Carelnko

help at the touch of a button

We have been recently made aware of a small number of possible telephone-based scam attempts regarding
community alarms (commonly referred to as Carelink), which has involved hard sell tactics and where attempts
to obtain customers’ bank details has taken place.

The potential scam is based around the upcoming Digital Switchover. Callers may inform you that your
community alarm will stop working after the digital switchover. They may pose as a company that provides
community alarms that are ready for the switchover. They are known to pressure you into agreeing to purchase
their product by using scare tactics, and it has been noted that they may become verbally aggressive if you
decline. Please be cautious of any cold call and be mindful that agreeing to purchase a product may result in
financial loss.

Please note the following

¢ Organisations that provide community alarms including Bury Councils Carelink service, do not cold call.
If you do not know who the company is, hang up immediately.

o Bury’s Carelink service will never call you and ask for your bank details. Do not provide any personal
details if you are at all uncertain who you are speaking to.

o Bury Council is aware of the upcoming Digital Switchover, and we are already starting to exchange older
community alarm units with devices that are ready for the digital switchover, but please be aware that
due to the numbers involved, this will take time.

The Digital Switchover — what you need to know

The Digital Switchover means replacing the old copper-wired telephone lines with a digital phone connection.
The current date for completing the Digital Switchover, and switching off the old copper-wired connections, is
December 2025, but this is highly likely to be extended at a national level. One possible outcome of the
switchover is that some older versions of the alarm units may stop working, but this may only occur if you have
switched over to a digital line.
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The new digital units used by Carelink.

Example of some of the older units used by Carelink.




What is Bury’s Carelink service doing to help and protect clients?

Bury’s Carelink service are already on the journey to replace the older units with new digital units. We are and
will be contacting customers over the next few months and arranging to switch to the new digital unit in
preparation for the switchover. It's important to understand that for existing customers, we will NOT be asking
for payment of any kind for this process. We are also aware that some clients may have been switched over
already after agreeing to a new phone deal. If you are at all concerned, please contact Carelink.

What is the government doing to help protect people?

Remember!
The government has agreed a code of conduct with telephone .
providers to delay the automatic switchover for people who | Pause and think before you
have community alarm units. This means you now cannot be | commit, consider asking for
switched over to a digital phone connection without your website details that you can
knowledge and agreement. If you are contacted by your
telecommunication provider, such as BT or Virgin media,
plgase ensure to tell them that you have a commgmty alarm Carelink will never cold call and
unit, they should keep you on the previous copper-wired phone D EEEEE——

connection until we are able to provide a solution for you. attempt to sell products. We
only work from referrals.

check.

Carelink will contact you to
make appoints to visit. We
never attend without an agreed
appointment.

Carelink never sends items via
the post.

Carelink will never discuss or
request your bank details over
the phone.

Carelink can be contacted at
any time by calling:

0161 253 6222

email: carelink@bury.qov.uk

Carelink does not pass your
personal details to other
companies.

Consider keeping this
document close to your
telephone for reference.
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