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Dear Sir/Madam,

Thank you for requesting a Telecare24 Careline Alarm information pack.

Making the decision to order a careline alarm can be an important step in helping you or a loved one 
remain independent and safe at home. A careline alarm can also be crucial in improving your sense of 
wellbeing as well as providing reassurance for all the family.

The enclosed information will provide you with all the details you need to help you make an informed 
choice as to your careline provider. It’s important you feel confident with the service you select because 
peace of mind is priceless.

Simple Plans
We want you to have the right equipment for your needs, so we have created 3 plans for you to choose 
from. Just select the plan that’s most suitable for you. You can change your plan any time, giving you total 
flexibility.

Standard Plan – Ideal if you who spend most of your time at home.

Fall Sensor Plan – Specifically designed to provide help if you are at risk of falling.

Careline Anywhere Plan – Perfect if you are active and spend time away from home

No Contract
We understand circumstances can change so we won’t tie you in to any long term contract. When you 
select one of our plans you will also benefit from:

• No fixed contract, so you cancel when you want
• The most reliable equipment
• No paperwork
• Lifetime Warranty
• Next Day Delivery
• UK Wide Installation (if required)



Unrivalled Service
When you join the thousands of other Telecare24 users, you will have access to our UK care team 365 
days a year, 24 hours a day. We have one of the fastest response times in the industry, answering your 
pendant calls in under 10 seconds. We are very proud of our exceptionally high levels of customer care, 
in fact, a recent survey showed that 100% of Telecare24 customers felt that our operators were friendly, 
reassuring and understanding.

We are honoured to work alongside Dr Hilary Jones, who has worked as a GP, TV Broadcaster and Public 
Health Educator for the last 40 years. You can read about his views on the benefits of our service and 
why he ordered one of our alarms for his mum in the enclosed pack.

How to Order
The easiest way to order is to visit our website www.telecare24.co.uk and click Buy Now. There’s no 
paperwork to fill out and you can complete your order in just a few minutes.

Alternatively, just complete the enclosed application form as fully as possible, including the options that 
best suit the service you require. You can then return the completed form to Telecare24 by either using 
the enclosed FREEPOST envelope or emailing scanned copies to orders@telecare24.co.uk.

Complete and return your order today and receive your alarm within 24hrs!

How to Pay
There are different payment options to suit you:

• Credit/Debit Card - Go to www.telecare24.co.uk and click on the Buy Now button
• Direct Debit - Complete this section when ordering online or filling in your application form
• Cheque - Please make cheques payable to “Telecare24” for the total amount due.

We hope the brochure provides all the information you need. However, if you have any questions at all, 
then please give us a call for FREE on 08000 776904.

Yours sincerely

Telecare24
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A Message from Dr Hilary Jones

“In my opinion,
the best careline provider

in the UK”

Dr Hilary Jones

You are no doubt reading this because you are researching the benefits of a careline alarm for a loved 
one or perhaps even yourself. You have made a good start by ordering this information pack from 
Telecare24.

If like me you have an elderly parent, it can be a real cause of concern knowing they spend a lot of time at 
home alone. Before getting a Telecare24 alarm for my mum, I would often worry about what would 
happen if she needed help and I wasn’t nearby. I was particularly concerned with the matter of how she 
would be able to summon assistance if she suffered a fall and couldn’t move?

I can honestly say that from the moment I knew she had a careline alarm my worries lessened 
considerably. Fortunately, my mum has never needed to activate her pendant in an emergency, but that’s 
not the point. I get great comfort knowing that if she ever needed help and I wasn’t available, then 
Telecare24 would take care of everything for me and let me know straight away. The point is that I know 
help is at hand 24 hours a day, 365 days a year.

On the other hand, you are possibly reading this as you are looking to get an alarm for yourself. Many 
patients I speak to are often hesitant about getting an alarm as they feel they are perfectly fine, they don’t 
want to be made to feel old and that an alarm is one step away from a nursing home! That couldn’t be 
further from the truth!

A careline alarm is a positive thing! It will help you stay independent, it will enable you to stay in your 
home for much longer and it will also give a measure of reassurance to your family. It may well be that 
you never have to use it, but just the fact that you have the Telecare24 Care Team at your disposal will 
give everyone real peace of mind.



For more information call: 0800 180 8540 or Visit: telecare24.co.uk 

Telecare24 have three simple plans to choose from, a Standard Plan, Fall Sensor Plan and Careline 
Anywhere Plan. Each one is designed to suit different needs.

