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Lone Working 
Policy, procedures and practice guidance 

 
1. Policy Statement 
Where the conditions of service delivery or its associated tasks require staff to 
work alone, both the individual staff member and Directorate managers have 
a duty to assess and reduce the risks which lone working presents. 
This policy should be read in conjunction with the main Safer Working 
Practice policy and the relevant Health and Safety policies. 
 

2. Purpose 
This policy is designed to alert staff to the risks presented by lone working, to 
identify the responsibilities each person has in this situation, and to describe 
procedures which will minimise such risks. It is not intended to raise anxiety 
unnecessarily, but to give staff a framework for managing potentially risky 
situations. 
 

3. Scope 
This policy applies to all staff who may be working alone, at any time, in any 
of the situations described in the definition below. 
 

4. Context 
Services are increasingly being offered on a twenty-four hour, seven-day 
basis, and some people may be angry, frightened, or under the influence of 
drugs or alcohol. Communication may be difficult, due to impairment or 
emotional state. Social workers, occupational therapists, community 
physiotherapists and  domiciliary care staff have traditionally worked primarily 
alone with people in their homes; this may well be outside normal office hours 
and may involve accompanying people in public places. On occasion staff 
may also work from their own home.  
 Staff working out in the community face the same risks as anyone else, as 
well as those directly related to their work, and Directorate premises may be 
the target of criminal activity. Within the Directorate’s overall policy relating to 
safer working practices, support for lone workers is an essential part, and the 
same principles apply, particularly: 
 

a commitment to supporting staff and managers both in establishing 
and maintaining safe working practices 

 recognising and reducing risk 

a commitment to the provision of appropriate support for staff  

a clear understanding of responsibilities 

the priority placed on the safety of the individual over property 

a commitment to providing appropriate training for staff 
Equipment such as mobile phones, personal alarms and torches will be made 
available as appropriate. 
 

http://www.gloucestershire.gov.uk/index.cfm?articleid=4796
http://www.gloucestershire.gov.uk/index.cfm?articleid=4796


 

 

5. Definition 
Within this document, ‘lone working’ refers to situations where staff in the 
course of their duties work alone in the community, in the homes of individuals 
or in their own home, or may be the only staff member present in an office or 
other establishment maintained by the Directorate or by one of its partner 
agencies. They will be physically isolated from colleagues, and without access 
to immediate assistance. This last situation may also arise where there are 
other staff in the building but the nature of the building itself may essentially 
create isolated areas. 
 

 

6. Mandatory Procedures 
 

6.1. Security of buildings 
6.1.1 Managers are responsible for ensuring that all appropriate steps are  
taken to control access to the building, and that emergency exits are 
accessible. 
6.1.2 Alarm systems must be tested regularly. 
6.1.3 Key codes for access should be changed from time to time, and as a  
matter of course if a breach of security is suspected. 
6.1.4 Staff working alone must ensure they are familiar with the exits and 
alarms. 

6.1.5 There must be access to a telephone and first aid equipment for staff 
working alone. 

6.1.6 If there is any indication that a building has been broken into, a staff 
member must not enter alone, but must wait for back-up. 
6.1.7 In buildings where staff may be working with people in relative  
isolation, there should be an agreed system in place to alert colleagues in an 
emergency. 

 

6.2.   Personal safety 
 6. 2.1 Staff must not assume that having a mobile phone and a back-up plan 
 is a sufficient safeguard in itself. The first priority is to plan for a reduction of  
 risk. 
 6. 2.2 Staff should take all reasonable precautions to ensure their own  
 safety, as they would in any other circumstances. (See Appendix 1) 
 6.2.3 Before working alone, an assessment of the risks involved should 
 be made in conjunction with the line manager 
 6. 2.4 Staff must inform their line manager or other identified person   
when they will be working alone, giving accurate details of their  
location and following an agreed plan to inform that person when the 
 task is completed. This includes occasions when a staff member expects to 
go home following a visit rather than returning to their base. 
6.2.5 Managers must ensure that there is a robust system in place for signing 
in and out, and that staff use it. 
6.2.6 Staff such as Home support workers, who work to a pre-planned 
programme of visits, must inform their line manager if they deviate from the 
programme. 
6.2.7 If a member of staff does not report in as expected, an agreed plan  



