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Social Care Wales
Welsh Language Scheme

This document contains the Welsh Language Scheme for Social Care Wales. Social Care Wales has adopted the statutory principle that in the conduct of its public business in Wales, it will treat the Welsh and English languages on a basis of equality.  This Scheme sets out how Social Care Wales will give effect to this principle in its services and activities.

The Scheme has been prepared in accordance with Sections 12 to 14 of the Welsh Language Act, and the guidelines issued by the Welsh Language Board under Section 9 of the Act. It supersedes the previous version implemented from 3 September 2003. 

It was approved by the Welsh Language Board on 19 January 2011 under Section 14 (1) of the Welsh Language Act 1993.

Enquiries and comments

Please address any enquiries about this Scheme to:

Chief Executive

Social Care Wales 
7th Floor, South Gate House

Wood Street

Cardiff 

CF10 1EW

Social Care Wales welcomes and records comments and suggestions for improvement from customers about its Welsh language services.  Please contact our office on 029 2078 0616 for information about the procedure for doing so. 

Part 1: Introduction to Social Care Wales Welsh Language Scheme
Part I of the Scheme (sections 1 and 2 below) is an introduction that places the document in the context of Social Care Wales aims and objectives, and gives the guiding principles that will govern its implementation approach.

1.
The Scheme and Social Care Wales remit and aims

Statutory Foundations and Constitution

Social Care Wales was established in April 2017 bringing together social care workforce regulation, workforce development and service improvement in one organisation. 
Social Care Wales was established as one of the first acts of primary legislation passed by the National Assembly. This reflects the national importance of social care in Wales.

We have a responsibility, in legislation, to “protect, promote and maintain the safety and wellbeing of the public in Wales”. We want to lead and support improvement in Wales by creating an environment of working together and developing new relationships across the Welsh public service.

We will work with stakeholders across organisational and service boundaries, with people who access care and support, with carers and with Welsh Government on the best way forward.

As a new organisation, we will build on the good work that has already been done to improve social care in Wales and grasp opportunities to further develop our improvement role. We will build on our relationships with the sector to make sure our identified priorities make a positive difference.
Our vision 
We want every person who needs support to live the life that matters to them 

Our purpose

Building confidence in the workforce and leading and supporting improvement in social care
Having due regard to the Welsh language in all aspects of our work and delivery of service, as we strive to deliver our outcomes is an intrinsic part of our remit and values.

Social Care Wales organisational structure

Social Care Wales is structured into three Directorates with individual Directors accountable for the delivery of these areas. They are:
· Improvement and Development
· Standards and Regulation 

· Corporate Services 

Social Care Wales has offices in Cardiff and St Asaph through which we deliver our work.

Responsibility for the Scheme

This Scheme belongs to Social Care Wales corporately, and responsibility for its successful implementation lies with everyone who contributes to the organisation’s work – The Board, the Chief Executive, and all members of staff. The Chief Executive of Social Care Wales has overall responsibility for ensuring this happens.
All Directors and managers, however, are responsible for implementing those aspects of the Scheme relevant to the work of their workstreams, and for ensuring that their teams deliver services and develop and adopt policies and practices in line with the Scheme.  
Coordinating implementation

Social Care Wales is experienced in providing bilingual services, and has built a satisfactory capacity to do so. Nevertheless, it realises that effective and efficient delivery requires ongoing coordination and review. Similarly, as new policies and practices emerge, Welsh language considerations will also be considered.

In order to aid effective Scheme implementation and functional mainstreaming, the Welsh language Framework Group will actively monitor the progress of implementing the Scheme and report on delivery discussed to the Board, Committees and Executive Management team as required. 

An Action Plan (Annex 4) has been produced to focus on particular areas of the Scheme. The plan includes timetables and allocates responsibilities, and will be monitored and updated regularly.

2.
Social Care Wales approach to bilingualism

“Social Care Wales is a truly bilingual organisation providing an environment which nurtures and develops staff to learn and improve their bilingual skills and own the bilingual ethos of the organisation. Social Care Wales, through its remit, promotes and influences the importance of language choice for service users and sensitivity of language within the social care workforce.”
The guiding principles

This Scheme sets out how Social Care Wales will give effect to the need to treat the English and Welsh languages on a basis of equality in accordance with the Welsh Language Act. Our commitments, however, are not just driven by legislation and public policy steers. We believe this is an important part of delivering our public remit and realising our aims and objectives. In short, we cannot fulfil our role effectively nor act in accordance with our values if we do not implement our Scheme.

For the purposes of this Scheme, the term ‘public’ in the Welsh Language Act is taken to include all those individuals and organisations with whom Social Care Wales has contact. This would include the social care workforce, students, education and training providers, service users and carers, members of the public, contractors and those we work in partnership with. From here on, they are collectively referred to as our ‘customers’.

Social Care Wales will provide an equally high standard of service to all of its customers, and recognises that enabling its customers to use Welsh if they wish is a matter of good practice, that enhances the quality of the service provided.  

In welcoming approaches from customers, we will continue to:

· ensure that the same aims and professional standards in providing a service in Welsh as in English are adhered to; 

· enable our customers to use Welsh in dealing with us, and ensure they are informed up-front that a bilingual service is available;

· promote our image and corporate identity bilingually; and

· to assist the Welsh Assembly Government and our partners in achieving the bilingual Wales objective set out in Iaith Pawb
.

In the conduct of our business, we will continue:

· to create a bilingual culture where use of Welsh and English is a natural part of day to day working;

· to provide staff with language skills development opportunities to enable the Welsh language service commitments to be realised;

· to support the implementation of the Scheme through planned application and resources, and ongoing review of achievement

If we become involved with proposals that may detrimentally affect the implementation of this Scheme, or the Schemes of other organisations, we will similarly consult with the Welsh Language Board about the implications.

Organisational policies, practices, plans and initiatives

In order to deliver its services and activities effectively and meet Welsh Language Act expectations, Social Care Wales is mainstreaming the Welsh language into its work as far as possible. Bilingualism is a cross-cutting consideration relating to all of our services and activities.  To achieve this, measures contained in this Scheme will be applied to all our policies, initiatives and services, and will promote and facilitate the use of Welsh and move Social Care Wales closer to implementing the principle of equality at every opportunity.  

