South Somerset
Careline

Annual Report
2016/17

©)
careline

SOUTH SOMERSET



Forward

Welcome to our annual report, which looks back on another busy year
for South Somerset Careline. Our service is provided in peoples' own
homes to ensure they can live independently for as long as possible. It
helps them feel safe and provides reassurance to their families 24 hours
a day, 365 days a year.

We are delighted that our home fire safety campaign, in partnership with
Devon & Somerset Fire & Rescue Service, has been very successful
over the past year, and will be expanding in 2017 to ensure we reach
more people who may be vulnerable in our district. We have also
secured funding to include the use of gas, heat and carbon monoxide
detectors which can be installed where the fire service identify a need.

During 2016, | was delighted to launch our new South Somerset
Careline website, full of information about our service and further
extending access for new and existing customers. It includes a simple
form enabling customers to contact us via email.

| am very proud of the service and our dedicated team of staff who have
been able to respond to the growing demands and changing needs of
our customer base, and whose top priority is to support vulnerable
people in our district.

| look forward to welcoming more customers to Careline in the year
ahead.

ClIr Sylvia Seal
Portfolio Holder for Housing & Welfare
South Somerset District Council



http://www.southsomerset.gov.uk/usercontrols/
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1. Our Service

South Somerset Careline is run by South Somerset District Council’s Housing and
Welfare Service. The service has been running for 35 years and offers reassurance
to people living at home. We currently have Careline alarms installed in over 2,100
homes, enabling residents to access support at the press of a button. The majority of
our customers are elderly or vulnerable in some way, but the service is available to

anyone who needs or wants it.

Careline is run by a team of dedicated
staff who are out and about installing
alarms across South Somerset and
providing ongoing, high quality
customer support. In 2016/17, our staff

travelled 18,313 miles across South

Somerset.

Our 24 hour control centre, which responds to calls for help, is contracted to
Sedgemoor District Council

Our contract with Sedgemoor runs from
2015-2020 and is closely monitored to
ensure that the highest standards are
achieved and that all our clients receive
the best possible response, 24 hours a
day 365 days a year. In 2016/17, our

control centre took 46,187 calls from our

customers, and answered 98.72% within

1 minute.

Our Careline team works in partnership with the Fire Service to install and monitor
smoke detectors linked to our Lifeline alarms, to help ensure some of our most

vulnerable residents are living safely and independently. We also install and monitor



a number of other personal sensors (Telecare items) such as gas detectors, bed

sensors and pressure mats, in response to demand.

We take referrals from a wide range of agencies across the District including
hospitals, occupational therapists, doctors, community mental health teams and
social workers. We also take many enquiries direct from individuals and their families
who are looking at ways in which they can remain safe and well in their homes.

In 2016/17 we received 643 new referrals into our service.

Launch of our new
Careline website in 2016

Careline is very easy to use; it consists of a small base unit which plugs into an
electric socket and telephone line, and a pendant which can be worn either around

the neck or wrist, and works within a range of 50 metres from the base unit.

By pressing the pendant, an alarm signal automatically dials our Control Centre,
where operators can see all the relevant details of the customer on the screen and
talk to them through a speaker and microphone.

If they are unable to hear the customer, they will try to
contact them by phone, contact a neighbour or other

nominated person, or call the emergency services.

The operator is trained to establish quickly what help is needed, such as calling an
ambulance, doctor, or a nominated contact. Specific information about the
customer’s health or disabilities is all available on the screen. The operator will
reassure the customer that help is on its way, and liaise closely with relatives and/or
emergency services according to what is needed.



2. Aims and Objectives

Careline Objectives:

To ensure we deliver a high quality service that meets the needs of our customers,

we will:

1 treat all service users as individuals and keep them at the heart of all that
we do
provide a high quality, good value for money service
ensure our service is accessible to all and enhances the quality of life of
our customers

1 support people to remain living independently at home for as long as

possible
Careline meets a number of other SSDC aims and objectives:
SSDC Council Plan 2016 - 2021:

1 Enable people to live independently for as long as they are able
1 Promote Careline to increase take-up and enable people to continue living
independently

SSDC Housing Strategy Implementation Plan 2014:

1 Meet the housing related support needs of the most vulnerable and least
resilient residents

1 Provide and promote a high quality community alarm service through South
Somerset Careline to support vulnerable residents staying in their homes.

