
Moving on from  
hard-wired alarm and 
warden call systems 

A step-by-step guide  
to decommissioning, 
improving contact with 
residents and enhancing  
door entry at the same time

www.alertacall.comJANUARY 2019



© Alertacall Ltd. Registered in England.  Company Number 05145094.

Contents
Introduction 3
What is meant by “hard-wired alarm and warden call” systems? 4
The limitations of hard-wired alarm and warden call systems 5

Maintaining their effectiveness today 6
Inability to match the best of today’s alternatives 6

When “hard-wired” is a good thing 7
Door entry systems can benefit from being hard-wired 7

Alternatives to hard-wired alarm and warden call systems 8
Resident Communication & Engagement System 8
High quality door entry systems 9
Smoke alarms 10

If monitored smoke alarms are preferred 10
Reducing false alarms 10
Communicating about smoke alarm tests and evacuation policy 11
Tracking the occupancy of properties each day for fire safety 11

Best options for emergency contact 11 
Mobile phone and dispersed alarms 11
Proactive daily contact as an alternative to alarms 12

Financial impact of replacing the current systems 12
Benefits of removing hard-wired alarm and warden call systems 13

Housing provider benefits 13
Resident benefits 13

How to go about the removal of hard-wired alarm and warden call systems 14
Step 1 - Define what the future service will look like 15
Step 2 - Create positive communications plan for residents 16
Step 3 - Implement new contact system prior to decommissioning 17
Step 4 - Signpost those who want personal alarms 18
Step 5 - Install high quality door entry system 18
Step 6 - Implement a strategy for your smoke alarms in individual dwellings 18
Step 7 - Remove hard-wired alarm and warden call equipment from walls 18
Meeting the “digital agenda” - other technology to consider in sheltered and  
supported housing 19

Questions? Call us for free guidance. 19
About Alertacall 19

Moving on from hard-wired alarm and warden call systems

2

www.alertacall.com



Introduction
Hard-wired alarm and warden call systems were most commonly introduced in the 1960s and 1970s into 
local authority owned sheltered and supported accommodation. 

They were designed at a time before most people had access to telephones in their homes and well before 
the invention of the mobile phone, and thus provided a method for a “warden” or “scheme manager” to 
communicate with residents at a time when there were few alternatives.  

Many housing providers who still have hard-wired alarm and warden call systems in place are fi nding that 
many of those systems are at the end of their useful life, are becoming diffi cult or expensive to maintain and 
offer little by the way of meaningful return on investment. 

Furthermore, many housing providers now wish to explore better models for supporting older or higher 
needs people that can also work effectively in their general 
needs properties, where no hard-wired infrastructure ever 
existed and there is no reason or desire to install it now.

Changes to various funding streams and, in coming years, 
the telecoms infrastructure itself, are also necessitating 
further service reviews to explore alternative approaches to 
improve customer satisfaction and create effi ciencies at the 
same time.

This practical guide outlines what is meant by hard-wired 
alarm and warden call systems and outlines how to 
implement replacements that offer greater capability.

 January 2019

www.alertacall.com

3



What is meant by “hard-wired alarm and warden call” 
systems?
The way hard-wired alarm and warden call systems are used has changed very little since their they 
were first introduced and since that time there has been little innovation, despite their limitations and the 
availability of alternative systems with greater functionality.

Part of the reason for their continued use is that for a long period of time there were few or no alternatives, 
although over time other options have been developed, their low levels of awareness and housing providers 
not knowing what else to search for has resulted in the established equipment being continually maintained 
and updated.

There is also sometimes a belief that 
hard-wired alarm and warden call 
systems may be difficult to remove, 
and thus “it’s more trouble than it’s 
worth” to consider alternatives. The 
reality is that it is normally quite 
straightforward to remove hard-wired 
alarm and warden call systems, and 
in fact some housing providers have 
already taken this step to improve 
resident choice (and save money 
by implementing more effective 
alternatives).

There can also sometimes be concerns 
about the resident consultation 
process and that the removal of a 
hard-wired alarm and warden call 
system may not be viewed positively 
by residents. However, in reality many 
residents actively dislike their hard-
wired alarm and warden call system, 
because it makes their property look 
institutionalised, it is rarely used and 
can lead to expensive and unwanted 
service charges.