The linguistic consequences of all new organisational policies and procedures affecting our service delivery will be assessed, when they are being formulated, which will then be considered by the executive management team for approval. 
Social Care Wales will be integrating the Welsh Assembly’s policy integration tool in 2010 – 2011 in order that Welsh language implications are considered at the appropriate stage, and dealt with in a way that is consistent with this Scheme. Council, Committee, Executive Management team and management papers, too, will be supported by an assessment of the Welsh language implications and, where appropriate, their compliance with Social Care Wales Welsh Language Scheme.

Social Care Wales will continue to monitor the progress of the Proposed Welsh Language (Wales) Measure 2010 and its requirements on public bodies in Wales regarding the use of the Welsh language in the delivery of public services.

[More details about how implementation of the Scheme will be managed and facilitated are included in Part II.]

Part II: Welsh in Social Care Wales statutory remit

Part II deals with Social Care Wales’ statutory functions. It sets out how Social Care Wales mainstreams Welsh language considerations into its statutory remit. 

3.
Our statutory remit

Social Care Wales aims to ensure the social care workforce in Wales is safe to practice; has the right skills and qualifications to work to a high professional standard and is attracting the right amount of people into its ranks to deliver quality care now and in the future.

Social Care Wales is responsible for setting and enforcing high standards among the social care workforce and to ensure that social care workers are given access to qualifications and expertise that will help them provide the best possible services to those who need them most.

Social Care Wales has from the beginning been active in mainstreaming Welsh language considerations when carrying out its statutory functions. This has contributed, through education and training and awareness raising generally, to improving the general understanding of the importance of language choice in providing effective care and equality in social work.
The Welsh Assembly Government (Assembly) through One Wales
 and through Iaith Pawb
 (which will be superseded by a new Welsh Language Strategy) reinforces the importance of language choice in the provision of public services. Social Care Wales has three roles within its remit which contributes to the vision of a creating a bilingual Wales. Social Care Wales will: 

· ensure our own service delivery is available bilingually

· ensure that training and education services which we regulate demonstrate cultural and linguistic sensitivity

· ensure that, through our regulatory and partnership activities, the importance of language choice for service users and carers is highlighted in the appropriate social care policies and strategies which we promote and influence 

The aim of the Register is to make sure that all social workers and social care workers are suitable for work in social care. Anyone wishing to register may do so in either Welsh or English. All information relating to the process of registering is produced bilingually and applicants are able to discuss their registration in either language. The database which underpins the Register is fully bilingual.

Anyone wishing to inform Social Care Wales about a concern relating to a registered social care worker can do so in either Welsh or English. Information relating to an investigation can be collected in Welsh. Where individuals are required to provide evidence or statements for a Committee/Conduct hearings they may do so in their language of choice. The Committee Clerk will ensure that the hearing is held in accordance with Social Care Wales Registration or Conduct Rules. 

Social Care Wales has a statutory duty to set and promote Codes of Practice for the social care workforce. The Codes of Practice set out agreed professional standards which apply to all social care employers and those working in the social care profession. Signing up to the Codes of Practice is a condition of acceptance on to the Register of Social Care Workers. Social Care Wales will continue to ensure that the Codes addresses the Welsh context and takes into account the employers and workers who provide their services to service users and carers bilingually.  Any promotion of the Codes of Practice is in line with our Scheme’s principles set on in the section on promoting Social Care Wales public face.

Social Care Wales produces and promotes practice guidance and frameworks. Social Care Wales will continue to review the availability and suitability of guidance and frameworks which will support the development of Welsh or bilingual learning opportunities within the social care sector.

As the regulator of Social Work education and training in Wales Social Care Wales stipulates through the Rules and Requirements that Social Work Programmes are expected to ensure that candidates are able to pursue their studies through the medium of Welsh, can be assessed in Welsh, and can demonstrate competence working within a bilingual context. Programmes are required to demonstrate such requirements at approval and their progress in these areas is carefully considered by Social Care Wales as part of its monitoring and review process. 

Social Care Wales will continue to expect education and training providers to:

· develop a language policy (if not in place) and structures that facilitate Welsh medium and language sensitive provision;
· promote and increase learning opportunities through the medium of Welsh, and the understanding of linguistic sensitivity when practising in social care and social work fields;  
· have arrangements for ensuring that applicants who are taught and/or assessed through the medium of Welsh are treated equally in terms of learning opportunities, support, and assessment;
· continue to act in accordance with their own Welsh Language Schemes;
· to also work collaboratively to develop and promote bilingual training and assessment opportunities, and maximise what can be offered;
· specifically, to agree achievable targets for extending the Welsh medium and bilingual training provision available to gain occupational qualifications

Social Care Wales is also a partner of Skills for Care and Development (SfCD) which is the Sector Skills Council for social care, children and young people’s workforces in the United Kingdom. The partnership is an alliance of organisations from across the UK. SfCD has a Welsh Language Scheme which puts a structure in place to ensure that SfCD operations respond to language needs in Wales and implements the principle of equality in all aspects of SfCD’s work. A copy of the SfCD Scheme can be found on the Skills for Care and Development website: www.skillsforcareanddevelopment.org.uk    

As we are the Sector Skills Council (SSC) for the social care workforce in Wales, we are responsible for the delivery of the SfCD’s business plan in Wales. We will ensure that our SfCD work intertwines or engages with our own Welsh Language Scheme as the partner implementing the SSC’s functions in Wales.

As part of our SSC role we are responsible for the development of National Occupational Standards for the social care sector in Wales. In fulfilling this role Social Care Wales will continue to provide, review and develop Standards which take into account language sensitivity when providing social care services in Wales. All new or reviewed standards will be fit for purpose in the bilingual context.  

Social Care Wales promotes the importance of appropriate training, qualifications and continuous professional development for all staff within the social care workforce. We will continue to champion the need to develop workforce capacity and skills in order for the workforce to meet the bilingual needs of its service users and carers.

Social Care Wales wants to ensure that the social care workforce needs in Wales are understood and that there are enough people working, entering and remaining in the social care profession. Monitoring and reporting on workforce trends across the sector will assist skills planning at a local, regional and national level which will consider fully the language requirements (skills and needs) of the workforce. Workforce development planning will identify and inform recruitment and retention strategies and Career Pathways within the sector which will address Welsh Language requirements.

