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Management Summary 

According to the COSLA study7 older and vulnerable people in Scotland receive 46 nuisance 

and scam calls per month – 48% of all the calls they receive. These are inconvenient and can 

cause confusion and anxiety.  

In many trials across the country (eg COSLA7 and Tri-Region4), nuisance call blocking 

technology has been shown to block 95%+ of nuisance and scam calls. It undeniably has a 

benefit to the well-being of vulnerable resident and their carers, but in this document we 

identify some of the financial savings that may be made if call blocking technology were 

deployed for all older or vulnerable people. 

The savings are made in different areas of the economy – some are made by the user; some 

by the local authority; some by the health services; some by the fire services, and some by the 

police. It could be argued that because the savings cover so many agencies, no one agency 

has picked up responsibility for protecting vulnerable consumers from nuisance calls. 

However, taking a more strategic approach, the argument for intervention is very strong. 

The benefits from blocking nuisance calls can be broken down into a number of areas. We 

have considered each area, and estimated a range of savings:- 

Area Estimates savings 
per user per year 

Min. Max. 

Allowing people to remain living in their own homes for longer £600 £3,620 

Reduction in trips and falls  £50 £250 

Reduction in distraction fires £18 £72 

Reduction in scams - Amount lost by the individual £1,416 £2,281 

Reduction in scams - Social care costs £470 £757 

   

Total £2,554 £6,980 

 

The costs of purchasing, deploying and maintaining the technology over 5 years is around 

£300 + VAT per person.  

These of course are just the ‘hard’ benefits – as can be seen below there are huge additional 

‘soft’ benefits in terms of quality of life for both the user and their carers. While these cannot be 

easily quantified, many would argue that they exceed the value of the measurable financial 

benefits. 

Allowing people to remain living in their own homes for longer 

Carers of older and vulnerable people taking part in the Tri-Region4 and COSLA7 projects 

reported that controlling nuisance phone calls allows their relative to live independently in their 



homes for longer. Allowing people to stay independent for longer is a key national policy 

objective. Call blocking technology helps by removing a key source of stress and risk:-  

"The family and I would like to thank you very much for your help and support in dealing 

with the various issues relating to our mother. It made a huge difference and enabled her to 

continue to reside in her own home for longer than would otherwise have been the case." 

“[nuisance call blocking technology]  has really made a positive difference in helping Anne 

adjust to living with dementia, renewing her faith in her own abilities to cope in her home.” 

Given the cost of residential care (£24,000 per year) there are huge savings to be made. The 

Tri-Region project involved 60 trialists over a period of three months, and during this time the 

carers of one of these trialists felt that it had prevented her going into residential care. 

Estimates 

Minimum estimate - Assuming that over the 5 years of the project nuisance call blocking 

prevented just 1% of users going into residential care for 1 year during the project, there 

would be an average benefit of £600 per user (average 2.5 years at £24,000 per year).    

Maximum estimate - Assuming that over each of the 5 years of the project nuisance call 

blocking prevented 1% of users going into residential care, there would be an average 

benefit of £3,620  per user (Year 1 £24k, Year 2 £48K, Year 3 £74k, Year 4 £96k, Year 5 

£120k).      

Reduction in trips and falls  

Falling is the leading cause of injury-related admissions to hospital in those over 65, and NICE 

say that falls costs the NHS £2.3 billion per year8. 

The NHS Institute for Innovation and Improvement say that 32%–42% of the population over 

75 years will fall each year, and that in total the NHS deals with 839,000 falls a year. This 

suggests each trip or falls costs the NHS £2,741.  

Falls are a major cause of disability and mortality for older people in the UK and the 

problem is likely to increase with an ageing population. 10% of all people that fall will die 

within a year according to Help the Aged (2008). However, research estimates that up to 

30% of falls can be prevented. 

Reducing the incidence of trips and falls is a public priority as they can make a big difference to 

the medical care that a resident requires both in the short and long term.  

When the phone rings we tend to rush to it to pickup before the caller hangs up – this brings an 

increased risk of trips and falls. Since almost half the calls received by older and vulnerable 

residents are nuisance calls then call blocking technology will significantly reduce this risk. 

“[call blocking technology]  is excellent - saves me a lot of hassle. I don't have to worry 

about rushing for phone and maybe having a fall.” 

 “At the age of 70 I don't want to rush to answer a call centre. I have had several falls over 

the last 2 years and worry that I could cause myself an injury.” 

