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A year of successes
Our Care Link Telecare Service is vital in our commitment
to creating confident communities. The service has gone
from strength to strength and now offers over 15,000
customers peace of mind to help them maintain their
independence.
Our dedicated Care Link Team is passionate about providing
first class customer service and reassurance to people
when they need it most. The team provides a wide range of
products and services, which meet a diverse range of needs,
to help people stay safe in their homes for longer.
We are passionate about working with other organisations who share our
commitment to providing services that people need, particularly those who are
more vulnerable or need a little extra help. Partnerships are paramount to
Care Link’s success and our capacity to provide safety, security and added
peace of mind to as many people as possible. This year we have continued to
work with several organisations, including Wakefield Council, Wakefield Clinical
Commissioning Group (CCG), Age UK and Pinderfields Hospital as part of the
Connecting Care partnership, to support customers and helping to reduce the
strain on the NHS.
During the year our Care Link for Carers service has continued to grow with
almost 300 carers now accessing the service. The partnership makes the service
more accessible to carers and provides reassurance, peace of mind and much
needed breaks free for a three month period.
We have also formed a great partnership with Care Management, to pilot
innovative technology that monitors a resident’s health and predicts any issues.
This wearable technology was trialled with 40 of our independent living scheme
residents with fantastic, noticeable improvements to resident’s health and
wellbeing. Not only are people able to predict future issues, many have made
some positive lifestyle changes. This technology will be used to help reduce falls
and improve health and wellbeing in our independent living schemes.
Towards the end of the year as the world was impacted by the Coronavirus
pandemic, our Care Link Team quickly adapted in order to continue to deliver an
unrivalled service and excellent customer care, ensuring we provide peace of
mind for vulnerable customers and their families.
This has been another successful year for Care Link, providing a great basis for
future success as we take on our next challenges.
Andrew Wallhead
WDH, Chief Executive
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This year
In 2019 we continued to promote the
full range of Care Link products and
services. Over the year we:
• continued running our employee and
customer incentive schemes;
• worked with doctor’s surgeries,
hospitals and community centres
across the district;
• advertised on the radio, on buses
throughout the district, pharmacy
bags and hospital outpatient
appointment cards;
• used social media to raise awareness
through an advertising campaign on
Facebook and through our Twitter
account: @wdhcarelink;
• attended a number of events
including: Tour De Yorkshire Event,
Armed Forces Day, Liquorice
Festival, Falls Prevention Day at
Pinderfields Hospital, Cuppa Club at
The Ridings Shopping Centre, Carers
Wakefield AGM and Carers Welfare
Event and various other community
events;
• gave presentations to various
community groups, health, social care
and voluntary sector professionals;
• continued to work with the
Reablement Service at Wakefield
Council to reduce hospital
readmissions through the installation
of Care Link services;
• delivered 12 Care Link awareness
sessions to West Yorkshire Fire and
Rescue Service at five different fire
stations across Wakefield; and
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• took part in a pilot with HAS
Technology trialling the ARMED
(Advanced Risk Modelling for Risk
Detection) solution to prevent falls in
our Independent Living Schemes.
This year our Care Link service was
certified to the TEC Services Association
(TSA) Quality Standards Framework
(previously the Code of Practice). In
September 2018, Care Link underwent
an annual audit from the TSA and
moved onto the new Quality Standards
Framework. Care Link received an
award for the achievement at the
International Technology Enabled Care
Conference gala dinner.

Connecting Care Hubs
Along with WDH, we are two of the
partners now working in the Connecting
Care Hubs across the district. These
Hubs focus on delivering a new
integrated care co-ordination model,
in partnership with other voluntary and
community sector agencies. There
are two Connecting Care Hubs, one in
Wakefield and one in Hemsworth, and a
satellite unit in Castleford.
Covering the whole district, the Hubs
are aligned to five GP Federations.
The Hubs allow multiple organisations
to work together more seamlessly to
support patients with complex needs
who could otherwise receive disjointed
care, with multiple referrals and
handovers.

Consultation
with customers
Made up of specialist workers from
different health, social care, voluntary
and community organisations across
Wakefield, patients are referred
directly into the Hubs to receive an
integrated care plan. GP’s from
surgeries who use the Hubs can
make referrals directly to Care Link
using a Personal Integrated Care
File (PIC), making the process a lot
simpler and quicker for them and
their patients.

