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Introduction 

 

Service Address and Key People 

 

Registered Address: Family Support Wales, Room1, Unit1, Upper Forest 

Way, Swansea Enterprise Park, SA6 8PJ  

   

Family Support Wales is trading as a Private Limited Company under the 

name of Child and Adult Support Services Ltd.  

Companies House Number: 11090074 

 

Responsible Individual: Clive Pearce 

Person in Charge: Gail Summerhayes 

 

 

Company Structure 
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Simon Rogers 
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Responsible Individual 

Katie Frimston 
Accounts 

Dom Care & Support Staff 

Carmarthenshire/Swansea/Neath Port Talbot 
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Our Mission Statement 

 

Our mission is to provide an excellent standard of service to all those we 

support and care for. We will offer competent trained staff to provide a service 

that will be develop by our service users who will receive person centred 

support during their time with us.   

We believe in the freedom of choice and the value of social inclusion. Family 

Support Wales embrace the values that underpin our quality service delivery 

and offer a non-discriminatory approach in all we deliver. 

 

Our values are... 

 Compassion 

 Empowerment 

 Safety 

 Belonging 

 Professionalism 

 

Our policies are based on recognising dignity, respect, fulfillment, choice and 

outcomes. Our company focus is on how we actively evolve our person 

centred approach in all that we deliver. 

 

Quality is foremost in our day to day engagement with children and is central 

to our overall strategy. Training is at the heart of our development and we aim 

to deliver a quality service with skilled staff that encompasses all that is good 

about the industry we value. 

For our customers we strive to maximise value for money and deliver quality 

services that push beyond expectation. For our staff we strive to nurture and 

develop the core values of community support and build on compassion for 

this caring industry we work in. 

 

Please note: FSW is not a formal educational service provider for children of 

any age. We support children to access community leisure activities. We do 

not engage in formal play as expected at creche, nurseries, play centres etc. 
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We simply use the available leisure facilities of each county to enhance the 

lives of children.  

 

Family Support Wales Philosophy of Care and Support 

 

Family Support Wales philosophy of care is built on our principle values of:  

 

 Compassion  

 Empowerment   

 Safety   

 Belonging  

 Professionalism 

 

Working closely with the children we support, their families and other 

professionals will support empowerment to access community facilities and 

achieve personal social goals within their locality.  

Our involvement with those we support will be meaningful and safe through 

our diligent and holistic assessment process.  

 

We believe that professionalism underpins our company’s desire to offer 

quality support to children. Meticulous recruitment, a high standard of training 

and ongoing meaningful support of our staff will help us deliver a quality 

support.  

Family Support Wales will actively seek to promote choice in the service we 

provide and will recognise the personal values, culture and customs of those 

we support.   

 

Aims and Objectives 

 
Family Support Wales is a company that offers and provides a range of 

services to children up to the age of 12 years.  

 

Our aim is to offer quality support to children that will focus on social inclusion 

and community integration, physical and emotional care and support within 
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the family home and crisis prevention by supporting children and families 

through difficult and challenging periods.  

 

Our objectives will include: 

To offer structured community support to children with diagnosis such as 

ASD, ADHD, OCD, ODD. Support will be structured around the needs of the 

individual and the family/primary carers. This will be tailored to the individual 

preference and to the individual’s diagnosed traits and routines. We 

understand that each child will have different experiences from their 

diagnosis. FSW support will adapt to each child, their traits, environment and 

behaviours to ensure we meet the support needs presented. 

 

Our support includes community activities and social integration.  

 

Community and social integration will include the following: 

 Community based activities such as: swimming, bowling, walking, bike 

riding etc. 

 Supporting children to attend school, community learning projects etc.  

 Supporting children and their families with their social engagements. 

 Community group activities, including organizing seasonal day trips for 

children in the school holidays 

 

Supporting children with complex needs that require care and support staff to 

use wheelchairs and other disability aids. This support will include appropriate 

community activities and social integration. 