Through our statutory remit Social Care Wales contributes to the principles outlined in Fulfilled Lives Supportive Communities
, the 10 year strategy for social services in Wales: 

“The Welsh language is an essential part of Welsh culture and life. It must be reflected in developing effective local social care strategies as well as in planning, delivering and improving services for individuals whose language of preference is Welsh.”

The Deputy Minister for Health and Social Services Chairs the All Wales Task Group for Welsh Language Services and has identified the requirement for a social care workforce language strategy. This strategy will be developed by Social Care Wales and will identify and inform the social care workforce on the framework for bilingual services within the sector.

Social Care Wales influences social care policy and strategy development by providing authoritative advice on social care issues to the Welsh Assembly Government, its regulatory partners, and other social care organisations. Social Care Wales will ensure that the advice given reflects the needs of Wales and its bilingualism, adheres to the commitments made in this Scheme, and promotes the implementation of the principle of equality of language across the social care sector.

We don't work alone, as the success of what we do depends on regional, national and UK partnerships with contributions from people who have real experience of social care. Social Care Wales will continue to take appropriate measures to ensure that all our partners who contribute to social care regulation, training and strategies in Wales are:

· Familiar with the content of our Welsh Language Scheme;

· Aware of the requirements of the Scheme; and

· Clear about the Scheme’s implications for them and their own role and responsibility in adhering to its principles.

PART III: Social Care Wales’ services in Welsh

Part III deals with two service dimensions. Sections 4, 5 and 6 cover t Social Care Wales’ use of Welsh at the public interface, when delivering its own services and when delivering services in Wales on behalf of Skills for Care and Development (SfCD) and the regulatory Councils for the other three UK countries. Section 7 covers the Care Council’s expectations on other parties when contracting them to deliver elements of those services on its behalf. 

4.
Our service approach

Planning and organising our own service

Departments are organised and located in such a way as to implement Social Care Wales functions effectively. This includes being able to offer customers language choice in their dealings with us.

At present, our capacity to provide a personal service in Welsh of similar quality and accessibility to our service in English is generally strong across our teams. Where a shortfall occurs, through holiday or other absence, or if bilingual staff leave the organisation, it will be covered by colleagues. Managers will try to maximise existing bilingual capacity through the way tasks are allocated in their team. 

When service or staffing arrangements are reviewed, the need to provide a bilingual service will be fully taken into account. (See recruitment and training measures set out in a later section.)

Service delivery approach and standards

Social Care Wales is committed to providing a high quality of service in both languages and will ensure that the Welsh and English languages are treated on a basis of equality.  This central principle applies to all our functions and activities, and will be stated in key documents such as the Annual Report, Corporate Plan, recruitment packs, etc.  

Our customers are welcome to conduct their dealings with the organisation through the language of their choice, and encouraged to do so.  Signs are displayed in all public areas stating this. It will also be clear in our literature and on our website. 

Language choice will also be proactively offered up-front in our personal dealings with customers. A systematic approach to offering, establishing, recording and following up language choice will be adopted, with the aim of providing, as far as possible, a seamless and continuous service in the customer’s chosen language, once known.

As part of the quality control and Scheme monitoring arrangements, from time to time we will test our success in delivering services in Welsh. This will include testing the consistency in service standard in different situations and locations. 

The provision of services in Welsh will be 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. We are committed to monitoring these standards, and their implementation.  As with all corporate responsibilities, the Scheme will also be addressed in our risk management process.  

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 Board if not satisfied.

5.
Social Care Wales’ personal contact with people

In writing 

Social Care Wales welcomes letters, faxes, text messages and e-mail, and any attachments, in Welsh and English. The same standards and targets for response apply whichever language is used.

The following good practice is applied: 

· Receiving and responding to correspondence in Welsh will not in itself lead to any delay; 

· Correspondence received in Welsh will receive a signed reply in Welsh;

· When writing for the first time to recipients in Wales (whether organisations, businesses or individuals), and the language preference of the recipient is not known, the formal letter or e-mail and any attachments will be sent out bilingually.  Subsequent correspondence will then be in the language preferred by the respondent;

· When the chosen language of the recipient is known (for example, through previous meetings or conversations, telephone calls, letters and e-mails) the correspondence will be sent out in the recipient’s preferred language, unless it has been agreed otherwise;
· General correspondence such as newsletters and circulars will be issued bilingually.

Telephone contact

Social Care Wales welcomes telephone calls in Welsh and English.

The following good practice is used:

· All phone calls to Social Care Wales’ offices receive an initial bilingual greeting, and are dealt with in the caller’s chosen language, either by the receptionist or by transfer to a colleague; 

· A Welsh speaking caller is transferred to a bilingual member of staff in the relevant team, whenever possible. 

· If a Welsh speaker is not immediately available, the person taking the call takes the user’s name and phone number for the responsible officer to call back.

The switchboard voicemail is bilingual and asks customers to indicate which language they would prefer to communicate in and all callers are welcome to leave messages in Welsh or English. 

Public meetings and events

Those attending public meetings, events, seminars and conferences held by or on behalf of Social Care Wales are welcome to contribute in their preferred language. 

Event literature such as invitations, notices or booking arrangements will either note that translation facilities will be provided, or ask people to let the event organisers know their preferred language in advance so that translation facilities can be arranged when needed.

Bilingual staff will be available at these meetings, as required.

Other meetings and contact

Social Care Wales welcomes the use of Welsh and/or English on our premises and in our public meetings.

Visitors to our offices are welcome to address their enquiries through the medium of Welsh or English.  Reception staff wear badges to show that they speak both languages, and a bilingual notice is displayed in the reception area to make it clear to visitors that they can deal with the organisation in either language. 

Arrangements can be made for a Welsh-speaking member of staff to be available to deal in Welsh with any face-to-face enquiries on more specific issues, as required.

We are able to conduct our business meetings in English and/or Welsh, whether on our premises or through video link. Our Chair and Chief Executive speaks Welsh, and we have bilingual staff in all our teams. We will respond to the language choice of those we meet as much as possible, and interpretation facilities can be provided where necessary. 