93%

of Care Link
customers feel
more confident.

It’s great knowing that if my
mum falls while I’m at work,
Care Link can respond.

We are always keen to gain the opinions
of our customers to develop and shape
the future of the service.
In 2019 we adopted phone interviews
rather than a postal surveys for our
annual satisfaction survey.
We interviewed 833 customers achieving
a sample of 7%. This year we held
our first Care and Health user group
meeting. Users that attended the
meeting were Care Link customers,
independent living residents and users of
our adaptations and wellbeing services.
Prior to the Care and Health user group,
the Care Link, independent living and
adaptations and wellbeing teams all held
their own separate user group meetings.
As well as consulting with our customers
at our user group, we also consult with
our customers throughout the year at
community events and groups.

5

Facts and figures
Customer satisfaction
We asked our customers to give us their views about the service and let us know
if there is any way we could improve it.
In 2019 / 2020 Care Link received 141 compliments and one complaint.

Care Link alarms
Care Link provides services to customers through an alarm.
A customer may have a ‘hardwired’ alarm, or a community alarm installed in their
home which connects to the landline and the electric supply. As of March 2020,
Care Link provided services to 15,376 customers in 12,076 properties.

Hardwired alarms
8,521 homes have a hardwired alarm. These are mostly WDH owned properties,
including independent living schemes and properties owned by other housing
organisations.

Hardwired alarms by property
type 2019 / 2020

81% WDH owned properties
17% WDH independent living
2% Other housing organisations

93%
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of Care Link
customers feel
reassured.

Call handling
In 2019 / 2020 Care Link handled a total of 566,022 calls – 340,818 incoming from
customers and 225,204 outbound to customers. This is 6,585 more calls than the
previous year.
Call answer times April 2019 to March 2020

Target

Actual

Calls answered within 15 seconds

90%

92.14%

Calls answered within 30 seconds

92%

96.34%

97.5%

98.62%

99%

99.80%

Potential emergency calls answered within one minute
Potential emergency calls answered within three minutes

92%

of customers said they were
satisfied with how quickly
Care Link answered their call.
It was a nightmare making sure my
dad had taken his medicine, but now he
has a dispenser that is monitored we feel
so much more reassured.
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Care Link visiting team
Care Link’s visiting team is responsible for assessing the needs of our customers
and installing alarms and telecare equipment in their homes. We also carry out
maintenance and repair visits.
2014 /
2015

2015 /
2016

2016 /
2017

2017 /
2018

2018 /
2019

2019 /
2020

960

924

1007

961

1065

989

680

600

608

539

528

603

Pendant referrals

363

433

386

371

374

388

Demonstrated and
connected
Self funded alarm
referrals
New and enhanced
telecare packages

2014 /
2015

2015 /
2016

2016 /
2017

2017 /
2018

2018 /
2019

2019 /
2020

679

689

716

663

771

607

416

504

410

383

314

374

Pendants

267

283

249

223

281

277

Received
Self funded alarm
referrals
Telecare referrals from
Wakefield Council

Care Link’s visiting team also has targets to achieve and will aim to have:
y 100% of all referrals installed within 15 working days.
Installed witin target
time

2014 /
2015

2015 /
2016

2016 /
2017

2017 /
2018

2018 /
2019

2019 /
2020

Urgent installations

100%

100%

100%

100%

100%

100%

97.5%

98.5%

97.5%

96%

99%

98%

99.7%

100%

100%

97%

100%

100%

Wakefield Council
funded installations
Self funded alarm
installations

The TSA has different requirements for us to meet relating to the visiting team.
They ask that we complete:
• 90% of urgent installations within two working days;
• 100% of urgent installations within five working days;
• 90% of less urgent installations within 15 working days; and
• 100% of less urgent installations within 20 working days.
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Care Link Response Service
Our Response Service, which was launched in 2007, has 3,257 customers. The
Response Service is either provided as part of the customer’s care plan or it is
self-funded by the customer. In 2019 / 2020:
The Response Service received:
• 532 referrals from self funding
customers; and
• 368 referrals from Wakefield Council
funded customers to the service.
The Response Service connected:
• 289 new customers; and
• 169 new Wakefield Council funded
customers.
The Response Service aims to reach
customers within 30 minutes of the call
being received at the Telecare Service
Centre. In 2019 / 2020:
• 98% of all incidents were attended
within 30 minutes.
The TSA requires the service to reach:

The Response Service can respond to
calls from customers who have fallen
but are not hurt.
For a customer who is not on the
Response Service, the procedure
following a fall, is to call for an
ambulance to attend to help the
customer.
Of the 2,302 falls that a Care Link
Support Worker attended only 125
required an ambulance to attend as
well. That’s less than 5% and means
there were 2,177 less calls and
requests for an ambulance – taking the
strain off the emergency services.