I chose the Fall Sensor Plan for my mum, as she is in her 90’s and statistics show that the older you are the 
more susceptible you are to falling. I especially liked the fall sensor because it will automatically activate if 
my mum had a fall, even if she had hit her head and was unconscious. The Telecare24 Care Team would 
then be able to get the help she needs and let me know at the same time. If I was uncontactable, they 
would contact one of my other family members.

We all know that circumstances change, so Telecare24 provide real flexibility, allowing you to change plans 
or even cancel the service at anytime. There is no contract term. So, for example if you select the Fall Plan 
and after six months you don’t require it anymore, you can return the equipment and Telecare24 will 
refund you for the months you haven’t used.

Whether you are looking at ordering a careline alarm for a loved one or yourself, I know you will really be 
impressed with the service from Telecare24. Our family have benefited immensely from them and I know 
you will too.

My advice would be to take some time to read the rest of this pack and familiarise yourself with the 
options available and how the service works.

You may want to discuss your choices with other family members to get their opinion on what they think 
are the best options for you. Rest assured, if you have any queries I know the team at Telecare24 would be 
very happy to answer any questions you have. You can call them on 0800 1808540, chat to them via the 
online chat facility at www.telecare24.co.uk or drop them an email at support@telecare24.co.uk.

Whatever you decide I know a Telecare24 alarm will help you stay safe and independent in your own home 
for many years to come.

Dr Hilary Jones

A Message from Dr Hilary Jones
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“The most reliable 
equipment, supplied 
with lifetime warranty”

Standard Plan
Ideal if you spend most of your time at home

To ensure our service meets the very highest standards, we supply only the most reliable careline alarms available. 
This enables us to get you help as quickly as possible. Your equipment is delivered ready to use and is easy to install 
yourself. The alarm consists of two main parts - the base unit and wireless pendant.

Wireless Pendant

Base Unit

Base Unit
This simply plugs into your phone line and a nearby power socket. The loudspeaker and 
sensitive microphone enable you to have a conversation with our Care Team whenever you 
may need help. The speaker volume is incredibly loud, offering a volume of up to 120dB, 
which means you will be able to hear our operator throughout your home.

Wireless Pendant
The lightweight pendant is extremely comfortable to wear and is easy to press if you need 
help. You are supplied with a wearing pack so you can decide if you want to wear the 
pendant around your neck or on your wrist

Standard Plan



The base unit and pendant are permanently wirelessly connected even when they are up to 100 metres 
apart. This distance can vary depending on the structure of your home, so it’s always a good idea to test 
the alarm around when you power it on for the first time, just so you can be confident if you need to use 
it in the future.

The connected range means that you can activate your alarm by pressing either your pendant or the red 
button on your alarm base unit. This is suitable for most homes, although extender kits are available for 
larger premises.

Once you press the pendant, the base unit will connect you to our care team after a few seconds. They 
will speak to you through the loudspeaker in the base unit. Our team will already know who you are and 
your address, so they will just ask a few questions about your situation, then get you the right help as 
quickly as possible.

For more information call: 0800 180 8540 or Visit: telecare24.co.uk 

How Your Alarm Works

Standard Plan Summary

Standard Plan Payment Options:
Monthly: £13.99* (Paid Quarterly in Advance)
Annual with 3 months FREE: £120*

VAT Exemption: All prices shown exclude VAT. If you are chronically ill or disabled, you may qualify for VAT relief 
which means no VAT will be added to your plan costs. You will just need to complete the VAT Exemption section in 
the enclosed agreement form. There is nothing else for you to do. Please note that if you purchase a key safe or 
installation VAT will be added even if you qualify for VAT exemption to comply with HMRC regulations.

*Price shown compares the equivalent cost of paying via the monthly option. A one off £45 initial fee applies to all plans This enables us to setup
your account and collate all your medical and contact information on our systems. Base unit supplied may vary according to plan chosen.

• Ideal for someone who spends most of the time at home
• The most reliable equipment with a lifetime warranty
• No fixed contract, so you cancel when you want

• Free next day delivery
• No paperwork when ordered online
• UK wide installation (if required)



Our Fall Sensor is the most advanced fall detection equipment available and is designed 
to monitor your movements and raise an alert if it detects a fall. In its simplest form, a fall 
sensor can be used just like a standard pendant, having a button that can be pressed to 
summon help if you need assistance. A fall sensor has the added feature of an inbuilt 
accelerometer, which enables the wrist worn sensor to automatically detect a fall and 
raise an emergency call to our care team.

