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Care Call & Telecare in the context of Stockton 
Council

• DNS Service Group

• Community Protection Service

• Security Services section

• based in the Council’s Security Centre
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Services provided by Stockton Council’s Care Call
The service provides three levels of monitoring and response, all on a 24/7 basis:-

Level 1 – traditional community alarm service  - £3.70 per week 

• via hardwired systems or ‘plug in’ units

• 24/7 call monitoring and response to site 

• quarterly visits (customer’s choice) 

• with hardwired smoke alarms in most Tristar tenancies

• keyholding – optional extra at 50p per week

Level 2 - Telecare  – as community alarm service, plus tailored range of additional 
devices e.g. ‘wandering client’, bed sensor, fall sensor, gas shut-off valve etc, all based 
on individual assessments, to support independent living

Level 3 - Enhanced Service 

• installation within 4 hours to support discharges from hospital / residential care, 
enhanced devices e.g. ‘buddi system’ (GPS tracking)

•Telehealth – monitoring vital signs e.g. blood pressure, weight, oxygen levels

• Domiciliary care – bespoke packages
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Care Call & Telecare service volumes (as at 4 August 2011)

SLA Self-funded CESC Pending Total

Tristar Homes 1 722 1,656 8 2,387

Housing 
Associations

866 3 2 - 871

Private Sector - 1,053 41 12 1,106

Telecare - 2 633 - 635

867 1,780 2,332 20 4,999

NB figures for households/connections, not individuals

Telehealth – 12 active clients

Calls per month (typical) – 12,780

Call-outs per month (typical) - 291

Planned home visits per quarter – 3,849
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Care Call & Telecare finances - overview

•  Historic requirement to generate surplus of £35k – contribution to the 
Council’s General Fund (‘Negative Resource Allocation’)

• Support services costs (e.g. Finance, HR, Xentrall, etc) – Negative 
Resource Allocation increased to £211k

• Any surplus reinvested in SBC services – no shareholders, no export of 
profits

•New approach to charging for Telecare in 2011/12 (plus effects of housing 
stock transfer)
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Care Call & Telecare income sources 2011/12 
(projected)

•Tristar Homes self-funders 10%

•Tristar Homes – CESC funded  23%

• Housing Associations (all funding sources)   8%

• Private Sector – self-funded  15%

• Private Sector – CESC funded 0.6%

• Telecare 30%

• Telehealth 1.5%

• Domiciliary Care   5%

• Keyholding 0.9%

• Floating support in former sheltered housing schemes    4%

• Reinvestment of Managed Surplus from 2010/11 1.4%
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Prices / benchmarking
Level 1 per week

Stockton  £3.70

Sedgefield (Durham)  £3.80

Coast & Country (R&C) £4.20

Middlesbrough  £4.60

Darlington  £4.99

Hartlepool  £3.80 (prospective)

SBC keyholding     50p (optional extra)

Level 2

Stockton  £12.94 (keyholding included)          } “within

Level 3                                                                              } regional

Stockton £13.97 (keyholding included)         } averages”

Domiciliary Care £10.77 per hour (days), £13.94 (nights)
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Organisation

• 8 Duty Supervisors (shared with CCTV/ Community Security and 
Concierge)

•  3 Community Protection Officers (also covering CCTV/Community    
Security)

• 13 Care Call Officers

• 2 Call Handlers

• 2 Visiting Officers

• 1 smoke alarm cleaner

• 4 on days, 4 on nights (2 after midnight)

• Telecare team of 3

• 9 vehicles
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Customers by Ward (1)
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Ward Name Telecare Care Call Total
Billingham Central 38 266 304

Billingham East 33 228 261

Billingham North 25 134 159

Billingham South 29 212 241

Billingham West 19 75 94

Bishopsgarth & Elm Tree 45 206 251

Eaglescliffe 34 141 175

Fairfield 31 79 110

Grangefield 18 119 137

Hardwick 48 472 520

Hartburn 29 75 104

Ingleby Barwick East 9 43 52

Ingleby Barwick West 2 5 7



Customers by Ward (2)
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Mandale & Victoria 34 382 416

Newtown 19 143 162

Northern Parishes 2 21 23

Norton North 19 122 141

Norton South 31 86 117

Norton West 24 83 107

Parkfield & Oxbridge 32 92 124

Roseworth 34 207 241

Stainsby Hill 19 243 262

Stockton Town Centre 21 482 503

Village 14 141 155

Western Parishes 2 53 55

Yarm 23 169 192

Outside Borough 1 85 86

Ward Name Telecare Care Call Total



Quality Control in Care Call & Telecare

• monthly random sample of customers using the service in the last month – 50

• compliment and commendation system via DNS Performance team

• monthly exception reports to Service Manager and Head of Service on % of calls over 
1 minute / responses over 30 minutes

• CESC service specifications

• TSA (Telecare Service Association) – voluntary trade body

TSA standards            SBC average performance

Calls answered under 1 minute           98.5%         96.0%

Response to site within 45 minutes          90.0%                                            98.0%

                                                                                          (within 30 minutes 96.8%)

•Care Quality Commission Inspection     poor / adequate / GOOD / excellent
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Quality Control in Care Call & Telecare
“I like all the people who come, I’ve got used to them, it’s a reliable service, they stay for the time they 
should and they are friendly and helpful” 

“At the moment the service is brilliant, we now have continuity of staff, they are lovely”  

“We are aware of who is coming, it is a reliable service and they are there when you need them”  

“Efficient, cheerful, punctual.  Always ask if there is anymore they can do to help, overall an excellent 
service”

“I feel safer with my Care Call” - Mrs W,  Harper Terrace, Hartburn

“I was very pleased at the quick response and the ladies were here in a few minutes” -  MC, Rochester 
Road, Billingham

“The wardens kept in touch via the intercom until help arrived “ – AW, Lunedale Rd,  Billingham

“Extremely happy with the service my father receives “

“I would just like to say a big thank you to your Care Call staff”

“The response when I needed assistance recently was excellent”  -  Mrs R, Brisbane Grove, Fairfield

“Colin and his lady colleague were very helpful and a credit to your team” 
   
“Fantastic care would hate now to be without it”    JT, Florida Fields, Whinney Hill
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