When we apply our regulatory role (e.g. dealing with registration, throughout the  conduct and investigations process), or when we recruit we always notify applicants or interviewees in advance that they are able to use Welsh or English as they prefer. Bilingual staff are available in each team to deal with these matters according to language choice.

Emerging forms of communication
Social Care Wales is committed to ensuring that people can deal with Social Care Wales in Welsh via any emerging form of communication which it introduces in future, such as pc based internet video calling. 
Information technology 
Social Care Wales provides services for the public by using computer systems. We recognise that information technology also plays a key role in services which are not provided on-line. 

Social Care Wales will ensure that both languages are treated on the basis of equality within its information technology systems. In order to develop information technology systems which treat both languages equally, Social Care Wales will work towards the Welsh Language Board’s Information Technology Standards within our Information Technology Strategies. 
 6.
Presenting Social Care Wales public face 

Corporate identity

Social Care Wales corporate identity will be fully and consistently bilingual wherever it is used. This will apply to its name, address, logo and other standard pre-printed information on official headed paper, fax headings and business cards as well as on other official material, its website, signage, goods and publications. Social Care Wales has produced desk guidelines for staff on how our corporate identity should be used bilingually. 
Where Social Care Wales’ name and identity is to be used on material issued by others, such as in publications or newspapers, it will be a condition of use that Social Care Wales’ bilingual corporate identity is applied, in accordance with its house style manual.

All e-mail auto-signatures, disclaimers and other standard information will be bilingual.  

Information signs

All Social Care Wales signs outside and inside its offices are fully bilingual, with both languages displayed together, and given equal treatment in terms of size, quality, legibility and prominence of the sign text.
The Welsh will appear above or to the left of the English on signs. 
Where Welsh and English signs need to be provided separately, they will be equal in terms of format, size, quality, legibility and prominence.

Where signs and notices provided by others are used on our premises, we shall ensure that bilingual versions are obtained and used, including temporary signs.

Publishing and printing materials

A methodology has been adopted for dealing on a consistent and objective basis with the need to provide items bilingually. This methodology applies to information on our website and to forms and associated papers, as well as to items under this section. This is set out in Annex 1.

Social Care Wales approach is to publish all public materials bilingually as one document, giving equal treatment to both languages in the design and presentation. If there is a charge for a bilingual publication, it will be the same price as a monolingual document in line with current practice.

In some cases, for practical reasons, it may be necessary to publish documents in separate Welsh and English versions; for example, due to their size. When this happens, equal treatment will be given to both languages in the design and presentation, and they will be issued simultaneously, equally accessible to our customers, and distributed and displayed together.  They will also contain a bilingual message on both versions stating that the document is available in the other language. If a charge is to be made, both language versions will be at the same price.

 ‘House style’ and other guidance is provided for staff, designers, publishers and external contractors in relation to this activity. The guidance will be reviewed and re-issued as publishing practices evolve.

When a standard document is being produced for use by the four home countries, Social Care Wales will set the document against the criteria in Annex 1 and, if the criteria so determine, take responsibility for ensuring a separate Welsh or bilingual version is issued in Wales. 

Website

Social Care Wales’ website is fully bilingual. 

The same policy and criteria apply to documents placed on the web as for printed publications. The Welsh and English language versions of documents will be placed or available for uploading on the web site simultaneously. 

Forms and explanatory material

Social Care Wales’ publicly available forms and associated material are bilingual and usually in single document format (as above).

Occasionally it may be necessary to produce Welsh and English versions separately due to, for example, the size rendering a document unwieldy. When this happens, they will be issued simultaneously, be equally available in our offices and other distribution points, displayed together, and issued together via the post or in person. They will carry a bilingual message to the effect that the form is also available in the other language.
Press releases and briefings

Press releases to the media and press are normally issued in both English and Welsh at the same time.  The only exception will be press releases sent outside Wales (including overseas), where other languages are used as appropriate.

Public relations and marketing

All publicity literature produced by Social Care Wales for use in Wales will be issued bilingually, and in a way that treats both languages on the basis that they are equal. As part of promoting a positive image for the social care sector and promoting equal opportunity within the sector, Social Care Wales for Wales undertakes to ensure bilingualism is an integral part of any recruitment, marketing, and advertising campaigns. This includes:

· publicity and explanatory literature,

· notice boards and information boards at exhibitions, conferences and seminars,

· advertisements, posters and hoardings,

· mailings including promotion materials,

· marketing and recruitment campaigns,

· videos, DVDs, and other audio-visual material.

Social Care Wales commissioned press advertising campaigns in Wales will be run in Welsh and English, treating the two languages equally in terms of format, size, quality, legibility and prominence.  Where Social Care Wales is contributing an article for publication in a specialist journal or to appear in a newspaper supplement outside Wales, it will normally be in the language of the journal concerned. However, any advertisements outside Wales will carry Social Care Wales bilingual identity.

Should Social Care Wales run television and radio publicity campaigns in Wales, the following will be conducted in Welsh:

· Television campaigns which appear on S4C during Welsh programme hours;

· Radio campaigns broadcast on the Welsh language programmes of commercial radio stations.
.

Market research and customer surveys conducted in Wales by post will be conducted using fully bilingual questionnaires. Where face-to-face interviews are carried out, a choice of language will be offered to the respondent. Where other survey and/or response techniques are used (such as the website or dedicated telephone number or e-address) they will be presented bilingually and offer language choice to the participant. Where the response mechanism is provided by an agent, the need for bilingual service will be inserted in the contract.

If a Board Member or staff member is taking part in a television interview or photo shot in which a Social Care Wales background notice is displayed, we will ensure it is bilingual.

Social Care Wales staff, and any third parties contracted to undertake public relations or marketing related activities, are provided with guidance on how to meet the requirements within this section. 

Public notices 

All official Social Care Wales public notices inserted in English-medium or bilingual newspapers and publications circulating in Wales are bilingual. They are in Welsh only (other than corporate identity presentation) in the Welsh language press. 

Recruitment advertising and procedure

Recruitment adverts are bilingual in the English language press circulating mainly or wholly in Wales, and in the professional journals for the social care field. In these, the Welsh and English wording is shown together side by side in a format that reflects the principle of equality. Other than corporate identity presentation and an explanatory note, recruitment adverts will be in Welsh in the Welsh language press, and in English in the press circulating mainly outside Wales.  

