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1. Do people need to have a landline to use the service?
A landline is preferred but not essential. A landline is considered to give the best connection in most cases and will always be used if there is one available. If a landline is not available Careline does also provide “base units” that uses mobile connectivity, but there are some properties even in Camden where getting a signal can be difficult, so this has to be tested to see if it is appropriate.
2. How do I make a referral?
All Camden Council staff should refer using the new MOSAIC referral form once they have attended training. Staff from the Mental Health teams will refer using a Word version of the new form until the external access MOSAIC Portal goes live later in 2019. 
3. Where in the pathway do we ensure that the appropriate consent is attained?
Practitioners are asked to identify and address any capacity and consent concerns during the pre-referral engagement and approvals stage, i.e. before the pathway is initiated with a referral. When you make a referral, you will be asked whether there are any concerns about the person’s ability to understand, engage and advocate for themselves. If there are concerns then of this nature then a joint visit is essential, and any formal assessments or legal arrangements would need to be complete prior to the involvement of Careline.
4. Are there opportunities to learn more about how the technology works and the people that use it?
Yes, practitioners can attend an event where Careline demonstrate the equipment at a stall or arrange a time to visit the Careline offices in Gospel Oak for a demonstration and opportunity to ask detailed questions. Members of the public can contact Careline to request a demonstration and an appointment will be arranged.
5. What guidance is available to help people choose between the silver and gold service options?
The Gold (monitoring and responding) service is the default and recommended service for most people, but people with 3+ local contacts who are able to respond at any time can have the Silver service. 
6. Regarding the silver service, what happens if the nominated contacts cannot be reached?
If none of the contacts can respond and there is a concern for the person’s welfare, then Careline will liaise with emergency services as appropriate to gain access to the property. If a key safe is in place and the correct code has been provided to Careline then this can be used, otherwise the police will force entry and the person will have to pay for the necessary repairs.
7. How often is gaining access to the property a barrier to the service?
Any instances when access to a person’s property is problematic limits Careline’s ability to provide the best response possible. This is why it is so important that Careline are notified if access locks or codes are changed.
8. When someone has a property exit sensor, will Careline go looking for the person if there is a concern that they have gone missing?
Careline will respond by visiting the registered property if appropriate, but Careline does not have the resources to look for people around the borough or beyond. If a resident has this type of solution and is considered to be at risk of leaving their home at unsafe times and/or getting lost then Careline will record any additional relevant information about where the person may go on their system and put in place a protocol for other contacts and/or services to support responding in these circumstances.
9. How does response work when a GPS tracker is being used?
Careline does not offer a response service for GPS trackers – there must always be a contact or other service monitoring and responding.
10. Are there penalties for abusing the system?
The most common type of “abuse” of the Careline service is people using their alarm to try and get personal care tasks carried out, which Careline are not able to do. There are not financial penalties for abusing the service, but if it happens repeatedly then Careline will talk to the person and their family /carers to try and solve the issue by ensuring that their needs are net through other services. Ultimately, the Careline service can be taken away.
11. Is there support for Mosaic?
	Yes, practitioners can ask the MOSAIC Trainer and Super Users for help.
12. Can a person use the service and nominate their package provider as their nominated responder?
Yes, if the paid /unpaid carer or care provider can provide the 24/7 response that is required then that is fine. This comes under the Silver service option.
13. How much confidence can we put in the technology? For instance, is a medication reminder 100% reliable?
The equipment is all tested and very reliable, but there is always a very small chance that something could malfunction. The more common issue is user error /mis use of equipment. Careline demonstrate and test equipment with the people who will be using it and leave aftercare support information. The person or their family or carer should contact Careline if they know or suspect that the technology is not working as it should.
A medication reminder is reliable, but if there are concerns about compliance then there need to be other care arrangements in place that will check that the medication is being taken as required.
14. How will this impact people with means tested benefits and how are they identified to the service?
When referring someone to Careline, you will be asked to indicate whether they are in receipt of Means Tested Benefits (MTB) or not (or indicate if you do not know). Careline then check this on the system. If the person is in receipt of MTB then Careline will not charge for the service and this will be further subsidised by Camden Council. If someone is not in receipt of MTB when they start with Careline but this changes later, then they should contact Careline to get this checked and the charges will be stopped. 
15. Can members of the public access the Careline service independently (without a referral)?
Yes, if the person or their family can contact Careline independently then they are able to do so without a referral. However, practitioners are encouraged to refer through MOSAIC where there are expected outcomes and benefits that should be captured in the referral, and this will result in a provision on MOSAIC so that in future interactions with ASC it is possible to see that they are with Careline. 
16. Are Careline leaflets available in “easy read” format?
These are being developed and will be shared with practitioners and residents as soon as they are available. 