FSW has a trained Manual Handling trainer who will oversee the use of any 

mobility or support aid. This will involve working closely with the existing 

support plan implemented by the OT and/or other appointed professionals 

involved with the service.   

 

To offer safety and confidence to vulnerable children with complex needs and 

challenging behaviour our staff are trained in PBS and use the ABC chart to 

help us understand and reduce behaviours.  
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About ABC of behaviour management 

With a view to better understand where behaviour stems from, psychologists 

created the ABC Behaviour Chart, which considers behavioural triggers, 

actions to combat behaviour, and the consequences of such behaviour. In this 

model, the ABC stands for: 

 Antecedents – These are the factors which influence a child’s 

behaviour and are often referred to as triggers. In the case of a foster 

child, an antecedent could be a neglectful upbringing or bullying, which 

has led directly to bad behaviour. By understanding a child’s family 

history, you’ll be better placed to recognise their triggers and come up 

with a strategy to deal with them. 

 Behaviours – The B stands for the behaviours you’d like to encourage 

or discourage, for example, swearing or hitting. There are many 

strategies for encouraging certain behavioural changes, which we 

cover more of below. 

 Consequences – The consequences of a child’s behaviour, either 

positive or negative, which directly follow an outburst. Both you and the 

child need to be clear about what the consequences are for behaviour, 

and you must take immediate action to ensure consistency. 

 

The ABC model is helpful for foster carers who are aware that their child has 

behavioural issues. We’d recommend sitting down and mapping out each 

behaviour the child exhibits using the labels above. 

Once you know what triggers your child’s behaviour and have a system in 

place to deal with the aftermath, you have a powerful strategy that will help 

towards positive behavioural change. 

 

 

About Positive Behaviour Support 

Positive Behaviour Support is an evidence-based approach with a primary 

goal of increasing a person’s quality of life and a secondary goal of 

decreasing the frequency and severity of their challenging behaviours. 
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Challenging behaviour is often attributed to the person demonstrating the 

behaviour but the challenge often belongs to those surrounding the person. 

Family, carers and support people are often challenged to find out why the 

person has a need to engage in that behaviour. They want to know what they 

can do to support the person so they no longer have a need to engage in 

challenging behaviour. 

 

Difficult behaviours are messages that can tell us important things about a 

person and the quality of his or her life. People who sometimes engage in 

challenging behaviours are actually telling us something is wrong or missing—

and they need help to make it better. The challenge is for people to build 

support for the person with disability and the people who care for them. 

 

Positive Behaviour Support is a comprehensive approach to assessment, 

planning and intervention that focuses on addressing the person’s needs, 

their home environment and overall quality of life. Positive Behaviour Support 

is about working with families and carers to develop a shared understanding 

about why the person has a need to engage in challenging behaviour. 

 

Some ways PBS can assist includes: 

• helping the person understand their daily life using clearer ways of 

communicating with them such as introducing a picture schedule 

• changing the environment to make where they live and work better for him 

or her (such as reducing high noise levels) 

• improving the person’s lifestyle so they have more interesting and 

enjoyable activities to keep them involved and connected with their 

community, such as helping the person gain employment and supporting 

recreational or other activities of interest 

• changing the environment so the person is involved in meaningful and 

positive relationships with others. 
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Expected Services and Contracts 

 

Family Support Wales expects to deliver council contracted services, private 

and direct payments funded community support to service users living in the 

following council boroughs: 

 

West Glamorgan Regional Partnership Board, and is made up of; 

• Swansea City and County Council 

• Neath Port Talbot County Borough Council. 

• Carmarthenshire County Council 

 

FSW is currently completing services for up to 3 children under 12 yrs of age 

daily.  

FSW is registered to offer services to up to 30 children per day.   

 

How our Support Sessions look: 

More often we will be delivering short 2 – 3 hours after school sessions of 

community support. This will involve collecting the child from their home or 

school and going to a place/venue in the community to take part in a planned 

activity.  

Support sessions start from 15.00 and finish any time from 17.00 – 18.00 

depending on the age and agreed activity with the child by the family. 