The following procedure is practiced in relation to job information and selection of applicants: 

· all background documents in job packs relating to Social Care Wales posts are bilingual;

· job descriptions are bilingual;

· application forms and equal opportunity monitoring forms are bilingual;

· all job descriptions and essential personal specifications reflect the bilingual nature of the organisation, its bilingual service, and its work in Wales;

· all applicants are advised to read Social Care Wales’ Welsh Language Scheme on our website (paper copies will be provided if requested);

· a question to test the applicant's understanding of the Scheme's principles and their commitment to its implementation is included in all interviews; 

· all applicants are given the opportunity to undertake their interview either in English or Welsh, as they prefer, with the caveat that their ability in both languages will be tested where that is relevant to fulfilling the responsibilities of the post effectively.

Recruitment and selection procedures have taken account of these arrangements.  
Board and Board members

The Board is to consist of no more than 15 members. The Chair and Members are appointed by the Welsh Assembly Government (Assembly). In order to exhibit the principles of the Scheme Social Care Wales will recommend to the Assembly that membership of the Board should reflect the population of Wales in relation to the number of Welsh speakers.

All members will receive an understanding of the importance of the Welsh language in the remit and service delivery of the Board’s work through their induction programme. Members are eligible to learn and develop their Welsh language skills during the course of their membership on the Board.

Publicising the Welsh language services and activities

Social Care Wales, as a bilingual organisation, strives to deliver its functions and activities with due regard to the Welsh Language Act and Welsh Assembly Government policy. The Welsh Language Scheme will be available on our website and copies can be sent through the post. 

It is our intention that wherever someone comes into contact with any aspect of our services, it will be immediately apparent that the service is available in either language. This will be done:

· Automatically [e.g. as in the case of issuing bilingual publications; on the website; bilingual telephone greetings];

· By our approach to establishing language choice when we make contact with service users [e.g. at our reception desks, when arranging meetings or conferences; when discussing matters that will lead to further contact - written or oral];

· By drawing specific attention to the fact [e.g. use of ‘Iaith Gwaith’ (Working Welsh) material; when chairing meetings or making presentations; by messages on forms and leaflets; in our Publication Scheme ]. 
We will also draw the Scheme to the attention of colleagues in partner organisations in and beyond Wales, to training providers and other contractors, and others we work with as part of delivering our remit.

7.
Use of Welsh by Social Care Wales contractors and partners 

When contractors deliver our services

All agents/contractors will be required to comply with relevant aspects of our Scheme. ‘Relevant aspects’ means those sections or sentences in the Scheme that would apply if Social Care Wales undertook the activity itself. The only exception to this requirement will be third parties who have no contact with our customers. The ability of contractors to deliver the required service in Welsh will be tested during selection processes.
The nature of the service required in Welsh will be detailed up-front in briefs, specifications and tendering documents, so that contractors are aware of what is needed when they price and plan the work. The obligation will then be tied into contracts or service level agreements, as applicable. An example of how this works is set out in Annex 3.

Instructions and guidance linked to core purchasing procedures will be provided to staff for dealing with agents and contractors. The Scheme will be available to contractors and agents and they will need to demonstrate how they will meet the requirements of the Scheme as part of the procurement process. The performance of contractors in meeting Scheme conditions will be monitored and evaluated by the contract manager, and the results used to inform future contractor selection and Scheme implementation progress reports.

At all times, we will expect that contractors and sub-contractors commit to delivering the Welsh language aspects of the contract activity to the same standard as Social Care Wales sets for itself. 

Grants and Funding 

When Social Care Wales awards grants for activities to be undertaken in Wales, we will include conditions with regards to the use of Welsh. In doing this, we will have regard to the Welsh Language Board’s guidance on awarding grants. 

Other partnerships 

Social Care Wales cannot deliver its remit in isolation.  As well as working with our sister regulatory bodies (General Social Care Council, Northern Ireland Social Care Council and Scottish Social Services Council) and Skills for Care and Development (SfCD) Social Care Wales also acts in partnership with many other organisations from the public, private and voluntary sector. These include bodies such as the Assembly Government, Local Authorities, Police Forces, education and training providers, careers companies, car sector businesses, and charities working with vulnerable people. Sometimes Social Care Wales leads the arrangement, while at other times, it supports the activity. In each case, where the activity leads to public contact, the use of Welsh by the partnership will need to be addressed.

Social Care Wales approach with other partners will be as follows:

· When Social Care Wales leads a partnership or consortium of bodies, it will ensure the customer service aspect of the partnership is consistent with its own Scheme, or a jointly agreed language policy. 

· When Social Care Wales joins a partnership or consortium in which another body with a Scheme is leading, its input to the customer service aspect of the partnership will comply with that Scheme, and it will encourage the other parties to comply.  

· When Social Care Wales joins a partnership or consortium where none of the other bodies operate Schemes, it will encourage the consortium to adopt a bilingual policy in respect of its services to customers.  Otherwise, when acting publicly in the name of the consortium, Social Care Wales will act in accordance with its own Scheme.  

Within any partnership, Social Care Wales staff will offer advice and support to the other partner organisations on Welsh language issues, if needed.

Part IV:
Managing and supporting implementation

Part IV deals with management and support arrangements to secure the Scheme’s effective and efficient delivery. Section 8 sets out how bilingual skills are planned and managed; Section 9 covers the administrative arrangements; and Section 10 sets out how progress in implementing the Scheme will be monitored and reported.

8.
Meeting Social Care Wales’ bilingual skill needs

A strategic approach

Social Care Wales is committed to conducting its business in such a way that all aspects of its services to the public in Wales are available in Welsh as well as in English. To support this aim, it has fostered a bilingual ethos, so that using both languages is a recognised natural and practical part of working for the organisation. 

Social Care Wales recognises that if it is to deliver its bilingual services effectively and efficiently, it needs bilingual staff with appropriate skills in the right places, who are confident in doing so. It recognises too that without adequate planning and management, this will not be achieved. It is therefore taking a strategic approach to meeting its language skill needs.
As part of its human resource management, Social Care Wales has adopted a ‘Bilingual Skills Strategy’. The Strategy sets out in detail the policies and practices for planning and managing the organisation’s bilingual skill needs. It is based on a team and post analysis of bilingual skill needs across the organisation, and a matching analysis of its existing capacity. The information from these exercises informs recruitment and language training.

