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DEAR READER
Welcome to our Lifeline Service Annual Report for last year, April 2015 to March 2016.

Our Annual Report is a way of sharing with you information on how the Merthyr Tydfil
Lifeline Service performed against our code of practice targets, along with some of
our achievements, service improvements and Service User comments.

| am pleased to be able to report on another successful 12 months, even though the
challenges for Merthyr Tydfil County Borough Council continued with another year of
budget cuts and efficiencies. We have continued to grow as a service and have been
able to maintain and improve on the already high quality, professional and caring
service we take pride in delivering to all our customers.

| hope you are able to take a few minutes to read through the report, and that you find
it both informative and interesting.

Should you wish to comment, or have any suggestions on what you would like to see
contained in future reports please do not hesitate to contact me.

Sédn Davies
Control Room Manager

OUR AIM AND MISSION STATEMENT

Since 1991 our aim has been to deliver a high quality, professional and caring service
while being sensitive to the needs and wishes of our service users, their family, carers
or friends regardless of race, culture, religion, age, disability, vulnerability and gender.

With this in mind our Mission Statement affirms that, first and foremost Merthyr Tydfil
Lifeline ‘Peace of Mind’ Service will continue to promote a customer focused approach,
building and strengthening relationships based on honesty and quality.

We wiill:-

 Respond effectively to all calls within the Telecare Services Association (TSA)
Code of Practice time frame.

*  Provide a courteous, prompt and quality service at all times.
« Listen and respond efficiently to customer needs.
+ Treat all customers in a fair and equal way.

 Continually review and improve, where necessary our service according to
customer requirements or Code of Practice changes.
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HELPING US TO HELP YOU

Updating Your Personal Information Record

Our ability to help you quickly and efficiently when you contact us relies on the
personal information we hold on you, your family, friends or any professional
agency you are connected with.

To Help You — We contact all our customers annually with the sole purpose of
checking that the information we hold on you is up to date and correct

To Help Us — Please tell us as soon as possible if there are changes to:-

. Your Doctor

. Your medical condition/information

. Your Key Holder/Key Safe

. The details of those people you have listed that you would like us to

contact in the event of an emergency e.g. Daughter, Son, Grandchild
Your telephone line supplier

You can contact the Control Room at any time with your update by telephone,
fax, e-mail and post or by pressing your alarm button which will connect you
directly to an Operator.

If you are a Housing Association tenant you can also request that your Scheme
Manager or Housing Officer contact us on your behalf.

Test Calls

It is important to regularly place a test call from your Lifeline equipment through
to the Control Room.

To Help You — Every 3 months the Control Room runs a report showing those
Service Users who have not activated a call from their alarm pendant. The Duty
Operator’s will then contact each of them and request a test call is made.

To Help Us — By pressing your small personal alarm button once a month and
speaking to the duty Operator a test call will be registered on the system.

If your call has not been connected there may be a fault, you will need to report
this as soon as possible by ringing the Control Room on 01685 384489 (Voice
Recorded). The Operator will note your details and ask our Installer to contact
you to arrange a home visit, report the fault to your Housing Association on your
behalf or, advise you to contact your telephony supplier.

Remember - If you change your telephone line supplier, let us know.
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. Paying Your Annual Invoice

To Help You - Unlike most invoices sent out by Merthyr Tydfil County Borough
Council we allow Lifeline customers to pay their annual rental/monitoring charge
by instalments throughout the billing period.

To Help Us - The Service relies on receiving your payments. If you are paying
your invoice in full, please arrange this within one month of receipt.

If you wish to pay by monthly or quarterly instalments; please arrange for the
first payment to be taken from your account within two weeks of receipt of your
invoice and remember the invoice must be paid in full by the last month of the
billing period.

. Protection of Vulnerable Adults — What to do if someone makes
you feel uncomfortable.

We care about our customers wellbeing and are committed to ensuring vulnerable
adults are protected from abuse and neglect.

If, while at home or at any of the places you visit, you are made to feel
uncomfortable, whether physically or mentally you should contact your Local
Authority’s Adult Protection Team.