During the Tri-region and COSLA trials residents said that they were significantly less worried 

about a trip or fall when answering the phone once they had call blocking technology.  

  



Estimates 

We will take a mid point between 32% and 42%, and assume that without call blocking 

technology 37% people in the over 65 age group have a trip or fall each year - ie over a 5 year 

period they will have 1.85 falls at a cost to the NHS of £5,070. Reducing the number of phone 

calls that they receive by 48% will reduce the risk of a trip or fall. 

Minimum estimate – If we assume that not rushing to the phone reduces the risk of a trip 

or fall by 1% there will be a saving for the NHS of £50 per person using call blocking.  

Maximum estimate - If we assume that not rushing to the phone reduces the risk of a trip 

or fall by 5% there will be a saving for the NHS of £250 per person using call blocking. 

Reduction in distraction fires  

Across the UK cooking appliances are the source of ignition for 52% of household fires10. 

Cooking fires frequently occur when we are distracted and forget that we have something 

cooking. This is a particular problem for those with dementia.  

London Fire Chief John Kobarda said “People are leaving stoves unattended . . . walking away, 

forgetting, answering the phone. It’s the way society is overwhelmed with all these things in our 

lives. We’ve all got cordless phones or cellphones — you get engrossed in the conversation, 

you’ve got 5,000 things to do, you get distracted.”11 

People getting distracted while cooking is the cause of two thirds of fires in East Ayrshire12.  

Area Manager Jim Scott – the SFRS local senior officer for East, North and South Ayrshire – 

said: “The few seconds it takes to answer a knock at the door to pick up a ringing phone are 

more than enough time for a potentially serious fire to start. 

The latest available government figures (2004) show the cost of a hose fire being £24,900 

(accounted for by the economic cost of injuries and fatalities and £7,300 due to property 

damage)13. 

Estimates 

Cooking fires caused by distraction account for the majority of house fires. Older people are at 

more at risk of distraction, so reducing the number of phone calls that they receive by 48% will 

significantly reduce the risk of a distraction fire. 

The UK Fire services are called out to 192,600 fires each year – with a population of 64 million 

the chance of having a fire over a 5 year period is 1.5%. If the fire costs  £24,900 this is £374. 

Minimum estimate – If we assume that a reduction of 48% in the number of phone calls 

reduces the risk of a distraction fire by 5% there will be a saving of £18 per person using 

call blocking.  

Maximum estimate - If we assume that a reduction of 48% in the number of phone calls 

reduces the risk of a distraction fire by 20% there will be a saving of £72 per person using 

call blocking. 

 

  



Reduction in scams 

A separate document ‘Economic impact study - scam phone calls’, we estimate that 15% of 
nuisance phone calls are scams. 

Preventing vulnerable people falling victim to a scam reduces the chance that the resident will 
have to rely on public services to support them if they lose their savings.  

“My 87 year old father in law was being tirelessly hounded my scammers; he had engaged 
with them and was sending regular payments from various post offices to India, in most 
occasions £200 at a time. Since installing [call blocking technology]  I am able to stop these 
calls and he is blissfully unaware. The installation was very easy. The biggest shocker was 
the sheer volume of calls that it has stopped, I knew there were a lot, but to see just how 
many listed is jaw dropping. The machine paid for itself on the first afternoon.” 

“My father was locked into a large number of mail scams, spend a significant amount of 
money over the last year, and I mean significant i.e. a new small car amount. Not only did 
he receive mail from the scammers but he also received regular calls, informing him he had 
won the prize money and he should look out for the envelope. I can report that over two 
months 387 calls have been blocked by [the technology]. On peak days, there are 10 to 15 
calls. This system is great, does what you want it to, the web control and information are 
very clear and easy to use. I would recommend this system to anyone who is getting calls 
from scammer and wants them to stop.” 

There are many social costs – for example, each days delayed discharge because of concerns 

about an older person being able to cope at home costs £4282; police time is budgeted at 

around £58 - £70 per hour3 - the costs involved in evidence collection and investigation will run 

into hundreds of pounds for each reported incident. 

Support for the carers 

This has not only had an impact on the resident’s quality of life, but also on the quality of life of 

their carers, who previously had to deal with the consequences of these calls. When Carers 

become unable to cope then public services need to pick up the work – supporting carers 

makes financial sense. 

“My mother of 87 years suffers from severe dementia and nuisance telephone calls have 

been a nightmare over the last five years plus. Because her loss of memory is so acute, she 

will agree to any product offered by a telephone salesperson.  

