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Good, Better, Best. Never let it rest. ‘Till your good is 
better and your better is best. 
St. Jerome

Emphasis and focussing on our customer’s – that is our 
motto at MASCOT Telecare. This has been reflected in the 
continued growth of Telecare services delivered both in 
and outside the borough of Merton.

As we focus on people living alone, anyone at risk of falls, 
the risk of customers purposefully walking we continue 
to expand our technologies with the latest state of the art 
GPS technology.

At the touch of a button the GPS systems will alert 
our 24/7 monitoring centre. If the customer cannot be 
reached, the team using the satellite navigation system 
can accurately locate where they are. See page 12 for 
more details.

The drive last year was to reach our customers to carry 
out service reviews and tailor Telecare for our customers’ 
needs. You are likely to get a call from our installers to 
carry out inspections.

As we work to become a better council it was fitting that 
the MASCOT staff were nominated as best team at the 
Merton excellence awards.

We have a challenging year ahead as changes are made 
within the council and service. My thanks go to all the 
staff at MASCOT Telecare, to all our customers, and our 
stakeholders.

I would like to take this opportunity to wish everyone the 
very best for the year ahead. 

Suzette Simon
Manager

Welcome message from Suzette Simon
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Welcome message from Andy Ottaway-Searle

Hello and welcome to the 2016 annual report. For those 
long standing customers, you are used to me saying 
what a busy year we have had at MASCOT. Well, 2015 
has been our busiest year ever, with a growing number of 
customers and a record number of calls, and once again I 
must thank the team for their hard work and flexibility. 

One of the challenges for Telecare staff is keeping up to 
date with the new technologies now available. Just about 
every week the MASCOT team are sent information on 
or samples of new equipment from a range of suppliers. 
The task then of course is to evaluate how effective 
the equipment is, and how it can fit in with our existing 
infrastructure. We have to balance increasing the range of 
choice for our customers with the quality and affordability 
of the new products. As always our priority is to make sure 
that our service is as reliable as it can possibly be.

As I have said before though the equipment is secondary 
to the staff and I would like to thank all of the team for their 
hard work and commitment over the past twelve months.

I hope that you have a happy and healthy 2016.

Andy Ottaway-Searle
Head of Service Provision
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Once again it has been another great year for us delivering the 
Handyperson service. This year we attended around 500 jobs 
ranging from changing a light bulb to moving large pieces of 
furniture. As well as the usual jobs such as replacing toilet seats, 
putting up pictures and fixing doors, we also had help from the 
London Ambulance crew with a curtain track replacement! 

Customer feedback has been extremely positive with comments 
about helpfulness and professionalism. 

We are pleased that the service is continually growing and an 
important part of what MASCOT offers. And as you know the 
service is free of charge to all MASCOT clients.

Message from  
the Handymen  
Andrew Browning  
and Christopher 
Ashenden 



Mascot Telecare provides a community 
alarm and telecare service to residents 
living within the borough of Merton 
and neighbouring boroughs. Some 
of our users live independently in our 
community but others live in sheltered 
or supported accommodation of some 
kind. Our telecare enables them to live 
in the comfort and safety of their own 
homes, for longer.

You may not be aware but we work 
24 hours a day, 7 days a week for 52 
weeks of the year. We offer a range of 

other services, primarily out of hours 
for all of our customers.

Since 1993 we have been a member 
of the Telecare Services Association 
(TSA), our industry regulator. We are 
audited annually by them and have 
achieved accreditation, every year, 
since 1993.

Mascot Telecare is also a member of 
the UK Telehealthcare organisation. 
Suzette Simon, manager, is part of the 
executive group.

MASCOT Telecare performance report  
for the period 31 May 2015 – 30 April 2016
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Our Aims

We aim to:

1. Answer 97.5% of alarm calls within 60 seconds of receiving the call.

2. Answer 99% of alarms calls within three minutes of receiving the call.

3.  Investigate any alarm calls not answered within three minutes to find out why 
this has happened.

4. Attend to 90% of customers within 45 minutes of receiving an emergency call.

5. Attend to 100% of customers within 60 minutes of receiving an emergency call.

6. Ensure our customers are confident in using their MASCOT alarm.

7. Ensure our customers are satisfied with how we respond to their calls when 
they use their MASCOT alarm.

8. Ensure our customers are happy with the level of customer service they 
receive using their MASCOT alarm.

Are we achieving these figures?