 

On weekends the sessions offered to children will be 2 – 6 hours of 

community activities. This will involve collecting the child from their home and 

engaging in planned community activities in agreement with the child and their 

family.  

Support sessions start from 10.00 and finish at 18.00. 2 – 6 hours of 

community activities will be completed within this time frame. Session times 

will depend on the child’s age, contracted hours and agreed activity.  
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During school holidays, FSW offers support sessions at local venues, 

including the beach, Folly Farm, Winter Wonderland etc. Session times vary 

according to the child’s age, ability and contracted hours.  

Sessions start from 10.00 and finish at the latest by 18.00.  

 

Sessions are offered to both male and female children. Staff allocation to child 

is matched according to the assessment and guidance of family. Our service 

sessions are set up with small staff pods. These pods are small and personal 

for continuity purposes to support familiarity and positive outcomes with the 

child. They are staffed to consider staff annual leave and sickness. 

  

For further information and how to access our service provision please 

contact: 

Gail Summerhayes or Andrew Downey and the team via the following: 

NPT and Swansea - gail.summerhayes@familysupportwales.co.uk 

Tel: 01639 320031 

Carmarthenshire - andrew.downey@familysupportwales.co.uk 

Tel: 01267 868041 

 

Please contact the Responsible Individual at – 

clive.pearce@familysupportwales.co.uk  

Tel: 07791642268 

 

 

Family Support Wales Provides 

 

On request of our services we will arrange to meet the service user requiring 

support to discuss their individual needs and how Family Support Wales will 

be able to meet those needs.  

 

Our community support manager will carry out a person centred assessment 

including relevant risk assessments. This service delivery plan will be written 

up and used as a dynamic document to develop as we support the child’s 
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requirements.  This plan will be signed and agreed by both FSW and 

Parent/Primary Carer and will be reviewed as and when needed or within six 

weeks of service start date. Once the service has started we will set a date to 

review. This will be no longer than a year (but sooner should a significant 

change be need).  

 

We will actively support the child to achieve identified outcomes. Our team will 

work closely with the child and family to support and monitor the progress of 

each desired outcome.  

 

Language 

 

FSW generally offers English as its first choice language when engaging with 

children and families.  

We are able to offer limited Welsh speaking provisions and will to match 

Welsh speaking staff with children when requested.  

Many FSW are proficient in Makaton and Basic Sign. We run regular in-house 

courses to up skill staff for use with children that use these methods of 

communication.  

This will continue now that meeting restrictions are being lifted from covid.  

 

FSW does not formally teach children verbal or sign language. However, we 

actively support children to improve their verbal and sign skills while we 

engage with them in community activities.  

 

Opening Hours 

 

General day to day community sessions are conducted between the hours of 

10.00 – 18.00 seven days a week.  

FSW collects the child from either school or home and will return to the family 

home. Contact details of extended family are collated during our assessment 

and options are agreed between FSW and family in case of an emergency 

during a support session.   
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Staff and Qualifications 

 

An appropriately qualified, experienced and trained workforce is the platform 

from which our community support team will deliver quality services.  

 

All support workers will receive induction training and ongoing training which 

includes: 

 CYP Safeguarding children and young people 

 CYP Child Development 

 CYP Supporting children and young people  

 Positive Behaviour Support 

 Risk Assessment 

 Epilepsy awareness 

 Buccal Midazolam 

 Autism Awareness 

 Health and safety 

 Emergency First Aid  

 

Our induction program is the initial learning all staff members undertake and 

follows the Social Care Induction Framework for Wales produced by the Care 

Council Wales. Once our staff are settled in their role, they will be supported 

to undertake the AWIF program. 

 

When committing our staff to a service that requires specific needs, i.e: Peg 

Feed and Buccal, specific training will be completed by suitably trained and 

qualified individuals to ensure we work in a safe and competent manner.  

 

Specific posts and roles however, will be created and appropriately recruited 

for in order to support the manager. These posts will ensure that services 

offered will be delivered by highly qualified staff and that there is qualified and 

experienced managerial support. 
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All staff will be guided and supported to develop their own PDP that will be 

monitored and developed in supervisions and team training days.  

