LONE WORKING POLICY applicable to:
Adult Care & Ops
LD & Mental Health
F&C

Policy statement
This policy is designed to ensure that no-one experiences harm to their physical and psychological wellbeing from the actions of the customers and clients that they work with, to the extent that such harm is foreseeable and avoidable.
The nature of our work is such that we will sometimes encounter anger and other emotional reactions to the services we provide. Working alone may increase the potential of this leading to personal safety risks through violence and aggression, and so lone working will only occur where a risk assessment has deemed it to be a safe working practice.
The risk assessment will set out the control measures to be adopted for that work situation. All employees must adhere to all of the control measures that have been set. Managers must regularly check that this is occurring and must address any instances of non-compliance. 
A constant feature of all lone working risk assessments is to be the provision of suitable training for employees that includes the skills to recognise danger and to be able to take suitable action to avoid harm. This training will be repeated and updated at regular intervals.
It is foreseeable that despite all attempts to avoid and mitigate personal safety risks, there will be occasions when staff find themselves in situations where their safety, or that of others, is being threatened. In all such instances, the employee must suspend their work and seek assistance or protection. For this purpose, all lone working employees will be provided with a mobile device capable of sending an emergency signal and all teams will have a rehearsed plan capable of responding appropriately to provide help or summon emergency services.
No violence or aggression to staff is acceptable. All instances of such must be reported and the manager must conduct a full investigation and take actions to reduce the likelihood of any recurrence. The police will be notified in all cases in which an offence has occurred.
The council will provide support to any victim of violence or aggression through its management system and the services available through its occupational health service.
Signed : Director 1, Director 2, Director 3

The key components of the policy statement above are:
1. Risk assessment
2. Training 
3. Tracking movements, mobile communication, and action in event of concern
Details of each of these are set out below and must be applied in all lone working circumstances.

1. RISK ASSESSMENT
All interactions with customers and clients must be subjected to risk assessment.
Generic risk assessment templates are provided as appendices to this policy statement and should be used. One possible outcome from the generic risk assessment is that a more detailed, bespoke risk assessment is required. In such circumstances, the manager is responsible for ensuring that a bespoke risk assessment is prepared prior to the work visit taking place.
All risk assessments must:
· Take into account all known intelligence about the customer(s), the venue and previous case history
· Consider any potential risk arising from the lack of, or gaps within, current intelligence
· Consider the reason for the visit including whether the visit can be done in an alternative way – for example via telephone or online.
· Consider the risks of not undertaking the visit.
· Consider all other relevant information
All risk assessments must conclude with:
· A clear indication that lone working is suitable for this visit and this will be known as a CATEGORY 1 VISIT; or
· A clear indication that lone working is NOT suitable for this visit and this will be known as a CATEGORY 2 visit.
Category 1 and Category 2 risk assessments are provided as appendices to this policy statement.
The category of visit must be referenced in LAS on the customer record; and in the visit entry on the Outlook calendar of the lone worker(s) or the alternative electronic scheduling system used by specific teams.

2. TRAINING
All employees who may be required to be a lone worker, regardless of role or experience, will be required to complete internal training courses to learn skills and gain bespoke information in respect of:
· 
· Wiltshire Council policy and procedures and the use of risk assessment tools
· Lone worker awareness
· De-escalation and defence skills
This training will be repeated and updated at intervals not exceeding 3 years, and a complete record of training must be kept.
New starters (internal or external) must complete this training within 3 months of starting in a lone worker role and not be allocated Category 2 visits as the primary worker until training has been completed.

