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DIGITAL TELECARE IN SCOTLAND

Leading a collaborative approach to improve 
citizen outcomes  through the trans ition to digital 
telecare.
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“As early as 2023 the existing 
analogue telephone network 

will be switched to digital 
connectivity”
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• National programmes of work on telecare development, 
expansion and innovation since 2006; national funding for local 
developments; supported national network

• TEC Programme established in 2014/15; now sits within a new 
Digital Health and Care Directorate within Scottish Government

• Scotland’s Digital Health and Care Strategy published in 2018

• The latest TEC Programme Delivery Plan seeks to drive 
deployment at a local level alongside national infrastructure 
and support work  

• The analogue to digital transition is part of a wider national 
programme of work to support the ongoing development of 
telecare services in Scotland 

SCOTLAND’S TECHNOLOGY ENABLED CARE 
(TEC) PROGRAMME

https://www.gov.scot/publications/scotlands
-digital-health-care-strategy-enabling-

connecting-empowering/

https://www.gov.scot/publications/scotlands-digital-health-care-strategy-enabling-connecting-empowering/
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Es tablis hed to s upport the s trategic direction of the trans ition from analogue to digital 
telecare, through a portfolio of programmes  providing

• T hought leaders hip 
• Operational telecare management, 
• Digital s ecurity, 
• P rogramme and project management.
• A ‘once for S cotland’ approach where:

• the experiences  of different s takeholders  undertaking the trans ition are s hared 
• s tandardis ed models  and proces s es  are implemented

• A s mooth, s afe, trans ition to a digital s ervice for citizens  in recipient of telecare in their home 
environments

DIGITAL TELECARE TEAM
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Comprehensive, informative guide for services embarking on digital telecare transformation.

Digital repository consisting of Digital Telecare materials arranged into themed ‘Pathways’ 
providing:

• Information
• Guidance;
• Advice;
• Templates;

Co-created to draw on:
• Experiential knowledge;
• Technical expertise;
• International research.

THE DIGITAL TELECARE PLAYBOOK

Information within the P laybook is  grouped into thematic 
‘P athways ’ enabling us ers  to quickly reach the content mos t 
relevant to their needs

Management P athway: Launched on 31s t October 2019
T echnical and S ecurity P athway: Launched on 23rd March 2020
P rocurement P athway: Launched 28th May 2020
S takeholder Engagement P athway (Due November 2020)
Workforce P athway (Due 2021)
Citizen P athway (Due 2021)



KEY DRIVERS

OUR JOURNEY TO 
DIGITAL TELECARE

WHAT  S T AGE ARE YOU IN T HE T RANS IT ION P ROCES S ?

WHAT  ARE T HE NEXT  S T EP S  IN YOUR DIGIT AL T ELECARE J OURNEY?

• We had to s pend time defining the project s cope and working out
which part of the organis ation s hould 'own' the project. We now have a
'joint-owners hip' approach, where the project is co-s pons ored by s ocial
care and ICT Senior Managers ;

• We had initially thought that the project could be delivered by one
Project Manager working largely on their own. As we refined the project
s cope and unders tood more fully that the project was jus t not a
technical one (i.e. it impacts on how we deliver hous ing and s ocial care
s ervices and the fundamentals of how we interact with Telecare
Service Us ers ) it became clear that a much bigger team would be
required. We are currently pulling together res ources from acros s the
organis ation and beyond to res ource this team;

• As the digital telecare market is s till developing, we have found it tricky
to work out what s ervices and products are currently available and
‘tried and tes ted’. To addres s this , our Procurement Team organis ed a
number of online s howcas es from the main Suppliers in the digital
telecare market.

WHAT  WERE YOUR KEY CHALLENGES  AND HOW DID YOU OVERCOME
T HES E?

• It needs a bigger team of people than you might think! 
• You’ll need Senior Management to understand and support the project and a project team 

with  a wide range of practical and technical expertise to ensure that you identify any key 
project risks and maximise the benefits of digital telecare.

WHAT  IS  ONE T OP  T IP  BAS ED ON YOUR EXP ERIENCE T O DAT E?

• We have a project boards in place to overs ee the trans ition to digital
telecare;

• We are finalis ing our s ys tem requirements and are aiming to s tart the
procurement proces s for a new AEC within the next few months .

• Recruitment of a wider team to progres s both the technical and
s ervice redes ign as pects of the project;

• Procurement of a digitally-capable ARC.

UP COMING ANALOGUE T O DIGIT AL
S WIT CH OVER

REAS S ES S  WHAT  OUR T ELECARE S ERVICES   COULD DELIVER AND 
MAXIMIS E  P OT ENT IAL BENEFIT S  FROM DIGIT AL T ELECARE

CURRENT  ARC EQUIP MENT  AND 
S OFT WARE IS  OUT  OF DAT E
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OUR JOURNEY TO 
DIGITAL TELECARE

WHAT  S T AGE ARE YOU AT  IN T HE T RANS IT ION P ROCES S ?

• An operational Digital Alarm Receiving Centre (ARC) platform has  been 
deployed;

• Sys tem tes ting has  been completed by the s upplier to demons trate 
that
the digital telecare s olution is  operating acceptably;

• Penetration tes ting has  been s ucces s fully completed;
• Internal Acceptance Tes ting has  been s ucces s fully completed;
• 98% of digital ready alarms  ins talled;
• All key s taff now fully trained on Device Management Platform (DMP);
• Data Protection Impact As s es s ment (DPIA) complete;
• Migration and tes ting plans  prepared.