Residents, too, are often unaware of 
the benefits to them of more recent 
alternative systems and approaches 
and when the removal of hard-wired 
alarm and warden call systems is 
communicated effectively there can 
be a very positive response. 
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The limitations of hard-wired alarm and warden call systems
Many systems are coming to the end of their life simply because of their age and therefore routinely develop 
faults.  Furthermore, changes that are planned to take place to the telecoms infrastructure in the next 10 
years are likely to affect their reliability or functionality, and maintenance leading up to these changes may 
result in “throwaway costs”. 

The limitations of hard-wired alarm and warden call systems include issues associated with how they were 
always intended to be used, their ability to meet the challenges of today, and the functionality they offer 
compared with superior alternatives now available.

Inability to operate as intended:

•	Pull-cords are often cut off or tied up by 
residents. 

•	False alarms are often generated on pull 
cords when pulled by accident (especially 
when children and others visit).

•	In an emergency many residents cannot or 
do not use them. They may be immobile and 
unable to reach the alarm or simply “do not 
want to be a burden”. 

•	Systems that are connected to some kind 
of worn device such as a pendant alarm 
may not help if the person is unconscious or 
disorientated. However, by far the biggest 
issue here, is that most people do not wear 
a pendant alarm all the time. Indeed, a 
significant proportion who possess these alarms do not wear them at all. Consequently, for housing 
officers, relatives and so on, this is providing false reassurance.  

•	Monitoring centres deal with large numbers of false alarms from smoke detectors connected to hard-
wired alarm and warden call systems, often associated with cooking. Because of the sheer number of 
them these are frequently not followed up, if a call is made to check with the resident and there has been 
no reply. These monitoring centres are also often optimised to deal with personal alarm style calls not 
smoke alarm events.

•	Alarms testing is relatively infrequent and not always 100% comprehensive. Alternative approaches do 
exist that can self-test 365 days a year.  

•	The messaging capabilities of hard-wired alarm and warden call systems are non-existent or very basic 
due to the way the systems have been developed. Only a very limited number of inbound or outbound 
messages can be sent or received at any one time to residents with hard-wired systems, if any at all. 

•	Many hard-wired alarm and warden call systems communicate to the “outside world” with a single 
telephone line, which if faulty can render an entire site or building non-functional for long periods, 
endangering residents and the service model.
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Maintaining their effectiveness today:
•	Given that the vast majority of people have a telephone 

(mobile and/or landline) the hard-wired alarm and 
warden call systems are providing very little benefit. In a 
real emergency dialling 999 will be at least as effective as 
pulling a pull cord or pressing a button on a pendant in most 
situations.

•	The profile and needs of older people have changed and 
alternatives now exist to deal with this e.g. approaches that 
are more proactive and may reduce social isolation.     

•	Supporting People funding has traditionally contributed to or 
met the cost of these systems. However, going forward they 
are likely to require funding from either housing providers 
or their residents. This is already the case for most housing 
providers.

•	A major investment to keep hard-wired alarm and warden call systems is potentially required due to the 
planned telecoms digital switchover in 2025. Other options exist with little or no setup costs, and low 
running costs which may also be easier to fund.

•	Residents are less accepting of units on walls which can make properties look “institutionalised” and 
“unattractive”, hence therefore their removal could attract more people in to properties.

Inability to match the best of today’s alternatives:
•	They’re built around a “reactive model” which generates little or no preventative data for the housing 

provider, whereas there are now alternative systems that generate information to improve outcomes for 
both the residents and the housing provider.

•	The door-entry systems that are often integrated with hard-wired alarm and warden call systems are often 
inferior in capability and more expensive to maintain and run than standalone door-entry systems from 
specialised manufacturers.

•	‘Smart’ smoke alarms can dramatically reduce the number of false alarms.

•	Far superior contact systems exist that can enable unlimited messaging as well as simultaneous contact 
from multiple residents.  These systems can deliver communications to all resident, sub groups, or even be 
personalised.   

•	Door entry systems exist with greater functionality than most being used today that are connected to the 
original hard-wired alarms systems. 

•	Newer systems can be run at a lower cost and can substantially reduce any capital or infrastructure 
investment. 
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When “hard-wired” is a good thing
Housing providers are increasingly exploring models for supporting older and higher needs people that 
can be deployed across across all their sheltered, supported and general needs housing, and that can work 
independently of the type of property. This is because there are often large numbers of people with higher 
needs living in general needs properties too.