Somerset Health & Wellbeing Strategy 2013-18:

1 Somerset people are able to live independently for as long as possible



3. Our Service Standards

Answer 98.5% of alarm calls within 1 minute from
our Control Centre (TSA target)

Arrange for a referral appointment to be made
within 3 days of receiving request

Provide a demonstration within 7 days of
receiving a referral

Connect customers to our service within 3 hours
of their appointment

Ensure a 4-week test call is made by all our
customers

Ensure our monitoring centre is accredited to the
Telecare Services Association (TSA Integrated
Code of Practice (Monitoring Module)

Our Careline Team is based at Petters House, Yeovil, in the Council’s Housing and
Welfare Team. We consist of 4 part time Careline Support Officers (1.8 FTE), 1 part
time Admin and Finance Officer (0.8 FTE), 1 part time Careline Assistant (0.4 FTE)
and 2 Casual Careline Officers who help out during busy periods. Our staff visit
customers in their homes to discuss Careline, see how it can meet their needs and
carry out a demonstration of the system. We liaise with relatives and carers to
discuss the customer’s needs and if they decide to go ahead, we install the alarm

there and then, and update our records on the same day.

The Careline team offers a Stepping Stones service which supports people as they
are being discharged from hospital. When we receive a referral from the hospital
regarding a patient being discharged, we advise the customer that the service is free
for 6 weeks with no obligation to continue, and prioritise our appointments to ensure

they have the support they need at home through Careline.

“The officer who visited was a credit to your organisation; she was very polite and couldn’t have
been more helpful”

Careline customer



4. Fire Safety and Telecare

In 2017 we continued our partnership arrangement with Devon & Somerset Fire and
Rescue Service (D&SFRS). All Careline customers are now offered a free Home Fire
Safety Visit which enables the Fire Service to access some of the most vulnerable
people in South Somerset. The visit may recommend that further fire safety
measures are installed in the home, in particular Careline-linked smoke detectors, as

well as gas detectors and carbon monoxide sensors.

In 2016/17 we installed 146
smoke detectors and referred
149 customers for a free
Home Fire Safety Visit.

DEVON &
SOMERSET

FIRE & RESCUE SERVICE

Other telecare equipment, including bed sensors, property exit sensors, epilepsy
sensors and medication dispensers are currently a relatively small part of the
Careline service. In total, 265 of our customers currently have telecare equipment
installed. In the past these have been funded by Somerset County Council (Adult
Social Care), however now this funding has ceased we have to charge for these
items and have noticed a subsequent drop in demand. We are in discussions with
Yeovil District Hospital about how we can support a more co-ordinated approach to
Telecare.

Our Keysafe service
continues to be popular.
In 2016/17 we installed
122 Keysafes, helping
carers, families and the
emergency services
respond quickly to our
customers.




5. Our Customers

Our customer base has grown steadily over recent years. At the end of March 2017
we delivered the service to 2,121 customers living across South Somerset. The
majority of our customers are elderly; 55% of our customers are aged 85+.

However, we provide the service to anyone who requires it.

Age ranges of Careline customers 2016/17

0-64 years 100 4.15%
65-69 years 82 3.4%
70-74 years 142 5.89%
75-79 years 226 9.37%
80-84 years 491 20.36%
85 years and over 1316 54.58%
Other (eg. communal areas, empty, unknown) | 54 2.24%

On average a new Careline customer stays with us for 3.43 years.

As well as individual homes, we support customers in 11 sheltered
housing/almshouse schemes which contain 94 dispersed alarms and 1 hardwired
system.

Customer Satisfaction

We value feedback from our customers and consistently seek ways in which we can
improve our service in response to feed back.

New customers are invited to complete a feedback form after every Careline
demonstration; responses are consistently extremely positive. We produce an
annual newsletter which is posted to every customer; this is highly valued and
generates further opportunities for dialogue with customers and provides updates on
new products. It also includes advice from other agencies about staying safe at
home.

In 2016/17 we received 2 complaints and 32 compliments. We ensure that
appropriate action is taken and where necessary we revise our policies and

procedures to improve our service in response to feedback.

