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" Care Link Telecare Services

Customer Charter

Standards

*  We will deal with you quickly, courteously and fairly at all times.

* We will make sure our staff are properly trained and do their job
skilfully, competently and considerately.

* We will provide understandable, useful, accurate information.

* You have the right to question our decisions if you are unhappy
with them.

* We will ask you what you want from the service and, where
possible, take your views into account.

*  We will tell you what we do, how we do it and how well we
perform.

* We will respect confidentiality and your right to access personal
information we hold about you.

* We will make our service accessible by making information _
available in large type, on CD, Braille, in any language or format
you need.

* \We will contact you each year to check and update the details
we hold about you and invite you to comment on our service,

* We will test all Care Link equipment before we let a tenancy.

* We will test all alarm links to each scheme every evening to
make sure they are working correctly.

*  We will not provide personal care but we will contact Family
Services, Health Services or Emergency Services if you need
assistance with this.

* We will record all calls for monitoring purposes.

peace of mind 24 hours a day
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Care Link Telacare Services

ustomer Charter

Targets

* We will aim to answer all Care Link alarm calls within
15 seconds of them coming through to us and take
appropriate action.

* [fitis an emergency, we will contact the emergency
services or the person you have named as your contact
straight away.

* |fwe find a fault or if you report a fault with any Care
Link alarm equipment, we will get someone to inspect
the fault within four hours.

* We will aim to send out information to people enquiring
about our service within two working days.

* We are working towards visiting new referrals within ten
working days.

* We will consult and involve service users through the
Care Link User Group.

* We will do a Care Link customer satisfaction survey
every two years.

* We will issue updated news about Care Link News
to Care Link users on a regular basis and send out
information to people enquiring about our service within
two working days.

If you have a comment or complaint about our

service, please refer to our How to Complain fact
sheet for details on how to contact us.

peace of mind 24 hours a day