On this basis, there is an inherent issue with trying to build any kind of service model for older or higher 
needs people that relies on something being “hard-wired” into a building because end users might be in any 
kind of property, anywhere and even move between properties.

Furthermore, housing providers are also increasingly seeking models that are not reactive alarm based 
models, and have a greater proactive element to them, so again an investment in “hard-wiring” an “alarm 
and warden call system” in to properties may not be a prudent decision compared to the more proactive, 
preventative and modern alternatives that are available that can be deployed anywhere. 

Door entry systems can benefit from being hard-wired
Please note, there may be an advantage to a housing provider removing their hard-wired alarm and warden 
system in a block of apartments, that had a “door entry button” on it, and replacing it with a high quality 
door entry system which can also be hard-wired.

This is because the functionality of door entry systems is unlikely to need to change for very long periods, 
they are inexpensive, they have much lower running costs when compared to hard-wired alarm and warden 
call systems, and often have much higher levels of reliability.

By replacing the hard-wired alarm and warden call system with an appropriate door-entry system the 
housing provider is then free to separately choose a model for supporting older and higher needs people 
which can work within any of its properties, irrespective of property type. 
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Alternatives to hard-wired alarm and warden call systems

Resident Communication & Engagement System
First and foremost it should be acknowledged by housing providers that an overwhelming number of residents 
already have their own landline or mobile telephone through which communication can be made, so already 
even without a hard-wired alarm or warden call system there is a basic method of communication in place for 
residents.

Furthermore, there are proactive systems that can be easily deployed that have capabilities far beyond those of 
hard-wired alarm and warden systems and that can also easily be deployed in to general needs properties too. 
This is important because it means a housing provider can then adopt a single model for supporting older and 
higher needs people and deploy that across all of its different types of accommodation, not just in its supported 
and sheltered housing.

One example of such a system is Housing Proactive from Alertacall, which combines clever communications 
technology based around telephone, mobile and tablet based devices supplied free of charge to residents, 
along with specially trained personnel to improve daily contact with residents around housing related issues for 
older and higher needs residents.  

Residents are encouraged to engage with the devices provided as part of Housing Proactive each day to pick 
up news and information about property related issues and confirm occupancy. Where they is no engagement 
with a device, or engagement with the device appears to be unusual, a real human being calls the customer to 
determine that everything is okay at the property and communicate about housing related issues, for example 
outstanding repairs.

Housing Proactive also has powerful messaging capabilities, that enables a housing provider to deliver loud 
and clear voice-based, image or video based messages at prescribed times to the individuals who need to 
receive them, for example “there are workmen on site today”. With flexibility to deliver to all residents, a 
specific group e.g. in one scheme, or to an individual resident, housing providers can dramatically improve their 
level of communication and engagement.  

This functionality meets the challenge that housing providers have traditionally had communicating with 
residents about routine and important issues because it is time consuming for housing 
officers to distribute information and impractical in emergencies. The technology 
allows housing providers to see which residents have received and read 
messages. 
The communication features of Housing Proactive include:

•	Daily contact available 365 days a year
•	Occupancy tracking for fire-safety and planning
•	Notifications of meetings and consultations
•	Changes of personnel e.g. housing officers
•	Notifications of visitors such as trades people on site
•	Asking residents to test smoke alarms
•	Providing warnings of bad weather 
•	Emergency messaging such as power cuts
•	Maintenance and repairs updates
•	Changes to contact centre or repairs line opening hours  

More details are available at  
www.alertacall.com/housing
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High quality door entry systems 
Many hard-wired alarm and warden call systems included a “door entry” button, integrated in to a door 
entry system from the same manufacturer at the entrance to the building. This enables residents to unlock/
open the front door of the building to allow visitors inside. 

Whilst this singular approach might have been seen as “easier” at the time, it has in fact resulted in housing 
providers making signifi cant compromises compared to modern alternatives.

On that basis many housing providers and their residents would benefi t from removing their hard-wired 
alarm and warden call system, where they have embedded door entry systems - and replacing them with 
a high quality door-entry system from a specialised manufacturer, which  have greater capabilities and 
much lower running costs. A separate service, like Housing Proactive from Alertacall, can then be used for 
servicing the needs of the residents that works irrespective of property type.

Door entry system manufacturers can provide low cost inexpensive handsets for door entry, videophones 
so that residents can see who is at the door, and even route door entry calls through to residents’ own 
telephones, mobile devices and in some cases tablet devices that can be provided to residents, all with 
greater functionality and lower running costs than a hard-wired alarm and warden call system.