Our next User Satisfaction Survey is due in 2017. Results from our 2015 survey
showed that 98.5% of our customers are very satisfied or fairly satisfied with

our service.



6. Performance 2016/17

In 2016/17 our Control Centre responded to 46,187 calls for South Somerset

Careline customers. This was a 12.7% increase on the previous year.

98.72% of calls were answered within 60 seconds, which exceeds our target of
98.5%.

Month 2016/17 <1 Minute < 3 Minutes
(TSA target 98.5%) | (TSA target 99%)
April 2016 97.74 99.94
May 97.43 99.86
June 98.58 99.88
July 99.04 99.80
August 98.81 99.92
September 98.59 100.00
October 99.24 100.00
November 99.28 100.00 !
December 98.27 99.88
January 2017 99.26 99.96
February 98.96 99.96
March 99.45 100.00
Average 98.72% calls answered within less
than 1 minute



http://www.bing.com/images/search?view=detailV2&ccid=XItmcGQK&id=46E405B6FE677D4ECBF5FA3C94CF683B656B8FD1&thid=OIP.XItmcGQKKNu1OPlDZH1wRAEsBs&q=devon+and+somerset+smoke+alarms&simid=608044083522503499&selectedIndex=48

Alarms connected and returned

Our team connected 515 new alarms in 2016/17; this averaged at 43 new service

users per month. In the same period we had 511 alarms returned.

Overall, our total number of customers increased during 2016/17 from 2,117
(31 March 2016) to 2,121 (31 March 2017).

Total Alarms Connected and Returned 2016/2017

70

60

M total connected

M total returned

April and June 2016 were our busiest months when we installed 107 alarms; our
highest months for returned alarms were June 2016 and January 2017. In February

2017 we took 67 referrals in one month.

We installed 136 new customers through our Stepping Stones service; 92 of these

continued with the service as permanent customers.

“Thank you for looking after mum while she was alive, Careline was a godsend to us”

Daughter of Careline customer
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The majority of alarms (228) were returned to us when the customer moved out of
the area or into higher care arrangements (for example into a nursing home or with a
relative).

183 were returned when the customer passed away.

Only 1 customer left due to dissatisfaction with the service.

Reasons for return 2016/17
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A key aspect of our service is our reputation for being reliable and credible.
Customers know that with Careline being part of SSDC, their personal data is kept
securely, their financial information will be handled sensitively and that there are no
‘hidden charges’ for all aspects of our service. Our officers are always happy to help
customers and we will visit people to resolve any issues immediately, if needed.

An NHS bed costs on average £1,925 a week,
compared to about £558 for a week in residential care

L]
or £356 for home care (three hours support per day). V\‘
. ',

Careline costs the customer £3.82 per week and is a
well-established route for helping hospitals speed up
discharges for patients.

CHOOSE
YEOVIL HOSPITAL

“First class service given, thank you so much”

Careline customer
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Faults and Repairs

Where possible our Careline Officers will try to resolve any problems over the phone
or by visiting customers; however we have a contract with Tunstall whose engineer

responds to faults within 24 hours of being reported.

During the year 2016/17 we reported 290 faults, an average of 24 faults per month.
80.78% were repaired within the target time of 24 hours. We are monitoring our

contract more closely now with Tunstall to improve this service.

In 2016/17 we
installed 136 alarms
through our Stepping
Stones service where
we provided
customers with
Careline free for 6
weeks when they
came out of hospital.
We liaise closely with
YDH and Musgrove
Park Hospital, who will
consider Careline as
part of a package of
support for patients
leaving hospital.

I am very impressed with the attention and assistance | have received from both Careline and the Fire Service
official who visited me”.

Careline customer

12


http://tunstall.co.uk/

Call reasons and Emergency calls

Our Control Centre responded to a total of 46,187 calls in 2016/17. These included

25,098 test calls and 4,169 false calls (accidental activation). 746 reported a fall,

1,562 made an anxiety call, 724 were identified as ‘constant callers.’

179 calls were triggered by Smoke Detectors

In the majority of cases, a neighbour or relative was contacted to check on the

welfare of the client.

In 898 cases, the operator made a call to the emergency services to provide

immediate assistance to the customer.

