We help more than
40,000 people
across Scotland

“

I am very proud of Hanover. The Association is a strong, well
known and well respected organisation, and one of Scotland’s
largest providers of housing and support services for older people.
We have loyal and dedicated staff with excellent knowledge and
skills, which helps us to provide a consistently high quality service
to our customers.
We are growing a range of commercial services, which are
delivered to a high quality and form an important part of our
business. These services provide essential support to other
housing associations, local authorities and businesses – whether
they’re looking for an out of hours repairs reporting function, a
telecare service or lone working monitoring.
In the last year our specialist contact centre took more than
450,000 calls and maintained its Telecare Services Association
accreditation. 97.5% of calls were answered within 60 seconds
meaning that when a customer calls they know their call will be
answered promptly and efficiently with a friendly expert operator
on the other end of the phone.

Helen Murdoch,
Chief Executive, Hanover

Our factoring service offers experienced skills to the owners of
more than 1,000 properties, making us the largest non-profit
provider in Scotland. We bring 30 years of expertise in managing
properties including our own diverse portfolio of over
4,000 properties.
We have taken the decision to re-brand and re-package these
services and I’m delighted to introduce our new Hanover brands:

“

At Hanover we’re very excited about the results of our rebrand
and know it will help us move forwards. One of the real joys of
the process has been working closely with a number of our
residents; you can see more information on them and their
amazing stories on our website at hanover.scot.

HANOVER SCOTLAND www.hanover.scot
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Brooke McGee, Castle Rock Edinvar
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Hanover Telecare
gives our customers
peace of mind

Telecare services
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For more than 25 years Hanover Telecare has been providing security, peace
of mind and re-assurance to thousands of people across Scotland. We currently
provide telecare services to more than 30,000 people in locations right across
Scotland. We run two state-of-the-art call centres in different locations with
highly trained, sympathetic and knowledgeable staff in each.
From pull cords and pendants which raise an alarm when pressed, to sophisticated
movement and vital signs sensors, modern yet discreet technology connects to
our round-the-clock call centre. Our team staff the centre, assisting with
emergencies and arranging for issues for to be resolved. We can also provide
reports for our corporate customers in a format to suit them.

““

Castle Rock Edinvar has been a Hanover
Telecare customer since 2005. They manage a
number of sheltered housing and amenity
housing developments across Scotland for which
Hanover Telecare monitors alarm calls, including
alarms raised by pull cords and pendants, door
entry systems, intruder alarms, warden attack
alarms and fire and smoke detectors.
Brooke McGee, Project Officer, Castle Rock
Edinvar said: “Hanover Telecare gives our
customers peace of mind that help is at hand
should they ever need it and ensures that they
are supported around the clock, even when our
staff are offsite. Hanover have always provided
a first class service – they are quick to react,
professional and caring.”

4

Hanover Telecare provide Castle Rock Edinvar’s
staff with daily reports detailing each incidence in
the previous 24 hours giving rise to a Telecare call
and the action taken in response to the call. These
reports have been invaluable to Castle Rock Edinvar
in their ability to effectively manage resources
and identify tenants’ ever-changing needs.

“One of our tenants had experienced a few falls
when getting in and out of the bathtub, and,
thanks to Hanover Telecare’s reports, we were
able to identify this and fit some home
adaptations so that she could continue living in
her flat safely. We are committed to providing
excellent customer service to our tenants and
maintaining their independence; Hanover help
us to achieve these objectives.”

HANOVER SCOTLAND www.hanover.scot

Can we help?
Talk to us to find out more about how
Hanover Telecare can help you.
T: 0131 557 7465
E: business@hanover.scot
Since 2012 Hanover Telecare has provided
a 24 hour calls monitoring service for
Shetland Islands Council, with 600
connections across the Shetland.
The unique topography, weather and
infra-structure of Shetland have been key
considerations in the development of the service.
We’ve put various measures in place to ensure
that the service remains robust, reactive and
effective under even the most challenging
circumstances, such as response to an emergency
in a remote location, or action in the event of
a power outage - a fairly common occurrence
during the winter months.
Clint Sentance, Telecare Project Manger,
Shetland Islands Council said: “Since 2012
Hanover has driven forward in conjunction with
Shetland Islands Council a service that has been
adapted to our needs and those of our residents,
HANOVER SCOTLAND www.hanover.scot