 

FSW does not offer formal education to the children we support. We are 

purely a play provision with the purpose of encouraging and implementing 

community activities and social inclusion.  

Children are supported on a 121 or 221 basis. The ratio will be directed and 

advised by the child’s social worker and family.  

 

All our staff are employed on a contractual basis with FSW. All staff receive 

the relevant mandatory training, induction training and shadowing prior to 

working with the children we support. All staff complete relevant DBS and 

reference checks as part of their pre starter compliance.    

We do not employ volunteers. 

 

 

Family Support Wales Recruitment of Staff 

 

Family Support Wales recruitment process will be diligent and thorough. We 

aim to recruit the best possible staff to meet the needs of those we support. 

Each candidate will be fully referenced and have a DBS (enhanced police 

check) before starting work with us. Our staff will be recruited locally to those 

we support.  

 

Our aim as a company is to be aware of our carbon footprint so unnecessary 

travel can be avoided as much as possible. All our staff receive induction 

training which includes child protection; health and safety, managing 

challenging behaviour, protection of vulnerable adults. Our staff will also work 

towards relevant QCF qualifications. We also offer our staff additional training 

if the service requires, this includes epilepsy awareness training, medication 

training, autism awareness training. 
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Family Support Wales Staff will adhere to the Social Care Wales Code of 

Practice which means they agree to the following principles: 

1. Respect the views and wishes and promote the rights and interests of the 

children we support under the guidance of their parents/Responsible Carer.  

2. Strive to establish and maintain the trust and confidence of children service 

users and carers.  

3. Promote the well-being, voice and control of service users and carers while 

supporting them to stay safe.  

4. Respect the rights of the children we support while seeking to ensure that 

their behaviour does not harm themselves or other people.  

5. Act with integrity and uphold public trust and confidence in the social care 

profession.  

6. Staff are to be accountable for the quality of their work and take 

responsibility  

 

All staff will complete the relevant AWIF as part of their access to Social Care 

Registration.  

 

Quality Monitoring 

 

FSW senior staff will complete 6-8 weekly quality assurance checks with 

parents and families. Where possible and appropriate we will complete quality 

feedback forms with those we support. These forms will feed our development 

process and help FSW improve its service delivery.  

As part of our overall quality monitoring we send quality assurance forms to 

social workers, professionals and others involved in the child/adults service 

provision.  

All data is collated and shared as part of FSW overall monitoring and review 

process.   

 

 

With our services we start with a quality assurance form and community 

support booklet which is handed out with our pack at our initial assessment 
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stage with the family. A quality assurance form will be completed with the 

service user/family member once every 4 to 6 weeks for the first 6 months 

and every 8 to 10 weeks thereafter. We also collate feedback from the social 

care teams and other professional services at service reviews facilitated by 

the social care team involved. We also take feedback from other services 

such as Facing the Challenge team etc.  

 

In the community support booklet, the following information subjects are 

explained: 

About Family Support Wales, Our Mission Statement, Our Services, 

Community Support, Recruitment & Training, Our Assessment Process, Our 

Complaints Policy, Our Compliments Policy, Charge Rates, Our Insurance 

Cover, CIW, Welsh Speakers, Our Contact Details.  

 

The process of quality assurance forms includes discussing any issues or 

concerns with the service user and/or family to look at changes to the service 

set up. We also look at the set outcomes and how they are in respect of 

making progress towards achieving completion.  

 

Our quality forms are collated and saved with each service file and reviewed 

as and when required or annually. At the end of a 6 month period we will 

review our involvement with the service and report an overview to the service 

and service manager if required. Featuring in the review will be how we have 

supported the service to achieve outcomes or not, although we expect to 

monitor outcomes as part of our quality assurance review we offer this as part 

of the annual report.   

In line with new GDPR recommendations we will share our findings with 

service users, families, staff and case managers if required. 

