[image: ]




[image: A person sitting on a table

Description automatically generated]





























Welsh Language Standards Annual Report for 2022-23

Social Care Wales



[image: ]



2

Foreword by the Chief Executive

“The Welsh Language (Wales) Measure 2011 sets out a legal framework which imposes a duty on Social Care Wales, among other public institutions, to comply with the Standards relating to the Welsh language. I welcome the opportunity that the Welsh Language Standards provide to improve our provision of Welsh language services.

Although we must comply with the standards, our commitment to deliver a service and work environment where neither Welsh or English is treated more favourably than the other is not driven by the standards but by the culture, value and leadership in our organisation shown by all staff at all levels. We are a truly bilingual organisation providing an environment which nurtures and develops staff to learn and improve their bilingual skills. 

We welcome contact from our customers in Welsh and English, and we aim to provide a completely bilingual service across all our work areas. 

Through our work, we also promote and influence the importance of language choice for people who use care and support. Our joint workforce strategy its delivery plan and the Welsh Government’s ‘Mwy na Geiriau’ sets out our work with the sector on Welsh language. These have clear delivery plans and we report to Welsh Government on our progress against these. As a national leadership organisation we know how important it is for children, adults, their families and carers to receive care and support in their language of choice.  

This report sets out our compliance with the Standards and submits the necessary data for the 2022-23 financial year. 




Sue Evans
Chief Executive, Social Care Wales
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Background and the current situation 

[bookmark: _Hlk95332274]In accordance with section 44 of the Welsh Language (Wales) Measure 2011, we received our organisation’s compliance notice in November 2018. The compliance notice notes which standards within the Welsh Language Standards (No. 4) 2016 Regulations states which standards we need to comply with, and this is available on our website. Our Welsh Language Standards came into effect on the 30 May 2018. We are committed to the aims of the Standards and meeting the needs of Welsh speakers. 

Strategic plan

In 2021 our Board approved our new Strategic Plan for 2022-2027. The Plan ensures that the Welsh language is a central theme to all our work. The Plan states that we are committed to supporting the Programme for Government 2021 - 2026, the principles of the Well-being of Future Generations (Wales) Act 2015 and our responsibilities as a Welsh public service organisation. This strategy will build on the foundations of Cymraeg 2050: A million Welsh speakers and The Race Equality Action Plan to create an engaged, healthy, flexible, responsive and sustainable workforce for the future that reflects Wales’s diverse population, Welsh language and cultural identity.  We also have a key role in supporting the implementation of More than Just words.

Accountability
	
The Welsh language Standards are embedded in our strategic plan, and responsibility for its successful compliance lies with everyone who contributes to the organisation’s work – the Board, the Chief Executive, and all members of staff. The Director of Improvement and Development has strategic responsibility for ensuring this happens.
	
All Directors and managers, however, are responsible for implementing those aspects of the Standards which are relevant to their work. They are responsible for making sure that their teams deliver services in both Welsh and English, develop and adopt policies and practices in line with the Standards.  

During the year we developed a new Welsh language strategy (Strategaeth Gymraeg). The strategy aims to:

· make sure language choice is available in our service delivery for customers and within our internal processes for staff. 

· develop our services which respects the Welsh language and culture, and which acknowledges that Welsh speakers have the right to use the language when they are dealing with us

· innovate and create initiatives to promote bilingualism as well as support those developed by the Welsh Government and the Welsh Language Commissioner to promote, encourage and support more use of Welsh at work

We will be focusing on 5 key areas:

1. Leadership
2. Learning
3. Recruitment
4. Technology
5. Customer service

We also link to our work in supporting the sector and the delivery of the aspirations and actions set out in ‘Mwy na Geiriau’.

We have established a Welsh language framework with members from all parts of the organisation which the Assistant Director of Corporate Services chairs. The group assists in monitoring our compliance with the Welsh Language Standards and developing resources to support the sector in delivering bilingual services.

Monitoring 

Monitoring of compliance is integrated within the planning cycle and reported on a quarterly basis. Our Leadership Team and the Audit and Risk Committee have responsibility for scrutinising our compliance with the Welsh Language Standards on a quarterly basis.

The linguistic consequences of all new organisational policies and procedures affecting our service delivery are assessed, when they are being formulated, which will then be considered by the executive management team for approval. 