and it is this adaptability and unique-ness to
change that continues to provide security and
satisfaction to all.”
Karen Hannay - Responder in the community and
Out Reach Support Worker for the Third Sector
said: “From a carer’s point of view the telecare
service provides them with peace of mind to be
able to carry on with some of the non-caring role
aspects of their life. Some of the carers that I
support are so frightened of their loved one
falling or having a problem that they are unable
to manage to have a social life. Knowing their
loved one can press the alarm and that they or
another emergency responder would be called
allows them to take a quick trip out to the shop or
pop into to see their neighbour without the fear
of coming back to the house and wondering what
they would find. This makes a huge difference to
some of the carers that I work with.”
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Tina has worked for Hanover since 2010
and has more than 24 years’ experience
in the care provision sector, specialising
in remote monitoring services. She has
implemented a new rota system to
optimise the team to meet customer
demand and was also instrumental in
restructuring the department to
provide a competitive cost base for
our clients.
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We’ve been providing a repairs
reporting service to our customers for
over 20 years. The service lets clients
report any maintenance issues
outside normal working hours
through telephone, text message
or email. We have a team of highly
trained and experienced operators
who will log calls and start the repair call-out
process, in line with customer directed procedures.
We provide a single point of contact for all your
clients. We will liaise with your own contractors as
necessary to attend to repairs within your
required timescales. The whole process is
customisable to your business, a simple tailored

Staff Profile solution helping you to provide the best service to
your residents.
We know a thing or two about the importance of
a reliable, fast and re-assuring repairs service. And
we do it because we care – not to make a profit.
We’ve helped housing associations, local
authorities, commercial organisations and other
groups – building up long term, high quality
relationships with all of our customers. Our two
individual call centres add robustness and
reliability to an already high-quality service. It
ensures any power failures or other problems will
not impact on our ability to take calls.

Tollcross Housing Association uses Hanover’s repairs reporting service to provide a seamless
service to their customers in over 2200 houses and flats in communities across the Tollcross,
Carmyle, Lilybank and Newbank areas of Glasgow.
Fielding Tollcross’ calls over evenings, weekends and public holidays, Hanover’s call operators are well
trained to deal with all manner of emergency repairs calls - from boiler break-downs to leaky roofs assessing and reacting to each incident, with all calls logged and recorded in real time. Tollcross’
nominated contractors are coordinated by Hanover to attend to emergency calls as required, with
operators liaising with the customer and the contractor to ensure a satisfactory outcome for all parties.
Hanover’s morning email reports, which detail all incidents giving rise to out of hours calls during the
previous 24 hours, provide Tollcross Housing Association with full transparency and vital information
that keeps them on track to meet both their customer’s expectations and their organisational KPIs.
Both Registered Social Landlords possessing shared social aims and objectives, Hanover and Tollcross
have established an effective, positive and open working relationship dedicated to providing an
excellent service to their customers.

Can we help?
Talk to us to find out more about how
Hanover Commercial can help you.
T: 0131 557 7465
E: business@hanover.scot
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Tina Piper Operations Manager
What does your job involve?
I am accountable for the day-to-day
operational delivery of our service as well as
ensuring we hit our budgetary targets and
comply with internal and external governance
policies. From an operational point of view I make
sure our two centres are able to take calls from
40,000 connections using varying types of alarms.
The successful running of any telecare centre
relies on good line management. We have an
excellent team of senior operators who work with
me to keep our team up-to-date with operational
procedures, strategies and performance targets.
We also deliver a full training programme for our
team to ensure continual learning for all staff.

professionals so that they will be confident in
prescribing telecare as part of a health care package.
Change can be difficult and slow to gather
momentum, but I think with the ongoing
support from our peers in the healthcare industry,
we can make a positive impact on individuals,
helping them stay in their own home for longer
and maintaining their independence.
Could you name one piece of technology that has
changed how telecare works?
In my opinion, there isn’t one piece of equipment
that has changed how telecare works over the
years. However, the work of our ICT team has
given us the ability to improve the way we deliver
our services and our working practices.

I also manage the telecare equipment in all of
Hanover’s developments ensuring that our
housing is future proofed. Business development
is another important part of my role and I work
closely with Amy Fulton, our Business
Development Manager, to build and maintain
business relationships and explore new ways
of working.

We have access to better tools to support and
improve the delivery of information to our
corporate clients. We can now provide tailored
reports directly to clients, giving them full
transparency and allowing them to clearly
analyse customers’ trends and make future
provisions based on these.

What are the challenges facing telecare services?

What is the future of telecare?

I think that there is still a gap in the understanding
of telecare. The public doesn’t fully understand
the concept and the positive impact that telecare
can have on lives and this hasn’t been helped by
the terminology we use. A key objective for us is
to engage with the NHS, GPs and health

We need to keep innovating and modernising the
service we provide. I see us working more closely
with health professionals and telecare becoming
‘the norm’ in the public’s vocabulary.

HANOVER SCOTLAND www.hanover.scot
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Contact our business development team
business@hanover.scot
0131 557 7465
www.hanovercommercial.scot
Hanover (Scotland) Housing Association Ltd – a Scottish charity no. SC014738 and Registered Property Factor no. PF000140.
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