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Assisted living technology (ALT) is offered to individuals 
as part of a range of social care services that assist in 
maintaining independence and promoting quality of 
life at home. 

Just as technology has become an increasingly 
important part of everyday life for all of us, the use 
of ALT has also become more acceptable and 
established. For example, the Telecare Services 
Association estimates that 1.7 million people use 
telecare (a specific type of ALT) in the UK1 , including 
older people, people with physical disabilities and 
cognitive impairments (including dementia) and 
people supported by community mental health 
teams. The growth in the use of ALT has also been a 
response to policy trends directed at supporting our 
ageing population, including self-directed support 
and personalisation, self-care, early intervention and 
preventative action and reablement. 

However, the availability of ALT on its own cannot 
fully maximise any impact it might have – it needs to 
be successfully embedded into a supportive service. 
These Assisted Living Services (ALS) require a 
workforce that is equipped with the confidence, 
skills and knowledge to engage with the available 
technology and apply it to enhance the lives of 
vulnerable people and their carers. The abilities of the 
social care workforce to develop and adapt existing 
skills - or learn new ways of working - is essential to 
ensure that people with care needs and their carers 
view and experience ALT as a positive tool in the way 
they choose to live their lives.

Introduction

This learning and development framework for ALS 
aims to guide and support those involved in the 
commissioning, design or delivery of workforce 
development. It is intended to support effective staff 
development, by focusing on tasks related to roles and 
the associated specific knowledge and skills needed 
to supply an effective assisted living service. It does 
this by:

 n posing a set of questions to answer that 
act as a foundation (Readiness)

 n offering guidance to assist the identification of 
work or service flow in your or your partner’s 
organisation (who’s doing what and when) 
and a tool to help (Customer Flow Analysis)

 n providing guidance on how to map 
tasks and roles to knowledge and 
skills needed (Workforce Analysis)

 n providing tools and resources for 
learning (Learning and Delivery)

 n helping to evaluate the impact 
of learning (Checking)

1 — http://www.telecare.org.uk/consumer-services/what-is-telecare
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Language and definitions

When developing or using any framework, it is 
important to be clear on the language and definitions 
used. Do we all know what we mean when we use 
the words assisted living technology? Do we all 
mean the same thing? Because we are dealing with 
a rapidly evolving set of services, a range of terms 
are used to describe the similar things – examples 
include assistive technology, assisted living, t, adaptive 
technology and everyday living devices. Research by 
Skills for Care has revealed varied use of language 
in differing locations and sometimes even within the 
same organisation.2

One of the aims of this framework is to offer definitions, 
terminology and language that can be used by all 
when preparing workforce development products 
in the ALT field, thereby establishing a common 
understanding. For the purposes of this framework, 
we’ll be using the definitions put forward by Skills for 
Care (below). Though other definitions are available, 
the ones below give a clear idea of the sorts of ALT and 
ALS the framework will discuss. For more information, 
a glossary of terms is provided at appendix A.

For the framework to be of value it is not necessary 
to use the language on offer here, but it is necessary 
for leaders, partners, the workforce, commissioners, 
educators and regulators to have agreed common 
language. This common language can then be 
shared with the receiver of the ALT, thus enhancing 
their awareness and understanding. Not to do so 
will inevitably result in communication issues that 
may undermine any investment in learning and 
development and the value of ALT to social care 
customers. 

By assisted living technologies (ALT), Skills for Care means:

 n Telecare: The use of technology, including monitors and sensors, to promote independent 
living and support to people in need of care to live longer at home, in homely environments 
and in their communities. This may include returning home after a period of illness.  

 n Digital participation services: to educate, entertain and stimulate social 
interaction to enrich the lives of people in need of social support 

 n Wellness services: to encourage people to adopt and maintain a 
healthy lifestyle, to help prevent or delay the need for support.

The collection of these services is referred to as assisted living services (ALS)3. 

Questions to ask at this stage:

 n What language is used to describe 
ALT/ALS in your place of work?

 n If elements of your ALS are being provided 
separately or by different partners, do 
you share a common language?

 n How is ALT described to the 
people who may use it? 

2 — For research in this field see www.skillsforcare.org.uk/assistedlivingtechnology 
3 — Adapted from Lewin et al 2010 Lewin, D, Adshead S, Glennon B et al (2010) Assisted Living Technologies and Disabled People in 2030. 
London; Plum Consulting.
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Put simply, a learning and development framework 
describes the flow of activities which will result in a 
capable, confident and skilled workforce. In this case 
the framework is designed for the groups of workers 
working with ALT. We have identified five stages that 
provide the structure for the framework – readiness, 
customer flow analysis, workforce analysis, learning 
design and delivery and checking.

The idea of this framework is that every stage offers 
itself as a basis for construction and flexible growth. 
Each of the stages is like scaffolding onto which 
advice, support materials and signposts can be 
bolted. The framework acknowledges that many ALS 
providers have resources and materials in place that 
they will wish to ‘slot into’ this framework. Others may 
have less of their own and wish to use more from this 
document and its associated tools.

The spirit of the framework is that customer feedback 
is vital. The use of the phrase ‘customer’ is a deliberate 
one; many people that use ALT do not use other social 
care support. Many purchase their ALT as a customer 
who knows what they want, often with the help of a 
carer. Their contact with ‘formal care services’ may be 
brief (e.g. gathering information). This is not to say that 
those who use ALT as part of a wider support package 
are not customers, who want to exercise choice and 
control over their service; it is to make clear that the 
customer ‘touches’ an ALS in many different ways and 
this will need to influence any approach to identifying 
the development needs of the ALS workforce.

At the learning and development framework’s heart 
is the ‘customer flow’ stage, which will help you to 
understand more fully the range of customer journeys 
in your organisation. It stresses understanding ways of 
working in, across and between, ALS, as well as self-
direction, the user contribution and feedback loops. 
In the same manner the learning and development 
framework stresses the learner as a customer, always 
asking: how do you know that the learning benefits the 
end-user (‘checking’ stage).

What is a learning and 
development framework?

The framework has been underpinned by research 
and developed in partnership with a range of 
stakeholders .  The resources ,  materials and 
contributors that have supported the design of this 
learning and development framework can be found at 
Appendix B. This is not intended as a comprehensive 
resource directory, but as a useful reference document 
and an acknowledgement of the assistance gratefully 
received. 

It has been designed with the role of workforce 
development lead in mind. It is recognised that this is 
a role that may be performed by training or human 
resource management specialists, by managers or 
experienced practitioners. 

In making this framework Skills for 
Care have been keen to:

 n assist workforce leads to start from where they 
are today focus on the users of services and 
the workforce, before the technology itself

 n provide some example resources 
that are of value to organisations and 
inspire further developments

 n ensure that the framework can expand 
in depth and breadth in the future.

The making of the framework
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Making best use of the framework

The framework is a tool, designed to be used and shaped in a way that best meets the needs of your workforce. 
However, we have got a few tips below on how to get the best out of the document and its associated resources.

You will get the best of this framework if you:

 n Recognise it is not prescriptive – it 
is designed to provide support 
and guidance, not ‘rules’. 

 n Get an overview of the processes 
and products before starting where 
it  most suits your organisation

 n Introduce operational and strategic 
managers to the framework and its intent 
to support the use of technology in ALS

 n Propose arrangements to support 
the use of the framework, that 
involves stakeholders and identifies 
an organisational ‘champion’

 n Talk to customers and the workforce 
about learning and development.

 n Build questions about technology 
into survey work your organisation 
may be undertaking

 n Acknowledge that a framework cannot 
hold all the answers, and in fact may 
pose more questions than answers.

 n Change and adapt the framework 
if it makes it more useful for you, 
your workforce and customers

 n Tell us at Skills for Care about your 
experience of using the framework 
and the associated resources - 
what worked well and less well. 
Your experience can benefit other 
employers and guide the development 
of additional learning resources



7

a.  Understanding the customer
b.  Identifying the work or service fl ow

a. Data and information
b.  Thinking about role exemplars
c.  Mapping standards, frameworks 

and qualifi cations 

a.  Learning priorities and 
agreeing outcomes

b.  Finding out what works 
— value for money

a.  Models for evaluating learning 
and development

b.  Checking user satisfaction

a. Your organisation’s purpose
b. Your organisation’s values 

and principles

READINESS STAGE — your organisation

1 c. Your organisation’s customers
d. Your organisation’s workforce
e. Leading in assisted living technology

2
CUSTOMER FLOW ANALYSIS STAGE — your customers

c.  Ways of working
d.  Clustering tasks

3
WORKFORCE ANALYSIS STAGE — your workforce

d.  Analysing gaps
e.  Assessing training needs

4
LEARNING DESIGN & DELIVERY STAGE — your development

c.  Investment and funding for 
learning and development

d.  Delivery methods

5
CHECKING STAGE — your success

c.  Involving the workforce
d.  Benchmarking with comparators
e.  Celebrating success
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∙ Benchmarking with comparators
∙ Celebrating success
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READINESS STAGE — your organisation

1 a. Your organisation’s purpose
b. Your organisation’s values 

and principles

c. Your organisation’s customers
d. Your organisation’s workforce
e. Leading in assisted living technology

a. Your purpose

As a first stage in using the ALT learning and 
development framework it is vital that stakeholders, 
partners and customers understand the purpose of 
your organisation. The workforce lead has a pivotal 
role in conveying this purpose onwards into what 
practitioners do, linking through influence, knowledge 
and expertise and the strategic vision for ALT to the 
practicalities of providing a service.

The organisational purpose should be described 
as a high level mission or statement of purpose. The 
statement should include:

 n what you do (and why)

 n who you do it for

 n where you do it

 n if useful, what you don’t do.

In the box below, you can see just one example of a 
‘statement of purpose’ related to ALS.

You may be part of a larger organisation that provides 
many other services than ALS. In this case, you may 
need to seek out the mission statement for your whole 
organisation and then work with the appropriate 
partners and leaders to develop what it means for 
your ALS.

Example statement of purpose 

Sandwell Telecare Assisting You (STAY) can 
provide you with a range of electronic devices 
that will help you to remain independent and safe 
in your own home.

Electronic assistive technology means a range 
of electronic devices that have been developed 
to assist people with physical, sensory or mental 
health difficulties to continue to live at home as 
safely and independently as possible.

In Sandwell, STAY is responsible for providing and 
installing these devices.

We aim to provide equipment that will:

 n assist people to monitor and maintain 
a safe home environment 

 n assist carers to care for someone at home 

 n reduce the risk of falls and 
accidents within the home 

 n prevent avoidable admissions to hospital. 
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b. Values and principles

The statement of purpose should include (or be 
accompanied by) a description of your organisation’s 
values and principles. These will describe how you go 
about your business and the standards you expect. 
Your organisation may wish to adopt the common 
core principles to support self-care4  as a foundation 
for its values. The framework includes a suggested 
set of common values and principles that are 
applicable across the whole workforce engaged with 
ALS. These are rooted in principles and practices of 
active decision making (sometimes known as ethical 
decision making).

Examples of elements to consider in 
your values and principles are:

 n customer self-direction and/or control

 n equity

 n consent

 n capacity

 n responsiveness and accessibility

 n partnership

 n guarantees and value for money.

In practice, many of those responsible for workforce 
development will have to seek out information 
about values and principles from others within 
the organisation.  However, it is an important area 
to understand prior to moving into the ‘customer 
flow analysis’ stage of this framework, it will give 
expectations of what actions and behaviours your 
customers should expect from the practitioners that 
they encounter as part of an ALS. 

Whilst a learning and development framework cannot 
determine values and principles for your organisation, 
they have to be ‘owned’, it is strongly suggested 
that table B of appendix D be used as a challenge 
checklist before moving beyond the readiness stage. 
In particular, you should seek to establish principles of 
active decision making that have clear procedures and 
practice guidance regarding the important matters of 
autonomy, consent, capacity, risk and customers’ best 
interests. For more details of how to tackle such ethical 
questions, the Social Care Institute for Excellence 
(SCIE) have provide some excellent guidance.5  We 
also address some ethical issues within resources 2, 3 
and 5 linked to this framework (see chapter 4 for more 
information). 

READINESS STAGE — your organisation

1 a. Your organisation’s purpose
b. Your organisation’s values 

and principles

c. Your organisation’s customers
d. Your organisation’s workforce
e. Leading in assisted living technology

4 — The common core principles to support self care were developed jointly by Skills for Care and Skills for Health for the Department of Health’s 
Long Term Conditions team. They, and other self care materials, are available on http://www.skillsforcare.org.uk/selfcare/
5 — SCIE (2010) At a glance 24: Ethical issues in the use of telecare. Available from: http://www.scie.org.uk/publications/ataglance/ataglance24.
asp 

www.skillsforcare.org/assistedlivingtechnologyresourcehub
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READINESS STAGE — your organisation

1 a. Your organisation’s purpose
b. Your organisation’s values 

and principles

c. Your organisation’s customers
d. Your organisation’s workforce
e. Leading in assisted living technology

You should have basic information at your fingertips 
about your customers – both current and prospective. 
One way to do that is have meaningful customer 
involvement in your organisation. This can range 
from organisations that have customers of ALS 
involved in owning and running the business, to 
those that have influential customer forums and 
feedback mechanisms. It is vital that you understand 
the perspective of the end-user of the technology 
as well so you can shape your workforce to address 
customer needs and meet expectations.

For ALT providers this will mean knowing – for example 
- which customers have which services, when 
equipment is due for servicing, which technologies 
are most effective and popular and when reviews 
of plans are needed. It will mean partnering with 
service commissioners to understand the impact of 
the technology on the needs of the community and 
what the future demand is predicted to be. It will mean 
working alongside education and training suppliers to 
convey the workforce development requirements that 
will meet customer demand. 

c. Your customers

The principle of partnership working is crucial at all 
levels to an effective ALS. There are partnerships 
with customers; partnerships with family carers and 
partnerships with the various people that make up 
a circle of support around a user of ALS. There are 
the partnerships involved with supplying, maintaining 
and operating the technology and partnerships with 
housing providers and with health and wellbeing 
services.  

Research highlights that a range of service delivery 
and partnership models are used by providers of ALS6 
. Such diversity makes understanding and negotiating 
the complexities of partnership working elusive and 
sometimes confusing for the people charged with 
developing the workforce. The key lesson is that there 
is no single approach to partnership working, but that 
engagement with stakeholders is crucial to building 
effective services.

6 — Wigfield A, et al (2012) Workforce Development for Assisted Living Technology: understanding roles, delivery and workforce needs. Available 
from: http://www.skillsforcare.org.uk/workforce_strategy/assistedlivingtechnology/assisted_living_technology.aspx
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READINESS STAGE — your organisation

1 a. Your organisation’s purpose
b. Your organisation’s values 

and principles

c. Your organisation’s customers
d. Your organisation’s workforce
e. Leading in assisted living technology

d. Your workforce

Again, basic data and information is a crucial starting 
point in ensuring organisational health and thus your 
workforce’s ability to respond to new challenges 
of learning or development. Besides the obvious 
core data retained about employees, a social care 
organisation engaged with ALT should:

 n Undertake a skills audit that checks 
on employability7  and IT skills

 n Ensure that ALT is part of the 
whole workforce’s induction and 
throughout their ‘learning  lifetime’

 n Keep training and qualification records

 n Record in supervision and appraisal, 
employees’ aspirations and 
training needs related to ALT

7 — See http://www.skillsforcare.org.uk/developing_skills/skills_for_life_and_employability/employability.aspx 
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READINESS STAGE — your organisation

1 a. Your organisation’s purpose
b. Your organisation’s values 

and principles

c. Your organisation’s customers
d. Your organisation’s workforce
e. Leading in assisted living technology

e. Leadership

The ‘readiness’ points discussed above apply whether 
your organisation specialises in ALT, is a wider social 
care provider or an integrated provider with health or 
housing. Being clear about your purpose, transparent 
on your values, knowing your customers, the 
services and products they value and the capabilities, 
confidence and skills of the workforce to meet 
customer demands are the essentials of business 
success. They are the essence of leadership.

Workforce development leaders need to link to all 
areas of their organisation. They will need to help 
organisational leaders understand the challenges, 
opportunities and workforce requirements of ALT. 
The successful workforce development leader will 
also have a channel into the frontline workforce, 
understanding real-world issues such as workload 
pressures and operational processes. This – along 
with their understanding of customer experience – will 
allow workforce leaders to tailor interventions to the 
needs of their organisation.

The workforce development leader will be familiar with 
the market place for learning in ALT. They will know 
who does what and what is effective. They will keep 
training providers apprised of demand and changes 
so that they are ready to supply learning products. 
Crucially they will keep abreast of what competitors 
are doing whilst always looking for the benefits of 
collaboration in maintaining an appropriately skilled 
workforce.

This understanding of internal and external issues 
can be brought together in a simple and descriptive 
‘position statement’ which will underpin your use of 
learning and development framework. There are some 
fundamental questions which will assist in describing 
your organisation in a ‘position statement’ and will help 
you form a workforce development plan for the people 
who work with assisted living technology (see box 
below). To provide additional help, Skills for Care have 
produced a range of workforce planning tools that can 
be tailored to ALT.8  

8 — See http://www.skillsforcare.org.uk/workforce_strategy/InLAWS/Workforce_Commissioning_InLAWS.aspx for the workforce planning tools 
referred to.
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The following questions will help you 
devise your position statement:

 n What language does your organisation 
use to describe assisted living 
technology? Does it include? 

• Telecare?

• Telehealth?

• Telehealthcare? 

• Digital participation?

• Social Media?

• Wellness services?

 n Is the purpose of your organisation explicit 
as regards what it does in the field of ALT?

 n Have you or others considered using the 
common core principles to support self-
care as your organisations value base? 

 n Does your business plan identify who 
are the actual and potential customers 
that could benefit from ALT?

 n How well do your governance9   
arrangements cater for some of the ethical 
issues around assisted living technology? 
(capacity, consent, authorisations of 
actions, loss of direct contact, confidentiality, 
privacy, data protection for example)

 n Have you agreed principles of active 
decision-making across your organisation 
and designed procedures accordingly?

 n How is your organisation responding to the 
workforce priorities identified by Skills for 
Care in Capable, Confident and Skilled10?

 n What do you know about your workforce 
and its skills in ALT? Does your organisation 
have a workforce development plan that 
includes people who work with ALT?

 n Do you know about funding arrangements, 
grants and budgets linked to ALT? 
Whose role is it to know and why?

 n How are your directors, members, trustees 
and senior executives championing 
ALT, digital participation and wellness 
services? How can you help them?

9 — Governance relates to consistent management, cohesive policies, guidance, processes and decision-rights for a given area of responsibility. 
For example, managing at a corporate level might involve evolving policies on privacy, on internal investment, and on the use of data.
10 — Capable, Confident and Skilled is the, DH endorsed, workforce development strategy for people working, supporting and caring in adult 
social care. It is available on: http://www.skillsforcare.org.uk/workforce_strategy/workforcedevelopmentstrategy/workforce_development_
strategy.aspx 
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a.  Understanding the customer
b.  Identifying the work or service flow2

CUSTOMER FLOW ANALYSIS STAGE — your customers

c.  Ways of working
d.  Clustering tasks

a. Understanding the customer11

All learning and development should be linked to 
organisational purpose and priorities. The ultimate 
purpose of any organisation is to meet customer 
demand through the information, assessment, 
planning, supply or response to that technology. 
The framework will  support you in prioritising 
these demands and ensuring that learning and 
development meets organisational purpose through 
building knowledge and skills in the workforce both 
individually and collectively. 

The chart opposite (pg 15) looks at a number of key 
areas that you should consider when exploring the 
customer’s experience of your service.

The chart is intended to be useful to people in social 
care organisations who are thinking, maybe for the first 
time, about how technology can assist them develop 
their ALS provision. It is a way of introducing, from a 
customer perspective, some of the headline changes 

that technology can support in moving towards social 
care that is characterised by a preventative approach 
to personalised and safe services.

In so doing it opens up the learning and development 
flow to one of ‘walking in the shoes’ of others. It sets 
the tone of your workforce development in ALT as 
being relationship-based work, as well as being task-
based work. The implication is that the skills needed 
are emotional and social as well as practical.

11 — The customer may be a service user, their relative or agent, another organisation in the supply chain or a frontline professional
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Understanding the 
Customer

Suggested Prompts

Getting Information 1. What are the top 5 ways people find out about ALT?
2. How do you market your services?
3. What do you think customers expect from 

staff that provide information?

Being Assessed 4. Is the customer always right?
5.  Do you support self-assessment?
6.  How is ALT used to support personalisation?
7.  How are carers assessed for ALT?
8.  How do you keep assessment clear and simple?
9.  What are the arrangements for payment?
10.  When and where do you refer on for specific advice 

and guidance on assisted living technology
11.  How do you explain the benefits and risks of using ALT?
12.  How does the ALT support the customer’s own existing 

support mechanisms or seek to strengthen them?

Planning the service 13. How do you make sure there are clear links between assisted 
living strategy and practical plans to use technology?

14. Who is involved in preparing a plan for ALT?
15. How do you make sure that everyone is familiar 

with the principles and practices of active 
decision-making and the ethics of ALT?

16. How do you make sure that there is consent to the ALT plan?
17. What do you do to record and share the plan?
18. What steps do you take to make sure that ALT 

benefits are built into wider care plans?
19. What contingency plans do you make to 

anticipate possible failure of ALT?

Recieving the service 20. Who makes sure that everyone does what they are supposed to?
21. Are there arrangements to test that things are working?
22. How are customers, or their representatives, 

taught how the ALT works?
23. Is it clear what happens in the event of an alert or emergency?
24. Is the customer happy with the arrangements for maintenance? 

Having the service reviewed 25. What guarantees are the customers offered?
26. How do you check that the ALT is meeting the 

assessed needs of the recipient as intended?
27. Do you revisit the assessment and plan with the customer?
28. In what ways can customer satisfaction be checked?
29. How do you get feedback from your workforce?
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a.  Understanding the customer
b.  Identifying the work or service flow2

CUSTOMER FLOW ANALYSIS STAGE — your customers

c.  Ways of working
d.  Clustering tasks

b. Identifying the work or 
service flow

The flow diagram below has been drawn with the 
help of several services that supply and support ALT 
and with the comments and contributions of many 
stakeholders. It is not intended as a prescription of 
how things should be done, but rather a composite 
description of how some services work using ALT. It 
is a pictorial way of representing the possible journey 
of a customer as they are either identified or identify 
themselves as benefitting from ALT.

The research13  also suggests that whilst roles vary, 
the tasks that sit ‘behind’ them are constant. The tasks 
that are required are the consistent element, whilst 
the role and job descriptions vary greatly, as can the 
degree to which the tasks are a large or small element 
of someone’s role.

As such, the way to use the diagram is by asking the 
question – is it true for your organisation? Can you 
clearly identify the various realms of activity, where 
your workforce fits into the diagram and where others 
connect to it? If that is not quite the case then change, 
adjust, delete and add until you have a picture of the flow 
of ALT that truly reflects how you and your customers 
work together. The focus is on the customer and the 
practitioner – whether the practitioner is a specialist in 
ALT or a social care practitioner who is supporting the 
use of the technology.

Whilst models of ALS are diverse, research and 
fieldwork suggests that the five core elements (inform, 
assess, plan, implement and review) of the flow 
diagram have universal applicability. These stages are 
described below. These also mirror Skills for Care's 
guidance on workforce commissioning12 :

Inform: To provide information about ALT at the first 
point of customer contact, at every stage of service 
provision and as part of overall awareness raising 
and training. To re-direct or refer customers to other 
sources of information, advice and guidance 

Assess: To undertake assessments for ALT by 
telephone or other remote media, as a specialist 
practitioner, as part of a multi-professional team or as 
an element of a community care or other assessment

Plan: To take the practical steps necessary to set up 
the ALT services required by assessments or included 
in care plans. This includes individual planning with 
the customer involving procurement of equipment 
and contracts for its use. It does not include strategic 
commissioning or planning.

Implement: To take the actions necessary to fit 
functional ALT, regularly check that it is working and 
react in response to alerts and alarms

Review: To undertake or participate in technical, 
maintenance, care other reviews of the effective 
operation of ALT. To collect, decontaminate and make 
good ALT for possible re-use.

12 — For guidance on workforce commissioning, see http://www.
skillsforcare.org.uk/workforce_strategy/workforce_commissioning/
workforce_commissioning_2012.aspx
13 — For research, see www.skillsforcare.org.uk/
assistedlivingtechnology 
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When drawing up your own flow diagram it is worth 
bearing in mind:

 n A workflow diagram starts with the 
customer or end user and seeks to show 
their relationship with practitioners in the 
service. It is possible to draw up a number 
of flow diagrams for how different aspects 
of your organisation are managed, how the 
business is supported and how you relate 
to your suppliers and commissioners. 

 n Flow diagrams often appear straight-line and 
stepped processes when sometimes a wavy 
line is needed (to avoid obstacles!) or certain 
steps can be skipped. Equally learning and 
development requires feedback - making 
loops and cycles an important feature of 
any flow. Try to build this into your thinking. 

 n The diagram provided seeks to simplify what 
can be a quite complex flow of activity. In 
particular, assessment can be very varied – 
ranging from the self-determined and funded, 
supported self assessment, assessment for 
the ALT service and complete assessment 
of need that includes technology.

 n Similarly the approach to plans is different in 
different places and according to purpose. 
For example a plan can be an agreement 
to install a particular piece of equipment 
– with or without monitoring, response 
and maintenance – or a comprehensive 
care and support plan fully covering an 
individual’s strengths and needs. 

 n Effective partnership working between 
services using ALT and social care, health, 
housing and employment support services are 
crucial to getting the greatest benefit from the 
equipment. The flow diagram provided does 
not attempt to show the complexities here of 
what will be particular to you and your locality.

a.  Understanding the customer
b.  Identifying the work or service flow2

CUSTOMER FLOW ANALYSIS STAGE — your customers

c.  Ways of working
d.  Clustering tasks

Drawing up your own flow diagram
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a.  Understanding the customer
b.  Identifying the work or service flow2

CUSTOMER FLOW ANALYSIS STAGE — your customers

c.  Ways of working
d.  Clustering tasks

Each local authority and each ALT supplier or service 
provider will have different ways of working. They may 
work across all or just some of your workflow steps 
(for example an installing service will focus its activities 
on ‘implement’, whilst drawing on activities undertaken 
by others in the preceding stages.) The flow diagram 
captures some commonalities using a five step 

c. Ways of working

In considering your way of working:

 n Use the work or service flow diagram to 
identify how things work in your organisation, 
the relationships and who does which tasks.

 n Keep asking yourself how you are 
bringing your principles of active 
decision-making to life. Does your way 
of working truly reflect your values?

 n What are the job roles and titles of people 
undertaking the various tasks? How do they 
interface? What do they all have in common?

 n Use the clustering of tasks, knowledge 
and skills provided in appendix C to 
understand and challenge the way you 
organise work with ALT. Ask if this is 
how you do things, could you improve 
and if greater or different engagement 
with ALT could be built into job roles.

methodology –inform, assess, plan, implement and 
review. Common tasks across the steps include 
those associated with the values you embrace in 
your agreed principles of active decision-making plus 
recording, personal development, customer care, 
health and safety and safeguarding.  

 n Do the people that you have 
identified as doing the tasks have 
the appropriate knowledge and skills 
as set out (see appendix C)?

 n How do you prioritise need? Who 
does this and how does ALT feature 
as part of services commissioned?

 n Is there a method for identifying the 
knowledge, skills and behaviours required 
for each job role? Who does this?

 n Which job roles have responsibility 
for identifying and meeting the 
learning and development needs 
of people working with ALT?
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a.  Understanding the customer
b.  Identifying the work or service fl ow2

CUSTOMER FLOW ANALYSIS STAGE — your customers

c.  Ways of working
d.  Clustering tasks

Each of the five methodical steps identified as 
common ways of working in all ALS (inform, assess, 
plan, implement, review) have ‘clusters’ of tasks 
associated with them (see diagram below). For 
example, under the broad heading of ‘inform’ are the 
task clusters of ‘first point of contact’; ‘signposting’ 
and ‘marketing, awareness raising and training’. 

d. Clustering the tasks

These clusters support a ‘pick and mix’ approach 
to selecting tasks and then matching them to job 
roles. Each task has linked knowledge and skills 
identifi ed (see appendix C). This enables the learning 
and development framework to support employers 
and practitioners in pinpointing and meeting their 
respective organisational and individual learning and 
support needs.

