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Introduction 

NEW Lifeline continues to go from strength to strength and this year has seen the introduction of new GPS tracking products and a new monitoring platform, Jontek “Answerlink”.

NEW Lifeline carried out a through trial on various GPS tracking products resulting in a GPS Pendant being added to our portfolio in January of this year.  NEW Lifeline is now able to give Clients all the comfort provided by a telecare alarm away from the home.  The tracker offers security and peace of mind allowing the Client to call for help wherever they are, gives two-way voice communication and provides their exact location in event of an emergency.  A full roaming SIM is included and fall detection may be added if required.  

The pendant is suitable for those still wishing to lead an active life but wanting the added security, the pendant offers, whilst doing so.  They are also suitable for children, those living with dementia and lone workers.
NEW Lifeline investigated the installation of a new monitoring platform this year commencing with a thorough look at several available options.  Following a lengthy procurement process the winning bid was Jontek “Answerlink” and the platform was successfully installed and all staff fully trained before the end of the financial year.
The Scheme Upgrade program continues at a pace and a further 13 schemes have been completed during this year.  An additional 4 schemes have also been identified for upgrading and it is hoped they will also be completed within the 3 year schedule.
Our Operational and Strategic Purpose is: 

Help me live my life independently and keep me safe.

NEW Lifeline - Mission Statement:
NEW Lifeline supporting independent living, providing peace of mind to service users and their families 24 hours a day.

Telecare Service Association Code Audit Report

TSA is the industry body for telecare and telehealth and the largest industry specific network in Europe.  It is a not-for-profit membership based organisation with a current membership of over 350 organisations.  Members include organisations from Local Authorities, Registered Social Landlords, Health Service, Private Sector Providers, Technology Suppliers, 3Rd Sector Services, Universities, Telecoms and Infrastructure Providers and together provide a wealth of information and support.  The TSA’s members support the majority of the 1.7 million Clients who benefit from telecare and telehealth in the UK.
The TSA has extension knowledge of all aspects of the telecare industry with over 20 years of experience in supporting the health, housing and social care industry to unlock the potential of technology enabled care and support.  This is achieved through a range of methods such as awareness raising, presentations, forums, conferences, consultancy and training.  They ensure that all participants have the relevant knowledge, skills and understanding to embed and mainstream telecare and other technology enabled products and services into strategy, policy, service design and practice including needs, risk assessments and support planning.

NEW Lifeline continues to be platinum members of the TSA, an active member and attend all events where possible.  This year’s audit results were once again of a very high standard.  The improvements noted were addressed at the next team meeting, training given where appropriate and immediately signed off by the TSA.
NEW Lifeline is meeting the highest possible standards for telecare services since becoming accredited to the TSA Integrated Code of Practice with: 

· Platinum

· Referral 
· Service User Profiling

· Telecare Plan
· Service Tailoring

· Installation 

· Monitoring 
· Re-Evaluation
· European Standards
Performance - Customer Survey Results

346 customers were randomly selected and asked to respond to our annual customer satisfaction survey. We received 128 questionnaires back with all customers advising they were either very satisfied or satisfied with the Service. 

All questionnaires have been analysed and contact made where necessary to ensure any issues raised have been addressed. The comments made by our service users were all very positive.
Overall are you satisfied with the quality of the NEW Lifeline Service?
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	Overall are you satisfied with the quality of Lifeline Service?

	Total


	Very Satisfied

	101

	Satisfied

	26

	Blank

	1


	Grand Total

	128


	
	

	
	

	
	


Have you used your NEW Lifeline in an emergency situation?
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	Have you used your Lifeline in an emergency situation?

	Total


	No

	49

	Yes

	79

	Grand Total

	128


	
	

	
	

	
	


Were you satisfied with the speed that the emergency call was answered?
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	If yes, were you satisfied with the speed that the emergency call was answered?
	Total

	Satisfied
	12

	Very Satisfied
	69

	Not Very Satisfied
	2

	Grand Total
	83


	
	

	
	

	
	

	
	


Were you satisfied with the help that you received from NEW Lifeline?
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	If yes, were you satisfied with the help that you received from NEW Lifeline?
	Total

	Satisfied
	12

	Very Satisfied
	70

	Grand Total
	82


Do you think the Service is value for money?
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	Do you think the Service is value for money?
	Total

	No
	3

	Yes
	115

	Grand Total
	118


Do you test your pendant every month?
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	Do you test your pendant every month?
	Total

	No
	18

	Yes
	101

	Grand Total
	119


Are you satisfied with the service you received when testing?
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	If yes, are you satisfied with the service you received when testing?

