
Working alongside key partners within health and social care from across west Wales, Carmarthenshire County 
Council has designed and implemented an innovative and large-scale programme focused on supporting 
prevention and wellbeing through a technological and digital approach.  
 
In response to A Healthier Wales, the West Wales Care Partnership (WWCP) submitted a transformation proposal 
to deliver this flagship programme of work. Funding was awarded in February 2019 with delivery across the west 
Wales region commencing January 2020. This service has been provided by Carmarthenshire County Council’s 
Local Authority Trading Company, Delta Wellbeing. 
 
This partnership has enabled those from across health and social care to work together to shape the future of 
health and social care services across west Wales. The WWCP includes a collaboration between Carmarthenshire, 
Ceredigion and Pembrokeshire County Councils, Hywel Dda University Health Board, Welsh Government and 
representatives of the Third and Independent Sector.  
 

Launched ahead of the first UK-wide lockdown in March 2020, the 
CONNECT programme has been acknowledged as good practice across 
the UK and exemplifies an ambition of working across sectoral 
boundaries to deliver a radical, person-centred approach to wellbeing, 
care and support.   

 
The programme, now in its second year of delivery with agreed funding until March 2022, has continued to evolve 
to ensure the needs of our most vulnerable are met. The adaptability of the CONNECT model has enabled us to 
provide a completely holistic service, whether clients are community-based or being discharged from hospital. We 
have pushed boundaries and as part of our wider telehealth TEC offering been able to assist the local health board 
to deliver another innovative tech trial across west Wales. 
 
Accelerating in response to COVID, CONNECT now delivers an 
innovative service to over 4,000 people across Carmarthenshire, 
Ceredigion and Pembrokeshire.  
 
This initiative seeks to transform the way social care is delivered, 
implementing a new model of self-help and pro-active care 
enabled by Technology Enabled Care (TEC), which is at the heart 
of the project, to improve wellbeing, helping people to stay 
independent for longer and reduce demands on long-term or 
acute care. 
 
Through this service provision, which is FREE until March 31, 2022, individuals are given a Wellbeing Assessment 
to determine the level of support needed. A tailored Wellbeing Plan is then created to support overall wellbeing 
and enhance independent living. This includes personalised TEC packages, wellbeing calls, access to an 
appropriate 24/7 community response and digital support. 
 
Working closely with our TEC providers has enabled us to offer an array of the latest equipment to support our 
most the specific needs of our most vulnerable. This includes those with dementia and adapting TEC to tailor 
appropriately, as well as assisting clients with learning disabilities to enhance independent living.  
 

As part of the digital support during COVID, we provided tablets to keep families 
connected virtually, which was vital during lockdowns where many were unable to 
visit family physically. 
 
Wellbeing calls supported clients’ welfare and helped identify potential issues at the 
earliest opportunity, ensuring assistance could be provided to avoid crisis. Our 24/7 
Community Response was also available to assist whenever needed, alleviating 
pressure on the ambulance service and avoiding unnecessary hospital stays.  



Additional help was provided throughout the pandemic to those shielding in the community. Conducting over 
8,500 shielding calls, we ensured they had everything they needed to stay safe during 
these difficult times including access to food, medication and supporting general 
wellbeing. If a need was identified for social care support, a referral was made. The 
team also delivered essential food parcels to vulnerable residents identified through 
these calls, going above and beyond on several occasions. 

Other positive outcomes in response to the pandemic included facilitating with the 
launch of Carmarthenshire’s first virtual day centre following Day Centre closures due to COVID to keep individuals 
connected with their families. Feedback has been very positive. 
 
Through wellbeing calls during COVID, we discovered scam callers were targeting some clients requesting 
payments over the phone. Fortunately, they did not provide this and as a result, we installed a “call blocker” on 
their phonelines preventing future calls. 
 

Support through our digital pathways proved invaluable for clients 
throughout the pandemic, particularly those self-isolating. We provided 
tablets enabling loved ones to stay connected to overcome isolation and 
loneliness, especially those living alone or rurally.  
 

Helping families keep in touch was essential in this challenging climate and it 
boosted the morale of our most vulnerable in the community and their loved 
ones. It also helped ensure inclusion in typical family life during lockdown 
with one of our 93-year-old clients (pictured) able to participate in family quiz 
nights and another to see her daughter who lived in England virtually. This 
meant the world to them.  

Our CONNECT service also provided vital digital support to a terminal cancer sufferer during COVID ensuring he 
was able to keep in touch with his beloved wife when it mattered the most. The husband had received a cancer 
diagnosis 12 months previous and as a result was moved to a nursing home 55 miles from where the couple lived.  

Due to COVID restrictions, the wife was unable to visit her husband personally, so the couple relied upon virtual 
contact through digital devices. As the husband’s condition deteriorated, he was moved to a more suitable room 
but it did not have Wifi. He felt down and lonely.  
 
Upon hearing of this, our team contacted the nursing home to see what options were available to support the 
family. It was agreed to place a CONNECT wifi router in the husband’s new room and provide him with a digital 
tablet to allow the couple to continue their much-loved video calls during his final weeks. A Tech Officer visited 
the nursing home to install the new equipment and it worked successfully. The couple were “thrilled” and that 
weekend enjoyed daily video chats where the husband got to see his beloved dogs and garden once again. He told 
us, “You don’t know what this means to me.”  
 
