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Some statistics

620
surveys 

completed

91%
feel the service 

provides them with 
value for money

92% 
were satisfied 

with the speed of 
response

96%
would recommend 

the service 
to a friend

98% 
overall satisfaction with 

customer service and 
helpfulness of staff

96%
given friends and 

family peace 
of mind



We have had another busy and exciting year where 
we have continued to grow the service and had 
many significant achievements.

We are pleased to confirm that we have retained 
our Platinum TSA accreditation for the 9th year, 
which is a sign of the fantastic quality of service 
we offer to our customers. This is also evidenced 
as for the fourth year running our TSA audit had 
no improvement needs identified by the external 
auditor.

We have also maintained our ISO standards for the 
8th year running: 

ISO9001 – Document Management
ISO14001 – Environmental Management
ISO18001 – Health and Safety Management

We have welcomed seven new team members this 
year and have also celebrated with a retirement 
party for one of our Installer & Profilers, who has 
retired after 29 years with the service.

One of our targets for last year was to restructure 
the team to improve Customer Service and Quality. 
The new team structure is now in place and we 
have two teams, the Customer Relationship Team 
managed by Sarah McLoughlin and the Response 
Team managed by David Hughes and Lesley 
Tordoff. Each team also has a dedicated Quality & 
Training Officer to ensure we are maintaining high 
quality standards and investing in the personal 
development of our staff.

We will continue to build upon the quality of 
service we have developed and aim to exceed 
customer expectations at each interaction. We 
will continue to build upon the partnership 
relationships we have with Police, Ambulance 
and Fire Services and explore new products and 
services to help us continue to meet the needs of 
our customers.

We pride ourselves on our quality of service and 
we hope that you will find our annual report 
interesting and informative.

Best wishes,

Helen Hughes
Sanctuary365 Manager.
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You Said, We Did
We value all customer feedback and we are 
dedicated to improving our services for all of our 
customers.

You Said:
You would like a mobile telecare solution to  
enable you to feel safe outside of your home.

We Did:
We have introduced new discreet devices to our 
portfolio which support our customers when they 
are out in their local communities. The devices 
have location detection, falls detection and the 
ability to contact our team for help. For more 
information ring our Customer Relationship Team 
0330 123 3 365

You Said:
You would like to speak to the same person 
throughout your journey with us.

We Did:
We have appointed a single point of contact for all 
interactions with us.

You Said:
You wanted more contact from us. 

We Did:
We have introduced six monthly reviews for our  
telecare customers.  So we will contact you after:
6 weeks, 6 months, 12 months. To ensure you are 
receiving excellent customer service.

Our service 
Our mission is to holistically support people 
to live independently within their own 
homes and communities with life enhancing 
technology and services. 

This year

• We successfully handled 1,157,000 calls
over 365 days with 98.5% of our calls
consistently answered within 60 seconds
or less.

• We made 54,456 well-being calls to
customers to check they are ok when
they have just returned from hospital,
have been unwell or generally needed
reassurance.

• We have escalated 40,298 to Emergency
Contacts (including, family, carers, and
heath professionals) when a customer has
requested help or we need to inform them
of an emergency.

• We have made 6,861 calls to the
Ambulance Service, Police and Fire
Service where there has been a significant
incident or an emergency situation
involving our customers, ensuring help is
provided efficiently and effectively.
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We have also introduced Sanctuary Staff 
Awards. Our Staff Awards recognise 
exceptional performance, when staff 
consistently deliver great results, where 
they went the extra mile to make a 
positive difference to our residents, 
communities and the business, and 
where they are demonstrating our values 
at a high level. They also recognise staff 

that have gone above and beyond the normal expectation of 
their role. Any employee can nominate another member of staff 
for the quarterly award.

Pictured from left to right are Lin Jones, David Favager, Dave Jones 
and Chris Potts.

Working in Partnership
Our focus this 
year has been falls 
prevention. We 
have been on the 
road to share the 
fantastic benefits 
telecare can bring 
to peoples lives 
and the great 
work delivered by 
Sanctuary365.  