1. 98.20% of calls received were answered within 60 seconds.  3

2. 99.84% of calls received were answered within three minutes.  3

3. 00.16% of calls received were answered in over three minutes.  3

4. Calls not answered within three minutes are investigated thoroughly to find out the 
reason for this delay and are usually repetitive fault calls or low priority calls.  3



Customer satisfaction survey 
results – 2015/16 

We send a survey to all of our users 
on a yearly basis. We like to examine 
our performance to see how we 
are doing and to identify any areas 
for improvement. We also monitor 
our team’s performance through 
one to one’s, yearly appraisals and 
suggestions from staff. These all help 
us to identify areas for improvement 
and help us to develop our service 
and products. The following results 
are from 250 returns. 

of our customers said our quality 
of service was excellent or good 
whilst 4% said the service was fair 
and 0% said it was poor.

of our customer said that the 
speed of response was prompt.

of our customers said they thought 
our staff were very helpful.

of our customers thought our 
service was good value for money. 

of our customers said that they 
were satisfied with the service

Customer Feedback

“Reassuring to know that I can 
contact someone in emergencies 
and staff are friendly and helpful.’’

“Handyman service is excellent.’’

“It’s a nice gesture to ring the 
Mascot customer to wish happy 
birthday.’’

“I have great confidence about this 
service.’’

“Staff already helpful above and 
beyond.’’

“Chris and Andrew have been very 
good in removing and re-installing 
various curtains for me – very much 
appreciated.”

The presented survey results are 
taken from surveys returned by 
MASCOT users in 2015/2016. If we 
feel that any comments made on the 
survey require further attention, we will 
contact you.

Mascot Telecare Annual Report 2015/16

96%

99%

98%

98%

97%

5



Pendant testing

We would love to hear from you if 
you have any ideas or suggestions 
about our service – they are all 
welcome. However the most 
important thing for us is that you 
test your pendant regularly.

So remember to test your 
pendant once a month, any 

time of the day or night 
– we are here 24 hours. 
Put it on your calendar 

to remind yourself and just 
press the pendant. 

Just say you are doing  
a test call and 
this enables us 

to check to make 
sure your equipment is 
working well.

Coffee mornings – Join us for a 
cuppa! 

This has been extremely successful 
year for our ever growing coffee 
mornings. On Friday 25 September 
2015 we hosted a Macmillan 
Coffee morning raising an amazing 
£219.23. We enjoy opening the 
doors and welcoming the colleagues, 
professionals and members of the 
public to come and meet the team. 
See how we operate a busy 24 hour 
monitor and response call centre. Our 
friendly team are on hand to assist on 
services and advise on latest Telecare 
services available. 

Our next coffee morning 
is to be held on the 23 
September 2016 between 
10am-1pm at Merton Civic 
Centre. Just come along 
or call 020 8274 5940 for 
further info.
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Performance figures

We handled 95,309 calls for our clients. 

We handled 7,680 calls for our partners at Lewisham Linkline. 

91,796 calls were answered within 60 seconds.

994 calls were answered within 3 minutes.

157 calls were answered over 3 minutes.

We carried out 368 Telecare installations. 

We are averaging 10 service reviews per month.

140 calls were handled in partnership with Safeguarding Adults Team. 

286 calls were handled in partnership with Social Services Emergency Duty Team.

With an average of 10.72% line utilisation over the year, we have enough 
availability of phone lines for our service.



On February 1 2016 we celebrated 
25 years of MASCOT Telecare. 
At the celebration themed ‘then and 
now’ staff and guests looked back at 
how technology has advanced. 

Original equipment from our launch in 
1991 was on display in the civic centre 
as well as latest technology available.