INFORM

ASSESS

PLAN

IMPLEMENT

REVIEW

TASKS

KNOWLEDGE

SKILLS

∙ First point of contact
∙ Signposting
∙ Marketing, awareness raising, and 
training

∙ Remote media (telephone / online)
∙ Specialist
∙ Collaborative or joint
∙ Community care

∙ Technical review and maintenance
∙ Care plan review
∙ Recycling and decontamination

∙ Install
∙ Monitor
∙ Respond

∙ Setting up plans
∙ Putting plans in place
∙ Formal care planning
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a. Data and information
b.  Thinking about role exemplars
c.  Mapping standards, frameworks 

and qualifications 
3

WORKFORCE ANALYSIS STAGE — your workforce

d.  Analysing gaps
e.  Assessing training needs

a. Data and information

All organisations need information about their 
workforce to ensure they are best placed to 
meet organisational purpose. Many social care 
organisations do this through completing the National 
Minimum Dataset for Social care (NMDS-SC)14. 
However, at this moment in time, this will neither tell 
them about workforce development needs in respect 
of ALT nor will it include many of the emergent job 
roles in that part of the social care sector. 

Organisations therefore need to be proactive in 
seeking out the information they require to use this 
learning and development framework. The following 
suggestions might be useful:

 n The NMDS-SC is used, where relevant, for 
basic data and that the same data fields 
are collected (in-house) for ALT workers 
who are not part of the collection

 n Your workforce be divided into the 
categories according to their roles and 
responsibilities in relation to ALT:

1. Staff within social care who have little to do 
with ALT at present (wider social care)

2. Social care staff whose role includes some 
degree of ALT involvement (general ALT)

3. Those who have particular specialist 
responsibilities, such as design or installation 
or direct management/supervisory 
responsibility for ALT (specialist ALT staff)

 n within those categories it will be possible 
to undertake a basic skills audit (including 
IT and employability) and record training 
completed and qualifications achieved

 n for the workforce categories identified 
it is important to link numbers of staff to 
knowledge and skill requirements and on into 
quality of (accredited) learning and support.

14 — The Skills for Care pages on the National Minimum Dataset for Social Care can be found at https://www.nmds-sc-online.org.uk/default.aspx 

www.nmds-sc-online.org.uk/default.aspx
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a. Data and information
b.  Thinking about role exemplars
c.  Mapping standards, frameworks 

and qualifications 
3

WORKFORCE ANALYSIS STAGE — your workforce

d.  Analysing gaps
e.  Assessing training needs

b. Thinking about role exemplars

Role exemplars are a means by which a workforce 
development lead can understand and map the 
skills and knowledge that a person may need when 
working in an ALS. Six example role exemplars can be 
found in appendices E1-E6.

These cover the 'tasks' identified in the service 
flow part of the framework, i.e. inform, assess, plan, 
implement and review. Five of the exemplars are task 
specific (appendices E1, E3-E6) and one devised 
around the 'broker' role to usefully bridge some of the 
gaps between local authorities and self-funders or 
people who top up on care packages, and also pulls 
in the commercial aspects of this work (appendix E2) 

The exemplars are offered to bring the framework to 
life and demonstrate its applicability to the practicality 
of job design, workforce deployment and training 

needs assessment. The exemplars maintain a focus 
on task, whilst allowing for flexibility in knowledge and 
skills, particularly in terms of levels and weighting or 
emphasis. 

Appendix D provides a template for you to use to 
prepare your own exemplars. It has associated 
guidance and tables for categorising the workforce, 
estimating the correct level of learning for the person 
and enabling mapping to qualifications and accredited 
learning. Suggestions for common tasks, knowledge 
and skills that should apply to all workers engaged with 
ALT in social care are included. These are intended 
to have underpinning from your principles of active 
decision-making.
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a. Data and information
b.  Thinking about role exemplars
c.  Mapping standards, frameworks 

and qualifications 
3

WORKFORCE ANALYSIS STAGE — your workforce

d.  Analysing gaps
e.  Assessing training needs

c. Mapping standards, frameworks 
and qualifications

Mapping has been undertaken (table E of appendix 
D) to provide a picture of where the knowledge 
and skills suggested in the various task clusters are 
already supported by examples of existing standards, 
qualifications or frameworks. It is important to note that 
lists such as this will never be entirely comprehensive, 
but the table reflects the up-to-date situation – to the 
best of our knowledge – at the time of printing. 

Though there are a number of modules, courses and 
programmes available, the provision of accredited 
learning in ALT remains relatively under-developed.  
The limited amount of accredited learning in relation to 
ALT was reported as an issue in some of the research 
carried out to underpin this framework15 and suggests 
that provision is not yet comprehensive enough to 
meet learning needs across the knowledge and skills 
spectrum.

The mapping that has been carried out to support 
this framework does provide you with an indication 
of where staff can look to develop their skills and 
knowledge in relation to ALT. Where external 
learning and development is available to support the 
necessary task clusters, then it may be sensible to 
seek to access this. Where mapping demonstrates 
gaps in the provision, this may suggest areas to 
prioritise in-house development or commissioning 
from training providers and/or suppliers. The types 
of learning and development that might best suit the 
needs of your workforce are discussed in more detail 
in chapter 4.

 15 — Wigfield A, Moore S, Buse C, Fry G (2012) Workforce development for Assisted Living Technology: understanding roles, delivery and 
workforce needs. Leeds: CIRCLE
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a. Data and information
b.  Thinking about role exemplars
c.  Mapping standards, frameworks 

and qualifications 
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WORKFORCE ANALYSIS STAGE — your workforce

d.  Analysing gaps
e.  Assessing training needs

d. Analysing gaps 

Gap analysis in workforce development planning is 
a process of comparing the demand for particular 
knowledge and skills with the supply and identifying 
any gaps between the two. 

Applying the role exemplar template to actual 
jobs - either as part of writing job descriptions, or 
in supervision or to redesign roles for changing 
technology - is a good opportunity to document 
learning and development gaps .  Workforce 

development leads should have a mechanism to 
share their gap analysis as part of organisational 
business planning. If the organisation does not have 
the people expertise it needs, then all the technology 
in the world will have limited impact on the customer’s 
quality of life. Equally, if customers and/or their carers 
cannot get the best out of the technology then the 
equipment will gather dust and suppliers reputations 
will be diminished.
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a. Data and information
b.  Thinking about role exemplars
c.  Mapping standards, frameworks 

and qualifications 
3

WORKFORCE ANALYSIS STAGE — your workforce

d.  Analysing gaps
e.  Assessing training needs

Training needs assessment is the underpinning 
to gap analysis both for the individual worker and, 
cumulatively, for the organisation. At both levels it asks: 
where are we now as regards learning and where do 
we need to be?

It is a recorded narrative that starts with a benchmark 
of skills audit and concludes with a development plan. 
The narrative takes place in supervision and appraisal. 
It can draw on checklists and personal assessments, 
including contributions from customers of ALT, to help 
identify what learning is needed and how it is to be 
provided.

In themselves gap analysis and training needs 
assessment are probably skills needs amongst 
the social care workforce who utilise technology. 
Interestingly there is a realisation that learning and 
development itself lends itself to technological 
solutions that can involve many stakeholders including 
customers. Workforce, carers and service users may 
be able to benefit from the same digital learning and 
tools and on occasion be in a position to learn together 
and from each other.16 

d. Assessing training needs 

 16 — More information can be found at 
http://www.skillsforcareanddevelopment.org.uk/KeyProjects/mobile_knowledge_and_learning_solutions.aspx
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a.  Learning priorities and 
agreeing outcomes

b.  Finding out what works 
— value for money

4
LEARNING DESIGN & DELIVERY STAGE — your development

c.  Investment and funding for 
learning and development

d.  Delivery methods

By this stage in the framework, you will  have 
assessed the readiness of your organisation (stage 
1), understood your customers and ways of working 
(stage 2) and carried out an analysis of your workforce 
(stage 3). Broadly, these steps will have shown you 
what your workforce needs to be able to do in relation 
to the delivery of ALS and assisted you to identify 
where there are actual or potential gaps in their skills 
and knowledge. 

Stage 4

In stage 4, you need to confi rm priorities for learning 
and development, establish what you want to achieve 
with that learning, identify and commit potential funding 
and consider alternative learning and development 
methods. This stage follows the second and third 
elements of the learning cycle described as part of 
the University of Oxford’s Learning Needs Analysis 
Toolkit17:

Stage 3 — 
Workforce Analysis

Stage 4 —
Learning design and delivery

Identification of 
Learning needs

Delivery of Learning 
Programme

Learning DesignLearning Evaluation

17 — Adapted from Learning Needs Analysis toolkit: www.conted.ox.ac.uk/courses/professional/lnat/index.php 
18 —  To view The Principles of Workforce Redesign, see http://www.skillsforcare.org.uk/workforce_strategy/workforceredesign/workforce_
redesign.aspx

Skills for Care's work on the principles of workforce redesign can also help 
you with design and delivery. The principles are:

4. engage people in the process - 
acknowledge and value their experience 

5. be aware of the way adults learn 
6. change minds and change systems 
7. develop workforce strategies that support 

transformation and recognise the shape of 
resources available in the local community.18 

1. take a whole systems view of 
organisational changes 

2. recognise how people, organisations and 
partnerships respond diff erently to change 

3. nurture champions, innovators and leaders 
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a.  Learning priorities and 
agreeing outcomes

b.  Finding out what works 
— value for money

4
LEARNING DESIGN & DELIVERY STAGE — your development

c.  Investment and funding for 
learning and development

d.  Delivery methods

a. Agreeing learning priorities and 
outcomes

Prioritising workforce groups:

Above all else, the learning that you commission or 
deliver for those individuals and teams working in 
ALS has one goal – to provide them with the skills and 
knowledge to carry out their roles safely, effectively 
and efficiently. However, it will not be possible to meet 
this goal completely, for all staff, immediately. You 
and your organisation will need to prioritise which 
individuals and teams receive training and education 
first, and what skills and knowledge are considered the 
most important (based on those listed within appendix 
C or the role exemplars in appendices E1-E6). 

Given the scale of the impact that ALS is having on 
the provision of care services, there is no doubt that 
you will want to develop the skills and knowledge 
of your entire ALS workforce over time. However, 
there will always be a ‘ramp-up’ period, where high 
priority groups are targeted first, and the learning and 
development needs of the rest of workforce met over 
subsequent months and years. 

In table A of appendix D – and in chapter 3 - three broad categories of workforce who may work with ALS are 
outlined (see figure below):

Category 3: ALT Specialists

Category 1 : Sta
 within social
care who have little to do 
with ALT at present

Category 2: Social care sta

whose role includes some
degree of ALT involvement
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It’s quite possible in your organisation, the proportion 
of staff in each category is different to that depicted 
above - you may have a flatter or steeper triangle. It is 
also likely that members of the workforce within each 
category will come from different parts of your service 
or even from separately commissioned services. 
It is for this reason that chapter 2 emphasises the 
importance of understanding your workforce and 
ensuring effective partnership working.  

Though your own ALT workforce will be far more 
complex than a simple triangle, some approximation of 
these levels of workforce will exist and an organisational 
decision will need to be made as to which group is your 
priority for learning and development around ALT. This 
will be a decision for your organisation, based on your 
own needs and those of your customers. You will need 
to think about workforce development prioritisation 
within the context of your own gap analysis (chapter 
3). You will need to review the data that we discuss in 

chapter 1 – e.g. skills audits, training and qualification 
records, appraisals – to inform your planning. Your 
decision on learning and development priorities 
may also be informed by customer feedback. By 
understanding your customers and their experiences 
(as discussed in chapter 2), you can build a picture of 
where the gaps in the service may be, and how you 
can prioritise learning and development to address 
these. Whatever your decision in terms of priorities, 
you will need a clear, coherent plan for how your ALT 
workforce development will, over time, extend to 
those groups not initially considered an immediate 
priority. This will ensure that your entire workforce 
gains the skills and knowledge necessary to exploit 
the opportunities and meet the challenges presented 
by ALT.
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Agreeing learning outcomes

Deciding which workforce group to target is one 
priority, but it is equally important to agree the specific 
learning priorities and associated outcomes you are 
seeking from the training and development activity. 
The priorities for any organisation will be the safety of 
its customers and the delivery of the highest quality 
service – something that will be reflected in your 
articulation of purpose, values and principles from 
chapter 1. In terms of ALT, the most important learning 
priority is therefore that the workforce has the skills 
and knowledge necessary to carry out roles safely 
and effectively. 

This is where the role exemplars that this framework 
helps you develop will prove their great value. The 
exemplars that you develop in your organisation will tell 
you exactly what skills and knowledge members of the 

workforce need to carry out ALS–related roles. Your 
workforce analysis from section 3 of this framework 
will allow you to identify gaps in skills and knowledge 
based on your organisation’s role exemplars – these 
are the learning needs of individuals and groups.  

It is likely that you will not have the resources available to 
meet all learning and development needs immediately. 
You might therefore find it useful to develop a 
progression plan whereby the needs of individuals and 
the wider workforce follow a progression route, from 
needs that are necessary to complete the core roles, 
through to those supporting broader development 
and understanding. An example of such a progression 
plan is included opposite (pg 30):

a.  Learning priorities and 
agreeing outcomes

b.  Finding out what works 
— value for money

4
LEARNING DESIGN & DELIVERY STAGE — your development

c.  Investment and funding for 
learning and development

d.  Delivery methods
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Once you have established the learning needs of your 
workforce and established the order of progression 
according to the guide above, you are ready to 
commission or design learning with the intention of 
ensuring the appropriate learning outcomes. These 
learning outcomes will mirror the needs that you are 
trying to address. For example, the role exemplar for 
‘Awareness raising and training’ (appendix E1), states 
that role holders should have “Detailed knowledge 
of ALT products, solutions, information sources and 
supply systems...” The associated learning outcome 
would therefore be that by the end of the learning, 

individuals will be able to “Discuss the range of ALT 
products, solutions, information sources and supply 
systems available for use”. When commissioning 
learning or development, statements and outcomes 
such as these should be shared with providers and 
used as a measure of performance

Skills for Care's work on measuring workforce 
outcomes with employer examples can also help you 
with your decision making on deciding what person 
centred workforce outcomes might look like.19 

Step 1

Step 2

Step 3

Step 4

Step 5

Learning needs (skills and knowledge) that are necessary to ensure an individual’s 
safe and e�ective delivery of their ALS role(s): e.g. Competence in the installation and 
testing of ALT systems.

Learning needs that are not necessary components of a role, but meeting of 
which would allow individuals to enhance delivery of their ALS role(s): e.g. 
recognising how changes in personal circumstances can alter a user’s ALT 
requirements. 

Learning needs that enable individuals to understand the ALS roles of colleagues, thereby 
providing them with greater insight and the ability, where appropriate, to cross-cover (particularly 
important if service provision is fragmented): e.g. Understanding funding mechanisms for local 
ALS (for members of the workforce not directly involved with the ‘inform’ stage)

Learning needs that have no direct impact on the current ALS role(s) of an 
individual, but would support an extended or more senior role in the future: e.g. 
demonstrating the ability to share knowledge of ALS with colleagues in health, 
housing and social care.

Learning needs that have no direct impact on the quality of ALS delivery, but 
reflect areas of associated interest that would aid the overall development of an 
individual or group’s skills and knowledge: e.g. Understanding the quality and 
findings of the evidence base related to ALS.

19 — For more information on measuring workforce outcomes, see http://www.skillsforcare.org.uk/workforce_strategy/workforce_
commissioning/workforce_commissioning_2012.aspx

http://www.skillsforcare.org.uk/workforce_strategy/workforce_commissioning/Workforce_outcome.aspx
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b. Finding out what works and 
ensuring value for money

Once the priorities and outcomes for learning have 
been agreed, the next step is to establish the best way 
of designing and delivering learning and development. 
If you are not directly working with a learning and 
development lead /team or a training provider already, 
it will be useful to approach them as they may be able 
to offer advice and guidance. Skills for Care have also 
published comprehensive guidance for purchasers of 
learning and development in adult social care.20 

There are a number of key ques-
tions related to the detail of ALT 
learning design and delivery:

 n What should the balance be between 
‘in-house’ training, ALT supplier 
training, other external provider 
training and formal education?

 n Should training be mandatory or voluntary?

 n What is the balance between induction 
training and on-going development?

 n What is the balance between ‘on-the-
job’ and ‘off-the-job’ training?

 n How will training and development be 
funded (covered in section ‘c’ below)

 n What is the best delivery method 
for training and development 
(covered in section ‘d’, below)

Who should provide training?

A recent survey of the social care workforce found that 
supplier-led training was the most common type of 
ALT learning undertaken21. Supplier-led training clearly 
has some attractions: it will often be delivered free of 
charge as part of the service provision contract and 
it will focus on the products and services specifically 
used within the organisation. However you should 
be wary of over-reliance on this type of delivery. 
Supplier-led training will often be fairly inflexible, so it 
may not be possible to cover all the learning needs 
of the audience. Suppliers will, of course, essentially 
train people in the use of their own products – this is 
significant as we have highlighted the importance of 
the workforce understanding a wide range of ALT, not 
just that linked to a single supplier. In addition, supplier-
led learning may focus too much on installing and 
operating technology, rather than skilling staff in how 
best to use services and developing their wider social 
care skills. To gain a broader understanding of ALT and 
the services and products available, it is necessary to 
balance supplier-led training with some that is provider 
and technology agnostic – i.e. that covers a range of 
systems without focussing on any one ahead of the 
others. 

‘In-house’, (i.e. that delivered by an organisation’s own 
learning and development department) learning and 
development will often provide a value for money 
option that gives a useful balance of education 
between the services and technologies being used 
within the organisation and the wider ALT agenda. 

20 — Skills for Care (2013) Choosing workforce learning - A guide for purchasers of learning and development
in adult social care. www.skillsforcare.org.uk/qualifications_and_training/learningproviders/learningproviders.aspx
21 — Wigfield A, Wright K (2012) Workforce development for assisted living technology: understanding roles, delivery and workforce needs 
Available from: http://www.skillsforcare.org.uk/workforce_strategy/assistedlivingtechnology/assisted_living_technology.aspx
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There is the added benefit of learning being tailored 
precisely to the needs of the organisation. Additionally, 
the provision of in-house learning offers you the 
opportunity to engage with customers as part of the 
development and delivery. However, it does depend 
on there being members of the organisation who have 
the educational skills and knowledge of ALT to provide 
such training. The provision of in-house learning 
therefore sometimes requires pump-priming with a 
‘train the trainer’ or equivalent programme requiring 
the commitment of time and financial resources 
upfront.

External training providers may possess the 
necessary skill and ALT expertise to teach the 
workforce. Depending on the training commissioned, 
there may also be the opportunity to design or adapt 
learning resources to ensure that that they address 
the specific learning needs of your organisation. 
However, external providers may be costly, thereby 
raising questions of value-for-money. They may also 
lack local knowledge meaning that they are less 
able to reflect organisational context than in-house 
trainers.  Where external providers are utilised, it is 
crucial that learning and development leads stipulate 
the need for the education provided to reflect their 
organisation’s common value base and consider 
local workforce and customer experience and need.22  
Often external providers can gain some insight into the 
local context and participants perceived levels of their 

current understanding and knowledge gaps through 
administering a pre-learning questionnaire. It has 
become increasingly convenient and low-cost to use 
an online survey device such as ‘Survey Monkey’® for 
these purposes. 

Other options are further or higher education 
institutions (FEIs and HEIs). These provide high levels 
of educational expertise and specific providers will 
have substantial subject expertise in the field of ALT. 
However, education through FEIs and HEIs can 
be costly, take time to develop, and be targeted at 
a wide range of providers, rather than those within 
one specific organisation. It is therefore likely that 
these institutions will remain a provider of ‘higher-
end’ education that supports the broader academic 
development of the ALT workforce, rather than 
offering learning and development opportunities 
linked to specific applications.

Should learning and development be 
voluntary or mandatory?

Firstly, it should be acknowledged that any learning and 
development that is required for regulatory purposes 
(e.g. safeguarding) will always be mandatory. Fuller 
guidance on what learning/training is mandatory for 
your service can be obtained through the Skills for 
Care website. (www.skillsforcare.org.uk) 

a.  Learning priorities and 
agreeing outcomes

b.  Finding out what works 
— value for money

4
LEARNING DESIGN & DELIVERY STAGE — your development

c.  Investment and funding for 
learning and development

d.  Delivery methods

22 — Skills for Care (2013) Choosing workforce learning - A guide for purchasers of learning and development
in adult social care. www.skillsforcare.org.uk/qualifications_and_training/learningproviders/learningproviders.aspx 
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In terms of non-regulatory, organisational learning and 
development, the simple answer to this question will 
be that it depends on what the aim is. Where learning 
and development is aimed at meeting learning 
needs necessary to fulfil an element of the ALT role 
exemplars that you have prepared (i.e. a top priority 
on the earlier list), it would seem right and proper 
that it is considered mandatory. This might include 
learning and development necessary for ensuring 
organisational ‘readiness’ (chapter 1) or that will 
have a substantial impact on customer experience. 
Conversely, if learning and development is considered 
to be ‘developmental’ (priorities 2-5 on the earlier 
list), then lighter-touch, voluntary training might be 
considered more appropriate. 

The current situation is that there is a tendency 
towards voluntary training in relation to ALT. However, 
as roles become more specialised and ALT becomes 
mainstream, this balance may shift.

Should training be given on induction or as 
on-going development?

Research commissioned by Skil ls for Care23 
highlighted that only one in five of their survey 
respondents had attended an ALT-specific induction 
session. This may have been because those 
respondents did not have an ALT-specific role, but it 
reflects the needs for organisations to consider the 
importance of introducing their workforce to ALT at 

an early stage. When you carry out your workforce 
analysis, ask yourself how many of your workforce 
could need a specific ALT induction session early in 
their employment. This shouldn’t be focused purely 
on those with specialist roles – think more broadly! 
Members of the workforce with a role to play in the 
‘inform’ stage of your work flow have a real ability to 
influence and provide information so will need the 
requisite skills and knowledge early on. 

The need for continuing development is just as 
important. ALS evolve rapidly and the workforce 
needs regular updates and refresh on the latest 
developments – for example, the possibilities provided 
by ‘third-generation’ telecare linked through wireless 
and broadband technologies. As part of your learning 
design, consider the frequency of updates – face-to-
face, written and electronic - for individuals and groups.

The balance between on-the-job and off-
the-job training

Research for Skills for Care20 suggested that a 
combination of on and off-the-job training can be an 
effective approach. Each type of training had its own 
strengths and weaknesses, and was best deployed 
for specific skills and knowledge. For example, off-the-
job training was more commonly utilised for broader 
issues, such as understanding illness or health and 
safety related to ALT. Conversely, on-the-job training 
tended to be associated with interventions to meet 
ALT-specific learning needs, such as equipment 
demonstrations, ALT awareness raising and technical 
issues. 
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23 — Wigfield A, Wright K (2012) Workforce development for assisted living technology: understanding roles, delivery and workforce needs 
Available from: http://www.skillsforcare.org.uk/workforce_strategy/assistedlivingtechnology/assisted_living_technology.aspx 
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c. Identifying and committing 
funding for learning and 
development 

Though learning and development brings benefits 
to your workforce and customers, it requires the 
allocation of resources in relation to money, time 
and personal effort. Of the types of learning and 
development discussed in the previous section, only 
one – supplier-led – may appear to be delivered at no 
cost to your organisation. Of course suppliers will have 
taken steps to recover their outlay on training in some 
way through the pricing of the contract. Moreover 
however small or large a financial commitment has 
been made to training and development there are 
substantial opportunities costs from having your staff 
attend and participate in a programme of activity 
when they could be occupied in some other activity in 
the interests of the business.  

In-house learning and development may be relatively 
low-cost, but will require the utilisation of existing 
resource and may put pressure on delivery capacity. 
External and FEI/HEI learning and development 
often requires the provision of substantial funding, but 
some steps can be taken to mitigate this. For example, 

learning and development can be offered to a range 
of staff from different disciplines, departments or even 
organisations. Not only will this increase the scale of 
delivery and offer better value for money, but will also 
allow for the workforce to better understand the roles 
of different players in the customer journey. 