In April, we presented a joint workshop with the 
Falls Prevention Team at the North West and North 
Wales Back Exchange Forum in association with 
the Working Well Together Group and North West 
Wales Health & Safety Group.

In August, the team spoke at the Falls Prevention 
in Primary Care Study Day - Working in Partnership 
with the Community Falls Lead, Wrexham Maelor 
Hospital with over 200 delegates.

We have also partnered with the Falls Prevention 
Team to facilitate reciprocal training sessions. 
The Falls Prevention Team learnt all about the 
technology Sanctuary365 can provide to assist 
with falls prevention. The Sanctuary365 Team 
learnt about skills and techniques they can use to 
help support people when they have fallen and 
need help. 

We have learnt that a quick response can be life 
critical and people who remain on the floor for an 
hour or more – ‘the Golden Hour’ – are more likely 
to be admitted to hospital.  

Over the course of this year, 2,918 alarms have 
been raised due to people falling within their 
homes. Our experienced call handlers have quickly 
and efficiently arranged help and importantly 
supported and reassured the person so they know 
help is on the way.
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Annual Purple Day 
Purple Day is an annual celebration for older people, held 
during Older People’s Month and inspired by the well-
known Jenny Joseph poem ‘Warning’, which opens with the 
line: ‘When I am an old woman I shall wear purple…’

The event was organised by members of Sanctuary’s 
Group of Older People living in Sheltered Housing (GOSH 
Enterprises).

Our Performance (KPIs)
One of the ways that we monitor our performance is in line with the national Key Performance Indicators 
(KPIs) set by the TSA in line with our Platinum accreditation. You can see as summary of our achievements 
against these targets below: 

TSA Alarm Call Monitoring Targets

Apr May Jun Jul Aug Sep Oct Nov- Dec- Jan- Feb- Mar-
17 17 18 18 18

Calls handled 119724 90823 51381 70367 58272 45789 55352 55004 62310 62330 72678 61419

% of alarm calls 
answered within 60 sec 
(target 98.5%)

98.9% 98.9% 98.9% 98.9% 99.2% 98.9% 99.0% 98.83% 98.57% 98.73% 98.97% 98.82%

We are really proud that for the first time ever we have met our Alarm Call Monitoring Target consistently 
for 12 months.
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TSA Call Quality Targets Target Achievement 
in the last 12 
months

Two calls monitored per month, per staff member for training and 
quality purposes 100% 100%

TSA Installation & Maintenance Targets

Emergencies which require response within 45 minutes of the call 90% 92%

Urgent Installation completed within 2 working days 100% 100%

Non urgent installations completed within 15 working days 100% 100%

Critical alarm faults resolved within 48 hours 100% 100%

Non critical alarm faults resolved with 15 days 100% 100%

Targets for Improvement
We are committed to the continuous development and the continued provision of excellent quality 
services. To ensure this is maintained, we plan to achieve the following during 2018/2019:

• TSA Audit new Quality Standards Framework – November 2018
• Build on our training options for colleagues with formal telecare qualifications by working with The 

Centre of Housing and Support.
• Update our documentation, contracts and procedures to ensure we comply with the General Data 

Protection Regulation from May 2018
• SMS messaging implementation  to increase the communication tools we have available to support 

our customers  - June 2018
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Compliments and 
Complaints

2016 / 2017
Compliments 118
Complaints upheld 18
Complaints not upheld 20
Total complaints received 36

Comments you made 
about our service

“Always answer quickly and always polite 
but more than this, they are reassuring. 
And never abrupt if pressed accidently, 
always nice.” 

“I sleep better knowing I am secure.”

“We wish to thank all the team very much. 
It was very nice talking to you every day it 
was nice you were there to help.”

“The service (alarm system) is serviced 
regularly by a very nice gentleman so you 
don’t feel like you have been forgotten.” 

“When I had a fall the response was 
excellent. Kind, soothing words helped 
reduce my fears.”

“Great service, instillation first class.”

“Very quick response. Brilliant.” 

“I had an amazing response when taken 
very ill during the night - without the quick 
response I was told I would certainly have 
died. Thank you.”

