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About Us

Sandwell Homes delivers a range of housing services including Sheltered 
and Supported Housing to Older people and a social alarm and Telecare 
service.
 
During 2009/2010 a team of 17 employees provided an emergency alarm 
monitoring and installation service including a mobile response and key 
holding facilities. 

Community Alarms offers a 24 hour emergency alarm service to anyone 
living in Sandwell who feels vulnerable, may need help or reassurance.

Help is at hand at the press of a button……it could not be easier.. 
Community Alarms will always respond, even if you are in another room 
and they cannot hear you. A member of staff will always respond no matter 
what your difficulty is, help will always be available. This could be getting 
in touch with family, friends, your doctor, contacting the emergency 
services for you, or simply listening to you and putting your mind at rest.

Aims

The service is available 24 hours a day, 7 days a week, 365 days of the 
year, and enables people to live independently for as long as possible..

Service standards (this is what you can expect from our service), we 
will:

Maintain a professional workforce through committed, motivated and 
trained staff

Ensure that community alarm representatives always wear a uniform and 
identification

Answer 98.5% of all calls within 60 seconds and 99% within 3 minutes, 
ensuring we are polite and courteous at all times

Provide you with a service specific to your needs

Contact you within 48 hours to arrange to visit and discuss your referral
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Install urgent alarms within 5 working days and all non urgent within 20 
working days

We will send you an annual questionnaire to offer you the opportunity to 
tell us how we are or are not doing

We will send you an annual newsletter

We will send you an annual report

Summary of the 2010 new Telecare Services Association 
(TSA) Code of Practice Audit

The new TSA annual audit inspection took place on the 18th, 19th and 
21st of January 2010 for Part 1 Operational Service, Part 2 Assessment and 
Installation, Part 3 Mobile Response and the service achieved all 3 parts no 
non-compliances. 

A nationally recognised accreditation our aim is to retaining the Code of 
Practice 

The remainder of this report outlines –
	 •	 our key achievements 
	 •	 performance 
	 •	 customer satisfaction levels
	 •	 plans for 2010/2011
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TSA Key Performance Indicators

Community Alarms have a key performance indicator to respond to all 
customer complaints within 5 days. 

Our achievements were:

•	100% response for all complaints received and responded to in 5 days

Our key performance indicator for completing urgent installations is to 
complete 90% within 2 days and 100% within 5 days

Our achievements were:

•	94% of urgent installations completed in 2 days
•	100% of urgent installations completed in 5 days 

Our key performance indicator for completing non-urgent installations is to 
complete 90% within 15 days and 100% within 20 days

Our achievements were:

•	98% of non-urgent installations completed in 15 days
•	100% of non-urgent installations completed in 20 days 

Our key performance indicator for completing critical faults is to restore 
90% within 48hours and 100% within 96hours

Our achievements were:

•	94% of critical faults were restored in 48hours
•	100% of critical faults were restored in 96hours
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Our key performance indicator for completing non critcal is to restore 90% 
within 10 working days and 100% within 15 working days

Our achievements were:

•	97% of non critical faults were restored within 10 working days
•	100% of non critical faults restored within 15 working days

Our key performance indicator for responding to emergency calls is to 
respond to 90% within 45 minutes and 100% within 60 minutes

Our achievements were:

•	93% of mobile response calls were attended within 45 minutes
•	100% of mobile response calls were attended within 60 minutes
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