It may be possible to access external funding that 
can support the delivery of learning and development 
activities. A potential area to consider is the Workforce 
Development Fund (WDF) distributed through Skills 
for Care. This fund supports the achievement of 
qualification units by social care staff, including some 
units specifically focused on ALT.24  

A number of other external funding sources exist, from 
local initiatives through to European grants. The Skills 
for Care website provides a summary of on-going and 
one-off funding opportunities.25 

24 — http://www.skillsforcare.org.uk/funding/workforce_development_fund/workforce_development_fund.aspx
 25 — http://www.skillsforcare.org.uk/funding/sourcesofskillsfunding/other_sources_of_funding.aspx

www.skillsforcare/wdf
http://www.skillsforcare.org.uk/funding/funding.aspx
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d. Considering alternative delivery 
methods 

Once you have agreed who will be delivering learning 
and what outcomes are required, decisions need to 
be made as to how learning will be delivered. A range 
of different delivery methods can be adopted by 
social care organisations for teaching ALT skills and 
knowledge. In the survey work carried out on behalf of 
Skills for Care, respondents reacted most favourably to 
hands-on, face-to-face learning such as workshops, 
mentoring and short training courses. 

As part of this framework and as a response to these 
findings, Skills for Care have developed two of the 
five resources developed as face-to-face learning 
resources. The first is workshop materials that provide 
organisational leaders and learning and development 
managers with an overview of this framework and 
how it can be implemented within their organisation. 
The second set of workshop materials provide social 
care workers with an overview of the role that ALT can 
play in supporting people with dementia. Workshop 
materials can be accessed through a resource hub 
via www.skillsforcare.org.uk/assistedlivingtechnology  

Face-to-face approaches certainly have merit. 
Education in the use of ALT will often require learners 
to touch and test the equipment, or to participate in 
face-to-face discussions around key issues. However, 
face-to-face teaching also has limitations; the need for 
people to be in one place will limit the numbers who 
can be taught and may make attendance difficult for 
some staff. Face-to-face teaching may not fit with the 
learning styles of every member of the workforce, 
which may cause some of them to become 

disengaged. Finally, face-to-face teaching may be a 
more expensive option, need repeating regularly to 
access the entire relevant workforce and refreshed to 
ensure the content is always current.

Some of the limitations of face-to-face teaching can be 
addressed through the use of self-directed resources, 
usually nowadays supported with eLearning (e.g. 
access to online courses and learning management 
systems). To support the framework, Skills for Care, 
working with Virtual College and the University of Hull, 
have developed two eLearning resources linked to 
ALT. The first is an overview of how the assessment 
process can be used to identify opportunities for 
using ALT. The second looks at dementia and ALT: 
by mirroring the content of some of the workshop 
materials, this provides you with the opportunity to 
choose the learning approach that best suits your 
organisation and workforce. These resources can also 
be accessed via the hub at www.skillsforcare.org.uk/
assistedlivingtechnology  

eLearning allows for resources to be accessed 
repeatedly and remotely, thereby offering access to 
a larger proportion of the workforce. eLearning can 
fit more neatly around the lives of the workforce by 
allowing them to access content at a time suitable 
for them. The reach of eLearning also makes it better 
value for money, given that once developed, a resource 
can be accessed by the entire relevant workforce and 
refreshed frequently and at relatively low cost to keep 
pace with developments. Resources accessible via 
mobile platforms (such as smartphones and tablet 

www.skillsforcare.org.uk/assistedtechnologyresourcehub
www.skillsforcare.org.uk/assistedtechnologyresourcehub
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PCs) can be even more convenient. To exploit the 
opportunities presented by mobile technologies, Skills 
for Care is developing a mobile application that aids 
decision making in provision of ALT. Once completed, 
this will be available via the resource hub on the Skills 
for Care website. 

Despite the strengths of eLearning, it is will not work 
for everyone. Many people are wary of learning 
using online resources, possibly because it doesn’t 
fit with their learning style, possibly because they are 
uncomfortable with information technology generally. 
If using eLearning, it is important to identify and meet 
the needs of workers in relation to basic IT skills or 
digital literacy. To some extent, these issues can be 
recognised and addressed through the employability 
and IT skills audit that we discussed in chapter 1. More 
information on digital literacy can be found in the skills 
for life/employability section of the Skills for Care 
website. 

eLearning is also unsuitable for some topics – for 
example, it would be extremely difficult to teach 
effectively the installation of ALT without some 

hands-on practice. Some of these issues are 
reflected in a recent survey,26 which found online 
training resources were the least popular amongst 
respondents. However, the survey did not explore the 
quality of online resources that respondents had been 
exposed to. As good online resources have proved 
effective in other areas and applications it seems likely 
that there is a place for this in this context.

As with many of the other recommendations above, 
a ‘mixed economy’ of delivery methods is likely to be 
the best model for your organisation. For example, 
specific practical skills are likely to require hands-on 
training, assessment competence can be developed 
through a combination of face-to-face learning, 
online support and mentoring, and broader and 
more theoretical issues (e.g. awareness-building; 
active decision-making) may be best delivered to 
a wide group through eLearning. The detail behind 
this ‘blended’ approach to learning will depend on 
the organisational and workforce characteristics that 
you will have evaluated as you’ve moved through the 
framework. 
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 26 — Wigfield A, Wright K (2012) Workforce development for Assisted Living Technology: understanding roles, delivery and workforce needs – a 
national survey. Leeds: CIRCLE

www.skillsforcare.org.uk/assistedtechnologyresourcehub
http://www.skillsforcare.org.uk/developing_skills/skills_for_life_and_employability/skills_for_life_and_employability.aspx
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Stage 5

The learning and development that your organisation 
has put in place will be the result of much hard work 
and will have required the commitment of resources, 
both financial and human. It is therefore important 
to be able to demonstrate that the learning and 
development has achieved the desired goals. Not 
only will this help you in the continual improvement of 
your learning and development, but will assist in the 
production of business cases for securing additional 
resources. 

This final section of the learning and development 
framework guides you on how to evaluate interventions 
and celebrate the success that they bring.
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a. Models for evaluating learning 
and development

There are many well-established models for 
evaluating the success and impact of learning and 
development. Most have similar aims – to establish 
whether the learning and development activities 
achieved the goals set – but have slightly different 
structures and approaches. 

For the purposes of this framework, we offer a simple, 
four-stage approach to evaluation adapted from 
Kirkpatrick’s Training Evaluation Model.27  This model 
provides a simple, pragmatic approach that fits well 
with this framework. Further guidance on evaluation of 
learning can be found in the Skills for Care ‘choosing 
Workforce Learning’ guide.28 

Step 1: Reaction of the learner

The first stage of evaluating the success of learning 
resources is to identify what the learner thought of 
them. This is usually achieved through the use of 
evaluation forms completed at the end of (or soon 
after) the activity. Evaluation tools can be paper-based, 
might involve brief interviews with learners, or can be 
embedded into an eLearning resource. The questions 
asked within these evaluation tools may relate to the 
relevance and level (i.e. too hard, too easy) of the 
content and the suitability of the method of delivery. 
Learners should also be given the opportunity to 
identify areas of the learning and development where 
improvements could be made. 

Step 2: The resulting increase in knowledge or 
capability

Your ALS learning and development programme 
will be built upon the identification of learning needs 
as mapped against the task, knowledge and skills 
analysis in chapter 3. It is therefore crucial to evaluate 
whether the learning and development successfully 
addresses those needs. 

A number of mechanisms exist that allow you to do 
this. For example, you could review the learning needs 
analysis of those staff who have completed learning 
activities, gathering their views as to whether they now 
have the skills and knowledge that was previously 
lacking. A more formal approach to assessing the 
impact on learning is to have some type of assessment 
built into the learning resource. The type of assessment 
depends very much on the learning resource and the 
staff whom it is aimed at. A workshop could use a 
simple test of knowledge and/or skill that is completed 
once at the start and once at the end (or a few weeks 
after) to identify whether learners’ knowledge and 
skills have improved and now meet those required to 
complete their ALT-related role. elearning resources 
often have summative assessment tools embedded 
within them that the learner completes part way 
through or at the conclusion of the learning.

More formal learning and development, such as that 
delivered in a further or higher education institute 
(FEI or HEI), will usually involve a more formal 
summative assessment of ability, such as an exam 

 27 — Kirkpatrick, D. and Kirkpatrick J.D. (2006). Evaluating Training Programs (3rd ed.). San Francisco, CA: Berrett-Koehler Publishers
28 — Skills for Care (2013) Choosing workforce learning - A guide for purchasers of learning and development
in adult social care. Available  from: www.skillsforcare.org.uk/qualifications_and_training/learningproviders/learningproviders.aspx 

http://www.skillsforcare.org.uk/qualifications_and_training/learningproviders/learningproviders.aspx
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or essay. Though a test of knowledge and skills is 
a useful evaluation tool, it is important to have plans 
and processes in place for those learners who do 
not demonstrate an increase in skills or knowledge. 
Will they be asked to repeat the learning until they 
demonstrate the necessary progress and/or 
attainment?

Step 3: Evaluating changes in learners’ behaviours 
and practices. 

It is not enough for learning and development 
to simply impart knowledge and alter opinions. 
Successful learning and development must result in 
an improvement in the way in which learners carry 
out their job roles. In other words, you need to be sure 
that learning is being applied properly in the workplace 
and that the performance of the workforce is bringing 
you closer to achieving the values you have outlined in 
chapter 1 of this framework.

Whilst supporting behaviour change is a crucial 
element of learning and development, it is also one 
of the most challenging. Some members of the 
workforce may feel threatened by a change in job role 
and a need to alter behaviour and practice – even after 
they have been given the skills and knowledge to do 
so. This is where the ALS leadership role we discussed 
in chapter 1 is so crucial: by understanding the frontline 
issues and workload pressures, leaders can support 
their workforce as they turn knowledge and skills into 
enhanced practice. 

Measurement of behaviour change is difficult. There 
is a place for self-assessment, with members of 
the workforce reporting on whether they feel that 
they have applied learning or whether there have 
been barriers to implementing their new skills and 
knowledge. Staff can also be asked to feedback on 
any additional learning and development that they 
need to help implement what they have learnt. You 
may ask users and customers to provide feedback 
on how services have changed – this is something 
we discuss in more detail in section (b) of this chapter. 

Changes in behaviour and practice can also be 
evaluated through existing processes, such as 
supervision and individual performance reviews. 

Step 4: The organisational impact of the learning and 
development

This final stage of evaluation requires you to look 
back at your organisation’s core ALS values, roles 
and aspirations from chapter 1. What is it that your 
organisation is trying to achieve? What does an 
ideal ALS look like? What will the optimal customer 
experience be? Once you have reflected again on 
these points, you will need to ask yourself ‘Is our 
learning and development bringing the workforce 
closer to fulfilling these aspirations and delivering the 
best quality service?’

The impact of your learning and development on the 
provision of ALS can come in different shapes and 
sizes. There can be direct impacts (planned impact 
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stemming directly from participation in learning) 
and indirect impacts (unintended or unplanned 
consequences of receiving learning). You may see 
hard impacts (things that can be measured objectively) 
or soft impacts (areas such as changes in attitude, 
which are more subjective).

The first set of impacts to evaluate will be in direct 
relation to the delivery of learning and development. 
For example, you will need to monitor the number 
of staff accessing the learning and development 
(including the attendance rate from those invited), 
attrition rates (i.e. the proportion who commence but 
fail to complete learning) the pass rate (if appropriate), 
and the financial cost to the organisation of delivering 
the learning and development. 

You will then need to evaluate the impact that the 
learning and development has had on your ALS 
workforce. This requires you to gain an overview of 
changes in learners’ knowledge, skills and behaviours 
(from steps 2 and 3 of the Kirkpatrick evaluation 
framework described above). This should allow you 
to identify whether there has been an impact on 
the learning needs of the targeted workforce and 
how this has enhanced their ability to provide an 
effective service. Essentially, you will be re-running 
your workforce analysis from chapter 3 to evaluate 
the changes that the learning and development has 
made. 

One of the most important – but potentially most 
difficult – areas of impact to evaluate is that of 

organisation-wide enhancement of service delivery. 
To do this, analysis of existing ALT key performance 
indicators (KPIs) will be necessary. For example, 
has referral and recruitment to ALS (and associated 
income) increased since learning and development 
was put in place? Have installation times improved 
and technical problems reduced? Have the number 
of complaints about ALS reduced? Changes may not 
be solely as result of learning and development, but 
monitoring of changes in KPIs remains an important 
element of evaluation.

Overall, you will need to revisit your organisational aims 
from chapter 1 of this framework and establish whether 
your learning and development has moved you closer 
to delivering the service that your customers deserve. 

There are impacts that should be evaluated in relation 
to the general condition of the workforce, not just their 
delivery of ALT-related roles. Have there been any 
changes in sickness rates? Has the turnover of staff 
reduced? Are ALT posts easier to recruit to since 
learning and development activities were put in place? 
These indicators will be influenced by a number of 
complex issues – not just the provision of ALT learning 
– but they should still be monitored as indicators of 
impact. 
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Customers and users of your services can play 
an important part in the evaluation of learning and 
development. Customers will be able to provide 
valuable insight into a range of service ‘touch 
points’ across the workflow (i.e. inform, assess, plan 
implement, review). You will need to gather feedback 
from those with only fleeting contact with your services 
(e.g. someone who asks for advice on ALT once and 
then manages their own solution), through to those 
service users for which you deliver long-term, complex 
care.  

This large population of customers with different 
experiences and insights is extremely valuable in terms 
of feedback. However, given that these customers 
may be in touch with various elements of a complex 
service (e.g. social worker for assessment, installation 
team, response centre staff); you will need to identify 
how feedback is joined up to provide an overview of 
quality. 

In terms of how to gather user feedback, the simplest 
option is to utilise existing measures of user satisfaction 
to monitor for changes following the commencement 
of learning and development activities. Examples 
include existing user and carer satisfaction surveys, 
levels of recruitment to the service, complaints and 
reports of technical issues. Though these indicators 
will be affected by more than just learning and 
development, they will provide some insight into user’s 
perception of changes to service quality.

By involving customers in the design, delivery and 
evaluation of learning, you not only receive crucial 
feedback on quality and impact, but you also cement 
the role of the customer at the centre of all you do – 
a key element of your organisational values from 
chapter 1.

b. Checking user satisfaction
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c. Involving the workforce

Section (a) of this chapter included a number of ways 
in which the workforce can provide feedback on the 
quality and impact of learning and development. It 
is crucial that your employees do not feel simply as 
though they are the passive recipients of learning and 
development. 

The feedback that they provide on learning and 
development should be the starting point of a 
continuous improvement process. Most importantly, 
your workforce should see how its feedback has 
contributed to the improvements made in future 
iterations of learning and development resources. 

Those early recipients of learning and development 
may be able to play an active role in future delivery. This 
could be through formal programmes of ‘cascade’ 
learning or via them sharing their experiences with 
new cohorts of students. This direct involvement in 
learning and development also allows you to exploit 
- and demonstrate the value of - existing skills and 
knowledge amongst those with previous expertise 
and qualifications
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d. Benchmarking with 
comparators

This chapter has – until now – focused on your 
organisation looking inwards at the impact of learning 
and development. However, it is also important to 
look outwards at other organisations to establish 
what best practice is, how you compare to it, and 
how you can enhance what you do to improve your 
relative performance against peers or competitors – a 
process known as benchmarking. 

Benchmarking allows you to evaluate your ALT 
learning and development in a wider context and to 
establish how you compare to organisations with 
similar characteristics to yours. It can also provide 
you with the opportunity to compare the relative 
performance of different parts of your ALS from the 
flow in chapter 2 (i.e. inform, assess, plan, implement, 
review).

The first step of benchmarking will be to decide what 
you are going to benchmark. For example, do you 
want to compare the types of learning provided to 
your workforce, the proportion of the workforce that 
you offer learning to, or the size of the budget that you 
allocate to ALT related learning and development 
resources and activities. Will you look more broadly 
at the quality of ALS that you provide to customers? 

The detail will  depend on your organisation’s 
characteristics, but the broad rule is that successful 
benchmarking requires clear objectives and a 
list of quantifiable elements (‘metrics’) that can be 
compared with others.

The next step will be to agree on who to benchmark 
against. It is useful to look at organisations that have 
similar characteristics to yours in terms of roles, size, 
budget and workforce. It is also useful if you can 
identify organisations that are considered to deliver 
very high quality ALT learning and development for 
their workforces – this will allow you to identify how 
your organisation compares to the ‘best’ and will 
inform future improvement. Another consideration 
when choosing organisations to benchmark against 
is what information you may be able to get from them 
or from a trusted third party. Some organisations 
may be reluctant to share details due to commercial 
sensitivities, making comparison difficult. Finally, it is 
sometimes valuable to be creative in your choice of 
organisations – there may be important lessons to 
be learnt from organisations using ALT outside your 
sector, or from those outside the UK.
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Once you know the what and the who, you can agree 
on how to carry out the benchmarking exercise. Can 
you collect the necessary data from sources such as 
the internet or organisational reports? Will you need 
to contact individuals within the chosen organisations 
and gather information through telephone or email 
conversations? Will visits to other organisations be the 
best way of comparing practice? Planning the method 
of data collection is important at this will allow clear 
identification of the resources required to carry out the 
benchmarking process effectively.

When data from comparators has been gathered, you 
will need to carry out an organisational gap analysis 
to identify in what way your practice differs. This will 

provide you with valuable information on where and 
how your organisation’s ALT learning and development 
can be enhanced. This information can be organised 
under the headings of the flow diagram from chapter 
2 (inform, assess, plan, implement, review), helping you 
specify which particular strengths and challenges lie 
where in your service delivery. Identification of these 
organisational development needs allows you to 
begin another cycle of improvement, setting goals 
and outcomes, implementing changes and evaluating 
their impact once more. 
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You’re nearly at the end of the learning and 
development framework and a lot of ground has been 
covered. You and your organisation will have reflected 
on your overall aims and objectives in relation to ALT, 
mapped out the needs of customers and pathways 
of service delivery, analysed your workforce’s 
learning needs, designed and delivered learning and 
development and evaluated its effectiveness and 
impact on service. The final step is to ensure that this 
hard work is celebrated and rewarded. 

Success can be acknowledged in many ways. One of 
the most important – if rather formal – vehicles for this 
is an evaluation report. This is an important element 
of any quality improvement project and will contain 
much of the information that has been gathered from 
the internal and external evaluation discussed in this 
chapter. The evaluation report will include a summary 
of learning activity, aims and objectives of the 
resources, the perceived quality of the resources and 
their impact on the knowledge, skills and behaviours 
of the workforce. Crucially, the report should include 
recommendations for further improvement. Though 
this sounds rather ‘dry’, an evaluation report can and 
should celebrate success. If your organisation is 
now a beacon of best practice in ALT learning and 
development, then this should be acknowledged. 
Where there are individual stories of learning and 
development enhancing practice, then these should 
be included in your report as case studies. 

In addition to the formal evaluation report, successes 
should be promoted through other media. Successes 
in relation to ALT learning and development could 
be highlighted in newsletters, on your organisational 
website or through approved social media. If some 
of your workforce has demonstrated exceptional 
practice within the area of ALT, then consider 
nominating them for an external award or presenting 
them with an internal award. You may have to invent 
a new category for this, but that will work for you 
in helping to raise the profile in the organisation of 
the work that has been done. There are a range of 
external organisations, professional bodies, user and 
carer representative groups and media companies 
that sponsor and support annual awards recognising 
best practice.

Good quality ALT learning and development should 
improve the workforce’s confidence, morale and job 
satisfaction. It can also provide tangible benefits for 
individuals, as workers with enhanced knowledge 
and skills may increase their prospects for career 
progression within or outside your organisation. 
Indeed, the use of this framework and the associated 
knowledge and skills will enable your organisation 
to begin the creation of a specific progression route 
linked to ALS.  Rewards may be even more explicit – for 
example, your pay structure may enable employees 
to move more rapidly up the scale if they acquire new 
skills and competence. 
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Even if financial reward is not feasible or appropriate, 
there are other options for rewarding and encouraging 
learning. Some of these rewards are integral parts 
of learning and development. Many resources 
delivered by FEIs and HEIs carry academic credits 
that can be used towards broader qualifications (e.g. 
NVQ; degrees), and through the Qualification and 
Credits Framework (QCF), units can be taken to 
verify vocational learning. In some cases, there are 
entire programmes of study focused on ALT which 
provide learners with relevant skills and knowledge 
and an academic qualification. Even lower-level 
or more specific resources can provide rewards, 
from certificates of attendance that can enhance 
development portfolios, through to more material 
items (e.g. automatic entry into a prize draw for those 
who successfully complete learning and development 
activities!). 

a.  Models for evaluating learning 
and development

b.  Checking user satisfaction5
CHECKING STAGE — your success

c.  Involving the workforce
d.  Benchmarking with comparators
e.  Celebrating success
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Conclusions

This is the end of the framework, but not the end of your 
journey! As highlighted at the start of the document, 
the framework is a cyclical flow of activities, where the 
end of the checking stage on one ‘loop’ is followed 
by the commencement of another cycle through a 
reassessment of readiness. This continuous process 
of analysis, planning, delivery and evaluation will allow 
your workforce – and the ALS that they deliver – to 
meet your organisational aims and values, and deliver 
the highest quality of care to customers.

The framework itself will continue to grow. As new 
learning and development resources are developed, 
they will be added to the resources hub (available at 
www.skillsforcare.org.uk/assistedlivingtechnology). 
As policy and practice in ALS develops, so the 
framework and its supporting resources will adapt to 
support you in meeting new challenges.

The most important element of quality improvement 
is listening to customers. Your feedback on how 
useful this framework has been in developing your 
ALS workforce would be extremely welcome. What 
have you found most useful? What have you found 
least useful? What do you think of the resources 
already developed and what new resources should 
be produced? What was missing from the framework 
that you think should have been included? Answers 
to these questions will help develop the type of 
framework that helps you deliver the very best assisted 
living services. Please do forward your comments via 
our website - http://www.skillsforcare.org.uk/about_
us/contact_us/contact_us.aspx 

www.skillsforcare.org.uk/assistedlivingtechnologyresourcehub
http://www.skillsforcare.org.uk/about_us/contact_us/contact_us.aspx


Skills for care
West Gate
6 Grace Street
Leeds
LS1 2RP

Telephone: 0113 245 1716
Fax: 0113 243 6417
info@skillsforcare.org.uk
www.skillsforcare.org.uk © Skills for Care 2013
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Assisted living technology and services – a learning and development framework 

Appendix A: Glossary 

 

Assisted Living Services (ALS) 

ALS is a generic term describing services which are underpinned and supported by 

the use of assisted living technologies. It includes telecare, tele-working, digital 

participation and wellness.  

  

Assisted Living Technology (ALT) 

By (ALT), Skills for Care means: 

 Telecare; the use of technology, including monitors and sensors, to 

promote independent living and support to people in need of care to 

live longer at home, in homely environments and in their communities. 

This may include returning home after a period of illness. It can include 

both simple and more complex systems and equipment. 

 Digital participation Services; to educate, entertain and stimulate 

social interaction to enrich the lives of people in need of social support. 

 Wellness Services; to encourage people to adopt and maintain a 

healthy lifestyle, to prevent or delay the need for support. 

 

Assisted Living Technology (ALT) Plan 

An ALT plan is an individualised plan developed and agreed with those using the 

assisted living service and/or their carers. It should include clear goals and outcomes 

and take into account relevant personal and environmental factors, including 

capabilities for interacting with technology. It should clearly identify arrangements for 

installation, implementation, monitoring and evaluation, including any demonstration 

or training requirements.  

 

Assistive Technology (AT) 

Assistive Technology is a broad term to describe equipment that helps people to live 

independently and have greater control over their health and wellbeing, improving 

the quality of life for both users and their carers. It can include both simple and more 

complex systems and equipment. 

 

Broker/Brokerage 

A broker is an individual or organisation that helps a person to gain information, plan 

and meet their support needs, often from a personal/individual budget. A broker can 

be involved at different stages of an individual’s involvement with ALS; they may help 

assess the person, may help to purchase the ALT and/or help to review its use. 

Brokerage can be carried out by the local council, voluntary organisations, private 

companies or an individual. A professional broker is a person who is paid to do this. 
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Budget - Individual 

An individual budget is money given to people for them to buy in the services or 

equipment they need in order to meet their assessed care needs. Individual budgets 

differ from personal budgets in that they pool funding resources from a variety of 

places, making the system easier to navigate. An Individual Budget can include a 

Personal Budget from a local authority as well as money from other sources, such as 

the Independent Living Fund (ILF) or Supporting People funding. 

 

Budgets - Personal 

A Personal Budget is money which is allocated to someone from a local authority to 

pay for their assessed support or care needs. Personal Budgets are similar to 

Individual Budgets, but they are made up solely of local authority social care funding. 

 

Care Plan 

A document that sets out in detail the way daily care and support must be provided 

to an individual. Care plans may also be known as ‘person-centred plans’ and 

‘support plans’. 

A dynamic document agreed with the person being supported and/or carer, based on 

an assessment which outlines the types and frequency of care services that the 

person receives. It may include strategies, interventions, continued evaluation, 

measurement of outcomes and actions intended to help the person achieve or 

maintain goals.  

 

Carers Assessment (Plan) 

Carers who provide, or intend to provide, a substantial amount of care on a regular 

basis, are entitled, by law, to have a carer’s assessment. No definition of ‘substantial’ 

is given. The assessment may result in a plan which is based on the carer’s own 

assessment and on the community care assessment of the person cared for. The 

2012 Care and Support white paper proposes unifying carers’ legislation, to put them 

on an equal footing with care users in law for the first time. Carers will have a legal 

right to an assessment and an entitlement to support to help them with their caring 

role. (For more information on the white paper please see website 16 below.) 

 

Common Core Principles to Support Self Care 

The Common Core Principles to Support Self Care help health and social care 

services give people control over, and responsibility for, their own health and 

wellbeing, working in partnership with health and social care professionals. 

Consistent with the personalisation agenda, they put people at the centre of the 

planning process, and recognise that they are best placed to understand their own 

needs and how to meet them. (For more information please see website 13 below.)  
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Common Core Principles for Working with Carers 

Skills for Care in partnership with Skills for Health have developed the national (i.e. 

for England) Common Core Principles for Working with Carers. These principles 

describe the behaviours carers would like to see when professionals are working 

with them and provide a foundation for good practice and a benchmark for training. 

They also provide a unifying set of standards, which all those who deliver training 

can use. (For more information please see website section below.) 

