
 

 

Astraline Performance Review October 2009 

 
On an annual basis, Astraline surveys the residents 
of its parent company, “Johnnie” Johnson Housing 
Trust to obtain feedback on quality of service  
delivery. 
 
Once again, this year’s results are extremely good, 
demonstrating the high levels of satisfaction our 
residents have with the service.  
 
The results can be seen on the following pages. 
 
Opposite are our current call handling figures, which 
are measured against the Telecare Services 
Association Code of Practice 

Call handling statistics 2009 
 

Period of assessment 1 Oct 2008 to 30 Sept 2009 
 
Total number of alarm calls received = 864,588 

Current TSA standards  
 
97.5% of emergency calls were answered within 60 seconds 
and 98% of emergency calls were answered within 3 minutes. 
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About the Astraline service
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Do you know that Astraline is Always
available?

Does it give you peace of mind? Have you activated your alarm to
Astraline in the last 12 months?

Have you, or would you recommend
Astraline to a friend?
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If you have activated your alarm
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Was the call
answ ered
promptly?

If you required
urgent

attention, did
the operator

suggest
possible
actions?

Did the
operator

remain calm?

Did the
operator
reassure

you?

Did the
operator offer

advice?

Was the
advice
offered
useful?

Do you feel
the operator
took the right

action?

Did you feel
you w ere able
to discuss the
problem w ith
the operator?

Do you feel
that Astraline
provides a

high quality of
service?
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