Alternatively you can speak to a Control Room Operator in confidence by
pressing your alarm button which will connect you immediately or, if you prefer,
telephone the Control Room on 01685 384489 (Voice Recorded). The Operator
will provide you with the contact details of the Adult Protection Team in your
area, or report any concerns on your behalf.

OUR KEY ACHIEVEMENTS AND SERVICE
IMPROVMENTS DURING 2015/16

. Telecare Services Association (TSA) Accreditation I: : O

During the year the team worked hard to ensure we not only met our own high
standards, but also the monthly Code of Practice targets set by the TSA.

On the 9th & 10th February 2016 our processes, procedures and monthly
performance targets were all inspected by an external auditor appointed by
the TSA. | am pleased to report that yet again our TSA accreditation status in
the Service Tailoring, Monitoring, Installation and Re-evaluation modules were
all renewed, showing our continual year on year commitment to provide our
customers with the best possible service.
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. Service Charges

We recognised that 2015/16 would be financially challenging for everyone.
With this in mind, we were able to continue to provide the same high quality
and affordable service without increasing the cost to our customers.

. Number of Calls Handled

From the 1st April 2015 to 31st March 2016 the Control Room Operators
handled a significant number of calls.

The total number of calls handled was over 135,000.
We wished approximately 4,116 clients a ‘Happy Birthday’.

We made over 32,000 early morning Welfare Calls, and contacted the
Emergency Services on approximately 1,548 occasions.

. New Business

Over the past 12 months we worked closely with colleagues in the Voluntary
Sector to produce a Carers Emergency Card Scheme. The scheme was
launched during Carers Week this year.

. New Team Member

Due to the growth in business, and in order to ensure we maintain our
performance targets for new installations and repairs an additional Installations
Officer has been employed.

PERFORMANCE TARGETS

The management team closely monitors
monthly reports to check we are consistently
meetings our TSAtargets. This ensures that
all our customers continually receive the
level of service they expect and deserve.

For your information we have listed some
of the specific targets the Service has
to achieve in order to maintain its TSA
accreditation status.
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Call Response Times
TSATarget—97.5% of all emergency calls must be answered within one minute,

and 99% of calls to be answered within three minutes.

It is clear from the table below that our service surpassed this target each month
between 1st April 2014 and 31st March 2015.

Month % Calls answered | % Calls answered
within 1 minute within 3 minutes
April 99.00% 99.08%
May 99.04% 99.08%
June 98.09% 99.09%
July 99.01% 99.99%
August 99.01% 99.09%
September 98.03% 99.09%
October 98.05% 100%
November 98.05% 100%
December 98.03% 99.09%
January 98.00% 99.09%
February 98.04% 99.09%
March 98.04% 100%

. New Installations

TSA Target — All urgent installations to be completed within 5 working days; all
non-urgent installations to be completed with 20 working days.

Between 1st April 2015 and 31st March 2016 a total of 506 new installations
took place — 16 were assessed as urgent, and all were installed within the TSA
target of 5 working days. The remaining 490 were assessed as non-urgent and
again were all installed within the TSA target of 20 working days.

. Repair Visits

TSA Target — All critical repairs to be completed within 96 hours; all non-critical
repairs to be completed within 15 working days.

Between 1st April 2015 and 31st March 2016 our Installers attended 164 repair
visits. 50 were assessed as critical and all were either repaired or replaced
within the TSA target time of 96 hours. The remaining 114 were assessed as
non-critical and again all were repaired or replaced within the TSA target time
of 15 working days.

t Q TSA Accredited in Service Tailoring, Installation, Monitoring, and Re-evaluation - Annual Report 2015/16



. Operator Quality Checks

All calls made to, and from the Control Room are recorded. Each month the
Control Room Supervisor will randomly listen to a selection of calls from each
Operator to confirm that procedures are being followed.

When listening to calls the Supervisor will assess that each Operator has met
TSA requirements, these include —

Was the correct greeting used?

Did the Operator identify him/herself?

Did the Operator listen carefully to the caller, and the correct action taken?
Was the caller reassured and informed of any action being taken?

If a follow up call was required, was it completed?

The results of the monitoring are noted; discussed with the Operator’s individually
and used as part of their ongoing training programme and annual appraisal.