 

Continuing professional development (CPD) 

An ongoing, planned learning and development process, that: 

 enables workers to expand and fulfil their potential 

 contributes to work-based and personal development 

 can be applied or assessed against competences and organisational 

performance 

 includes any activity that increases knowledge, experience and 

understanding, improves performance and contributes to lifelong learning. 

 

CPD is the means by which people who already have an initial qualification maintain, 

improve and broaden their knowledge and skills and develop the personal qualities 

required in their professional lives. It is the continuous updating of professional 

knowledge and the improvement of professional competence, alongside 

continuously seeking to improve.  

 

Data Protection Act 

The Data Protection Act 1998 (DPA 1998) is UK legislation that defines the ways in 

which information about living people may be legally used and handled. The main 

intent is to protect individuals against misuse or abuse of information about them. 

(For more information please see website 3 below.)  

 

Delivering Assisted Living Lifestyles at Scale (DALLAS) 

DALLAS is a government-backed initiative which has now established four 

communities, including one in Scotland. It has been set up to demonstrate how 

assisted living technologies and services can be used to promote wellbeing and 

provide top quality health and care, enabling people to live independently. (For more 

information please see website 1 below.) 

 

Digital participation services 

Digital participation services are to educate, entertain and stimulate social interaction 

to enrich the lives of people in need of social support. 

 

Digital participation services are digital technology, delivered into the home from a 

remote location which expand the ways people can participate in learning, work, civic 

life and leisure. There are an increasing variety of technologies to choose from 
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including digital TV, smartphones, and games consoles. As an alternative to home 

delivery, these services might be accessed at public kiosks. 

 

Direct payments 

Direct payments are payments made to people in lieu of community care services 

they have been assessed as needing. People can choose to receive their ‘personal 

budget’ in this way (see ‘Personal Budget’).They are intended to give people greater 

choice in their care. 

 

Disability discrimination 

Disability discrimination is when people are treated less favourably, because of their 

disability, than someone without a disability would be treated in the same 

circumstances. This applies in relation to employment, the provision of goods and 

services, housing, education and transport, as well as in social care. 

Disability is one of nine ‘protected characteristics’ over which the Equality Act 2010 

bars unjust discrimination. See www.equalityhumanrights.com  

 

Eligibility criteria 

The government has issued the eligibility criteria framework to make sure that all 

adults over 18 asking for social care support have their needs dealt with fairly across 

the country. The criteria describe the full range of eligible needs that will be met by 

councils, taking the local authority’s resources into account. There are four bands of 

eligibility: critical, substantial, moderate and low. The 2012 Care and Support white 

paper plans to introduce a new national minimum eligibility threshold to ensure 

greater national consistency to care and support and ensuring that no one’s care is 

interrupted if they move. (For more information on the white paper please see 

website 16 below.) 

 

Employability skills 

Employability skills are defined as, “Skills required not only to gain employment, but 

also to progress within an enterprise so as to achieve one's potential and contribute 

successfully to enterprise strategic directions." (Australian Employability Skills 

Summaries Website - http://employabilityskills.training.com.au/)  

There are eight employability skills: communication, teamwork, problem solving, 

initiative and enterprise, planning and organising, self-management, learning, and 

technology. 

 

End of life care 

End of life care is support for people who are approaching death. It helps them to live 

as well as possible until they die, and to die with dignity. It also includes support 

for their family or carers. (For more information please see website 5 below.) 

 

 

 

http://employabilityskills.training.com.au/
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Expert care partners 

The concept of “expert care partners” emanates from the Department of Health (DH) 

Caring about Carers (1999) and the National Carers Strategy (2008) which includes 

a commitment to move carers’ issues to the “centre of family policy”.  The concept 

seeks to respect, recognise and value the role, experience and expertise of many 

long term carers.   

 

Extra care housing 

Extra care housing is a style of housing and care for individuals that falls between 

established patterns of sheltered housing and accommodation, and care provided in 

more traditional residential care homes. It may also be known as ‘very sheltered 

housing’. 

 

Installation plan 

An installation plan may include information gained from a pre-installation visit and 

identifies how ALT will be installed in a customer’s home. The plan should include a 

description of the site, including any problems or resources. It should also identify 

arrangements for access to the installation site and what must be completed before 

installation can begin. It must also identify what must be achieved for the installation 

to be deemed complete or any contingency arrangements that need to be made.  

 

Joint Strategic Needs Analysis (JSNA) 

The Local Government and Public Involvement in Health Act 2007 requires the 

Primary care trust to produce a Joint Strategic Needs Assessment (JSNA) of the 

health and wellbeing of their local community. This is shortly to become the function 

of the local Health and Wellbeing Board.    

 

Mental Capacity Act 2005  

The Mental Capacity Act 2005, implemented in 2007, enshrined in legislation best 

practice for working with people who are unable to make decisions for themselves. 

The Act gave new guidelines about assessing mental capacity and created new 

functions for people who want to plan for a future time when they lose capacity to 

make decisions for themselves. (For more information please see website 6 below.) 

 

Monitoring service 

A full monitoring service provides an ongoing and continuous process to support 

people to live safely and independently. It usually provides the necessary response 

or management of any emergency situation and may provide multiple additional 

services, e.g. pill schedule monitoring, wandering notification for dementia patients, 

fall detections, etc. 

    

Outcomes 
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In social care, the term ‘outcome’ is often used to refer to the positive results of the 

social care a person has received. Outcomes represent changes or improvements 

that have taken place during the time someone has been receiving support. 

 

Person-centred approach 

Approaches to care planning and support which empower individuals to make the 

decisions about what they want to happen in their lives. These decisions then form 

the basis for any plans that are developed and implemented. The key elements of a 

person-centred approach are putting the person at the centre, rather than fitting them 

into services, treating people as individuals, ensuring choice and control, and 

listening to and acting on what is communicated. 

  

Procurement plan 

A procurement plan defines the products and services that are required from 

external suppliers. Ideally it should also describe quality standards, the process by 

which the contractors/suppliers will be appointed and a schedule of timeframes for 

delivery, installation and review. 

 

Reablement  

Reablement services are for people with poor physical or mental health, to help them 

respond to their illness by learning or re-learning the skills necessary for daily living. 

Sometimes known as re-enablement, this is often an important element of enabling a 

person to stay in, or return to, their own home. 

 

Remote media  

Remote media includes mobile phones, computers and assisted living equipment 

that support monitoring and communication concerning people’s health and welfare, 

and that support intervention when needed. 

 

Response service  

Organises appropriate support arrangements for an individual when an alert has 

been raised by their assisted living technology system. It can be incorporated into a 

monitoring service or be operated separately or in partnership with it. (See also 

‘Monitoring service’.) 

 

Review 

 Support or Care Plan Review is the re-assessment of a person’s needs and 

issues, and consideration of the extent to which services are to meet the 

stated objectives, achieve the desired outcomes and respond to changes in 

circumstances or service criteria. 

 Technical or ALT Equipment Review is the systematic assessment of 

events that cause alerts and responses to determine the ongoing type and 

level of support, appropriate to changing needs with the full involvement and 
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consent of the individual. It will include an evaluation of the continued utility 

and validity of the equipment for the purpose intended.  

 

Self-funders  

Self-funders are individuals who choose to spend their own funds on provision of 

their own care and are able to make arrangements for and pay privately for their care 

services, including ALT. 

 

Sign-poster  

A Sign-poster is a term for someone working in a social care or voluntary agency, in 

an information and advice role. If someone has a need that the agency cannot meet 

the sign-poster will provide information about other services in their communities that 

may be able to meet the need. Signposting includes connecting individuals with 

others with similar needs, conditions or interests to provide mutual support. Sign-

posters often work with people to encourage them to take up benefits and services 

that can improve their health and wellbeing and to help them to access self-care 

education programmes. 

 

Skills for Care (SfC)  

The employer-led authority on the training standards and development needs of 

adult social care workers in England. SfC works with social care employers and 

training providers both regionally and nationally to establish the necessary standards 

and qualifications that equip social care workers with the skills needed to deliver an 

improved standard of care. (For more information please see website 13 below.). It is 

a member of Skills for Care and Development – see below. 

 

Skills for Care and Development (SfC&D) 

The sector skills council for people providing social work, social care and children's 

services to the people of the UK. SfC&D comprises Skills for Care, the Scottish 

Social Services Council, the Northern Ireland Social Care Council, and the Care 

Council for Wales. 

 

Skills for Health (SfH) 

SfH is the sector skills council for the health sector across the UK designed to 

develop a skilled, flexible and productive workforce to improve the quality of health 

and health care. (For more information please see website 14 below.) 

 

Social media  

There are upwards of 30 different definitions of social media on the internet. 

Wikipedia says: “media for social interaction, using highly accessible and scalable 

communication techniques. Social media is the use of web-based and mobile 

technologies to turn communication into interactive dialogue.” 
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Generally, it means online technologies and practices that people use to share 

opinions, insights, experiences, and perspectives with each other.Examples are 

Twitter, FaceBook, blogs and YouTube, but there are many others. 

 

Support Plan (see also Care Plan)   

Shows how a person will spend their personal budget to get the support they need. It 

also shows how their support will be organised and what they want to achieve from 

receiving it. 

 

Telecare  

The use of technology, including monitors and sensors, to promote independent 

living and support to people in need of care to live longer at home, in homely 

environments and in their communities. This may include returning home after a 

period of illness. It can include both simple and more complex systems and 

equipment. 

 

Telehealth  

Telehealth is electronic sensors or equipment that monitor people’s health in their 

own home/communities. So, for example equipment to monitor vital signs such as 

blood pressure, blood oxygen levels or weight. These measures are then 

automatically transmitted to a clinician who can observe health status without the 

patient leaving their home environment. The clinician monitors daily readings to look 

for trends that could indicate deterioration in condition 

 

Telehealthcare 

Telehealthcare describes the convergence of telecare and telehealth to provide a 

technology-enabled and integrated approach to the delivery of effective high quality 

health and care services. 

 

Telecare and telehealth can work in a complementary way: telecare sensors being 

triggered by a person if feeling unwell and the nature of the medical emergency 

being indicated by telehealth data. It can be used to describe a range of care options 

available remotely by telephone, mobile, broadband and video-conferencing.  

 

Trusted assessor  

A person who is competent in performing to an agreed set of nationally recognised 

competences confirming that the individual concerned has the requisite skills, 

knowledge and understanding for an effective ‘service-user’ approach to equipment 

provision 

 

User-led organisation (ULO)  

A ULO is an organisation that is run and controlled by people who use support 

services, such as disabled people, mental health service users, people with learning 

difficulties, older people, and their families and carers. 
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Wellness services  

Wellness services encourage people to adopt and maintain a healthy lifestyle, to 

help prevent or delay the need for support and intervention. 

 

Workforce Development Plan  

Sets out how an organisation will recruit, support, develop and retain its employees 

to deliver the best possible outcomes for those who use its services. It will also 

incorporate planning for the workforce needs of the future to meet changing needs 

and priorities. 

 

Whole Systems Demonstrator (WSD)  

A two year research project funded by the Department of Health to find out how 

technology can help people manage their own health while maintaining their 

independence.  
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Useful Websites 

 

1. www.3millionlives.co.uk  Website of the 3millionlives initiative, which is a 

concordat between the Department of Health and telehealth and telecare industry. 

The collaboration is intended to increase co-operation between industry, 

government and other stakeholders to help make the widespread adoption of 

telehealth and telecare a reality 

2. www.abhi.org.uk Website of the Association of British Healthcare Industries 

3. http://www.backupdirect.net/data-protection-act-summary- Data Protection Act 

website 

4. www.connect.innovateuk.org  The  connect platform, provided by the Technology 

Strategy Board, provides a way for any interested party to collaborate online, 

network and share knowledge with other innovators. 

5. http://www.endoflifecareforadults.nhs.uk/strategy/strategy 

6. http://www3.imperial.ac.uk/pls/portallive/docs/1/51771696.PDF 

7. This gives detailed guidance to professionals on the application of the Mental 

Capacity Act 2005 

8. www.innovateuk.org Technology Strategy Board website that hosts the Assisted 

Living Innovation Platform (ALIP)  and each of its strands including Independence 

Matters, DALLAS, and  Standards and Technical Interoperability,  

9. www.knowledge.scot.nhs.uk/telehealthcare/education-training-and-workrforce 

10. Joint Improvement Team Scotland Telecare Resource Bank –  

11. www.telecare.org.uk  Telecare Services Association (TSA) is the industry body for 

telecare and telehealth in the UK 

12. www.telecareaware.com Independent service that provides news and information 

to people interested in telecare and telehealth 

13. www.telecarelin.org.uk (England and Wales) A learning improvement network 

sharing good practice and offering learning opportunities to members 

14. www.skillsforcare.org.uk  Skills for Care’s role is to ensure that England's adult 

social care workforce has the appropriately skilled people in the right places 

working to deliver high quality social care, focussing on the attitudes, values, skills 

and qualifications people need to undertake their roles. 

http://www.3millionlives.co.uk/
http://www.abhi.org.uk/
http://www.backupdirect.net/data-protection-act-summary-
http://www.connect.innovateuk.org/
http://www.endoflifecareforadults.nhs.uk/strategy/strategy
http://www3.imperial.ac.uk/pls/portallive/docs/1/51771696.PDF
http://www.innovateuk.org/
http://www.knowledge.scot.nhs.uk/telehealthcare/education-training-and-workrforce
http://www.telecare.org.uk/
http://www.telecareaware.com/
http://www.telecarelin.org.uk/
http://www.skillsforcare.org.uk/
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15. www.skillsforcare.org.uk/qualifications_and_training/learningproviders/learningpr

oviders.aspx Skills for care provide guidance on how best to select providers of 

workforce learning and development. 

16. www.skillsforcare.org.uk/selfcare/ The common core principles to support self 

care were developed jointly by Skills for Care and Skills for Health for the DH 

Long Term Conditions team. They, and other self care materials, are available 

through this link to the Skills for Care website 

17. http://www.skillsforhealth.org.uk/ 

18. http://www.dh.gov.uk/health/2011/12/wsd-headline-findings/ Whole system 

demonstrator project headline findings 

19. http://www.dh.gov.uk/health/2012/07/careandsupportwhitepaper/ ‘Caring for our 

future: reforming care and support’ White Paper, which sets out the vision for a 

reformed care and support system. 

 

 

Web Sites Related to Qualifications and learning and development frameworks 

 

www.cityandguilds.com City & Guilds – one of the world’s leading vocational 

educational organisations, developing qualifications across a wide range of sectors 

 

www.coventry.ac.uk Coventry University provider of the Foundation Degree in 

Assistive Technology 

 

www.dlf.org.uk Disability Living Foundation 

 

www.edexcel.org.uk Edexcel, is the UK's largest awarding body offering academic 

and vocational qualifications and testing to schools, colleges, employers and their 

places of learning in the UK and internationally 

 

www.fast.org  is the primary source of information about developments in AT in the 

UK. 

 

www.knowledge.scot.nhs.uk  national on–line knowledge and information resource 

for health and social care 

 

www.ofqual.org.uk is the regulator of qualifications, examinations and assessments 

in England and vocational qualifications in Northern Ireland. 

 

www.sqa.org.uk   Scottish Qualifications Authority 

 

http://www.skillsforcare.org.uk/qualifications_and_training/learningproviders/learningproviders.aspx
http://www.skillsforcare.org.uk/qualifications_and_training/learningproviders/learningproviders.aspx
http://www.skillsforcare.org.uk/selfcare/
http://www.skillsforhealth.org.uk/
http://www.dh.gov.uk/health/2011/12/wsd-headline-findings/
http://www.dh.gov.uk/health/2012/07/careandsupportwhitepaper/
http://www.cityandguilds.com/
http://www.coventry.ac.uk/
http://www.dlf.org.uk/
http://www.edexcel.org.uk/
http://www.fast.org/
http://www.knowledge.scot.nhs.uk/
http://www.ofqual.org.uk/
http://www.sqa.org.uk/
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www.ukstandards.org.uk National Occupational Standards for all sectors of the UK.  

 

  

 

 

http://www.ukstandards.org.uk/
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Appendix C: Assisted Living Technology (ALT) - Tasks, Knowledge and Skills Analysis 
 

COMMON 

TASKS KNOWLEDGE SKILLS 

Values 

Take proper account of the principles and 
practices of active decision making 
 

The principles and practices of active 
decision making relating to ALT 
 

Recognise the principles and 
practices of active decision making in 
relation to Assisted Living Technology 
 
Respond appropriately to the 
principles and practices of active 
decision making in relation to ALT 

Inform procedures and practices with the 
common core principles to support self care 

Common core principles to support self care Apply the common core principles to 
support self care to work roles 

Recording 

Maintain records in accordance with 
legislation and agency policy and 
procedures  

Recording policy and procedures  
 
Legislation in relation to recording and 
storing information  

Maintain records of actions and 
decisions 

Personal Development 

Undertake continuing professional 
development (CPD) 

Models of CPD, local practices and 
procedures and sources of support 
 

Access and utilise CPD learning and 
support models and materials  
 

Technology 

Inform all work by an up to date knowledge 
of Assisted Living Technology services and 
resources that are available 

Assisted Living Technology services and 
resources available 

Apply knowledge of ALT services and 
resources to provide an appropriately 
well-informed service 

Manage calls to the service effectively  Telephony system   Use the telephony system including 
internal transfer and retrieving calls in 
the event of transfer failure. 
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Use computers and software to support 
work practice 

Relevant telephony, computer and software 
packages required for role  

Use  telephony, computer and 
software packages  

Effectively manage system failures Relevant telephony, computer and software 
packages required for role 

Use the telephony computers and 
relevant software packages in the 
event of transfer failure.  

Customer Care 

Undertake interactions with customers that 
establish confidence and trust in the service 

Principles and practice of good customer 
care 

Establish a rapport with the customer 
and the foundations of trust  

Undertake interactions that are sensitive to 
the particular needs of the service’s 
customers 

Psychological, physical and emotional 
needs of the prime customers of Assisted 
Living Technology  
 

Communicate with people in a form 
and manner consistent with their level 
of understanding, culture, background 
and preferred ways of communicating  

Undertake clear interactions  with 
customers in an appropriate, customer 
friendly manner 

Principles and practice of good customer 
care 

Communicate information in a manner 
that is pleasant to receive,  succinct 
and easy to understand  

Encourage customers to talk freely abut 
their circumstances and needs whilst 
completing set information gathering tasks 

Different methods needed to get the 
required range of information from 
customers  

Apply a range of questioning 
approaches, including closed and 
open questions 

Manage conversations so customers are 
clear and follow appropriate procedures to 
resolve the problems if necessary 

Theories of and approaches to, customer 
care, including motivation and how to handle 
challenging situations 

Summarise key points and issues in 
conversations and requests 

Work in a professional manner at all times 
remaining calm and clear, and working as 
part of a team  

Principles and practice of team working and 
appropriate professional conduct 

Work in a calm rational manner at all 
times and as part of the team 

Manage  all data appropriately and maintain 
records  in accordance with good practice 
and agency policy and procedures 

Practice of sound data management and 
good record keeping practice 

Handle  telecare customer data safely 
and securely 

Maintain up-to-date and accurate 
records relating to the customer 

Health and Safety 
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Address issues of Health and Safety  during 
assessment, review, installation, 
maintenance, repair and removal of 
Assisted Living Technology equipment 
 

Health and Safety in relation to ALT. 
 

Recognize Health and Safety issues 
in relation to ALT. Develop and apply 
appropriate solutions 
 
 
 

Work within organisational procedures to 
assess the degree of risk involved in 
using/not using equipment. 

Risk assessment principles, procedures and 
practices 

Apply good practice in relation to 
assessing and effectively managing 
risks 

Safeguarding 

Act in accordance with policy and 
procedures in response to information or 
evidence suggesting possible abuse/neglect 
of an adult at risk of harm  

Local and national safeguarding policy and 
procedures 

Apply local safeguarding policy and 
procedures 
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INFORM 

TASKS KNOWLEDGE SKILLS 

First Point of Contact 

Respond to telephone and other media 
enquiries from members of the public, other 
agencies (e.g. health, housing and social 
services) customers, colleagues and 
suppliers in accordance with service 
standards and with reference to operational 
procedures 

Up to date operating procedures  Set up an email or postal delivery of 
information to the customer 
 
 
All COMMON Customer Care Skills 

Data Protection Act – everyday knowledge, 
responsibilities and application 

Interview customers in person or on the 
phone and understand what information 
they are seeking 

Psychological, physical and emotional 
needs of the prime customers of Assisted 
Living Technology  

All COMMON Customer Care Skills 

Answer questions from customers in a style 
and manner appropriate to their needs 

Psychological, physical and emotional 
needs of the prime customers of ALT  

All COMMON Customer Care Skills 

The principles and practices of active 
decision making in relation to Assisted 
Living Technology 

Offer ALT as a priority/first option to meet 
identified needs 

Organisation’s vision and strategy for ALT 
Priority role for ALT 

All COMMON Customer Care Skills 

Explain the properties of equipment and 
ALT approaches 

ALT equipment – availability and working 
knowledge 

All COMMON Customer Care Skills 
 

Relevant Health and Safety legislation and 
guidelines relevant to Assisted Living 
Technology  

Timescales for ALT  installation 

Technical review and maintenance – 
arrangements for ALT  equipment  

Monitoring and response arrangements for 
ALT 

Provide customers, carers, and relevant 
others with the information necessary to 

The principles and practices of active 
decision making in relation to ALT  

All COMMON Customer Care Skills 
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make choices Timescales for installation 

Provide customers, carers and relevant 
others with  information about costs and 
potential funding routes 

ALT cost and funding information All COMMON Customer Care Skills 
 

Give simple demonstrations of equipment   ALT services and resources available All COMMON Customer Care Skills 

Operation of the equipment and the 
technology involved 

Monitoring and response arrangements 
available 
 

Maintain records of actions and decisions  Recording policy and procedures  
 
Relevant legislation relating to recording and 
storage of information 

Maintain records in accordance with 
agency policy and procedures  

Signposting 

Signpost customers to other sources of 
information and to alternatives to ALT.  

Psychological, physical and emotional 
needs of the prime customers of ALT. 

Communicate, and apply the 
principles of personalisation, 
customer choice and control with 
customers 
 

Theories of and approaches to customer 
care, including motivation and how to handle 
challenging situations 

Contact details of other organisations to 
which the customer may helpfully be re-
directed 
 

Recognise those enquiries about ALT 
services that are appropriate for 
onward referral in the agency and 
those that should be redirected to 
other organisations 

Duty of Care implications 
Direct customers to appropriate 
resources and services 

Provide information about peer support and 
the role of ULOs 

Nature and purpose of Peer support 
How to access peer support and ULOs 
Role of ULOs 

Inform and direct customers to 
appropriate resources and services 
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Provide information about sources of 
professional advice and guidance 

Where and how to access sources of 
information, advice and guidance – about 
ALT services.  

Inform and direct  customers to 
appropriate resources and services  

Provide information about eligibility criteria 
and where/how to access further 
information  

Eligibility criteria for ALT services and 
equipment 

Inform and direct customers to 
appropriate resources and services  

Sources of information, advice and guidance 
– about eligibility for ALT services 

Provide information about costs and 
possible sources of funding 

Costs of ALT services  
Inform and direct customers to 
appropriate resources and services 

Sources and availability of funding 

Provide information about direct purchasing 
to people who self-fund 

Legislation and guidelines about the rights 
of self-funders to assessment and 
information  

Inform and direct customers to 
appropriate resources and services  

How ALT services are provided for self-
funders  

Provide informal carers with information to 
assist understanding of the potential 
benefits of ALT, on both their own health 
and wellbeing and for those they care for  

The role of carers as expert partners in care 
The needs of carers and how they may be 
different from those of the customer 

Inform carers by providing relevant 
information 

ALT services and resources available Establish a rapport with the customer 
and the foundations of trust 

Principles of risk management and the 
concept of negotiating risk 

Recognise and respond to the 
concerns that some people may have 
about ALT by providing appropriate 
information and advice 

The arrangements for monitoring and 
response arrangements  

Provide customers, family carers and others 
with relevant information to support 
understanding of ALT, their role in response 
to alerts and the way support systems work 
 
 

Key parts of the  local ALT service system 
and customers pathways through the 
services 

Communicate and apply the principles 
of personalisation, customer choice 
and control with customers 
Recognise and respond to the 
concerns that some people may have 
about ALT and provide them with 

ALT services and resources available 

Monitoring and response arrangements 
available 
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Principles of risk management and the 
concept of negotiating risk 

appropriate information and advice 

Direct customers to information about more 
complex equipment and installations if 
appropriate 

Sources of information, advice and 
guidance – about ALT services 

Communicate, and apply the 
principles of personalisation, 
customer choice and control  

Information about other organisations to 
which the customer may  be re-directed 

Inform and direct customers to 
appropriate resources and services  

Filter enquiries, and make onward referrals  Sources of information, advice and 
guidance – about ALT services 

Recognise which enquiries about ALT 
services need onward referral in the 
agency and which should be 
redirected to other organisations 

Information about other organisations to 
which the customer may helpfully be re-
directed 

Inform and direct customers to 
appropriate resources and services 

     Provide access to advice and guidance 
about the  organisation’s ALT, the range of 
services and other resources available 

Key elements of the  local ALT service 
systems and customers pathways through 
the services 

Inform and direct customers to 
appropriate resources and services  

Alternatives to ALT, other services and 
interventions that can maintain service 
users independence and provide support to 
carers 

Maintain records of actions and decisions  Recording policy and procedures  
 
Relevant legislation relating to recording and 
storage of information 

Maintain records in accordance with 
agency policy and procedures  
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Marketing, Awareness Raising, and Training 

Promote ALT  ALT services and resources available 
 
Promotion methods 
 
Professional fora/networks which offer a 
safe space to share ideas and practice 

Use a range of approaches to 
promote ALT services 
 
Use jargon-free language 

Organise and run workshops to promote up-
to-date ALT knowledge  

ALT services and resources available 
 
Practice of making good presentations 
 
How to plan workshops and prepare 
materials  

Organise and present information 
clearly and cogently to groups of 
people in workshops and other 
settings 
 
Make successful presentations 
 
Use scenarios and other methods to 
effectively translate equipment 
information into information about 
improving quality of life 
 

Contribute to the delivery of training in the 
area of ALT to colleagues in health, housing 
and social care, including both customer-
facing and managerial staff 

Training methods including presentations Deliver training sessions that achieve 
the intended learning objectives 
 
Make successful presentations 

ALT and its relevance to a range of services 
in particular health, housing and social care 

Provide information to individuals and 
organisations using a range of 
different media 
 
 

Communicate with colleagues from 
other professions, using relevant key 
concepts and language  
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Support marketing, promotion and customer 
relations activities.  