Guests included the Mayor of Merton, 
Councillor David Chung and the 
Leader of the Council, Councillor 
Stephen Alambritis who both said a 
few words. 

Merton’s cabinet member for adult 
social care and health, Councillor 
Caroline Cooper-Marbiah, said: “I’d 
like to wish MASCOT Telecare a 
happy birthday. Delivering the service 
for 25 years is testament to the great 
staff who are on call 24/7 365 days a 
year. This allows our senior residents 
to stay in the comfort of their own 
home for longer.”
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Telecare awareness day 1 June

Is it 1 June or 1 Feb? 
2 dates mentioned here.



MASCOT are proud to be working 
closely with the London Fire Brigade 
during their 150th anniversary on 
the installation of smoke detectors in 
accordance with the British Standard 
5839 mark.

We realised that we had to understand 
more about the clients’ needs and 
lifestyle and factor this in when making 
a dynamic assessment when installing 
smoke detectors. 

Our installers have developed a simple 
flow chart designed to be used during 
the installation of all smoke detectors 
that simplifies the areas of concern 
easily and guides us to a suitable 
solution and location.

During service reviews our fire risk 
procedure is re-evaluated making 
sure adequate protection is in place, 
battery levels are ok, locations are 
noted and that any old/damaged 
smoke alarms are replaced.

MASCOT will continue to work closely 
with the London Fire Brigade to 
ensure optimum fire safety.

Insulation of smoke detector risk

8

There’s plenty of space for something else - how about recreating the 
flow chart mentioned in the text?

Shouldn’t the title say ‘installation’ rather than ‘insulation’?



The Mascot Team
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Suzette Simon
Manager

Alan Hollingshead-John
Mobile Response Officer

Gloria Kelly
Mobile Response Officer

Verity Anderson
Mobile Response Officer

Julia Greystone
Mobile Response Officer

Rachel Seery
Mobile Response Officer

Jane Barter
Mobile Response Officer
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Safdar Ali
Mobile Response Officer

Ann Giddy
Mobile Response Officer



Christopher Ashenden
Handyperson

Jennifer Tutty
Mobile Response Officer

Susan Scarff
Mobile Response 
Night Officer

Norma Whyman
Mobile Response 
Night Officer

Roy WIllis
Finance Officer

Tommy Robertson
Mobile Response 
NIght Officer

Andrew Browning
Handyperson

MIchelle Barrett
Mobile Response 
NIght Officer
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Fran Tingley
Mobile Response Officer

Colin Tutty
Mobile Response Officer

Paul Fagence
Mobile Response 
NIght Officer



Why change to C500?

The C500 is the UK`s 
first police approved 
keysafe. It can hold 
up to 6 Yale type keys 
that hang on an internal 
hook.

This keysafe is ideal 
for use by care 
workers, relatives and 
emergency services.

Staff Identification Badge

Safety and security of our clients 
is paramount to us. Therefore, 
all MASCOT staff carries identity 
badges at all times when visiting 
service users in the community.

We always encourage our service 
users to ask staff to show their ID 
badges before they engage in any 
business with them. This is to avoid 
any contact with bogus callers and 
any other unauthorised personnel. 

The ID card gives a definite proof 
that the person carrying the card 
works for the particular organisation. 
Our Staff ID badge has MASCOT 
telephone number on the back. If 
you are ever in doubt, please phone 
the office 020 8274 5940 to confirm.

24 hour reporting line

If you are concerned about somebody 
who you feel may be subject to 
physical, financial, emotional or sexual 
abuse, please feel free to contact 
the telephone number below.

Safeguarding Adults 
24 hour reporting line
0845 618 9762

The council’s social care team plays 
an important role in responding 
proportionately to alleged abuse/
neglect.

The 24 hour line is manned by 
MASCOT staff, who are fully trained in 
signposting the alleged abuse to the 
right department for investigation.

This service is available to all residents 
and professionals within the borough 
of Merton.

Best Practice
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MASCOT is keen to explore technologies 
which may be of interest to our members 
and have conducted a case study of 
the Doro Liberto 820 smartphone. 