Response Service
Types of incidents 2019 / 2020

• 90% of customers within 45 minutes
of the call being passed to the Care
Link Support Workers; and
• 100% of customers within 60
minutes of the call being passed to
the Care Link Support Workers.
The Response Service attended:
• 98% of incidents within 30 minutes;
• 100% of incidents within 45 minutes;
and
• 100% of incidents within 60 minutes.
The Response Service responded to
3,600 calls. To the right is a breakdown
of the type of visit we attended.

2,302 falls
1,006 no response calls
199 manual handling / assistance
73 reassurance
21 personal care
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Partnership working
Wakefield Council
We have a grant funding agreement to
install, maintain and monitor telecare
and provide a mobile response service
on behalf of Wakefield Council.
We continue to work with Wakefield
Council to ensure the wellbeing of our
customers, making sure they have the
services they need to stay independent
in their own homes.
We also continue to work with the
Reablement Service at Wakefield
Council to reduce hospital
readmissions through the installation of
our services.
Wakefield Council Public Health have
provided funding for informal carers
to have our service for three months.
The service is installed for the cared
for person providing much needed
reassurance, peace of mind and
respite for carers.

Emergency services
We work closely with the West
Yorkshire Police, West Yorkshire Fire
and Rescue Service and Yorkshire
Ambulance Service to keep people
safe.
In partnership with Yorkshire
Ambulance Service, our responders
will act as first responder to falls that
do not require a clinical response. The
Response Team will be dispatched by
999 to attend and assist people who
have fallen. This will help to reduce
the impact of a long-lie following a
fall as we will work to our existing
10

30 minute response target as well
as helping to reduce the amount of
unnecessary ambulance call outs,
presentation at A&E and hospital stays.
We have delivered 12 Care Link
awareness sessions to the West
Yorkshire Fire and Rescue Service
at five different fire stations across
Wakefield.

Public Health Falls Pathway
We continued to carry out level one
falls assessments on every customer
who the response service attends to
who has fallen. With their permission
they are then referred through to
single point of contact where either a
district nurse or a therapist will carry
out a further falls assessment to try
to identify the reasons for falling and
try to reduce the risk of future falls
incidents.

Connecting Care+
Made up of ourselves and a range
of partners from health, social
care, voluntary and community
organisations, Connecting Care+ work
to deliver integrated care services
across Wakefield.

90%

of customers think
Care Link offers good
value for money.

Engie

Housing Associations

We have developed a partnership with
Lifestyle by Engie, providing services
as an integral part of their new build
project at Waterton Green in Wakefield.
There is an option to extend this
partnership.

We monitor a number of alarms and
housing schemes on behalf of several
other housing associations. Most of
these are within the Wakefield district.
However, following our successful
partnership work with South Yorkshire
Housing we also provide the service in
the Sheffield area.

ARMED
The Advanced Risk Modelling for
Risk Detection (ARMED) project was
delivered by our team in partnership
with WDH Independent Living
and HAS Technology. As part of
the project, tenants in three WDH
independent living schemes trialled the
ARMED solution, aimed to prevent falls
by identifying risks. Evaluation of the
project will take place in 2020.

I told everybody at the hospital to get
Care Link as it’s the best thing going, you
can talk to them about anything and they
will be able to support you.
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The future
Telemedicine

Digital working

Since November 2018, we have
been trialling the use of Telemedicine
at New Priory Extra Care scheme
in Featherstone. It is the first
independent living scheme in the
district to be part of this project.
Residents at New Priory have been
issued with a secure video link,
providing immediate access to a hub of
senior nurses, based within a hospital,
who can monitor medical conditions on
screen and provide advice and support
any time day or night.

We continue to use Tunstall PNC 8
and Service Manager 8. These have
allowed us to digitalise some of the
processes and allowed Visiting Officers
to complete tasks remotely.

