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Welcome to the third issue of Carecall News. Here you’ll

find updates about the Carecall Service including our performance
over the last 12 months.

Carecall launches
new services
Carecall customers can now benefit
from a range of new services:
Handyperson service
Need a light switch wired or a door
handle fitted? Carecall are working with
Stockport Homes’ Repair 1st Team to
offer a handyperson service for all those
small jobs around the house.
Sitting or companion service
Do you need assistance to get to
appointments? Do you look after
somebody who can’t be left alone?
Carecall can provide a fully trained,
insured and vetted member of
staff to help.

Shopping service
Having difficulty getting out and about?
Carecall staff can do your shopping and
deliver it straight to your home.
Gardening service
Whether it is a regular garden service or
a one off job Carecall can help you via
its partnership with Stockport Homes’
Greenspace Service.
For more information about these
services, call Carecall on 0500 130 585.

www.carecall24.co.uk
/carecallmonitoring

@carecallmonitor

Improving our
services by
installing key safes
We’ll be providing ultra-secure key safes to all
our existing customers this year to help speed up
our response times.
Carecall currently holds keys for over 1,000
properties. Holding this many keys could cause a
delay in getting out to customers (particularly in
peak traffic times) if a warden has to return to the
office to pick up a key before attending a property.

Since September 2014 Carecall has been providing
all private customers with a free key safe. The key
safe is fitted at the same time as installation and
the service has been very popular with over 250 key
safes fitted.
The Supra C500 key safes we use are the only
model approved by the police for the level of
security that they offer.
Please look out for more information from us during
the year to find out when the programme will be
coming to your area.
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goes online
carecall24.co.uk

www.

The new Carecall website is
now live. The site has been
professionally designed and
we hope that customers,
both prospective and existing
will find it useful, informative
and easy to use.
The new website allows
prospective clients to enquire
and order online whilst
providing existing customers
with useful information and
news regarding the Carecall
Service.
You can also join in the
conversation with Carecall on
social media via Facebook and
Twitter. We will be promoting
news, events and advice
via our pages and you can
comment on our pages to tell
us how we are performing
and ask questions.
facebook.com/carecallmonitoring
@carecallmonitor

For more information call Carecall on freephone 0500 130 585

Telecare reminders
now available
Following a joint project with
Stockport Council, Carecall can now
offer customers memory reminds
and prompts to help support
independence. It helps customers
who have problems remembering
aspects of their daily lifestyle by
reprogramming a telecare unit.
It works by programming reminders, such
as ‘take medication’ into the telecare
unit. A buzzer then sounds on the unit
and a message plays with the appropriate
message. The customer then presses a

button to acknowledge the reminder.
If the button isn’t pressed an alert is sent
to the monitoring centre.
If you know anyone who would benefit
from this service, please contact Carecall
on 0500 130 585.

Recommend a friend!
Recommend a friend or neighbour
to the Carecall Service and you
will receive one month free when
they decide to go ahead.

Simply ask them to give us
your name and address when
they sign up to the service.
his offer is open to current
Carecall customers only.

For more information call Carecall on freephone 0500 130 585
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What’s new...
Carecall Focus Group
Photo: Carecall
and Concierge
Officers, Jane
McCourt and
Keith Calvert
demonstrate
the ELK at
Edinburgh
Lodge with the
assistance of
Installation
Officer, Sue
Pennington.
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In March, a number of Carecall
customers gathered together
at Edinburgh Close in Cheadle
to put forward their views on
Carecall and how the service is
progressing.
Mathew Carter at Carecall said,
“The focus group is important
to us as it provides an
opportunity to talk about the
latest developments for both
Carecall and the Telecare
industry in general. It’s really
useful to us to listen to our
customers and see how they
feel about the service that
we offer.”

One of the issues raised by
customers at the focus group was
that people felt that there was no
help in Stockport for people who
are at risk of falling. Carecall has
since attended a meeting with
representatives of the NHS, Social
Services, GP’s and the Ambulance
Service on the subject of fallen
customers and will be continuing
to be involved and help shape
Stockport’s future falls service.
(see the customer case studies
on page 5).
If you would like to take part
in the next focus group, please
contact Mathew Carter, at
Carecall on 0161 218 1655.
We can provide assistance with
travel to the venue and even a
free lunch!

