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Progress on delivery of the Telecare Pledge

In February 2009, the Council made a commitment to invest £4m in provision of a free Telecare service to Essex residents over the age of 85. The aim of the pledge was to increase access to the benefits of Telecare, and thereby to support a greater number of vulnerable older people to remain independent in their own homes for as long as possible.

 What is Telecare?

Telecare describes any service that brings health and social care directly to a user, generally in their homes, supported by information and communication technology. It covers social alarms, lifestyle monitoring and telehealth (remote monitoring of vital signs for diagnosis, assessment and prevention). 

 

Telecare covers a wide range of equipment (detectors, monitors, alarms, pendants etc) and services (monitoring, call centres and response).  This equipment is provided to support an individual in their home and tailored to meet their needs. Telecare services range from a basic community alarm service that is able to respond to an emergency and provide regular contact by telephone to an integrated system that includes detectors or monitors (i.e. motion, falls, fire and gas) that trigger a warning to a response centre. 

Provision of Telecare under the pledge

The £4 million referred to in the pledge was initially expected to provide one year’s free service for any resident over the age of 85 within the local authority boundary. The offer is not subject to the Essex County Councils Fair Access to Care Services policy as it is a blanket pledge intended to maximise the preventative benefits.
 

There are two main types of telecare:

Internal Service: Where alerts from a sensor raise an alarm inside the home to resident carers or family - a free service is defined as covering equipment, installation and maintenance

External Service: Where the sensors raise an alarm to someone outside the home. This is usually a Careline but could be a family member - a free service is defined as covering the equipment, installation, maintenance, and monitoring/response service as available in their area.

  

Equipment is defined as the products identified during the assessment according to individual need. At the entry level this would normally be a Base Unit and Pendant (traditional Community Alarm), but could include smoke, carbon monoxide, falls, and bogus caller alarms, or medication dispensers and exit alert sensors.

 

A mini competition was held under the NHS Purchasing and Supply Agency Telecare Contract to ensure the best pricing and supplier selection for the pledge activity.

Existing partnerships, with local Careline organisations and with voluntary and community sector organisations have been maintained and utilised, which has meant a faster start up of the scheme and a reduction in impact on traditional County Council assessment resources.

Promotion of the pledge

  

Appendix 1 includes details of the comprehensive approach for marketing and promotion of the pledge, which included an active PR campaign involving radio, press advertisements, road shows, and direct mail. 

However, despite this ongoing activity, take up of telecare in the 85 plus group was lower than expected with potential users giving reasons for non acceptance such as ’I don’t feel I need it yet’ and “Not sure about paying for it at the end of the trial”. 

In response, we engaged with our main supplier’s marketing team to develop a new strategy. As a world leader in the Telecare industry and a supplier to most local authorities in the UK, Tunstall’s broad expertise was helpful in refocusing the campaign as a Home Safety Service, intended to remove the stigma associated with the old style community alarm ‘red button’ services.

Alongside this re-branding, we commissioned a small piece of research to check our understanding of the issues for people in relation to awareness, take up and refusal of the pledge. This will allow a focused campaign for the remainder of the offer period and will feed into wider development work for Telecare in subsequent years.

Details of take up to date and projections to the end of the year under the original over 85 pledge offer are given below.
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Revisions to the pledge

Given the lower than expected take-up, we recognised that with the remaining funding we would be able to offer the pledge to a wider population. A revised pledge was formally approved in December 2009:

 ’We will offer Telecare equipment and support to all Essex residents over the age of 80, and other vulnerable groups, enabling them to live safely and independently in their own home.’

This not only increases the potential number of users to 59,000, but also enables us to target those increasingly vulnerable people who first contact the council for support in their early 80s, of whom 50% return within six months..

We are working with Social Care Direct to target all callers who approach them aged 80 or over to make a positive offer of the pledge Home Safety Solution. It is expected that this will increase the take up significantly. 

We also continue to work closely with operational teams to ensure the offer is maximised, that assessments for Telecare are routinely made, and that Telecare solutions are targeted where they will have a significant preventive impact and potentially secure savings, by replacing other more traditional forms of care. 
Promotional activity is now focused on face-to-face engagement, so that people can ask questions and be reassured about the reality and benefits of Telecare.  This has included a ’Christmas Gift’ style campaign in December in major towns and shopping centres across the county.

Revised projections for take up under the amended pledge are shown below. These are based on the take up being similar in percentage to that of the over 85 population and is therefore a minimum expectation. 
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Appendix 1

Telecare Pledge – Promotional Activity

This is not an exhaustive list but contains most of the actions:

Literature and marketing approach developed in conjunction with Corporate Communications.

Visits to commissioning teams / Occupational Therapists / Carers Strategy team to promote Pledge.