Engagement 

We expect our staff, Board members and anyone who works on our behalf to behave in a way that shows our values https://socialcare.wales/about/what-we-do

Training and awareness for staff takes place on a quarterly basis and is incorporated into the annual corporate training plan. As Members and staff join Social Care Wales, their induction programme includes an awareness session on the Welsh Language Standards delivered by the Strategy and Performance Manager which outlines the requirements set out and how all staff are responsible for the delivery of a bilingual service. 

Instructions and guidance on compliance with the Standards are available on our internal intranet. This is a reference point and compliance check for staff. The Strategy and Performance Manager meets with teams across the organisation on an ad hoc basis to provide an overview of the commitments and actions which are required on how to implement the Standards in our day-to-day work.


How we complied with the standards

Service delivery standards (Standards 1-82) 

This set of standards states how we are required to use Welsh in different situations so that Welsh speakers can have unhindered access to Welsh-language services. For example, when sending correspondence, calling over the phone, using online or face-to-face services.

We are a bilingual organisation and the services we provide to our customers are available in both English and Welsh - Welsh language provision is not treated less favourably than English language provision.

Providing a bilingual service

We display a sign in our reception which welcomes the use of the Welsh language and all our staff who are able are provided with a badge to indicate that they can speak to visitors in Welsh.

Telephone

Initial telephone contact is bilingual, as are all standard letters and forms. The automatic telephone system allows the caller the opportunity to specify their preferred language. All staff provide a bilingual greeting when answering the telephone. If they are unable to provide a service through the medium of Welsh, they will transfer the call to a colleague in their team who can answer queries in Welsh.

Correspondence 

We state in all emails and letter footers that we welcome correspondence in Welsh, that we will respond to correspondence in Welsh, and that corresponding in Welsh will not lead to a delay. Anyone who writes to us in Welsh will automatically be replied to in Welsh. Staff have been provided with instruction on how to make their email signature and out of office replies bilingual, and if they are able to communicate in writing in Welsh, have been provided with a banner to include in their signature.

Meetings

Where we have not had contact and established how a person would want to conduct a meeting, we find out which language they would like to use in the meeting. 

For larger events and meetings all literature such as invitations, notices or booking arrangements are bilingual. Agendas and presentations are also bilingual. Anyone attending public meetings, events, seminars and conferences held by or on behalf of Social Care Wales is welcome to contribute in their preferred language.



Promotion and content

All our content, forms, resources or materials available for the public are produced bilingually. 

We produce and design content, resources and services that promote and ease the use of Welsh and treat those who speak it equally with those who speak English.

Our websites are fully bilingual. The Welsh and English language versions of content is placed on the website at the same time. All apps that we publish function fully in Welsh. All our services that we offer are available in both Welsh and English. 

As we design more systems to support our customers, we consider Welsh language user needs and use the Welsh Language Commissioner’s technical guidance to design specifications for a good bilingual user experience.

Registration 

Social Care Wales’s IT registration system (https://socialcare.wales/registration/beth-yw-gccarlein) allows registered persons to view their information online in the language of their choice. Individuals are welcome to apply to register through the medium of Welsh or English. They can also maintain their registration in the language of their choice. Once logged in their information will appear in their preferred language. They can switch between the English and Welsh screens at any time. All our registration services are available in English and Welsh.

Information about Welsh language ability is held on the Register by collecting information on equality monitoring and it is entirely voluntary for the individual to decide whether to provide this information. The information is published within the statistical profile of the registration functions (https://socialcare.wales/registration/why-we-register#section-34681-anchor).

Our new ways of working – our hybrid working approach

Hybrid working is a way of working for all our staff.

We have been revising our guidance to support our staff in this way of working. We have updated our guidance to support staff in holding and facilitating meetings on-line. This includes for example starting and ending meetings bilingually, Welsh speaking groups in workshops etc. as well as encouraging staff to use the corporate branding background which includes the Welsh language logo. 

Every year we have an in-person staff conference which is delivered in both Welsh and English – showing our bilingual approach in action.

Zoom is our organisational platform for meetings as it provides a better platform to support simultaneous translation. 



Launch of our new Strategaeth Gymraeg

Our Chief Executive launched our new Strategaeth Gymraeg on 1 March 2023. The Strategy and Performance Manager provided all staff with a bilingual overview of the strategy, its aims and focus. In 2023/24 a new internal grwp Strategaeth Gymraeg will be overseeing the delivery of the activities outlined for Year 1 progress and completion.

Shw’mae, Su’mae? day

We promoted Shw’mae, Su’mae? day through posts on our internal intranet and encouraged staff to take part in online Welsh language training.


