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Supporting People in Sandwell

This was the question asked to some of our wardens and service users recently.
The answers that came back were an over whelming “Yes it does” and to
demonstrate why, we invited both staff and service users to take part in the first
event to be held at ‘The Public’ in West Bromwich. This was an event organized
by Sandwell MBC Supporting People Inclusive Forum to celebrate in the
successes that demonstrate what support services mean to individuals who are
vulnerable.

A relative who recently sent us a letter about the kind support he and his mother
received when she moved into one of our Extra Care Schemes agreed that an
extract from it could be used; His mothers medical condition meant she could not
return home from hospital and would have to give up the home she had lived in
for 63 years, very unhappy and waiting to die.

The letter included “ Thank you to all the staff at Sandwell Homes who we have
been in contact with. The attitude and standard set has been professional, civil,
polite, listened to, hearing and understanding and a pleasure to talk to from the
Housing Officers at Ford Street office to the Housing Support Officers at Holly
Grange. They reassured us that all would be well and in fact it is better than that.
The staff let us have access to the flat so that we could prepare for the day,
carpets laid, furniture moved in so that mum could walk in and put the kettle on in
her own home. We now have our 94 year old mum content, at peace, frail but
making a good return to normal life, no longer wishing to die. The support
received from all the staff has been excellent and nothing is too much trouble”.

Annie is 90 years old, does not want to move but lives in a first floor flat and
often due to mobility feels isolated and unable to get down the stairs. Lisa Bishop
the warden has arranged for a shower and stair lift to be fitted for Annie and also
arranged for Ring and Ride to take Annie to the shops.

The Warden Una Hill had a service user who suddenly became ill and was
unable to walk. Una arranged a move to Extra Care accommodation; this

happened very quickly with the service user settled in her new home within 4
weeks.... Continued on Page 6
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The number of
surveys returned
in Augnst 2008

were 54.5%

49
questionnatres
were returned

with scores of

100%

25
questionnatres
were returned
with positive
comments see

extract opposite

94.4% of calls
received by
Community

Alarm were

answered within

30 seconds

98.1% of calls
recezved by
Commmunnity

Alarm were

answered within
60 seconds

VISION MANAGEMENT SYSTEM

Vision Management System is a software tool that enables us to
capture satisfaction feedback across our service area. A service
specific questionnaire is repeated quarterly and sent to service

users receiving the Warden Service.

There are 10 questions in total including how do you rate the

helpfulness of the warden in dealing with any questions you may
have and how do you rate the warden service helping you to

remain independent in your home?

Some of the findings from the latest survey are listed opposite,
below is an extract from one tenant from Wills Way, Smethwick
with positive feedback.

“Rosalyn Sadler is extremely sensitive to my needs, Kind, clever,

perceptive, understanding professional, you have a diamond”

All positive comments are passed to Customer Relations to
acknowledge Wardens are providing a good and valued service.

Weaknesses within the Warden Service are promotional activities
within the scheme and local community however Wardens in
Smethwick are already making a contribution to strengthen

community links and have set up the '"Happy Wanderers Club’ that
meets once a month at Smethwick Cricket Club, regularly

attended by Older People living in the community who receive the
warden service.

Our overall Performance Indicator Target is 8.50 and we are
pleased to have achieved 8.60 for August 2008.

Community Alarms are continuing to send out questionnaires to
service users and we will be publishing the results of our annual
survey in the next newsletter.

Targets are being met in relation to answering calls in the Control
Centre as set by the Telecare Services Association.
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CARERS CARD

New Community Care Initiative ....Coming Soon !

Sandwell Homes Community Alarms Service is working in Partnership with
Sandwell Adult and Community Services and Sandwell Primary Care Trust to

provide a Carers Emergency Card Service.
—

What is the Carer’s Emergency Card Service?

Carer’s Emergency Cards are one way of giving a little more peace of mind in
case of an emergency arising. Carers will carry a card (the size of a credit card).
Each card will have its own unique identification number with the

community alarms 24 hour telephone number on.
In the event of the carer having an accident or emergency the emergency
services will contact community alarms. Community alarms will then take the

appropriate action to alert other services or families that a vulnerable person is in
need of support.

Watch this space for the New Emergency Carer’s Card Service....Coming Soon !
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t%ml TENANTS WITH TALENT -
Tenants throughout the Borough are signing up to the Over
60’s Art Awards at Sheltered Schemes. The EAC (Elderly Accommodation
Council) is a National Charity that exists to help older people make informed

decisions about meeting their housing and care needs. They run a National
advice line and a very popular website.

The EAC are running their 15th year—Over 60’s Art Awards. It is a National Art
Competition that aims to encourage and celebrate the talents of older people.
Prize money of at least £250 is available in several categories e.g. Portrait, Still
Life, 3D Work, Photography, etc. So far several tenants have entered the
competition (art work on page 6) and if successful they will be informed of the
judges’ decisions by 22nd August 2008. If selected for exhibition, the organizers
will contact all finalists and all original artwork will be sent to London for the
exhibition. Once on display a second round of judging will take place to select
winners.
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REBECCA’S DAY AT COMMUNITY ALARMS

Rebecca Still Marketing Assistant for Sandwell Homes spent a day working
at Community Alarms. Here she describes her day.

On this particular morning there were 3 Community Alarms Officers taking calls
and responding to alarms one of which was a mobile officer attending to no
response calls (whereby no speech contact was available), providing access to
properties for emergency services, responding to clients who have fallen,
installation of alarms and so on. | was surprised at the amount of calls received
within the first few minutes | was there. On average the team receive around
7000 calls each month. Each call is varied and requires a different response or
action. All details are recorded onto the computer system so that whoever is on
shift knows the situation of each individual client and their previous history:
recording their previous reason for contact.

| spent the first part of the morning with the Control Operator who said, ‘she
loves the challenges she faces and enjoys helping people’.

Some of the calls received include:
Checking that the service users alarm works adequately (monthly check call)

Messages to pass to the warden, service user may have been out, on holiday,
returning home from hospital

Requesting a doctor, ambulance or family member

Requesting to report a repair to Sandwell Homes repair centre

Asking for assistance as they had fallen and needed to get up off the floor
..... the list was endless....

For the afternoon, | went out with the Duty Mobile Officer. The first call was to
someone who had activated their alarm but the Operator was unable to identify
what help they required. We arrived at the property in Langley to discover it was
a false alarm and the service user did not require assistance. Next call was to
Oldbury to install an alarm for a gentleman. Following this visit we received a call
from the Control Centre asking us to attend an emergency. We left immediately
and collected another Community Alarms Officer from the Control Centre to
assist. Two officers were needed as the service user had fallen, and after
completing a First Aid check (the service user was not injured) we were able to
assist them to safety with the use of specialist lifting equipment.

Whilst we were out, calls received from service users included 2 requests for an
ambulance to clients who had fallen with suspected injuries.

The team were a joy to spend the day with and | was most impressed. They
really are life savers!!