 

 

 should be put into operation, initially to check on the situation and then   
 to respond as appropriate. 
6. 2.8 Arrangements for contacts and response should be tailored to the   
needs and nature of the team. Issues to take into account include: 

 staffing levels and availability – developing links with a residential 
establishment may be the best out of hours solution 

 the identified risks 

 measures in place to reduce those risks 

 6. 2.9 Where staff work alone for extended periods and/or on a regular  
basis, managers must make provision for regular contact, both to monitor the 
situation and to counter the effects of working in isolation. 
6.2.10 Staff working in the community should be issued with a mobile 
phone; they are responsible for checking that it is charged, in working order, 
and with sufficient credit remaining with the relevant provider. Personal alarms 
may also be provided. 
6.2.11 Staff should take particular care if transporting people in their own cars.  
 

6.3. Assessment of risk 
 6.3.1 In drawing up and recording an assessment of risk the following issues 
should be considered, as appropriate to the circumstances: 

the environment – location, security, access 

the context – nature of the task, any special circumstances 

the individuals concerned – indicators of potential or actual risk 

history – any previous incidents in similar situations 

any other special circumstances 
  6. 3.2 All available information should be taken into account and checked or 
  updated as necessary 
  6.3.3 Where there is any reasonable doubt about the safety of a lone worker  
  in a given situation, consideration should be given to sending a second  
   worker or making other arrangements to complete the task. 
  6.3.4 While resource implications cannot be ignored, safety must be  
   the prime concern. 
   For further guidance see Appendix 2, and the appropriate assessment  
   template – Appendix 3 for community, Appendix 4 for establishments. 

 

6.4  Planning 
6.4.1 Staff should be fully briefed in relation to risk as well as the task itself. 
6.4.2 Plans for responding to individual service users who present a  
known risk should be regularly reviewed and discussed with the staff team. 
(See Safer Working Practice) 
 6.4.3 Communication, checking-in and fallback arrangements must be in 
 place. 
 6.4.4 The team manager is responsible for agreeing and facilitating these  
 arrangements, which should be tailored to the operating conditions affecting   
 the team. 
 
 

 

http://www.gloucestershire.gov.uk/index.cfm?articleid=4796


 

 

6.5. Reporting 

 6. 5.1 Should an incident occur, the reporting and de-briefing should follow 
 the guidance in the Post Incident Support policy 

 6. 5.2 The identified person should debrief in the first instance; if this is not   
 the staff member’s line manager, that manager should be informed as 
 soon as practicable, and continue the process. 

 

6.6. Support following an incident 
 6. 6.1 The support available should be as described In the Post Incident 
 Support policy. 

 
6.7. Staff working at home 

6.7.1 Staff working from their own homes should take every reasonable  
precaution to ensure that their address and telephone number remain 
confidential. 
 6. 7.2 There should be regular contact with their line manager or other 
designated person if working at home for extended periods, and an   
appropriate reporting-in system should be used if making visits from home. 

 
7. Practice Guidance 
 

7.1 Personal Safety 
 7. 1. 1 ‘Reasonable precautions’ might include: 

 checking directions for the destination 

 checking whether a person is known to present a risk and the 
agreed plan for working with them  (See Safer Working Practice,) 

 ensuring your car, if used, is road-worthy and has break-down 
cover 

 avoiding where possible poorly lit or deserted areas 

 taking care when entering or leaving empty buildings, especially 
at night 

 ensuring that items such as laptops or mobile phones are carried 
discreetly. 
 

7.1.2 Out of normal working hours, the identified contact may be the officer 
in charge at a residential home, or possibly the Emergency Duty Team 
rather than the line manager.  This should only be by prior arrangement, 
and they should be fully briefed by the relevant line manager on the 
procedure to follow. 
 
 7.1.3   Home Support workers should report any concerns out of office hours to 
the Out of Hours office.  

http://www.gloucestershire.gov.uk/index.cfm?articleid=7227
http://www.gloucestershire.gov.uk/index.cfm?articleid=7227
http://www.gloucestershire.gov.uk/index.cfm?articleid=7227
http://www.gloucestershire.gov.uk/index.cfm?articleid=4796


 

 

7.1.4The agreed plan for contact or emergency response may be a standard one 
for the team or specific to the individual situation. It should be recorded and 
readily accessible by the identified person, and up-dated as necessary. It may be 
appropriate to agree a code word or phrase to indicate that assistance is 
required.   

