Case study: Connected Care

Using PNC to support new
models of service delivery

The challenge

Approaches to social care are evolving in order to meet

the challenges of rising demand for community-based
services, people wishing to remain in their own homes,

and living longer with more complex support needs. These
challenges are set against a backdrop of reducing budgets
and the need to focus on prevention and delaying the need

for formal care and support.

How has South Tyneside’s Technology and Independence
Service used PNC8 and Service Manager as a platform

to enable a new service delivery model which is more
flexible and efficient, and delivers better outcomes for
service users?

What we did

Like many local authorities in England, South Tyneside
Council is reviewing the way in which it supports people
who need care, including the way it delivers statutory
services to people who need support to regain and retain
independence. It is seeking new approaches, which will
enable increased efficiency whilst delivering more holistic
and outcomes-focused means of support which improve
user experience and involvement.

The Council’'s Technology and Independence Service
plays a key role in helping people to remain safe and well
at home, and the service was evaluated to examined the
ways it could be redesigned to become more proactive,
progressive and integrated.

PNC8 and Service Manager was chosen to provide a
technology platform to enable new ways of working to
be introduced, such as integrating the old visiting warden

service into a regulated care response service and creating

more flexible job roles. The system allowed community-
based assessment to be maximised and reduced the
duplication of tasks through the use of tablet-based
technology in the field.

Tunstall PNC8 and Service
Manager functionality have
improved our processes and
quality within the service, and
contributed significantly to us
achieving Quality Standard
Framework accreditation.

Craig Danks, Operations Manager,
South Tyneside Council

South Tyneside Council



What we did

The PNC8 also allowed for better integration with the council’s
computer networks, and disaster recovery is available from
hand held devices, reducing the need for relocation during
emergency situations.

The redesign of the service enabled a care responder service
to be introduced, which now supports people living in their
own homes around the borough of South Tyneside. The
service includes hospital to home support for up to five days,
and overnight planned and emergency response in addition
to the standard emergency response to telecare alerts.

This wider focus improves the user experience by providing
expert support combined with more holistic, coordinated and
faster access to care and support, as well as making best use
of staff time.

E In South Tyneside, we remain
committed to supporting

m our residents with the right

support, at the right time,

in the right place. These

challenging times require

a fresh approach and new

thinking, and our focus is

on early intervention and

prevention, improving access

to personalised services and

support whilst maximising

the user experience.

The Technology and

Independence Service plays

a key role in helping us to

achieve this.

Councillor Tracey Dixon, Lead Member

for Independence and Wellbeing,
South Tyneside Council

Assessments have a strengths and asset-based approach
through an in-house expert assessor, encouraging people
to retain responsibility for their own health and wellbeing,
supported by their friends, family and communities.

As well as helping people living independently at home, the
Technology and Independence Service works with Extra Care
and Independent Supported Living Schemes, helping them
to use technology to improve independence and safety, and
allowing greater flexibility of support.

The new approach, along with hospital to home service, is
helping to prevent delayed transfers of care. Responders
also signpost to other services, such as the Falls Team,
Safeguarding and Fire Services where they identify need.




Results

The new service structure is the platform on which The
Technology and Independence Service will build its future
digital offer, and is on target to deliver a better experience

for people who require support, giving them greater control
of their lives and wellbeing. The next steps of development
include the introduction of more digital-based technologies
and a greater focus on sensor based approaches, which
maximise support at times of need and allow greater flexibility
for users and their families to take control.

The introduction of the new structure is on target to

deliver the required full year savings. By choosing PNC as

a foundation for delivering the service, as well as creating
efficiencies and increasing capacity, the service is prepared for
the digital future. PNC has supported staff roles to become
more flexible, creating maximum capacity and productivity.

The new service model is delivering a wide range of benefits:

e Since the introduction of the new service structure, staff
are multi-skilled and can therefore proactively visit people
with identified needs, rather than just responding to crisis.

* Because PNC enables staff to update records in the
field, all information is always up to date, supporting
better decision making with real time information. It also
means staff don't have to return to the office to complete
administration, freeing up time for other tasks.

e Assisted workflow gives operators prompts on how
to manage calls, helping them to work efficiently and
consistently, improving the service user experience.

e PNC's stock management functionality makes it easy to
assign equipment to individuals, and see at a glance what
equipment each individual is using.

PNC can support digital technologies and is designed to

enable interoperability; traditional telecare solutions such
as home units and pendants will be used in combination
with newer technology such as voice activated devices
(e.g. Amazon Echo) and sensor-based systems which
identify changes in normal patterns of behaviour.

This enables service users to easily access help in an
emergency, but also do more for themselves, and allows
families and care staff to offer support at an early stage if
the system indicates it may be required.

PNC'’s remote working capability also means that should
the monitoring centre encounter operational difficulty,
staff can manage calls remotely, rather than all staff
needing to decant to another location to ensure
business continuity.
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Lifeline Smart Hub

South Tyneside’s Technology and Independence Service
has recently begun to use Tunstall's Lifeline Smart Hub, an
IP enabled home unit which has been designed to provide
a future-proof platform for the delivery of care as the UK
transitions to a digital communications infrastructure. The
Smart Hub can operate as an analogue unit, switching

to digital when needed, and comes with the Tunstall
Connectivity Pack, which includes a multi network, low
cost SIM.

The Service is realising a number of benefits as a result.
The Smart Hub can be placed anywhere in a client’s house,
rather than needing to be close to the main telephone
socket which is often in the sitting room where the
television can make it harder for operators and clients
to hear each other. Placing the Smart Hub in the hall, for
example, can extend the reach of the microphone and
speaker further around the home. It also means Smart
Hubs can be quickly and easily used in the event of an
emergency such as a home unit breaking, or phone line
failure, in line with TSA guidance.

The SIM roams, so Smart Hubs work in every area and find

the strongest signal. The SIM cost is capped at £5 per month,

and clients have responded positively to having this clarity on

cost. The Smart Hub can also be programmed remotely, which

means ancillary items can be programmed at the monitoring

centre and collected by clients, rather than a member of staff

having to visit the client’s home to programme it.

I've been really impressed
with the Smart Hub. The
functionality is great and

it's simple to programme
and install. As fewer people
have landlines, | can see

it becoming the standard
home unit.

Robert Johnson, Senior Assistive

Technology Officer,
South Tyneside Council
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