 

Our monitoring system allows us to keep track of service user outcomes. At 

first point of contact or up to one month of delivering a service we will agree to 

support outcomes and aims of our service users that will feed into our own 



 

 
Compassion • Empowerment • Safety • Belonging • Professionalism 

 

outcomes for the service. On a monthly basis we will monitor the progress of 

the various outcomes to ensure we remain service user focussed.  

 

Our staff use client feedback forms to monitor what we deliver and how we 

deliver services. We also monitor any specific areas highlighted in the service 

delivery plan IE food intake, behaviour, mood etc. The feedback forms allow 

us to track what we do in respect of positive feedback for families to see what 

activities their family members are involved in while with us. This format 

allows families and case managers to monitor the level and appropriateness 

of the service and will answer questions regarding what service is the service 

user getting for the cost.  

 

Our incident and accident forms can be accessed online. This is to urge 

community staff to report more incidents and near misses to allow us to have 

a better understanding of any difficulties or concerns. This will allow us to 

make adjustments and address issues before they escalate. 

  

Our complaint and compliment forms are online and can be accessed via 

paper forms. The reason for our complains form being on line is to encourage 

those who have concerns but who are not confident or for any other reason 

do not wish to complain in person, for these people the complaint process is 

online. 

 

Our monitoring processes can be accessed online or via paper copy of the 

forms for staff, service users and families.  

 

Family Support Wales Service Admission Process 

Our service planning and arrangement involves us meeting with the service 

user, family or representative to discuss the service requirement. We have the 

provision to discuss the needs of the child in Welsh and BSL if required. We 

can meet the child with their family, advocate, case manager or their 

designated person at their home. 
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We will complete a comprehensive risk assessment that includes:  

 Service Delivery Plan (Personal Support Plan) 
 Home Risk Assessment 
 Medication Assessment 
 Community activity and Outcome Plan 
 Our Process Plan 
 About Me – completed with the child/young person 

 

All the above processes are service user led and carried out to ensure a 

Person Centred Approach is practiced. We will work with all those involved in 

supporting the child to ensure we have identified all outcomes and assessed 

them to be practical in relation to how Family Support Wales is involved in the 

support process.   

 

As part of our assessment process, we will give the child’s family a pack 

containing information about Family Support Wales, contact details, 

community support information including important policies and signposting to 

complaints, whistleblowing and other relevant forms.  

 

Due to the varied options in respect of how support activities are recorded by 

community workers we expect our staff to complete a daily support feedback 

form via our secure website. This process will allow us to keep progress of 

support activities and key points of time spent with the child that can be 

shared with the family and case manager in line with our policy on information 

sharing.  

 

Our support staff are to submit service feedback with 24 hrs after completing 

a shift with a service user (unless a safeguarding or whistleblowing concern is 

suspected, staff are expected to act according to their training and notify 

management immediately.  

Our support staff are to submit completed working hours via the Family 

Support Wales website. Annual leave requests are also submitted via the 

relevant on line form.  
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Each child will be assessed individually and offered activities appropriate to 

their age and ability. Parents, Primary Carers and social workers will feed into 

the assessment to guide us on the suitability of activities, venues and 

locations.  

FSW does not offer food but will take a child to agreed eateries for food. 

Parents are able to prepare food for us to take on the session. FSW will 

monitor food consumption as directed by the family during the assessment.  

 

 

Terms & Conditions 

 

Our charge rate is £19.00 per hour for child community based services. 
 

Cancellation fees are as follows: any shift booked and subsequently cancelled 

by the client with less than 24 hour’s notice will be charged at full cost. This is 

to ensure the staff member’s pay is covered.  

 

FSW contract arrangements are with NPT, Swansea and Carmarthenshire 

council. General T&Cs are agreed at commissioning level whereas each 

service delivery arrangement is agreed with the child’s social worker and 

parents/primary carers.  

 

In the event of staff sickness we will only offer a replacement support worker if 

they are familiar with the child and their routines. With this in mind we may 

request additional shadow shifts to ensure we have enough available staff in 

the child pod/team.  