During 2016/17, 689 calls requested an
ambulance, 69 the police and 44 to doctors.

20 requested the fire brigade, 65 requested
111’ and 9 contacted us for the District Nurse.

Emergency Calls 2016/17
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In addition, we made 2,012 birthday calls and 859 comfort calls to our customers in
2016/17.
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https://www.avonandsomerset.police.uk/

7. Income and Expenditure

In 2016/17, the total expenditure for South Somerset Careline was £205,087 (a

decrease of £24,459 compared to 2015/16). A breakdown of the costs is below:

Salaries £83,713
Travel £14,273
Printing and Stationary £3,008
Alarms purchases £21,165
Adverts and promotion £5,323
Control Centre contract (Sedgemoor Council) £29,114
Maintenance (contract with Tunstall Telecare) £19,049
Telecare items (includes smoke detectors) £6,742

In 2016/17, the service generated £396,025 in income (an increase of £12,348

compared to 2016/17).

Careline Income & Expenditure 2016/17
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Net income over expenditure in 2016/17 was £190,938 (an increase of £37,302

compared to 2015/16).
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8. Partnership Working and Promotion

In 2016/17 we took 643 referrals from a variety of sources. 336 new Careline

customers heard about us through their social worker or hospital staff and a further

41 from doctors/health centre staff.

New referrals 2016/17 - Where did you hear of Careline?

ILT/Carer/OT/Hospital staff 336
Family/Friends 101

* Breakdown of local
Local paper/magazine advert™ 45 papers/magazines
Somerset Direct 1 Your Somerset 16
SSDC Website 22 The Visitor 13
Leaflet from SSDC offices or staff
member 14 Western Gazette 4
Just knew of us - couldn’t say where 7 South Somerset News 1
Had alarm with us before 17 Blackmore Vale 5
Group demo 0 South Petherton Parish Magazine 2
Had a demo before from Careline 3 The Conduit Magazine 1
Police 1 Langport Leveller 1
Fire brigade 7 Client not sure which publication 1
Introduce friend card in welcome
pack/newsletter 13 Winsham Area Parish Mag 1
Doctors/health centres 41 Total 45
Cookson’s Court/Holly Court 4
Not known (not on leaflet form sent in) 12
Not known as we didn’t ask them 16
CAB 1
Red Cross Society 1
Alzheimer’s Society 1
Total referrals taken 643

“Lovely talking to you, | don’t get to talk to people very often - you’ve made my day”

Careline customer
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9. For more information please contact us

South Somerset District Council Careline
Petters House, Petters Way, Yeovil BA20 1AS

careline@southsomerset.gov.uk

01935 479815

www.carelinesouthsomerset.co.uk

Alice Knight, Careline and Welfare Manager
01935 462943

alice.knight@southsomerset.gov.uk

@ ™ ' Member
careline TSA o

SOUTH SOMERSET
Help 24 hours a day - 365 days a year

“Thank you for the service it is wonderf

Careline customer
16
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SOUTH SOMERSET

SOUTH SOMERSET CARELINE
PRICE LIST 1°" APRIL 2016 to 31> March 2017

Connection and set up fee * £32.85 one off charge waived if on benefits listed below
Careline Hire and Monitoring * £3.82 per week

Connection and set up fee not applicable if in receipt of following benefits
Income Support
Pension Credit
Employment Support Allowance
Housing Benefit
Council Tax Benefit

4 way Extension lead £3.83 plus vat (total cost £4.60)

Second pendant free of charge (where 2™ pendant required for a
couple)

Falls detector* £75.00

Telephone cables free of charge

Telephone Socket doubler free of charge

Pendant cords/wrist bands free of charge

Collection from customer free of charge

Comfort call 80p per call

Replacement pendant due to £42.38

loss or damage*

Replacement Alarm due to £101.00

loss or damage*

Telecare Sensors Please enquire. Charges may apply.

Keysafe £25 (plus vat = £30) this is for supply and fit

* All above prices are subject tovat unless you are eligible for zero rated vat
relief due to illness/disability

Please telephone Careline to make an appointment on 01935 479815 between the hours of
830 am and 4 pm Monday to Friday or emaibreline@southsomerset.gov.uk
www.carelinesouthsomerset.co.uk
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