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Foreword

The Care Call Community Alarm Service (formerly known as Warden Call) was established in 1983 as part of the Council’s Housing Service. The Care Call Community Alarm Service currently operates from the Security and Surveillance Centre Control Room, 24 hours per day 7 days per week.

The call operators are supported by teams of mobile staff working in the community, our aim is to answer any alarm activation within 1 minute. Should a member of staff need to be dispatched to a location, the target is to get there within 30 minutes of receipt of the call.

The monitoring Centre operates integrated Software and Telephony equipment which was supplied by Tunstall, the equipment is maintained regularly and is very efficient at handling all alarm activations, however due to advances in technology it is necessary for this equipment to be replaced to enable us to receive new activations. It is envisaged that this upgrade will take place in the very near future.

In July 2007, the Council’s Housing Service transferred 130 properties (Sheltered Warden Schemes) to a housing provider and 204 properties were retained by the Council, Care Call provides a floating support service to each individual client; clients are advised that there are five different levels of service which we can provide:     

Gold 1 – Daily Calls & Weekly Visit...24/7 Monitoring and response
Gold 2 - Daily Call only……………….24/7 Monitoring and response



Gold 3 - Weekly visit only ……………24/7 Monitoring and response

Silver - Call One day per week………24/7 Monitoring and response


       

Bronze -……………………………….. 24/7 Monitoring and response only
Clients whenever possible are encouraged to have the full gold service, however due to the changing needs of our clients some elect to change their level of service from low to high or high to low depending on their individual needs.

In addition to the alarm monitoring and response, the Care Call service provides flexible personal ‘domiciliary’ care and is registered with Commission for Social Care Inspection (CSCI) ‘Good’ rating. The service respects and values people, helping them to maximise their own potential and independence. Increasingly people express the preference to remain within their own home and stay independent. Domiciliary care encourages them to do as much as possible for themselves in order to maintain their independence and physical ability. All domiciliary clients receive a care plan, which is reviewed on a quarterly basis via a service review, however depending on the clients needs the reviews can be more regular.

Our aim is to provide an exceptional service to all our clients, both now and in the future. In order to achieve this we will need to look critically at all aspects of our business and to expand our range of expertise and services.

Annual Review

Assisting vulnerable people to live independently

Combining many years of providing ‘round the clock’ reassurance to vulnerable people and the people that care for them, Care Call and Telecare services are a leading provider of Telecare based support services.

From our monitoring and response centre we support over 4,700 vulnerable people who are linked to the centre through their scheme emergency call system or individual lifeline telephones which can be installed in any home with a telephone line.

Our principal activities are:

· 24 hour Telecare and monitoring and response service co-ordinated through the Care Call centre.

· Installation and maintenance of community alarms and advanced Telecare devices such as smoke/fall/flood detectors.

Care Call provides other valued community services including:

· Visiting and check calls for sheltered housing residents

· Outreach and floating support

· Out-of-hours contact centre for Registered Social Landlords and Local Authorities.

How does the Care Call system work?

At its simplest the Care Call home system enables the user to raise an alarm from anywhere in their home, simply by pressing a pendant (button trigger) which can be worn throughout the day. However an increasing number of our clients benefit from the additional safety and security provided by our new range of Telecare sensors, which can automatically alert the monitoring centre if a problem is detected.

When an alarm activation is received a member of the Care Call team is automatically provided with detailed information about the client. They can then talk to the client through the powerful microphone and speaker system in the Care Call home system; alternatively if there is no response; they can request an emergency response team to attend, or call assistance from a nominated ‘contact’ or the emergency services.

Performance
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CARE CALL MONTHLY STATISTICS 2008/2009
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	February 2008
	March 2008

	Council Properties
	2283
	2280

	Council Properties formerly resident warden
	189
	189

	Registered Social Landlords
	807
	804

	Disbursed Alarm - Private
	1252
	1246

	Total
	4531
	4519
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	Number to be cleaned in the year
	2849

	Number Cleaned in March
	0

	Total number cleaned this year
	2849

	Balance outstanding
	0


	
	Quarter 1
	Quarter 2
	Quarter 3
	Quarter 4

	Due to be visited
	3849
	7698
	11547
	15396

	Visited to date
	2972 = 77%
	6279 = 82%
	10461 = 91%
	12636 = 12991 84%

	March Visits
	355



Partnerships

Care Call works in partnership with various outside agencies and other local authority departments. In the last twelve months we have formed closer working links with the Primary Care Trust (PCT), Cleveland Fire Brigade (CFB) & Cleveland Police (CP).

In conjunction with Yvonne Cheung (Children, Education and Social Care - Falls Coordinator), all people who are at risk of falling or have had a fall receive an assessment to ascertain which Telecare equipment would be beneficial. In return all Care Call clients who have had a fall can be referred to the Falls Coordinator to ascertain how they fell and how best to avoid future falls.

Also, we now have a referral system, whereby CFB can refer vulnerable people who may benefit from the Care Call service. In return Care Call returns all smoke detectors which were fitted by CFB so that they can be distributed back into the community.

The Care Call team have close working relationships with CP, with the protection of vulnerable adults under the ‘Operation Strongbow’ title, criminal information is cascaded to all frontline staff who pass the information on to our service users.

These established working relationships strengthen the work carried out by all agencies and lay the foundations for future success. Care Call would like to thank all partner agencies for their continued support.

