
 

 

 

 
 
 
 
 
 
 

Managing Personal Safety in the Workplace, 
including Lone Working 

 
 
 
 
Originator:                        Dave Rushton 
 

 
 
Review date:            May 2018 
    
Revision date:            May 2021 
 

 
 
Approved by:                    Human Resource Committee        
 
Date of meeting:            18 May 2018 
  
Name of Chairman:           Marion Miles 
 
 

 
 
Approved by:             Board of Trustees 
 
Date of meeting:  31 May 2018 
 
Name of Chairman:         Charles Simpson  
 

 
 
 
 
 
 
 



 

 
 

 

S:\Organisational\Policies - current\CURRENT 
Policies\ORGANISATIONAL\Managing Personal Safety\Policy\Managing 
Personal Safety in the Workplace, including Lone Working.docx 

 
 

Page 2 of 9 

 

 
 
Contents  

Managing Personal Safety in the Workplace, including Lone Working  

1. Policy Statement ..................................................................................................................... 3 

2. Introduction .............................................................................................................................. 3 

3. Responsibilities and Accountability ..................................................................................... 5 

4 Procedures and Implementation .......................................................................................... 7 

5 Related St Nicholas Hospice Policies / Guidelines ........................................................... 8 

6 Monitoring and Review .......................................................................................................... 9 

7  Statutory Compliance and Evidence Referenced ................................................................ 9 

8  Appendices ................................................................................................................................. 9 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

 
 

 

S:\Organisational\Policies - current\CURRENT 
Policies\ORGANISATIONAL\Managing Personal Safety\Policy\Managing 
Personal Safety in the Workplace, including Lone Working.docx 

 
 

Page 3 of 9 

 

 
 

1. Policy Statement  

This policy is to provide a coherent and coordinated approach to protecting St Nicholas  
Hospice Care staff and volunteers from problems relating to incidents and the threat of   
actual, verbal or physical abuse in the workplace, or in the community when on hospice 
business.  

 
St Nicholas Hospice Care is an independent charity delivering care, advice and support to  
people in the final chapters of their life, and their families, within the communities of West  
Suffolk and Thetford.  
 
The work of the hospice is delivered by specially trained staff, supported by a large team of  
volunteers. 
 
The organisation includes an Education Department which delivers education to the local   
community and an Income Generation Department which manages a range of fundraising   
and retail activities. 

 

2. Introduction  

St Nicholas Hospice Care is committed to comply fully with the Health and Safety at Work 
Act 1974 and to follow the guidance set out in the Management of Health and Safety at 
Work Regulations 1999. This policy is to provide guidance on how to keep staff and 
volunteers safe. Working alone is not in itself against the law and it will often be safe to do 
so. However, the law requires employers to consider carefully, and then deal with, any 
health and safety risks for people working alone. These responsibilities cannot be 
transferred to any other person, including those people who work alone.  
 
Workers have responsibilities to take reasonable care of themselves and other people 
affected by their work activities and to co-operate with their employers in meeting their legal 
obligations.  
 
St Nicholas Hospice Care requires its directorates to ensure that all those who undertake 
Lone Working and those who manage employees and volunteers who work alone, meet the 
requirements set out in this policy.  

2.1 Definitions 

Buddy System 
This way of working is used by some hospice staff and volunteers: Hospice Neighbours and   
Family Support Volunteers. A buddy system means that another person, the ‘buddy’, knows  
where the member of staff / volunteer is going and the expected time of return. Other  
essential details need to be shared to enable the member of staff / volunteer to be traced in  
the event of any problem or mishap. 
 

Who can be a Buddy? 

A buddy can be a colleague, family member, partner or friend. In the event of any problem 

the buddy will know how to alert the relevant hospice staff: during the day this will be  
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Reception at the hospice; out of hours this will be the Ward who will pass concerns over to 

the On Call Manager.  

 

Control Point 
A method by which a team of workers (Community, Bereavement Visitors, Drivers  
Fund Raising & Marketing, Orchard, Supporting People Teams, including Doctors and 
Retail) leave information about their work pattern. When their work has been completed 
they ring / text to let the control point know that they are safe.  