7.1.5 Managers should be particularly aware of the importance of such 
arrangements for staff who live alone. 

7.1.6 Staff working from home should be aware that even ex-directory and  
mobile numbers will show up on Caller Display, and can be retrieved on 
1471. To prevent the person you call accessing your number, dial 141  
before their number, or check the instructions for your mobile phone.      

7.1.7 When visiting a home where a risk has been identified, staff should  
check that their clothing (tie, scarf, earrings etc) will not offer an assailant an 
advantage.   Similarly, they should be aware that pens, pencils, keys or heavy 
bags may also be used to cause injury. 

7.1.8 The pocket guide prepared by the Suzy Lamplugh Trust, ‘Personal  
     Safety at work for you’, gives further advice and information.  
(http://www.suzylamplugh.org/home/index.shtml) 

   

7.2. Assessment of risk 
 7.2.1‘Special circumstances’ may include the most recent events and the 
Person’s response, the indication of alcohol or substance use, the 
     presence of a dog, or any other factors specific to the situation which might 
     affect the assessment. (See Appendix 2.) 
 

8. Monitoring and Review 
 8.1 The ongoing implementation of the Lone Working Policy will be  
   monitored through the supervision process. 
 8.2 Lone working and risk assessment will be regular agenda items for  
    team meetings.    
 8.3 Any member of staff with a concern regarding these issues should  
    ensure that it is discussed with their supervisor or with the whole team, as  
    appropriate. 
8.4 The policy will be reviewed as part of the regular cycle of reviews,  
   unless changing circumstances require an earlier review. 
 

 
 
 
 
 
 
 
 
 

http://www.suzylamplugh.org/home/index.shtml


 

 

 
 
 

 
Appendix 1 

Personal Safety 

 
It is not wise to rely on alarm systems or breakaway techniques to get you out 
of trouble – there are a number of things you can do to avoid trouble in the 
first place. The Directorate has a responsibility as an employer to ensure the 
health, safety and welfare of staff, but employees also have a duty to take 
reasonable care themselves. 
This is not about raising anxiety levels, but about recognising potential 
dangers and taking positive steps to reduce risk, for yourself and for service 
users in your care. 

 
Be aware of the environment 

Know what measures are in place where you work: check out alarm 
systems and procedures, exits and entrances, and the location of the first 
aid supplies. 

Make sure that your car and mobile phone are in good working order, and 
that electrical and other mechanical equipment is safe to use.  Check the 
instructions for use, and ensure that faults are reported /dealt with. 

If your work takes you into areas which are isolated, poorly lit at night or 
known for high crime rates, arrange to check in when the visit is over, or 
work with a partner. 

If a potentially violent situation occurs, be aware of what might be used as 
a weapon against you, and of possible escape routes. 

Try to maintain a comfortable level of heating and lighting in buildings you 
control. 

 

Be aware of yourself 
Think about your body language. What messages are you giving? 

Think about your tone of voice and choice of words. Avoid anything which 
could be seen as sarcastic or patronising. 

Think about what you are wearing. Is it suitable for the task? Does it 
hamper your movement? What signals does it send out? In a potentially 
risky situation, does a scarf or tie offer an opportunity to an assailant?  

Be aware of your own triggers – the things that make you angry or upset. 

 

Be aware of other people        
Take note of their non-verbal signals. 

Be aware of their triggers. 

Don’t crowd people – allow them space. 



 

 

Make a realistic estimate of the time you will need to do something, and 
don’t make promises which can’t be kept, either on your own or someone 
else’s behalf. 

Be aware of the context of your meeting – are they already angry or upset 
before you meet, and for what reason?  

Listen to them, and show them you are listening. 