A quality hard-wired door entry system, 
whilst being materially better value and 
having lower running costs than a hard-
wired alarm and warden call system - can 
also provide an “input” for smoke alarms 
in individual dwellings, and a route out to 
a monitoring centre, so that smoke alarms 
could continue to be monitored if the housing 
provider considered that important. 
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Smoke alarms
Some hard-wired alarm and warden call systems in 
individual dwellings have a smoke alarm connected  by 
way of a cable up to the ceiling and even after the 
removal of those hard-wired alarm and warden call 
systems, those smoke alarms will need to continue to act 
as audible smoke alarms in accordance with fire safety 
guidelines. 

It is frequently determined by decision makers using the 
fire safety guidelines that smoke alarms in individual 
dwellings do not need to be “monitored” for activations 
and escalations to the fire service, although some 
housing providers choose to do so as part of their own 
internal policies. 

If monitored smoke alarms are preferred 

Where monitoring of smoke alarms is preferred by the housing 
provider, this will mean that the smoke alarm needs to be wired or 
connected to a device that can trigger a call to a monitoring centre outside the 
building. Where the hard-wired alarm and warden call system has been removed this can be achieved in 
one of three ways:

1. Where a high quality door entry system has been installed, the smoke alarm can be connected via the 
door entry handset, or videophone in the property, which provides a conduit out of the building to a 
monitoring centre.

2. The smoke alarm can be wired as an additional sensor on the landlord system which is already present 
in the building and protecting communal areas.

3. The smoke alarm can be replaced by a wireless 2g/3g/4g smoke alarm which communicates with a 
monitoring centre using the mobile network.

Reducing false alarms 

It is important to note that where monitoring is required, the housing provider and its monitoring centre has 
a responsibility to reduce false alarms before events are escalated to the fire service. This can be achieved 
after the removal of hard-wired alarm and warden call systems by using one of the following approaches:

1. Install in each dwelling a modern multi-sensor smoke alarm head with built-in technology that 
automatically and effectively reduces the number of false alarms. This means that costs associated with 
dealing with false alarms activations are significantly reduced, and so are escalations to the fire service.

2. If there is an activation of a smoke alarm a monitoring centre can make a telephone call to the resident 
to determine whether the activation was real or not. This is replicating the traditional approach where 
a monitoring centre would call a resident over the hard-wired alarm and warden call system. It should 
be noted that this approach is not always very effective at reducing false alarms because residents 
are often non-responsive, confused by the noise of the smoke alarm or otherwise unable to determine 
whether there really is a smoke or fire problem.
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Communicating about smoke alarm tests and evacuation policy

It is also very important for housing providers to routinely communicate with their residents about 
smoke alarm testing and fire evacuation policies. This was traditionally undertaken with paper-based 
communication, or via housing officers. However, using a communications system like Housing Proactive 
from Alertacall, housing providers can regularly and easily communicate essential information to residents. 
This can be via voice messaging, SMS, emails and messages displayed on a tablet to convey information, 
although voice messaging has proven particularly effective when compared to other techniques among 
residents in sheltered and supported housing.

Tracking the occupancy of properties each day for fire safety

Furthermore, fire safety and response procedures are improved where the occupancy of properties is 
properly tracked and recorded. Systems like Housing Proactive exist that encourage residents to inform 
the housing provider of their whereabouts on a day by day basis, allowing the housing provider to quickly 
access reports outlining who is and who is not in a given group of properties on a given day, essentially 
providing a fire-register.

Best options for emergency contact
In the past one of the key features of hard-wired alarm and warden call system has the been the pull cord 
alarm, or the ability to supply a pendant alarm that connects to that system. Consequently, these personal 
alarms have for many years been the “go to” product for older people with higher needs. This is despite 
their well-known weaknesses which include potential users not wishing to be “badged as vulnerable”, pull 
cords being completely out of reach when needed, and pendant alarm users not wearing them - which could 
be due to simply forgetting, or even consciously not wanting to do so. 

Studies show that as many as 80% of pendant alarm users do not wear their device some or all of the time. 
Personal alarms are also reactive by design, generate little or no preventative data for the housing provider, 
and cannot help if a user is incapacitated for some reason and therefore unable to activate it. Many housing 
providers are therefore now seeking different approaches.

