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TELEPHONY SUPPLIERS – SUPPORT OF SOCIAL ALARM SYSTEMS

Telecare Services Association (TSA) has been asked by several of its members for advice on the potential risks to service users where the telephony supplier is not British Telecom (BT). 

What is the issue?

A number of telecare service providers have become aware of a problem following contact from some service users complaining that their alarm was not working. After several attempts at changing the equipment for new and not being able to make a test call, installers finally ascertained that the service user had changed their telephony supplier and that this was the cause of the service disruption.

Recommended Actions
It is recommended that telecare service providers collect and record information from service users in relation to the supplier of their telephony provision.  Where this is other than BT, reference should be made to the terms and conditions of the contract with the service user to ascertain whether that telephony supplier’s service supports social alarms.  Where the terms and conditions indicate that social alarms are not supported, the service user should be informed that there is a potential risk that the social alarm, when used, may not get through to the 24/7 monitoring centre.

Where the telecare service provider becomes aware that an existing service user wishes to change their telephony supplier to one that may not support a social alarm, procedures should be in place to ensure that the service user is aware that:
· not all telephony suppliers support social alarms

· it is the responsibility of the service user to check this before changing their telephony supplier 

· the service user should advise their telecare service provider when any such changes are made. 

In all cases telecare service providers should ensure that the service user understands the potential risks of their social alarm not getting through to the 24/7 monitoring centre.

Appendix 1 to this note is a Q&A Document that your staff can use to help provide advice to service users asking for guidance in relation to the potential risk issues of using telephony suppliers that do not support social alarms.
Appendix 2 to this note is a proforma customer declaration which could be used to provide a record of the current telephony supplier and confirmation that the service user has been made aware of, and understands, the potential service issues related to using a telephony supplier that may not support social alarms. 

2009 Telecare Code of Practice

TSA has included the requirement to hold information on the service user’s telephony supplier in its 2009 Telecare Code of Practice. TSA recommends that any telecare service provider yet to become accredited to the Code of Practice should also hold the service user’s telephony supplier details.
Lobbying Telephony Suppliers

TSA is aware how difficult it may be for service users and telecare service providers to establish an effective communication with telephony suppliers on issues relating to the performance of social alarms. TSA has a small number of relevant contact points in the telecommunications industry where unresolved issues can be escalated, if necessary and appropriate, once normal routes for problem resolution have been exhausted. Following the recent Ofcom public consultation these links are expected to be further strengthened and improved. Follow this link to find out more about TSA’s work with Ofcom: 

http://www.ofcom.org.uk/consult/condocs/ngndevelopments/responses/tsa.pdf
Following TSA’s involvement, and lobbying, with one telephony supplier regarding this issue they have agreed to look at improving communication with their customers who are social alarm users, in order to ensure that any potential risks to the service user are eliminated. TSA will continue to work with telephony suppliers on this issue and provide any further guidance which flows from these discussions. 

This is not a straight forward issue on which to give simple guidance and, in an environment where commercial and technical change is frequent, guidance may need to be revisited as circumstances change.
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