Evidence suggests that people being
triaged and monitored in their home
rather than in hospital, are supported
to remain active and independent by
avoiding the significant stress that
comes with attending A&E or a forced
hospital admission, which can take
days to recover from.
By using this technology, with its single
point of access to expert opinion,
diagnosis and support, it is hoped that
GP call-outs, hospital admissions, A&E
attendances, and primary care visits
will all be reduced.
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However, in the coming year we hope
to expand on this further and reduce
paper and make even more processes
and documentation digital. This will
help us to make efficiency savings
both in printing costs and increased
productivity.
In 2019 / 2020 we will be trialling
Cognito, a field-force management
tool which works alongside Service
Manager, to allow visits to be managed
and booked more efficiently.

Digital switchover

COVID-19

BT have announced plans to upgrade
their phone network. They will be
moving from analogue services to
digital broadband technology. They
expect this change to be completed
by 2025.

At the end of the 2019 / 2020 financial
year we were adapting services to
meet the challenges of the coronavirus
pandemic and ensuring we were
keeping customers and employees
safe. We continue to deliver call
monitoring and response services
as normal and have developed a
‘contactless’ approach to ensure
we can still install urgent alarms to
support hospital discharges or prevent
admission to hospital.

We are engaging with partners in
the technology enabled care (TEC)
industry to make sure we are ready for
the switchover. We are undertaking
a digital survey and developing a
plan to ensure there is no disruption
to the services that we provide. We
will be consulting with customers and
will ensure you are kept informed of
developments.

They are fantastic, the team who respond to my mum and ring
me are always very professional, they’re lovely, kind and caring.
I just can’t fault them, and Care Link has made such a difference
since we put it in for my mum. I know any time of day if my mum
presses the pendant there will be someone there and that’s peace
of mind for our family.
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Performance
2014 /
2015

2015 /
2016

2016 /
2017

2017 /
2018

2019 /
2020

Number of
properties
connected to
Care Link

2018 /
2019

12,102

12,120

12,184

12,051

12,085

12,076

Number of
service users

15,175

15,106

14,940

15,372

15,418

15,376

-

37

84

38

12

17

Service users

Urgent hospital
discharge
installations.
Satisfaction

Target

Current

Overall satisfaction with Care Link

90%

93%

Satisfied with length of time taken to
answer call

90%

92%

Care Link employees helpful

90%

94%

Good value for money

90%

90%

Feel more confident having Care Link

90%

93%

Feel more independent having Care Link

90%

86%

Feel safer having Care Link

90%

93%

Feel more secure having Care Link

90%

91%

Feel more reassured having Care Link

90%

93%

93%
14

of customers said they were
satisfied with the quality of
the service.

Complaints and
compliments

2014 /
2015

Total complaints
for year

0

0

1

0

0

1

Total compliments
for year

91

72

108

130

107

141

2017 /
2018

2019 /
2020

2015 /
2016

2014 /
2015

2015 /
2016

2016 /
2017

2016 /
2017

2017 /
2018

2017 /
2018

2018 /
2019

2019 /
2020

Calls handling

Target

Total incoming
calls for year

-

Average
incoming calls
each week

-

6,730

6,401

Calls answered
in 15 seconds

90%

91%

91%

91.26% 91.20% 92.07% 92.14%

Calls answered
in 30 seconds

92%

95%

95%

95.60% 95.55% 96.17% 96.34%

Calls answered
in one minute
Calls answered
in three minutes

349,959 332,872 359,058 352,959 341,298 340,818
6,905

6,788

6,563

6,431

97.5% 97.92% 98.16% 98.40% 98.17% 98.43% 98.62%
99%

99.57% 99.61% 99.78% 99.72% 99.77% 99.80%

Total outgoing
calls for year

-

196,325 168,768 201,140 224,483 218,139 225,204

Average
outgoing calls
each week

-

3,775

3,245

3,868

4,317

4,195

4,249

Number of Response Service incidents

3,433

Incidents attended within 45 minutes

100%

Incidents attended within 60 minutes

100%
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Vision

Make sure everyone has independence with confidence.

Aim

Work with our partners to reduce vulnerability by:
enhancing and promoting independence;
offering safety and security; and
reducing isolation.
To meet the diverse needs of our community.
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Care Link Telecare Services,
Customer Contact Centre,
Unit B Flemming Court,
Whistler Drive,
Castleford, WF10 5HW

Peace of mind 24 hours a day, every day
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