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Welcome to the Forestcare family
We would like to give a warm welcome to
our new manager here at Forestcare, Ashley
Freeland (pictured).
Ashley, who started with us in September
2015, brings with him a wealth of knowledge
from eight years in the sector.
He has been a learning disability manager,
regional care manager and operations manager,
working for charities and in the private sector.
Cllr Dale Birch, executive member for adult
services health and housing said: “Ashley has
developed a lot since being at Forestcare including an emergency
care service, he is a real asset to the team and we are looking
forward to what else he will bring to the table.”
Ashley said: “The best thing about working here is being able
to help people and building new services. I get a great buzz
bringing new products into the service and hearing the wonderful
compliments which come in about my staff and service.”

Our new lifeline of the future
We have introduced a new GPS mobile lifeline service, the Pocket
Pal, to increase confidence and independence for vulnerable people.
Up until recently, technology meant that lifeline alarms had to be
installed in the home and only had a range of the property and the
person’s garden.
Advances now mean that a lifeline can also be used while a person
is out and about and you can put in an emergency call no matter
where you are.
Cllr Dale Birch, executive member for adult services, health and
housing said: “There is an increasing demand amongst our existing
and potential lifeline customers to have the safety and security that
this lifeline of the future brings at home and away.”
The GPS technology can help us locate you if you get lost or have
an accident.

Test your pendant monthly

A quarter century of
helping you stay safe
and secure
This year, our dedicated team
of staff reach a milestone as
Forestcare celebrates its 25th
birthday.
There have been many changes
to how the team works and the
services offered since opening
in 1991. When the first phone
rang there were only six full-time
members of staff based at the
centre, compared to the 20 full-time
members and a number of parttimers now here.
Cllr Dale Birch, executive member
for adult services, health and
housing said: “It is great to see the
service turn a quarter century.
“The team is incredibly
enthusiastic and passionate about
their role within Forestcare. The
people who use our service are
our main focus and all the new
products and services we bring to
the table are here because of them.
“We provide our services to you
as the consumer, local authorities
or business, helping you stay safe
and secure.”
The 2015 audit was a great
success, we have retained our
accreditation by the telecare
service association (TSA) for the
24th year running.

It is important to check your pendant works
regularly and let us know if any of your information
changes (including your phone provider).

Just a reminder that all our calls are recorded for quality assurance purposes.

Tel: 01344 786500 E-mail: Forestcare.enquiries@bracknell-forest.gov.uk
Web: www.bracknell-forest.gov.uk/forestcare

Looking back over
last year

Takeaway service builds working
relationship

Over the last 12 months our
installers have been travelling
even further afield.
Paul and Dave have been
installing our telecare equipment
in South Oxfordshire where we
have seen an increase in lifeline
requests in 2015.
We have also bid farewell to
Forestcare manager Claire and
casual emergency response
officers who moved on to
pastures new.
Not only have we welcomed
new staff to the team but new
products and services too, all of
which have been introduced with
you in mind.

Working together with local hospitals is an important part of Forestcare.
During 2015 we continued to develop the relationship between
ourselves and hospitals in Berkshire.
Through these partnerships, we are able to offer the public an easier
transition between hospital care and home life.
There has also been an increase in patients being referred to the
service in need of lifeline support when they get home. So we created
a vital service for those who need it most of all; the telecare takeaway
service.
When a patient is discharged from hospital they are given a bag which
contains a lifeline alarm and other appropriate telecare equipment that
they can self-install.
We now supply to all local hospitals including Frimley Park, Royal
Berkshire and Heatherwood.

Facts and figures
• We handled 521,286 calls in
total during 2015,
• We answered 97.51% of
emergency calls within 60
seconds (target 97.5%) and
99.59% within 3 minutes (target
of 99%),
• 99.51% of install appointments
were made within 15 days
(target of 90%) and 99.79%
within 20 days (target of 100%).
All those which exceeded 20
days were at the request of the
customer,
• We repaired 97.22% of critical
faults within 48 hours (target of
90%) and 100% within 96 hours
(target of 100%),
• We repaired 98.91% of noncritical faults within 10 working
days (target of 90%) and 100%
within 15 working days (target
of 100%),
• When we visited you at home
we got there within 45 minutes
94.52% of the time (target of
90%) and within 60 minutes
97.86% of the time (target of
100%). Those instances which
exceeded 60 minutes were due
to circumstances outside of our
control. This applies to those
customers who ask us to act as
key holder for them.

Your thoughts
We would like to thank everyone who took the time to complete our
recent customer survey, we had fantastic results.
Over 96 per cent of you are happy with the quality of service we
provide and everybody using the service said the staff were very
polite and helpful.
We also try and keep price increases to a minimum and 94 per
cent of our customers found that we provide good value for money.
When speaking to someone on the phone, volume control is
something that is important to us and we always adjust the volume
to help anyone we speak to. The majority of callers found us to be
clear and easily heard.
We received 13 written compliments in 2015 and many more
spoken, a customer said they were “very happy with the service…”
and thanked the team for its help.
We received just three complaints which were reviewed and
resolved, two in our five day target, the other took slightly longer as
additional investigations were required.
Your feedback is always important to us.

Did you know...
• Having a key safe installed can enable the emergency services and
your key holders to gain access to your home if you are unable to
get to the front door?
• We can be your key holder and respond in an emergency?
• We can give you a call just to see how you are? Try our care calls
service.
• We will be offering
a new emergency
personal care service
in the near future?

Contact us for more details.

