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Introduction 

Welcome to Nottingham on Call’s Annual Report. 2020-2021 has certainly 
been a challenging year. Coronavirus has had a major impact on all our lives. 
We are proud to have continually provided the alarm monitoring service 
throughout the ongoing Pandemic. We have maintained performance and 
continued to provide the full range of services we offer. There have been 
adaptations in how the service has been delivered, with the rules and 
regulations that have been in place, but we will continue to provide you with a 
first-class service, meeting the needs of clients in the City of Nottingham and 
beyond. Cuts to funding have continued to present further challenges and 
mean we must continually monitor our business, focusing on meeting 
customer priorities and ensuring that the service delivers its core function of 
ensuring that you, our customers, can stay independently at home and 
providing the best possible service that we can. 
 
The move to digital technology gathers pace and we recently signed a 4-year 
contract with Chiptech Alarms to provide the equipment to ensure we are 
ready when the switch from analogue to digital takes place in 2025.  
 
This year we have again successfully retained our accreditation with the 
Telecare Services Association Code of Practice for Call Handling, Installation 
and Response. This award recognises the high-quality service that 
Nottingham on call provides to our vulnerable clients across the city of 
Nottingham and beyond. 
 
Nottingham on Call has built on the successes of recent years. Throughout 
this report, you will see how we are consolidating our achievements and how 
we plan to make next year even more successful. 
 

Our service 
Nottingham on Call provides a valued installation, monitoring and emergency 
response service 24 hours a day, 365 days a year, to people with a range of 
needs. 
 
The simple alarm pendant helps provide peace of mind for clients by 
supporting them to retain their independence, enabling them to call for 
assistance at the touch of a button. 
 
The alarm has also proven to provide reassurance to carers who know that 
when left alone, their loved one can summon help at the touch of a button. 
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In partnership with Nottingham City Council Adult Services, we are also able 
to provide a range of smart, personal and environmental sensors. 
 
We now offer both a digital and analogue alarm service. The need for a 
telephone line is no longer essential to enable an alarm to be installed in a 
client’s property. The use of a roaming sim allows the alarm to be installed at 
your preferred location, rather than next to a suitable phone point at the 
property. 
 
We have also introduced the Chiptech Go. This is a portable alarm which 
allows you to summon assistance wherever you are, whether you are at 
home, heading to the shops, walking through the park or going to visit friends. 
The alarm uses GPS technology and is able to pinpoint your exact location if 
you were unable to ask for assistance  

 

Our promise 

We promise to do all we can to support you or your loved ones to live 
independently at home with the help of our wide range of products and 
services – tailored to your individual needs. 

This is underpinned by the values we are committed to practicing every day, 

that express how we feel about Nottingham on Call. These are: 

 We care - Everybody who works for Nottingham on Call cares about 

you as an individual. Your welfare is our top priority, and we’ll do 

everything we can to make sure you receive the right service to support 

you in your day-to-day lives, 24 hours a day, seven days a week. 

 We offer choice - One size does not fit all. We will get to know your 

needs on an individual basis and offer advice on which options could 

support you best. With both a range of packages and bespoke options 

available, we will find a solution, which takes the weight from your 

shoulders and leaves you focusing on the things that really matter. 

 We’re affordable - Our professional staff will only ever recommend 

services that are right for you, at the right price. We pride ourselves on 

the fact that our customer service is the best, and believe we offer the 

best value for money service on the market. 

 We believe in quality - From your first contact with us, to installation of 

your equipment, to our ongoing customer care and support, quality is 

our prime concern – meaning that we always aim to provide you with 

the best possible service. 
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 We’re accessible - We are on-call 24 hours a day, seven days a week, 

365 days a year. Our caring, knowledgeable and trained staff are based 

in Nottingham city centre, meaning that we have all the necessary local 

knowledge to respond as quickly and efficiently as possible. 

 

Our clients 

Nottingham on Call currently supports around 11,000 clients living in the city 
of Nottingham, Gedling Borough Council, Ashfield District Council, Stockport 
and Tameside areas, who use a range of telecare equipment and services. 
Our clients live in all types of accommodation, from their own properties and 
private rented homes to supported, sheltered and council accommodation. 
 
Our stakeholders include Burton Manderfield Homes, Collins Homes, Derwent 
Living, East Midlands Housing Association, Gedling Homes, Jigsaw Homes, 
Ashfield District Council (Ashfield Homes), Mansfield Road Baptist Housing 
association, Mencap, Metropolitan Housing, Sir John Robinson Homes, 
Stonewater, Jelly Homes and Tuntum Housing. We provide monitoring 
services for tenants of both houses and schemes for our stakeholders, as well 
as a response service when requested to do so.  
 
