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Careline Pre-Procurement Survey

Overview

The Careline system supports 
residents in their homes through a 
personal alarm and other support 
services. Our current contract with 
Careline is coming to end in March 

2021, and we have started the 
process of obtaining a new 

contract to provide this monitoring 
service. 

As part of this process we invited 
residents to complete a short 

survey to give us an idea on their 
views of the current service to 

feed into the procurement 
process. 

Approach

Letters and survey were sent via 

post with the options to complete 

either by returning the survey, 

speaking to a Customer 

Involvement Offer or by 

completing an online version of 

this survey. 

Impact

Residents living in our sheltered 
housing schemes can experience 
rapid change in their health needs 
that lead to greater support with 

independent living.  It is absolutely 
vital that the careline package 

residents pay for meets needs and 
expectations.  

This consultation allowed us to 
better understand our residents 
concerns and take a pro-active 
approach to managing a vital 

service.



How the project links to the Corporate Plan

We do the right thing – We involved residents who may have access to the careline system 
and live in our Care and Support schemes, category 1 housing or Crown Simmonds Properties.  
303 resident took part giving a total of 82 hours of their time.

We work together – Working together with the project lead the scope of the project was 
set, survey questions were devised and the parameter for responses including timescales 
were agreed.  The project report was shared with the project lead and Health and Safety 
Team.  It was also shared with managers to pass on compliments from residents to relevant 
staff members.

We get things done – From the responses 6 recommendations were made.  Some of the 
recommendations were used as part of the interview process for the procurement of the 
contract.  Another recommendation was shared with the service charge project team for 
consideration.    



Business Impact / Outcomes  

Did you achieve your objective?

We achieved the objective of 
providing sheltered residents with 
the opportunity to feedback on the 
careline service they receive.  The 
survey was sent to approximately 

3,500 residents.  

Residents could chose between 
an online survey, speaking to a 
staff member or completing a 

postal survey.  The best response 
rates were achieved through the 

postal survey.

What has improved for residents?

The new contract started during 
the pandemic.  The lockdowns put 
a lot of pressure on the operators 

at Appello Careline.  It was 

recognised that the Operators 
were over-stretched and also 
experiencing issues with IT 

connectivity due to working from 
their own homes.  However, 

despite these challenges we have 
received positive feedback.

What are you doing differently 
as a result of this resident 

involvement activity? 

This resident involvement activity 

highlighted how important letters 

and paper surveys are to this 

particular customer group.  This 

approach has been taken to more 

recent consultation exercises.



Testimonials
Here are some of the resident quotes about our 

Careline Call Service:-

"I don't pull the cord often but 

when I do someone answered 

quickly" "They take so long to answer the 
pull cord and I don't understand 
why they are not patient with me"

"Seems alright, not noticed any 
change as do not use it often"


