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Celebrating the TSA accreditation

Find out
about our
additional
services

Hear from
some of our
customers
www.carecall24.co.uk

/carecallmonitoring

@carecallmonitor

“Peace
of mind
for me”
“I had the Carecall system
installed as it’s always great to
know there is help for me if I
need it. It gives me peace
of mind that Carecall are
there for backup.”

Planning for holidays?
If you are planning a holiday this year, or will be unavailable for a period of
time, please let us know so we can update our records. That way, we won’t
send a warden out if you do not answer your Carecall unit.
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Please press your pendant
once a month to test that
it is working OK.
If we find it is not working, we will
attend as a priority to fix the problem.

Did you know….
Your Carecall unit will automatically
inform us if the battery is low, so we
can arrange to come out and change
the battery for you.

www.carecall24.co.uk

Welcome to Carecall
We recently offered new customers
a box of chocolates as a welcome
gift to the service, we went to meet
Margaret and find out why she has
chosen Carecall;
Margaret, says ‘I signed up to
Carecall more for my family,
helping them know that if they
aren’t around because of work
or holidays, there is someone
who would be able to help me
if I needed it. It gives me some
independence too and I can still do
things around the house and out in
the garden knowing I have Carecall
in place if I need it.”

/carecallmonitoring

@carecallmonitor
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Thank you Carecall
One of our customers has given us
some lovely feedback about the
service he received after a recent fall:
“A couple of months ago I fell in the
garden and the Carecall staff kept
talking to me to make sure I was ok
and calm despite what happened.
I was taken to hospital in an
ambulance but I couldn’t fault the
staff for their care and support. I
really wanted to say thank you to
them personally as they helped
me to keep calm in a frightening
situation”.

Please keep us up to date
with your nominated contacts
details; for instance if your
nominated contact is going
on holiday please provide us
with an alternative contact.
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“Thank you Carecall”

Dave from Cheadle contacted us to
express his thanks for the Carecall
Service; he says, “Carecall is very
efficient, good to know it’s there
for emergencies when required.
Keep up the good work.”

Independence and
peace of mind
Stella from Cheadle talks about her
experience of the Carecall service:
“I’ve always had my independence. I like to
go out in my car, drive around, and go to the
shops if I need to.
But about four years ago I fell and fractured
my hip so thought it was time to get
something that would help give me some
comfort.
My daughter had heard of Carecall and the
pendant that links to the operator. Knowing
that they are always available and ready to
help out if they are needed.
Signing up was very simple. My daughter spoke
to the Carecall team who arranged for my unit to
be delivered, and it was so straightforward to set
up.
Thank goodness I have it and that I haven’t had
to use it. But it provides both me and my family
with great comfort knowing someone is just the
touch of a button away.”

Recommend a friend
You can recommend a friend or relative to Simply ask them to give us
the Carecall service and you will receive
your name and address when
they sign-up for the service.
This offer is open to all current
when they decide to go ahead.
Carecall customers.

one month free

Don’t forget that we provide a monitoring service outside of Stockport now!
www.carecall24.co.uk

/carecallmonitoring

@carecallmonitor
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Carecall provides a little extra help
In addition to your alarm pendant, you can benefit from a range of other services to
help you around the home, including:

Shopping

Sitting / companion

Gardening

Handyperson

If you struggle to
make it out to the
shops, we can do your
shopping for you and
deliver it straight to
your home.

Do you need
assistance to get to
appointments? Do you
look after somebody
who can’t be left
alone? We can provide
a fully trained, insured
and vetted member
of the team to help.

Whether it is a regular
gardening service
or a one-off job, we
can help you through
our partnership with
Stockport Homes’
Greenspace Service.

Need a little job
doing? We can carry
out lots of DIY jobs
for you through our
partnership with
Stockport Homes’
Repair 1st team.

For more information on these extra services,
please call the team on
0500 130 585.

Don’t forget, press your
pendant any time and
speak to us if you have
any questions at all.
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NEW

cleaning
service

Stockport Homes recognises that for some
customers living in our Sheltered Schemes,
household jobs such as cleaning and changing
beds can be a struggle. Therefore, we’re trying
to find out what paid-for-support people may
want with their household cleaning, so we can
see if there is a demand for this service.
For a small charge, which we can provide
further information and advice about, the
service could provide:
•    Help with hoovering, dusting, cleaning
your bathroom or changing a bed.
•    One visit a week (minimum), which is
competitively priced compared to other
local providers.
•    You will be provided with the contact
details for an Area Supervisor in case of
any problems, along with regular visits
to your Sheltered Scheme so you can
talk to us about your ongoing needs.
•    You could choose to apply for
Attendance Allowance or Self
Directed Support Payments, which
may be able to assist you in paying
for this service. This is something you
would need to apply for yourself.
If you think you would be interested in
receiving a Domestic Cleaning Service
from Stockport Homes, please let us
know by calling our Caretaking Team
0161 474 5071 or emailing
on
caretakers@stockporthomes.org

www.carecall24.co.uk

/carecallmonitoring

@carecallmonitor

7

How are we doing?

In February, we sent out a Carecall survey to a random selection of customers
to ask for their views on the service. Thank you to everyone who returned the
survey, your feedback helps us to continue to improve our services.

Call handling

Mobile response

How satisfied
were you with the
following aspects
of your call to us?