Nottingham on Call also works in partnership with Nottingham City Council 
providing out of hour’s services for a number of departments. We are the point 
of contact for the City Council’s Emergency Planning Team, Emergency 
Homelessness Referrals, Emergency Social Services Referrals, Repairs and 
Road Maintenance. All Nottingham on Call staff complete an extensive 
training programme, with regular updates and yearly refreshers for any 
changes covering all aspects of the service and set procedures. 
 

Our monitoring service 
 
In 2020-21 we received 491,803 calls, of these 445,866 were alarm calls 
(91%) 
 
We keep a record of all calls and actions we take. A selection of calls we 
received last year are below: 
 

 3,530 No Response Calls 
 

 4,991 Where Clients Had Fallen 
 

 7,245 Medical Assistance Calls 
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 6,102 Requests For Assistance 
 

 1,932 Smoke Alarm Activations 
 

 513 Reports of Housing Repairs 
 
In some cases our clients required us to contact the emergency service. We 
made: 
 

 8,165 calls to the Ambulance Service 
 

 621 calls to the Fire Brigade  
 

 428 calls to the Police 
 

Our emergency response service 

If a client does not respond once they have activated their alarm and we are 
concerned they may be unwell or injured, we will call the named key holder, 
i.e. a friend or relative who you have agreed should have access to your home 
should we call them. If we cannot get hold of them, we will send an Officer 
from Nottingham on Call. 
 
If a client tells us they need an ambulance, we can also send an officer to 
support them and in some cases stay with them until the emergency services 
arrive. 
 
In 2020-21, we completed 1,638 emergency visits to client’s homes. 
 

Falls lifting 
 
We suspended the Falls Lifting Service during the Pandemic after advice from 
partner agencies. The service will be reintroduced from July 2021. 
 

Our assessment service 
 
All Nottingham on Call staff have been trained to complete client profiling. 
 
Before installing equipment, we complete a thorough assessment of our 
client’s needs, identifying possible risks and appropriate equipment. 
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Staff have a good knowledge of other services available to vulnerable people 
and are trained to refer clients if appropriate. 
 

Our installation and maintenance service 
 
When a new client joins the service, we would normally visit to assess them 
and ensure we have all the information we need to support them fully, 
including details about their health and emergency contacts. During the 
Pandemic we have had to adapt our working practices to protect both our 
clients and our staff. We  
 
have continued with Installations but adapted working practices so that 
profiles are completed over the phone, where possible, and with new 
technology we are able to complete self-installs. This is where the alarm is 
pre-programmed and, when plugged in at a client’s home, a series of audible 
instructions allow the alarm to be set up and used. 
 
We also attempt to contact every client annually, by phone, to update the 
information we hold about them. 
 
 
In 2020-21, we completed 3,382 contacts with clients. 
 

 
 

 
 

Contacts

New Alarm Installations (564)

Repairs To Equipment Within 24 Hours (526)

Updates To Clients Details (2,292)
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Our Assistive Technology Team 
 
The Assistive Technology team within Nottingham on Call exists as a support 
function to the core element of supporting the existing customer base. There 
are 9 members of the team who perform a variety of roles including:- 
 Triaging referrals and processing to installation appointments, stock 

management including the preparing of equipment for installation, 
assessment of complex cases, new equipment / solution sourcing and 
testing, liaison with stakeholders including social care and health, 
training and awareness raising, marketing, provision of performance 
stats and reports. 

 
The last 12 months has proved challenging but the team has risen to the 
challenge and not allowed the pandemic and lockdown to hamper progress, 
despite most of the team working remotely for large periods of time.  
 
Achievements for the past 12 months include the following:- 
 Development and delivery of a self-installation process to support 

hospital discharge. This has enabled timely, safe and sustainable 
hospital discharges through the provision of care alarm and keysafes for 
the hospital based social work staff to discharge a patient home with; 

 Implementing a new mobile care offer through the NOC GO. This 
mobile alarm means potentially vulnerable citizens can be supported 
outside their home through an alarm, communication with the call 
centre, a falls detector and GPS location if needed; 

 Supported the continued digital transformation through a tender process 
for a digital care alarm partner and through promotion of digital alarms 
for self-installation and mobile care. Now around 65% of new alarm 
installations are digital; 

 Maintaining the core business functions of the team with minimal impact 
on service delivery; 

 Continued liaison and engagement with social care and health partners 
to ensure maximum awareness and opportunity for a technology first 
approach to providing support to citizens and patients. 

