
Telecare Local Service

A new proactive, personalized & 
preventive Telecare Service



How our telecare is



•310 municipalities 

•5.704.697  inhabitants 
(Barcelona city 1.636.732: 29%)

•73% Catalonia population

•7.739.758 Catalonia

Barcelona Province 

Population Number of 
municipalities

> 100.000 7

50.000- 99.000 12

20.000- 49.000 25

5.000- 19.000 88

< 5.000 179

14%
municipalities

79% 
population

58%
municipalities 

4% 
population



Barcelona Provincial Council Telecare Context

Barcelona 
Provincial Council

Sets up the requirements of 
the service based on local 
participation, public tender 
procedure, funding (47%), 
quality control and innovation

Service provider 

Since 2005, through the 
response centre and home 
intervention services, ensuring 
quality, management and 
monitoring of information systems

310 councils
Responsible of funding 
(53%), prescription, and 
case management.

Cooperation

Strategic agreement 
between Barcelona 

Provincial Council and the  
service provider: 

public-private collaboration.

Legal framework

Guaranteed service for the 
Catalan social services and the 

Dependency Act Portfolio.

Must be provided by the local 
basic social services in 

municipalities with more than 
20,000 inhabitants; 

Considered one of the basic 
social services.

 Facturación: DIBA 47 % + AJUNTAMENTS 53 %



5. Service Model

• An end to end managed 
service that enables 
communication and 
support 24/7, through 
personalized care plans and 
comprehensive care 
programmes through the use 
of advanced technology. 

• A homecare service enabled 
by technology that is used 
according to the users needs

• A service that guarantees 
safety and security, tackles 
loneliness and improves 
carer and user peace of 
mind, going beyond 
emergency care

• It is a preventative service, 
the first level of support 
social care can provide for a 
large group of population

What is telecare in Barcelona Provincial 
Council? 

Home intervention:
Technical Interventions. 
Emergency mobile Units; 
Social Workers, Keys custody

Family and carers: 
contact and support

Resources mobilisation
and coordination: 
Emergency services, 
social services 

Response centre: 

• Emergency response;
• Proactive support (loneliness 

program, Active ageing 
campaigns); 

• Special Programs (abuse 
prevention, career claudication, 
health advice, mayor disasters)

Technology: telecare hub, 
additional peripherals, 
mobile telecare, universal 
accessibility adaptations



Personalized Telecare Proactive care plans: needs assessment and resource allocation

The use of a validated and automatic assessment tool allows us to segment the user population and to develop 
a  customized care programme in an easy to use format 

The Local Authority Social Worker based on this assessment prescribes the service with on going re 
assessment and the users needs evolve 

Assessment tool to decide the 
level of support

It allows users to classify people 
according to the level of support 
they need to receive from telecare 
service. These levels also 
determine frequency of telephone 
follow-ups and face to face 
interventions

Resources allocation 
instrument

Assigns fringe benefits that best 
meet the needs of the person and 
make up your individual care plan.

Basic Medium High
High
Risk

Frequency of visits / calls

Complementary 
Technology

Accessibility 
Supports

Programs focus 
& content

Support level

intensity



Support level and intensity



3.819

15.299

28.531

41.120

51.046

57.466
61,186 60.851 61.886 64.050

67.269
72.471

80.282 85.210 89.863

91.733

2005 2006 2007 2008 2009 2010 2011 2012 2013 2014 2015 2016 2017 2018 2019 2020 2021

Users per year 
2005-2021

90,591

Some figures



Some figures 2022

Telephone calls

More than 3M per year

Home visits

More than 100K 
visits per year

Users

97.010 (Agost 2022)

Emergencies

More than 57K 
emergencies 

managed

User profile:

75% women

90% >75 years old

50% alone



The future we are working for 



Procurement process 1

Duration 2

Ordinary Public procurement following EU Public 
Procurement Rule

Started on 1 May 2021 for 3 years with the possibility of 
extension for a further two years

Value 3 Euro 60,431,538.46 

Main objective 4
To provide an advanced telecare services. End to end 
managed Service for 105K users in 2025

Provider 5
Tunstall continues being the provider of the service. 
Since 2005 the company has been the successful 
bidder.

Overview of the new contract



Procurement process

Aggregate public procurement at supra-municipal 
level. Tendering by an entity to which 310 
municipalities adhere. This allows: 

• Service efficiencies and sustainability
• Quality through more professionalised 

management structures 
• Inter-municipal comparison (benchmarking) 

INTER-MUNICIPAL COOPERATION

A payment model that guarantees maximum 
personalisation of the service and its technology, as 
well as scalability and sustainability, adapting the use 
of resources to the needs of the population

INNOVATIVE PAYMENT AND PRICING 
MODEL

A

B

Telecare, despite being a technology led service, has 
been tendered in service mode. This means that the 
companies awarded the contract must provide an 
end-to-end service that guarantees excellence and 
quality. 

END TO END MANAGED SERVICEC

The tender identifies the challenges to be 
addressed, but leaves it up to the bidder to decide 
how to address those challenges. This allows 
industry and service providers to submit innovation 
proposals: a procurement model that is results-
oriented and open to innovation. 

ENABLES INNOVATION

Mandatory environmental clauses related to the 
vehicles that serve users in their homes are 
included, giving priority to fleet vehicles with an 
"ECO" or "ZERO" environmental label. 

