
 

SOUTH HOLLAND DISTRICT COUNCIL 

 

Report of: Jason King, Housing Landlord Services Manager   

 

Author: Vikki Cherry, Housing Services Manager  

 

Subject Contract for Maintenance of Alarms and Associated Equipment & Telecare 

Service in Sheltered Housing properties 

 

Purpose: To award a new contract to Tunstall Healthcare (UK) Ltd 

 

 
Recommendation(s):  
 
1) That the Council implements the award for the maintenance of Sheltered Housing alarm 

monitoring equipment and telecare service. 
   

 

1.0 BACKGROUND 

 

1.1 All Sheltered Housing properties have a wellbeing alarm monitoring system installed that is 

connected to a call centre. The contracts for this service are due for renewal.      

 

1.2 Tunstall was appointed in 2016 for the maintenance and equipment contract. The telecare 

equipment is currently connected to Lincolnshire Housing Partnership’s (LHP) call centre 

(based in Boston, Lincs).   

 

1.3 In the 19/20 financial year (01/04/2019 – 31/03/2020), the contract spend was as follows: 

 Maintenance of equipment £38,016.47 (Tunstall)  

 Telecare (including lifeline service for private residents) £66,197 (LHP)  
Both contracts expired in March 2020 and have been extended by mutual agreement.    

 

1.4 The Council has been advised that the monitoring equipment in its current format will not 

work when the phone lines switch from analogue to digital signal.  The digital switchover 

begins nationally in 2023.  The Housing Department have had numerous discussions with 

Tunstall and BT about the switch-over, however detail is still limited around whether 

adaptations can be made to existing equipment rather than installing new equipment, and 

when South Holland/Lincolnshire will be switched over.    

 

1.5 Due to the uncertainty around the digital switchover, the Council began discussions 

internally in August 2019 around the appropriate steps to take in the short-term whilst 

considering digital switchover options strategically.  These steps included reviewing 

frameworks available that include providers of alarm monitoring equipment and a telecare 

service.  Advice was sought on multiple options in order to secure a contract that is flexible 

due to the intention of reviewing the Sheltered Housing service during 2020/21 and 

2021/22. 

 

1.6 The Procurement for Housing Framework (PFH) is recognised nationally and the 

framework was tendered openly by PFH, allowing any organisation to bid. In order for 

contractors to get on to these Frameworks, they have to tender to prove that their offerings 



 

are value for money. All of their prices are vetted by PFH, and they regularly conduct 

checks on suppliers to ensure their quality is continually high.   

 

1.7 The Council is a member of PFH and has used them previously. Discussions with PFH 

began in October 2019. PFH advised that Lot 3 of the Telecare, Telehealth and Associated 

Services PFH framework is the most suitable for us (Managed Service). Tunstall were the 

only company that were successful to get onto Lot 3. 

 

1.8 Multiple meetings were held with Tunstall from late Autumn 2019. Tunstall has been at the 

forefront of technology innovation for the health, housing and social care markets for over 

60 years. All the equipment is made by Tunstall in the UK and they are a global 

organisation. SHDC has worked with this company for many years with successful contract 

delivery.  

 

1.9 Tunstall intend to sub-contract the telecare service to LHP, this will ensure the telecare and 

alarm testing role continues to be administered by a local business and allows for service 

continuity with vulnerable customers. LHP are a housing association accredited by the 

Telecare Services Association.  They provide telecare to their tenants as well as private 

contracts.   

 

1.10 Housing and Procurement Officers have been involved in lengthy contract negotiations to 

achieve a contract that provides value for money and a good service to tenants.  A £40,000 

reduction has been negotiated from the original tender submission and the contract has 

been reviewed and amended seeking to achieve value for money. The award of contract 

was delayed due to the ongoing negotiations and Covid-19 (as members of the Tunstall 

team were furloughed further slowing down contract negotiations).     

 

1.11 Officers have sought a 1 year + 1 year + 1 year contract to allow for flexibility following the 

service review and the contract also allows for 3 month notice to terminate the contract at 

any time.  (The service review could result in a partial or full upgrade of equipment, or 

removal of equipment – this depends on the outcomes of consultation with tenants).  The 

price is fixed for the first 12 months. If the service review is not completed, then the price 

will increase by inflation (should the service provision be the same) or negotiation if there 

are changes to the service provision for the extension periods.  

 

1.12 The new contract will be a maximum of £154,814.40 per year.  The impact on the net 

budget is £0 for 2020/21.     

 
1.13 The telecare costs have increased by approximately £34,000 per annum due to increased 

monitoring charges. This increase is a result of the call volume doubling since the original 
contract was granted (partially due to ageing equipment and frequent breakdowns) and the 
need to take on additional staff to answer these calls.   
 

1.14 The maintenance cost has increased by approximately £16,600 per annum due to contract 
administration costs including reporting and meeting costs. The rates are as per the 
Framework rates.  The contract is a short term contract and the cost of repairs is expected 
to be higher due to the ageing equipment resulting in additional faults and repairs due from 
Tunstall.  We have added the new requirement for Tunstall to communicate direct with 
tenants regarding repairs and servicing appointments – this is likely to be administratively 
heavy whilst Covid-19 continues as additional steps are required to keep tenants and 
engineers safe including telephone calls the day before appointments to confirm whether 



 

they are self-isolating. We have also added the servicing and maintenance of smoke 
detectors in community centres and communal areas of flat schemes.      

 
2.0 OPTIONS 

 

2.1 Option 1 – Officers recommended option: award a new contract of up to a 3 year (1+ 1+1) 

contract to Tunstall Healthcare (UK) Ltd for an estimated annual value of a maximum of 

£154,814.40 as set out in the recommendations.   