Policy making standards (Standards 82-91)

In order to comply with the class of Standards regarding policy making, we have undertaken the following actions: 

· Developing or Renewing Policies: Staff are required to assess the impact that any policy decision may have on people’s ability to use Welsh. In March 2020 we introduced and implemented an impact assessment questionnaire which reflects requirements of Welsh Language requirements, Data Protection Act, and Equalities Act. These are now a mandatory element of all new project initiation documentation and are reviewed by each Programme Board. 

· Conducting public consultations: Staff are required to consider the potential impact of a consultation decision on the use of Welsh and must seek the public’s opinion on this impact. A set of questions have been developed that officers may use when undertaking a consultation. 

· Awarding Grants: All tender documents and quotations refer to our Welsh Language Standards and ask the contractor to state how they will take this into account when working with us. The evaluation matrix provides an opportunity to score against this particular requirement. Specifications specifically mention that contractors may submit their response to a tender or quotation in the Welsh language.

All contracts entered into refer to our Standards and all contractors engaging with the sector are expected to provide bilingual services. It is then the responsibility of the project manager to evaluate whether the supplier has met the requirements of the work specified in the original specification (which would include language requirements). All partners and / or contractors are expected to provide bilingual options when engaging with the sector, and all contracts state this. 

· Conducting research exercises: Staff have been made aware of the standards in relation on seeking opinion on the use of Welsh in any research work. 


Operational standards (standards 92-139)

These Standards relate to the use of the Welsh language in the internal administration of Social Care Wales.
 
· Human Resources service available in Welsh: All staff may receive their Human Resources service in their chosen language, whether that be a service that is face-to-face, via correspondence, over the phone or online. Our internal HR system Ciphr is available bilingually for staff and internal correspondence about terms and conditions is sent bilingually by the HR team.

· Internet and Policies available in Welsh: Our documents and records management system (SharePoint) has been integrated within our bilingual intranet and can be used in either Welsh or English. Staff can post messages and responses in both languages. All policies on our intranet policy page are available in English and Welsh.

· Language Awareness Sessions and Implementing the Standards: Corporate Inductions sessions are provided to all new staff. The sessions provide an overview of the requirements of the Welsh Language Standards and working in a bilingual organisation. During the year we have adapted these sessions so that they also include more detail on the practical application of the Standards. Along with the importance of using the Welsh skills that staff have and opportunities to develop.

· Opportunities to learn Welsh-language skills: We encourage staff to learn or improve their Welsh. We provide opportunities for employees during working hours to receive basic Welsh lessons and provide opportunities for employees at all levels to improve their language skills.

· Role of leadership and role modelling: We recognise the importance of leading by example in promoting the use of the language and making its importance to the organisation clear.  Our staff survey during the year (22/23) shows that 92% of staff saying that we (as an organisation) show a strong bilingual ethos in how we work

Compliance with Record Keeping Standards (140-148) 

This set of Standards requires us to keep data about the language skills of the workforce, recruitment and the Welsh language, training and complaints. 

What needs to be reported on?

· Staff Language Skills: Number of staff with Welsh Language Skills,
· Recruiting to vacant posts: Number of posts advertised during the year which asked for Welsh language skills
· Training - Learning or Improving Welsh language skills: Number of staff who attended training courses either to learn or to improve their Welsh language skills 
· Welsh-medium Training Provision: Number of staff who attended training courses through the medium of Welsh during the year 
· Complaints by members of the public: Number of complaints received relating to the Welsh language

Staff Language Skills

Staff were asked to self-assess their Welsh Language skills in relation to reading, speaking, understanding and writing. 203 staff members completed the questionnaire; at the time we had 218 staff members.

	
	2023
	2022

	Responses
	203

	121

	Numbers of staff
	218

	159



Reading

	
	% 2023
	2023
	% 2022
	2022

	No skills
	13%

	27
	6%
	8

	Can read basic words and phrases with understanding
	30%
	61
	26%
	32

	Can read simple materials on everyday topics with understanding e.g. signs, in letters
	10%
	20
	9%
	11

	Can read some routine work-related material with support e.g. dictionary
	8%
	16
	9%
	11

	Can read most work-related material
	10%
	21
	12%
	14

	Full understanding of all work-related material
	29%
	58
	37%
	45





Speaking

	
	% 2023
	2023
	% 2022
	2022

	No skills
	11%
	22

	12%
	14

	Can use basic everyday words and phrases e.g. thank you, good morning
	38%
	77
	26%
	31