At one stage, she had five suppliers for her gas and electricity, two holiday medical insurers 

and as a result of her saying yes on the telephone, umpteen people were calling at the 

house for new windows, double glazing etc.  

I don't know if you can begin to imagine the dreadful muddles I had to disentangle. I spent 

hours on the telephone to premium numbers, and as fast as I had sorted it all out, the 

supplier would ring my mother to confirm the cancellation whereupon she would have it re-

instated. So I have been going round in vicious circles for the last few years. The frustration, 

time and anxiety that this has caused me is acute.” 

When carers can look after their parents remotely over the internet this will also reduce their 

reliance on local social services:- 

 “My father lives 90 miles away. [The call blocker’s]  Internet Control Panel gives me peace 

of mind as it allows me to monitor and manage his calls on a daily basis.” 



Estimates 

We estimate that the amount people lose to telephone scams is £800m per year. Dividing this 

by the total number of nuisance calls gives us an average ‘scam loss per nuisance call’ of 46p. 

With each older vulnerable person receiving 3,242 - 5,220 nuisance calls over the next five 

years this equates to a loss of £1,491 - £2,401. 

 

In addition, there are social care costs that we estimate at 14.5 pence per phone call. With 

each older vulnerable person receiving 3,242 - 5,220 nuisance calls over the next five years 

this equates to a saving of £470- £757. 

Other notes 

Political support 

There is a political will to address this. The All Party Parliamentary Group on Nuisance Calls wrote 

a report in 2013 that said:- 

We heard evidence on the level of detriment and harm vulnerable consumers may 

experience at the hands of nuisance callers. The elderly, people suffering from dementia 

and others with debilitating conditions are each more at risk – not just from scams but also 

from bad practice conducted by legitimate companies. The group thinks there is a strong 

case for special protections to be introduced, analogous to those that exist in other utility 

markets. Ofcom’s consumer policy objectives state that where a consumer “is 

systematically more likely to be vulnerable to harm than others, this should be taken into 

account in the formulation and implementation of consumer policy”. We recommend Ofcom 

develop as a matter of priority a strategy for helping vulnerable consumers. This should 

include a model for funding call blocking technology for the most vulnerable – people 

suffering from dementia or other cognitive impairments for example. 

At Scottish Questions in the Westminster Parliament on 14th January 2015, Mike Crockart MP for 

Edinburgh West (and Chair of the APPG) asked the  question: 

Mike Crockart: Over the last two years, trials run by councils and trading standards officers 

have installed call blockers in the homes of 400 older and vulnerable Scots, blocking more 

than 100,000 nuisance calls, improving their quality of life and protecting them from 

becoming the victims of scams. Does the Minister agree that the time for pilots is over, as 

the technology is proven, and that we need to establish a national scheme to protect 

300,000 Scots rather than just 300? 

David Mundell: I agree with my hon. Friend that this is an important issue. The pilots have 

been necessary to test the technology involved.  

Total number of nuisance calls 

According to the COSLA study4 older and vulnerable people in Scotland receive 552 nuisance 

calls a year, and this is increasing at a rate of 26% per annum. Looking forward we can estimate 

the number of nuisance calls that will be received each year for the next five years assuming a 

10% annual increase, and a continuation of a 26% increase 

Number of nuisance calls received 
per year 

2015 2016 2017 2018 2019 Total 

Assuming 10% pa increase 552 580 638 701 771 3,242 



Assuming 26% pa increase 624 786 990 1,248 1,572 5,220 

 

Technology costs (based upon the trueCall Care call blocker) 

Equipment £87.50 

Installation £50.00 

Annual control panel & warranty £20 pa 

Monitoring £12 pa 

Total cost over 5 years £300 

Cost matrix 

Item Cost Source 

   

Residential care for older people £465 per week 1 – page 
14 

Social worker £25.16 per hour 1 – page 
17 

Police Constable £58 per hour 3 

Police Sergeant £70 per hour 3 

Hospital stay £428 per day 2 – Page 
17 

Community care for older people – Very low (10%) £393 per week 1 – Page 
103 

Community care for older people – Low (15%) £442 per week 1 – Page 
104 

Community care for older people – Median (50%) £592 per week 1 – Page 
105 

Community care for older people – High (15%) £1,100 per 
week 

1 – Page 
106 

Community care for older people – Very High (10%) £1,240 per 
week 

1 – Page 
107 

 

Steve Smith 

Director 

TrueCall 

4 March 2015 
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