London Telecare: Benchmarking Report .
Quarter 3 (Oct — Dec) 2005 - 06 Telecare
StandardS/aCtiVity Croydon | Enfield Greenw’ | Hav’ring | Hounslo | Islingtn K&C Lambth | Lewish’ | Merton Richm’d | T.Ham Wycom Average

1 Call answering — response
times & usage

No of incoming alarm 4673 | 24933 | 30844 | 23839 | 25811 | 23979 | 13502 | 23251 | 32140 | 40159 | 18185 | 10101 | 10723 | 21703
calls

% answered within 30 88.3 93.3 96.1 89.7 95.2 91.0 97.9 87.9 88.1 86.0 95.8 92.5 92.7 91.8
secs (80% target)

% answered within 60 97.8 97.6 98.5 96.5 98.6 94.8 99.3 95.9 95.5 93.3 97.8 97.1 96.8 96.8
secs (98.5% target)

Average accept time in N/av | 10.75 7.73 13.7 N/av 11.3 10 14.6 N/av N/av N/av 10.2 N/av 11.1
seconds

No of calls made per 2.1 8.7 6.3 6.5 10.3 12.9 6.4 7.9 8.6 12.9 6.2 4.9 3.3 7.4
connection

No of emergency visits 582 514 779 442 221 795 204 210 873 228 86 106 144 168
(visiting services only)

No of emergency visits .24 A7 .16 A2 .08 42 .09 .07 .23 .07 .02 .05 N/av 14
per connection (ditto)

No of visits—to install, 424 70 707 294 168 217 346 195 134 218 214 83 137 246
check, collect alarms

3 Prompting people to test

alarms

No of contacts made to 0 750 973 600 517 928 | N/av| 6450 | 1,286 625 735 0 0

prompt test

No of referrals for service 195 107 201 167 51 96 | N/av 78 110 118 | 146 46| Nav| 119
No of dispersed 192 70 174 165 32 40 68 66 99 83 126 39 25 90
installations

Security sensors installed 0 0 37 0 0 0 0 0 0 6 2 0 0

(PIR +Smoke Detectors)

Total installed to date 1 0 222 0 0 1 0 0 2 6 2 0 0

No of bogus caller 0 0 99 0 0 0 0 0 0 0 0 0 0
buttons installed




Croydon | Enfield Greenw’ | Hav’rin Hounslo | Islingtn K&C Lambth Lewish’ Merton Richm’d | T.Ham Wycom Average
Standards (cont) v g g y d

No of telecare sensors 11 0 0 8 0 0 0 0 0 0 0 0 0
installed
Total installed to date 83 0 0 8 0 0 0 0 10 17 0 0 36
_NObOf disp:rsed alarms — 986 | 1500 | 3158 | 1792 | 1480 | 1151 920 786 | 1475 | 1462 | 1227 | 1023 571 | 1348
in boroug
No of dispersed alarms — 0 0 161 0 18 0 0 0 2 85 897 0 0
out of borough
{;IO of sneltered —in 1200 | 1271 1487 | 1836 980 698 947 | 1775 2167 399 632 | 1031 2671 | 1314
oroug

No of sheltered — out of 0 90 53 0 14 0 243 282 87| 1166 164 0 0
borough
Total connections 2188 | 2861 4859 | 3628 | 2492 | 1849 | 2110 | 2930 | 3731 3112 | 2929 | 2056 | 3242 | 2922
No of connections as a % 4.7 7.5 10.8 7.0 5.5 4.7 8.3 12.6 12.2 6.2 4.5 7.9 7.3 7.7
of total (100%)
No of peog)le in borough 20300 | 18000 | 13900 | 19000 | 11000 7700 9500 | 10900 | 13000 | 11900 | 12100 7800 N/av 1292
aged 75+
Local Connections as a % 10.7 15.3 33.9 19.0 22.6 24.0 22.2 24.2 28.0 15.6 24.2 26.3 N/av| 22.1
of those aged 75+ (%)

¢  Charges
Weekly charge for 2.50 4.03 4.50 4.00 3.08 2.91 3.00 3.00 2.12 4.39 3.16 1.92 4.14 3.28
dispersed-Non-visiting (£)
Weekly charge for 4.65 6.54 4.50 4.00 4.62 6.96 5.30 3.00 4.19 6.52 N/av | 1.92 N/av 4.74
dispersed -visiting (£)
Proportion of people 26.1| 335| 39.7| 21.2| 353| 550| 25.3| 38.9| 40.7| 29.1| 22.0| 509| N/av| 348
aged 65+ living on benefit
Rank of Council, where 1 208 98 42 316 81 3 232 51 36 146 395 7| N/av 134

= most disadvantaged ©®

7 Staff : client ratio

Non-visiting service 1:220 1:216 1:294 | 1:243

Visiting service 1:254 1:285| 1:210| 1:166 1:97 | 1:226 | 1:225| 1:222 | 1:222 1:158 1:206

% Includes security sensors; % +* +° Source: CPA - August 2004. Rank of Council applies to England and Wales

N/a = Not Applicable N/av = Not Available Date: 10-03-2006 julian.allan@greenwich.gov.uk