We can get you help quickly, informing the Emergency Services of your situation and 
precise position. As with our standard careline service we will also let loved ones and 
carers know when you have requested help.

How Our Fall Sensor Works
Our stylish fall sensor is lightweight, comfortable and is water resistant (IP67). As with our Standard Plan we will 
supply you with a Base Unit that connects to your phone line and mains power. The Fall Sensor is connected 
wirelessly to the base unit and has a range of up to 200 metres, double the distance of our standard pendant. The 
battery in the sensor lasts up to two years and we replace free of charge.

telecare24.co.ukCall FREE: 0800 180 8540

“The most reliable 
equipment, supplied 
with lifetime warranty”

Fall Sensor Plan Designed for people who may be prone to a fall

Statistics show that 1 in 3 people over the age of 65 suffer a fall each year, which increases to 1 in 2 for people over 
80. The impact a fall can have on not just the individual but on the immediate family can be immense. Very often, 
the key to a successful recovery after a fall often depends on the speed with which the initial help arrives. Our Fall 
Sensor Plan is designed to provide you with assistance after a fall as quickly as possible.

Fall Sensor

Fall Sensor Plan



If the sophisticated sensor detects a falling motion, it will automatically activate the base unit and open a call with 
our call team, you will not need to press anything. This vital feature means we can get you help even if you are 
unconscious or unable to move immediately after a fall.

Our team will know who you are, your location and they will be aware that you have likely suffered a fall. This saves 
precious minutes. Our team will speak to you through the loudspeaker located in the base unit and arrange for help 
to be sent. If you are unable to communicate, don’t worry as our team will follow protocols to get the help you need.

The Fall Sensor can also be pressed whenever you feel you need assistance and will connect you to our Care Team 
via the loudspeaker in the base unit. You should always be happy to summon assistance this way.

For more information call: 0800 180 8540 or Visit: telecare24.co.uk 

What Happens When You Fall?

Fall Sensor Plan Summary

Fall Sensor Plan Annual Fee: £190* (Paid Annually in Advance)

VAT Exemption: All prices shown exclude VAT. If you are chronically ill or disabled, you may qualify for VAT relief 
which means no VAT will be added to your plan costs. You will just need to complete the VAT Exemption section in 
the enclosed agreement form. There is nothing else for you to do. Please note that if you purchase a key safe or 
installation VAT will be added even if you qualify for VAT exemption to comply with HMRC regulations.

*A one off £45 initial fee applies to all plans. This enables us to setup your account and collate all your medical and contact information on our
systems. Base unit supplied may vary according to plan chosen.

• Perfect for someone who is susceptible to falling
• Advanced fall sensor technology
• Water resistant (IP67)
• Lightweight wrist sensor (35g)

• No fixed contract, so you cancel when you want
• Free next day delivery
• No paperwork when ordered online
• UK wide installation (if required)



The new Careline Anywhere service from Telecare24 means you can now access our fantastic 24/7 careline service 
wherever you are, at home or away. We are on hand when you spend time at home and we will also be there for you 
when you are away from home enjoying your independence!

telecare24.co.uk

At Home
Our Careline Anywhere system works just like a normal careline alarm when you are at home. If you need assistance, 
just press your pendant and you will be connected to one of our care team who can then get you the help you need.

Out and About
When you are away from home, simply take your TAG Mobile 
device that’s included in the system. If you need help, simply 
press the SOS key and our team will be on hand to assist, just 
like if you were at home. The TAG is equipped with the latest GPS 
technology, so we will know your exact location, even if you are 
unsure where you are.

We can get you help quickly, informing the Emergency Services 
of your situation and precise position. As with our standard 
careline service we will also let loved ones and carers know when 
you have requested help.

Careline Anywhere Plan

Call FREE: 0800 180 8540

Careline Anywhere Plan
Perfect if you spend lots of time outside your home

“Our standard careline 
plans keep you safe at 
home… but what about 
when you leave for the 
shops, go out on walks or 
visit friends?”



The system is made up of three parts, a Base Unit, a Pendant and a TAG Mobile device that all connect to 
our 24/7 monitoring centre and dedicated care team.

For more information call: 0800 180 8540 or Visit: telecare24.co.uk 

How Our Careline Anywhere Plan Works

The base unit simply plugs into a 
mains socket and is ready to use 

out of the box. Its powerful 
microphone and speaker allow 
our care team to speak to you 

whilst at home.

The base unit also acts as a 
cradle charger for the TAG 

Mobile so it’s ready to take with 
you, fully charged, when you 

leave your home.

