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1. Background 
The scrutiny pool identified that Lifeline is a valuable service that is looking to increase 
the number of customers it has. Currently low numbers of PHG general needs and 
supported living tenants access the service. It would be beneficial for customers and 
the service if more people accessed the Lifeline service. The more customers the 
service has, the more cost effective it can be in ensuring that a quality service is 
delivered at an affordable price.  
 
2. What we chose to look at 
We chose to focus our review on how easy it is to access the Lifeline service. To 
examine this issue, we considered the following: 

• How customers are made aware of the service 
• The information on offer to enable customers to make an informed choice 

between Lifeline and other telecare services 
• The cost of the service  
• The communication methods in place for customers who wish to find out 

more about the service 
• The customer journey through the enquiry and installation process 

 
3. What we reviewed 
We conducted the scrutiny by: 

• Receiving a briefing from Staff on the service 
• Reviewing the range of publicity materials available on the service 
• Reviewing Lifeline publicity materials and comparing these with other 

telecare providers 
• Examining the customer journey from enquiry through to installation  
• Reviewing the information on the PHG website and comparing this with 

other telecare providers 
• Attended a Lifeline installation. 

 
4. What is working well? 
We found that Lifeline staff are responsive and caring in meeting customer needs. 
We found the installation service to be very comprehensive and sensitive to the 
needs of the customer.  
  
We found the online chat function to be a quick and easy tool when enquiring 
about the Lifeline service. Follow up materials from the online chat arrived 
promptly through the post. 
 
5. Value for Money 
Costs for the Lifeline service compares well with other competitors’ services, Lifeline 
provides a full range of services at a similar or cheaper cost than its competitors. In 
addition, Lifeline install the equipment for free, whilst other companies offer self-
installation or charge a fee for this service. 
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We found that the service charge that Independent Living customers pay for their 
telecare service costs less and provides better value than if those same services were 
accessed on the open market. 
 
We were not presented with any evidence as to how the service assesses that it is 
providing value for money for Progress Housing Group. 
 
6.  Our findings and recommendations 
Having reviewed the information available to us we have detailed below 
our findings and recommendations.  

Our Findings Our Recommendations 

 
Lifeline services are publicised at 
Independent Living schemes, this 
causes confusion for existing 
tenants as they are unsure if the 
service that is being promoted is 
the service they receive or an 
additional service they can 
choose to access. 
 
It is not made clear to 
Independent Living Customers 
what extra services they can 
access and what the charges for 
this are. 
 
Independent Living 
customers are able to 
purchase pendants for a 
one-off fee. We could not 
find any adverts for this 
service. 

 
1. Consider removing existing 

Lifeline promotional material 
from Independent Living 
Schemes 
 

2. Create marketing materials 
specifically for Independent 
Living Tenants that make 
them aware of the extra 
services that are available.  
 

 

 
Promotional materials offer a 
‘free assessment’ for interested 
customers. We have received 
anecdotal information from 
potential customers that this can 
be off putting as they felt that the 
visit could be used to boost sales 
of services and equipment. We 
note that this is not the case or 

 
3. Ensure that it is clear that 

the free assessment is 
impartial and is to ensure 
that services meet customer 
needs and not to sell 
unnecessary products.  

 
 
 



 
Progress Housing Group 

 
Review Group Scrutiny Report 

Access to Lifeline 
 

3 
 

the intention of PHG in offering 
this service. 
 
 

Promotional materials 
contain too much text and 
don’t make use of visual 
aids. Where pictures are 
used for example, the 
sensors on offer, these are 
not clearly labelled so 
customers do not know what 
they are looking at. 
Competitors leaflets that we 
examined contained easy to 
follow step by step guides, 
use good visuals and 
detailed the pricing of 
services clearly. 

 
 
 
 
 

 
4. Consider developing 

new promotional 
materials with less text 
and more visuals and 
step by step guides. 
We will provide 
examples of literature 
that we thought did 
this well. 

 
Lifeline is not proactively 
marketed to PHG’s Supported 
Living Customers where 
appropriate. Customers we 
spoke to at the North West 
Forum and support providers 
were unaware of the services on 
offer. 
 

 
5. Promote Lifeline to PHG 

Supported Living Customers 
and other Supported 
Housing customers. 

 

 
It is not clear who the Lifeline 
Facebook page is for, potential 
customers, existing customers or 
organisations who may be 
interested in the service. We noted 
that a negative comment on the 
page had not been responded to. 
We noted that Lifeline24 clearly 
market their page to customers. 
 

 
6. Decide who the Facebook 

page is for and post, 
maintain and market the site 
for that audience. 
 

 
The website contains a lot of text for 
potential customers to navigate  

 
7. Review the webpages to 

make them simpler and 
easier to find information 
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through and it does not clearly 
show the costs of the service. In 
addition, the site does not make 
use of video clips to demonstrate 
the equipment and the services 
offered. We found that information 
on competitors’ websites was easier 
to access. 

 

and pricing of products. 
Consider use of video 
content. We will give you a 
list of websites that we 
thought were easy and clear 
to use. 

 
It is not easy for customers to 
enquire about the Lifeline service 
by phone. Calls are not always 
answered quickly; we found that the 
call abandonment rate in November 
to Progress Connect was 23%. This 
may give a negative impression of 
Lifeline if potential customers 
struggle to get through on the 
phone. 
 

 
8. Consider how to ensure 

that calls enquiring about 
Lifeline are answered 
promptly. 
 

 
There can be a wait of up to 20 
days for Lifeline to install the 
telecare service. We note that other 
organisations offer self-install for 
their customers. This may be a 
quicker and convenient option for 
some customers. This may provide 
a cost saving to Lifeline. 
 

 
9. Consider offering the 

option of self-install to 
those customers that would 
prefer this. 

 
Customers have not been involved 
in the development of marketing 
materials for the service. 

 
10. Establish a mechanism to 

consult customers on the 
marketing of the service. 
For example, a task and 
finish group. 
 

 
7. Support provided for the Scrutiny Review 
We found our visit to the Lifeline Service to be very informative and wish to thank 
staff for their time and patience in explaining and demonstrating what the service 
has to offer. We also wish to thank all the staff who have participated in this review 
by providing swift responses to our questions and providing us with all the 
information we have requested. 
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