 

2.1 Option 2 – Research alternative frameworks to establish alternative suppliers to use and 

continue with informal arrangements with LHP and Tunstall until a contract is awarded. All 

equipment in the buildings is manufactured by Tunstall and another contractor would need 

to be willing to maintain equipment that is not their own.  This contract is intended to be for 

the short term until the Council determines the steps to take in order to meet the 

requirements of the digital switchover.  

 

2.2 Option 3 – Do nothing – remain outside of contract and officers to proceed with longer term 

considerations regarding an upgrade of the ageing equipment.  The Council cannot stop 

providing this service without consulting tenants, and so would have to continue with 

Tunstall and LHP informally. The risk of this is that both contractors would then be able to 

charge whatever they want. 

 

3.0 REASONS FOR RECOMMENDATION(S) 

 

3.1 The contract has been sourced via the Procurement for Housing Framework.  The 

framework monitor the prices and cap the percentage increases that can be made by a 

supplier. Value for money was proven and due to the price monitoring of the framework, 

this is considered to be a competitive contract. 

 

3.2 Tunstall are market leaders in this sector. As they are on the Framework, this evidences 

that they are a reputable company as they would have had to qualify to get onto their 

Framework on both price and quality.   Tunstall is an award winning company working with 

local authorities, NHS and housing associations across the UK.  They are also a global 

provider, based in over 30 countries.  The Housing Department has been satisfied with the 

maintenance provision of the contract. Tunstall have passed extensive financial testing in 

order to qualify to join the framework. 

 

4.0 EXPECTED BENEFITS 

 

4.1 Equipment provided to approximately 1000 tenants is serviced on an annual basis and 

faults are rectified promptly (as per contract conditions).  SHDC has a close working 

relationship with Tunstall and has confidence in the service they provide.  Tunstall also has 

a close working relationship with Lincolnshire Housing Partnership (our telecare 

provider).  Often LHP and Tunstall resolve issues direct without having to involve SHDC, 

saving Officer time.   

  

4.2 All the equipment in our properties is manufactured by Tunstall and so their engineers are 

trained in this product and have access to readily available parts.  

 

4.3 Vulnerable residents will have the ability to contact the telecare provider in case of 

falls/emergencies such as a fire.  Continuation of telecare provider will assist vulnerable 



 

tenants and avoid confusion with changing contractor.  SHDC has a very good relationship 

with LHP and they have recently been re-accredited by the Telecare Services Authority.   

 

4.4 Having Tunstall responsible for the overall contact will reduce time spent by SHDC chasing 

updates on repairs as LHP will have this information to hand easier, and will be able to be 

more informed.   

 

5.0 IMPLICATIONS 

 

In preparing this report, the report author has considered the likely implications of the 

decision - particularly in terms of Carbon Footprint / Environmental Issues;  

Constitutional & Legal; Contracts; Corporate Priorities; Crime & Disorder; Data Protection; 

Equality & Diversity/Human Rights; Financial; Health & Wellbeing; Reputation; Risk 

Management; Safeguarding; Staffing; Stakeholders/Consultation/Timescales; 

Transformation Programme; Other. Where the report author considers that there may be 

implications under one or more of these headings, these are identified below. 

 

5.1 Constitutional & Legal 

5.1.1 This contract requires a key decision.  By going through a reputable, national framework 

provider, SHDC are meeting both its constitutional and legal requirements.  

 

5.2 Contracts 

5.2.1 The contract has been let through the Procurement for Housing Framework, and is subject 

to the Terms and Conditions of the framework.  

 

5.3 Corporate Priorities 

5.3.1 This policy supports the following corporate priorities: 

 Your home – mitigating and preventing homelessness by managing tenancies 
effectively, being a landlord of choice and supporting elderly people to stay in their 
home   

 Your place – managing estates within communities to ensure they are attractive 
places to visit, live and work  

 Your health and wellbeing – assessing vulnerable tenants regularly and referring to 
partner agencies to influence and lead early intervention activities to support, reduce 
and prevent complex needs. Delivering sustainable tenancies.  
 

5.4 Data Protection 

5.4.1 An information sharing agreement will be entered into between Tunstall, LHP and SHDC to 

share details regarding individual tenants.    

 

5.5 Financial 

5.6 This contract is funded by the HRA and has been let through a framework. The cost has 

increased since the previous contract but will be covered within the overall HRA budget.  

Tenants pay a service charge for this service (as part of their rent) – this income is ring 

fenced for Sheltered Housing tenants.   

 

5.7 Health & Wellbeing 

5.8 The health and wellbeing of tenants is managed through the provision of fully functioning 

alarm monitoring equipment.   This equipment is in place to be used in an emergency 

situation. It brings piece of mind to tenants and their family.  

 

5.9 Safeguarding 



 

5.10 This service supports vulnerable tenants aged 55 and over.   

 

6.0 WARDS/COMMUNITIES AFFECTED 

 

6.1 All wards.  

 

7.0 ACRONYMS 

 

7.1 Report authors must list the definitions of all acronyms used. 

 

7.2 HRA – Housing Revenue Account  

7.3 LHP – Lincolnshire Housing Partnership 

7.4 PFH - Procurement for Housing Framework  

 

Background papers:-  

 

Lead Contact Officer 

Name and Post: Vikki Cherry, Jason King, Housing Landlord Services Manager  

Telephone Number 01775 764671  

Email: JasonKing@sholland.gov.uk 

 

Key Decision: Y  

 

Exempt Decision: N  

 

This report refers to a Discretionary Service.   

 

 