 
Family Support Wales will only deliver or offer a service that is written in the 

Service Delivery (Personal Support Plan) Plan and/or local authority care 

plan. Our staff will not be permitted to complete services that are not agreed 

as per service plans and assessment. This is to ensure the safety of the 

service user, staff and others that may be impacted by unplanned actions.  
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Family Support Wales is a strong advocate for continuity where appropriate. 

Our service support will reflect this in respect of the way we set up our support 

teams for services.  

Our aim is to ensure our services have staff that are trained, competent and 

confident at completing the service. We strive to build a team around those 

we support to build service user confidence and to enhance the many 

community experiences on offer.  

 

Family Support Wales manager has the right to withdraw a service where any 

of our staff may be at risk from service user, family/friend or through the 

intended action or requested action by the service user.  

 

A withdrawal of service due to risk will be implemented when no other option 

is available.  In this event 24 hours notice will be given. 

 

Health and Safety 

 

In the event of an injury or accident to a service user whilst a Family Support 

Wales support worker is in attendance, medical attention will be sought 

immediately and the incident will be reported to the manager as soon as 

possible.  

 

Action to be taken in the Event of an Accident or Injury 

In the event of an accident, incident or emergency staff should take the 

following action: 

 In the event of a minor injury or health related incident the First Aid 

Policy should be followed, and first aid care rendered according to the 

situation and the member of staff’s capabilities and training. Following 

such an incident, an incident or accident form should be completed, 

and the child’s family/primary carer informed. 

 In the event of an injury where medical attention is considered 

advisable or necessary, the child’s family must be informed 

immediately. FSW does not have the authority to sanction medical 
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treatment or medication. Parents/Primary Carers can arrange for a GP 

visit or an ambulance if appropriate. If there is any doubt about the 

need for medical attention, an ambulance should be called 

immediately. 

 

If the first-aider, or care worker, decides that an ambulance is appropriate, 

they should follow the procedure below. 

 Call 999 and make arrangements for an ambulance to be sent 

immediately. It is essential that the precise location of the occurrence is 

given and the nearest point of access for the ambulance suggested. 

 Contact family immediately to inform them of the emergency situation.  

 Make arrangements for the ambulance to be met by a parent or relative 

as appropriate. 

 Ensure that the child is accompanied to hospital, where appropriate, by 

a responsible person and soon after arrival at the hospital, to give 

updated information on the condition and location of the casualty to any 

relevant persons, parents and manager 

 

Where a serious injury has been sustained the manager or responsible 

individual will report it to the Care Inspectorate Wales (CIW) and the police 

where appropriate.  

 

Pets and Animals in the Community 

 

Community visits to places where animals are kept: Children will wash their 

hands with soap and water after handling animals and before eating. There 

will be handwashing stations set up outside animal areas so children can 

wash their hands as they leave the area conjunction with the guidance 

documented in Infection Prevention and Control. 

During community activities, children will come across many different types of 

wildlife which can be used to educate the children about the wider world 

around them. It is also important that Staff protect the children and 

themselves from any hazards that can come from wildlife. 
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Staff will encourage children to observe wildlife and habitats rather than using 

hands on interaction. Any interaction must be followed by hand sanitizing. 

Dogs 

Children are to be reminded not to touch any dog faeces if they see them. If 

any child does touch some then their hands must be cleaned immediately.  

Staff will encourage children not to interact with unfamiliar dogs at all times. 

 

We Offer a Service for Welsh Speakers 

 

We have Welsh speaking staff to assist service users with their enquiries and 

assessment process. Our website translates into Welsh by clicking the Welsh 

flag icon. Family Support Wales will continue to promote the Welsh language 

where possible.  

 

We offer a Service for those with Hearing Impairment 

 

We have staff that are trained in British Sign Language (BSL) and in basic 

Makaton and BSL simplified who are able to offer 1-2-1 or 2-2-1 support with 

a child or adult with hearing impairment. We also offer BSL and basic 

Makaton/simplified BSL training for children, adults and families.  
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