3. TRACKING MOVEMENTS, MOBILE COMMUNICATIONS AND ACTION IN EVENT OF CONCERN
a) Tracking movements
All staff must ensure that their details, including telephone numbers, address, vehicle and next of kin are current and correct.
In every instance, the details of the itinerary of a lone worker must be recorded accurately before leaving to commence the lone working period.
The details should be recorded on the Outlook calendar (or scheduling system) of the lone worker for that day. It must include:
· A unique identifier code from which the person and address being visited can be established 
· The scheduled time of entering the address
· The anticipated end time of leaving the address
· Details of further planned visits or the next location (office/home etc)
All Outlook accounts must be set to be visible to other members of staff.
Unplanned visits should be avoided but, if they are required to occur, the employee must phone into the respective Duty Officer (or other senior manager) and all the above details must be recorded prior to entering any address. 
If any of the visit details change significantly during the working period, such as the start/end time altering for example, then the employee must contact the respective Duty Officer to update details or update their Outlook calendar remotely. 
Every lone worker must report, via a suitable method to a manager or other nominated person, that they have safely completed their final visit of every working period, if not returning to an office base where their presence will be noted. A suitable method may be a telephone call, office messenger, email, text, WhatsApp etc.
b) Mobile communications
Having the means to contact another person for assistance is a critical component of the risk control strategy.
No lone working should occur away from normal office or home locations, unless the lone worker is in possession of a working and charged mobile phone. All lone workers are responsible for keeping mobile phones charged throughout the working period.
The safety functions of the device should be appropriate to the risk as assessed. A flowchart that helps to identify the appropriate device is given as an appendix to this policy statement.
Managers must ensure that all lone workers have the appropriate mobile device and know how to use all of the relevant functions.
c) Action in event of concern
Lone workers should always follow their training, this policy and their instincts. If in any doubt about personal safety, the instruction is to remove oneself to a point of safety. If the threat is immediate and significant call 999 and ask for the police.
Lone workers must not put themselves in danger in order to retain possession of equipment or materials; or to attempt to resolve a critical situation; or to prolong dialogue.
Whilst every situation will be different and lone workers will be expected to dynamically risk assess circumstances as they change, the general personal safety strategy to be adopted is:
· Do not commence lone working unless fully prepared
· If concern develops, be prepared to curtail the visit
· If concern persists, attempt to leave the address
· If unable to do so, use the mobile device to call your Duty Officer (or a senior manager) or the police if possible.
· Use the code phrase “I am going to be late for my meeting with the Director” in order to discretely raise alarm with the Duty Officer
[bookmark: _Hlk22137376]All teams must train and practice the responses to receiving any call for assistance so that the procedure is understood effectively by every member of the team. The Duty Officer, Senior Manager and Director should be informed of any call for assistance via this mechanism to ensure a co-ordinated, timely and full response.
Staff are responsible for ensuring they contact their pre-arranged buddy or Manager to inform them that they are safe.  In the event that this does not occur this will be escalated to the Manager and HOS. 
Each team must have a clear escalation procedure to be adopted immediately in the event of a lone worker failing to report in satisfactorily. The general escalation strategy to be adopted is:
· Within 90 minutes of the end of the final scheduled visit, someone should attempt to contact the lone worker by mobile device, home landline or any other means available
· If unsuccessful, the manager should be alerted, and someone should attempt to contact the final person scheduled to have been visited and continue to work backwards until a definite last sighting is known
· If any information gives cause for concern, or if the lone worker still cannot be contacted within a maximum of 3 hours of the last confirmed sighting, then call 999 and ask for the police. The Duty Officer, Head of Service and Director should be informed of any escalation to this point to ensure a co-ordinated, timely and full response.

[bookmark: _Hlk27494600]Appendix 1 - CATEGORY 1 VISIT GENERIC RISK ASSESSMENT FORM AND SAFE SYTEM OF WORK
[bookmark: _GoBack]Appendix 2 - CATEGORY 2 VISIT GENERIC RISK ASSESSMENT FORM AND SAFE SYTSEM OF WORK
Appendix 3 - EXAMPLE OF SUITABLE OUTLOOK CALENDAR ENTRY
Appendix 4 - MOBILE DEVICE SELECTION FLOWCHART
Appendix 5 - ESCALATION RECORD
