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Welcome

To the eighth annual review of ‘Trustcare’, Incommunities older
persons’ non-injury falls and response service.

This annual review explains how we have performed, the changes we have made to the Trustcare
service and our plans for the following year.

about Trustcare

The service is commissioned by Bradford
Council and is available to customers 24 hours,
7 days a week, every day of the year via Safe
& Sound, Bradford Councils monitoring centre.

We aim to provide a high quality service that
meets the care and support requirements of
older and vulnerable people in their own home at
the time it is required. Currently the response
service is available to over 10,000 addresses
throughout the Bradford District with the majority
of customers 55 and over.

Telecare equipment connects to a trained
Customer Services Operator who has the
caller’s personal details to hand and is able to
offer immediate assistance.
This could include:
4 giving advice

4 calling the emergency services or contacting
a named relative or key holder

If a customer has fallen or is unable to speak to
the customer service operator the Trustcare
response team are immediately dispatched to
offer assistance.

All Trustcare teams are first aid qualified, have
qualifications in Care and have extensive
training to assist clients after experiencing a
non-injury fall or other difficult situation in the
home.

The Trustcare team works closely with partner
health and social care providers to ensure a
holistic approach to each individual clients need.
The Trustcare service has been accredited with
the Telecare Services Association for a number
of years and is registered with The Care Quality
Commission.

4 calling a doctor or other health or social care
providers
4 arranging for the Trustcare response
team to attend

Care Quality Commission
inspectors visited the
service in 2013 and
assessed the service as
compliant in all areas covered
by the inspection, delivering
high quality service to our
customers.
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our performance during 2016/2017
The information on this page shows you how effective we have been in responding to urgent and
non-urgent calls in relation to falls/responses and faulty equipment.

This year we have attended over 9000 calls and have assisted 414 service users to secure better
care, through referrals to the NHS and Social Services.
Our accreditation with the Telecare Services Association requires us to attend 95% of urgent
calls within 45 minutes and the remaining 5% of calls within 60 minutes. The information
below compares our performance this year against the previous year:

falls &
responses

type of call

2015/15

2016/17

urgent calls within 45 minutes

99%

99%

urgent calls within 60 minutes

100%

100%

Our TSA target is to respond to 90% of critical equipment repairs within 2 days and the remaining 10% within 96 hours and this year we have exceeded this expectation on every unit
installation after faults are reported; meeting 100% in all cases.

installation &
maintenance of
monitoring equipment

type of call

2015/16

2016/17

urgent calls within 2 days

100%

100%

Using a customer questionnaire, we have gathered feedback about the services we deliver
and how satisfied customers were with the service. This year we have received 529 from
customers or their family.

customer
satisfaction

we measured

2015/16

2016/17

99%

100%

speed of response

95%

95%

staff helpfulness

99%

100%

quality of service

In 2017/2018 we aim to increase the numbers of customer satisfaction returns by a
further 5%.
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This year we have received two complaints about the service. Both were investigated and
resolved to the customer’s satisfaction.

news
new to Trustcare in 2016/2017

Trustcare welcomed a new Team Leader this year. This is a critical role for ensuring the service
meets its commitments in achieving compliance with the Care Quality Commission and Telecare
Services Association and we look forward to seeing improvements over all aspects of service
delivery as a direct result of this appointment.

Also this year, following feedback from customers we have worked with the Safe & Sound
service to introduce a more flexible way of allocating response visits to the teams. This involves
responding to calls that are outside the areas each team would normally cover, utilizing any spare
capacity to benefit our customers and reduce waiting times.

At Trustcare we are constantly reviewing the techniques and equipment that we use to deliver the
falls response service. This year we introduced ‘The Raizer’ to our range of equipment and we
have been very pleased with the improved experience this has provided in assisting uninjured
customers who require assistance following a fall.

what’s planned for 2017/2018

In 2016/17 Trustcare has taken part in
discussions with health, social care and
emergency services partners to develop a
new referral pathway into services for people
who are at risk of falling in the Airedale,
Wharfedale and Craven Districts. This new
pathway was formally launched in March this
year at an event attended by health and
social care professionals across a broad
range of specialisms.

Trustcare was pleased to be invited along
to demonstrate some of the work that we
already do to improve the lives of people
who use the service and looks forward to
supporting colleagues in implementing this
new falls pathway in the coming year.

3

what Trustcare customers
said about the service...
“The team has been out to me previously and have been wonderful, courteous and helpful in every way.”
Mrs K Jackson, Keighley

“The team gave me confidence that I’ll be looked after if I
can’t get up. Big thanks to all the team.”
Mrs Devendra Jain, Allerton

“I received an excellent service.”
Mrs McHugh, Bingley

“The ladies who came to see me
were wonderful.”
Mrs Bennett, Burley in Wharfedale

We have received a number of very positive
comments from customers who have used
the Trustcare service in 2016/17. Here is a
selection of some of them:
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“The team was wonderful.”
Mrs B McEvoy, Undercliffe

ways to influence
the Trustcare service
We always welcome and value customer and partner involvement in shaping the
Trustcare service. If you would like to make a suggestion or comment, make a
compliment or complaint or if you require any information about our service we
would welcome your call.

We can be contacted in a number of ways:

4 by writing to us at the following address: Incommunities, Trustcare,
Shipley Town Hall, Kirkgate, Shipley, BD18 3LT
4 by telephone: Trustcare general enquiries tel: 01274 254545
4 via the Trustcare website:
www.incommunities.co.uk/older-persons-services
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useful contacts
Incommunities - Trustcare

4 Safe & Sound Monitoring Centre - 24 hour
4 Trustcare - general enquiries
open Monday to Friday 8.30am to 4.00pm

01274 434994

01274 254545

Incommunities office

Open Monday to Friday 8.30am to 4.30pm
4 Incommunities Shipley
The Quays, Victoria Street, Shipley, BD17 7BN.
email: shipley.enquiry@incommunities.co.uk
other useful contacts

4 Bradford Council

4 Police - 24 hour - non emergencies

01274 257777

01274 431000
101

If you would like this Trustcare annual review 2016/2017 in any other format
including large print, audio CD/tape, Braille or translated into another language
please telephone 01274 254321.

Trustcare is a division of Incommunities Group Limited. Incommunities Group Limited is registered in England with Companies House No. 04221767.
Registered address: The Quays, Victoria Street, Shipley, West Yorkshire BD17 7BN.