	Can hold simple work-related conversations
	8%
	17
	9%
	11

	Can hold some work-related conversations
	5%
	10
	8%
	6

	Can hold most work-related conversations
	3%
	6
	12%
	14

	Fluent
	35%

	71
	37%
	45



Understanding

	
	% 2023
	2023
	% 2022

	2022

	No skills
	14%
	29
	10%

	12

	Can understand simple key words and sentences 
	28%
	56
	24%
	29

	Can understand basic conversations about everyday topics
	12%
	24
	8%
	10

	Can understand routine work-related conversations
	5%
	11
	7%
	9

	Can understand most work-related conversations
	8%
	16
	13%
	16

	Can understand all work-related conversations
	33%
	67
	37%
	45





Writing

	
	% 2023
	2023
	% 2022

	2022

	No skills
	34%
	70

	25%
	30

	Can write basic information, e.g. fill in forms
	17%
	35
	18%
	22

	Can write simple work-related correspondence
	7%
	14
	5%
	6

	Can prepare routine work-related material with checking
	6%
	13
	7%
	9

	Can prepare most written work in Welsh
	12%
	25
	17%
	20

	Can prepare written materials for all work-related matters
	23%
	46
	28%
	34



Recruiting to vacant posts

The requirements for Welsh for new posts are assessed based on the corporate needs of the organisation and in discussion with line managers. All applicants for all posts are asked about their Welsh language skills and language preferences, including preferences for correspondence and interviews, in our application forms.

	Number of posts advertised

	2022/23
	2021/22
	2020/21

	88
	82
	40



	Advertised as: Welsh Essential

	2022/23
	2021/22
	2020/21

	31
	28
	15



	Number of posts advertised as Welsh desirable

	2022/23
	2021/22
	2020/21

	57
	54
	25




Training - Learning or Improving Welsh language skills

· 3 members of staff have been attending Welsh Language lessons
· 100% of leadership group have completed the Welcome 1 and Welcome 2 https://learnwelsh.cymru/work-welsh/work-welsh-courses/work-welsh-taster-courses/  
· We have been encouraging staff to complete the Cymraeg Gwaith 10-hour course 

Welsh-medium Training Provision

Most training sessions undertaken internally are held bilingually with documentation provided in both languages and Welsh Language groups for discussion or role play.

All health and safety training are conducted via e-learning and are available in Welsh and English.

Staff consultation

When running organisation wide staff consultation on key policies we hold sessions in both Welsh and English.

Complaints procedure 

The provision of services in Welsh is integrated in our service standards and complaints procedures, with the aim of ensuring that the quality and standard of service through the medium of Welsh is equal to that provided in English. 

https://socialcare.wales/about/what-we-do

We are committed to monitoring these standards, and their implementation. When we respond to a complaint relating to our service delivery through Welsh, we will inform the complainant that they may refer the matter to the Welsh Language Commissioner if not satisfied. We will record:

•	the number of complaints we receive and what area of our work they relate to
•	how quickly they were resolved
•	what we learned from each one. 

We will regularly give this information to our Chief Executive, directors and Board members so they can scrutinise us.

During the year we didn’t receive any complaints in relation to our Welsh Language services.

Conclusions and recommendations

Although we endeavour to provide a bilingual service at all times and comply with the Standards there are always areas in which we can improve. Below are recommendations that we hope to take forward during the current year:

1. We will take forward Year 1 actions outlined in our Strategaeth Gymraeg and will report on the performance targets we have set for ourselves at the end of the year.

2. As we strengthen our approach to developing and designing services in line with the Digital Standards we will strengthen how we test Welsh language content with users as early as we can and engage with Welsh language users in the testing of these services throughout the agile design approach.

3. We will continue to support staff to enable them to comply with the Welsh Language Standards while hybrid working and support newly appointed members of staff to embed the Standards. We will look at new and innovative ways to continue our bilingual ethos and ensure the Welsh language is ‘seen and heard’ throughout all teams of the organisation.

4. We will be reviewing our approach to impact assessments which will include how we can assess the impact of policy, practice and projects on the Welsh Language.

5. The Welsh language standards place a duty on organisations not only to provide Welsh language services but also to promote those services, to ensure that people are aware of them and use them. We will improve the promotion of our Welsh Language services to ensure increased use of the Welsh language.
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