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Internal procedures for managing concerns on an open case 

 

Concerns via FPOC: 

 

1. FPOC to take the basic detail to determine the urgency of 

the call; 

2. FPOC records the call in observations/case notes; 

3. FPOC transfers the call to the relevant admin team; 

 

TEAM ADMIN 

 

1. ADMIN takes the call and transfers directly to the 

allocated social worker if available. 

2. If allocated social worker is not available ADMIN will need 

to inform the caller of expected due back time (having 

checked the whiteboard to distinguish if the worker will be 

away for a short period i.e. in a meeting, medium term i.e. 

annual leave or long term i.e. sickness), ADMIN to then 

ask the caller if they want to leave a message or to speak 

directly with a worker if urgent or if it cannot wait for the 

worker to return. 

3. If message to be taken, ADMIN to email the allocated 

social worker with details of the call and copy team 

manager (or covering team manager) into the email. 

4. If call is to be transferred due to urgency (or matter cannot 

wait until return of allocated social worker) then 1) transfer 

to duty social worker, if not available 2) transfer to 

responsible team manager, if not available 3) transfer to 

covering team manager, if not available or no one 

identified 4) any available team manager, if none available 

then escalate to service manager following the same 
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principle i.e. firstly responsible service manager, then any 

service manager. 

 

Concerns via COMPASS: 

 

1. Compass to record concern in a case note on LCS, 

assigning an alert to the allocated social worker, the 

relevant team work tray and team manager (in the 

absence of the team manager the covering team manager 

should check the work tray regularly). 

 

 

Procedure for dealing with concerns on a closed case but 

where sibling is open: 

 

 

 

 

 

 

 

Children living in same household? 

YES NO? 

Concerns form raised (Compass) or call 

transferred (FPOC) to the social 

worker/team as open sibling – team 

manager makes the decision re next 

steps. 

Concerns form raised to/by Compass 

and SSW determines next steps action, 

ensuring liaison with allocated social 

worker for open sibling who does not 

reside in same household. 


