
Inspection Report

Service 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 
culture: 

The provider makes an effort to promote the use of 
the Welsh language and culture or is working 
towards a bilingual service.

Innovate Trust Community Living

Innovate Trust, 433 Cowbridge Road East,  Cardiff, CF5 1JH

02920382151

www.innovate-trust.org.uk

The inspection visits for this service took place between 02/06/2026 and 19/06/2026
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Ratings:

Well-being Excellent

Care & Support  Good 

Leadership & Management Good

Summary:

Innovate Trust Community Living provides supported living services to people in their own homes 
across Cardiff and the Vale of Glamorgan. Often people share their homes with others and core 
teams of care staff provide a service to enable people to live full and enriching lives. Well-being 
outcomes are excellent because the service is fully focused on people’s life choices. This means 
people have opportunities to take part in bespoke activities. The service considers positive risk 
taking, people’s rights to form and have relationships, develop independent living skills, access 
education and enjoy healthy social lives. People are happy with the quality of the service and care 
and support is good. People’s daily outcomes are met by care staff who know them well. 

Leadership and governance arrangements are good. Oversight of the service is mostly effective. 
Quality monitoring activities require strengthening to ensure records across the service are 
complete, accurate and available. The organisational structure is stable, and the responsible 
individual (RI) and service leaders are visible and accountable. The service operates in-line with 
their policies and procedures to safeguard people, and respond to concerns, complaints and 
significant events where practice falls short of the expected standards. Overall, care staff value the 
support from the leadership team. The service fosters a positive culture which confidently impacts 
on the well-being of people and staff. 
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Findings:

Well-being Excellent

People are treated with dignity and respect. The service actively supports them to identify their 
well-being outcomes and people are encouraged to use and build on their strengths in a variety of 
ways. We saw people developing their independent living skills at home and growing in confidence 
to become self-reliant in some aspects of their daily life because of the support they receive. The 
provider emphasises independence and choice through positive and proactive risk management, 
enabling people to experience enriching pastimes. Typical experiences for people include finding 
and sustaining work or voluntary opportunities, taking part in competitive sports such as para-
sports, attending further education and achieving qualifications. People we spoke to about their 
goals and aspirations are extremely proud of their achievements. They told us, “I enjoy my life”, and 
“The staff treat me with respect and support me to have a good quality of life.’’ People are highly 
complementary about care staff and value the service.

There is an outstanding commitment from service leaders and care staff to listen to people. They 
involve people already receiving a service when developing information, drawing on their lived 
experiences of receiving care and support to fully inform others, including professionals. There is a 
highly effective approach shared across the service of supporting people to feel empowered and 
confident to take charge of their lives. Appropriate safeguards are in place where required and 
systems for addressing any concerns or safeguarding matters are robust. The service does 
exceptionally well to meet people’s communication preferences, and established care staff hold a 
great degree of knowledge about people’s communication needs. The service is working towards 
providing the Welsh Active offer for people requesting a service in Welsh. One person is receiving 
highly effective and creative support to have their language needs met. The service is working 
collaboratively with them and their representatives to develop the best communication plan. Using 
technology, embedding Welsh culture and introducing the language in everyday interactions means 
the person receives an inclusive service which positively impacts their life.   

People are part of a strong and sustained culture of openness without judgement, where emotional 
well-being needs are met. The service acknowledges people’s uniqueness and protected 
characteristics. The service offers people chances to celebrate and champion diversity. There are 
ample opportunities for social celebrations such as group lunches, and events such as Pride 
Cymru.  People connect with others, such as family, friends and those important to them. People’s 
right to develop relationships is recognised. The service balances individual rights, considers risks 
and overall well-being. 
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 Care & Support  Good

People understand what care, support and opportunities are available to them. Service information 
is available in various formats to meet people’s communication needs. The service gathers 
information from people and others, such as professionals or family advocates, to complete 
detailed assessments and develop the personal plan. One person told us, “The staff listen” and 
“They have helped me move in and get settled.”