As the base unit uses the mobile 
signal in your home there is no 
need for a landline connection 

like our other plans.

The Base Unit The Pendant The TAG Mobile

The home pendant can be worn 
either on the wrist or around the 
neck with the included lanyard. 

It’s waterproof so you can wear it 
in the shower or in the bath.

If you require assistance when at 
home you simply press the SOS 

button which will activate the 
base unit, connect you to our 
care team who will then be on 

hand to help you.

The home pendant has a range 
of up to 200m from the base unit.

When away from home, just take 
the TAG Mobile that’s located in 
the base unit cradle with you. 
The TAG will connect to the 

strongest mobile signal available. 

The advanced GPS function 
provides us with the details of 
your position if you ever press 

the SOS button for help. 

Activating the SOS key will 
connect you to our team so you 
can have a two-way conversation 

and we can get you the most 
appropriate help.

Careline Anywhere Plan Summary

• Ideal if you send time away from home
• GPS technology provides us with your exact location
• No fixed contract, so you cancel when you want

• Free next day delivery
• No paperwork when ordering online
• No landline required

Careline Anywhere Plan Annual Fee: £249* (Paid Annually in Advance)

VAT Exemption: All prices shown exclude VAT. If you are chronically ill or disabled, you may qualify for VAT relief 
which means no VAT will be added to your plan costs. You will just need to complete the VAT Exemption section in 
the enclosed agreement form. There is nothing else for you to do. Please note that if you purchase a key safe or 
installation VAT will be added even if you qualify for VAT exemption to comply with HMRC regulations.

*A one off £45 initial fee applies to all plans. This enables us to setup your account and collate all your medical and contact information on our 
systems. Base unit supplied may vary according to plan chosen.
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“The response was almost 
instantaneous and 
extremely kind. Nothing 
too much trouble”

N Vickers, Oxfordshire

1. Press Your Pendant
You can do this from anywhere in your 
home or garden.

2. We Answer
Within a few seconds you will be speaking 
to one of our care team through the 
loudspeaker on the base unit. We will 
already know who you are, where you live 
and any other relevant details, saving a lot 
of time.

3. Help Is On The Way
Once your situation has been assessed, 
we will organise the most appropriate help 
for you. This involves notifying your 
nominated family members or friends to 
provide assistance and will also include 
calling the emergency services if you 
require immediate medical attention.

4. Reassurance
In times of distress, reassurance is vital in 
keeping you calm and reducing risk of 
further injury, so where possible we will 
stay on the line with you until help arrives.

Getting You Help Fast
Getting help as quickly as possible is one of the primary 
reasons customers select Telecare24 as their careline 
provider. Our audited statistics show we answer pendant 
calls within an average of just 9.6 seconds, which is faster 
than any other careline provider in the UK.

Highly Trained and Caring
Our careline team take thousands of pendant calls every 
day, where many customers find themselves in 
emergency situations. Our care team are trained to the 
highest possible standards, ensuring your call is not only 
handled professionally but principally centred around a 
caring approach. A recent survey showed 100% of our 
customers felt our careline team were friendly, reassuring 
and understanding when they needed to press their 
pendant to get help.

Fully Accredited Careline Monitoring
Our main focus is to give you and your loved one’s peace 
of mind, confident that we are on hand 24 hours a day 
should you need help. Our UK based multi-million-pound 
purpose built Alarm Response Centre is at the heart of 
our operation, offering you the highest possible levels of 
service, giving you the confidence that you are being 
looked after by one of the most professional and highly 
trained careline teams in the UK.

HOW WE GET YOU HELP QUICKLY

How Our Care Team Look After You



• Holds up to 6 keys
• 12-digit combination lock
• Weatherproof
• Hinged lid for easy use
• Auto-resets lock when shut
• Size: 160mm x 95mm x 56mm

telecare24.co.ukCall FREE: 0800 180 8540

“I live three hours away 
from dad, so I’m really 
grateful you were able to 
install a key safe for us”

Mrs Baker, Cornwall

Key Safes enable us to get you assistance really quickly as your property access key is held securely inside the 
keysafe which is located on an outside wall of your home.

We are one of the only national careline providers who allow you to join our service even if you don’t have any 
keyholders living nearby. All we ask is that you install a key safe. Opting to have a key safe fitted allows the 
Emergency Services or other authorised individuals can gain access to your property when you need help. The 
access code is securely held on file by Telecare24 and only disclosed to authorised persons in the event of an 
emergency.