Meetings with Social Care Direct and Contact Essex to explain and promote the Pledge and referral pathways.

Essex Works Supplement to promote both general Telecare and the Pledge. This was delivered direct to 650,000 homes with a monitored recognition of 54.37%, and to GP Surgeries, Libraries, Meals on Wheels, Citizens Advice Bureaux.

Stalls at stands at various summer events across the county to promote Telecare and the Pledge (e.g. Basfest, Tendring Show, Barleylands etc.).

Pledge development meetings with the Carelines.

Carelines and councils supported to produce and circulate their own leaflets to promote the Pledge. 

Colchester Borough Council distributed leaflets to all council tenants.

All previous Telecare Approved Assessor training course attendees (600 +) contacted to promote the Pledge.

Newspaper advertising in 17 local newspapers to promote the Pledge.

BBC Radio Essex presentation on Dave Monk show concerning Telecare and the Pledge.

Radio interviews with local councillors to promote the Pledge.

Advertisements in numerous local magazines: health, faith groups, councils, hospital radio etc.

Literature distributed to Family Support, Clacton, via two Wellbeing centres, lunch club and on home visits.

St. George’s Housing in Basildon advertise pledge on rent statements. 

Meeting with Tunstall and Corporate Comms to redesign literature and refocus service to Home Safety.

Numerous community events to promote the Pledge.

Direct mail to large employers (400 +), local councils, faiths, care agencies (170+), charities etc.

Leaflets distributed direct to: GP Surgeries (200), faith groups, occupational health, education , Carelines, libraries, employers (400+), carers’s assessment teams, care agencies (170+), charities, town and parish councils (280+), Essex Equipment Service, housing organisations, social care day centres (100) etc.

Presentation to Mobile Library staff on Telecare and the Pledge.

Feature in Walden local newspaper in their special ‘retirement’ section.

Linking with Dementia Steering Group to promote Telecare and the Pledge.

Home Safety leaflet drop to 48,000+ homes in postcodes with concentrations of older people, based on Mosaic data.

Links with West Essex and North Essex PCTs to promote the Pledge on discharge.

9 roadshows held across the county in conjunction with Carelines to promote Telecare and the Pledge. These were supported by Essex Fire & Rescue Service, Essex Police, Age Concern, Housing Associations, Trading Standards, Energy Saving Trust etc.

Information for staff via ECC staff e-bulletin and AH&CW e-bulletin ‘This Week’.

Feature in Essex County Standard newspaper’s NHS supplement.

Numerous International Older Peoples Day events in support of Telecare and the Pledge.

Advertising on 7 hoardings in Tesco stores across the county for 12 months to promote initially the Pledge and later general Telecare. 

In-house TV advertising in Essex libraries in all 12 districts.

Promotional stand at a supermarket in Clacton as a pilot for future activity.

Link to Cllr Robinson for additional promotional channels in his capacity as Older Persons Champion.

Leaflets circulated on foot to public locations where target population might attend, i.e. hairdressers, knitting & craft shops, pharmacies, vets, dentists, bingo halls etc.

Leaflets sent to GP Surgeries (200) with letter to go out with flu vaccinations.

Pledge Leaflets distributed via the Blue Badge Service.

Leaflets and covering letter promoting the Pledge sent to Post Offices (230) and Police Stations (50) in Essex.

Working with Primary Care Trusts to get a direct mail to all residents over 80 on the GP lists.

Christmas Campaign:

Recruited and trained Telecare Promoters to engage with public and distribute christmas Pledge literature (15,000 pieces) in High Streets, Shopping Centres and Supermarkets in major areas across Essex for 5 weeks from 7th December 2009. Late night shopping and weekends have been covered in selected locations.

Maldon Open Day – Friday 8th January

Organised Home Safety Service Open Day in Maldon Town Hall on Friday 8th January.

Working in response to request from Maldon District Council and in partnership with local Central Essex Community Services Careline to set-up and promote event in the Maldon area.

Work in conjunction with Village Agents (VA’s) to promote event. VA’s have included details on their website, delivered 3000 promotional flyers with their Christmas cards, and organised to bus people in / out on the day.

Central Essex Community Services Careline has arranged for Health professionals to attend and carry out Cholesterol and Diabetes testing ‘while you wait’.

We have enlisted the support of major contributors (12+), who will also resource stalls on the day, including: Trading Standards, Age Concern, Swan Housing, The Guinness Trust, Essex Fire & Rescue Service, Village Agents, Carers Telephone Assessment Team, Action for Family Carers, Essex Libraries, The Dengie Project Trust, Hanover Housing. 

We have written to local businesses, Parish & Town Councils, GP’s and Churches and included posters for notice boards and Pledge leaflets for clients, in promotion of the event.
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