Role of promotion, marketing, and customer 
relations in supporting the organisation’s 
goals 
 
Marketing methodologies, tools and 
techniques  

Contribute effectively to promotion, 
marketing and customer relations 
activities 
 
Identify effective approaches to 
marketing  
 
Communicate with ALT technical 
providers demonstrating knowledge 
and understanding 

Provide advice and technical expertise to 
partner agencies and organisations such as 
social housing, health and the voluntary 
sector 

Technology of the available systems 
 

How ALT is relevant to a range of services, 
in particular health, housing and social care 

Advise and provide accurate technical 
information about ALT to individuals 
and organisations 

Be involved in promotion and awareness 
raising campaigns  
 

Marketing methodologies, tools and 
techniques  

Contribute effectively to promotion, 
marketing and customer relations 
activities 
 

Help develop quality, availability and 
accessibility, of on-line information and 
information in a range of media 

How to use information media, print and 
electronic resources 

Contribute  effectively to promotion, 
marketing and customer relations 
activities 
 

Maintain records of actions and decisions  Recording policy and procedures  
 
Relevant legislation relating to recording and 
storage of information 

Maintain records in accordance with 
agency policy and procedures  
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ASSESS 

TASKS KNOWLEDGE SKILLS 

Remote Media (telephone/on-line) 

Receive telephone enquiries from 
customers and referrers 

Psychological, physical and emotional 
needs of the prime customers of ALT 
 
Triggers for referral 
 
When a telephone assessment is 
appropriate and when it is not 
 
How to deal with challenging calls 
 
ALT services and resources available 
 
How to set up an email or postal delivery 
communication arrangement with the 
customer 
 
How the Data Protection Act applies to 
telephone enquiries 

Correctly use and operate the 
telephony system 
 
Communicate using the customer’s 
preferred approach, including digital 
options 
 
Respond effectively to all calls, 
including those that are challenging  
 
Make an onward referral if a 
telephone assessment is not 
appropriate 
 
Work in a busy and stressful 
environment 

Take a presenting history from an individual  
to inform assessment  

Understand the assessment process 
including supported self-assessment 
 
Psychological, physical and emotional 
needs of the prime customers of ALT  

Use open and closed questions  
appropriately to gather information 
and data   
Record a presenting history clearly 
and in line with policy and procedures 
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Identify and address the needs of people 
and/or carers who are referred to the ALT 
service. 

Psychological, physical and emotional 
needs of the prime customers of ALT 
 
The practical and methodological principles 
underpinning Assisted Living Technology 
 
ALT services and resources available 
 
The principles and practices of active 
decision making  in relation to ALT  
 
Health and Safety in relation to ALT  
 
Timescales for installation 
 
Practical and methodological principles 
underpinning ALT  
 
Monitoring and response arrangements 
available 
 
Operation of the equipment and the 
technology involved 

Use open and closed questions 
appropriately to gather information 
and data  
 
Respond to people’s strengths and 
needs, personally and in their 
families, networks and communities. 
 
Record, report, share and agree an 
assessment on conclusion 
 
Plan  ALT services for customers to 
achieve the best outcomes for them in 
relation to their assessed needs 
 
Install, adjust and maintain ALT 
installations for customers to achieve 
the best outcomes for their identified 
needs 
 
Utilise home-working opportunities to 
improve service efficiency and 
enhance control over, and flexibility of 
working arrangements 
 
Plan and prioritise work  

Escalate safeguarding concerns in line with 
organisational policy 

Safeguarding policy and procedures Fulfil safeguarding responsibilities 

Maintain records of actions and decisions  Recording policy and procedures  Maintain records in accordance with 
agency policies and procedures 



12 
 

Specialist 

Carry out and/or arrange assessment visits 
and provide new customers with appropriate 
information and advice. 

Legislation, policy and procedures related 
specifically to Assisted Living Technology 
 
Legislation, policy and procedures related to 
personalisation  
 
Assessment methodologies and use for ALT 
 
Communication skills and approaches 
 

Communicate using clear language 
that avoids jargon and is accurate 
 
Use  interpersonal  skills such as 
establishing a rapport,  showing 
authenticity and integrity,  
demonstrating empathy and respect 
 
Undertake accurate assessments that 
clearly identify needs and desired 
outcomes 
 

Assess the impact of an individual’s 
environment on their lifestyle or preferred 
way of life 

Impact of :functional impairments, long term 
conditions, social and environmental factors 
together with their impact on people’s 
lifestyle 

Accurately identify the activities of 
daily life and assess how the use of 
ALT can impact on an individual’s 
functioning 

Assessment methodologies and their use Gather and analyse data and 
information from a range of sources, 
including customers, to reach 
informed judgements 
 
Use reasoning, problem solving and 
lateral thinking to identify creative 
solutions acceptable to customers  
and organisations  

Carry out an assessment that fully 
recognises and responds to the  individual's 
preferences, priorities and choice 
 
 
 

Common core principles to support self care 
 
How ALT promotes principles of person 
centred working  

Use  interpersonal  skills such as 
establishing a rapport,  showing 
authenticity and integrity,  
demonstrating empathy and respect 
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Elicit and check  individual’s priorities 
and aspirations, with regard to their 
needs for autonomy and/or 
interdependence 
 
Listen  actively and use prompts to 
identify underlying meanings  and to 
explore facts and  feelings 
 
Recognise  non-verbal 
communication  
 
Participate in person centred 
interactions 
 
Provide  accurate  feedback in a 
constructive manner  

Carry out assessments that take account of 
the customer’s physical health, sensory 
abilities, cognition and language needs and 
meet these needs through innovative  
design of ALT services 

Methods of communication in relation to a 
range of sensory, physical and cognitive 
needs and where to obtain specialist 
support 
 

Communicate with people in a form 
and manner consistent with their level 
of understanding, culture, background 
and preferred ways of communicating  

Ensure there is a suitable infrastructure in 
place to support the ALT solutions that are 
most appropriate for an individual’s               
circumstances  

Legislation, policy and procedures related 
specifically to ALT 
 
 Legislation, policy and procedures related 
to personalisation  
 

Use  interpersonal  skills such as 
establishing a rapport,  showing 
authenticity and integrity,  
demonstrating empathy and respect 
 
 
Gather and analyse information from 
a range of sources, including 
customers, to reach informed 
judgements  
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Ensure that other significant needs 
identified during the ALT assessment and 
personal risk assessment are given an 
appropriate response  

Boundaries of responsibility for own practice 
and triggers for escalation and/or referral 
 

Recognise  the need to refer 
significant needs outside an ALT 
solution to an appropriate resource 

Work with carers, recognising them as 
expert partners in care and team members 

Carers legislation and policy  
 
Challenges of being a carer 
 
Ways of working in partnership with carers 

Work with carers as expert partners in 
care, and include as team members 

Understand and respond to the needs of 
carers, working in partnership to assess 
their needs and how ALT can play a part in 
this 

Assessment methodologies and their 
application 

Gather and analyse data and 
information from a range of sources, 
including customers, to reach 
informed judgements 
 
Use reasoning, problem solving and 
lateral thinking to identify creative 
solutions, acceptable to customers 
and organisations 

Be aware of any concerns about Health and 
Safety or Safeguarding of adults at risk of 
harm when visiting customers’ homes 

Health and Safety legislation and local 
practices and procedures in relation to ALT 
 
Local safeguarding procedures 

Recognise  Health and Safety and 
safeguarding issues in relation to ALT, 
and develop and apply appropriate 
solutions 

Assess the particular vulnerabilities of  
customers who may lack capacity  

Mental Capacity Act 2005 Code of Practice 
and its implications for roles and 
responsibilities  
Roles of Best Interests Assessors and 
Independent Mental Capacity Advocates 
and how and when to make referrals to 
them. 

Apply the  Mental Capacity Act 2005 
Code of Practice correctly when 
taking decisions about issues of 
capacity 

Assess and balance the needs and risks 
involved  in using/not using ALT equipment 

Risk assessment principles, procedures and 
practices 
 

Support and enable risk 
management and risk taking to 
maximise independence and choice 
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Principles of positive risk taking and risk 
enablement 

Support individuals to prepare for, adapt to 
and manage change 

Theories and approaches to change 
management 
 
Reasons why people may have fears or 
concerns regarding ALT 
 
 
Ways to support people to manage the 
changes brought about by ALT 
 

Recognise when customers and 
carers have concerns and provide 
support to help them manage change 
 
Support and enable individuals 
to use technology to support self care 
 

Support individuals to communicate using 
technology or interpreting and translation 
services as appropriate  

Methods of communication in relation to a 
range of sensory, physical and cognitive 
needs and where to obtain specialist 
support 

Recognise particular communication 
needs and support effective 
communication solutions 
 

Actively involve the customer in the 
collection, collation, analysis and utilisation 
of data  

Methods of data collection and analysis 
 
How customers can support data collection 
and analysis 
 

Support and empower individuals to 
be in control of their needs. 

Tailor solutions specifically to individual 
requirements, cost and infrastructure 
available  

ALT products and solutions  
Information sources relevant to a variety of 
different personal needs and situations 
 
Supply systems for ALT, including ordering, 
delivering, fitting and  returning equipment 
 
 

Set specific, realistic, attainable, goals 
and outcomes in assessment formats  
 
Use reasoning, problem solving and 
lateral thinking to identify creative 
solutions acceptable to customers 
and organisations  
 
Gather and analyse data and 
information from a range of sources, 
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including customers, to reach 
informed judgements  

Identify evidence based solutions that are 
realistic and attainable  

ALT products and  solutions  
 
Information sources relevant to a variety of 
different personal needs and situations 
 
The factors that should be considered when 
identifying ALT solutions 
 

Set specific, realistic, attainable, goals 
and outcomes in assessment formats  
 
Consider relationships, risks, needs, 
standards of care, or safety and 
peoples’ capacities or potential 

Prepare and share assessments with 
appropriate team members in adherence 
with local data protection procedures  

Legislation, policy and procedures relating 
to Data protection 
 
Local information sharing protocols and 
agreements 
 

Adjust assessments in light of 
feedback from team members 

Ensure that assessment methods, 
processes and outcomes are in accordance 
with the principles and practices of active 
decision making and that any use of ALT 
does not restrict or deprive an individual of 
their privacy or freedom 

Legal responsibilities and codes of conduct  
 
Principles and practices of active decision 
making  
 
Principles of person centred working 
 
Principles of informed consent 
 

Recognise and respond appropriately 
when confronted with active decision 
making issues in relation to ALT 

Report complaints and concerns in 
accordance with policy and procedure  
 

Local complaints procedures 
 
How to learn from complaints 
 
Local Safeguarding practice and procedures 

Provide advice and support use of 
local complaints procedures 
 
Use learning from complaints to 
improve practice 
 
Apply local Safeguarding practice and 
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procedures  

Maintain records of actions and decisions Recording policy and procedures  Maintain records in accordance with 
agency policy and procedures  

Address Continuing Professional 
Development (CPD)  

Models of CPD, local practices and 
procedures and sources of support 
 

Access and utilise learning and 
support models and materials  
 
Maintain current knowledge and 
understanding 
 

Mentor others in support of their learning 
and development  

Mentoring methodology Mentor customers, colleagues from 
other disciplines and newly appointed 
specialist colleagues in order to 
support their learning and 
development  

Collaborative or Joint 

Work as part of a multi-professional team, 
undertaking ‘assessments of need’ to 
identify the ALT equipment required to meet 
those needs. 

Boundaries, roles, cultures, and 
responsibilities of partner agencies and 
professions  
 
“Own role” fit with overall assessment 
processes and own accountabilities and 
responsibilities  
 
Multi-agency policy, protocols, guidance and 
procedures relating to assessment and 
safeguarding 
 
Carers’ rights  

Collaborate effectively in a multi-
disciplinary team  
 
 
Challenge and be challenged using 
evidence gleaned from practice 
 
Think, reflect, analyse, evaluate, 
receive analysis and synthesis in new 
ways  
 

Make and respond to, referrals from and to 
external agencies 

Boundaries, roles, cultures, and 
responsibilities of partner agencies and 
professions  
 

Gather and analyse data and 
information from a range of  
sources, including customers, to 
reach informed judgements  
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Understand “Own role” fit with overall 
assessment processes and own 
accountabilities and responsibilities  
 
Multi-agency policy, protocols, guidance and 
procedures relating to assessment and 
safeguarding 

Respond to referrals from partner agencies 
and fellow professionals  

Multi-agency policy, protocols, guidance and 
procedure relating to assessment  

Undertake assessments in a multi-
agency environment 
 
Undertake assessments in a range of 
locations and settings 

Consult with service users, carers and other 
professionals 

Carers’ rights  
 
Boundaries, roles, cultures, and 
responsibilities of partner agencies and 
professions  
 
Methods of consultation  

Lead best practice 
 
Negotiate and advocate for the 
customer 
 
Use consultation feedback to improve 
practice 

Work with carers, recognising them as 
expert partners in care and team members 

Carer’s legislation and policy  
 
Challenges of being a carer 
 
Ways of working in partnership with carers 

Work with carers as expert partners in 
care, and include as team members 

Develop, contribute to and maintain joint 
working agreements and practices and 
review their effectiveness 

Joint Strategic Needs Assessment and 
relevant commissioning strategies 
 
Multi-agency policy, protocols, guidance and 
procedures relating to assessment and 
safeguarding 
Methods of review and evaluation of joint 
working 

Collaborate effectively in a multi-
disciplinary team  
 
Take the lead in promoting best 
practice 
 
Think, reflect, analyse, evaluate, 
receive analysis and synthesis in new 
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ways  
 
Review and evaluate joint working 
arrangements 
 
 

Undertake assessments to identify  ALT 
solutions, in  the context of long term  
conditions clinical management  and as part 
of the hospital discharge process or end of 
life care 

Long term conditions and self care specific 
guidance  
 

Collaborate effectively in a multi-
disciplinary team  
 
Negotiate and advocate for the 
customer 
 
Chair complex assessment meetings  
 
Gather and analyse data and 
information from a range of sources, 
including customers, to reach 
informed judgements  

The impact of functional impairments, long 
term conditions, social and environmental 
factors on people’s lifestyle 
 
How customers’ health condition may 
influence their ability to use ALT.  
 
Appropriate use of ALT for people with a 
range of health conditions including end of 
life care 

Assessment methodologies and their 
application 
 
Principles of active listening 

Use assessment to promote enablement 
and  to address health and  wellbeing  
needs 

Long term conditions and self care specific 
guidance  
 
 ‘Digital participation’ and ‘wellness services’ 
components of ALT services 

Collaborate effectively in a multi-
disciplinary team  
 
Take the lead in promoting best 
practice 
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Develop collaborative relationships that 
enable constructive dialogue with other 
agencies, including suppliers and 
manufacturers to facilitate cross-disability, 
consumer-responsive delivery and design of 
assistive technology services 
 

Information about customer needs and 
preferences 
 
Ways of addressing responsiveness to 
consumer needs 
 
Agencies, including suppliers and 
manufacturers, relevant to the design and 
delivery of assistive technology services 

Gather and analyse data and 
information from a range of sources, 
including customers, to inform design 
and delivery dialogue 
 
Develop collaborative relationships  
 
Engage in constructive dialogue 

Identify any concerns or deficits in the 
provision of care to service owners, 
managers or regulators  

Multi-agency policy, protocols, guidance and 
procedure relating to assessment and 
safeguarding 
 
Standards required by regulators 
 
Ways of addressing deficits and concerns 

Act professionally and assertively 
 
Respond promptly to concerns or 
deficits  
 
Challenge and be challenged using 
evidence gleaned from practice 
 
Negotiate and advocate for the 
customer 

Assess and advise on the optimal funding 
route(s) available to the customer to access 
ALT including ‘pooled’ budgets, relevant 
welfare benefit or grants 

Governance issues, legal status and duties 
(including financial responsibility) for each 
customer  
 
Range of funding options and how to apply 
them 
 

Collaborate effectively in a multi-
disciplinary team  
 
Provide accurate and accessible 
information 
 
Gather and analyse data and 
information from a range of sources, 
including customers, to reach 
informed judgements  

Assess for ALT within eligibility criteria, as 
part of the design of integrated care 
packages  

 “Own role” fit with overall assessment 
processes and own accountabilities and 
responsibilities  

Collaborate effectively in a multi-
disciplinary team  
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Boundaries, roles, cultures, and 
responsibilities of partner agencies and 
professions  
 
Governance issues, legal status and duties 
(including financial responsibility) for each 
customer  

Gather and analyse data and 
information from a range of sources, 
including customers, to reach 
informed judgements  

Provide assistance to community care 
assessment personnel to enable them to 
make use of ALT equipment where 
appropriate. 

“Own role” fit with overall assessment 
processes and being clear about own 
accountabilities and responsibilities 

Collaborate effectively in a multi-
disciplinary team  
 

Support less experienced colleagues to 
work with more complex and emergency 
situations  

Sources of inter-disciplinary learning and 
support  
 
Models of Continuous Professional 
Development, local practices and 
procedures and sources of support 

Take the lead in promoting best 
practice 
 
 
Access and utilise learning and 
support models and materials  

Liaise with professional colleagues to 
ensure that the ALT system flows smoothly, 
and customers receive an appropriate, 
timely, and effective service. 

Boundaries, roles, cultures, and 
responsibilities of partner agencies and 
professions including handypersons and 
home improvement 
 
Multi-agency policy, protocols, guidance and 
procedure relating to assessment and 
safeguarding  

Collaborate effectively in a multi-
disciplinary team  
 
Act professionally and assertively 
Lead best practice 
 
Negotiate and advocate for the 
customer 

Maintain records of actions and decisions Recording policy and procedures  Maintain records in accordance with 
agency policy and procedures  

Contribute to colleagues’ CPD CPD methodologies of partner organisations Contribute effectively to colleagues’ 
CPD 

Community Care 
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Conduct the ALT specialist assessment as 
part of  a “needs assessment”  and 
“community care planning process” 

Assessment methodologies and the role of 
ALT  
Role ALT can play in promoting 
independence, supporting re-enablement 
and supporting effective hospital discharge  

 
Eligibility and continuing health care criteria 
and guidance  
 
Role of ALT in the common core principles 
to support self care  
 
Purchase of ALT through direct payments, 
using grants and private funding  
 
Human resources; i.e. individuals who can 
provide assessment, training, and 
customisation 

Be open to and develop new and 
creative ways of taking advantage of 
the potential of ALT 
 
Gather and analyse data and 
information from a range of sources, 
including customers, to reach 
informed judgements  

Ensure  consideration of ALT is included as 
part of carer’s needs assessments,  

Role ALT can play in carer’s assessments 
 

Be open to and develop new and 
creative ways of taking advantage of 
the potential of ALT 

Ensure assessment takes account of impact 
of ALT on whole of the family 

Impact of ALT on whole family 
 

Be open to and develop new and 
creative ways of taking advantage of 
the potential of ALT 
 
Gather and analyse data and 
information from a range of sources, 
including customers, to reach 
informed judgements 

Consider ALT whenever undertaking 
assessment for re-ablement 

Role of ALT in supporting re-ablement Be open to and develop new and 
creative ways of taking advantage of 
the potential of ALT 
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Provide specialist ALT assessment advice 
and support to professionals undertaking 
community care assessments in respect of: 

– Self care and wellbeing 
– Supports to everyday living 
– Personal care, safety & 

security 
– Telecare and telehealth  
– Communications and digital 

participation 
– Accommodation 
– Finance 
– Education, employment and 

leisure 

Role ALT can play in promoting 
independence, supporting re-enablement 
and supporting effective hospital discharge  
 
Role of ALT in the common core principles 
to support self care  
 
Purchase of ALT through direct payments, 
using grants and privately  
 

Be open to and develop new and 
creative ways of taking advantage of 
the potential of ALT 
 
 
 
Use social media and digital 
approaches to work, learning and 
support at home  
 
Gather and analyse data and 
information from a range of sources, 
including customers, to reach 
informed judgements  

Maintain records of actions and decisions Recording policy and procedures  Maintain records in accordance with 
agency policy and procedures  
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PLAN 

TASKS KNOWLEDGE SKILLS 

Setting Up Plans 

Draw up a plan that meets the assessed 
need with the most effective ALT solutions 

TSA Code of Practicei 
 
Relevant local format and procedures for 
drawing up and sharing plans 
 
Best practice with regard to the completion 
of ALT plans including: 

• Having service user understanding 
and agreement 

• How it meets assessed needs 
• The outcome of a risk assessment 
• Details of the ALT system, suppliers, 

installation and testing arrangements 
• Monitoring and response 

arrangement, including agencies, 
names and telephone numbers 

• Escalation  criteria and arrangements 
• Details of key agencies and 

professionals and contact numbers 
• Details of formal and informal care 

arrangements, and contact numbers 
• Maintenance and repair 

arrangements and telephone 
numbers 

• Decontamination, and recycling 
arrangements, where appropriate 

• Review dates 

Communicate sensitively and 
effectively with customers with 
sensory and physical disabilities, 
learning disabilities and mental health 
needs, and with their carers 
 
Analyse, synthesise and evaluate 
complex information from a range of 
sources within a tight time scale 
 
Determine the most cost-effective 
plan from an assessment 
recommendation 
 
Complete an ALT plan, following 
agency procedures using the agency 
format and applying best practice 
 
Source from, and negotiate with 
suppliers 
 
Use electronic recording and 
communications systems  
 

                                            
 For further reading see the relevant module of the TSA Code of Practice 
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• Documentation of ‘key tasks’ 
identified  

• List of people and agencies provided 
with copies of the  plan  

Develop collaborative relationships that 
enable constructive dialogue with other 
agencies, including suppliers and 
manufacturers, to facilitate cross-disability, 
consumer-responsive delivery and design of 
assistive technology services 
 

Information about customer needs and 
preferences 
 
Ways of addressing responsiveness to 
consumer needs 
 
Agencies, including suppliers and 
manufacturers, relevant to the design and 
delivery of assistive technology services 

Gather and analyse data and 
information from a range of sources, 
including customers, to inform design 
and delivery dialogue 
 
Develop collaborative relationships  
 
Engage in constructive dialogue 

Develop the draft ALT plan and its 
implementation with the customer - service 
user, their carers, relevant neighbours and 
friends, and other relevant professionals - 
and modify it as appropriate in accordance 
with their comments and wishes  

Relevant local format and procedures for 
drawing up and sharing plans 
 
Best practice with regard to the completion 
of ALT plans  (as above) 
 
Methods of communication 

Communicate sensitively and 
effectively with customers with a 
range of needs, and with their carers 
 
Complete an ALT plan, following 
agency procedures using the agency 
format and applying best practice 

Check that the plan is understood by the 
service user, carers and relevant others – 
particularly the operation of the ALT and 
intended beneficial outcomes 

Relevant local format and procedures for 
drawing up and sharing plans 
 
Best practice with regard to the completion 
of ALT plans(as above) 
 
Methods of checking understanding for 
people with a range of needs 

Communicate sensitively and 
effectively with customers with a 
range of needs, and with their carers 
 
Complete an ALT plan, following 
agency procedures using the agency 
format and applying best practice 

Check that the monitoring and response 
arrangements are set out in the plan and 
understood by the service user, carers, and 
relevant others  

Relevant local format and procedures for 
drawing up and sharing plans 
 
Best practice with regard to the completion 

Communicate sensitively and 
effectively with customers with a 
range of needs, and with their carers 
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of ALT plans  (as above) 
 
Methods of checking understanding for 
people with a range of needs 

Complete an ALT plan, following 
agency procedures using the agency 
format and applying best practice 

Provide all the necessary details in writing 
to the response service and/or  individuals 
named in the plan and check that they are 
in agreement with  the plan and are 
confident to fulfil their role  

Relevant local format and procedures for 
drawing up and sharing plans 
 
Best practice with regard to the completion 
of ALT plans  (as above) 

Communicate sensitively and 
effectively with customers with 
sensory and physical disabilities, 
learning disabilities and mental health 
needs, and with their carers 
 
Complete an ALT plan, following 
agency procedures using the agency 
format and applying best practice 

Share the plan with other members of the 
multidisciplinary team where appropriate 

Relevant local format and procedures for 
drawing up and sharing plans 
 
Best practice with regard to the completion 
of ALT plans  (as above) 

Work effectively in multidisciplinary 
teams 

Check that the customer, carers, and 
relevant others are in agreement with 
arrangements for the installation, testing 
and maintenance of the ALT  

 Relevant local format and procedures for 
drawing up and sharing plans 
 
Best practice with regard to the completion 
of ALT plans  (as above) 

Communicate sensitively and 
effectively with customers with a 
range of needs, and with their carers 
 
Complete an ALT plan, following 
agency procedures using the agency 
format and applying best practice 

Document the arrangements for pick-up, 
decontamination and recycling of equipment 
are documented  

Best practice with regard to the completion 
of ALT plans  (as above) 

Complete an ALT plan, following 
agency procedures using the agency 
format and applying best practice 

Check that the plan specifies any identified 
risks and how they are to be managed  

Best practice with regard to the completion 
of ALT plans  (as above) 
 
Principles of positive risk taking and risk 

Complete an ALT plan, following 
agency procedures using the agency 
format and applying best practice 
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enablement 

Refer the plan for ALT to the organisation 
responsible for care coordination where 
appropriate to receive formal approval  

Relevant local format and procedures for 
drawing up and sharing plans 
 
Relationship  between ALT plans and Care 
or Support Plans  

Collaborate effectively in and across 
agencies in a multi-disciplinary 
service environment 
 

Refer the plan where appropriate for funding 
approval  

Relevant local format and procedures for 
drawing up and sharing plans 
 
 
Relationship  between ALT plans and Care 
or Support plans  

Determine the most cost-effective 
plan from an assessment 
recommendation 
 

Prioritise  work  Principles and practice of prioritisation Determine priorities to manage work 
efficiently and effectively 

Set out how the plan will be monitored, 
reviewed and evaluated  

Best practice with regard to the completion 
of ALT plans   

Complete an ALT plan, following 
agency procedures using the agency 
format and applying best practice 

