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Introduction

The past year at Care Connect 
has been one of positive 
change and development. In 
the aftermath of the COVID-19 
pandemic, we continued 
providing an essential, often 
life-saving service to all our 
customers across County 
Durham. We even received a 
Recognition of Contribution 
to Public Health Award 
from Public Health England, 
congratulating our staff and 
service on the protection of 
residents and communities of 
County Durham.

24/7 service 
throughout 

the pandemic
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Service Improvements and Developments

The past two years have proved challenging for Care Connect; however we 
continued to improve and develop the service:

• We have continued to deliver the Home from Hospital Service. 

• We have retained our accreditation to the Telecare Services Association 
(T S A) Code of Practice.

• We upgraded our call handling system and worked with our equipment 
supplier to ensure we can provide you with the best possible service.

• We prepared to upgrade our management system which will go live in 
November, enabling staff to manage the Care Connect service under one 
platform.

• We adapted to hybrid home working, enabling us to carry on providing 
our services in unprecedented times whilst also offering flexibility to our 
staff.

• We have continued to 
provide a service in 
partnership with the North 
East Ambulance Service to 
help with non-injury falls.

• We continued to prepare 
for the digital upgrade and 
we will continue to provide 
customers updates on any 
telephone line changes as 
they arise.

The demand for the Care 
Connect service continues 
to increase, with 11,040 total 
customers using our services. 
We receive an average of 183 
new customers joining each 
month which is fantastic.

The service objective is to assist and protect 
our vulnerable customers to maintain their 
independence in their own home. The referrals 
for Telecare equipment continue, with 2,351 of 
our total customers being supported at home 
with this equipment. 
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In September 2022 we underwent an external audit carried out by 
our industry regulator, the Telecare Services Association (T S A), an 
accreditation we have maintained for many years. The audit examined 
all our procedures and working practices to ensure we deliver a safe and 
responsible service. The following provides you with a summary of how we 
deliver the service:

Performance Indicator Target Achieved

% of emergency calls answered within 1 minute 97.5% 97.5%

% of emergency calls answered within 3 minutes 99% 99.8%

Arrived at property within 45 minutes of an alert 90% 97.5%

Arrived at property within 60 minutes of an alert 100% 99.5%

Survey Content
In this survey we requested the views of 10% of our current customer 
base which were selected at random. The questions were aimed to gather 
information about how we delivered the service and we also asked for ideas 
about service improvements.

Feedback is very important to us. We listen actively and log all feedback, 
taking the time to analyse, and then thinking of the best possible solution 
to perform better. It provides positive criticism and allows us to see what 
we can change to improve the Care Connect service offering. We sent out 
870 surveys to which we received a good number of responses, providing a 
28% response rate.

Survey top-line results
The survey has produced some very 
positive headlines with some of the 
figures noted below, showing an 
improvement in customer satisfaction 
compared to the 2020 survey.
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Customers who had contacted us for assistance 
provided amazing results:

• 100% of customers stated
Care Connect staff handled
their call appropriately.

• 100% of customers reported
that Care Connect staff were
polite and professional.

• 99% of customers said their
support needs were met on
that occasion.

• 96% of customers stated their
calls were answered within
1-3 minutes of calling. 65% of
these were answered within 1
minute.

• 95% of customers stated that
staff arrived at their home
within 0-45 minutes. 63%
of these arrived within 20
minutes.

One notable question asked produced excellent 
results and lots of positive feedback:

• 100% of customers found Care Connect staff helpful.

If their answer was yes, we asked for comments to describe how.

We received 115 comments, here are a few examples below:

• Very friendly staff with great patience

• Polite and respectful throughout

• They were friendly and answered any questions I asked

• The engineer was very professional, caring, and polite he explained what
he was doing and why - excellent service

• As I am deaf, they adjusted their speech so I could understand them.
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Other results show how our customers 
feel about the service:

• 100% of customers stated they would recommend Care Connect to
family and friends if they needed it.

• 99% of customers stated that the Care Connect service helps them to
remain independent at home.

• 99% of customers said the Care Connect service helps to provide
reassurance to their family or carers.

• 97% of customers stated that the services Care Connect provides were
either very good or good.

Our Response team continues to wear P P E to protect 
themselves and all customers:

• 99% of customers felt safe knowing that staff continue to wear personal
protective equipment (P P E) e.g. masks, gloves and aprons.

When we asked customers to think back to the 
installation of their equipment:

• 100% of customers stated their appointment for equipment installation
was made at a suitable time.

• 100% of customers stated that during the installation, they were treated
with dignity and respect by staff.

• 99% of customers stated that Care Connect staff introduced themselves.

• 99% of customers stated they were shown how to use the equipment and
features in a manner that was easy to understand.

• 99% of customers reported that the service was fully explained to them.

• 98% of customers said that staff showed them their identification badge.

• 98% of customers said that the equipment was installed within 5 days
from requesting the service.
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Care Connect asked our customers what they liked best 
about the service, and we received 102 comments. 

• 30% of the comments referenced that we were always there when needed.

Here are a few examples:

I feel safe 
knowing 
help is at 

hand

It’s 24hr 
availability

Speedy 
assistance, 

friendly 
professional 

care

They are 
always 
there

Gives me 
confidence

Here 
at the 

press of a 
button

Other comments included:

• Only ringing once a year on my birthday

• Cost but I suppose it has to be paid for somehow

• Worry about the digital switch

• Nearer response to service

• Leave well alone

• Service fulfills my needs therefore I am totally satisfied

• No problems

• No dislikes
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Whilst the survey has provided some excellent feedback 
in support of the service, there were areas Care Connect 
management noted for improvement:

• Notifying new customers of additional services on offer. The survey
results show 77% of customers stated they were informed of the
additional choice of services we provide. We’d like to improve this figure
by ensuring all customers are aware of all the services available to them.
We will deliver further training to staff and re-examine our Welcome Pack
literature which outlines everything about Care Connect.

• Informing customers that all calls made via the equipment are recorded
and the reasons why. Survey results showed 88% of customers were
aware of this.

Of the customers who completed our survey, how people heard about Care 
Connect are as follows:

Advertisements 
6

Carer 1
Hospital or 

Doctor  
20

Social Services 
22

Family and 
Friends  

43

Housing  
Provider 1 Online 6

Of the customers who completed our survey, the percentages for the ages 
are as follows:

16-24

0%

25-59

4%

60-74

13%

75-84

35%

85+

51.1%
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Conclusion

Our Annual Customer Satisfaction Survey requests feedback from 
customers on different parts of the services we provide to gather a well-
rounded view of how we have performed over the last year.

We received either 100% or 99% agreement from customers on 13 of our 
questions, which is excellent progress.

We’ve received a lot of positive feedback this year, but we do pay close 
attention to the areas our customers highlight for improvement. We will 
be organising consultation groups for our customers and their families and 
asking those who wish to, to come along and talk about the Care Connect 
service soon. We will be also introducing some website changes to show all 
our additional services and ensure our website is clear and easy to use.

All Care Connect staff will be briefed on the results of this survey and a 
copy of the survey will be available on our website:  
www.durham.gov.uk/careconnect

You can also follow us on Facebook for news and updates here: 
www.facebook.com/CareConnectDCC

To find out more information on the Care Connect service, you can watch 
our informative video at www.bit.ly/38SSmSb

Ashleigh Phillips
Care Connect
Service Development Manager

14th October 2022

https://www.durham.gov.uk/careconnect
http://www.facebook.com/CareConnectDCC 
http://www.bit.ly/38SSmSb
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