Very or fairly
satisfied

How satisfied were you with
the following aspects
of our Emergency
Very or fairly
Response Service?
satisfied

The speed at which we
answered your call

97.7

The time in which it
took us to respond

How polite and helpful
the operator was

97.7

How polite and
helpful staff were

98

The assistance the
operator gave you

96.6

The way you were
assisted with your problem

98

The service that you
received on this occasion

96.5

The service that you
received on this occasion

98

Value for money

Overall service

How satisfied are
you that the Carecall
service provides
value for money?

Very or fairly
satisfied

92.4

How satisfied are
you with the overall
service that Carecall
provides?

96.1

Very or fairly
satisfied

88.7

During 2015 / 2016
We responded to

We supported

We completed

We completed

emergency
calls

customers
across Stockport

visits to help people
following a fall

general
welfare visits

204,554 7,969
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2,034 5,000

Our performance What are you saying
(1 April 2015 – 31 March 2016)
100

of repairs /
replacements
carried out to
alarm equipment
within 48 hours
and the remainder
within 96 hours.
Target 90%
within 48 hours,
100% within
96 hours

98.09

of alarm calls
answered within
one minute.
Target 98.5%

97.9

of emergency
visits attended
within 45 minutes.
Target 90%

99.8

of alarm calls
answered within
three minutes.
Target 99%

about Carecall?

100

of complaints
responded to with an
interim reply within
five days and a full
reply within 20 days.
Target 100%

“Peace of mind for me and the
people who look after me. It means I
can stay in my own home.”
“I am very pleased with the
service. I feel safe in my own
home. My family know I am well
cared for. Keep up the good work.”

100

“It provides a safety net
for me and my family.”

of urgent installations
carried out within
two days and nonurgent installations
within 15 days.
Target 90%

99.8

of emergency visits
attended within 60
minutes.

“Efficient quick response
that gives comfort.”
“At the touch of a button,
the service is second to none,
reassuring, caring and outstanding.”
“The Carecall service helps
bring peace of mind to the
customer and their family.”
“I could not manage without your
service, many thanks to you all.”

Target 100%

To survey at least

5

of our clients each
year. The survey
was carried out
in February and
the results can be
seen on pages 8.

“An excellent service giving
great peace of mind.”
“A wonderful service for the elderly
and disabled. Very much appreciated.”
“Carecall gives support and
reassurance to loved ones and family.”

Feedback on our installation survey
We ask all customers who have the
Carecall equipment installed to complete
a survey and we are delighted that we
have received 100% satisfaction.
www.carecall24.co.uk

/carecallmonitoring

@carecallmonitor
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Over 50s events in Stockport
Stockport Homes has a range of events for over 50s in Stockport, from theatre trips,
coffee and craft sessions, lunches and cupcake decorating to name a few!
Contact us for more information on
or visit www.stockporthomes.org

0161 474 3335

Carecall online
Find out more about our service by visiting
www.carecall24.co.uk you can see the latest
news and information about Carecall, find out what
our customers think of the service by viewing the
endorsements page and you can watch one of our
videos to see how the Carecall service works at
www.carecall24.co.uk/videos/
You can also talk to us and find out all the latest
information about Carecall through our social
media pages (see links below).
www.facebook.com/carecallmonitoring
www.twitter.com/carecallmonitor
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Carecall retains TSA accreditation
We are delighted that Carecall has retained its Telecare Services Association (TSA)
accreditation for another 12 months.
The TSA is the industry body for Telecare and Telehealth in the UK, and the largest
industry specific network in Europe. It assesses services to make sure they provide a
high standard of service for customers.
The TSA inspector said, “I would like to thank you and your staff for the time and
effort taken in preparation for the audit and would like to pass on our heartfelt
congratulations in achieving this very high standard.”

Monitoring service outside Stockport
Over the last year, we have been out promoting the Carecall
Service to customers living outside the area. Following this
campaign, we are now supplying and monitoring alarms for
customers living outside Stockport.
We can’t respond with a mobile warden, but when we receive
an alarm call we can contact a friend or relative to check that
the customer is ok.
If you know somebody who you think may benefit from this
service, please let us know. If you recommend a friend we
will give you a free month of the Carecall Service.

www.carecall24.co.uk

/carecallmonitoring

@carecallmonitor
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Contact us

Carecall, Unit 9, Southside Bredbury Park
Industrial Estate, Bredbury, Stockport SK6 2SP.
Freephone:

0500 130 585

Email:		

carecall@stockporthomes.org

Website:

www.carecall24.co.uk

Facebook:

www.facebook.com/carecallmonitoring

Twitter:

www.twitter.com/carecallmonitor

We hope that this newsletter has been
informative and useful. If you have any
comments, or would like to suggest articles
for future issues, please get in touch.

Diversity and
accessibility

This newsletter includes information about Carecall. A free
interpreting service is available if you need help with this
newsletter. Please telephone Stockport Interpreting Unit on
0161 477 9000. Email: eds.admin@stockport.gov.uk

You can get free copies of
newsletters and other documents
from Stockport Homes on
audiotape, CD or in large print.
For more information,
please contact Phil Rhodes
on telephone 0161 474 2860
text 07891 949 399 email
phil.rhodes@stockporthomes.org
or write to Social Inclusion
Team, Directorate of Housing
Management, 2nd Floor,
1 St. Peter’s Square,
Stockport SK1 1NZ
Please recycle this
newsletter in an
appropriate way
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