The information is being kept up to date through tracking recruitment and language learning, using the HR systems, and through regular review by managers and HR staff. This will enable Social Care Wales to maintain an overview of its bilingual skills capacity and in turn its bilingual service capability.  
Learning and using Welsh

Social Care Wales encourages staff and Board members to learn or improve their Welsh. As part of its Bilingual Skills Strategy, it will operate a language training programme, which will include opportunities and support at different language ability levels. The aim will be to ensure the learning programme is contributing effectively towards meeting the bilingual service aims.

A ‘learning and using’ workplace approach is fostered, and Welsh speaking staff are encouraged to support and bring-on those who are learning. Dictionaries and other support materials are provided for staff who are learning Welsh and those who are already fluent.

It is the operational norm that both English and Welsh are used to conduct Social Care Wales business - in its services, activities and administration. Many of the staff use both languages to varying degrees in their work. They do so with each other as well as with service users and partners, as befits the situation. This gives them confidence in using it externally, and staff who do not speak Welsh also feel at ease dealing with Welsh speaking service users because of sharing their workplace and tasks with bilingual colleagues.

In posts where occupational training through the medium of Welsh would help staff to carry out Social Care Wales work effectively, this will be explored with the person concerned and with the applicable education or training establishment.

Vocational Training 

Social Care Wales is committed to assessing the need for vocational training through the medium of Welsh. Where a need for vocational training through the medium of Welsh is identified and suitable training is accessible it will be supported in order to facilitate implementation of the scheme

Recruitment and deployment opportunities

The organisation, wherever possible, places people with the appropriate bilingual skills in posts where the ability to communicate in Welsh contributes in a significant way to fulfilling the duties effectively. This objective also applies to temporary staff. The decision will be led by the team and post analysis of bilingual needs (see above). Should such a post become vacant, the opportunity will be taken via recruitment or deployment to try and fill it with someone matching its bilingual skill needs. 

Where ability in Welsh for a post is classed as either essential or advantageous, this is specified in advertisements and job details when recruiting to that post, otherwise the ‘Welsh desirable’ descriptor is used. All job particulars will state that Social Care Wales is providing a bilingual organisation providing services in both English and Welsh.

9.
Administrative arrangements

Instructions and guidance

A suite of instructions and guidance on the intranet dealing with different Scheme aspects provides a reference point and compliance check for staff and members. It includes both policy and practice matters.

All staff will receive training on the Welsh Language Scheme following approval. Training and awareness to new members of staff take place on a quarterly basis and will be incorporated into the annual corporate training plan.

Other core procedures and processes are linked to this suite by process loops and manager control at the appropriate planning or approval stage. Internal guidance on implementation of the Scheme is included within an Internal handbook on quality. This means that staff can refer to the guidance to inform their decisions, and assist them to act in accordance with the Scheme. If unsure, they are able to seek advice from peers or managers.

The guidance is overseen by the Director of Corporate Services who, with the appropriate teams, ensures the guidance is complete and kept up to date. 

Bilingual working and awareness 

Social Care Wales has developed its bilingual capability and know-how carefully over the past decade. Our staff are experienced in working bilingually, and this progress will be maintained over the coming years. 

When new members and staff join Social Care Wales, their induction programme includes raising awareness about cultural, linguistic and public policy matters in Wales (as necessary), and about the bilingual ethos of Social Care Wales, and bilingual working and services. Their induction programme also includes a scheduled awareness session on the Welsh Language Scheme delivered by the Corporate governance team which outlines the requirements set out in the Scheme and how all staff are responsible for the delivery of a bilingual service.

Line managers or ‘mentor’ colleagues will help to interpret how bilingual service aims should be given effect in new post-holders day to day tasks during the first weeks, as necessary.

Translation services

Social Care Wales translation needs are met by a combination of internal translation or bilingual drafting and checking, as part of bilingual working, and a panel of external translation agencies, as appropriate. Simultaneous translation for meetings is outsourced to an external short listed supplier following procurement guidelines.

External translation services are managed and monitored by the Office services team. A list of call-off arrangements with translators is maintained, based on competitive tendering. The quality of translations is an essential factor in the process of selecting translators. Quality assurance is supported by suitably qualified external proof-readers and editors. 

Information technology

Social Care Wales will ensure that its IT facilities facilitate the implementation of the commitments and measures set out in this Scheme.  Any specifications for new or replacement computer programmes will take the needs of the Scheme into account.

Up-to-date Welsh spell-checking and dictionary software, and other software aid packages that may be developed, will be installed for staff use, as necessary.

Welsh medium interface for standard programmes such as Word, Excel and Outlook will be installed, so that Welsh speaking staff and learners are able to work with them in Welsh. Shortcuts to Welsh fonts and accents will also be programmed, to enable Social Care Wales written communication in Welsh to be efficiently delivered to the highest standard.

10.
Monitoring the Scheme and reporting on progress

Monitoring approach

The Director of Corporate Services will oversee monitoring the implementation of the Scheme but the responsibility for ongoing monitoring lies with Managers across the organisation. 

Monitoring of the plan will be integrated with the planning cycle and reported on a quarterly basis. Aspects contained in the Monitoring Plan are set out in Annex 4 below. The monitoring work will be programmed and ongoing, with emphasis on evolving or more-at-risk aspects of Scheme delivery, but all areas of the Scheme will be tested in turn over a 3 year cycle. The Monitoring Plan will be part of Social Care Wales’ performance management framework. 

The monitoring methodology will include the following, as appropriate: 

· cyclical team reporting and discussion; 

· compatibility checks on corporate procedures and processes; 

· internal checks on ‘use of Welsh’ in services and administration, including investigating complaints; 

· external testing – customer views on service and policy aspects, and occasional mystery shopper testing of front line service; 

· Welsh language performance indicators as defined by the Welsh Language Board (if appropriate); and

· topic review and internal audit compliance checks. 

Reporting on progress

The Corporate Governance team will summarise the results of monitoring activity on a quarterly basis for the senior management team, highlighting any issues for action. The reports will also inform the cycle of reporting to the Management team on compliance and performance, and any feedback on progress requested by the Welsh Language Board.

