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Changes in Sheltered Housing 
 

Your questions answered  

In partnership with Bath & North East Somerset Council, Curo has developed a 

new model of support for people living in sheltered accommodation.  

Please note that customers who already fund the service they receive 

themselves will not be affected by any of these changes. The changes will only 

apply to you if you do not currently make payments directly yourself and any 

part of your service is funded by Bath & North East Somerset Council.   

This information sheet provides you with more information about the proposed 

changes. 

What is changing? 

From 1st October, the way you receive support, including agreed regular 

visits and calls each week, will be replaced by a new flexible service 

called Livewell delivered from community hubs.  

We know it’s important for people to stay connected and active in their 

community. The Livewell service will increase the number and range of 

activities and events going on in your local area. 

Livewell includes another level of service called Livewell Plus. People who 

have increased needs will be able to access ongoing support, which will 

be regularly reviewed, until such time they no longer require it.   

What does this mean for me? 

Your current service will be replaced by the Livewell service which will 

enable you to access support as and when you need it. The Council will 

continue to fund this service and Livewell Plus, so there will be no extra 

cost to you. 

Also from 1st October 2016, everyone living in sheltered housing, 

including people receiving benefits, will be asked to pay the £3.60 

weekly alarm charge themselves. These changes will affect you if Bath & 

North East Somerset Council currently pay for your alarm or the support 

you receive in your home. Customers who already pay for the service 

themselves will not be affected.  

It is important to know that other sheltered accommodation schemes 

already operate a similar system and for a number of years have not had 

their support or alarms funded in the same way or to the same level as 

Curo schemes. These changes are being made to ensure that there is 

equity across all sheltered schemes in Bath & North East Somerset.  
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Why are changes being made now? 

The Council and Curo have been discussing these changes for some time 

because we know that the way we currently deliver support doesn’t suit 

everyone.  

For instance some people are very happy to receive regular visits. Others 

feel it is too much and only want support at particular times, such as 

when a new benefits form needs to be completed, when things in their 

lives are changing or at very difficult times such as bereavement. The 

new model offers more flexibility and provides access to support when 

you need it.  

Like most councils across the country, Bath & North East Somerset 

Council has to make significant savings. Both the Council and Curo has 

sought to protect sheltered housing residents from the effect of funding 

cuts in recent years and  the cost to the customer of providing alarm 

support has remained static at £3.60 per week for a number of years 

despite increased costs. However in order to continue to deliver effective 

levels of support we are unable to continue to carry this cost. The alarms 

are provided to customers at the cost of delivery, and over the next 

twelve months we will further review the service so that it continues to 

provide good value for money and further choice where possible. While 

some councils are removing support services altogether, we are very 

pleased that here in Bath & North East Somerset the Council is 

committed to continuing to support older people to remain independent.  

Curo and the Council have worked together to make sure that support 

services not only continue, but are made available to a wider section of 

the population. At the heart of the new service is a belief that we all 

want to lead lives that are as independent as we can make them.  

Who do I talk to if I have questions? 

There will be a series of meetings taking place for all residents to ask 

more questions. A list of these is attached. We want to encourage you to 

come along as this is your opportunity to ask us about anything you 

need to know. 

Alternatively, if you have any questions or concerns, please get in touch 

with us by calling us on 01225 366135 or by emailing livewell@curo-

group.co.uk    

What if I no longer want an alarm? 

Having a tenancy in sheltered housing, as you will be aware, comes with 

some conditions attached to it. The alarm in your home is built into the 

infrastructure of your property in most cases and is essential to your 

safety and security as a sheltered housing resident. Even if you don’t use 
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it now, you may need it in the future. Your alarm is what makes 

sheltered housing sheltered and cannot be disconnected individually. 

Therefore, if you choose to stay in a sheltered property you will need to 

pay the alarm charge.   

What happens next? 

We will be holding meetings for residents in our sheltered schemes to 

explain these changes. A list of these meetings is enclosed. You are 

invited to any of these events – please feel free to bring friends or 

relatives along. 

What if I can’t get to a meeting? 

If you are unable to attend an event, you can request a one-to-one 

meeting with your Sheltered Housing Officer to discuss the changes. 

What if I don’t want to pay for the alarm service? 

Any unpaid charges for the alarm service will lead to accounts falling into 

arrears. These will be followed up in the same way as any other amount 

owed to Curo. 

What if I cannot pay for the alarm and this charge will cause me 

severe hardship? 

These changes are not intended to put extra financial pressure on you, 

but we acknowledge that sometimes it can be hard to make ends meet. 

If you are eligible we can work with you to claim Attendance Allowance.  

Independent advice on how to access welfare benefits is available from 

Age UK. They can contacted on (01225) 466135 or 

reception@ageukbanes.co.uk   

If you cannot pay the £3.60 per week and this causes you severe 

hardship, such as affecting your ability to eat and keep warm, you may 

be eligible for some funding support to help with the cost. You may also 

be eligible if you have a debt management arrangement through Curo. 

I pay rent for 48 weeks of the year – how will this affect this new 

charge for the alarm? 

The amount you pay will be the same but calculated over 48 weeks 

rather than 52 weeks.  You will need to pay £3.90 each week for 48 

weeks. 
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What if I want to keep my regular calls and visits? 

For customers whose support is funded by B&NES Council, the current 

sheltered service will cease from 1st October 2016 and Livewell will 

replace it. Livewell will continue to support people to live independently 

and will be tailored to individuals’ needs. 

If Council-funded customers want to retain their existing service of 

regular calls and visits, Curo’s Independent Living Service is available. 

You would need to pay for this service yourself. Charges start at £12.75 

per week for a regular weekly visit, this cost would include in your alarm 

charge. 

For customers who currently fund their own support, their service will 

not change. 

How do I arrange to make payments? 

Enclosed with this letter are a Direct Debit mandate form and a pre-pay 

envelope so that you can send your completed form back to Curo. If you 

do this now, you will not need to do anything else. 

If you don’t already make payments to Curo for your alarm, your 

Sheltered Housing Officer can also help you to arrange a Direct Debit 

mandate with your bank. They will assist you to complete the form and 

ensure it is returned to Curo. Alternatively you can arrange payment 

yourself by calling Curo on 01225 366000 and asking to speak to the 

Customer Accounts Team before the end of September 2016. 

What do I do if I don’t have a bank account? 

If you don’t have a bank account we can send you an Allpay payment 

card. This enables you make payments in a number of local shops, 

including Post Offices. Further information about Allpay is enclosed with 

this information pack. 

Are you planning any further increases in charges in the near 

future? 

Yes, we are currently reviewing our service charges for all Curo 

customers in the usual way. At a later date, we will need to have another 

meeting with you to discuss forthcoming changes to your service 

charges. 

 


