Safety Procedures – group/client work
The organisation considers the safety of its staff to be paramount and as such expects the following procedures to be adhered to by all staff.  Failure to do so could compromise colleagues/clients and the organisation as a whole and is a considered a breach of the organisation’s policy.

These procedures apply to the whole of the organisation regardless of site location.  Where site location dictates a variation in procedure this will be detailed under the appropriate headings.

This is, and will always be, a working document. We are committed to a process of expanding and revising these procedures and will review them after any incident or whenever there is a significant environmental change, or once every two years. Our working environment, staffing levels, legal requirements and technology will change and we will endeavour to integrate new developments in to this procedure at the first opportunity.

All Sites
Arranging appointments
· There must be another member of the organisation’s staff in the building at all times when seeing clients.

· Appointments should be made during core hours where possible to make sure cover is available.
· If appointments have to be made outside these times then the staff member arranging this must take responsibility for arranging cover.
· Staff should make sure they are in the building 15 minutes prior to the planned appointment time.  Remember that until you arrive there may only be one person in the building so the client will not be able to wait.

· If you are going to be late, please phone and warn whoever is covering the building.

· If cover cannot be found then no appointment should be made.

· Any difficulties arising from this should be discussed with the appropriate line manager or other manager in his/her absence.

If clients show up without an appointment  
· If you are alone in the building, explain over the intercom that you cannot see them right now and ask them to phone for an appointment.
· If there is someone else in the building, it is OK to explain this in person to the client provide there is space available and that you have informed the other person what you are doing.  
If clients are late
Please wait at least 30 minutes.  If a client arrives very late, and you are available, be prepared to come back to talk with them and make a new appointment.
Children 

· Staff should not bring children into the office, with the exception of times when they are meeting their children and this is only a brief visit (less than five minutes).

· Client should not be seen with their children present and unless there is a specific facility for childcare then children should not be on the premises.
Groups
· All groups will have two facilitators.
· Groups will be facilitated by a male and female worker and two women or two men only where temporary cover is needed and then only with the agreement of their line manager.
· Group workers should have mobile phones switched on, on silent mode whilst the group is running in case police need to be called.
· No member of the groups will be allowed access later than 15 minutes after the start of the group.
· Start times should be synchronised for groups when there are two groups running on one night.

· Part of the facilitators’ briefing session prior to group should include discussion around safety planning.

· Facilitators should consider the members of the group due to attend and the perceived likelihood of any violence.

· If an incident occurs and a facilitator is being threatened, the other facilitator should raise the alarm first and only return to the situation if they are certain that in doing so they will be able to help without endangering themselves or escalating the situation.  In most instances staying out of the room will be the safest.

· In the event that an incident not involving either facilitator erupts, the facilitators should have agreed who will leave the room to alert the police if things are escalating to a degree where this seems the only course of action.

· Staff are not employed to police a situation and should both leave the room and make themselves safe if a situation occurs which they feel is completely unmanageable.
· Group members should be informed prior to joining a group that they are not expected to intervene in any incident other than to call the police if they feel able to do this.
Alarms
· Hand held alarms are provided for client workers.  

· When interviewing a client, take an alarm in with you.  

· Alarms will be kept in the office at each site.
· If you are concerned at any point during contact with a client, use the alarm early.
· If you are the person covering, and you hear the alarm, take the office phone or mobile with you when investigating.

· Knock on the room door and ask the worker to come outside, saying there is a phone call for them.  

· The reason for this is because the alarm may have been set off by mistake.  It also avoids escalating any potentially dangerous situation.

· Where a situation, either with a one-to-one client or in a group, arises which is deemed unmanageable the staff member should activate the alarm which is linked directly to the police. 
Immediately following an incident
· Immediately following an incident you will probably need to talk through the way you are feeling and this can be carried out with a colleague, your service manager or the other service manager in his/her absence.
· Make it clear whether this de-brief needs to be face to face.
· Staff need to be mindful when leaving the building ie escort colleagues to their car/bus/tube if there are concerns about a particular client or following an incident. 

· The organisation can pay for taxis for staff if there are such concerns.
Recording an incident
· All violent incidents should be recorded in the client’s file.
· An Incident/Accident record must be completed even if no injuries were sustained. An incident book will be placed in each office.
· Your line manager must be informed.
· Managers or the peer group should hold at least one further de-briefing session and more if necessary.
· All clients/visitors who are involved directly or indirectly with the incident or who are witness to the incident should be offered support/reassurance by staff.
· The incident and its handling should contribute to the ongoing education of the organisation regarding risk management, to help evolve better measures for prevention and control.
· The incident should be fed into case management discussions about the client.
· Other agencies involved in the provision of care for the client may also need to be informed (with due consideration to issues of confidentiality).
Staff should be made aware of the existence of supervision and line management arrangements offered by the organisation where support can be sought, as well as specific safety training, whether in house or external.
Preventative measures
· If staff are concerned at any time about their safety before an interview, they should arrange to have someone sit in on the interview, or watch the video link of the interview.
· Safety planning should form part of the briefing conducted prior to each group as described in the group section.
· Read through general signs and preventative measures attached at Appendix 1.
Appendix 1
Identifying signs of anger or agitation during a session
· Violence can often be prevented if the signs and symptoms of potentially violent outbursts can be observed and identified prior to the incident.  These may include:
· The client being tense and agitated, and pacing up and down
· The client standing up during an interview

· The voice becoming higher pitched and often louder
· Abrupt replies to questions
· Closed hands clenched into a fist
· Banging the fist into the opposite palm or any nearby object
· Influence of alcohol
· Drug abuse
· Delusions
· Hallucinations
· Confusion and anxiety
Measures that might be taken to prevent violent incidents
· Read the client’s file before you start. Are there any indications that he/she has been aggressive in previous interviews? Talk with other professionals involved in the case.
· Treat the client with respect and consideration.
· Do not be aggressive towards clients.
· Exercise verbal control and body posture control.
· Always stay back out of arms and legs reach.
· Staff attitudes to clients are of paramount importance; sympathetic encouragement helps prevent violence.
· Remember that open or misguided confrontation could lead to violence.
· Fair, honest, approach is required.
· Do not argue.
If there is any reason to suspect physical aggression may occur, do not attempt to cope with a situation alone - work with the team.
No immediate action can be the right course.  However, without any indication of potential violence a member of staff may unexpectedly find themselves in circumstances in which a member of staff, a client, or both are at risk of physical violence. It is important to remain as calm and controlled as possible when attempting to relate to the client.  This attitude can sometimes be sufficient to defuse the situation.  Avoid reacting to abusive remarks.
When interviewing, staff should situate themselves closer to an exit than the client. If a client starts to raise their voice or to stand up, you need to respond to this either by asking the client to sit down or lower their voice, or be aware of their signals and behaviour, or to use the alarm.  If you feel the client needs a break to manage their feelings, insist that this is taken. 
It is important to be aware of body posture and position and try to stand or sit in a way that will be the least threatening to the client, whilst at the same time not making yourself more vulnerable to attack.
Activate the alarm if necessary.
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