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	Document Description
This policy sets out good practice and health and safety guidelines for staff or volunteers working alone with clients.



	

	Implementation & Quality Assurance
Implementation is immediate and this Policy shall stay in force until any alterations are formally agreed.

The Policy will be reviewed every two years by the Board of Trustees, sooner if legislation, best practice or other circumstances indicate this is necessary.  

All aspects of this Policy shall be open to review at any time. If you have any comments or suggestions on the content of this policy please contact Sue Martyr, s.martyr@ageukexeter.org.uk or at Age UK Exeter, 138 Cowick Street, Exeter, EX4 1HS, 01392 455600




Home Visits and Lone Working by

Staff or Volunteers
Good practice and Health and Safety guidelines for workers/volunteers

These notes should form part of your introduction to working with us. They are intended:
· to promote good practice and safeguard the health and safety of all concerned
· to offer staff a practical and realistic framework for assessing and reporting risk when working alone on behalf of Age UK Exeter
· to provide guidance on how to prevent and reduce risks associated with situations where a member of staff or volunteer is working alone
· to provide guidance on what action to take in the event of concerns being raised regarding the personal safety of a member of staff or volunteer.

Before you go
· Age UK Exeter only initiates contact with an individual with their full knowledge and permission.

· Clients will have advance notice of any visit (unless the service co-ordinator agrees that this is not necessary).  Initial visits to a new client will always be arranged with them, in advance.
· The reason for your visit, the client’s home circumstances and an assessment of risk and hazards will be given to you (the home visitor) wherever possible. 


· There are some limited situations where a service co-ordinator has not made an initial visit.  You will be told when no initial visit has occurred so that you can be aware that the information you are given may not be comprehensive.  Where an initial visit has not been possible, eg prior to an I&A visit, the co-ordinator will take basic information over the phone, eg who lives in the house, any family/neighbours/regular visitors, any pets (especially large dogs), any health and safety hazards, parking
· You should be clear about the limits of your helping relationship following discussion with service co-ordinators, and before visiting.  These limits may be different in different circumstances.
· If you anticipate that a home visit may be difficult, then you should talk it over with your service co-ordinator before going.

· And always remember you are a guest in any client’s home.
If you have reason to be concerned for your own or anyone else’s safety, these concerns should be reported to the service co-ordinator as quickly as possible.

What to take with you
· ID card
· Service user’s emergency contact information, if known.
Keeping safe
The general rules are:
· Put your own safety first.
· Service co-ordinators should take reasonable steps to assure themselves that it is safe to make a solo visit to a new client (eg talking to referrer; speaking to the client on the phone etc).  If there are any concerns (eg referrer tells you that adult social care make joint visits, disclose a violent history or you are wary of severe mental health issues) you must discuss this with the Services Manager or another senior colleague to mitigate risk.
· If you are a service co-ordinator making an initial home visit e.g. an assessment or review, you must  enter your whereabouts in in your Outlook Diary before leaving. (Sitting, Escort and Enabling staff’s movements will be automatically logged on Charitylog)
· Service co-ordinators making routine review or repeat visits to clients they know, should still make it clear on Outlook at what time they will return to the office and will ideally enter Charitylog ref or name of client against the appointment slot.

· If, for any reason, you feel uncertain before entering a property, telephone our office and ask for your Service Co-ordinator (or another co-ordinator), or in their absence, Lisa Shrimpton, Martyn Rogers or the Duty Co-ordinator. Tell them who you are, give them your mobile number and tell them who you are visiting, where you are and how long you expect to be. Then phone them back after you have finished your visit to report that you are safe.  If you are very concerned about the visit for any reason then don’t do it and speak to your service co-ordinator.

· Park in well-lit areas if dark, don’t walk down secluded alleys or across parks in the dark.
· If, during your visit, you feel uncomfortable for any reason make an excuse and leave (e.g. you’ve just remembered an urgent call you must make) and follow the above procedure before resuming the visit or aborting it, depending on your judgement of the risk.  Do not let politeness override an instinct or concern that you are not safe.
· If you are a volunteer visitor, make sure that you tell someone where you are going and how long you are likely to be.
· Don’t carry unnecessary valuables.
· Carry a mobile phone and leave it on; make sure the office have your mobile number.
· Always carry your ID card and always show it to clients when they come to the door.