Total

Satisfied

20
Very Satisfied

89
Grand Total

109


	
	


	
	


Have you ever reported a fault with your Lifeline equipment?
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	Have you ever reported a fault with your Lifeline equipment?
	Total

	No
	86

	Yes
	38

	Grand Total
	124


Were you satisfied with the maintenance service you received?
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	If yes, were you satisfied with the maintenance service you received?
	Total

	Satisfied
	13

	Very Satisfied
	36

	Not Very Satisfied
	1

	Grand Total
	50


	
	

	
	

	
	

	
	


Are there any improvements to the Lifeline Service you would like us to make?
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	Are there any improvements to the Lifeline Service you would like us to make?

Total

No

99

Yes

2

Grand Total

101


	


Performance – You said and NEW Lifeline has listened…
	You said…


	I often feel vulnerable outside my home, is there anything you can do to help.


	We listened…



	NEW Lifeline investigated and trialled GPS tracking devices and now provide them as part of their portfolio.

	You said…


	A little bit expensive

	Worth every penny makes me feel secure

	Very good for the money



	We listened…


	We have worked very hard to keep our prices as low as possible, affordable and competitive in the market place.  


	You said…

	Was not really told what to do



	We listened…



	We ensure that our literature answer all frequently asked questions and pride ourselves on the Installation and follow-up service we provide.  We are here 24 hours a day to answer any questions or concerns.

	

	You Said…



	I wasn’t aware of all the additional sensors that are available

	

	We listened…



	NEW Lifeline now provides a full assessment if required/requested to ensure that our Clients are fully aware of what telecare can offer.  Our Installation Team are fully trained on all the products available.

	


Performance – Other comments made by Service Users about the NEW Lifeline Service

· A very efficient service when a friendly voice answers my call each month calls me by my Christian name means the world to me, that someone really cares. Especially on my birthday. Someone remembers with care.
· Peace of mind knowing help is at hand in an emergency.

· It is very good value for money because someone is there 24/7 even over bank holidays and Christmas Day and New Year’s Day.

· Think the service is expensive. Should be discount for elderly/reg. disabled.

· It makes me feel safe to know that help would be there in case of an emergency or an accident.

· Worth every penny makes me feel secure.

· They are very good all over. Thanks for all your help now and in the future.
· If possible to respond faster, when making an emergency call. But very grateful to have you all there. Thank you for the service.
· Satisfaction for my 2 daughters should I have a fall whilst they are at work.

· The service I have received in my own opinion I could not have received anything better.

· Lifeline service Excellent. Ambulance had to come from Kidderminster and took more than 20 minutes to arrive. I was lying, bleeding from a badly cut head. Finally taken to A&E and kept in.

· Excellent friendly and professional service. Immediate response each time.

· As we get older it is a comfort.

· Having worked on Lifeline many years ago the system appears to be as good as ever and goes from strength to strength. Good job and good luck for the future.

· It gives peace of mind for just a few pence a week.

· I found them very helpful, I’ve had a lot of falls in the past and they stayed on line until paramedics came.
· My husband fell, I rang Lifeline; the ambulance came and helped to get him up. Then a month ago I rang Lifeline for myself. I had a nasty fall and was taken to A&E.
· I am disabled and unsteady it is a comfort that I can always call in an emergency.
· As my husband is sometimes by himself in the house it gives me peace of mind to know he only had to push his pendant and help will be there as soon as possible.

Performance – Customer Satisfaction at Installation

After installing 540 Lifeline machines in the last 12 months all new service users were left with a questionnaire and prepaid envelope to report back on the service they received through the installation period.  In all instances where the questionnaires were returned 100% were satisfied with the quality of the service; 100% were satisfied with the speed of the response; 100% were happy with the demonstration and information given and 100% thought the service was value for money.

Performance – Installation

We have a target to fit 9 out of 10 urgent installations within 2 days; we in fact fitted 10 out of 10, responding to customer enquiries immediately.
All non-urgent installations were achieved within the target of 15 working days. On average from enquiry to fitting can be achieved within 3 days, but of course appointments are made to suit the availability of the potential service user and their family. 
Performance – Maintenance

We aim to repair 9 out of 10 critical repairs within 48 hours; we often reinstate the service in less than 24 hours. Where a repair is outside of the target range it is because access into the service user property has been delayed. Where unforeseen delays occur, such as the third party provider needs to order a part, all customers are offered a replacement dispersed unit.
92.71% of critical maintenance was completed within 48 hours.

95.11% of non-critical maintenance was completed within 10 working days.