A consolidated report giving a position statement on Scheme implementation and matters for action will be provided for Social Care Wales members annually with the first report produced after the end of the 2010 - 2011 reporting year. A copy of this report will be sent to the Welsh Language Board. 
At the end of the 2012 - 2013 year, a comprehensive evaluation of achievement will be produced, enabling members to judge:

· whether Social Care Wales is complying with its Scheme, 

· and how well it has implementing it over the three year period,

· the priorities for action over the next phase of implementation.

The Welsh Language Scheme wording will be reviewed and updated at this time also, in line with legislative requirements guidelines and good practice at the time.

Complaints 

Social Care Wales is committed to improving the quality of services delivered and welcomes any comments or suggestions that will help to achieve this.  The public can send their ‘compliments, concerns and suggestions’ to the Complaints Officer who will monitor the incidences and nature of suggestions relating to Social Care Wales’ Welsh language service.

If the Welsh Language Board was required to undertake an investigation under Section 17 of the Welsh Language act following a formal complaint, Social Care Wales will be ready to cooperate fully by providing information, reports, documents and/or explanation the Welsh Language Board.

If you are of the opinion that we are not implementing the promises made in this scheme, we are keen for you to tell us. If, therefore, you have any complaints or suggestions about the Welsh language service/provision of Social Care Wales, please write to Complaints Officer, Social Care Wales, Southgate House, Cardiff, CF10 1EW.
Publishing information about progress 

The end of year summary report referred to above will be posted on Social Care Wales’ website.  A summary of the achievements of the Scheme may also be included in an appropriate Social Care Wales’ Newsletter, and mentioned in our Annual Report. Staff will be kept informed about progress via team feedback and information circulated on the bilingual intranet.

If the need arises, the reporting will explain any failure to achieve published standards and targets and explain what steps will be taken to remedy the situation. 

Policy on which documents should be bilingual (or in English and Welsh separately)

This policy refers to documents that are commissioned by Social Care Wales’, and does not cover materials produced by its partners that are displayed at its premises or circulated.  The classification applies to both paper and electronic forms of issue, unless otherwise stated.

Category A: items to be bilingual (or in Welsh and English separately)

· advertisements

· booklets

· brochures/leaflets/pamphlets/cards

· certificates

· codes of practice 
· conduct rules
· conference and seminar power point and overhead presentations

· consultation documents

· corporate publications e.g. annual reports, and corporate and operational plans

· exhibition stands and banners;

· forms for client and public use

· information for employees, employers, students and applicants;

· items for public display e.g. stickers, posters, passes, warning notices

· manuals and guidance documents

· marketing materials

· newsletters

· questionnaires / surveys for the public

· recruitment adverts, job application forms and packs

· register of social care workers

· registration rules

· research, quality assurance, and other public reports

· standard letters

· training materials for the care sector 

Category B: their language status will be determined in each case according to the nature of the target audience and number of copies produced.  Consistent criteria will be applied - these will be included in internal guidance and linked to purchasing approval.

· forms for specialist use not externally published

· speeches

· tender and contract documentation

Category C: items will usually be monolingual English or Welsh

· accounts (unless they form part of the annual report)

· items distributed on behalf of other organisations, if not available bilingually or in both languages separately

· material for circulation outside Wales only

· working drafts 

Specifying Welsh language service expectations in third party agreements and contracts

The following approach will be adopted in contracts where the contractor directly or indirectly makes contact on Social Care Wales’ behalf with its customers ot the general public.

The brief or specification for the contract will include a clause on the following lines:

 “You are required to act in accordance with Social Care Wales’ Welsh language Scheme in any dealings with others on our behalf. 

You will transfer this requirement to any sub-contractors you employ to assist with the delivery of this contract. 

Records showing compliance will be kept, and made available to Social Care Wales for inspection on request. 

The following sections of Social Care Wales’ Scheme are applicable to this contract: .... “

The brief or specification will then list the relevant sections or quote them, as appropriate. Only those sections that are relevant to the service being provided will be included. 

The following examples illustrate the approach being taken:

· We will not require a contractor to produce Welsh language versions of literature if the literature plays no part in the service being provided on our behalf. 

· We will not expect contractors to write in Welsh to persons who are not our customers or target group. 

· We will, however, expect them as standard practice to offer our customers or target group the Welsh versions of literature and forms, or to offer language choice in an interview process. 

· A contractor doing repair work to our offices will not be expected to have bilingual workers because they are not required to talk to members of the public to fulfil their work, but the contractor will be expected to erect bilingual safety signs.

· However, a contractor undertaking customer research on our behalf in Wales should have bilingual front line staff because talking to the public is part of the service being commissioned.

Topics for scrutiny in the Scheme’s Implementation Monitoring Plan

Over the 3 year Scheme implementation period, the flow of quarterly monitoring and annual reporting will aim to analyse and evaluate Social Care Wales’ progress in the following areas:

Policies and practices

How we have ensured that our policies and services, including new policies and practices, are consistent with the Scheme.

Using the influence of our regulation, commissioning and facilitating role

The way in which we have encouraged or facilitated the use of Welsh language in the activities of other parties; how well they have responded, and how it was monitored.

Services on our behalf

The use of Welsh by our contractors and agents when in contact with customers on our behalf, and how this was monitored.

Organising services and facilitating language choice

The effectiveness of the arrangements we have made to deliver Social Care Wales’ services in Welsh, and how language choice was publicised, offered, enabled and continued in dealings with users, clients, and partners, and how this was monitored.

Dealing with customers

Our arrangements for dealing with our Welsh- speaking customers, including: responding to letters and messages; our service in Welsh in our reception and office areas; dealing with telephone calls; the arrangements for various types of public and private events and meetings.

Social Care Wales’ public face

The use of our bilingual policy on our corporate material: e.g. website, signs, displays, printed information, publications, forms, pamphlets, leaflets, notices and adverts, and in press and advertising campaigns, surveys and exhibitions. 

Planning and managing our bilingual skills

How we are dealing with our bilingual skill needs and capacity, and what progress we are making to address any shortfalls through recruitment and language training, and the effectiveness of those measures.

Support arrangements

Whether Scheme coordination is working effectively; the adequacy of guidance and procedures; the quality and capacity of translation services; staff awareness of Scheme implications and the need for awareness training; the adequacy of resources allocated to support implementation; the adequacy of monitoring arrangements and data, and of the reporting arrangements.