Draw up Carer’s Plan  Carers legislation and policy  
 
The role of carers as expert partners in care, 
carers having their own needs that may not 
be the same as the assessed person 

Complete Carer’s Plan that effectively 
meets their needs 

Maintain records of actions and decisions Recording policy and procedures  Maintain records in accordance with 
the relevant procedures  

Putting Plans in Place 

Prepare a procurement plan to supply ALT 
equipment at value for money prices 

Procurement and contract law and 
regulation  
The nature of the ALT provider market and 
supply chain 

Clear and effective planning to 
procure supplies  
Effective negotiation of the terms and 
conditions of contracts  
 

Maintain records and contribute to recording Recording policy and procedures  Maintain records in accordance with 
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of care or support Plans, and to contracts 
and procurement documentation 
 

the relevant procedures  
 

Formal Care Planning 

Assist care and support planning with 
customers referred for an ALT service, as 
part of an integrated support and care 
package 

Care planning system including the contact 
and communication arrangements 
 
 

Participate effectively in the care 
planning system  
 

Advise on the drawing up of ‘holistic’ Care 
or Support Plans in respect of ALT 

Best practice in support and care planning  
 
Links between ALT and support and care 
planning 
 
User-perspective on support and care 
planning 
 
Methodologies for ensuring that care or 
support Plans are outcome focussed 
 
 

Contribute as a specialist professional 
to the delivery of a Care or Support 
Plan 
 
Apply best practice in contributing to 
Care or Support Plans 
 
Involve ALT users in care planning 
 
Supervise ALT practitioners 
contributing to a Care or Support Plan 
 
Contribute to an outcome focussed 
model of support or care planning 
 
 

Develop ALT plans with an awareness of 
the inter-dependence of the various 
elements of a Care or Support Plan 

Inter-dependencies between differing 
features of a care or support plan 

Draw up ALT plans that reflect 
awareness of the interdependencies 
between the elements of the Care or 
Support plan 

Take account of risks when drawing up a 
support or care plan 

Theory and practice of positive risk taking, 
risk enablement and contingency planning  

Prepare contingency plans to enable 
risks 
 
Plan to enable risks and positive risk 
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taking 

Ensure that all the contributors to the ALT 
aspects of the plan are briefed about the 
whole plan 

The need to keep contributors to the ALT 
plan informed about the wider Care or 
Support Plan context 
 
Communication methods and approaches 

Clearly and accurately communicate 
essential information to other 
participants in the care planning 
system 

Maintain records and contribute to recording 
of Care or Support Plans 

Recording policy and procedures  Maintain records in accordance with 
the relevant procedures  
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IMPLEMENT 

TASKS KNOWLEDGE SKILLS 

Install 

Arrange installation plans with the customer, 
their carers and relevant others as 
appropriate 

Telecare Services Association (TSA), Code 
of Practice* 

 
Principles and practice of positive risk 
assessment 
 
Role and importance of multidisciplinary 
working in ALT services  
 
The supply systems for equipment 
 

Communicate effectively using a 
range of methods in relation to 
sensory, physical and cognitive needs 
 
Liaise and co-ordinate activities with 
other individuals and services 
involved 
 

Carry out a site survey where environmental 
or physical factors may affect installation 

Know and understand device specific 
technical knowledge  
 
Methods of carrying out property, and 
environmental surveys 
 
Principles and practice of positive risk 
assessment  
 
Health and safety requirements and the 
need to identify potential hazards and risks 
in the installation, set-up and the use of ALT 
equipment  
 

Carry out surveys of dwellings to 
ascertain the most appropriate 
location for installations and to check 
for the presence of potential hazards 
 
Apply good practice in relation to 
assessing and positively managing 
risks  
 
Communicate effectively using a 
range of methods in relation to 
sensory, physical and cognitive needs 

Liaise with all relevant professionals to 
ensure that ALT services are co-ordinated 
with the care package 

Role and importance of multidisciplinary 
working in ALT services  

Liaise and co-ordinate activities with 
other individuals and services 
involved 
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Liaise with suppliers and installation 
engineers and co-ordinate the appropriate 
provision, installation and maintenance of 
the equipment 

Local procedures for ordering, delivering 
and fitting equipment 
 
Device specific technical knowledge 
 
Supply systems for equipment 

Liaise and co-ordinate activities with 
other individuals and services 
involved 
 
Order the supply of equipment and 
co-ordinate its delivery and installation 

Identify self clearly to customers and carers 
giving role and organisation details 

Principles and practice of good customer 
care 

Deliver good customer care 

Install and programme the ALT  and ensure 
that the installation meets the industry 
technical standards of the telecare services 
association  

Device specific technical knowledge 
 
TSA Code of Practice*  

Install ALT in accordance with the 
TSA Code of Practice* 
 

Explain to individual customers and carers, 
how ALT works and be able to demonstrate 
the equipment 

Person-centred approach to care service 
provision 

 
Device specific technical knowledge 
 
Communication, understanding and support 
needs that must be effectively managed 
during installation 

Provide the customer and/or carer 
with clear, easily understandable 
information about equipment, 
demonstrating how it works, and 
describing their role in managing the 
equipment 

 
Communicate effectively, using a 
range of methods in relation to 
sensory, physical and cognitive needs 

 

Check that the customer understands the 
functioning of the equipment, its purpose 
and the response arrangements 

Device specific technical knowledge 
 
Person-centred approach to care service 
provision  
 
Communication understanding and support 
needs that must be effectively managed 
during installation 

Communicate effectively using a 
range of methods in relation to 
sensory, physical and cognitive needs 
 
Carry out environmental and personal 
risk assessments 
 
Provide the customer and/or carer 
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with clear, easily understandable 
information about equipment, how it 
works, and  their role in managing the 
equipment 
 
Describe the response arrangements 
and check understanding of how 
these will operate 

Ensure that the installed equipment is fully 
tested, working effectively and signed off 
with everyone involved 

Device specific technical knowledge 
 
Methods of testing and checking 
understanding 
 

Test the equipment with the customer 
and/or carer and check their 
understanding of its operation  
 

Provide support to both the customers and 
carers during the process of installation and 
familiarisation  

Person-centred approach to care service 
provision  
 
Communication, understanding and support 
needs that must be effectively met during 
installation 

Communicate effectively using a 
range of methods in relation to 
sensory, physical and cognitive needs 
 
 
 

Work in partnership with others to ensure 
that the service delivered is responsive to 
the needs of the customer 

Role and importance of multidisciplinary 
working in ALT services 

Liaise and co-ordinate activities with 
other individuals and services 
involved 

Note customer and carer response to the 
ALT and feedback any concerns to the 
appropriate manager 

Person-centred approach to care service 
provision  
 
Methods of providing feedback 
 
Ways to learn from feedback 
 

Communicate effectively using a 
range of methods in relation to 
sensory, physical and cognitive needs 
 
Engage with the customer and/or 
carer to check and note their 
response to the ALT, its installation 
and operation 

Develop collaborative relationships that 
enable constructive dialogue with other 

Information about customer needs and 
preferences 

Gather and analyse data and 
information from a range of sources, 
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agencies, including suppliers and 
manufacturers to facilitate cross-disability, 
consumer-responsive delivery and design of 
assistive technology services 
 

 
Ways of addressing responsiveness to 
consumer needs 
 
Agencies, including suppliers and 
manufacturers, relevant to the design and 
delivery of assistive technology services 

including customers, to inform design 
and delivery dialogue 
 
Develop collaborative relationships  
 
Engage in constructive dialogue 

Communicate with responders and ensure 
that they get the information needed to 
respond appropriately 

Role and importance of multidisciplinary 
working in ALT services 
 
Principles and practice of positive risk 
assessment 

Liaise and co-ordinate activities with 
other individuals and services 
involved 
 
Carry out environmental and personal 
risk assessments 

Maintain installation records  Recording policy and procedures  
 
Local information governance protocols 

Maintain records in accordance with 
the relevant procedures and protocols 
 

Be alert to any indicators of possible abuse 
of a vulnerable person 

Indicators of abuse 
 
Local Safeguarding practice and procedures  

Identify and report indicators of abuse  
 
Apply the local Safeguarding practice 
and procedures  

Monitor 

Respond promptly and appropriately to a 
call or alert, from an installed ALT service,  

Telecare Services Association’s (TSA’s), 
Code of Practice* 
 
Agency call-handling procedures, protocols 
and escalation plans 
 
 

Manage calls, including challenging 
calls, effectively 
 
Apply an appropriate mix of listening 
and questioning, to gather information 
quickly and sensitively 
 
Gather relevant information to 
determine the most appropriate 
action, following agreed response 
protocols and the customers ALT 



34 
 

response plan 
 
Determine the need to escalate the 
referral 
 
Communicate effectively, to provide 
advice, information and resolution   

Communicate appropriately with customers, 
in response to an alarm,  

Disability, communication and capacity 
factors that will require appropriate 
understanding and response 
 
Ways in which ALT can work alongside, 
complement and enhance other care 
support services and caring arrangements 
Role of the key service providers and 
professionals  
 
Role of informal carers involved the in the 
care and support of disabled and older 
 
Local customer care policy, respect, values, 
customs and beliefs of customers 

Greet the customer, manage 
expectations and give clear 
information regarding next steps 
 
Apply an appropriate mix of listening 
and questioning to gather information 
quickly and sensitively 
Demonstrate empathy and 
understanding for the customer and 
their situation 
 
Allay caller’s concerns, minimising 
distress 
 
Communicate with customers in 
accordance with customer care policy, 
respect, values, customs and beliefs 
of customers 
 
Gather relevant information to 
determine the most appropriate 
action, following agreed response 
protocols and the customers ALT 
response plan 
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Communicate effectively to provide 
advice, information and resolution   
 
Provide responders with clear and 
sufficiently detailed information to 
enable them to put in place an 
appropriate response 

Communicate clearly and appropriately with 
other team members 

Agency call-handling procedures, protocols 
and escalation plans 
 
Principles of effective team working 

Effective communication with 
colleagues 

Make additional calls to named contacts if 
the customer requests this 

Agency call-handling procedures, protocols 
and escalation plans 
 

Contact and involve other formal and 
informal carers and services as 
appropriate 

Manage calls including challenging calls 
effectively 

Agency call-handling procedures, protocols 
and escalation plans 
 

Respond to all calls however 
complex, including challenging calls, 
appropriately  and effectively 

Take note of information indicating 
equipment failure and take action in 
accordance with local protocols 

Responding to equipment failure/stock 
control. 
 
Device specific technical knowledge 

Act on information about equipment 
failure in accordance with local 
protocols 

Receive and record information about a 
customer’s needs from the monitoring 
service and confirm the response 
arrangements 

Role of the key service providers and 
professionals  
 
Role of informal carers involved the in the 
care and support of disabled and older 
 

Listen carefully to calls, clearly noting 
the customers details the problem and 
the action requested 
 
Confirm the action that will be taken 
and timescale 
Contact and involve other formal and 
informal carers and services as 
appropriate 

Undertake routine visits to check on a 
customers’ welfare where this is included in 

Role of the key service providers and 
professionals  

Arrange and fulfil routine monitoring 
visits as set out in the ALT /Care or 
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the ALT or Support or Care Plan  
Agency procedures for monitoring visits and 
assuring the safety of the and well-being of 
the customer 

Support Plan 

Record the outcome of monitoring visits Recording policy and procedures  Maintain records in accordance with 
the relevant procedures  

Respond 

Check the well being of ALT customers, and 
alert the appropriate carer/organisation if 
there are concerns 

TSA’s Code of Practice*  
 
Methods of communication in relation to 
people’s sensory, physical and cognitive 
needs 
 
Customers individual service plan 
arrangements 
 
Local safeguarding policies and procedures 
 
 

Respond to calls from the ALT 
monitoring system in accordance with 
agreed response protocols and local 
procedures 
 
Take accurate notes and interrogating 
information from the monitoring 
service 
 
Apply an appropriate mix of listening 
and questioning to gather information 
quickly and sensitively 
 
Demonstrate empathy and 
understanding for the customer and 
their situation 
 
Undertake a  person-centred 
assessment of needs and determine 
the most appropriate response 

Escalate concerns to management (at a 
response service) when problems or 
difficulties are experienced with any aspect 
of system operation or procedure 

Relevant escalation policy  Determine the need to escalate the 
referral 

Provide timely practical, enabling and Methods of communication in relation to Apply an appropriate mix of listening 



37 
 

emotional support and advice to customers 
and their carers, which assist them to 
remain living independently in their own 
home. 

people’s sensory, physical and cognitive 
needs 
 
Practical interventions appropriate and 
available to meet a range of needs including 
the need for emergency services or support 
 
Disability and mental health related needs 
and how ALT can help meet those needs 
 

and questioning to gather information 
quickly and sensitively 
 
Demonstrate empathy and 
understanding for the customer and 
their situation 
 
Support the social, emotional and 
physical needs of customers and their 
carers  
 

Ensure  the ALT customer’s  comfort and 
safety when there is a serious concern 
about their immediate  health and alert the 
appropriate emergency services 

Local procedures for responding to 
safeguarding adults at risk of harm 
 
Methods of assessment in urgent situations  
 
Practical interventions appropriate and 
available to meet a range of needs including 
the need for emergency services or support  
 
Relevant moving and handling techniques  
 
First Aid to Certificate level 
 

Support the social, emotional and 
physical needs of customers and their 
carers  
 
Undertake a person-centred 
assessment of needs and determine 
the most appropriate response 
 
Support the social, emotional and 
physical needs of customers and their 
carers  
 
 
Apply correct moving and handling 
techniques 
Apply First Aid skills to  Certificate 
level 

Carry out response duties in accordance 
with local policies and procedures  

Agency policies, procedures and local 
practices  
 
Customers individual service plan 

Undertake a person-centred 
assessment of needs and determine 
the most appropriate response 
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arrangements 
 
Local procedures for responding to 
suspected abuse and protection of 
vulnerable adults 

Use information from the customers 
service plan to inform decisions and 
actions 

Provide support to enable an individual, 
their carer or family members to manage 
change, adapt to disability and the use of 
telecare 

Methods of communication in relation to 
people’s sensory, physical and cognitive 
needs 
 
Theories and approaches to change 
management 
 
Reasons why people may have fears or 
concerns regarding ALT 
 
Ways to support people to manage the 
changes brought about by ALT 
 

Apply an appropriate mix of listening 
and questioning to gather information 
quickly and sensitively 
 
Demonstrate empathy and 
understanding for the customer and 
their situation 
 
Ensure that customers and others are 
supported appropriately in the use of 
ALT equipment when experiencing 
significant life events and transitions  

Keep records in accordance with agency 
policy and procedures 

Recording policies and procedures Write/electronically record - a record 
of actions / decisions in accordance 
with relevant policies and procedures  
 

Apply First Aid where required 
 

First Aid to Certificate level 
 

Employ First Aid skills -  Certificate 
level 
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REVIEW 

TASKS KNOWLEDGE SKILLS 

Technical Review and Maintenance 

Review the functioning of the ALT 
equipment soon after installation and at 
agreed intervals thereafter 

Technical aspects of telecare equipment 
and computer systems, their operation and 
maintenance 
 
TSA Code of Practice* 

Check the effective functioning of ALT 
equipment and systems 
 
Communicate effectively using a 
range of methods in relation to 
sensory, physical and cognitive needs 
 
Review the ability of the customer to 
utilise the system and evaluate the 
continued appropriateness of the 
system 

Troubleshoot and fix system malfunction TSA Code of Practice* 
 
Technical aspects of telecare equipment 
and computer systems, their operation and 
maintenance 
 
Diagnostic routines for identifying ALT 
system malfunctions and of corrective 
procedures 
 
Device specific technical knowledge 
 

Identify the cause of system failures 
and malfunctions 
 
Repair equipment and systems and 
re-programme 
 

Identify emerging, changing needs, desired 
outcomes  and potential problems  

TSA Code of Practice* 
 
Process of evaluating the ALT system to 
meet changing needs 
 
Ways in which needs/outcomes may change 

Assess changes in customers’ needs 
or desired outcomes 
 
Evaluate whether the equipment 
continues to meet needs  
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Evaluate and advise on the progress of ALT 
solutions 

Process of evaluating the ALT system to 
meet changing needs/outcomes  
 
ALT plan and how changing 
needs/outcomes can be managed at review 

Review  and evaluate the continued 
appropriateness of the system 
 
Utilise relevant local procedures to 
report needs that are not being met by 
ALT equipment 

Ensure appropriate team members are 
informed when changes are made to the 
plan 

Effective multidisciplinary team work 
 

Inform team members when changes 
are made to the plan 

Ensure customers/carers area aware of 
plans to remove equipment 

Principles and practice of good customer 
care 

Deliver good customer care 

Assist in the wider evaluation of the ALT 
plan and its usefulness as a support 
mechanism 

Care and support planning system 
 
ALT planning arrangements and the role of 
technical review in supporting the evaluation 
and modification of the plans over time 

Contribute to the ALT strategic 
planning process 

Contribute to the service’s strategic plans 
for ALT, using the knowledge and 
experience gained from the completion of 
reviews 

Care and support planning system,  
ALT strategic planning arrangements and 
the role of technical review in supporting the 
evaluation and modification of the plans 
over time 
 
How ALT contributes to delivering 
personalised services  

Contribute to evaluation of the ALT 
plan 

Develop dialogue and feedback with 
manufacturers to ensure that best 
equipment is available at best prices for 
customers 

Evaluation of equipment quality and cost 
effectiveness  
 
Improving services through feedback  
Methods of negotiating with the supply chain  

Gather information on quality and cost 
effectiveness of equipment and work 
with providers to achieve best value 
Effective negotiating skills 

Ensure stock is controlled in accordance 
with procedures 

Local stock control procedures 
 
Best practice in stock control and availability 

Control stock in accordance with 
relevant stock control procedures 
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Manage, handle and store equipment Procedures for handling, storing, 
maintaining and repairing equipment 
 
Infection control legislation, guidance and 
best practice 

Manage the movement and storage of 
equipment 

Maintain, repair, collect and decontaminate 
equipment 

Procedures for handling, storing, 
maintaining and repairing equipment 
 
Infection control legislation, guidance and 
best practice 

Repair equipment and systems and 
re-programme 
 
Maintain best infection control 
practices  

De-install and uplift equipment  Procedures for de-installing and uplifting 
equipment 

De-install and uplift equipment 

Ensure all databases and paperwork are 
completed and maintained up to date as 
required 

Administrative procedures for recording the 
outcome of maintenance and review  

 
Maintain records in appropriate 
formats 
 

Care Plan Review 

Determine with the customer and carers 
what a review should consist of and who 
should take part 

Person-centred approaches to care plan 
reviews  
 
The role of carers as expert partners in care 
 
Principles of outcome based support 
planning 

Communicate effectively using a 
range of methods in relation to 
sensory, physical and cognitive needs 
 
Undertake systematic, person-centred 
and culturally sensitive 
comprehensive reviews of perceived 
problems and requirements 
 
Include carers as members of the 
team 

Review the customers understanding of the 
ALT equipment and of the functioning of the 
response system at regular intervals 

Individual ALT plans, monitoring and 
response system arrangements 
 

Assess current ALT plan with 
customers and carers and determine 
whether it is meeting current 
needs/outcomes satisfactorily  
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Take steps to measure the customers 
satisfaction with the ALT plan and ascertain 
if it is meeting the identified needs 

Methods of measuring customer satisfaction Assess current ALT plan with 
customers and carers and determine 
whether it is meeting current 
needs/outcomes satisfactorily  

Participate in, and contribute to Care and 
Support Plan reviews  

Purpose and process of care and support 
plan reviews 
 
Methods of challenging professional 
colleagues 

Participate in Care and Support Plan 
reviews 
 
Challenge colleagues if necessary  

Consider whether the customer has 
needs/outcomes that are not being met 
through the current arrangements.  

Range of ALT equipment available and its 
relevance to meeting particular needs 
 

Review current ALT plan with 
customers and carers and assess 
whether it is meeting current 
needs/outcomes satisfactorily  

Identify any other services that can support 
independent living such as handy persons 
or home improvement services  

Housing support services to support care at 
home 

Review current ALT plan with 
customers and carers and assess 
whether it is meeting current 
needs/outcomes satisfactorily  

Ensure that all work is informed by an up to 
date knowledge of ALT services and 
resources that are available 
 
Review the cost and effectiveness of the 
ALT arrangements and draw up 
recommendations for improvement as 
appropriate 

Range of ALT equipment available and its 
relevance to meeting particular 
needs/outcomes 
 
 
Ways to measure and report on cost 
effectiveness 

Apply knowledge of ALT services and 
resources to provide an appropriately 
well-informed service 
 
Measure the cost effectiveness of 
ALT solutions and make 
recommendations accordingly 

Draw up a new plan in response to 
changing or unmet needs/outcomes. 

Procedures for revising Care and Support 
Plans  

Discuss service options with 
customers and carer and revise the 
care support plan and ALT plan 
accordingly  
 
Fulfil administrative requirement for 
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funding approval (where applicable) 
and set up ALT system change or 
modification 

Contribute to the service’s strategic plans 
for ALT, using the knowledge and 
experience gained from the completion of 
reviews 

Care and support planning system, the ALT 
strategic planning arrangements and the 
role of care plan review in supporting the 
evaluation and modification of the plans 
over time 

Contribute to evaluation of the ALT 
plan 

Recycling and Decontamination 

Collect, decontaminate service and recycle 
a broad range of ALT equipment. 

Current guidance regarding infection control 
standards 
 

Remove ALT equipment and making 
good 
 
Determine the need to recycle and 
decontaminate ALT equipment and 
the most effective method 

Make arrangements to collect ALT 
equipment 

Local guidelines for the collection and return 
of ALT equipment 

Make arrangements to collect 
equipment having due regard to the 
circumstances that may exist  

Decontaminate in accordance with official 
guidance and to the current infection control 
standards 

Procedures for the full range of 
decontamination operations 
 

Carry out decontamination operations 
in accordance with operational 
policies and best practice 

Service and recycle ALT equipment to 
agreed standards  

Device specific technical knowledge and 
performance specifications  

Service and check performance of 
ALT equipment to required standards 
prior to any re-use 

Document and provide a full product history 
and traceability 

Methods of stock control and inventory Maintain an auditable system of stock 
control 

Barcode ALT equipment to assist with stock 
handling and control  

Methods of stock control and inventory  
 
Procedures for ensuring that products are 
correctly identified and can be traced 

Maintain an auditable system of stock 
control 

Comply with the requirements of Health and 
Safety policy 

Health and Safety policy as it applies to 
decontamination of ALT equipment 

Recognize  Health and Safety issues 
in relation to ALT, develop and apply 
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appropriate solutions 
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Workforce Development for ALT: understanding roles, delivery and workforce needs (Centre for International Research on Care, 
Labour and Equalities (CIRCLE) (University of Leeds, 2012) 
Assisting employers with the workplace implications of assistive technology: Desk-based research (Skills for Care, 2112) 
Job descriptions for posts related to ALT advertised by various authorities/agencies  
 
 
 
 
 
                                            
*
 For further reading see the relevant module of the TSA Code of Practice 
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Assisted living technology and services – a learning and development framework 

Appendix D - Using the role exemplar in the ALT workforce L&D framework – step by step 

 

1. Role exemplars are a practical way of making your way around the L&D framework – from the customer analysis at the 

outset and through workforce analysis into the specifics of training needs assessment 

2. The workflow diagram is provided for you to use and adapt. It is particularly useful when identifying how work flows for the 

customer (sometimes known as a pathway) and the linked roles along the way in your organisation (present and future) that 

you want to develop. 

3. An initial step is to decide whether the role you are considering fits one or more of the task areas (INFORM, ASSESS, 

PLAN, IMPLEMENT or REVIEW) 

4. You will find table A that suggests how the workforce engaged with assisted living technology falls into three categories – 

wider, general and specialist. This is valuable in considering job roles and titles you may have and the likely knowledge and 

skills associated with them. Put this together with the items in the table of common core values and principles at B, and you 

are then well on the well to designing a role exemplar.  

5. The tasks, knowledge and skills table at C (Appendix C) will help you write an overall role descriptor and to select a relevant 

cluster of tasks that make up the role. The clusters reflect the way some organisations link the tasks together. You can join 

more than one together or take bits from different places to suit how you work. 

6. Next, you should determine the knowledge and skills that the role holder should bring to the tasks in question. Again use the 

table as a guide. 

7. Then determine the knowledge and skills that you will support the role holder to apply to the tasks in question, after an 

agreed period of basic training or induction. 

8. At the same time as you make use of the table of tasks, knowledge and skills at C consider the recommended levelling 

terminology that you think it is appropriate to include. Advice on this is in a table at D and should aid clarity in the 

expectations of the role. 

9. Similarly use the table at E to add accredited prior learning and qualifications. 

10. Remember that there are ways of evidencing learning, other than transferable accreditation and you can document how your 

organisation satisfies itself that the role holder is capable 
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List of Tables 

Use these tables together with the L&D framework and flow diagram to assist you in key workforce development activity such as: 

 Workforce development planning 

 Job redesign 

 Preparing job descriptions and specifications 

 Personal development planning 

 Training needs assessment 

 Supervision and appraisal 

 Commissioning and selecting training an development opportunities 

 Involving users of services in workforce development 

 Recruitment and retention 

 Job evaluation 

 Service evaluation and review 

 

The template for role exemplars can be used with the tables below: 

A. Broad workforce categories 

These are purely illustrative, but can assist in making selections from the extensive number of tasks in Table C 

B. Common values and principles 

This is important for each organisation to consider for itself – integral to it, are principles and practice of active decision 

making including consent and capacity 

C. Tasks, knowledge and skills technical table (appendix C of the learning and development framework) 

This table is to be used as a ‘selection box’ 

D. Levelling terminology 

Demonstrates how to level, using consistent language 

E. Accredited prior learning and qualifications 

There are few qualifications that have been accredited by awarding bodies, availability of associated learning programmes is 

sparse and fitness for purpose checking is essential 
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Role Exemplar Template (see narrative explanation of how to use) 
 

[INSERT ROLE HERE] 

IN AN ASSISTED LIVING SERVICE (ALS) OR TELECARE ORGANISATION 

PRIMARY TASKS 

(See appendix C) 

  

Please use this section to identify the tasks that people who undertake this role in your organisation carry 

out. To help you do this there is a list of tasks for you to select from in the table of tasks, knowledge and 

skills at C. You can, of course, also select other tasks of your own which may not appear in the table. 