 
The control point must hold the following information: 

 The name of the staff member 

 The registration of their vehicle 

 Itinerary of staff visits and anticipated order of these visits and telephone numbers 

 Mobile phone number for the member of staff 

 Home address and telephone number for the member of staff 

 Name of emergency contact who would know whereabouts of the member of staff 

 Anticipated time of completing final visit and predicted time of contacting control point.   

 Distinguishing features/clothing  
 

Escalation Process 
This is the process used if a lone worker cannot be contacted, or if they fail to contact their 
buddy / control point, or if assistance is requested by the buddy / control point or lone 
worker.  
 
Escalation Process: During the Day 0900-1700 Mon- Fri excluding Bank Holidays 
Line Managers, Directors  
Line Managers, Directors, or in their absence the next most senior person available, may 
be called upon during the day, to deal with a concern about a lone worker.  
 
Escalation Process: Out of Hours 17.00 – 0900 Mon – Fri, Sat, Sun and Bank Hols 
 
On Call Manager  
 
St Nicholas Hospice Care has a nominated On Call Manager at night and during the day at  
weekends and Bank Holidays.  Details of On Call Managers’ names and contact number 
are held in a secure place by Reception and the Sylvan Ward. The On Call Manager must 
be contacted when there is a problem or the usual procedures have failed. 

 
It is the responsibility of the On Call Manager to find out if a member of staff is still out at 
work after Reception closes. See Guideline OCG22  

 
Lone Workers 
Lone workers are defined as: those who work by themselves.  This may be when working in 
the Community or working in an isolated position within a shop / hospice building.        
 
Red File 
St Nicholas Hospice Care uses this term to indicate that a situation has occurred and 
assistance is required. Staff and volunteers are trained to use this term and it should be 
inserted into a conversation, if they are requesting immediate help. The phrase will not give 
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anyone else who can hear the conversation, an indication that a request for support has 
been made. Guidance xxx for managing a “Red File” call as the recipient See appendix 8. 
 
 
 
Risk Assessment 
Under the provisions of the Management of Health and Safety at Work Regulations 1999, 
employers have a duty to carry out a risk assessment of the hazards to which their 
employees may be exposed. St Nicholas Hospice Care has a generic RA for Lone Working 
that is reviewed annually.  
It is stored ..\..\..\..\..\..\Organisational\Governance\Risk Management & Risk 
Assessments\CURRENT Originals Risk Assessments 2018\Clinical 2018\Clinical 
Directorate 2018\Lone working.docx 
 
 Several of the hospice’s risk assessments also make reference to Lone Working 
highlighting any particular issues that may be relevant to a department  

 
Safe System of Work Guidelines  
These are guidelines that provide a detailed description of the roles and responsibilities 
for each department in the hospice.  (see appendices 1- 8) 

 
Work Related Violence 
Work related violence is defined as: any incident in which an employee is abused, 
threatened or assaulted by a member of the public in circumstances arising out of the 
course of his / her employment. This is based on the Health and Safety Executive’s 
definition. Any incident in which a worker feels threatened must be reported to 
management. 

 

3. Responsibilities and Accountability  

3.1 Chief Executive Officer (CEO) 

The Chief Executive has ultimate responsibility for implementation of this policy. The CEO 
will ensure that this policy is approved by the Board of Trustees.  

3.2 Directors  

3.2.1 will ensure that written arrangements for protecting staff and volunteers are produced 
and kept under review.  

 

3.2.2 will ensure that procedures are in place for the effective recording and monitoring of 

incidents related to the safety of staff and volunteers. 
 
3.2.3 Directors will ensure that employees will be supported if faced with violent of 
aggressive behavior from members of the public   
 

3.3 Managers and Senior Staff will ensure: 

3.3.1 All relevant policies and guidelines are implemented and disseminated to lone 
working staff for whom they are responsible, these include SSOW that have been written 
for each department involved in lone working. 
 

file://///SNHCFILE/Shared/Organisational/Governance/Risk%20Management%20&%20Risk%20Assessments/CURRENT%20Originals%20Risk%20Assessments%202018/Clinical%202018/Clinical%20Directorate%202018/Lone%20working.docx
file://///SNHCFILE/Shared/Organisational/Governance/Risk%20Management%20&%20Risk%20Assessments/CURRENT%20Originals%20Risk%20Assessments%202018/Clinical%202018/Clinical%20Directorate%202018/Lone%20working.docx
file://///SNHCFILE/Shared/Organisational/Governance/Risk%20Management%20&%20Risk%20Assessments/CURRENT%20Originals%20Risk%20Assessments%202018/Clinical%202018/Clinical%20Directorate%202018/Lone%20working.docx
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3.3.2 Staff are protected before entering a lone working situation through training and 
written guidance. This is highlighted initially through the hospice induction process, then 
followed up by Managers (see above) 
 
3.3.3 Activities where employees or volunteers may be at risk from violence are identified 
by assessing the risk and implementing and recording control measures, or cancelling a 
visit. 
 