Views, suggestions and grievances

What our clients, partners and visitors are telling us about our Welsh language activities and services; the number and nature of complaints and suggestions about our Welsh language services and policies, both written and oral; how diligently we have been recording them, and the steps taken to deal with the issues that were raised. 

Implementation Timetable

Achievement against the timetable in the Scheme.

Monitoring arrangements

The monitoring methodology will include the following, as appropriate: 

· cyclical team reporting and discussion; 

· testing policy and practice mainstreaming in regulatory functions; 

· compatibility checks on corporate procedures and processes; 

· internal checks on ‘use of Welsh’ in services and administration, including investigating complaints; 

· external testing – customer views on service and policy aspects, and occasional mystery shopper testing of front line service; 

· and topic review and internal audit compliance checks.
Welsh Language Scheme Implementation Plan

	Link to Scheme


	Objective
	Responsibility
	Target Date
	Status

	Welsh Language Scheme


	Approve Welsh Language Scheme, Action Plan and Monitoring arrangements


	Management Team
	April 2010
	Active

	Welsh Language Scheme
	Review of responsibilities for continuing compliance with the Welsh Language Scheme, and the coordination of Scheme activities and resulting projects within Social Care Wales

	Director of Corporate Services
	April 2010
	Active

	Welsh Language Scheme


	Bwrdd yr Iaith approval of the Scheme


	Bwrdd yr Iaith via Corporate Governance
	September 2010
	Active

	Welsh Language Scheme
	Develop Performance Indicators against delivery of the Scheme for annual reporting
	Corporate Governance
	September 2010
	Active

	Key elements


	
	
	
	

	Responsibility and accountability



	Section 1
	Identify an executive level ‘business champion’ (e.g. Director of Corporate Services) with overall responsibility for the Welsh Language Scheme within Social Care Wales’

	Director of Corporate Services
	April 2010
	Active

	Training



	Section 7
	Welsh Language Scheme awareness training provided for all staff


	Corporate Governance
	Included within Corporate Training Plan for 2010 – 2011 


	Active

	Section 9
	Welsh Language Scheme monitoring overview provided to managers


	Corporate Governance
	September 2010
	Active

	Section 7
	Roll-out Social Care Wales’ Welsh Language Scheme and guidance to Staff on the Intranet


	Corporate Governance
	September 2010
	Active

	Section 7
	Integrate Welsh Language Scheme awareness as part of the induction process and framework


	Human Resources
	September 2010
	Active

	Learning



	Section 7
	Bilingual Skills Strategy implemented and monitored annually


	Human Resources
	Annually
	Active

	Staffing and recruitment



	Section 7
	Managers to maximise existing bilingual capacity through the way tasks are allocated in their team. 


	Managers
	Continuous review
	Active

	Section 7
	Managers to consider implications of bilingual service delivery when service or team arrangements are reviewed


	Managers
	As and when required
	Active

	Personal development and language awareness



	Section 7
	Performance appraisal process incorporates personal development relating to Welsh Language requirements

	All Managers
	April – to be included as part of PDP process
	Active

	Building on skills



	Section 7
	Gloywi iaith courses and writing skills and public speaking skills – training opportunities available for staff to improve existing language skills


	Human Resources
	Included within the development of the organisational training and learning plan – May 2010


	

	Delivering customer services



	Section 5
	Consultation process reviewed in line with Welsh Language Scheme requirements


	Corporate Governance
	October 2010
	Active

	Section 9
	Quarterly success test in delivering services in Welsh


	Corporate Governance
	Quarterly – in line with business planning cycle


	Active

	Section 4
	Ensure all staff are aware of how to record bilingual messages on telephone and ensure out of office assistant message is bilingual


	Managers
	April 2010
	Active

	Audit



	Section 9
	Welsh Language Scheme processes subjected to periodic internal audits. 


	Corporate Governance
	Quarterly


	Active

	Section 8
	Welsh Language Scheme integrated into risk management process and guidance


	Corporate Governance
	October 2010
	Active

	Publications and marketing



	Section 5
	Publications available bilingually comply with criteria outlined in Annex 1


	Communications
	Ongoing – April 2010
	Active

	Section 5
	Marketing activities comply with Welsh Language Scheme requirements
	Communications
	Ongoing – April 2010


	Active

	Section 5
	Corporate identity available to all designers and printers bilingually


	Communications
	Ongoing – April 2010
	Continuous

	Working with partners



	Section 8
	Ensure that all partnership working arrangements conform with our Welsh Language Scheme requirements


	Project managers
	Ongoing – April 2010
	Active

	Promoting the use of welsh



	Section 7
	Encourage the use of Welsh within the workplace and encourage Welsh speakers to support Welsh learners’ efforts


	All
	Ongoing – April 2010
	Active

	Policies and procedures



	Welsh Language Scheme
	Develop a policy statement relating to the promotion of Welsh Language within Social Care Wales

	Corporate Governance
	April 2010
	Active

	Section 2
	New policies drafted in accordance with best practice, advice from appropriate organisations 


	Director of Corporate Services
	Ongoing – April 2010
	Active

	Section 2
	Existing policies updated in accordance with best practice, advice from appropriate organisations


	Director of Corporate Services
	Ongoing – April 2010
	Active

	ICT resources



	Section 8


	Map existing ICT software resources and tools available in Welsh and recognise gaps and areas for an improvement in Welsh language ICT software (Cysgliad, language control centre, Welsh language interface on computer software)


	ICT team
	October 2010
	Active

	Section 8
	Ensure that specifications for new software systems include the requirement to comply with the Scheme


	ICT team
	Ongoing – April 2010
	Active

	Contractors and Service Level Agreements



	Section 6
	Welsh Language Scheme guidance incorporated into procurement process and contract arrangements


	Office services
	Ongoing – April 2010
	Active

	Monitor and review



	Section 9
	Compliance with Welsh Language Scheme requirements monitored quarterly on an operational level by all managers


	All Managers
	Quarterly
	Active

	Section 9
	Annual report on the Welsh Language Scheme reported to the Business and Operational Management Team and the Finance and General Purposes Committee


	Corporate Governance
	Annually
	Active
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