JOB TITLES 

(See table A) 

 

These are examples of the sorts of jobs or titles, people may have who are carrying out the role you have 

identified.  

 

There may be several of these for some roles (such as customer care or raising awareness) or just one if the 

role is very specialist. 

PLACES OF 

EMPLOYMENT 

You can use this to describe the nature of  your organisation (this may be public, private or voluntary), your 

core business,  the type of setting, and location or place of work 

 INITIAL CAPABILITIES CAPABILITIES AFTER INDUCTION or BASIC 

TRAINING (3-6 MONTHS) 

KNOWLEDGE 

(See tables B, C & D) 

Use table D to level the 

knowledge related to each 

task you select from table 

C 

 

This section is to help you identify and record the 

knowledge that is needed to undertake the role 

before any learning and development takes place. 

 

To help you with this, please refer to the knowledge 

section of the table of tasks, knowledge and skills. In 

the first instance you may find it helpful to 

concentrate on the knowledge requirements that you 

see as being essential. 

 

For some roles this may also include basic 

employability skills and IT knowledge 

This is to identify and record the knowledge that it is 

reasonable to expect a person in the role to be able to 

apply, after an agreed induction or basic learning and 

development programme.  

SKILLS 

(See tables B, C & D) 

This section is to help you identify and record the 

skills that are needed to undertake the role before 

This is to identify and record the skills that it is 

reasonable to expect a person in the role to be able to 
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Use table D to level the 

skills related to each task 

you select from table C 

 

any learning and development takes place. 

 

The skills you identify can be drawn from the table of 

tasks, knowledge and skills. In the first instance it 

may be helpful to concentrate on only be those skills 

requirements which you see as being essential. 

 

For some roles this may include basic employability 

and IT skills 

apply after an agreed induction or learning and 

development programme. 

LEARNING  AND 

DEVELOPMENT THAT 

MAY SUPPORT THE 

KNOWLEDGE AND 

SKILLS  

(See table E) 

Here you can document the prior learning that a role 

holder would be expected to be able to demonstrate. 

 

This learning may well be accredited, usually in the 

form of a qualification. 

 

You may find it helpful to use the table of accredited 

and transferable qualifications and short course at E 

to see which of these may cover aspects of the skill 

and knowledge you require.     

 

If you are unable to find any appropriate accredited 

learning listed, you may find it helpful to identify 

what sort of experiential learning would demonstrate 

that the role holder has basic capability. 

Here you can document the accredited learning that 

the role holder would be in a position to apply after 

induction or a basic learning and development 

programme. 

 

You may find it helpful to use the table of accredited 

and transferable qualifications and short courses at E 

to see which of these may cover aspects of the skill 

and knowledge you require.     

 

If there is no accredited learning available you may 

want to evidence and record the learning and 

development activities that have taken place – 

supervision records, reflective learning logs, your own 

certificates for example 

 

At this point it may be advantageous to identify any 

qualifications or further learning and development the 

role holder could aspire to. 
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Table A – Assisted Living Services (ALS) - Possible Workforce Categories 

 

Workforce Possible roles and job titles 

Staff within social care 

who have little to do with 

ALT at present 

 

Those who have direct or indirect contact with ALT. They may be undertaking assessments or assisting 

someone to develop a support plan where there is consideration of using ALT, or they may be supporting 

a person who is using ALT. They will not have direct responsibility for ALT and it is not the key part of their 

job role. For example: 

 Social care assistant  

 Care home manager 

 Domiciliary care manager 

 Social worker  

 Call centre/first response staff 

 Outreach support officers/ re-ablement  officer 

 Housing officer 

Social care staff whose 

role includes some 

degree of ALT 

involvement 

 

Those who work directly in one or more parts of the ALT process. For example: 

 Telecare /ALT Support Officer 

 Telecare  Advisors 

 Telecare/ALT Co-ordinator 

 Telecare Operator 

 Telecare/ALT Mobile Responder 

 Customer Services Staff/Telecare/ALT Assistants 

 Telecare Call Advisor 

ALT specialists Those who have particular specialist responsibilities such as design or installation or direct 

management/supervisory responsibility for ALT. For example: 

 Telecare engineer 

 ALT Specialist Service Provider/ Specialist Technology Support Worker/ Lifeline Officer  

 Telecare Engineer/ ALT Installer/ALT Installer Apprentice  
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 Occupational Therapist/Occupational Therapy  Assistant 

 ALT Team manager 

Table B - Common values and principles  

All workforces need to operate in accordance with agreed organisational and professional values and principles in relation to 

assisted living technology: 

 

Common values and principles 

All assisted living technology activity:  

 is informed by the organisation’s vision and policy   

 is undertaken in the context of agreed principles and practices of active decision making1 particularly in respect of consent, 

mental capacity and assessment of best interests. 

The applicable principles and practices of active decision making should be: 

 reflective of the principles of prevention, personalisation and person centred working and provide people with choice and control  

 informed by the common core principles to support self care  

 in accordance with legislation and good practice in ensuring that Assisted Living Technology is part of an inclusive service where 

people receive equal treatment and where diversity is valued  

 in accordance with the TSA codes of practice  

 conducted in a spirit of risk enablement and positive risk taking  

Procedures should ensure: 

 interactions with customers promote the development of a rapport and encourage customer choice and control  

 data and records are maintained in accordance with agency policies and good data management practice  

 technology is used to ensure the most effective and efficient use of resources and provision of services  

 health and safety considerations are addressed in relation to any ALT activity 

All of the workforce should: 

 undertake continuing professional development as appropriate for the job role  

 receive continual updates of ALT services and resources to ensure currency and knowledge  

 be aware of how to identify potential abuse and neglect and the alerting process to be followed in relation to adults at risk of 

                                                           
1
 Sometimes called ‘ethics’, see SCIE (2010) At a glance 24: Ethical issues in the use of telecare and other references 
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harm 

Carers are recognised as expert partners and as having their own needs 

 
Table C – Tasks, Knowledge and Skills technical table 
 
Available as a separate document in Appendix C 
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Table D – Recommended levelling terminology 

 

 

 

 

 

 

  

Levels of knowledge and skills 

 

Meaning 

Have awareness of …. 

 

To know about something (e.g. a piece of legislation or a way of 

working) in general, rather than in any detail 

Have a working knowledge of … 

 

To have sufficient practical knowledge of an area of work to be able to 

apply it in practice 

Have a detailed understanding of …. 

 

To have a clear grasp of principles, details and implications of a 

theory, concept, issue or area of work 

Be able to… To have the skills necessary to carry out a task or procedure 

Know how/when to……. To know what skills are necessary in order to carry out a task or 

procedure 
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Table E – Accredited and transferable qualifications and short courses linked to knowledge and skills with mapped 

reference to existing standards and frameworks  

 

 

Key to acronyms  

Accredited, transferable qualification Short courses Frameworks/Standards 

 

 City and Guilds L2 Certificate in 
supporting users of assistive technology 
(C&G L2) 

 BTEC Professional Certificate in 
Healthcare and Assistive Technology 

      (BTEC Prof cert) 

 Trusted Assessor (TA) 

 Trusted Technician (TT) 

 Centre for Housing and Support L3 
Certificate in Telecare Services (CHS 
L3) 

 QCF Health and Social Care  Diploma 
L2 and L3 (H&SC Dip) NB – this is 
available through several awarding 
bodies 

 Foundation degree Coventry University 
(Cov FD) 

 BTEC Prof Cert (BTEC) 

 Virtual College Introduction to 
Telecare and Telehealth (VC 
intro) 

 Coventry University Assistive 
Technology Learning Tool 
(ATLT) 

 Health and Social Care National 
Occupational Standards – (NOS) 

 Qualifications and Credit 
Framework (QCF) 

 Assistive technology workforce 
development framework (FAST) 
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Wider Social Care Workforce: 

Knowledge and Skills 

Accredited, transferable 

qualification 

Short courses Frameworks & 

Standards 

 

Awareness of the ways in which ALT 

can have a positive impact on people’s 

independence, choice and control 

C&G L2 

BTEC Prof cert 

TA 

VC intro 

ATLT 

 

Working knowledge of how to access 

ALT services 

   

Understand the boundaries between 

their own role and the role/s of the ALT 

workforce 

CHS L3   

Know what information to include in a 

referral to ALT services 

   

Know how to refer a safeguarding 

concern 

H&SC Dip L2 and 3  HSC024 (QCF) 

Be able to signpost customers to ALT 

services 

  F1 (FAST) 

Be able to recognise when ALT has the 

potential to support customers to 

achieve their desired outcomes 

C&G L2 

BTEC Prof Cert 

ALTL  

Be able to provide basic information 

about the ALT assessment, planning 

and installation processes  

C&G L2 VC intro 

ALTL 

F1 (FAST) 

Be able to recognise the signs and 

symptoms of abuse and neglect for 

adults at risk of harm 

H&SC Dip L2 and 3  HSC 24 and 35 (NOS) 

HSC 024 (QCF) 
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ALT General Workforce:  

Knowledge and Skills (relevant to 

role) 

Accredited, transferable 

qualification 

Short course Frameworks & 

Standards 

Awareness of promotion and marketing 

approaches 

  HSC413 and 437 (NOS) 

F1 (FAST) 

Working knowledge of health and safety 

legislation and guidelines that relate to 

ALT 

C&G L2 

BTEC Prof cert 

CHS L3 

Cov FD 

 HSC22 and 32 (NOS) 

HSC 027 and 037 (QCF) 

Working knowledge of ALT equipment 

and functions 

Cov FD 

TA 

TT 

VC intro F18(FAST) 

Working knowledge of ALT planning 

process 

CHS L3 

Cov FD 

TA 

ALTL F8,9 and 38 (FAST) 

Working knowledge of ALT installation 

processes 

C&G L2 ALTL F18 (FAST) 

Working knowledge of legislation and 

guidelines in relation to data gathering, 

storage and retrieval  

C&G L2 

BTEC Prof cert 

CHS L3 

Cov FD 

 HSC 3115 (NOS) 

HSC 038 (QCF) 

F43 (FAST) 

Detailed understanding of 

personalisation and individual budgets 

TT  HSC 346 (NOS) 

HSC 036 (QCF) 
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Detailed understanding of the Impact of 

transition and change on people’s lives 

Cov FD 

TA 

 HSC 382 (NOS) 

HSC 3033 (QCF) 

Detailed understanding of methods of 

communicating effectively with 

customers and their families and carers 

C&G L2 

CHS L3 

Cov FD 

TA 

 HSC 21 and 32 (NOS) 

SHC 21 and 31 (QCF) 

F2 (FAST) 

Detailed understanding of the range of 

needs of customers of ALT services 

C&G L2 

Cov FD 

TA 

VC intro HSC 25 and 329 (NOS) 

HSC  026 and 036 (QCF) 

F35 and 36 (FAST) 

Be able to  promote ALT services to 

customers carers and colleagues 

  HSC 413 and 437 (NOS) 

F1 (FAST) 

Detailed understanding of how to 

manage challenging situations 

H&SC Dip L3  HSC 232 and 336 (NOS) 

HSC 3058 and 3065 

(QCF) 

Be able to provide detailed information 

and advice about eligibility and funding 

for ALT 

C&G L2 

CHS L3 

TA 

 HSC 26 (NOS) 

HSC 2011 (QCF) 

F14(FAST) 

Detailed understanding of the concept 

of risk enablement 

Cov FD  HSC 2031 and HSC 3066 

(QCF) 

F12 (FAST) 

Be able to gather information to inform 

an assessment for ALT 

Cov FD 

TA 

 HSC 2013 (QCF) 

F35 and 36 (FAST) 

Be able to communicate effectively with 

customers, carers and colleagues using 

a range of media and methods 

C&G L2 

CHS L3 

Cov FD 

TA 

 F2 (FAST) 
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Be able to manage challenging 

situations 

  HSC 232 and 336 (NOS) 

HSC 3058 and 3065 

(QCF) 

Be able to provide detailed information 

about eligibility and funding for ALT 

C&G L2 

CHS L3 

TA 

  

Be able to provide detailed information 

about the potential benefits of ALT 

C&G L2 

BTEC Prof Cert 

CHS L3 

VC intro  

Be able to explore how ALT plans are 

developed 

Cov FD 

TA 

 F8 and 38 (FAST) 

Be able to maintain accurate records C&G L2 

BTEC Prof Cert 

CHS L3 

Cov FD 

 HSC 3115 (NOS) 

HSC 028 and 038 (QCF) 
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ALT Specialist Workforce:  

Knowledge and Skills (role specific) 

Accredited transferable qualification Framework & Standards 

Working knowledge of support planning and 

person centred approaches 

TT 

TA 

BTEC Prof Cert 

Cov FD 

HSC 346 (NOS) 

HSC 026 and 036 (QCF) 

F3 4 and 5 (FAST) 

Working knowledge of the operation and 

maintenance of ALT equipment 

C&G L2 

CHS L3 

Cov FD 

TT 

F 20 (FAST) 

Working knowledge of how to diagnose and 

correct malfunctions of ALT equipment 

CHS L3 

Cov FD 

TT 

F20 (FAST) 

Detailed understanding of how ALT can support 

people to maintain independence 

C&G L2 

BTEC Prof 

F5 (FAST) 

HSC 343 (NOS) 

Working knowledge of how to remove an ALT 

installation 

TA 

TT 

F20 and 22 (FAST) 

Detailed knowledge of how to co-produce an 

ALT plan 

Cov FD F8 38 and 40 (FAST) 

Detailed understanding of how ALT plans can 

be adapted to take account of the changes and 

transitions in people’s situations 

C&G L2 

Cov FD 

F 7 10 and 25 (FAST) 
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Detailed understanding of the role of 

responders 

C&G L2 

CHS L3 

 

Detailed understanding of risk enablement Cov FD HSC 3066 (QCF) 

Detailed understanding of health and safety 

implications for all ALT processes 

BTEC Prof Cert 

CHS L3 

Cov FD 

HSC 027 and 037 (QCF) 

Detailed understanding of joint and partnership 

working 

Cov FD HSC 399 and HSC 3100 (NOS) 

Detailed understanding of the importance of 

decontamination and the processes used for 

different types of equipment 

C&G L2 

Cov FD 

F20 (FAST) 

Know how to respond to an emergency situation C&G L2 

CHS L3 

 

Know how to design the most suitable and cost 

effective installation 

 F25 and 38 (FAST) 

Know how and when to make changes to 

/remove an installation 

TA 

TT 

F20 and 22 (FAST) 

Be able to work in a multi-disciplinary team Cov FD HSC 399 and HSC 3100 (NOS) 

Be able to share and explain an ALT plan and 

installation to customers carers and responders 

  

Be able to source materials and equipment Cov FD F30 and 39 (FAST) 

Be able to negotiate with the supply chain and 

procure materials and equipment 

Cov FD F30 and39 (FAST) 

Be able to carry out site surveys to determine 

the most effective and safest installation 

C&G L2 

CHS L3 

F25 (FAST) 
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Be able to install and programme ALT in line 

with TSA Code of Practice 

C&G L2 

CHS L3 

TT 

F18 (FAST) 

Be able to provide customers and carers with a 

clear demonstration and explanation 

C&G L2 

CHS L3 

TA 

TT 

 

Be able to respond promptly and appropriately 

to an alarm 

C&G L2 

CHS L3 

 

Be able to monitor and review an ALT 

installation 

Cov FD F9 (FAST) 

Be able to provide feedback to manufacturers 

and suppliers on the quality and effectiveness of 

equipment 

Cov FD F32 (FAST) 

Be able to manage, handle and store equipment C&G L2 HSC 243 (NOS) 

 

Be able to remove an installation and arrange 

decontamination 

BTEC Prof Cert 

CHS L3 

Cov FD 

TT 

F20 and 22 (FAST) 
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Appendix E(1) Role Exemplar Template: Awareness raising and training 

 

Awareness Raising and Training  

IN AN ASSISTED LIVING SERVICE(ALS) OR TELECARE ORGANISATION 

PRIMARY TASKS 

  

This job exemplar will help you to identify the primary tasks inherent in an awareness raising and training 

role with regard to assisted living technology. The role in question could be a small part of a job or the 

main function for a specialist.  

 

The specific tasks, along with a detailed mapping of knowledge and skills, are included in the INFORM 

cluster. This role exemplar is primarily concerned with an Awareness Raising and Training function.  

 

The role is one of promoting the organisations’ services within. It is likely to include facilitating training and 

activities that promote an appreciation of the potentially important role assisted living technology has to 

play in supporting people to live independently and in improving their quality of lives.   

 

This will be achieved in a number of ways, such as, being involved in promotion and awareness raising 

activities, organising and running workshops, contributing to the delivery of training in the area of assisted 

living technology to internal colleagues, as well as colleagues in health, housing and social care, including 

both customer-facing and managerial staff.  It may involve providing independent advice and technical 

expertise to internal colleagues, supporting marketing, promotion and customer relations activities and 

helping to develop the quality, availability and accessibility of on-line information and information in a range 

of media formats. 

JOB TITLES 

 

 Workforce Lead Social Care (with ALT/ALS responsibilities) 

 Telecare /ALT Support Officer                                 

 Telecare  Advisors 

 Telecare/ALT Co-ordinator 

 Telecare Operator 



 Telecare/ALT Mobile Responder 

 Customer Services Staff/Telecare/ALT Assistants 

 Telecare Call Advisor 

 ALT Specialist Service Provider/Specialist Technology Support Worker/Lifeline Officer  

 Telecare Engineer/ ALT Installer/ALT Installer Apprentice  

 Occupational Therapist/Occupational Therapy Assistant 

PLACES OF 

EMPLOYMENT 

Assisted Living Services in Local Authorities 

Training and Learning organisations/departments 

Arms Length Trading Organisations 

Private and Voluntary sector 

Housing Providers 

 INITIAL CAPABILITIES CAPABILITIES AFTER INDUCTION or BASIC 

TRAINING (3-6 MONTHS) 

KNOWLEDGE 

 

Anyone undertaking this role should have a 

working knowledge of: 

 the approaches, methodology, and potential 

of  a range of ALT products and services    

 ALT and its relevance to a range of 

services, in particular health, housing and 

social care 

 The role of promotion, marketing, and 

customer relations, in supporting the 

organisation’s goals 

 

In addition they should have awareness of: 

 technology of the available systems 
 information media, and how to utilise print 

and electronic resources 

The role holder should now have detailed knowledge 

of: 

 ALT products, solutions, information sources 
and supply systems, relevant to a variety of 
different personal and environmental needs 
and situations. 

 the appropriate implementation of ALT and 
how it can  enhance and promote quality of 
life  

 which information to provide to individuals 
and organisations, using a range of different 
media 

 

They should have a working knowledge of: 

 key legislation impacting on ALT and the 

psychological, physical and emotional needs 



 

 

 

of its primary customers 

 boundaries and limitation of ALT and creative 

ways to work with these 

 marketing methodologies, tools and 

techniques  

 

In addition the role holder should have an awareness 

of: 

 which professional fora/networks offer a safe 

space to share ideas and practise 

 practice and training methods for making good 

presentations 

 the principles and practices of active decision 

making in relation to ALT 

SKILLS 

 

Persons taking up the role should be able to:  

 use jargon-free language 
 provide information to individuals and 

organisations using a range of different 
media 

 contribute to promotion, marketing and 
customer relations activities 

 identify what is a good approach to 
marketing and what is a poor one 

 provide advice and technical information 
about ALT to individuals and organisations 

 maintain records of actions and decisions 
 

 

 

The person should now be able to:  

 promote ALT using a range of approaches 

 make successful presentations 

 use scenarios and other methods to effectively 

translate equipment information into 

information about improving quality of life 

 deliver training sessions that achieve the 

intended learning objectives 

 organise and present information clearly and 

cogently to groups of people in workshops and 

other settings 

 understand and converse with ALT specialists 

 understand and communicate with colleagues 

from other professions, utilising key concepts 



 and language relating to that profession 

 

Learning and 

Development that may 

support the Knowledge 

and Skills  

 

 City and Guilds L2 Certificate in supporting 

users of assistive technology (C&G L2) 

 Virtual College Introduction to Telecare and 

Telehealth (VC intro) 

 Coventry University Assistive Technology 

Learning Tool (ATLT) 

 

 

 Certificate in Healthcare and Assistive 

Technology (BTEC Prof cert) 

 F1 (FAST) 

 Preparing to Teach in Lifelong Learning 

Sector(PTLLS) 

 

Health and Social Care, 

National Occupational Standards  

343, 399, 413, 437, 3100, 3115 

 

Health and Social Care,  

Qualifications Credit Framework 

027, 028, 037, 038  

 

Foundation For Assistive Technology 

F5  
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Appendix E(2) Role Exemplar Template: Brokerage 

 

Brokerage  

IN AN ASSISTED LIVING SERVICE(ALS) OR TELECARE ORGANISATION 

PRIMARY TASKS 

  

This exemplar will help you to identify the primary tasks inherent in a brokerage role with regard to assisted 

living technology. This could be part of a job, or the main function for a specialist.  

This role straddles the INFORM, ASSESS, PLAN, IMPLEMENT and REVIEW clusters of tasks. 

 

The role holder will work with customers, carers and the providers of assisted living technology, 

establishing an effective relationship to broker the provision of equipment and ALS. They will understand 

the different forms of communication, and possess the skills to address communication barriers. They will 

operate within the framework of personalisation, ensuring that identified personal strengths and needs are 

to the fore. By promoting choice and control they are enabling customers and carers to identify their own 

solutions enabling them to take control over their own lives. It will involve being the independent agent or 

representative of the customer in specifying the ALS, investing in and choosing it, acting as partner in 

receiving the service and reviewing outcomes, including reinvestments in alternatives.  

 

They will also ensure customers derive maximum benefit from their investment, regardless of whether they 

are “self- funders” or “personal budget” holders”. A brokerage role may work with a cohort of customers 

who require ALT, maximising the benefits of a collective approach in order to meet the needs identified. 

 

Some of the tasks associated with this role will include: 

 Establishing a relationship based on the customer’s requirements 

 Finding out what is available  

 Exploring what is possible (including knowing what ALT is compatible or correct for particular 

needs/environments)  
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 Providing information (signposting)  

 Navigating potential sources of funding and /or service provision  

 Giving technical advice  

 Encouraging and developing informal support  

 Coordinating support and resources 

 Acting as  intermediary between a buyer and a seller 

 Acting as an advocate 

 Shopping around to arrange a good value package  

 Arrange for taster sessions of new services 

JOB TITLES 

 

 Personal Services Broker 

 Broker- Support and Advocacy 

 Personal Care Support Planner 

PLACES OF 

EMPLOYMENT 

 Local Authority brokerage services and commissioning/contracts teams 

 User-led organisations 

 Private and Voluntary Sector Health and Social Care Providers 

 Individuals, small businesses and large scale companies providing assisted living technology from 

the private and voluntary sector  

 INITIAL CAPABILITIES CAPABILITIES AFTER INDUCTION or BASIC 

TRAINING (3-6 MONTHS) 

KNOWLEDGE 

 

Anyone undertaking this role should have a 

working knowledge of: 

 the philosophy and practice of person centred 

methods of working. 

 the principles and practices of active decision 

making 

 equipment and adaptations available to 

promote independence 

The role holder should now know how to:  

 demonstrate full and applied knowledge of the 

organisation’s policies,  procedures, research, 

evidence and best practice  

 recognise when the need arises to provide 

support (e.g. interpreters) to enable 

communication 

 assess needs of vulnerable people and identify 



 3 

 safeguarding procedures 

 

They should know: 

 about a range of approaches to adopt with 

different customers, in order to meet their 

different needs and requirements 

 about different forms of communication that 

may be required  

 which is the key legislation affecting the 

customer group, including risk assessment 

and management 

 the principles and methods which underpin an 

effective person centred planning process 

 the positive potential and the limitations of 

ALT, for  people with a wide range of short 

medium and long term, physical, cognitive, 

mental and emotional conditions. 

 the range of key stakeholders in ALT provision  

 

They should have an awareness of:  

 a range of electronic systems and processes 

to support assessment and good record 

keeping 

 a range of approaches to support their own 

continuing professional development.  

 what supports and what gets in the way of 

partnership working.  

 

risks  

 create ALT/ALS purchase plans, understanding 

responsibilities and tasks associated with ALT 

and associated service e.g. monitoring arranging 

services within the constraints of the individual’s 

budget.  

 implement and manage complex management 

information systems that incorporate financial 

management of individual budgets (and) that can 

cope with mixed funding streams including  

funded and self funded support  

 understand how ALT can contribute to promoting 

empowerment and independent living, but also 

be able to identify its limitations and constraints.  

 challenge assessment decisions and how to deal  

with conflicts of interest 

 

They should have a working knowledge of:   

 causes and effect of disability, health conditions 

and their likely impact on customers 

 relevant legislation, policies and guidance 

 eligibility criteria for ALT  services and equipment  

 self directed support and the ability to assist 

service users through the self directed support 

process  

 local ALT provision and any associated costs 

together with the availability of ‘no cost’ options 

where available 
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They should have a detailed understanding of:  

 a range of funding mechanisms and how to 

access them, including self –funding and 

independent budgets and the implication for ALT 

provision. 