 
Appendix 2 

Assessment of risk  
 

Staff making an initial visit should have access to all available relevant 
information in order to make a reasoned judgement of any potential risk. 
Agencies must be encouraged to share all relevant information when 
making a referral for a service, and protocols agreed where appropriate. 
The following issues should be considered, as appropriate to the 

      circumstances: 
the environment – location, security, access 
the context – nature of the task, special circumstances, likely 
outcomes 
the individuals concerned – indicators of potential or actual 
risk 
history – any previous incidents in similar situations 
any other special circumstances 

 

1.   Assessment   
The environment 

 It is the responsibility of the manager to assess the risks   
           presented by the building itself – access, lay-out, furnishings,  
           lighting and temperature control – and to take appropriate  
           action. 

 Alarm systems must be accessible, and tested regularly. 

 All staff must be familiar with the alarms, and be given clear    
           instructions on how to respond to them. 

 If people are being accompanied on transport or in a public 
place, or visited at home, there must be an appropriate   

          assessment of the risks this might present. 

 
      Personal 

 In order to make a complete assessment, any history of 
                challenging behaviour should be investigated. 

 Any information regarding known triggers must be recorded. 
 Staff must be aware of the effect they may have on the 

            situation through their verbal and non-verbal communication, and 
            take steps to avoid provocation. (See Appendix 1) 

    

       Sharing Information 
 Information should be shared with due regard to issues of 



 

 

          confidentiality and data protection.  

 Within Adult Social Care, staff should ensure that relevant 
        information concerning violent or abusive individuals is shared  
       appropriately with other establishments or sections, and flagged 
       up on ERIC and the case file. 

 Where people may be known to other agencies, staff  
           should inform that agency of incidents and of the specific care plan  

                  currently being implemented. 

 If people are known to the Partnership Trust, it is  
          expected that care plans and relevant information will be routinely 
          shared.  

 

2.    Planning 
 If visiting a person where a risk has been identified, always  

                  consider a joint visit or an office-based meeting as alternatives. 

 Ensure there are agreed contacts in case of an emergency and a 
system for reporting back at the end of a visit. 

 Take into consideration the current situation and any previous 
events which have caused problems. 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



Template - Community Lone Working Risk Assessment                                             Appendix 3                
 

WORK ACTIVITY RISK ASSESSMENT 
 
Task being undertaken: - Lone Working Risk Assessment – out of office/base.                 Team:- 
Occupations:-. All Staff 
Any vulnerable persons particularly at risk:- 

Date of assessment:-  
Review date:-  
 

Activity Potential Hazards Degree of Risk   Additional Action Degree of Risk  

With Existing Control 
Measures 

Existing Control Measures Required/Comment With Additional 
Control Measures 

Guidance for 
development of RA in 
blue text. Remove 
activities not applicable 
and insert any service 
specific lone working 
activities.  

Delete this row on 
completion. 

Specific and real 
hazards that are 

reasonably 
foreseeable 

Score likelihood and 
severity – significance of 

specific risks will vary 
between service areas, 
locations etc. Score on 
most probable basis not 

worst-case scenario. 

(Key page 15) 

Example control measures that 
may already be in place. Choose 
those applicable, add others as 

necessary and localise. 

Where risk (total) remains 
intolerably high consider what 
further control measures are 

required and specify. 
These might include more robust 

procedural or technological 
means of monitoring lone 

workers. 

Re-score based on 
imposition of further 
control measures. 

Controls may influence 
likelihood (reduce) 

and/or severity 
(mitigate). 

  L'hood Severity Total   L'hood Severity Total 

Driving Vehicle breakdown 
 
 Accident 
 
Intruder in vehicle 
when unattended 
 
Use of mobile phone  
 
Fatigue 
 

    Maintain vehicle properly 

 Belong to a breakdown 
organisation 

 Carry torch, phone etc for 
emergency 

 Advise team or partner 
where you are going 

 Phone in if plan changes 

 Do not leave valuables in 
car (e.g. laptop) 

 Avoid risky areas where 

    



 

 

possible 

 Plan your route 

 Ensure adequate fuel in 
vehicle 

 Take precautions in 
adverse weather. 