INCREAS E
IN CALL FAILURES

DELIVERY OF 
P ROACT IVE S ERVICES

OP P ORT UNIT Y T O T RANS IT ION
T O A CLOUD BAS ED S OLUT ION

ABILIT Y T O US E 
P ERS ONAL DEVICES

FUT URE AND 
LONG T ERM BENEFIT S

WHAT  ARE T HE NEXT  S T EP S  IN YOUR DIGIT AL T ELECARE J OURNEY?
• Compete all tes ting including bus ines s  continuity;
• Initial migration;
• Complete roll out and migration of digital equipment;
• Migration of s heltered hous ing properties  to digital;
• Explore cloud ARC platform trans ition;
• Explore us e of pers onal devices  e.g. Alexa.

• Compete all tes ting including bus ines s  continuity;
• Initial migration;
• Complete roll out and migration of digital equipment;
• Migration of s heltered hous ing properties  to digital;
• Explore cloud ARC platform trans ition;
• Explore us e of pers onal devices  e.g. Alexa;
• Sought out opportunities  for external funding to s ecure additional            

s taffing res ources .

WHAT  HAVE BEEN YOUR KEY CHALLENGES  AND HOW DID YOU 
OVERCOME T HEM?

• Les s  talking, more doing!

WHAT  IS  ONE T OP  T IP  BAS ED ON YOUR EXP ERIENCES  T O DAT E?
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OUR JOURNEY TO 
DIGITAL TELECARE

WHAT  S T AGE ARE YOU AT  IN T HE T RANS IT ION P ROCES S ?

• We have completed the tendering proces s , allocated works to our
s upplier and are in the middle of pre control room upgrade
preparation and dis cus s ions ;

• Upgrade s cheduled for 2nd week in November.

WHAT  ARE T HE NEXT  S T EP S  IN YOUR DIGIT AL T ELECARE J OURNEY?
• Once our upgrade has  been carried out, we will be purchas ing, 

as s es s ing and tes ting a range of digital alarms  to find out which is  the 
mos t s uitable for moving forward with;

• We will als o be able to s tart our migration of equipment over to digital  
and carry out penetration tes ting of all before we will feel comfortable 
enough to go “live” digitally.

• The tendering proces s took a lot longer than expected initially
caus ing us to re-evaluate our timetable for moving forward;

• We had s imilar problems gaining our IT department s upport for the
project initially, but we were in a pos ition at the s tart of the year to
get our control room upgrade carried out in April – then COVID hit!

WHAT  HAVE BEEN YOUR KEY CHALLENGES  AND HOW DID YOU 
OVERCOME T HEM??

• Remember that you are not alone!

• Build up a network of s upport from thos e who have gone before you
and make us e of the playbook and s upport network available within
Scottis h Government’s Digital Telecare Programme!

• Make s ure you have at leas t one pers on on the project that is
technologically minded, who can help guide you through s ome of
the more technically challenging as pects of the trans ition preparation.

WHAT  IS  ONE T OP  T IP  BAS ED ON YOUR EXP ERIENCES  T O DAT E ?

CUS T OMERS   BENEFIT  FROM 
NEW DIGIT AL S UP P ORT IVE 

T ECHNOLOGY

IMP ROVE CONNECT IVIT Y 
WIT H OT HER WORK 

S YS T EMS S  

DELIVERY OF P ROACT IVE 
S ERVICES  T HAT  ARE FUT URE 

P ROOF

ENS URE CUS T OMERS  ARE NOT  
S OCIALLY DIS ADVANT AGED OR 

LEFT  BEHIND 

COLLABORAT E AND S HARE 
MUT UALLY BENEFICIAL OUT COMES  

FOR ALL



KEY DRIVERS

OUR JOURNEY TO 
DIGITAL TELECARE

WHAT  S T AGE ARE YOU IN T HE T RANS IT ION P ROCES S ?

WHAT  ARE T HE NEXT  S T EP S  IN YOUR DIGIT AL T ELECARE J OURNEY?

• Corporate s ervices unders tanding the complexity of the s ervice area –
ongoing dis cus s ions and s haring of detailed documentation;

• Cyber s ecurity s crutiny – an ongoing challenge, and again, ongoing
discus s ion and exploration of new methods of working to meet the
concerns .

WHAT  WERE YOUR KEY CHALLENGES  AND HOW DID YOU OVERCOME
T HES E?

• Executive level buy-in to a bus ines s  cas e that outlines  the urgency of 
the programme over the coming years , as  well as  the expected 
capital and review expenditure expected to meet the challenge.

WHAT  IS  ONE T OP  T IP  BAS ED ON YOUR EXP ERIENCE T O DAT E?

• Current s tage - Internal acceptance tes ting;
• Exploration of the next ARC s olution to support Edinburgh’s trans ition

and wider trans formation programme for the next 3-5 years .

• Moving forward with an agreed plan to change the ARC in Edinburgh
that will enable a fully digital s ervice delivery;

• Appointing a full time Project Manager to take a dedicated focus on
the programme.

S US T AIN A LIFE AND LIFE S ERVICE 
T O T HE IMP ACT ED CIT IZEN AFT ER 

T HE S WIT CHOVER

OP ERAT IONAL EFFICENCIES  T HAT  
CAN BE MADE IN T HE AREA OF 

EQUIP MENT , INS T ALLAT ION AND 
REP AIR

BROADEN T HE S COP E OF T ELECARE 
OFFER AND EXP LORE OP T IONS  E.G.  

S ELF P URCHAS E

IMP ROVED COLLAT ION OF DAT A T O 
AS S IS T  T HE CIT IZENS  WIDER HEALT H 

AND S OCIAL CARE NEEDS



CONNECT WITH US

@ DigTelecareScot
# DigitalTelecare

telecare.digitaloffice.s cot

telecare.digitaloffice.scot
TEC.scot

@ DigTelecareScot
@ TECScotland

Digital Office for Scottish Local Government
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