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Careline
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www.southessexhomes.co.uk



Careline
When you contact us, we will:

� send you a copy of our brochure that gives you
details of our services and charges;

� confirm, within 10 days of you asking, a convenient
appointment date and time to visit you at home; and

� offer you a free demonstration of the equipment
and explain about the service.You do not have to
use our service, or rent or buy the equipment, after
the demonstration.

When we visit you, we will:

� show you how the equipment works and aim to offer
the most appropriate product for your needs;

� fill in the documents if you decide that you want to
receive the Careline service;

� record the information you provide about yourself
and your contacts, and confirm these details with you;

� tell you about the various payment options, and help
you fill in the instructions to your bank if necessary;

� explain the conditions of the lease agreement and ask
you to sign the lease document; and



� test the equipment and give you a timetable of dates
for the ongoing tests that you will need to do.

When you call us, we will:

� aim to answer your call within 30 seconds;
� greet you politely and clearly;
� aim to provide support and sort out any issues
when you first contact us;

� contact your nominated key holders and support
agencies in an emergency; and

� keep the information you give us secure and in line
with data-protection law.

When maintaining your information
file and equipment, we will:

� monitor your calls to make sure that you test your
equipment regularly, and contact you to remind you
if you forget;

� make sure our engineer responds to you as soon
as possible;

� update the information we hold about you after you
tell us about any changes; and

� send you a revised copy of the information to
confirm that we have made the changes in line with
your instructions.



Bengali

Albanian

Gujarati

Cantonese

French

Visit us at South Essex Homes,
49 Alexandra Street, Southend on Sea, SS1 1BW
Write to us at South Essex Homes,
Cheviot House, PO BOX 5817, Southend on Sea, SS1 9EL
Minicom 0800 833 162
Telephone us on freephone 0800 833 160
Email us customerservices@seh.southend.gov.uk
Visit our website www.southessexhomes.co.uk

� 0800 833 160
This document is also available in
large print, on audio tape or CD,

Braille or on CD rom.
Please contact the numberabove
and this can be arranged for you.