Through personalised TEC packages, clients had peace of mind our team was available to support 24/7. This was 
a great comfort for families unable to visit loved ones due to COVID.  
 
Feedback from clients has been extremely positive. One described the service as “giving them a new lease of life,” 
another 94-year-old client told us the digital tablet had “made such a difference to her life” whilst another 
vulnerable client said the support provided had given him “the confidence to live at home safely” and “peace of 
mind.” 



 
One client, 94-year-old Nancy, who has macular degeneration and mobility problems, had been using 
a Lifeline and pendant for several years to enable her to live safely in her own home. When the first 
COVID-19 lockdown began in April 2020, her son John and daughter-in-law Catherine jumped at the 
chance to access more services from Delta CONNECT.  

Nancy was offered a tablet to help her contact her family, and although unsure at first, after a 
demonstration she soon got the hang of things, and now uses WhatsApp for calls to her grandson in 
Canada. She also uses the tablet to listen to music and look through family photos. Nancy also receives 
regular wellbeing calls from the Delta team via the tablet, giving Catherine and her family peace of 
mind. Catherine told us, “The service has been a Godsend for three generations of our family.” 
  
Another benefit of the CONNECT digital tablets is it does not allow unknown applications to be 
downloaded. All of our tablets include a Mobile Device Manager, which proved key in protecting one 
client following a phone call to say her “bank account was being used to launder money” and, as a 
result, “the Serious Fraud Office needed to move money out of her account.” 
  
Fortunately, due to this security function, when our client attempted to download the application as 
requested, it was rejected preventing access and enabling our client to alert the Delta Wellbeing team. 
If this had been a standard tablet, the application would have been downloaded successfully providing 
the scammers with access to her device. 
  
In addition to preventing online fraud occurring, the team has worked closely with other Trading 
Standards teams to protect clients from telephone fraud through the use of True Call devices. These 
devices are installed by Delta Wellbeing and help monitor incoming calls to prevent scam and nuisance 
calls in the future. 

 
Our support packages have assisted those with dementia providing appropriate 
equipment to live independently and by utilising the tablets to assist cognition 
through memory games, apps and social interaction virtually, via a specially-
designed Connect to Wellbeing app supporting overall wellbeing. 
 
As part of our 

ongoing TEC support with the local 
health board, we obtained 250 
oximeters to gain vital information 
from patients on the virtual wards and 
for those discharged home as we 
worked together in the fight against 
COVID. These devices measured 
oxygen levels in patients’ blood and 
supported in timely interventions as patients would also have a lifeline installed in their homes. Our 
TEC Officers also helped deliver oximeters to every care home across Carmarthenshire. 

Since launching, CONNECT has assessed the needs of over 4,000 people in the community and 
developed personalised support packages to help them live independently at home. It’s supported 
over 8,500 people shielding during national lockdown ensuring they had access to food, virtual social 
contact and emergency assistance. Our responders have attended 4,995 call outs with only 7% 
requiring escalation to the emergency services at a cost of £353,546 compared to £997,877 for the 
equivalent number of ambulance callouts. This has saved an average of 7 ambulance journeys per day.  



Crucially, CONNECT is easing pressure on the NHS by identifying patients who could stay in their home. 
By working with clinicians, it can also speed up a patient’s discharge from hospital by ensuring the 
right support package is in place, freeing up valuable bed spaces for acute cases and reducing the risk 
of hospital-acquired infection. 

We have continued to work closely with the health board to ensure measures have been put in place 
throughout COVID including providing support for virtual surgeries reflecting how adaptable the 
CONNECT service model is.  
 

Additionally, we are supporting the health board to deliver an innovative 
tech trial across west Wales to monitor cardiac, lung and chronic 
disease patients remotely from their homes using a mobile phone app. 
The pilot programme means changes to a patient’s health or response 
to medication can be identified at the earliest opportunity ensuring help 
can be provided. The technology also allows patients to have 
consultations by video helping to avoid 

unnecessary visits to clinics or hospitals. This new and innovative way 
of working is helping to alleviate current pressures on the NHS. 
Additional telehealth wearable devices are also being utilised to 
support with falls prevention and identify other risks. 
 

Speaking about the benefits of home 
monitoring Clare Marshall, 
Community Heart Failure Specialist 
Nurse, said: “We’ve been using 
remote monitoring for 6 months now. Initially, we were a bit 
dubious about starting it as we were ‘hands on’ nurses. However, 
we’re really enjoying it and, I personally, have managed to prevent 
a hospital admittance through using it. The nice thing about remote 
monitoring is that it can be used with a sim card making it accessible 
for everybody. 
 
“From a service perspective, it means our patients can remain at 
home and stay safe. My patients love using remote monitoring. 

They know I’m going to be on the end of the phone if there’s a concern with their readings. One 
gentleman, who was discharged from the service, has been put back on for the next couple of weeks 
because he deteriorated.” 
 
Overall, our clients are at the heart of everything we do. By working closely with our partners and 
utilising bespoke TEC equipment, providing digital support, wellbeing calls and access to a 24/7 
response team, we are continually evolving. This enables us to provide an innovative and adaptable 
service to our most vulnerable to assist them to live independently at home for longer and remain 
safe. 
 