Mobile phones and dispersed alarms 
Even where an individual has been assessed as potentially benefiting from an alarm, or has self-identified 
that they wish to continue using one, there are many options that absolutely do not require a hard-wired 
alarm and warden call system to be in place at all.

Inexpensive mobile phones exist with panic buttons on the reverse from many vendors, and there are 
customisable small form factor telephones with lanyards on them designed to provide similar capability as 
pendant alarms, as well as allowing users to call friends and family members and vice versa. Because these 
devices have greater usefulness than a traditional personal alarm, users may be more likely to carry them, 
wear them and then use them. 

Dispersed alarms like those available from traditional alarm receiving centres are also an option for where 
there is no hard-wired alarm, but because of their lack of utility when compared to some of the mobile phone 
offerings, they are increasingly less attractive.  Nevertheless, for the minority who are happy to wear these 
devices all of the time they can be a valuable aid.
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Proactive daily contact as an alternative to alarms
It is important to note that all alarms still rely on the promise of “no news is good news” in that if nothing is 
heard from the individual we are to believe they are OK. This of course could clearly be untrue and there are 
countless incidents where people were left, sometimes for days, in need of help because they were unable to 
use their personal alarm, or even a mobile phone. 

It is for this reason that proactively establishing some form of daily contact with a resident may be a 
strong starting point for service design, because if there is no contact, and that is unusual, then there may 
be a legitimate reason for concern. Daily contact, if provided in such a way that you can guarantee high 
engagement rates, provides a highly valuable back-up to a personal alarm, and for many people (though it 
is not an alarm in itself) a preferable alternative entirely. 

Daily contact based around housing related issues, for example routinely asking if residents have anything 
to report by way of repairs, prompting residents to check or test smoke alarms, prompting residents around 
rent and service charges, reminding residents about fire-safety and other emergency routines can also 
dramatically improve housing management efficiency whilst improving resident safety and security. 

As a by-product and if delivered in the right way daily contact can also feel “support-like” to residents 
potentially reducing social isolation and loneliness.

Financial impact of replacing the current systems
Many hard-wired alarm and warden call systems have been funded for many years by funding streams 
like Supporting People funding (and its equivalents) and as this has been removed, the cost of supporting 
and maintaining those systems has been passed to both the housing provider and sometimes the residents 
themselves. This is often not desirable because many housing providers and residents feel the return on any 
such investment would not be adequate enough to want to bare the cost themselves. 

Hard-wired alarm and warden call systems are not typically fundable as a service charge under Housing 
Benefit because they are a support tool and regulations implicitly name “alarms” as ineligible. Likewise 
hard-wired alarm and warden call systems are not fundable as a service charge under Universal Credit 
because “alarms” are also named as ineligible there and do not fall under the Eligible Service Charge 
criteria as set out in the Universal Credit schedules.

However, it is important to note that stand-alone door entry systems that contain no alarm or support 
components are typically fundable as a service charge under both Housing Benefit and Universal Credit. 
There is therefore a strong funding case for removing hard-wired alarm and warden call systems and 
replacing them with a high quality door entry system from a specialised manufacturer. 

In addition, a service like Housing Proactive from Alertacall, provides resident engagement and 
communication tools, as well as daily contact around housing related issues. Because this comprises housing 
management features, which help housing providers efficiently manage their properties and administer other 
services, this is typically eligible for funding as a service charge under Housing Benefit.

It is therefore feasible for a housing provider to replace its hard-wired alarm and warden call system with 
a high quality door entry system and a system like Housing Proactive and recover the cost of that work 
as a service charge through Housing Benefit. Even if that wasn’t so for any reason, the financial case for 
decommissioning the hard-wired alarm and warden call system would still in most cases be compelling.

Moving on from hard-wired alarm and warden call systems
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Although savings from removing hard-wired alarms and warden call systems vary depending on the exact 
nature of the system being removed, by doing so there can be significant savings on the replacement, 
monitoring and maintenance costs of such equipment, which for a medium sized housing provider saves 
many hundreds of thousands of pounds over a 5 year period. 

With many hard-wired alarm and warden call systems at the end of their useful life and/or requiring 
replacement because of the planned digital telephony switchover, it is now a good time for housing 
providers to evaluate whether replacing them really makes any sense, both in terms of functionality, 
outcomes and financially when other alternative approaches exist. 