Yale Key Safe
The Yale Combination Key safe has a contemporary design and 
is recommended by the Police. The Yale Key safe is made of 
strong die-cast metal and is securely mounted on an outside 
wall using the fixing screws that are included in the box.

Solon KeyGuard XL
The Solon Keyguard XL is the ultimate in security, easy to install, 
Police Approved and is certified by Sold Secure Bronze (part of 
the Master Locksmiths Association). It conforms to LPS1175 
level 1 accreditation, giving you complete peace of mind.

KEY SAFE OPTIONS FEATURES

Key Safes and Installation

• Holds up to 3 Yale style keys
• 4-digit combination lock
• Weatherproof
• Size: 178mm x 130mm x 39mm



Our alarms and key safes are designed to be easily installed by a competent adult.

However, if you would like us to install your equipment for you then we can arrange for one of our 5000 
engineers to visit your home and professionally install your alarm and key safe. All our engineers are CRB 
checked and will carry an ID card with them when they visit your home.

Once you have placed your order and taken delivery of the equipment, our local engineer will contact you 
to arrange an appointment on a day and time to suit you. They will install and fully demonstrate the alarm 
and key safe for you.

For key safe and installation pricing, please see your enclosed agreement form.

For more information call: 0800 180 8540 or Visit: telecare24.co.uk 

Alarm and Key Safe Installation
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Q. What distance will the pendant work from the base unit?

The range of the pendant depends on the plan you select.

Standard Plan 100 metres
Fall Sensor Plan 200 metres
Careline Anywhere - TAG Mobile Unlimited
Pendant 200 metres (with TAG Mobile located in docking station)

Q. Can I talk through the pendant?

You cannot speak through the pendants supplied with the Standard Plan and Fall Sensor Plan.

If you select the Careline Anywhere Plan you can speak through the TAG Mobile device. Our care team have 
protocols in place to ensure help is sent if they cannot hear your response for any reason.

Q. How is the alarm unit installed and can I do this myself?

Our alarms on our Standard Plan and Fall Sensor Plan are very easy to install yourself. We deliver the alarm ready to 
use, it just needs to be plugged into your existing phone line and a mains power socket. It really is that simple. If you 
have a home phone, this simply plugs into the back of the alarm unit, allowing you to make and receive calls as 
normal. We can arrange installation if you wish, please see our agreement form for price details.

Our Careline Anywhere Plan just needs to be plugged into the mains, there is nothing else for you to do. The 
Careline Anywhere Plan does not require a phone line.

Q. Can I order an extra pendant?

Yes you can. This is an excellent idea if you have someone else living in your home who may also benefit from using 
your alarm. Additional pendants are available on our Standard Plan and Fall Sensor Plan for a small fee. The easiest 
way to do this is to place your order via our website or call us directly.

Q. Do I need to check that my pendant is working?

We recommend you activate your pendant at least once a month to let you and our operators know that your alarm 
is working correctly.

Q. Will my Telecare24 alarm unit work if there is a power cut?

Yes. Your Careline unit will still work as it has a battery backup which will power the unit for approximately 24 hours. 
We will notify a keyholder if our systems detect you have had a mains failure.

Frequently Asked Questions



Q. What happens if my equipment develops a fault?

If for any reason a fault should develop we endeavour to rectify the fault remotely. If the fault cannot be resolved, we 
will replace the unit without cost and dispatch for next day delivery.

Q. Does the fall sensor detect a fall in all cases?

All falls are different, and whilst most severe impacts will be detected we cannot guarantee an automatic trigger in 
every situation.

Q. Can I wear the fall sensor around my neck?

No, it is wrist worn only to ensure falls are detected correctly and to minimise the occurrence of false alarms.

Q. Can I cancel a fall alert if it is a false alarm?

Yes, simply place your hand over the device within the first 20 seconds of activation.

Q. Can equipment supplied on the Careline Anywhere Plan detect falls?

The equipment supplied with the Careline Anywhere Plan does not feature automatic fall detection. If this feature is 
important to you, then please select the Fall Sensor Plan.

Q. Does the Careline Anywhere Plan require a phoneline?

No, the docking station simply plugs into the mains power. However, it is designed for the more active user, to take 
out with them. This is not designed to replace a home careline where no phone line exists.

Q. How accurate is the GPS on the Careline Anywhere Plan?

Like other GPS devices, the TAG Mobile is accurate to within a few metres, however please bear in mind the exact 
location is dependent on satellite availability.

More Frequently Asked Questions

For more information call: 0800 180 8540 or Visit: telecare24.co.uk 




