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1. Purpose 

This policy is to be accepted and observed by all members, staff and volunteers within Four 
Pillars. Breaches of the policy may be regarded as gross misconduct. 
 

2. Ownership 

This is the Lone working Policy of Four Pillars. The ownership of this policy is to that of the 
Four Pillars board of trustees, who discharges its implementation to the management of Four 
Pillars. The management may discharge duties to a nominated member of staff or volunteer. 
 

3. Statement of policy 

Our policy is to provide guidance on individual safety whilst lone working to employees, 
volunteers and service users. We also accept responsibility for all other people who may be 
affected by our activities. 
 

4. Context  

4.1 Services are increasingly being offered across Grampian, in rural areas and public 
spaces, seven-days a week. We are aware that some people may be vulnerable, 
emotional, scared when we meet them. Communication may be difficult, due to their 
impairment or emotional state. Four Pillars staff & volunteers are sometimes required to 
work alone with people in their homes/communities; 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 risks directly related to their work. Support for lone 
workers is an essential part of the organisation’s safer working practices. The same 
principles apply to lone workers as for any other individuals affected by our activities, 
namely: 

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

4.1.2 recognising and reducing risk 
4.1.3 a commitment to the provision of appropriate support for staff and a clear 

understanding of responsibilities 
4.1.4 the priority placed on the safety of the individual over property 
4.1.5 a commitment to providing appropriate training for staff 
4.2 Equipment such as mobile phones, personal alarms and torches will be made available 

as appropriate. 
 

5. Definition  

Within this document, staff relates to all paid and non-paid members within Four Pillars, ‘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 organisation 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. Security of buildings  

6.1 Managers are responsible for ensuring that all appropriate steps are taken to control 
access to the building, and that emergency exits are accessible. 

6.2 Alarm systems must be tested regularly. 
6.3 Staff working alone must ensure they are familiar with the exits and alarm. 
6.4 There must be access to a telephone and first aid equipment for staff working alone. 
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6.5 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. 

6.6 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. 
 

7. Personal safety  

7.1 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. 

7.2 Staff should take all reasonable precautions to ensure their own safety, as they would in 
any other circumstances. (See Appendix 1) 

7.3 Before working alone, an assessment of the risks involved should be made in 
conjunction with the line manager. 

7.4 Managers must ensure the rota is up to date and accurate at all times. 
7.5 Staff working in the community/at home must call the office or their manager directly at 

the beginning of their shift, or at an agreed time, and must also call in to inform when 
their shift is ending. This is known as checking in & out. 

7.6 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. 

7.7 Staff must inform their line manager or other identified person when they will be 
attending a one-to-one alone, giving accurate details of their location and following an 
agreed plan to inform that person when the task is completed.  

7.8 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. 

7.9 Arrangements for contacts and response should be tailored to the needs and nature of 
the team. 

7.10 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. 

7.11 Staff should take particular care if transporting people in their own cars. See 11.1.3 
and 11.1.4. 

 

8. Assessment of risk  

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

8.1.1 the environment – location, security, access 
8.1.2 the context – nature of the task, any special circumstances 
8.1.3 the individuals concerned – indicators of potential or actual risk 
8.1.4 history – any previous incidents in similar situations 
8.1.5 any other special circumstances. See 13.1 
8.2 All available information should be taken into account and checked or updated as 

necessary. 
8.3 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. 

8.4 While resource implications cannot be ignored, safety must be the prime concern. 
8.5 For further guidance. See Appendix 2. 

 

9. Planning  

9.1 Staff should be fully briefed in relation to risk as well as the task itself. 
9.2 Plans for responding to individual service users who present a known risk should be 

regularly reviewed and discussed with the staff team. 
9.3 Communication, checking-in and fallback arrangements must be in place. 
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9.4 The team manager is responsible for agreeing and facilitating these arrangements, 
which should be tailored to the operating conditions affecting the team. 
 

10. Staff working at home 

10.1 Staff working from their own homes should take every reasonable precaution to 
ensure that their address and telephone number remain confidential. 

10.2 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. 

10.3 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 personal number, use an organisation mobile, or dial 141 before their 
number, or check the instructions for your mobile phone. 

 

11. Personal Safety 

11.1 “Reasonable precautions” might include:  
11.1.1 Checking whether a person is known to present a risk and the agreed plan for 

working with them 
11.1.2 Maintaining a professional relationship and ensuring barriers are in place to prevent 

unwanted attention to staff. See Appendix 1 
11.1.3 Checking directions for the destination 
11.1.4 Ensuring your car, if used, is road-worthy and has appropriate business insurance & 

break-down cover 
11.1.5 Avoiding, where possible, poorly lit or deserted areas 
11.1.6 Taking care when entering or leaving empty buildings, especially at night ensuring 

that items such as laptops or mobile phones are carried discreetly 
11.2 Out of normal working hours, the identified contact may be a colleague, CEO or 

trustee 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. 