. Line Utilisation

In order to answer every call received within the agreed timeframe, it is important
to ensure we have sufficient capacity on our telephone lines at all times. The
TSA states that 50% of our lines should be free at any one time.

We monitor our lines daily and provide monthly reports which are audited
annually.

You will see from the table below which shows the level of usage each month
that we are well within the TSA target of 50%

Month %Of Telephone
Line Usage

April 27.41%
May 26.47%
June 27.49%
July 29.54%
August 27.52%
September 24.60%
October 28.48%
November 27.84%
December 28.12%
January 26.82%
February 26.46%
March 22.84%
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CUSTOMER INVOLVEMENT, COMPLIMENTS
AND COMPLAINTS

Your comments, feedback and involvement are all important to us. We believe listening
to you, and learning from any complaints we may receive will help us to shape a
customer focused service, ensuring that our working practices provide you with a
value for money service that is tailored to meet individual needs.

Last year we attended at least 6 public or customer based events. These included
visits to some of the Sheltered Housing Schemes linked to our Control Room where
we took the opportunity to meet with tenants to discuss our service delivery, we took
part in the ‘World Mental Health Day’ activities based here at Merthyr Tydfil and of
course the regular quarterly update meetings with our partners.

If you or your organisation would like us to visit you, or you would like to visit the
Control Room and take a look ‘behind the scenes’, arrangements can be made by
contacting either Sian or Jacqui on the Control Room number.

We are always pleased to receive your written comments, whether good or bad! Many
of our customers or their families will choose to let us know what they think by adding
their comments to the annual Customer Satisfaction Survey.

However, if you have experienced a problem with the Service or a member of the team
we ask that you inform us as soon as possible. Often a telephone conversation with
the Duty Operator, Supervisor or Manager will put things right immediately, if this is not
possible we aim to resolve any issue within 5 working days.

We are pleased to report that no formal complaints were received between 1st April
2015 and 31st March 2016.

Below are some of the comments we received from you last year
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CUSTOMER SATISFACTION SURVEY 2014/15

A big ‘thank you’ to all of you who took the time to complete and return your form, | am
pleased to report that we received over 70% return.

During the year we randomly sent out over 460 survey forms asking customers for
their opinion of the service we provide, as well as leaving one with each customer fol-
lowing a new installation or repair visit.

We value all the comments received as they help us to identify areas of work that you
are happy with but probably more importantly areas of work where changes can be
made to improve the service.

It may not always be possible to implement the suggested changes, but each is seri-
ously considered.

Each survey form will contain the four mandatory questions required to comply with
TSArequirements; these are — Quality of Service; Speed of Response; Helpfulness of
Staff and Value for Money.

Below are the results of the 2015/16 surveys —

Installation — TSA Level of Satisfaction Target 90%

100% were happy with the quality of the service provided by our Installer
99.95% were happy with the speed of our response

100% thought our Installer were helpful

100% thought the service represented ‘Good Value’

Monitoring — TSA Level of Satisfaction Target 90%

100% were happy with the quality of the service provided by our Operators
99.39% were happy with the speed of our response

98.47% thought our Operators were helpful

99.69% thought the service represented ‘Good Value’

LOOKING FORWARD TO 2016/17

During 2016/17 the team will continue to work together to maintain and improve where
necessary on the already high standard of service we are currently providing.

In addition we will —

«  Continue to work with colleagues in the public and private sector to expand our
service to ensure that more people are supported to live independently.
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. Maintain our TSA Accreditation status.

*  Monitor changes and improvements in equipment, and where necessary upgrade
or replace.

«  Continue to look at all opportunities for joint working with other housing providers
across our area.

HOW TO CONTACT US

If you would like to meet any of the team or contact us with your comments and
suggestions you can —

Telephone: 01685 384489 (Voice Recorded)
Fax: 01685 387740
E-mail: Lifeline@merthyr.gov.uk

Post: Lifeline ‘Peace of Mind’ Service
Control Room
Civic Centre
Castle Street
Merthyr Tydfil
CF47 8AN

You can also find out more about our Service by
accessing our web pages on —

www.merthyr.gov.uk
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