Performance – Operator Quality Checks

There is a TSA requirement to ensure the quality of operators’ response to Lifeline calls received in the monitoring centre. On occasion the Team leader will listen in live and on occasion the voice recorder is used.  The calls are selected randomly. All operators currently work part time on Lifeline and therefore the target set is to listen to 2 calls per operator per month. 

100% of checks have been completed.

Performance – Call Handling 

Every month calls are monitored to see how quickly operators pick up the calls. The targets set are 97.5% with 1 minute and 99% within 3 minutes.

	
	Apr
	May
	Jun
	Jul
	Aug
	Sep

	Within 1 minute
	99.46%
	99.31%
	99.16%
	99.48%
	99.28%
	99.40%

	Within 3 minutes
	99.97%
	99.87%
	99.86%
	99.97%
	99.95%
	99.94%


	
	Oct
	Nov
	Dec
	Jan
	Feb
	Mar

	Within 1 minute
	99.51%
	99.42%
	99.38%
	99.34%
	99.36%
	97.91%

	Within 3 minutes
	99.95%
	100%.
	99.96%
	99.98%
	99.91%
	99.68%


Performance – Line Utilisation

To ensure that the service does not become too busy for the available resources we monitor line usage. This ensures that the number of available lines have the capacity to handle the number of calls that come in. The target set by the TSA is to ensure that total line usage should not be higher than 50%. We have 3 call handling stations and therefore require 6 lines to ensure calls can be incoming and outgoing at the same time.

It is clear from the performance below that NEW Lifeline has capacity within the current line availability to take on new business.

	
	Apr
	May
	Jun
	Jul
	Aug
	Sep

	Line utilization
	5.14%
	5.36%
	6.10%
	5.49%
	5.65%
	6.02%


	
	Oct
	Nov
	Dec
	Jan
	Feb
	Mar

	Line utilization
	5.56%
	6.02%
	6.37%
	15.42%
	5.65%
	6.07%


Service User Consultation
Redditch Borough Council has a number of Community Alarm Call Systems installed into Sheltered Housing Schemes.  Some of these systems have been in situ for over 20 years and although upgrading work has been undertaken in the larger schemes that left over 450 customers still in need of an updated Service as they were left using very old out dated equipment.  In some locations the equipment has become unmaintainable and equipment was being replaced on an ad-hoc, reactive manner. 
This need was identified following the end of Supporting People Funding and Housing and Lifeline Officers consulted with residents regarding whether they wished to continue receiving a Lifeline Service. The Lifeline service strongly links to the strategic purpose ‘Help me live my life independently’.
Following consultation residents advised they did wish to receive a service as and when required, therefore, it was decided to replace the Community Alarm Call Systems with dispersed units that could be placed just in the properties where the residents requested to receive the Service.  The Scheme Upgrade Programme was created to manage the upgrades in a timely manner.
As the Scheme Upgrade Plan is now up and running further consultation with residents was then required re removal of the old hardwired equipment. Following this consultation and liaison with our housing partners a process has been established to ensure this is completed. 
Summary of Complaints
Between 1st April 2015 and 31st March 2016 we have received and fully investigated 4 complaints in relation to Lifeline. 
All complaints are taken seriously and are fully investigated by the team leader or manager of the service. Feedback is given to the complainant as soon as possible and all complaints are dealt with in accordance to the Council’s complaints procedure. There is an escalation procedure clearly communicated to the complainant so if someone feels their issue has not been resolved it can be pursued. This year no one has escalated any complaints beyond the first level. 
All staff are trained to recognise what constitutes a complaint and how to escalate it. The ethos within the department is to encourage open dialogue regarding complaints, learn from them, improve our services and avoid the same incident occurring again. 
Achievements in 2016-2017
We have received nearly 600 enquiries about Lifeline this year, resulting in 540 new installations. 

We have answered a total of 172,348 calls through lifeline between April 2016 and March 2017.
Achieved the Response Times (97.5%) set by the Telecare Services Association 98.5% of all calls responded to within 60 seconds.
Operators have responded to 4,936 medical emergency calls and over 6,688 other types of non-medical emergency or anxiety calls.  Other types of calls include: errors, tests, maintenance requests, automatic maintenance checks for low batteries etc, door entry requests, exchanges of information etc.

There have been nearly 2,078 ‘no response’ calls investigated.

The service has achieved Platinum Status Accreditation to the Telecare Services Association’s Code of Practice for Strategic Framework, Telecare Call Handling, Platinum, Referrals, Service User Profiling, Telecare Plan, Service Tailoring, Telecare Installations and Re-Evaluation and European Technical Standards with only minor improvements noted which were addressed immediately and signed off by the TSA.