The personal plan is strengths based and informs care staff of people’s independent skills and their 
care and support needs. The service reflects upon people’s interests, culture, past experiences, 
protected characteristics and relationships in the plan. These are further underpinned by highly 
detailed service delivery plans. They provide care staff with comprehensive instructions, detailing 
what is important to the person. The service includes people when developing the personal plan, 
identifying their goals and aspirations. We saw many plans are reviewed with people every three 
months most of the time. Some key updates in people’s needs are recorded in the review but not 
always reflected in the personal plan. Daily records of the care and support received are insufficient 
and not a reliable narrative of how daily needs are being met.

People are treated with dignity and respect, and we observed care staff being kind, sensitive and 
considerate to individual circumstances and needs. One person told us, “I am looked after well.”  
Overall, we observed people to be well dressed, clean and presentable. People’s emotional well-
being is well- managed through a positive behavioural approach. Care staff know people extremely 
well, which provides consistency and continuity.

People receive support to maintain their physical health, and most records of appointments were 
available to us. Procedures for managing people’s appointments work most of the time but require 
strengthening to ensure none are missed. The level of support a person needs to attend 
appointments and to achieve good health outcomes are well-documented and clinical advice is 
followed by care staff. Staff receive training to manage complex dietary needs for people to 
maintain good nutritional levels.  

People receive appropriate support to manage their medication depending on their level of need. 
They receive medication as prescribed. Medication storage, stock management and clinical 
reviews of people’s medications are well-managed.  Medication recording charts are complete, but 
we saw inconsistencies with some paperwork relating to other medication documents. 
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Leadership & Management Good

Oversight and governance arrangements promote a positive and compassionate culture in the 
workforce. People’s well-being outcomes and opportunities for enriching life experiences are at the 
heart of the service. Management is established and procedures for oversight and quality 
assurance generally works well. Staff roles and responsibilities are well-defined. The RI has 
regulatory responsibility for monitoring the quality of the service people receive. Regular quality 
assurance activities take place. The RI visits people in their own homes, speaks with care staff, and 
samples documentation. The quality-of-care review considers feedback from people, care staff, and 
outcomes of audits. Engagement with people is good and there are innovative ways the service is 
capturing their views by using peer support, safe social media platforms and people participation 
groups. Whilst we find leadership and management are good, with strengths in multiple areas, 
outcomes for people require improvement because we found quality assurance systems, have 
overlooked records management. We expect the provider to make improvements.

Oversight of events such as safeguarding and staff practice are robust, well managed and follow 
policy, and national guidelines. We found the service operates with honesty and transparency with 
a strong willingness to make improvements and address sensitive matters. We saw strong 
evidence of the provider operating in-line with the statement of purpose. The process for managing 
and responding to concerns or complaints is robust and follows policy and regulatory expectations. 

Overall, the service follows safe recruitment procedures. Most records relating to pre-employment 
checks are complete. All care staff hold a current disclosure and barring certificate (DBS), and a 
high percentage of care staff are registered with Social Care Wales, the workforce regulator. 
Training compliance is good; with minor gaps in care staff supervision which service leaders are 
aware of and addressing. Records of support and mentoring of care staff during probation are not 
sufficiently maintained. Overall, care staff are complimentary about working for the service and 
share a united focus on the well-being outcomes of people. Care staff told us, “Staff work 
effectively as a team, communication is good, training and supervision are provided, and 
management offers excellent support to both staff and service users.” 

We found sufficient staffing to meet people’s needs most of the time, with resources being 
considered at a strategic level to determine shortfalls and needs. People’s feedback informs the 
provider what they should focus on to ensure needs are met when recruiting, such as the 
requirement for more drivers to ensure people are able to do the activities they enjoy. 
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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. 

The table(s) below show the area(s) for priority action and/or those for improvement we have 
identified.

Summary of Areas for Improvement Date 
identified

People may be at risk because records relating to some aspects of care and 
support, and staff development require improvement. 02/06/26

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