ENVIRONMENTAL CLAUSES

D

E

Innovations and improvements targeted by the contracting process:



Areas of innovation

01

02 04

03

Improved model of care

Towards predictive and cognitive care. 

Through the uses of flexible mechanisms for 
data exploitation we will be able, not only to 
detect but to predict and prevent adverse 
events to happen. 

Digital transformation

With the transition from analogue technology to IP 
terminals the service can face unlimited innovation 
scenarios such as the introduction of new innovative 
devices for home or personal monitoring enabling the 
predictive capabilities

Better coordination

New IT capabilities to improve coordination between the 
provider and the 310 municipalities; systems interoperability, 
and integrated care services between home care and telecare

Universal accessibility

Evolution of the model towards solutions 
that meet the objective of universal 
accessibility of the service by using 
different innovations for any type of 
disability.



Improved model of care

New capabilities on the 
stratification tool and the 
risk detection capabilities 
so each user have a personal 
care plan (moderate or high 
intensity support) based on 
the personal needs in health, 
social wellbeing and safety. 

Each of the areas of intervention has 
a package of benefits that are 
assigned according to perceived 
needs and risks. The assessment 
system is adapted for dependent 
individuals or carers.

A step further towards a predictive telecare model with greater personalisation of the service, predictive detection 
of risks (carer claudication, risk of elderly abuse, suicide, risk of being admitted to a care home, etc) to anticipate the 
response and to improve the efficiency of the resources allocation.

Through the uses of different data sources and flexible mechanisms for data exploitation we will be able, not 
only to detect but to predict and prevent adverse events to happen. 

Preventive devices home 
and health risks are added to 
the personal care plan.



2021 2022 2023

Riscos a la llar   17.800     20.600     24.300   

Riscos fora de la llar       400         650      1.050   

Riscos de la persona    3.400      3.100      2.900   

Monitorització inteligent de riscos    6.000     15.000     18.000   

Accesibilitat       500         550         850   

  28.100     39.900     47.100   

Complementary technology

Inactivity 
detector 

Falls 
detector 

Bedwetting 
detector Bed 

occupation 
detector

Smoke/fire 
detector

Gas detector
CO2 

detectorSofa occupation 
detector

Telecare 
terminal

Mobile 
Telecare

Home risk detection devices

Out-of-home detection devices

Personal risk detection devices

Intelligence risk monitoring

Accessibility devices



Digital transformation

• A minimum of 35% of users will have a Tunstall Digital 
unit, with IP technology, suitable for installation in homes 
without fixed telephony infrastructure, thus adapting to the 
process of digitisation of telephony in Europe.

• ‘All in one sensor’: a range of the most advanced 
sensors and detectors at 3,000 homes (18,000 devices) 
will be incorporated to the service: intelligent sensors for 
continuous monitoring and habits analysis; new generation 
GPS devices, on-the-go wristwatch, etc.

TRANSITION TO DIGITAL TECHNOLOGY FOR 
THE USERS

With the transition from analogue technology to IP terminals the service can face unlimited 
innovation scenarios such as the introduction of new innovative devices for home or personal 
monitoring enabling the predictive capabilities

• The service also will provide for a 
targeted population the provision of 
an integrated telecare and 
telehealth services. This requires 
the use of MD for Remote Patient 
monitoring to be fully integrated. 



Better coordination

• SIGMA: System for the Municipalities, based 
on solid axes of transparency. It provides new 
mechanisms for coordination with municipal 
social services, data analysis and a new 
prediction services to better plan and design 
municipal scenarios. It incorporates a new 
alerts system and intelligence through 
innovative AI capabilities.

• Three management areas:
• Economic: it allows to simulate the co-

payment and estimate municipal budgets.
• Reporting: includes management reports 

and other documents of the service.
• Service: it allows views in the TSP platform

Implementation of different mechanisms to 
support coordination between Tunstall 
Televida, Barcelona Provincial Council and 
the municipalities.

NEW TOOLCOORDINATION WITH MUNICIPALITIES

INTEROPERABILITY

The interoperability between systems and 
processes will help us to keep our vision 
of an integrated health & social care 
systems 

This includes interoperability between:
• Telecare and Regional Electronic 

Health Records (HC3)
• Telecare and the Provincial Basic 

Social Services Record (Hestia)

Improved coordination between the different 
services that provide supports at home 
(home care, telecare, occupational therapy 
and technical aids, home arrangements, 
etc). 

HOMECARE HUB



Universal accessibility
Assessment

Without disability With limitations Serious 
dissability

N/A

Specific accessibility measures to be added 
to the personalised care plan

Technology

Communication 
and information

Features

Processes

• Accessibility measures will be added 
depending on the need of the type of 
limitation/disability

• Barriers to be addressed are: sensorial, 
motor and cognitive

• Accessibility measures will be applied to the 
different elements of the service.

New feature of the service

Elements of the service

Process to assign accessibility measures



Innovation key elements

HEALTH AND SOCIAL CARE 
INTEGRATION - INTEROPERABILITY 
BETWEEN ELECTRONIC RECORDS

1

USE OF THE DATA – PREDICTIVE & 
COGNITIVE CARE BASED ON THE 

ANALYSIS OF DATA 2

DIGITAL TRANSFORMATION 
– IP TECHNOLOGY3

COMMUNITY BASED – THROUGH 
INNOVATIVE TOOLS FOR BETTER 

COORDINATION BETWEEN ALL THE 
STAKEHOLDERS

4



www.diba.cat/benestar    

#Telecare