NEW Lifeline has attended many community fairs, utilised market stalls, promoted the service at the Fire Service’s Blanket Testing Sessions and the Alexandra Hospital in conjunction with Age UK and been part of the Council’s Warmer Winter Campaign.  We have also presented the Service at many local Seniors Groups and other organisations such as Connection Point, an early intervention dementia service and Older Persons Forums.
The latest edition of LifeLink News has been created and distributed to existing and new Service Users informing them of any news, changes to the service and new products available.
100% of new Service Users who completed our Installation Satisfaction Survey were happy with the service provided.
Of the completed Annual Satisfaction Survey 100% of the Service Users who returned the Survey were satisfied with the overall service and 97% thought the service was value for money.
NEW Lifeline continues to keep abreast of all equipment changes and advances in Telecare technology and completed many complex and demanding installations.  We have now implemented GPS products as part of our standard portfolio and continue to look at new products and services. 
NEW Lifeline continue to manage the referrals, installations, six week reviews, maintenance, annual checks, invoicing and cancellations of the Service on the NEW Lifeline System.  This System is continually reviewed to ensure it is helping us to provide the best service possible
The NEW Lifeline Scheme Upgrade Program has been very successful and is on target for completion in 2018.  To date 21 schemes have been upgraded to the satisfaction of the residents.
NEW Lifeline successfully installed a new monitoring platform Jontek “Answerlink” and all staff were fully trained within the tight timescales to ensure all was up and running by the end of the financial year.
NEW Lifeline Customer Service Standards
	Service Customer Standards
	How will they be measured?
	Measuring Frequency

	We will provide a service 24 hours a day 365 days of the year.


	Rota analysis

Relief shifts total
	Monthly



	Respond to 97.5% of calls within 60 seconds.

Respond to 99% of calls within 180 seconds
	Performance reports from Jontek “Answerlink”
	Monthly 

	We will train Control Centre staff in call handling and all Installation Staff in all services and products provided
	Induction of new staff

Ongoing training in house and externally
	As required.

	In the case of an emergency we will divert our calls to a partner control centre who is accredited to the Telecare Services Association, ensuring the continuation of our services.
	Regular testing of procedure 

Divert training for staff
	Monthly

Appraisal and Status meeting

	We will answer calls in a polite and courteous manner.


	Sample voice recordings for quality and customer service
	Monthly



	We will always treat you fairly and with respect.


	Complaints policy

Sample of voice recordings
	As required

monthly

	All staff visiting your home will carry staff identity cards including engineers.


	Community Alarm Officers procedures

TSA Standards
	Monthly

Annually

	We will listen to you and be sensitive to your needs.


	Service Standards

Complaints
	Monthly



	Our Officers will repair or replace your equipment within 48 hours if it develops a critical fault.
	Engineers report

KPI
	Monthly

	We set targets for urgent installation of alarms within 2 working days of a request.
	Service Standards

KPI
	Monthly

	We will publish performance statistics

	Placed on Website
	Quarterly

	All our calls are recorded.
	Sample of voice recordings
	Monthly

	We will confirm with service users contacts that they are willing to be telephoned in the event of an emergency.
	Next of Kin procedure
	Monthly

	We will listen to you and act on feedback we receive.
	Improvement planning through Customer feedback
	Ongoing 


NEW Lifeline Targets – Key Deliverables for Next Year 2017/18
	Reference
	Objective/Priority

	LL1
	To meet the needs of vulnerable and/or elderly people and support them to remain independent in their own homes and to be safe outside their home


	LL2
	Ensure that the quality standards for the NEW Lifeline Service are maintained and improved


	LL3
	To increase the number of alarm connections to the Monitoring Centre from the private sector



	LL4


	Achieve platinum accreditation to the Telecare Services Association Code of Practice/European Standards


	LL5


	To promote the Lone Worker System to other agencies and partners 



	LL6
	To promote the Out of Hours Service to other agencies and partners 



	LL7


	To implement and promote new technologies and services including GSM, IP, GPS and Daily Living Activity Monitoring


	LL8
	Continue to develop the  NEW Lifeline System


	LL9
	Continue to implement the Scheme Upgrade Plan to replace outdated hardwired equipment


	LL10
	Formalise WCC payment arrangements and Service Level Agreement


	LL11
	Ongoing transformation improvements:

· Maintenance Reporting System

· Asset Management Records

· Service Review
· Digital Review
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