 
The progress achieved in the past 12 months is set to be mirrored in the 
coming year as the team looks to develop and deliver more new initiatives 
such as a safer walking pathway with geo-fencing devices for citizens who 
have had previous episodes of going missing, a pro-active care service to 
support assessment and early intervention support through the use of activity 
data, and the use of the NOC GO to support around domestic violence and 
abuse.  All of these new initiatives and service developments will enhance the  
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service offer through Nottingham on Call and enhance the support available 
for potentially vulnerable citizens in the Greater Nottingham area. 
 

Support to sheltered housing services 
Nottingham on Call not only provide a monitoring and response service for 
dispersed alarms, we also provide support services for sheltered schemes. 
This includes relief sheltered housing cover where we can either call the client 
through the alarm system or visit residents personally to check on their well-
being in the absence of the scheme manager. 
 
We also monitor a range of other sensors in sheltered accommodation, 
including door entry systems, fire panels and emergency exit doors. 
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Achievements 
Telecare Code of Practice 
In August 2020, an independent auditor confirmed that we 
were to retain our accreditation to the Telecare Service 
Association (TSA) Code of Practice. This accreditation 
recognises the achievements of staff and the excellent 
service we provide, demonstrating we are working to the 
highest standards. 
 

New technology 
The move to Digital Technology continues at pace and Nottingham on Call 
remains committed to ensure a smooth transition for our clients. By 2025 
analogue phone systems will be switched off. We are well placed to meet this 
deadline already installing and maintaining digital equipment for our 
customers. We have recently signed a 4 year contract with Chiptech UK Ltd. 
to provide the digital technology we will need as the programme of change 
moves forward. 
 

Customer satisfaction 
We measure customer satisfaction by completing surveys for different areas 
of the service we provide. During the Pandemic we suspended the sending of 
surveys to focus on providing our core monitoring, installation and response 
service. We have recently reintroduced the sending of surveys and the 
responses to date are summarised below: 
 
It is a TSA requirement that we survey a minimum of 5% of clients receiving 
our service. 
 
We normally collect feedback in the following ways: 

 Customer comments card left following an installation, profile, 
assessment visit 

 Monthly postal surveys 

 Interviews and informal chats with clients about their experience of the 
service 

 
Due to the ongoing pandemic we have now reintroduced sending postal 
surveys. Since May we have issued 300 surveys. We received 91 replies, 
which is a response rate of 30%. 
 
On the following page is a table outlining our performance against our target 
of 4.50 out of 5 for each question asked on the surveys sent. 
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Customer 
Satisfaction 
Questions 

Target Satisfaction 
with 
Service 

Did the Call 
Handler deal 
with the 
situation well 

How Confident 
would you be 
using the 
service in 
future 

Would you 
recommend 
the service 

      
Target 4.50 4.80 4.73 4.74 4.79 

 
For reference the questions asked for a response from 1, Very Dissatisfied, to 
5, Very Satified. 

 
Customer consultation 

Involving customers in shaping the service. 
 
Nottingham on Call encourages clients to make suggestions for improvements 
to the service. If you would like to make a comment or suggestion about the 
service, please contact us and let us know what you think on 0115 746 9777. 
 

Comments, compliments and complaints 
 
Nottingham on Call takes comments and complaints about its service very 
seriously as well as considering why our customers compliment our staff and 
our services. 
 
In 2020-21, Nottingham on Call received 1 justified complaint, a further 1 
complaint that was not justified and 24 compliments. We record all of our 
phone calls, so when we receive a complaint we are able to check how the 
call was handled. After listening to the recordings we will always provide a full 
response. During 2020-21, we responded to 100% of complaints within the 
Company target of 20 days. We also responded to 100% of complaints 
received within 5 days. 
 
During the year, we receive written and verbal plaudits thanking us for the 
excellent service provided. Below are some comments we received about the 
service this year. 
 
“Well this little red button has saved my life 3 or 4 times so always wear it at 
home it’s amazing.” – J R, Bestwood 
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“As a family we are very satisfied with the service provided. Gives us peace of 
mind.” – Mrs D H, Bilborough 
 
“I was very satisfied when I fell in the back garden they were very helpful.” – 
Mrs E G, Denton 
 
“The service was very quick and efficient and most helpful. Your staff are very 
understanding.” – Mrs P G, Arnold 
 
“My husband is 88 and ill. It is nice knowing that when you are looking after 
him and he falls with just a touch of a button there is someone there to sort 
things out and advise you. Thank you very much.” - Mrs A B, Calverton 
 
“The service is good. The people who answer calls are cheerful when 
speaking to you.” – Mr P P, Kirkby in Ashfield 
 