Benefits of removing hard-wired alarm and  
warden call systems

 Housing provider benefits
•	Reduces capital expenditure, servicing and maintenance costs

•	Improves and reduces the cost of contact with residents

•	Makes properties more attractive and less institutional

•	Empowers residents by giving them more control and choice

•	Better detects the changing needs and requirements of residents

•	Improves safety planning with occupancy tracking

•	Focuses staff time more effectively with better data

•	Better management reporting across whole service

•	Deploy a service that can work in all properties including general needs

  Resident benefits
•	Removal of unsightly equipment

•	More updates and improved communication from their housing provider

•	Easier to report and be updated on repairs

•	Daily contact reduces risk of social isolation

•	Lower service charges and weekly costs

•	Access to alarm style services for those who want them
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How to go about the removal of hard-wired alarm and 
warden call systems 

 STEP 1
Define vision for future service 

 STEP 2 
Consult with residents 

 STEP 3
Implement new contact system 

 STEP 4
Identify specific higher needs requirements 

 STEP 5 
Replace door entry system  

 STEP 6 
Introduce new smoke alarm strategy 

 STEP 7 
Remove hard-wired intercom equipment

Moving on from hard-wired alarm and warden call systems
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 Step 1 - Define what the future service will look like
•	What system will you use to improve resident contact - like Housing Proactive from 

Alertacall? 
Many housing providers who decide that they want to decommission their hard-wired alarm and warden 
call system choose to introduce a new way of communicating with, engaging with and protecting residents 
at that same time, and use it as an opportunity to have a service which can also be used in general needs 
properties too (in case that is required in the future). The provision of a service like Housing Proactive can 
also be useful in easing resident transition away from hard-wired alarm and warden call systems and can 
generate preventative data that is useful to the housing provider in resource planning. 

•	Which high quality door entry system will you use to replace that provided by the hard-
wired alarm and warden call system?
Whilst it is the recommendation of this paper that you do so, if due to time constraints in a project this 
seems difficult to achieve, it is possible in the short term to cut off any pull-cords, put plastic “blanking 
plates” over any emergency buttons and continue to use the hard-wired alarm and warden call system 
as a door entry device for a short period. Please note this rarely makes sense for any prolonged period 
because a new door entry system is likely to cost less, and have greater functionality than supporting the 
hard-wired alarm and warden call system.

•	Will residents’ smoke alarms be monitored, and if so by which method?
A housing provider’s own facilities management or fire-safety team will typically have a preferred 
approach in this matter. If monitoring is required we recommend that the smoke alarm is attached to a 
new door entry system, landlord system or is replaced by one that uses the mobile network and that a 
specialised fire alarm receiving centre is used for the monitoring of the devices. Please see the “Multi-
sensor smoke alarms connected differently” section of this document for further information. If due to 
time constraints a project around smoke alarms seems difficult to achieve, it is possible in the short term to 
cut off any pull-cords, put plastic “blanking plates” over any emergency buttons and continue to use the 
hard-wired alarm and warden call system as means of continuing to monitor the smoke alarm for a short 
period. Please note this rarely makes sense for any prolonged period because the cost of maintaining the 
hard-wired alarm and warden call system is often greater than the other approaches as discussed.

•	What other changes will enhance your service for residents?
Many housing providers use the opportunity of decommissioning their hard-wired alarm and warden call 
systems as a way of bringing about new staff structures and working practices within their sheltered and 
supported housing services. If this is the case then consider the entire proposition, and the opportunities 
that deploying something like Housing Proactive from Alertacall creates in terms of new and more efficient 
working practices.

The primary recommendation of this document is that an alternative system like Housing Proactive from 
Alertacall is put in place for residents before the decommissioning of hard-wired alarms and warden call 
systems take place. This can be done prior to decommissioning to ensure there is no gap in the provision of 
services and that residents are settled and at ease with the additional advantages of the new approach. 

These advantages will need to be professionally and transparently communicated to residents to ensure 
maximum possible engagement and adoption. Installation is easier than it may appear because newer 
systems do not have the same infrastructure requirements and can be introduced with minimal disruption. 
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 Step 2 - Create positive communications plan for residents
As with most service changes, one of the key factors in generating a successful response from residents and 
staff members is properly articulating the benefi ts of the service change in a way that is both exciting and 
properly informing. There are a number of very positive messages around the decommissioning of hard-
wired alarm and warden call systems. It is critically important to focus on those positive messages instead of 
saying “we are taking something away”. Examples of positive messages might include:

1. “We know that not everyone wants or needs an alarm so instead of forcing you all to have one, we are 
going to give you the individual choice. Be assured if you do want an alarm you can still have one, it just 
will not be through the fi xed unit on the wall.”