For more information call Carecall on freephone 0500 130 585

Carecall through
customers’ eyes
Ann’s story

“

It was difficult to find a telemonitoring
service to suit my need as I live alone.
I’ve got lots of friends and they would be
more than happy to help me but I wanted
something that would help give me some
comfort, some peace of mind and help
give me some independence without
relying on my friends.
I’ve been part of Carecall now for two
years. When I started to look for a
telemonitoring service, I wasn’t sure what
was on the market and how much it was
going to cost me. There was a variety to
choose from but Carecall stood out for me
as it is one of the very few services that
offer a daily reminder service.
Due to the fact I live in a quiet area, I
needed something I could rely on if I’m
alone and have a fall. I’ve got a pendant
with a button that I need to push before
12pm each day so the Carecall staff know
I haven’t had a fall.
It’s a great comfort to me to know that I
can rely on this service and I’m very glad
that this particular service is available
to suit my need. Carecall is an
affordable, quality service that I
can’t praise enough.

”

Jim’s story

“

It’s incredibly reassuring to know there
is someone you can rely on; someone
who is on the other end of the phone
if you need them.
I saw the advert for Carecall in a
local paper and thought it could be
something that could help me. So when
I needed to use it, I was very happy with
the prompt response and then the level
of care and attention staff gave me.
There were three staff members who
attended following my fall; one of them
was training. The team leader was
superb and all of the team treated me
with dignity and assured me. The team
were very polite and understanding
which gave me the reassurance I
wanted. I told them how they could
help me and they were incredibly
patient with me.

For more information call Carecall on freephone 0500 130 585

”
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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. Below you can see how customers rated
the Carecall Service:
“I am writing to thank the two ladies who
came when I fell at night. They were very kind
and efficient and also made me a cup of tea
after they picked me up. I appreciated the
follow up telephone call the next day
to check that I was alright.”

How satisfied
were you with the
following aspects of
our Mobile Warden
Response Service?
The time in which it
took us to respond

97.5

How polite and helpful
the warden was

97.3

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

Very or fairly
satisfied

The speed in which we
answered your call

98.0

How polite and helpful
the operator was

97.9

The assistance the
operator gave you

93.9

The quality of service that you
received on this occasion

97.9

“We have been very satisfied with the speed
with which our calls have been answered. We
also appreciate your patience with us when our
system has been accidentally activated! Keep
up the good work!”
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Mobile
response

The way the wardens
assisted you with
your problem

97.4

The quality of service
that you received on
this occasion

94.4

“Carry on as you
are doing. I shall
continue to wear
the button knowing
that if I need help I
will be well looked
after.”

For more information call Carecall on freephone 0500 130 585

“I am completely and honestly pleased with your
service. I feel safe having Carecall to depend
on. Each Warden I have met over the years have
been very respectful and helpful.”
“Totally satisfied
with the service I
have received so far.
I feel very reassured
that you are there
to help me.”

“Very pleased with
the response and the
empathetic way the
calls are handled.”

Installation service
How satisfied were you with
the following aspects of our
installation service?

Very or fairly
satisfied

The time in which it took us
to install your equipment

100

How polite and helpful
the installer was

100

The quality of the installation
process, for example, tidiness /
position of unit

97.6

The quality of service that you
received overall

100

“We have been very satisfied with the speed
with which our calls have been answered.
We also appreciate your patience with us when
our system has been accidentally activated!
Keep up the good work!”

Value
for money
How satisfied are
you that the Carecall
service provides
value for money?
Very or
fairly satisfied

95.0

“Your Carecall
service is excellent.
I have only used it
three times but on
each occasion I
cannot possibly
fault it.”

“We feel that
Carecall provides
a very reassuring
support for two
88 year olds who
are not very steady
on their feet!”

For more information call Carecall on freephone 0500 130 585
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What’s new...