Movement through 
public areas e.g. 
to/from car parks 

Attack  
 
Theft of property 

    Back down from 
confrontation  

 Call for help 

 Use attack alarm 

 Keep valuables secure 
and out of sight or 
disguised 

 Surrender valuables if 
personal safety is at risk 

 Use staff bus or public 
transport if available 

 Post incident support 

    

Illness or injury/ 
accident 
 
 
 
 
 
 
 
 

No access to 
medication/ 
assistance 
 

    Alert team members if 
able to 

 Ensure access to phone 

 Take prescribed 
medication as directed or 
as needed 

 
 

Consider back up 
arrangements where mobile 
phone coverage is poor if 
working for prolonged periods 
in areas of no coverage 
(rather than merely passing 
through). 
 
Select network provider with 
appropriate coverage for 
area. 

   



 

 

Contact with difficult 
service users 

Assault 
 
 Verbal abuse 
 
Threats 
 

    Mobile phone 

 Safer Working Practice  

 Pre-planned visit  

 Briefing/ risk assessment  

 Conflict awareness 
training  

 Joint visits 

 Techniques to avoid 
conflict 

  Be aware of own 
responses  

 Staff briefings and sharing 
information  

 
 
 
 
 
 
 
 

   

Manual handling  Back injury 
 
Slip, trip or fall 
 

    Minimise manual handling 

 Do not attempt alone if 
beyond capabilities 

  Wear appropriate 
footwear 

 Assess floor conditions 
(slippery, wet, rugs etc); 

 Don’t lift if in doubt 

 Manual handling training  

 Undertake specific Moving 
& Handling RA  

 Use lifting aids. 

    

Attack by dog or 
other animal 

Bites  
 
Contracting illness  
 
Shock 

    Avoid contact with 
animals 

 Seek local advice before 
entering premises with 
animals 

 Appropriate behaviour 
near animals – avoid 
alarming them, e.g. 
sudden movements 

    



 

 

Other identified 
risks 
 

         

 
 

         

 
 

         

 
 
 

Assessor’s details 

Name:-  Job title:-  Signature and 
date:- 

 

Manager’s acceptance 

Manager’s name:-  Job title:-  Signature and 
date:- 

 

 
 
 
 
 
 
 
 
 
 
 



 

 

 
 
 
 

Key to assessment matrix          
Likelihood   Severity        

1. Very unlikely (5 years or 
more) 

1. Very minor injury (minor 
cuts/grazes. Very limited property 
damage/loss 

      Risk Ranking 
 

  1- 5 Low Risk 

 6-15 Medium Risk 

16-25 High Risk 

 
         Severity   

 1 2 3 4 5  

1 1 2 3 4 5  

2 2 4 6 8 10  

3 3 6 9 12 15  

4 4 8 12 16 20  

5 5 10 15 20 25  

  Likelihood  
    

 

2. Unlikely (1-5 years) 2. More serious injury <3 days off 
work/incapacity (sprains, more 
serious cuts, bruising. Injury needing 
medical attention. Slight property 
damage/loss. 

  

3. Likely (6-12 months) 3. RIDDOR reportable (to HSE) 
injury/sickness (except fatality). More 
than 3 days off school. Significant 
property damage/loss. 

  

4. Very likely (1-6 months) 4. RIDDOR reportable (to HSE) 
injury/sickness affecting more than 
one person (excluding fatality). Major 
property damage/loss. 

  

5. Certain (more than 1 per 
month) 

5. Single or multiple staff fatality. 
Catastrophic property damage/loss. 

  

 
 
 
 
 
 
 
 
 
 



 

 

 

Template – Establishment risk assessment                                                                          Appendix 4 
WORK ACTIVITY RISK ASSESSMENT 

 
Task being undertaken: - Lone Working Risk Assessment - Establishments 
Occupations: - All Staff 
Any vulnerable persons particularly at risk:- 
Date of assessment:-  
Review date:-  
 
 

  Degree of Risk   Additional Action Degree of Risk  

Activity Potential Hazards With Existing Control 
Measures 

Existing Control 
Measures 

Required/Comment With Additional Control 
Measures 

Guidance for 
development of RA 
in blue text.  
Remove activities 
not applicable and 
insert any service 
specific lone working 
activities.  

Delete this row 
on completion. 

Specific and real 
hazards that are 

reasonably 
foreseeable 

Score likelihood and 
severity – significance 

of specific risks will vary 
between service areas, 
locations etc. Score on 
most probable basis not 

worst-case scenario. 

(Key on page 20) 

Example control measures 
that may already be in place. 