2. “The hard-wired alarm and warden call system on the wall is coming to the end of its useful life and 
instead of passing the cost of replacing it on to you, we have a found a better approach that continues 
to protect you and protect your money too.”

3. “We know that a signifi cant number of you do not like the hard-wired alarm and warden call box on 
your wall and think it looks institutional, therefore in time these will be removed from your property, 
which we hope you think will make it look smarter and more attractive.”

4. “We wish to put services in place that are more focused on improving contact with you, and helping 
us focus our time on those people who need it the most, this is something that residents have often 
requested - and there are better ways to do this than using the hard-wired alarm and warden call 
system on the wall.”

5. “Also, we want to look at improving door entry and security into the building and also modernising the 
way we detect smoke alarm signals using the latest technologies”.

If you would like help and assistance in building a full resident communication plan around hard-wired alarm 
and warden call decommissioning then Alertacall can help you, see www.alertacall.com/contact

Moving on from hard-wired alarm and warden call systems
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 Step 3 - Implement new contact system prior to decommissioning
A system like Housing Proactive can be deployed to properties in order to provide residents with increased 
access to housing related daily contact, news and information and housing providers with powerful 
messaging capabilities and management reporting that can help them focus their staff time and resource.

Individual residents receive specialised equipment installed at their homes, based on telephone, mobile and 
tablet devices. This is provided to them free of charge, and they are encouraged to engage with it on a daily 
basis to allow for occupancy tracking, to control levels of daily contact with a specially trained team, and 
receive important news and information.

Importantly, this equipment is not hard-wired and therefore the service can later be deployed in to other 
kinds of properties, allowing a housing provider to create a single coherent strategy for its service offering to 
older or higher needs residents.

Importantly, because Housing Proactive is a housing management tool, some or all all of the cost of the 
service is typically eligible to be paid for by Housing Benefi t. This can allow housing providers to recover the 
cost of the service. Alertacall, the company that provides the service can also work with housing providers to 
minimise the impact of new service charges for existing residents who are not in receipt of housing benefi t as 
part of its corporate social responsibility work. 

Housing Proactive is tried and trusted by 40+ housing providers nationwide including several who have used 
the service in decommissioning their hard-wired alarm and warden call systems. See www.alertacall.com/
housing

Housing Proactive has the following features and benefi ts:

•	Daily Proactive Property Checks - with control over human contact

•	Maintenance News Messaging - send routine messages

•	Buildings Emergency Messaging - send messages in emergencies

•	Occupancy Tracking - see who is in and who is out, to improve safety

•	Repairs Hotline - make it easy for your customers to get hold of you

•	Property Satisfaction Surveys - run short surveys and polls with customers

•	Housing Needs Profi ling - detect changing needs for property adequacy

•	Property Reminder Service - prompt people to check smoke alarms etc

•	Housing Management Reports - extensive online reporting interface 

 January 2019
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 Step 4 - Signpost those who want personal alarms
Individual residents who wish to continue with an alarm style service can be signposted to one of the many 
third party suppliers who provide a mobile phone with a panic button built in, a small customisable mobile 
phone with a lanyard, or a traditional dispersed pendant alarm to wear round their neck or wrist.

This allows residents who need an alarm style service to continue to have one, and is likely to be the 
preferred approach for the majority of residents who do not actually want or need one. Individuals who 
want their own alarm will typically then pay for this themselves (if not local authority funded), encouraging 
personal responsibility around the selection of support-related services.

This will allow substantial savings on the maintenance and monitoring of the hard-wired alarm and warden 
call systems, whilst ensuring those people who want an alarm style service will continue to get one, which is 
often a desired outcome of housing providers.

Further information on this is available in the section of this document entitled “Mobile phones, maybe 
dispersed alarms - but not pull cords”.

 Step 5 - Install high quality door entry system
Implement a new door entry system as set out in the section of this document entitled “High quality door 
entry systems”.  

If there are significant time constraints on the project, it is possible in the short term to cut off any pull-cords, 
put plastic “blanking plates” over any emergency buttons and continue to use the hard-wired alarm and 
warden call system as a door entry device for a short period. 

However, please note this rarely makes sense for any prolonged period because a new door entry system 
is likely to cost less than supporting the hard-wired alarm and warden call system, is likely to have greater 
functionality and be more reliable. 

