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RESPONDER
What you can expect from our out of 
hours emergency response service.



At SOL Connect we always put people at  
the centre of everything that we do. As  
well as offering bespoke remote support  
we also offer an out of hours ‘responder 
service’.

The out of hours emergency response that we offer to our 
customers is available from the hours of 9pm – 9am daily. 
We offer a small pool of responders who are available to 
respond to a variety of situations. We’re a person centred 
organisation and we make a point of getting to know you, 
and the support you want, so you can have confidence in 
our team when you need to call on us.
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Alarm types
We are able to monitor a variety of different alarms and 
sensors for the people we work for. We have protocols in 
place that allow us to respond to a situation in a swift, yet 
sensitive manner if required.

Motion Sensors 
Motion Sensors detect any movement within an agreed 
area during an agreed time.

Bed Occupancy monitors
Bed Occupancy monitors alert us when someone gets out 
of bed during an agreed time. This monitor also alerts us if 
someone does not return to bed within an agreed timescale.

Door Contacts 
Door Contacts silently activate to the SOL Connect Team 
when the agreed door is opened during a set time.

GPS
GPS is a small device carried by an individual which allows 
their movements to be tracked. The GPS is set to an 
agreed geographical fence and should the individual leave 
that area and is at risk the device enables the person’s 
location to be quickly identified.

Enuresis Alarms
Enuresis Alarms alerts us when moisture contacts the 
mat to alert us that an individual requires personal care. 
Enuresis can also alert us to someone becoming too warm 
or being sick.

What we do

Our response

 Support the initial planning and risk enablement process 

 Carry out home and environmental assessments 

 Provide daily/weekly/monthly reports on SOL Connect 
 involvement 

 Attend reviews and offer advice 

 Monitor and maintain SOL Connect equipment 

 Provide training to staff and families on any 
 equipment provided by SOL Connect 

 Arrange introductions of the responders so you know 
 who to expect when you call for support  

Our response to a situations is based on a persons  
support needs. There are many situations that we are 
able to respond to remotely, however there will always 
be certain situations in which a physical response is the 
only option. In these instances we can either send our 
own responder or if you would prefer contact an allocated 
person of your own.
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Door Contact GPS

Call the person – Phone or 
SOL Connect Hub

Monitor GPS system for  
activations

Open camera to get a 
visual on door/ environment 

and people present.
Call the person – Phone or 

SOL Connect Hub

Dispatch a responder to 
the nearby area to search 

for person and return  
home safely 
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Monitor GPS
(see GPS for details)
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Contact and agreed 
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Next of Kin, Social work, 
neighbour etc
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How we respond to  
different types of alarms

Motion Sensor

Open camera to get a 
visual on a specific area 

of the house and /or 
people present

Make contact with person  
if appropriate

Offer remote support options
• Conversation

• Reminders/prompts
• Distraction Options

- Music
- Radio
- Films

Dispatch a responder

Bed Occupancy

After time delay - Call the 
person – Phone or SOL 
Connect Hub if suitable 

Open camera to get a 
visual on door/ environment 

and people present

Dispatch a responder  
to assess situation and provide 

any appropriate immediate 
support (personal care)

Contact agreed third party 
should any further/long 

term support be required

We can provide responses to the following things:
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Enuresis Alarms  
(moisture alert)

Other technology not 
provided by SOL

If appropriate contact 
person via hub to assess if 

response is needed

Receive alert from  
relevant technology

Dispatch a responder 
to assess situation and 
provide any appropriate 

immediate 

Make contact with person  
if appropriate

Dispatch responder based 
on agreed protocol

Note: Response times will be estimated based on the 
average time to your house from the office. However if 
the responder is on another visit this may take slightly 
longer. We will inform you as best we can.

“My support team are brilliant but when they’re not in my 
home then I use the marvellous SOL Connect. They call 
me at certain points during the day to have a bit of a chat 
and to make sure that I am okay. They remind me to do 
things such as making sure that my kitchen appliances 
have been turned off.
Once they couldn’t get in touch with me and before I 
knew it I had a member of the SOL Connect team at my 
door just to make sure that I was okay. They not only 
offer a great service but they are also really nice people.”

Ian, SOL Connect customer
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What we don’t do

Book a demonstration

 Provide scheduled responses 

 Provide support out with the agreed protocol. i.e if the 
 person is unwell and needs hospital attention, SOL 
 Connect would respond to home and coordinate 
 emergency services to attend however would not 
 accompany the person to hospital.  We would also 
 contact agreed third party. i.e Family, next of kin or 
 social work 

 Responders are not a replacement for direct support 
 and are only available as a first point of contact/short 
 term measure

 We don’t prepare meals or do house work as part of a 
 response as this is not an emergency

 Provide a double up service

 Administer scheduled medications. We can administer 
 as and when required medication at the point of 
 response with an agreed protocol in place

We’ve never had a ‘one size fits all’ approach to 
delivering support. For a one to one demonstra-
tion and consultation about technology that could 
enable you to do the things that matter to you 
please get in touch with the SOL Connect team.   

01698 314026 
info@sol-connect.org
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