3.3.4 Written guidance for controlling the risk of violence and ensuring issues regarding 
lone working are produced as SSOW ( see appendices 1-7) and communicated to staff / 
volunteers. These are detailed in a clinical guideline OCG 12 Clinical Guideline – but might 
apply similarly to any member of staff or volunteer who might find themselves at risk.  

 
3.3.5 Regular reviews of SSOW are made to ensure measures are effective and continue 
to meet requirements of the lone worker 
 
3.3.6 If an incident occurs, the line manager should ensure that the staff member / 
volunteer completes an incident reporting form as soon as possible 
 
3.3.7 Escalation procedures will be put into place by the On Call Manager or Line Manager 
if a lone worker cannot be contacted or if they fail to contact their buddy / control point.  
( see section 4.1.2) 
 
3.3 8 If someone is assaulted, the police must be notified. Best practice dictates that the 
consent of the staff or volunteer should be sought first, though public interest can over-ride 
lack of consent.  The line manager should ensure that the individual has access to 
immediate support and follow-up where necessary. Relevant contacts include the Police, 
management support with decisions about taking legal action, medical help and 
subsequent Occupational Health advice and the staff counseling service if the individual 
does not subscribe to Westfield Health. 
 
3.3.9 After an incident the risk assessment should be reviewed as soon as possible, the 
existing control measures reviewed to consider whether they are adequate and the 
organisational risk register updated accordingly. This should take place before carrying out 
a formal investigation, reviewing lessons learned and taking action to try and prevent a 
recurrence. 
 
3.4.Staff Forum  
 
Staff forum are consulted on policy and guidelines at review or as a routine part of their 
health and safety representative responsibilities         
 
 

3.5 Employees and Volunteers will ensure 

3.5.1 They are familiar with SNHC policy / safe system of work guidelines and that they 
understand how to access advice and support if they have concerns. They will attend Lone 
Working training provided by St Nicholas Hospice Care and accept that they have a 
responsibility to highlight any concerns regarding managing personal safety, including lone 
working, to their manager or supervisor. 
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3.5.2 They plan and risk-assess before a visit and undertake a continuous monitoring of the 
situation they find themselves in, being aware of any changing circumstances and taking 
necessary action to minimise the possibility of an incident occurring and to leave the 
premises if necessary. 
 
3.5.3 An employee must never put themselves at risk. If a situation arises that they are 
unfamiliar with or in which they feel unsafe, they should withdraw and seek further advice 
and assistance from a SNHC senior employee 
 

           3.5.4 If an incident occurs, even a minor incident, the member of staff / volunteer should  
            complete an incident form as soon as possible and forward it to their line manager, so that   
            the appropriate risk assessment can be reviewed and follow-up action can be taken. 

4 Procedures and Implementation  

            To ensure that safe systems of work are implemented, it is necessary to communicate  
            effectively to all relevant staff and volunteers. All staff and volunteers need to be aware of  
            their responsibilities and to be familiar and compliant with the lone working policy, Safe  
            Systems of Work and procedures. This information is shared at St Nicholas Hospice Care  
            through: 

 Job descriptions 

 Induction programmes 

 Policies and procedures 

 Individual supervision 

 Training 

 Team briefings 
 

 

          4.1 Local arrangements 

St Nicholas Hospice Care is a diverse workplace so it is not possible to use one uniform 
system for lone working. A description of the system that each department will use has 
been produced as Safe System of Work (SSOW) guidelines. 

