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Issue date: 

30 September 2013 

Target Group: 

All front line teams. 

Subject: 

Lone working, home visiting and personal safety procedure 

Action: 

Please read this procedure and use the resources identified 

Introduction  

This procedure sets out the Children, Young People and Learning Directorate’s 

commitment and systems to manage safety, health and wellbeing issues. This 

procedure highlights the arrangements to ensure that we fulfil our legal 

responsibilities and duty of care to provide a safe and healthy working environment 

and reduce work related health and safety risks to an acceptable level. The aim of 

this procedure is to provide managers and staff with the necessary information, 

resources, systems and support to assist them in fulfilling their legal and moral duties 

and management responsibilities for developing and maintaining a positive safety 

culture and safe systems of work. 

A copy of the Chief Executive and Leader of the Council’s policy statement of intent 
can be found on the intranet, along with all Health and Safety Policies and 
Procedures. 
 
Additional ‘subject specific’ procedures form part of the overall Children, Young 
People and Learning Directorate safety management approach. This includes: 
 

 All relevant risk assessments  that are stored in the Evidence Bank - 

F:\COMMON\Heads of Service\SLAC improvement plan evidence bank 

 Lone Working and Home Visiting Procedure written specifically for the 
Children, Young People and Learning Directorate.  

 
Heads of Service, department managers and specifically line managers are 

responsible for developing and managing daily work activities involving their staff 

and maintaining a safe working environment, to protect their staff (and anyone else) 

from accidents and/or ill-health arising from those work activities.  

 

 

http://intranet/index.aspx?articleID=18424
http://intranet/index.aspx?articleID=18424
file://///sutton_data/civ_cifs01$/EDUC7/COMMON/Heads%20of%20Service/SLAC%20improvement%20plan%20evidence%20bank
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Lone Working and Home Visiting Procedure  
 
The following good practice guidance has been written in the recognition that 
frontline and outreach practitioners may be exposed to unsafe situations in the 
course of their work. It has been written after consultation with the London Borough 
of Sutton ‘Violence at Work – Guidelines for Managers and Personal Safety at Work 
policy’.  
 
The guidance has been developed to control all the foreseeable significant hazards. 
However, this may not cover every eventuality and staff are required to use their 
professional judgement on ensuring their safety when working alone. The London 
Borough of Sutton has responsibilities towards its employees in relation to safe 
working. It is the duty of employees to abide by the policy and guidance to ensure 
their own safety during working hours and practice.  
 
In particular this document is concerned with good working practice on home visits 
and lone working.  
 
Appendix 1 and 2 refer to Procedures for Emergency Situations: 
 

 False Imprisonment Procedure  

 Contact for Emergency Procedures  
 
It is the Managers responsibility to ensure that:  
 

 Local procedures relating to their service area are available and meet policy 

requirements.  

 Arrangements for safe and healthy working are communicated to those at 

risk.  

 Risk assessments are undertaken in writing and are shared, reviewed and are 

readily available.  

 Risk assessments are monitored and reviewed annually or earlier, following a 

reported incident or near miss. These should be agreed in team meetings. 

 There are established channels of communication with local authority service 

providers and the police.  

 Staff training needs are assessed and are offered and released to attend 

training relating to the risks they face in community working.  

 Managers must ensure that staff are medically fit with relevant qualifications, 

training and experience to carry out home visits.  

 Incidents and near misses are reported and are investigated using the 

Council’s accident reporting procedure. Details of which can be found in the 

Corporate Health and Safety Manual, which is available on the intranet. A 

paper copy is kept in the administration office.  

 Staff are offered and released to attend debriefing, and where identified as 

necessary, counselling, following a work related stressful occurrence.  
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 Working in the community is continuously monitored, risks are considered in 

respect to individuals and the individual’s home environments.  

 There are adequate means for staff to be contacted and for staff to contact 

base i.e. efficient and accessible means of summoning help in an emergency. 

This is achieved via the use of mobile phones that have the office number 

programmed as the number 2 quick dial. Staff have been shown how to use 

the mobile phones.  

 Each site will have its own system for showing home visits e.g. white board or 

movements diary. It is imperative that these along with Outlook calendars are 

kept up to date.  

 There is an efficient ‘reporting back’ arrangement, e.g. contacting a base after 

each appointment or at regular intervals, particularly in the hours of darkness, 

end of day visits or in other identified high risk situations. Where a call is not 

received 30 minutes after the meeting was scheduled to end then the duty 

officer/buddy will contact the lone worker and follow the agreed emergency 

plan.  

 An emergency communication channel is established and an emergency plan 

is prepared and exercised, with police help where necessary.  

 New and agency staff, before carrying out any lone working will, as part of 

their induction cover safe systems of work, ways to access information and 

action to take for help.  

 All staff, including reception staff, administrators and clinical staff are aware 

of, and follow, safety and security procedures, and are involved in the review 

process.  

 

Good Practice Guidance  

 

 The Corporate Warning System must be checked before any initial visit.  

 First visits should not take place out of hours. 

 An assessment must be undertaken before all first visits to new/unknown 

clients. It is important that as much background information as possible is 

gathered prior to the visit. The assessment should be an analysis of risk 

taking account known history / vulnerabilities and any likely conflict related to 

the purpose of the visit.  

 If a client is known to the team and known to present risks the assessment 

must indicate what precautions are required to ensure staff safety. This 

should include office based appointments or joint visits.  