Choose those applicable, 
add others as necessary 

and localise. 

Where risk (total) remains 
intolerably high consider 

what further control 
measures are required and 

specify. 
These might include more 

robust procedural or 
technological means of 

monitoring lone workers. 

Re-score based on 
imposition of further 
control measures. 

Controls may influence 
likelihood (reduce) and/or 

severity (mitigate). 

  L'hood Severity Total   L'hood Severity Total 

Working in 
office/premises 
alone 
 
 
 
 
 
 
 

Fire:- 
 
 Burns  
 
Smoke inhalation 
 
Trapped in building 

    Fire detection system 

 Fire alarm call points 

 Fire action: safety 
notices/information 

 Extinguishers 

 Fire doors kept shut 

 Training for staff; 

 Fire exits kept clear 

 Planned inspections 

    



 

 

 
 
 
 
 
 
 
 

 Hazard reporting and 
correction 

 Adequate cleaning/ 
waste disposal 

 Electrical safety inc 
PAT testing 

 No smoking, or 
controlled smoking 
environment 

 Intruder:- 
 
Attack 
 
Verbal abuse  
 
Theft of property  
 
Arson 

    Controlled access to 
building e.g. through 
key fobs  

 On-site security 

 Challenging unknown 
visitors where safe or 
reporting/requesting 
assistance from 
security 

 Access to phone  

 Co-operation of 
building users 

 Keep valuables locked 
up 

 Fire precautions 

 Post incident support 

    

Illness/ injury/ 
accident 

No immediate 
access to 
medication or 
assistance 

    Alert team members if 
able 

 Access to phone 

 Take medication as 
directed or as needed 

 Planned inspections of 
workplace 

 Avoid high risk 
activities (e.g. working 

    



 

 

at height) 

 Reporting faults and 
repair process 

 Provision of first aid 
equipment 

 Trained first aider 

 Electrical safety 

 Post incident support 

Working with 
public or service 
users 

Assault 
 
 Verbal abuse 
 
Threats 
 

    Conflict awareness 
training 

  Avoid conflict – use 
non- threatening body 
language  

 Withdraw politely from 
situations which 
become inflamed  

 Staff briefings and 
sharing information  

 Awareness of risks 

    

Manual handling  Back injury 
 
 Slip, trip or fall 
 

    Minimise manual 
handling  

 Do not attempt alone if 
beyond capabilities 

 Wear appropriate 
footwear 

 Assess floor 
conditions (slippery 
etc) 

 Obtain assistance. 

 Manual handling 
training  

 Undertake specific 
Moving & Handling RA 

  Use lifting aids. 

    



 

 

Other identified 
risks 
 

         

 
 

         

 
 

         

 
 
 
 
 
 
 

Assessor’s details 

Name:- Job title:-  Signature and 
date:- 

 

Manager’s acceptance 

Manager’s name:- Job title:-  Signature and 
date:- 

 

 
 
 
 
 
 
 
 
 
 
 
 



 

 

 

         Key to assessment matrix 
Likelihood (L'hood)  Severity        

1. Very unlikely (5 years or more)  1. Very minor injury (minor 
cuts/grazes. Very limited property 
damage/loss 

       Risk Ranking 
 

  1- 5 Low Risk 

 6-15 Medium Risk 

16-25 High Risk 

  
 Severity    

 1 2 3 4 5  

1 1 2 3 4 5  

2 2 4 6 8 10  

3 3 6 9 12 15  

4 4 8 12 16 20  

5 5 10 15 20 25  

            
    

   
    

 

2. Unlikely (1-5 years)  2. More serious injury <3 days off 
work/incapacity (sprains, more 
serious cuts, bruising. Injury 
needing medical attention. Slight 
property damage/loss. 

  

3. Likely (6-12 months)  3. RIDDOR reportable (to HSE) 
injury/sickness (except fatality). 
More than 3 days off school. 
Significant property damage/loss. 

  

4. Very likely (1-6 months)  4. RIDDOR reportable (to HSE) 
injury/sickness affecting more than 
one person (excluding fatality). 
Major property damage/loss. 

  

5. Certain (more than 1 per month)  5. Single or multiple staff fatality. 
Catastrophic property damage/loss. 

  

 
 
 

Likelihood 