“I am delighted with the kindness and care 
I have received and my trouble taken by 
your staff to make me feel safe important 
and cared about.”

“Excellent prompt service, very well 
mannered.”

100% 
of complaints resolved  

within 20 days

This year we have seen a reduction in the number 
of complaints received and we continue to 
receive a high number of compliments for the 
fantastic service our team deliver.
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What prompted you to consider telecare?

I was referred to Sanctuary365 by a carer from the Council after I suffered 
a stroke in my front garden. As I live alone there was nobody to call for 
help. Having telecare would mean that I receive the help that I need in an 
emergency.

What did we provide for you?

The Sanctuary365 staff have all been lovely whenever I’ve called. The 
installation process was very smooth and the technology was well 
explained. 

Sanctuary365 gave me a personal pendant that works in the garden as 
well as the house. The service gives me peace of mind that I can be out in 
the garden and still receive support should I have another stroke. When I 
needed a new pendant, there was absolutely no delay in one of the team 
bringing it out to my home. 

I am very security conscious, so having the bogus caller button and key safe 
as well makes me feel safe and secure.

How have we supported you?

Without Sanctuary365 there could have been serious damage to my home. 

I woke up at 2 o’clock in the morning and put some sausages on to fry. I 
left the frying pan on the heat by accident when I went back to sleep. The 
smoke detector that Sanctuary365 had installed in my kitchen alerted the 
team of the excess smoke. The team called the fire service immediately as 
they couldn’t get in touch with me. By the time I woke up again, the fire 
engine was already outside.

Would you recommend the service?

Yes – the service is better than I could have expected and I have already 
recommended it to friends. I always tell people about the support 
Sanctuary365 gave me to prevent a fire. 

The service provides peace of mind to both me and my daughter – we have 
both found the whole offering excellent.

“Sanctuary365 helped me to  
prevent a fire in my home”

Mr Schleising, Wrexham 
County Borough Council and 
Sanctuary365 customer

“The service makes me feel  
safe and secure – I would 
recommend it to anyone”

Mr Schleising benefits from 
a dispersed unit, a personal 
pendant, a bogus call button,  
a smoke detector, a temperature 
extreme sensor, and a key safe.
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OUR values

our 
mission

To remain a market leader in the 
provision of high quality housing, 
nursing and residential care, and 

community services.

AMBITION

quality
We focus on delivering positive outcomes
for our customers.
We have high standards; providing efficient 
and effective services.

sustainability
We continue to build a sustainable 
business model for our people and 
our customers.
We deliver services ourselves 
wherever possible.

diversity
We respect and value the           
diversity of our people. 
We are committed to fair access 
to services for all of our 
customers.  

We invest in and care for our people 
and communities.
We seek opportunities to grow our 
business.

integrity
We act with honesty and integrity in all 
that we do.  
We’ll do the right thing, even if it’s not 
the easy thing.

Sanctuary Group’s mission and values

Our mission is to remain a market leader in the 
provision of high-quality housing, nursing and 
residential care, and community services. 

We believe no-one should be homeless. Everyone 
should have a decent home that they can afford 
and that meets their needs and circumstances.

We believe care should be accessible to all who 
need it and should be delivered with dignity, 
respect and, above all, kindness.

At the core of our business are Sanctuary’s 
values: ambition, diversity, integrity, quality and 
sustainability. These set the way we conduct 
ourselves and how we do business.



We need you!
Your Story:

Are you interested in sharing your story? Perhaps we have 
helped you in an emergency or just provided you or your 
family with reassurance that you are safe? Sharing your 
story can help other customers who are considering 
whether to use our service.

Your ideas:

Could you help us to shape our service? We 
are looking for people who are happy to 
engage and give us honest feedback 
about our services.

If you are, please contact us on 
0330 123 3365
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Sanctuary365
Centurion House
77 Northgate Street
Chester
CH1 2HQ

Tel: 0330 123 3 365
Email: 365enquiries@sanctuary-housing.co.uk
www.sanctuary365.co.uk
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