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As Nicola Boerm-Hammond, 
contact centre manager at Dudley 
Telecare, says: “It speaks for 
itself. Why would you not want 
that partnership to continue with 
figures like that?”

More people who had injured 
themselves after a fall got speedy 
assistance at home rather facing 
long waits for an ambulance during 
which time their health could 
deteriorate, leading to hospital 
conveyance. 

Nicola also manages an Access 
and Prevention team within Adult 
Social Care at Dudley Council that 
acts as a single front door to 
manage and triage calls, and she 
used her role in the borough’s 
multi-agency falls prevention group 
to propose piloting the new 
approach with the UCR.

In the space of little more than a month, a collaboration between 
Dudley Telecare and Urgent Community Response teams has seen 
the number of ambulance callouts for injured fallers reduced by 85%

Inspired by examples showcased at 
the TSA's ITEC conference in 2022, 
she wanted to explore a way to deliver 
better outcomes for Dudley residents.

“NHS had clinicians and a team of 
multiskilled professionals, Dudley 
Telecare had falls equipment and 
trained staff to lift fallers,” explains 
Nicola. 

“Together, the partnership meant we 
could lift more people in their homes 
and treat them in the community and 
both meet our goals. In the end it 
means we can reach more clients and 
bring positive outcomes quickly.”

The pilot project involved the 
monitoring centre of Dudley Telecare 
who take the alarm calls. Their non-
clinical operators then assess and 
refer to appropriate pathways. This 
includes using their TEC Responder 
Service and where necessary 
collaboration with the UCR team who 
would arrange a joint meet at the 
property.



Prior to the partnership with the 
UCR, Dudley Telecare had 
already carried out a service 
review which led to more agile 
ways of working – including 
some community-based team 
members – to enable quicker 
responses to falls related calls.

Dudley Telecare was one of the 
first TSA members to achieve QSF 
certification, which is run by TEC 
Quality, and has used it to drive 
continuous improvement.

This put the service in a great 
position to maximise the benefits 
of collaboration. As a result, it’s 
ahead of the curve with regard to 
latest guidance from NHS England 
that stipulates TEC responder 
services must meet the standards 
set out in Quality Standards 
Framework (QSF).

One of the key challenges was 
whether the UCR team would be 
able to meet Dudley Telecare’s 45-
minute response targets, as set out 
in the QSF.

To date, all callouts alongside 
UCR teams have been reached 
within 45 minutes.

The teams are now looking at 
ways to continue and expand the 
approach.

“Research completed before this pilot showed that 
many non-injured fallers in Dudley could have been 
treated in communities. This means timely action to lift 
safely, allowing them to then stay at home since at the 
time of fall their injuries were minor.”

“Previously, they were having to wait in excess of eight 
hours for an ambulance, where their condition 
deteriorated significantly which ultimately meant other 
health problems arose. This meant that conveyance 
into hospital was then necessary. 

Now, due to the timely response of UCRs, the 
individual can be treated at home.” 

To find out how TSA can support your organisation with similar projects and 
partnerships, email helen.rudkin@tsa-voice.org.uk or phone: 01625 520 320

Nicola Boerm-Hammond 
Contact Centre Manager 
Dudley Telecare
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