person-centred care which meets their
needs and supports their wellbeing.
We are confident our service meets the standards set out under section 27(1) of the 2016 Act.

Fees charged by the service

The minimum hourly rate payable during the last
financial year?

£20.97

The maximum hourly rate payable during the last
financial year?

£34.62

Complaints processed by the service
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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

Staff working at the service

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

245

Posts and vacancies
Role type No. of staff in post Total vacancies

Manager 8 8

Deputy Manager 18 18

Care Worker 230 260

Training undertaken

Induction and Health & Safety
Role type Induction Health & Safety

Manager All staff have completed Working towards all staff completing

Deputy Manager All staff have completed Working towards all staff completing

Care Worker All staff have completed Working towards all staff completing

Equality, Diversity & Human Rights and Infection, prevention & control
Role type Equality, Diversity & Human Rights Infection, prevention & control

Manager All staff have completed All staff have completed

Deputy Manager All staff have completed All staff have completed

Care Worker Working towards all staff completing Working towards all staff completing

Manual Handling and Safeguarding
Role type Manual Handling Safeguarding

Manager All staff have completed All staff have completed

Deputy Manager All staff have completed Working towards all staff completing

Care Worker Working towards all staff completing Working towards all staff completing

Medicine Management and Dementia
Role type Medicine Management Dementia

Manager All staff have completed All staff have completed

Deputy Manager All staff have completed Working towards all staff completing

Care Worker Working towards all staff completing Working towards all staff completing

Positive Behaviour Management and Food Hygiene
Role type Positive Behaviour Management Food Hygiene

Manager All staff have completed All staff have completed

Deputy Manager All staff have completed Working towards all staff completing

Care Worker Working towards all staff completing Working towards all staff completing

Contractual arrangements

Permanent Staff, Fixed Term Contracted Staff and Volunteers
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Role type No. of permanent staff No. of fixed term contracted staff No. of volunteers

Manager 8 0 0

Deputy Manager 18 0 0

Care Worker 197 33 0

Agency/Bank Staff & Non-Guaranteed Hours (zero hours) Staff
Role type No. of agency/bank staff No. of non-guaranteed hours (zero hours) staff

Manager 0 0

Deputy Manager 0 0

Care Worker 0 0

Full time v part time information
Role type No. of full time staff No. of part time staff

Manager 8 0

Deputy Manager 18 0

Care Worker 160 70

Staff qualifications

Hold required qualification & Working towards required qualification - not apprenticeship
Role type Hold required

qualification
Working towards required qualification - not
apprenticeship

Manager 6 2

Deputy Manager 16 2

Care Worker 197 33

Working towards required qualification - apprenticeship & Qualification not required for role
Role type Working towards required qualification -

apprenticeship
Qualification not required for
role

Manager 0 0

Deputy Manager 0 0

Care Worker 0 0

Typical shift patterns
Role type Typical shift patterns

Care Worker 11am -11pm Sleep-in 7am-11pm / Wake-in 8-pm=8am /9-5 /10-8 / 1-9
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