 
 4.1.1 Personal Information 
The operation of Safe Systems of Work in emergency situations, is underpinned by 
management of human resources information (Lone Worker Form) that contains personal 
information for each member of staff and volunteer making visits into the community 

 name and any distinguishing features 

 vehicle registration  

 mobile phone number  

 home address and phone number 

 name of person to contact ( and their relationship) in an emergency  
 
4.1.2 Escalation Procedures to be followed by the On Call Manager or Line Manager 

 If a lone worker does not return to the office or has not rung to confirm their 

whereabouts, then the first and most important thing to remember is not to panic. It may 

be that they have genuinely forgotten to let you know the change in their plans or have 

been delayed in logging off from the lone worker system. 
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 Ask colleagues whether they have heard from that person or if they have been notified 

of any planned changes to the itinerary. If not, ring their mobile and check to see that 

they are safe. This will usually be up to an hour after the expected finishing time has 

passed. 

 Next, try to contact the person at home or through their emergency contact. 

 Next, consider ringing 101, having read police guidelines below. 

 Always dial 999 if you feel the situation is an emergency/a life is at risk 
 

Police Guidelines in 2014 and 2018   
‘Absent’ means a person not currently where we expect them to be or ‘missing’ depending 
on the circumstances. There is no fixed timeframe/definition for a missing person e.g. a 
small child could become officially missing in a matter of minutes whereas an adult might 
only become officially missing after several days.  
Instances that we deal with would be classified as ‘absent’ at first, but common sense 
should be used. The Police advised On Call Managers to call the non emergency police 
line 101 at the point where risk or uncertainty becomes unmanageable.  At this stage the 
police can help On Call Managers to assess and reassess the risk as the situation goes on 
and advise what needs to be done. 
 

4.1.3 Post Emergency Procedure Line Manager’s Response 

 Incident form completed 

 Suspend visits to the person’s home or venue until the post emergency procedure is  
      completed 

 Reflect on incident 

 Consider staff support and counselling 

 Complete or review assessment for this patient 

 Discussion to take place at appropriate Committee 

 Consider informing other agencies likely to visit. 
 

    4.1.4  Week-end / Out of hours Working Procedures 
Staff (with the exception of those working on Sylvan Ward) must take responsibility for 
their own safety if they are aware that they are going to working alone in the building at the  
week-end or out of hours. Volunteers / employees should sign in as usual, but should let  
the Ward know that they have entered the building and the approximate time they intend  
leaving. 
  
As a further precaution, staff working out of hours should tell a friend or somebody  
at home, that they are going to the Hospice with an intended return time. 

 
4.15 Haverhill Hub / shops 
When working at a remote location like the Haverhill Hub or a shop a buddy system must 
be used as those locations cannot operate as a control point themselves. If this is taking 
place at a time when the main hospice reception is staffed then that reception may be used 
as a control point; otherwise, a buddy system (see 2.1 above) must be used. 

5  Related St Nicholas Hospice Policies / Guidelines 

Health & Safety Policy 
Clinical Guidelines 

OCG12 Violence and Abuse Guidelines 
OCG22 Manager On Call Standard Arrangements 
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6 Monitoring and Review 

The Directors and CEO will use a variety of measures and indicators to monitor the   
effectiveness of this policy. This policy will be reviewed every 3 years and amended as   
necessary to ensure that it still reflects our activities and current legislation . 

7  Statutory Compliance and Evidence Referenced 

This policy should be read in conjunction with the following documents: 
The Health and Safety at Work etc Act 1974 

The Management of Health and Safety at Work Regulations 1999.  

The Reporting of Injuries, Diseases and Dangerous Occurrences Regulations 2013 (RIDDOR) 

Health and safety guidance on the risks of lone working May 2013 . 
http://www.hse.gov.uk/pubns/indg73.pdf 
 
This leaflet provides guidance on how to keep lone workers healthy and safe. It is aimed at 
anyone who employs or engages lone workers.  

8  Appendices 

Appendix 1 SSOW      Community Nursing Staff 
Appendix 2 SSOW       Drivers  
Appendix 3 SSOW       Fund Raising & Marketing  
Appendix 4 SSOW       Family Support Volunteers 
Appendix 5 SSOW       Allied Health Professionals  
Appendix 6A SSOW     Hospice Neighbours 
Appendix 6B SSOW     Hospice Neighbours’ Buddy 
Appendix 7 SSOW       Retail  
Appendix 8          Guidance on responding to a Red File alert     

http://www.hse.gov.uk/pubns/indg73.pdf