Looking Ahead

Our focus is on providing affordable, responsive, high quality services which meet the needs of the community and individuals we serve. Our main aim is to enable people to live independently with support to enjoy the best quality of life possible by providing them with enhanced safety and security combined with responsive timely care and support. 

It is quite clear that Telecare and Telemedicine will remain with us for the foreseeable future, they are a vital addition to community alarm systems and they need to be developed in parallel with support and training for carers.

We are currently training a new cadre of telecarers: health and care professionals who can use the new technology, to communicate effectively with patients and the public regarding various options which are available to them. As soon as the parameters are set for the Telemedicine system we will roll out a further programme.

Care Call is committed to technological advancement and is committed in investigating new equipment to ascertain how best it can be applied in the community; we are currently awaiting the release of a fall detector which has GPS connectivity for dementia clients.

Our Mission Statement
Stockton Borough Council Care Call Service works on the following principles:-

People First
All people should have equal rights.  This notion accepts individuals should have the opportunity to undertake, or have undertaken for them, the social processes of everyday life.  The concept of respect and dignity are fundamental to this principle.

Optimum Independence
The relief of dependency through disability is the key to an improved quality of life.

Individual Services
If each person is to participate in community life, the delivery of the service will be based on an assessment of an individual’s needs.

Dialogue with Clients
If services are to be responsive to individual needs, it must be based on a dialogue with clients, which will allow their participation and/or involvement in planning their services.

Clarity of Information
The potential clients are clear as to the services, which can be provided.  The provision of clear signposts to information in a comprehensive and understandable form is essential.

Choice
Care Call clients will have a choice in determining the service delivery, from available resources.

Continuity & Co-ordination
Clients should expect continuity.  They should be encouraged to maintain their traditional links with the community.  Care will be provided by a team of staff, which would ensure that the service is individually tailored and that a personal relationship is established between the client and the department.

Ethnicity, religion, culture
Services provided should ensure that the needs and wishes of all clients are ascertained, respected and met, particularly in relation to ethnicity, religion and culture.

Aims and Objectives

The aim of the Care Call Service provided by Stockton Borough Council is:

· To provide effective and efficient support to vulnerable residents of Stockton Borough and their carers. Helping them to live independently to an acceptable standard in their own homes.

The 24/7 service aims to give clients and their families ’peace of mind’. The range of duties will vary from client to client; staff are trained to deliver a professional caring service.

This will be achieved by:

· Planning and delivering the service with clients fully involved and in control of decisions, which affect them.
· Promoting client’s independence and dignity while preserving their privacy.
· Training, supervising and deploying its workers in a flexible manner to achieve the best outcome for clients.
· Providing opportunities for workers to develop.
Value for money

We have not applied any increases to our standard charges for the next financial year 2008/09. The current charge is £3.60 + Value Added Tax, per week. The key holding service is available to all clients at an additional cost of 50p per week. Domiciliary service between the hours 7am – 7pm £10:77per hour, between the hours 7pm – 7am £13.97per hour.

The Team

We are fortunate to have such an experienced team, they provide customer service of the highest quality and do everything possible to protect the welfare of the people who rely on us for their safety and security.

Satisfaction Surveys 

Our customer satisfaction survey found that when we asked people to rate the service clients said that we were friendly, helpful and efficient. Users described it as “a 1st class service”.  Clients summed up the value of the service by saying, “A good service which is nice to have when you live alone” and “it keeps me independent” knowing there is someone they can call upon when needed. 

The outcome from our client surveys is that:

· People wanted a record of attendance sited at the property, to confirm that Care Call had been in attendance; as a result we amended our original survey card to include the recording process.

· Flexible and responsive support.

Our Clients

Care Call provides high quality service based support to over 4,700 people in the Stockton on Tees region, 1246 households subscribe directly to our service paying a weekly charge which covers equipment rental, maintenance, monitoring and response. Telecare equipment is installed by our own specialist Telecare team.

However, we also work in close partnership with separate housing organisations to provide their sheltered and supported housing residents and dispersed customers with high quality cost effective monitoring and response services. We shape our services to meet the specifications of different organisations we work with.
Next Steps
The next 12 months will be a challenging time for the Care Call team, with the introduction of a new computer system and technological advancements staff will need to be ‘up to speed’ with the new equipment/software. It is envisaged that it will take three months of training to achieve 100% competency.

We will of course continue to promote the vast benefits of the Care Call & Telecare Service with our partner agencies and existing and potential new customers, with an aim to achieve growth in client numbers.
Conclusion

We are planning ahead with a variety of initiatives and projects intended to build a stronger more complete community alarm service for current and future residents in Stockton on Tees. 

Our team have excelled in call handling and emergency response times, achieving all their targets. The migration to the new computer system will be a challenging time for us; the benefits will be seen in our next years report.

We will continue to pursue alliances with other agencies to find better and more efficient ways to deliver our services. 

Currently, Telecare Services are on target to achieve 300 active service users by January 2009, which is two months ahead of the commissioning body’s target.

The Telecare Services Associations Inspectorate are planned to audit the service on the 27th August 2008. It is hoped that Care Call will meet all requirements of the Code of Practice Strategic Framework and Part one of Telecare Calls Handling Requirements.

Care Call is actively marketing the services available broadening its horizons.

The Care Call service was recently audited by CSCI (Commission for Social Care Inspection) and received a (Good Rating) this allows the service to continue to provide its domiciliary/personal care packages to clients.
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