· Where it is noted that a member of staff has not returned at a reasonable interval after the expected time, service co-ordinators should  a) try the person’s mobile phone b) ring the client’s house and depending on outcome c) alert a senior co-ordinator, Services Manager or the CEO.

· Staff and volunteers should not in any circumstances undertake any structural, electrical or plumbing repairs or jobs on behalf of users, or use power tools, or work from above floor level without suitable steps unless authorised to do so by Age UK Exeter.   Buy With Confidence hold lists of suitable tradesmen.
· No member of staff or volunteer should enter an unoccupied property unaccompanied. If you have had to do this, let the service co-ordinator know where, when and why (for example, if you have to return to a house to collect someone’s purse or coat).
· Even if you don’t feel concerned for your safety during a visit, if anything makes you uncomfortable (eg an inappropriate sexual comment) please let your service co-ordinator know at your next opportunity.

No reply
Sometimes staff or volunteers make a prearranged visit and cannot get a reply.  There is almost always a simple explanation (gone shopping or forgot to let you know). It is important that we are confident that the person is not inside and unable to answer the door.

Give the person plenty of time to respond – they may move slowly or have a hearing impairment and don’t always realise that someone is there.
Simple checks would include:
· calling through the letter box
· looking through any accessible windows
· checking around the back
· ringing their phone
· speaking to a neighbour in case they have seen the person leaving
· calling Age UK Exeter (01392 202092) to see if they know anything. They will contact the person’s emergency contacts.  If there is still no answer, then you will need to discuss what to do next with a service co-ordinator.

When to inform your service co-ordinator
You should let the service co-coordinator know:
· if you have had to enter an unoccupied property
· if you receive ‘no reply’ when you visit
· if a client gives you a gift or money and you have felt unable to refuse (see Offers of Gifts and Legacies Policy)
· if there are any significant changes affecting the client or their circumstances
· if you are aware of any new or existing risks or hazards in the client’s environment that may cause a risk to the client, yourself or others.
In an emergency
Occasionally, home visitors may encounter an unexpected risk or hazard e.g. the person is ill, has fallen, is aggressive or distressed.  There may be a fire risk or structural neglect.  
The general rules are:
· Put your own safety first and leave if necessary.
· If appropriate, inform the client of the hazard and associated risk; take reasonable steps to protect the client (eg ask them to keep away from any structural damange, not to use electrical item if you can see it is dangerous (label it), take them out of property altogether in extreme cases etc).Information about the dangerous/faulty item should be reported to the line manager who will decide the appropriate action to take.
· Call emergency services if necessary.
· In each situation, report to Age UK Exeter as quickly as possible.
When an emergency occurs outside our office hours (9am – 5pm, Mon – Fri) you should contact Care Direct on 0345 155 1007 or the Social Services Out of Hours Service on 
0345 600 0388. Explain who you are and why you are concerned.
They have the contact details of the Management Team at Age UK Exeter (you may need to remind them of this) and they may be able to secure practical help (for example: if a carer cannot care for the client; or, contact a locksmith for you if the house keys were lost).
Lone working guidance also applies and is made available to cleaning and catering staff, or other staff who may be working alone after hours, at our Cowick Street and Sycamores Centres – Pol 20 and Pol 31 respectively
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Going on a Home Visit
Check your client information before setting off
Always carry your id card – it has useful info on it
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RING Age UK Exeter or Care Direct (MyDevon) if after 4.30pm:
Age UK Exeter:
Mon – Fri: 9.00am – 5pm


Tel: 01392 202092
Care Direct (SSD):
Mon – Fri: 8am – 8pm / Sat: 9am – 1pm

Tel: 0345 155 1007

Outside of these times you will be given the number of the

Emergency Duty Team: 0345 6000 388

They will help you problem solve.


They have Age UK Exeter contact numbers.
3 GOLDEN RULES
· Put your own health and safety first.
· Do not lift or move someone who has fallen.
· Always ring Age UK Exeter for info, support,
assistance and discussion.

Put your own safety first (e.g. leave; don’t go in; don’t touch electric or plumbing





e.g. look through windows & letter box; call/ask neighbours; ring client’s telephone














Age UK Exeter, Policies and Codes of Practice
Home Visits and Lone Working – March 2018