11.3 The 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.  

11.4 An organisation agreed code word or phrase to indicate that assistance is required. 
11.5 Managers should be particularly aware of the importance of such arrangements for 

staff who live alone. 
11.6 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. 

11.7 The pocket guide prepared by the Suzy Lamplugh Trust, ‘Personal Safety at work for 
you’, gives further advice and information. This can be found in OneDrive: staff/admin.  

 

12. Responsibilities 

Overall and final responsibility for protecting lone workers is shared collectively by the 
trustees. The trustees delegate the responsibility of following this policy to the management 
team. 
 
The management will: 

• Arrange for the implementation of this policy in consultation with staff and volunteers 

• Arrange for the adequate instruction and training of staff and volunteers in all matters 
related to this policy 

• Arrange for the contents of this policy to be known to all staff and volunteers 
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The staff and volunteers of Four Pillars have a duty to: 

• Follow this policy 

• Co-operate with the management to ensure that the requirements of relevant 
statutory provisions are complied with 

• Report potential or actual hazards as soon as possible 
 

13. Risk Assessment 

13.1 “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.)  

13.2 The trustees will ensure that all risk assessments are undertaken for any part of the 
charity’s activities to which they are applicable, copies of these risk assessments are 
available upon written request. 

 

14. Premises 

The management team will ensure that for all premises used by Four Pillars whether owned, 
leased or rented are: 

• Health and safety compliant 

• A full risk assessment has been completed 

• Insurances are in place and displayed 

• Fences are erect and secure at all times, if applicable 

• Gates are manned at all times, if applicable 

• Any potential danger is reported to the management 
 

15. Reports 

15.1 Should an incident occur, the reporting and de-briefing should follow the Support & 
Supervision Policy  

15.2 The identified person, usually the line manager, should debrief in the first instance. 
15.3 The delegated manager/person in charge shall be responsible for making any 

necessary reports relating to this policy or ensuring that others make such reports. 
 

16. Support following an incident 

16.1 The support available should be as described in the Support & Supervision Policy. 
 

17. Policy Development 

17.1 The trustees shall endeavour to progressively develop the charity’s policy on lone 
working in response to risks and hazards identified. Specific procedures and policies so 
developed shall be appended to this document and form part of the charity’s statement 
on individual safety whilst lone working reporting. 

 

18. Review 

18.1 The ongoing implementation of the Lone Working Policy will be monitored through 
the supervision process  

18.2 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  

18.3 The effectiveness of this procedure will be reviewed annually by a member of the 
Four Pillars board of trustees. If appropriate, action will be taken as necessary to update 
our procedure to ensure effective delivery on the objectives laid out at the start of this 
document. 
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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 Organisation 
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? 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.  
 
Unwanted attention 
When providing one-to-one support or ongoing interactions, service users can feel like they 
develop “feelings” for the staff member. It is important you set out clear boundaries when 
working with individuals. These could include: 

• Maintaining personal space, distance between you and the service user 

• Discouraging hugs, contact, etc. 

• Not accepting personal gifts. It is ok to accept donations on behalf of the  
 organisation but this must be made clear.  

• Not offering too much of yourself, whilst we rely on personal experiences to offer 
peer support it is sometimes necessary to talk about yourself as a third person. 

• If talking about yourself, ensuring it is relevant and discouraging any personal 
questions, redirecting and reminding the service users you are there to talk about 
them 
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• Setting clear guides, where possible, about an expected timescale (i.e. plan a review 
meeting once every 6 weeks) 

• Setting clear boundaries of how and when a service user can contact you. For 
example: not giving out personal social media accounts; informing them of your 
working hours and stating you will not be contactable outside of this (give office 
number in case of emergency)  

If you feel a service user has become “attached” speak to your line manager in the first 
instance, they can advise on the best course of action / arrange for another person to take 
over or stop interactions all together. 
 
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  
 
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 unwanted situations. (See Appendix 1)  
 
Sharing Information  
Information should be shared with due regard to issues of confidentiality and data protection.  
Staff should ensure that relevant information concerning violent or abusive individuals is 
shared appropriately with other establishments or sections. 
Where people may be known to other agencies, staff should inform that agency of incidents 
and of any specific action currently being implemented.  
 
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. 