NHS neuro
centre trials
telecare for
patients

Stepping Hill hospital is now using
telecare to support people recovering
from neurological damage as part of an
exciting new trial.
Carecall was approached by the hospital to
fit telecare into a flat used by the hospital
to house people with neurological damage
prior to discharge, with the aim of seeing
how telecare could work in their homes.
Carecall approached Tunstall, a telecare
manufacturing company, who offered to
provide telecare devices to the property
free of charge. The devices were installed
in January.

New lifting cushion
Carecall has purchased a new lifting
device to help customers get back
on their feet after a fall (pictured on
the right).
The CAMEL is an alternative lifting
device for those customers who find
it difficult to sit on the ELK cushion
unaided when it is being inflated.
The CAMEL is the ELK’s bigger cousin
and inflates like a chair, allowing the
customer to sit in comfort while being
lifted from the floor.
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For more information call Carecall on freephone 0500 130 585

Our performance
(1 April 2014 - 31 March 2015)

100

100

of urgent
installations carried
out within two days and
non-urgent installations
within 15 days.
Target 90 per cent

90

capacity
left on our
telephone lines to take
extra calls each month.
Target 50 per cent

99.8

of alarm calls
answered
within three
minutes.
Target 99 per cent

98

mobile warden response
within 45 minutes.
Target 90 per cent

100

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

100

mobile warden response
within 60 minutes.
Target 100 per cent

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

98.2

of alarm
calls answered
within one minute.
Target 97.5 per cent

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 6-7.

Setting our sights higher

In 2014/15 we achieved all the targets set us by The Telecare Services
Association (TSA). As a member of the TSA we have certain standards of service.
This year we are setting ourselves a more difficult target that is in excess of all the
TSA requirements. In addition to those targets set above we are aiming to improve our
call handling times so that we are answering over 98.5% of calls within 60 seconds.

For more information call Carecall on freephone 0500 130 585
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What’s new...
Keeping you safe
In an
emergency,
call the
Police by
dialling
999.

Abuse is any behaviour towards
a person that deliberately or
unknowingly causes them
harm, endangers life or violates
their rights. We take all abuse
extremely seriously at Carecall
– whether it takes place in a
physical, psychological, sexual,
discriminatory, financial or
neglectful way.
All our Carecall and Concierge
Officers receive annual training
to help them spot signs of abuse,
and any suspicions are passed to
the Carecall Manager, then to the
Adult Social Care department at
the relevant council.
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You may wish to report abuse on
behalf of someone you are close
to, or on behalf of yourself.
The Adult Social Care Team is
the first point of contact for all
referrals and general enquiries in
Stockport. They can be contacted
from 8.00am to 6.00pm, Monday
to Friday on 0161 217 6029 and
will offer you advice and support.
In an emergency, call the Police
by dialling 999.
The best way to tackle abuse is
for everyone to play their part in
spotting it and reporting it.

For more information call Carecall on freephone 0500 130 585

Out of
area call
monitoring

Carecall will now be
able to supply and
monitor alarms for
customers living outside
of Stockport.
We will not be able to
respond with a mobile
warden, but upon
receiving an alarm we
can contact a friend or
relative to check that
the customer is alright.
If you know somebody
who you think may
benefit from this service,
please let us know.
If you recommend a
friend to us we will give
you a free month of the
Carecall Service.

You said, we did
Testing your pendant

In the 2014 survey a number of comments were
received about the ending of our monthly phone call
to remind you to test your pendant. This ended
because as Carecall grew the number of customers
we would have needed to call each month meant that
it became unsustainable.
However, due to the number of comments we have
received showing how popular this was we have now
started calling customers on a three monthly basis to
ask them to check their pendants.
We would still encourage all clients to test their pendant
on a monthly basis as it helps to ensure that the system
is working properly. By contacting customers on a
quarterly basis we hope to help remind people of the
importance of the test as well as providing the contact
that our customers have come to love from us.

For more information call Carecall on freephone 0500 130 585
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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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For more information call Carecall on freephone 0500 130 585