 Step 6 - Implement a strategy for your smoke alarms in 
individual dwellings

Implement the preferred approach of the facilities management or fire-safety team of the housing provider 
which will typically incorporate one or more of the suggestions as outlined in the section of this document 
entitled “Multi-sensor smoke alarms connected differently”.

  Step 7 - Remove hard-wired alarm and warden call equipment 
from walls

The hard-wired alarm and warden intercom units will at some point need to be removed from the walls of 
individual properties because they will no longer be required and their institutional appearance may “put 
people off” the accommodation. It is possible to achieve this at the same time as the installation of any 
new door entry system in to the property, or at a later date by visiting the property as part of some other 
refurbishment or work.

Moving on from hard-wired alarm and warden call systems
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Meeting the “digital agenda” - other technology to consider in sheltered 
and supported housing
Whilst the recommendations in this document will help most 
housing providers successfully decommission their hard-wired 
alarm and warden call system, this will be just one of the first 
steps in addressing the digital agenda. Providers need to plan 
now the introduction of scheme-wide wireless connectivity 
(“wifi”) in to sheltered and supported housing. Modern 
CCTV, sensors, security products as well as other assistive 
technologies are all likely to benefit from the provision of 
ubiquitous connectivity across schemes. For example, as part 
of the Housing Proactive service a tablet device is available to 
be installed at properties, when sufficient connectivity is made 
available at those locations - the tablet is upgradable to allow 
for video-conferencing capabilities.

Questions? Call us for free guidance.
If you want to discuss how you can move on from hard-wired alarm and warden call systems, reduce costs 
and enhance the service you provide to residents, contact Alertacall at contact@alertacall.com 
or call 0808 208 1234. 

About Alertacall
Founded in 2004, Alertacall is the first organisation in the world 
to specialise in the development of technology to improve 
daily contact with individuals to help them maintain their 
independence.

Alertacall pioneers the principle that by increasing contact 
with people, in a structured way that empowers them 
and gives them control, you can better understand their 
changing needs, make better decisions and improve their 
lives. Its Housing Proactive service improves the lives of 
tens of thousands of people across sheltered, supported 
and general needs housing through 40+ social housing 
providers nationwide.

The company has a strong and experienced leadership 
team and comprises passionate experts in customer services, 
technology, operations and product development. Alertacall 
employs team members from all across the UK, with offices located in 
Windermere and Warrington. The company is accredited to ISO9001 for 
quality management and ISO27001 for information security management.

Alertacall was Highly Commended at the National Business Awards for 
Innovation and is also endorsed for its “Clever Contact” service for private 
customers by Dame Esther Rantzen – the charity founder, journalist and consumer rights champion. 
Alertacall and its founders actively support several charities.
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bring contact to life

We bring together ingenious technology and 
passionate people to create the world’s best 
contact services which improve well-being, 
protect life and detect changing needs. 

contact@alertacall.com

+44 (0)808 208 1234

www.alertacall.com

Alertacall Ltd, 
45 Crescent Road, 
Windermere, LA23 1BL
United Kingdom

It gives our older customers 
real independence which is 
critical to our strategy of 
helping them stay safely and 
securely in their homes for 
longer. 

Paula Underwood, 
Head of Torus Support Network

Document includes  
7 step guide to the 
removal of hard-wired 
alarm and warden call 
systems. 

housing management
Housing Proactive

Improves contact and reporting on 
housing related issues for properties 

with all higher needs groups.

care and support
WellBeing Proactive
Enables social care & NHS 

organisations to improve outcomes  
for older people and other higher 

needs groups.

personal use
Clever Contact

Ideal for people seeking to maintain 
their independence in their own 

home. Our ‘Clever Contact’ service is 
endorsed by Dame Esther Rantzen.

bring contact to life

We bring together ingenious technology and 
passionate people to create the world’s best 
contact services which improve well-being, 
protect life and detect changing needs. 

contact@alertacall.com

+44 (0)808 208 1234

www.alertacall.com

Alertacall Ltd, 
45 Crescent Road, 
Windermere, LA23 1BL
United Kingdom

It gives our older customers 
real independence which is 
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Head of Torus Support Network
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systems. 
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Enables social care & NHS 
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personal use
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Ideal for people seeking to maintain 
their independence in their own 

home. Our ‘Clever Contact’ service is 
available from only £3.50 a week. 