 Staff should read all available information about new/unknown clients and 

undertake risk assessment based on this information. Where staff have 

concerns they must raise them with their manager/duty manager.  

 If practicable, arrangements should be made for clients to be seen at the base 

rather than at home. This applies particularly to clients where it is known they 

pose a risk or in situations where difficult discussions are needed. 
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 Staff use the ‘reporting back’ arrangements appropriately.  

 Staff are aware of and use the ‘False Imprisonment Procedure’, if and when 

appropriate (See appendix 1).  

 Where staff are working “out of hours” then a buddy system / duty manager 

will be in place and the buddy/duty manager will have the member of staff’s 

mobile phone number and ‘check in’ arrangements are clear to all parties.  

The Manager / buddy should also have personal contact details in the event 

of forgetfulness. 

 Staff should be aware, if possible, of potential problems and act appropriately 

to implement precautionary measures.  

 Staff must ensure that they have used the systems available to inform the 

base of their visit (providing clients details), venue and expected duration.  

 If attending a home visit, do not enter the house or premises if an aggressive 

or violent situation is in progress. If such an incident begins during the visit try 

to take action to remove self from the situation at the earliest opportunity.  

 If contact is not made by a pre-determined time, the Manager has been given 

consent to contact the staff member’s personal mobile number (obtained at 

induction, together with next of kin details and kept securely on file). If no 

response from personal number manager will contact next of kin and / or 

police. 

 If at any time during the visit the client displays signs of aggression or 

increased agitation the interview to be ended and the manager advised of the 

incident and the action taken. 

 Clients are made aware the Local Authority’s zero tolerance approach to 

abuse towards employees. 

 
Environment 
 

 Building security to be considered if lone working in buildings before or after 

hours is considered.  Manager’s agreement, together with an assessment of 

risk, carried out in advance.  Main doors to be kept locked to prevent 

unauthorised access. 

 All staff to be vigilant when leaving or entering the premises, taking note of 

their surroundings and noting any suspicious behaviour.  No other members 

of the public to be allowed on site until other staff are present.  

 The condition, effectiveness and operation of external lighting to be checked 

and rectified where necessary as a matter of course.  Agreements are to be 

made as to who the buddy / contact person is to be when lone working in 

council premises.  It may for example be a partner.  This however, should be 

agreed with management approval.  

 Staff should check their means of escape, when entering a new environment.  
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 Staff must leave the house premises if they are obviously unwelcome, are 

asked to do so, or feel at all threatened. If staff are concerned about the 

welfare of a child they need to first exit the house and then call the Police.   

 Staff should, where practicable, avoid interviews in kitchens and bedrooms.  

 As in all interviewing or treatment situations staff should try to place 

themselves nearest to the door, whenever possible.  

 After the first visit set ground rules as appropriate, e.g. dog shut away before 

entering.  Consider using a written agreement to be signed by the client. 

 

Incidents 

 Any allegations made to the staff member should be noted and reported to 

line managers at the earliest opportunity. Allegations made to other staff or 

other professionals should be reported to the line manager for a follow up. All 

incidents whether during lone working in local authority premises or family 

homes should be recorded in the H&S file – Incident Report. This needs to be 

signed by a manager with mitigating actions to prevent further re-occurrence.  

A copy should be sent to the H&S department. 

 Managers to assess the need for training on the de-escalation of violence 

and/or managing conflict.   

 These guidelines and the controls included will be tested on a random basis 

e.g. by Managers calling staff to check where they are and by identified staff 

calling Managers direct to test administration response to a delay in an 

expected call back.          

 
Staff Communication  

 
Board  
There are a list of abbreviations e.g. HV = home visit, NR = no return, RB = return to 
base, C = on course  
Information to be put on board – H/V and time 

 Families name should be included in movements diary 
 
For annual leave indicate the date of return  
For sick leave indicate the predicted date of return  
 
Individual staff  
Complete communication book  
Any changes call admin staff to have board amended  
Admin staff transfer information to board every morning  
Keep Outlook calendars up to date and give access to Managers and administration 
staff. 
 
Future Plans 
The cost of individual mobile communications devices for all staff if currently being 
investigated 
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Appendix 1 - False Imprisonment Procedure  

 
If you are not allowed to leave a house, but are able to call, ring the base, and give 
the emergency message as follows:  
 
“It’s……………I’m at (Client’s name and address if possible). Would you please 

let Mrs Jones know I am unable to keep my appointment with her”.  
 
The administrative person receiving this message should respond asking : 
 
“Hello,…………are you running late?”  
 
 
If answered YES the administrative person will know a member of staff is in a difficult 
situation, and will alert a manager/colleague and the police.  
 
If the office/buddy has to contact the member of staff they should ask the following 
questions:  
 
“Hello,…………are you running late?”  
 
If answered YES then –  
 

“Would you like me to let Mrs Jones know that you will be unable to 
keep your appointment with her?”  
 

If answered YES then the emergency procedures must actioned. Remember the 
aggressor may be listening to both sides of the conversation.  
Staff may be under duress at the time, so try and keep any other questions closed 
i.e. they only need yes / no answers. 
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Appendix 2 - Emergency Procedures  
 

Where a member of staff is in trouble, the police must be contacted and provided 
with as much detail as possible, including:  
 

 Name of staff member. 

 Where the member of staff is and the name of the potential aggressor(s).  

 All the information that has been obtained from the member of staff. 

 

 