 

They should have an awareness of: 

 the range of sources and kinds of secondary 

supports that are likely to be available 

 assets and needs of the customer base 

underpinned by values of diversity and equality 

and Duty of Care.  

 major elements of the local ALT systems and its 

customer pathways, as well as other sources of 

professional help and guidance. 

 outcomes focussed planning process 

 local key players and local assessment 

processes for ALT provision 

 relevant guidelines and legislation; 

 the tension between how to recognise and  

respond to individual need within  budget 

constraints  

 potential sources of additional income, including 

welfare benefits and other sources of financial 

support 
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SKILLS 

 

People in the role should be able to: 

 establish and maintain appropriate 

relationships 

 obtain information from a range of customers 

and their carers, in a manner which is sensitive 

and responsive to their particular situation 

without undermining their choice and 

involvement. 

 communicate sensitively and effectively with 

customers with sensory and physical 

disabilities, learning disabilities and mental 

health needs, and with their carers 

 make effective use of a wide range of 

electronic tools to support the planning 

process and be able to think and work, flexibly 

and creatively. 

 advise, support and empower customers 

 work independently, or as part of a team and 

recognise their own limitations and ask for and 

receive help and support from others. 

 identify safeguarding risks and instigate 

safeguarding procedures as required. 

 act as a source of information and advice to 

team members in relation to support planning. 

 support informal/family carers and where 

appropriate assess and implement a carers 

service in line with eligibility criteria. 

 use person centred approaches, enable 

The person should now be able to:  

 provide good quality independent advice  

 analyse, synthesise and evaluate, complex 

information from a range of sources within a tight 

time scale, in order to determine the most cost-

effective  way forward  

 appropriately challenge key stakeholders in the 

interest of the customer 

 maximise individualisation by  planning to use the 

best equipment for the person concerned      

 source from, and negotiate with suppliers using 

electronic recording and communications 

systems and  maintain records in accordance 

with the relevant procedures 

 explain the properties and approaches of ALT in 

a way  and manner geared to the need of the 

service user 

 ensure that all referrals for the service are 

processed within set time limits, actioned and 

followed through appropriately  

 work independently, but also be a good at 

working cooperatively with colleagues across a 

range of disciplines 

 deal politely and tactfully, negotiating with a wide 

range of people at all levels, developing and 

maintaining excellent working relationships  

 identify when discrimination is taking place and 

take appropriate action  
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people to develop outcome focussed support 

plans that meet their identified needs. 

 benefit from professional supervision, 

mentoring or coaching in continuing their own 

professional development, in order to support 

their own continuous improvement 

 

 develop collaborative relationships that enable 

constructive dialogue with other agencies, 

including suppliers and manufacturers to facilitate 

cross-disability, consumer-responsive delivery 

and design of assistive technology services 

 ensure the needs of self- funders and individual  

budget holders are recognised and responded to   

 agree criteria and time scales  to monitor and 

evaluate the effectiveness of the equipment and 

the plan   

 collate, develop and maintain impartial resources 

on support services/options available locally 

 negotiate with third parties, including carers, 

family members, service providers and social 

services staff 

Learning  and 

Development that may 

support the Knowledge 

and Skills  

 

 Virtual College Introduction to Telecare and 

Telehealth  

 Coventry University Assistive Technology 

Learning Tool City and Guilds L2, Certificate in 

supporting users of assistive technology  

 Trusted Assessor  

 Health and Social Care, Diploma L2  

 

Health and Social Care,  

Qualification Credit Framework  

026, O27, 028, 036, 037, 038, 2013  

 

Health and Social Care,  

 Health and Social Care, Diploma L3  

 Foundation degree Coventry University  

 BTEC Professional Certificate in Health Care and 

Assistive Technology 

 Centre for Housing and Support L3, Certificate in 

Telecare Services  

  

 

Health and Social Care,  

Qualification Credit Framework  

 037, 038, 2011, 2031, 3033, 3058,3065,3066 

 

Health and Social Care,  
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National Occupational Standards 

21, 22, 24, 32, 35, 346, 3115 

 

Foundation For Assistive Technology 

 F2, F3, F4, F5, F8, F9, F35, F36, F38 

National Occupational Standards 

25, 26, 232, 336, 343, 329, 382, 399, 3100, 3115 

 

Foundation For Assistive Technology 

F1, F7, F10, F12, F14, F25, F30, F32, F39, F43  
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Assisted living technology and services – a learning and development framework 

Appendix E(3) Role Exemplar Template: Care and Support Planning 

 

Care and Support Planning  

IN AN ASSISTED LIVING SERVICE( ALS) OR TELECARE ORGANISATION 

PRIMARY TASKS 

  

This exemplar will help you to identify the primary tasks inherent in the care and support planning role with 

regard to assisted living technology. The primary tasks are those involved with the care and support 

planning process which supplements assessment and supports appropriateness, quality and excellence in 

the provision of assisted living services. 

 

The specific tasks, along with a detailed mapping of knowledge and skills, are included in the PLAN 

cluster. In particular this role exemplar is about setting up plans, involving customers and carers   

 

The role aims to have a full, informed understanding of the customers’ needs leading to the agreement and 

implementation of a realistic and achievable plan with the customer and carers, in order to deliver the 

expected outcomes. It involves  developing, recording and communicating the  plan.  

JOB TITLES 

 

 Telecare/ALT Co-ordinator/Telecare  Advisors 

 Telecare/ALT  Responder and Mobile Responder 

 Telecare /ALT Support Officer/OT Assistant/Social Care and Outreach Support Worker/Assistive 

Technology Support Worker/Telecare/ALT Assistants 

 ALT Specialist Service Provider/Assistive Technology Consultant 

 Rehabilitation engineer/Telecare Engineer 

 Social Worker/Occupational Therapist/Other  Registered Professionals 

 Care Home Manager 

 Hospital Discharge Planning Officer 

PLACES OF 

EMPLOYMENT 

 Local Authorities including Adult Social Care, Hospital Discharge, Reablement, Specialist ALT and 

Joint Health and Social Care teams 
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 Private and Voluntary Sector Health and Social Care Providers 

 Individuals, small businesses and large scale companies providing assisted living technology from 

the  private and voluntary sector  

 INITIAL CAPABILITIES CAPABILITIES AFTER INDUCTION or BASIC 

TRAINING (3-6 MONTHS) 

KNOWLEDGE 

 

People in this role should know: 

 the values underpinning the service area, what 

constitutes good practice in planning, 

underpinned by principles of equality and 

diversity.   

 about a range of approaches to adopt with 

different customers, in order to meet their 

different needs and requirements 

 which is the key legislation affecting the 

customer group, including risk assessment 

and management 

 the principles and methods which underpin an 

effective planning process 

 the positive potential of ALT for  people with a 

wide range of short medium and long term, 

physical, cognitive, mental and emotional 

conditions.      

 

They should be aware of: 

 a range of electronic systems and processes 

The role holder should now know how to: 

 demonstrate full and applied knowledge of the 

organisation’s policies,  procedures, research, 

evidence and best practice  

 

They have a detailed understanding of: 

 eligibility criteria for ALT  services and equipment 

and appreciate the importance of the informal 

carers role     

 best practice with regard to the completion of 

ALT plans.1 

 how ALT can contribute to promoting 

empowerment and independent living, but also 

be able to identify its limitations and constraints. 

 the local format and procedures for drawing up 

and sharing ALT  plans manually and 

electronically 

 

They should have a working knowledge of: 

 needs of the customer base underpinned by 

                                                           
1
 FOR FURTHER INFORMATION, SEE including TSA’s Code of Practice process module on ‘telecare’ planning. 
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to support assessment and good record 

keeping 

 a range of approaches to support their own 

continuing professional development.  

 what supports and what gets in the way of  

joint and co-operative partnership working.  

 

values of diversity and equality and Duty of Care.  

 major elements of the local ALT systems and its 

customer pathways, as well as other sources of 

professional help and guidance. 

 outcomes focussed planning process 

SKILLS 

 

People in the role should be able to: 

 obtain information from a range of customers 

and their carers, in a manner which is sensitive 

and responsive to their particular situation. 

 communicate sensitively and effectively with 

customers with sensory and physical 

disabilities, learning disabilities and mental 

health needs, and with their carers 

 demonstrate the ability to analyse, synthesise 

and evaluate complex information from a 

range of sources within a tight time scale 

 make effective use of a wide range of 

electronic tools to support the planning 

process and be able to think and work, flexibly 

and creatively. 

 work independently or as part of a team and 

being able to recognise their own limitations 

and ask for and receive help and support from 

others. 

 They should now be able to: 

Understand which ALT is suited to particular 

environments, as well as which ALT can work 

together most effectively, in a way that minimises 

disruption for the customer. 

 analyse, synthesise and evaluate complex 

information from a range of sources within a tight 

time scale to determine the most cost-effective 

plan from an assessment recommendation 

 organise  delivery of the most cost-effective plan 

from an assessment recommendation 

 complete an ALT plan, following agency 

procedures using the organisational format and 

applying best practice.  

 

In addition where appropriate know how and when to: 

 source from, and negotiate with suppliers using 

electronic recording and communications 

systems and  maintain records in accordance 

with the relevant procedures 

 develop collaborative relationships that enable 
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constructive dialogue with other agencies, 

including suppliers and manufacturers, to 

facilitate cross-disability, consumer-responsive 

delivery and design of assistive technology 

services 

 explain the properties of ALT and the approaches 

provided in a way and manner geared to the 

need of the customer. 

Learning and 

Development that may 

support the Knowledge 

and Skills  

 City and Guilds L2 Certificate in supporting 

users of assistive technology 

 Health & Social Care Diploma L2  

 Trusted Assessor  

 Virtual College Introduction to Telecare and 

Telehealth  

 Coventry University, Assistive Technology 

Learning Tool  

 

Health and Social Care, 

National Occupational Standards 

25, 329, 3115  

 

Health and Social Care,    

Qualifications Curriculum Framework   

026, 028, 036, 038 

 

 

Foundation For Assistive Technology 

F35, F36  

 BTEC Professional Certificate in Health Care and 

Assistive Technology (BTEC Prof Cert) 

 Health & Social Care, Diploma L3 

 

 

 

 

 

 

Health and Social Care, 

National Occupational Standards 

21, 24, 35, 32, 232, 336, 343, 346, 382, 3115  

 

Health and Social Care,    

Qualifications Curriculum Framework   

024, 026, 027,  036, 037, 038, 21, 31, 2031, 3033, 

3058, 3065 3066 

 

Foundation For Assistive Technology 

F2, F3, F4, F5, F7, F8, F9, F10, F12, F18, F25, F38,  
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 F40, F43  
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Assisted living technology and services – a learning and development framework 

Appendix E(4) Role Exemplar Template: Installing Equipment 

 

Installing Equipment  

IN AN ASSISTED LIVING SERVICE(ALS) OR TELECARE ORGANISATION 

PRIMARY TASKS 

  

This exemplar will help you to identify the primary tasks inherent in installing assisted living technology 

(ALT) equipment in the customer’s home. 

 

The specific tasks, along with a detailed mapping of knowledge and skills, are included in the IMPLEMENT 

cluster. This role exemplar is focussed on installing equipment, safely and securely in the customer’s 

home and ensuring that the customer and their carers are able to understand and utilise the equipment 

appropriately and safely. 

JOB TITLES 

 

 Telecare/ALT  Assistants/Support Officers/Workers/ Responders 

 ALT Specialist Service Provider/ Specialist Technology Support Worker/ Lifeline Officer  

 Outreach Support Officers/ Re-ablement Officer/Rehabilitation Engineer 

 Telecare Engineer/ ALT Installer/ALT Installer Apprentice  

Occupational Therapist/Occupational Therapy Assistant 

PLACES OF 

EMPLOYMENT 

 Local Authorities: Assisted Living Technology and/or Telecare Services 

 Private and Voluntary Sector:  Assisted Living Technology and/or Telecare Services 

 Retailers 

 Manufacturers supplying direct to the customer 

 INITIAL CAPABILITIES CAPABILITIES AFTER INDUCTION or BASIC 

TRAINING (3-6 MONTHS) 

KNOWLEDGE 

 

Anyone undertaking this role should know: 

 technical knowledge as applicable 

 values underpinning assisted living technology 

and recognise what constitutes good quality 

The person should now know how to:  

 demonstrate full and applied knowledge of the 

organisations policies and procedures, alongside 

the technical aspects of the full range of services 
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customer care, including principles of equality 

and diversity.  

They should  have awareness of:  

 key areas of legislation impacting on ALT and 

the principles and practice of risk assessment 

and risk mitigation 

 the type of customers that will be likely to use 

the service and  know about a range of 

approaches to adopt with different customers 

and their different physical, emotional, and 

cognitive needs and requirements 

 importance of health and safety, confidentiality 

and record-keeping.  

 

They should have working knowledge of: 

 ALT services, as well as of the workings of 

social care.    

and products available 

 seek advice and support – both technical and 

related to customer wellbeing 

 

They should have a working knowledge of: 

 supply system for the organisations products 

 local safeguarding practice  and response 

arrangements  

 the needs of the customer base underpinned by 

values of diversity and equality and Duty of Care. 

 

They should have detailed understanding of:  

 the health and safety requirements and the 

hazards and risks in the installation, set-up and 

use of ALT equipment1  

SKILLS 

 

The person should be able to: 

 liaise with, and work co-operatively with 

colleagues across a wide spectrum of 

professionals and organisations  

 maintain records and to work effectively and 

efficiently with ALT.  

 communicate effectively using a range of 

methods in relation to sensory, physical and 

They should now be able to:  

 liaise and work productively with various 

personnel from a range of statutory voluntary and 

private sector organisations  

 develop collaborative relationships that enable 

constructive dialogue with other agencies, 

including suppliers and manufacturers to facilitate 

cross-disability, consumer-responsive delivery 

                                                           
1
 For further reading see the relevant module of the Telecare Services Association (TSA), Code of Practice 
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cognitive needs 

 demonstrate interpersonal communication 

skills face to face, using telephony or through 

on-line systems.  

 respond appropriately to situation specific 

customer enquiries related to particular needs 

of enquirers.    

 demonstrate the skills associated with good 

customer care and establish rapport by using a 

range of responses including questions based 

on the particular circumstances of each 

individual enquiry.  

 

and design of assistive technology services 

 demonstrate a person centred approach and 

communicate effectively with customers with a 

different range of needs and backgrounds 

 install and programme the assisted living 

technology and ensure that the installation meets 

the industry technical standards of the Telecare 

Services Association 

 explain to individual service users and carers, 

how the ALT works and be able to demonstrate 

the equipment.  

 apply good practice in relation to assessing and 

effectively managing risks including safeguarding 

practice and procedures. 

 explain the properties of ALT and the approaches 

provided in a way and manner geared to the 

need of the customer. 

 work in a professional manner at all times and be 

increasingly able to recognise and respond to the 

diverse needs and situations of the customer.  

 show confidence in working independently, but 

also be a good team-player 

Learning and 

Development that may 

support the Knowledge 

and Skills  

 

 City and Guilds L2 Certificate in supporting 

users of assistive technology  

  Health and Social Care  Diploma L2 and L3 

(H&SC) 

 Virtual College, Introduction to Telecare and 

Telehealth 

 Health and Social Care,  Diploma L3 

 BTEC Professional Certificate in Healthcare and 

Assistive Technology 

 Coventry  University  Foundation Degree 

 Trusted Technician 

 Centre for Housing and Support L3, Certificate in 
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 Coventry University Assistive Technology 

Learning Tool (ATLT) 

 

 

Telecare Services 

 

Health and Social Care,  

National Occupational Standards 

21, 22, 24, 25, 32, 35, 232, 243, 329, 336, 343, 399, 

3058, 3065, 3100, 3115 

 

Health and Social Care,  

Qualification Credit Framework   

024, 026, 027, 028, 036, 037, 038 

 

Foundation For Assistive Technology 

F2, F5, F9, F18, F20, F22, F25, F30, F32, F35, F36, 

F38, F39, F40, F43 
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Assisted living technology and services – a learning and development framework 

Appendix E(5) Role Exemplar Template: Specialist Assessor 

 

Specialist Assessor 

IN AN ASSISTED LIVING SERVICE (ALS) OR TELECARE ORGANISATION 

PRIMARY TASKS 

  

This exemplar will help you to identify the primary tasks inherent in a specialist assessor role with regard to 

assisted living technology(ALT). The primary tasks addressed are those involved with providing a 

customer assessment for ALT that is tailored to take account of their particular physical, social, cultural, 

mental and emotional circumstances or context. 

 

The specific tasks, along with a detailed mapping of knowledge and skills, are included in the ASSESS 

cluster. This role exemplar is primarily concerned with a Specialist Assessment function.  

 

The role is one of gaining a full understanding the customer’s situation, involving carers if appropriate, in 

order to determine their needs and goals and how the application of assisted living technology services 

can facilitate improvement in their lives. 

JOB TITLES 

 

 Telecare/ALT Assistants/Call Advisors/Operators 

 Telecare /ALT Support Officers and Advisors 

 Telecare/ALT Responder/Out Reach Support Officers  

 Social Care Support Worker/OT assistants/AT Support workers/Re-ablement Officers 

 ALT Specialist Service Provider/Specialist Technology Support Worker/Rehabilitation 

Engineer/Telecare Engineer/Assistive Technology Consultant 

 Social Worker/Occupational Therapist/Other  Registered Professionals/Hospital Discharge Planning 

Officer 

 Care Home Manager 

PLACES OF 

EMPLOYMENT 

 Local Authorities including Duty, Adult Social Care, Hospital Discharge, Reablement, Specialist ALT 

and Joint Health and Social Care teams 
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 Private and Voluntary Sector Health and Social Care Providers 

 Private and Voluntary Sector ALT Providers  

 INITIAL CAPABILITIES CAPABILITIES AFTER INDUCTION or BASIC 

TRAINING (3-6 MONTHS) 

KNOWLEDGE 

 

People undertaking the role should know: 

 the active decision making issues and the key 

legislation affecting ALT, including the 

principles and practice of risk assessment and 

mitigation. 

 what constitutes good quality customer care 

and be able to appreciate and articulate the 

importance of the “carer” role.   

 principles and practice of a range of 

assessment methodologies and their strengths 

and limitations 

 the range of sensory, physical, emotional and 

psychological conditions potentially benefitting 

from ALT services and how to communicate 

effectively with customers with these 

conditions.  

 how continuing professional development 

underpins their performance and their 

progress. 

 

They should have a working knowledge of:  

 ALT services and equipment and the 

environmental factors affecting them. 

 

They should now know how to: 

 apply organisation policy and procedures,  

 apply any eligibility criteria for funding for ALT 

services and equipment,  

 implement the common core principles to support 

self care in relation to ALT,  

 support self-funders to inform and support their 

choices of ALT/ALS 

 

They should now have a detailed understanding of: 

 how ALT, products, solutions, information 

sources and supply systems, relevant to a variety 

of different personal and environmental needs 

and situations. 

 how the appropriate implementation of ALT can 

enhance and promote quality of life  

 key legislation impacting on ALT and the 

psychological, physical and emotional needs of 

its primary customers  

 how to marry environment, personal lifestyle and 

ALT services, in an effective way for individuals, 

with emphasis on the needs of the person first 

and the role of the equipment second. 

They should have awareness of:  
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 new technology trends, along with the 

opportunities and challenges they present.  

 the boundaries of their own practice and the 

triggers when they need to escalate their 

concerns and/or refer the customer to other 

agencies 

SKILLS 

 

People taking up the role should be able to: 

 communicate effectively, using everyday 

language that avoids jargon and which takes 

account of the level of understanding, culture, 

background and preferred ways of 

communicating of the customers and their 

carers. 

 gather and analyse data and information from 

a range of sources, including customers and 

their carers to reach informed judgements 

 apply principles of good report writing and 

record keeping 

 apply problem solving and lateral thinking to 

identify creative solutions, acceptable to 

customers and organisations and be good at 

record keeping and report writing  

 work independently, or as part of a team and 

across team and discipline boundaries  

 recognise their own limitations and ask for and 

receive help and support from others. 

 

 

The person should now be able to: 

 itemise and break down the activities of daily life, 

to ascertain the needs of the customer, in order 

to function with or without equipment  

 develop collaborative relationships, that enable 

constructive dialogue with other agencies, 

including suppliers and manufacturers, to 

facilitate cross-disability, consumer-responsive 

delivery and design of assistive technology 

services 

 elicit and check  individual’s priorities and 

aspirations, with regard to their needs for 

autonomy and/or interdependence 

 set specific, realistic, attainable, goals and 

outcomes, in assessment formats  

 support and enable individuals to  become more 

confident  in using technology to support self care 

and  recognise when customers and carers have 

concerns and provide support to help them 

manage change 

 recognise  health and safety issues in relation to 

ALT, develop and apply appropriate solutions 
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 recognise and respond appropriately when 

confronted with active decision making issues in 

relation to ALT 

 apply local safeguarding practice and procedures 

to ensure the dignity, privacy, autonomy and 

safety of the ALT customer is protected. 

 start to  mentor others in support of their learning 

and development 

Learning and 

Development that may 

support the Knowledge 

and Skills  

 

 City and Guilds L2, Certificate in supporting 

users of assistive technology (C&G L2) 

 Trusted Assessor (TA) 

 Trusted Technician (TT) 

 Centre for Housing and Support L3 Certificate 

in Telecare Services (CHS L3) 

 QCF Health and Social Care, Diploma L2 

(H&SC) 

 

 

 

 

 BTEC Professional Certificate in Health Care  

and Assistive Technology 

 Foundation Degree in Assistive Technology  

Coventry University 

 QCF Health and Social Care, Diploma L3 

(H&SC) 

Health and Social Care,  

National Occupational Standards  

21, 25, 32, 232, 329, 336, 343, 346, 382, 399, 3100, 

3115 

 

Health and Social Care,  

Qualifications and Credits Framework  (QCF)  

026, 028, 036, 038, 2013, 2031, 3033, 3058, 3065, 

3066 

 

Centre for Housing and Support  (QCF) 

21, 31  

 

Foundation For Assistive Technology 
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F2, F3, F4, F5, F7, F8, F10, F12, F20, F25, F35,  

F36, F38, F43 

 



 1 

Assisted living technology and services – a learning and development framework 

Appendix E(6) Role Exemplar Template: Undertake reviews 

 

Undertake Reviews 

IN AN ASSISTED LIVING SERVICE(ALS) OR TELECARE ORGANISATION 

PRIMARY TASKS 

  

This exemplar will help you to identify the primary tasks inherent in undertaking reviews with regard to 

assisted living technology (ALT). This role exemplar will help you to think about the task of undertaking 

reviews of assisted living technology as part of the overall care plan review process 

 

The specific tasks, along with a detailed mapping of knowledge and skills, are included in the REVIEW 

cluster.  This exemplar is primarily concerned with the function of undertaking reviews 

 

The role is one of working with customers and carers to evaluate and assess the assisted living technology 

to ascertain if it is achieving its objectives and if it should be continued, refreshed or discontinued. 

JOB TITLES 

 

 Telecare/ALT Co-ordinator/Care Co-ordinator 

 Assistive Technology/Specialist Technology Support Worker/ALT Consultant/Outreach Support 

Officers/ALT Specialist Service Provider/Telecare Engineer  

 Re-ablement Officer/Rehabilitation Engineer/Care Home Manager 

 Occupational Therapist/ OT Assistant/Social Worker/Social Care Reviewing Officer 

PLACES OF 

EMPLOYMENT 

 Local Authorities  Adult Social Care,  Reablement, Specialist ALT and Joint Health and Social Care 

teams 

 Private and Voluntary Sector Health and Social Care Providers 

 Private and Voluntary Sector ALT Providers  

 INITIAL CAPABILITIES CAPABILITIES AFTER INDUCTION or BASIC 

TRAINING (3-6 MONTHS) 

KNOWLEDGE 

 

Anyone undertaking this role should know: 

 about the aims and intentions of the care plan 

The role holder should now know how: 

 organisational policies and procedures in work in 
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process, as well as the systems and 

processes for recording its outcomes. 

They should have an awareness of:  

 person centred approaches to the review and 

the importance of the informal carer 

 the potential role ALT can play in promoting 

independence and supporting empowerment 

for people with a range of short, medium and 

long term, psychological,  physical, cognitive 

and mental health  conditions. 

 

They should have a working knowledge of:  

 a range of methods for measuring customer 

satisfaction  

 procedures for revising care and support plans  

 criteria and priorities informing the review 

 eligibility criteria and how it is interpreted 

locally 

 adult safeguarding policies and procedures 

 

 

 

practice 

 how the care and support review integrate with 

technical review of the ALT service 

 

They should have a detailed understanding of:  

 the major elements of the local assisted living 

technology service system and its customer 

pathways and the opportunities it presents, as 

well as other sources of professional help and 

guidance 

 any national or local funding support and grants 

which can be accessed by individuals to help 

support the implementation and maintenance of 

ALT 

 multi-agency and multi-disciplinary ways of 

working to meet multiple care and support needs 

of which assisted living technology is a part 

  other services that can support independent 

living such as handy persons or home 

improvement services 

 recent and imminent developments in ALT 

services and resources that are available  

 

They should have an awareness of:  

 new developments in ALT and the potential  to 

meet customer needs more effectively by  

“refreshing” and updating the provision on offer 
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SKILLS 

 

The person should be able to:  

 establish rapport and gain trust   

 communicate effectively with customers and 

carers, using a range of methods in relation 

to sensory, physical and cognitive needs 

 undertake systematic, person-centred and 

culturally sensitive comprehensive reviews 

of perceived problems and requirements 

 include carers meaningfully, as members of 

the team 

 consider whether the customer has needs 

that are not being met through the current 

arrangements 

 assess, using the customer’s views,  

whether the ALT is enabling the customer to 

retain their existing skills and enhance 

independence or may be disabling them 

further, creating dependence on the 

technology and reducing social interaction. 

 

The role holder should now be able to: 

 assess current ALT plan with customers and 

carers and determine whether it is meeting actual 

needs satisfactorily 

 measure the cost effectiveness of ALT solutions 

and make recommendations accordingly 

 identify and draw up a new plan in response to 

changing or unmet needs. 

 discuss service options with customers and carer 

and revise the care support plan and ALT plan 

accordingly  

 appropriately challenge colleagues in an 

informed way  

 sensitively and creatively withdraw ALT provision 

if it is no longer fit for purpose, or is not 

supporting  the outcomes for which it was 

intended 

 utilise creativity and lateral thinking in relation to 

the application of customer led assisted living 

technology solutions 

Learning and 

Development that may 

support the Knowledge 

and Skills  

 

 City and Guilds L2 Certificate in supporting 
users of assistive technology ) 

 Trusted Assessor (TA) 
 Virtual College Introduction to Telecare and 

Telehealth (VC intro) 
 Coventry University Assistive Technology 

Learning Tool (ATLT) 

 F18(FAST) 

 BTEC Professional Certificate in Health Care and 
Assistive Technology (BTEC Prof Cert) 

 Foundation Degree Coventry University (Cov FD) 

 

 

 

Health and Social Care,  

National Occupational Standards   
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21, 22, 25, 26,31, 32, 24, 35, 232, 329, 336, 343, 

346, 382, 399, 3100, 3115  

 

Health and Social Care,  

Qualifications and Credits Framework (QCF)  

024,  026 , 027, 028, 036, 037, 038, 2011, 2013,  

3033, 3058, 3065, 3066  

 

Foundation for Assistive Technology (FAST) 

Assistive Technology Workforce Development  

F1, F2, F3, F4, F5, F8, F9, F14, F35, F36, F38   
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