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Welcome to Careline

We hope you are happy with your new Community
Alarm and are delighted to welcome you as a client.

Please keep this guide in a safe place.

If you have any queries at all about the installation
process, please call the Careline Community Service
team directly on 01553 616200 (option 1). We are
available 9am-5pm Monday to Thursday and 9am—
4:45pm on Friday.

When making a call from the alarm unit or pendant,
these calls will be answered by our monitoring centre,
who are available 24 hours a day, every day of the year.




How to make an alarm call
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’ Press the pendant —

If you need help, press your pendant.

2

Our monitoring team will answer —

When your alarm call reaches the monitoring
centre, all of your personal details will be
displayed on the computer. The monitoring
centre staff will speak to you and ask
whether you have a problem.
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+ Assistance will be sent to you —

O O They will then call your nominated contacts
or the emergency services if needed.



Your alarm unit
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How your setup should look
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Warning messages

Message What to do

Warning — telephone line
disconnected

Check the alarm unit is
plugged into a working
telephone socket

Warning — there is no mains
power

Check the alarm unit is
plugged into a working
electrical socket

Warning — radio blocking
detected

Check that the alarm unit

is not close to any other
electrical devices such as a
computer, television, radio,
electric fan or mobile phone.
If it is, turn off or move the
other equipment away from
the alarm unit to see if this
stops the warning message.

Warning — battery low

Check that the alarm unit
is plugged into a working
electrical socket

The mains power is restored

Nothing, power has been
reconnected to the alarm
unit

If the warning message persists, please call us on

01553 616200 (option 1).




Dos and don’ts

Do

Wear your pendant on your
wrist or neck at all times

Don’t

Expose the alarm unit to
water or other liquids

Test your home unit on a
regular basis

Connect cables other than
those supplied with the
alarm unit

Keep the alarm unit
connected to mains power
at all times

Move the alarm unit from
the location where it was
originally installed

Press your pendant if you
need to change personal
details and inform our
monitoring centre

Move objects close to the
alarm unit that either; create
a lot of noise or heat, or are
made of metal such as TVs,
radios, washing machines,
microwave ovens, WiFi
routers, mobile phones or
laptops.

Wear your pendant around
your neck in bed

Turn off the electricity

Keep your pendant
submerged in water for
longer than 20 minutes




Sound Booster

A small device that makes a big difference,
compatible with the Careline Alarm Unit.

The Sound Booster replicates the sound from the resident’s Alarm Unit
through a wireless connection. The Alarm Unit and Sound Booster can
be placed in different rooms so that if an alarm is raised, the resident
and monitoring centre can communicate more easily, as the resident will
be closer to a microphone and speaker. This reduces the possibility that
the monitoring centre operator wouldn’t be able to assess the risk to the
resident, and ensures that the appropriate response can be provided,
reducing the possibility of a No Voice Contact call.

The Sound Booster can:

- Raise the volume — speech from the Alarm Unit is reproduced in Sound
Booster so if the response centre raises the volume on the alarm unit, the
Sound Booster speaker volume will also increase

- Provide greater audible coverage throughout the residence

- Significantly reduce No Voice Contact calls (NVCs) and
unnecessary responder callouts

- Seamlessly pair with
your Alarm Unit

The Sound Booster features:

- Private wireless network
used only for the Sound
Booster, no crosstalk
with any other Alarm
Units in the vicinity

- LED lights showing
the status of the Sound
Booster, providing peace

of mind that the Alarm
Unit is working correctly

- A micro-USB power
connection

There is an additional weekly
rental fee for the Sound Booster.



Frequently asked questions
Will they hear me?

You do not need to be close to the alarm unit to speak. However, the further
away from the main box you are the fainter your voice will be. Speak loud
and clear to enable us to hear you. (Please refer to the Sound Booster on
page 8.)

What if | can’t speak?

If you activate your alarm and the operator cannot hear you, they have got
your details on the computer in front of them. They will automatically get
someone to your home to check on you.

Who will the monitoring centre contact?
If the operator is unable to hear you they will follow the procedure below:

1. Call the house phone. This will give you the opportunity to let them know
you are safe if you have pressed the pendant by mistake.

2. If at this point we have not managed to speak to you, we will try to
call your contacts in the order supplied. They will be asked to go to your
property and see if you require assistance.

3. If your contacts are not available or you do not have anybody locally, we
will then call the emergency services to carry out a welfare check.

What if | lose my pendant?

Please keep your pendant safe. If you lose your pendant we will provide a
replacement as soon as possible. A £60 charge applies and a visit is required.

What if | no longer require the equipment?

If you decide that you no longer require the equipment, you should call the
team on 01553 616200 (option 1) and advise that you wish to cancel the
service. You will need to return all of our equipment or you will be charged.

What if | find it difficult to press the pendant?

We are able to provide an easy press adaptor which is a clear plastic case
which clips over the pendant. Just call the team on 01553 616200 (option 1).

Will | be charged for pressing my pendant?

When you press or activate your pendant you are effectively dialling out to
our monitoring centre. How much you are charged for this call will depend
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on which phone provider you are with. We recommend you speak to your
provider as you may be able to add our monitoring centre numbers 08456
032 462 and 08456 030 207 to your free minutes package.

How we will use your
information

The Borough Council of King’s Lynn & West Norfolk’s Careline service has
registered its use of your information with the Office of the Data Protection
Registrar, which means we must comply with the Data Protection Act 1998.
We have obligations to keep your information secure and confidential and
we may only use your information for Careline purposes. Our working
practices are organised in such a way that our regular everyday actions
will always ensure your information is safe. If you would like any more
information please call 01553 616200 (option 1). For the security of all
customers and staff all calls to the call centre are recorded.

Contact us

We hope to solve your query, deal with any problem or answer any
questions immediately. Some problems however may need further
investigation. We aim to solve these within 15 working days. If we cannot
reply in full within 15 working days, we will write to you and explain the
reasons for the delay and tell you when we will be able to give you a full reply.

If you have a problem please write to us at:
Careline Community Services Manager

Borough Council of King’s Lynn & West Norfolk
King’s Court, Chapel Street, King’s Lynn PE30 1EX

Our overall objective is to resolve problems at this stage and put right any
complaints which are upheld. Our reply will clearly explain our position in
respect of your complaint.

If you're not satisfied with the response you receive, you can submit a
corporate complaint. Please ensure you have raised your complaint with
the service area in question before making a formal corporate complaint.

Ways to submit a complaint:

- fill in our online complaint form at https://forms.west-norfolk.gov.uk/
CORPORATECOMPLAINT/launch

- telephone 01553 616200 (option 1)
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- email complaints@west-norfolk.gov.uk

- write to us at Complaints — Democratic Services, Borough Council of King’s
Lynn & West Norfolk, King’s Court, Chapel Street, King’s Lynn PE30 1EX

Your complaint will be acknowledged within two working days. The relevant
Executive Director, or their authorised representative, will try to respond
with a full reply within 15 working days. If the complaint is particularly

complex, an interim response will be sent.

Other products and services

“

Falls Pendant

The falls pendant will automatically call
our monitoring centre if you fall, there is
no need to press a button.

Smoke & Carbon Monoxide Alarms

Our smoke and carbon monoxide alarms
automatically send a call through to our
monitoring centre if activated.

Key Safe

We can supply a key safe so emergency
services or trusted contacts can access
your home should you need help.

Assistive Technology

We have a range of equipment to support
people living with long term health conditions
including dementia.
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