Mr A is 74 years young, and enjoys 
a very busy social life. He lives with 
insulin dependent diabetes which 
has affected his vision and requires a 
phone to be reliable and user friendly. 
He has been a mobile phone user 
for several years, however has never 
used a touch screen smartphone. 

If you’ve never owned a smartphone 
before, or want one that thinks and 
acts like you do, the Doro smartphone 
range is worth investigating. It brings 
you all the enjoyment that most 
smartphones can, but in a more 
natural and understandable way.  

The phone also features an assistance 
button which can initiate an automated 
call to friends or relatives prompting 
them to check you are OK. 

With practice, Mr A found the device 
extremely easy to use. His family 
members were particularly impressed 
by the assistance button; thankfully 
it has never been needed in an 
emergency, however this feature has 
given them added peace of mind 
without cramping Mr A’s irrepressible 
style! Mr A is now using email and 
browsing the web for West Indies 
cricket scores!

Case Study
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Care IP

Alarm unit based on a GSM signal 
which doesn’t require a telephone line.

Fall Detector

This device sends an alert if you 
have a fall or a blackout. This sensor 
is helpful to people with epilepsy or 
diabetes.

Bed/Chair Occupancy Sensors

These sensors will generate an alarm 
call if the user has got out of bed, say, 
in the middle of the night to go to the 
lavatory and has not returned in a 
given period of time. Likewise the chair 
sensor can be programmed to send an 
alert if a person’s favourite chair is not 
used during predetermined periods.

Property Exit Sensors

This monitors the exit points from 
a property. It can monitor a person 
leaving a property at an inappropriate 
time like the early hours of the morning, 
for example. It will also activate an 
alert if a door has been left open by 
mistake. The sensor can even be 
linked to external lighting to offer 
greater protection to householders.

Movement Detector

This device can be used to raise an 
alarm to our response centre if you are 
inactive for a prolonged period of time.

Available alarms

Flood Detector

This sensor provides an early warning 
by alerting our response centre to the 
possibility of a flood or a leak in your 
home. Place it by the bath, shower or 
sink for peace of mind.

Smoke Detector

This popular and essential sensor 
provides protection by raising an alarm 
to our response centre if smoke is 
detected in your home.

Carbon Monoxide Detector

Poorly maintained or faulty gas boilers 
and other equipment can sometimes 
give off high levels of carbon 
monoxide. Our simple sensor could 
prevent this odourless and colourless 
gas reaching a dangerous level by 
alerting the response centre.

Pendant/Button

The pendant or button can be worn 
round the neck or on a wrist strap this 
is used to activate the MASCOT alarm 
when assistance is required.

Lifeline Vi

The Lifeline unit provides a hub for our 
Telecare sensors in the home



Complaints

Merton Council has a formal complaints and escalation procedure which MASCOT 
complies with. This policy includes responding within a defined time to formal 
complaints whether written or verbal. Complaints will be acknowledged within 
three working days followed by an investigation and a further response within  
20 working days, and every 20 days until its conclusion. The complete procedure 
can be found on Merton’s website.

We have had one complaint, responded to within 24 hours, therefore no further 
action was needed.

Compliments

We have had 31 compliments this year. It is always nice to receive a compliment 
– please let us know if we have done something that you like!

Faulty equipment

Our aim is to respond to you within 24 hours. Critical faults will be dealt with 
immediately.

MASCOT team
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Employees Number of staff

Mascot Manager 1

Mobile Response Officer  16

Finance Officer 1

Handyman/installer 2

Bank night driver/escort 6

Total Mascot employees 26



Large print Braille Audiotape

If you need any part of this document explained in your language, please tick
box and contact us either by writing or by phone.
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MASCOT Telecare
Merton Council, Ground Floor, Civic Centre, 
London Road, Morden SM4 5DX

Tel: 020 8274 5940 • Fax: 020 8274 5930
Email: mascot@merton.gov.uk

www.mascot-telecare.org.uk

For your added security all calls to the MASCOT Telecare Centre are recorded.