“Very satisfied and very helpful.” – Mrs P W, Sutton in Ashfield 
 
“Stay as you are perfect. Excellent service.” – Mrs M W, Meadows 
 
“I cannot praise the service enough. The operators were polite, reassuring and 
very helpful. They had a positive relationship with their clients and their 
families.” – Mrs P W, Clifton 
 

Service charges 
Our service charge to individual clients this year starts at £4.60 per week (ex-
VAT). We try to keep our costs low so that more people can benefit from the 
service and this is still cheaper than other local organisations who provide 
monitoring but who do not offer an emergency response as part of their 
service. Further package prices are available on our website 
www.nottinghamoncall.com or by contacting us on 0115 7469010. 
 
We have recently talked to customers about Nottingham on Call, and this is 
what they said: 

 “The service is great” 

 “Having our call response in our home we feel more confident in cases 
of when needing help” 

 “On the rare occasions when I needed help and pressed the button I 
was extremely grateful” 

 “So reassured I have this safety net” 

 “Up until now we have had 1st class service. Thank you” 

 “Very happy with the service. It is very good in emergencies” 
  

http://www.nottinghamoncall.com/
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Achievements and Priorities 
Achievements 
 
In 2020-21, we answered 11,107 
Critical Calls. We met our targets as 
required by TSA answered 98.12% of 
emergency calls within 60 seconds and 
99.85% of emergency calls within 180 
seconds. Our targets are 97.5% and 
99% respectively 
 
Maintained our TSA accreditation for 
Installation, Monitoring and Response 
under the TSA's 2009 Code of Practice, 
following completion of the full annual 
audit in August 2020 
 
This accreditation recognises our 
performance in referral, service user 
profiling, telecare planning, service 
tailoring and re-evaluation 
 
Introduction and Installation of Digital 
Alarm services into Nottingham on Call. 
We are now installing Digital Alarm 
packages making the business fit for 
purpose as the transition to digital 
telephone services gathers pace 
 
 
Continue to recruit and train staff to the 
highest possible standards to ensure we 
give the best possible service. 
Developed further skills to enable us to 
use our technology to its full capability 
 
Look to continue to gain new business 
for Nottingham on Call. We have gained 
further out of hours services work from 
the Emergency Duty Team at Social 
Services 

What Next – Our priorities 
 
To continue to deliver TSA performance 
targets as set out on page 11 of this 
report 
 
Regain our TSA accreditation in all 3 
parts installation, monitoring and 
response in August 2021 
 
To continue to grow our business in and 
outside of our catchment area, through 
marketing, word of mouth and 
professional referrals 
 
Continue to develop our safer walking 
packages. This will allow clients to alert 
us when out if they have an emergency. 
This enhances the service from the 
fixed care alarm at home to a full mobile 
service allowing increased confidence 
for our clients 
 
Attend more Community events and 
promote the service Nottingham on Call 
has to offer 
 
We will continue to look for new areas 
of business to ensure we grow and 
secure the business so we can ensure 
support for you our customers moving 
forward in the years to come 
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Our targets 
 
We monitor our performance monthly under national Key Performance 
Indicators (KPIs), which are set by the Telecare Services Association (TSA). 
Our performance is also checked at our annual audit from the TSA. Below you 
can see a summary of how we have done against all of our targets. 
 
TSA Monitoring Targets Target Achievement 2020-21 
Alarm Response – 
Critical calls answered 
within 60 seconds 

97.50% 98.12% 

Alarm Response – 
Critical calls answered 
within 180 seconds 

99.00% 99.85% 

Line utilisation is less 
than 50% in each 
calendar month 

100% 100% 

Two calls monitored per 
month, per full time staff 
member for training, 
quality and monitoring 
purposes 

90% 100% 

Emergencies which 
require a mobile 
response receive that 
response within 30 
minutes of the call 

N/A 99.75% 

Emergencies which 
require a mobile 
response receive that 
response within 45 
minutes of the call 

90% 100% 

Alarm faults repaired 
within 24 hours 

90% 95.83% 
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Contact us 
We value your feedback as it helps us to provide you with information that is 
relevant and to make changes to the service that are important to you. Please 
get in touch and let us know what you think. 
 
Nottingham on Call 
Harvey Road 
Bilborough 
Nottingham 
NG8 3BB 
 
Tel: 0115 746 9010 (all calls to this number are recorded and may be used for 
training and quality purposes) 
 
housingoncall@nottinghamcityhomes.org.uk 
 
www.nottinghamoncall.com 
 

mailto:housingoncall@nottinghamcityhomes.org.uk
http://nottinghamoncall.org.uk/

