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Actions which are intended to conceal any of the above

It would usually be the case that these issues are reported directly to the Service
Manager using the Confidential Disclosure Form attached as Appendix 3. However,
in cases where the member of staff feels that to do this might prejudice the complaint
(because, for example, the Service Manager is implicated in the complaint) s/he
should make the complaint directly to the Director.

There are possible occasions where the staff member wished to make a complaint to
an external agency. This might occur where the complainant feels that the
organisation is responsible for the cause of the complaint and has not resolved it
despite previous internal complaints or that the organisation is corporately involved in
wrongdoing and/or may discipline or harass the complainant.

Before taking any complaint to a third party, staff are urged to raise the matter with
their management and co-workers unless this would compromise their concern. Staff
should also contact Public Concern at Work1 who will advise impartially and
confidentially (to the extent that the law allows).

More detailed guidance as to the procedure staff should use in reporting abuse is
given in “Acting on Abuse or Suspicion of Abuse”

Dealing with Violent Incidents

Whilst rare in Name of Organisation services, violence and aggression can be a
consequence of social stress, the use of alcohol or drugs, mental illness and other
causes. It is important that Name of Organisation staff are able to anticipate and
manage violent and aggressive incidents. This is primarily a matter for induction,
training and the skill and professionalism of staff. In order to assist staff in such
matters Name of Organisation has devised a policy and procedure on the management
of Aggression and violence as Appendix 4.

Professional Boundaries

Staff are mindful of the need for staff to maintain professional boundaries
appropriately at all times. This can be a challenge where support relationships show
the potential to be friendships or more involved relationships. Given the unequal role
between staff and service users, a crossing of professional boundaries by a staff
member, whether well-intentioned or not can have negative consequences for a
service user when the limits of the support worker/service user relationship becomes
apparent.

Name of Organisation has developed some simple guidelines for staff in relation to
professional boundaries. These are attached as Appendix 5.

1 Public Concern at Work Suite 306 16 Baldwins Gardens London EC1N 7RJ, 0207 404 6609.
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Information & Support for Service Users

Name of Organisation is mindful of the needs of its service users in relation to the
need to protect from abuse, to manage abusive situations should they occur, to support
service users appropriately through such situations and to provide them with
information about the organisation’s approach to abuse.

Name of Organisation provides all service users with information as to what
constitutes abuse and who it should be reported to, both within and external to Name
of Organisation.

Name of Organisation has a commitment to working with all relevant local and
national agencies to ensure that victims of abuse are enabled to access the services
they need.
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The Conditions that can Create Abuse

Staff

Supporting vulnerable people is challenging and demanding work. It requires staff to
demonstrate a multiplicity of interpersonal skills, professional judgements and
personal empathy with some of society’s most rejected individuals. For staff to do
their job well and with commitment it is essential that good management, support,
training and supervision be in place. Standards of professional development need to
keep pace with the increasing demands of the social support market, in other words:
as levels of dependency increase and needs become more complex, professional
training needs to reflect this and to equip staff to manage.

Social and health support are two of the few professional activities that have
traditionally placed a value on staff support as a professional response to a personally
stressful working environment. This is partly in order to support staff with
management advice to help them cope with work situations, and partly to enable them
to deal with the personal implications of working with vulnerable people in
demanding settings.

A great deal of emphasis needs to be placed on the way in which staff are recruited
(including extensive examination of previous work history and any criminal record),
trained, supervised and developed. Personal traits and professional abilities that
contribute to the work in hand should be identified and developed. Negative traits that
might suggest that a member of staff or potential member of staff might not be
suitable to support refugees or other vulnerable people should be explored in detail
with the individual concerned and appropriate management action taken. In the case
of potential staff this means that the person(s) concerned would not be offered
employment, and in the case of existing staff, that a training needs assessment be
undertaken to rectify any professional shortcoming and that subsequent performance
is closely monitored by management. At no time should any person who is not
deemed entirely appropriate to work with refugees be allowed to do so.

Posts should only be open to people who satisfy the requirement for a Police Check to
identify any past offending behaviour or entry on the Sex Offenders Register. Such
checks should be made at the shortlist stage and all applicants should be required to
declare any and all past criminal convictions.

Management Culture:

The significance of the management cultures of the organisation itself and each of the
services it runs is important to Name of Organisation.

Providers of support need to have a vision of how they are to go about constantly
improving the quality of service they offer and this includes all aspects of activity: the
staff, the buildings; the services provided, the administrative, financial and
management infrastructure that supports all of it and finally, and most significantly,
the needs of the service users.
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Evidence of a lapsed, stagnant or failing management culture includes insufficient
staffing levels, poor communication and handover arrangements between staff, high
staff turnover and excessive use of agency staff, lack of professional development
opportunities for staff, poor standards of physical maintenance, and a lack of
proactive work with service users. A home or that is detached from the community in
which it stands, and from the regulatory and good practice frameworks that exist
within Name of Organisation, local agencies and national guidance, is more
vulnerable to abusive practices. Name of Organisation therefore understands and
supports the concept of a multi-agency co-ordinated response to abuse and will
actively work within it.

Signs of Possible Abuse

None of the following list of indicators means, of necessity, that abuse has taken place
but all should make staff take note and investigate further, including formally
recording your observations and notifying the Service Manager of your concerns. In
the event that you are worried that staff or management may be involved, the
procedures set out in “Confidential Reporting” should be referred to.

Physical

Physical injuries are obviously most easy to spot. Whilst one occurrence of injury
might be evidence of abuse, without corroborating evidence or information it is
unlikely to be seen as proof. Where staff identify physical injury to a service user,
they should be concerned to identify the source and cause of the injury and to ensure
that medical or other attention is sought as necessary. The occurrence should be noted
in writing in the Incident Log and action taken accordingly. If the injury is significant,
for example, broken skin, bleeding or serious bruising or there are other signs which
you feel may be caused by and/or where there is a recurrence of physical injury that is
not adequately explained the Service Manager should be immediately informed and
an investigation will be commenced forthwith. See: “Acting on Abuse or Suspicion of
Abuse”.

For instances where a service user states that injuries were deliberately inflicted by
someone else, please refer to the guidance in “Acting on Abuse or Suspicion of
Abuse”.

There are circumstances, such as excessive physical restraint by staff, where visible
physical injury is not present. In the event that a staff member witnesses the excessive
physical restraint by another staff member of a service user, the offending staff
member should be asked to stop restraining the service user where appropriate and
then the matter should be raised with him or her confidentially. In the event that the
matter is unresolved, it should be taken to the Service Manager.

Physical evidence of abuse might include:
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uncertain about an issue, advice should be taken from colleagues or seniors and staff
should never work unsupervised in a context where abuse is known or suspected. In
the event that a member of staff identifies a training or development need in them,
they should raise this with the Service Manager.

Staff need to be in touch with their own feelings about the job they do and the people
they provide a service to. This is especially so when the job is hard and perhaps the
member of staff has been badly treated by a service user. In such circumstances, staff
should seek to talk through the situation with colleagues or a Service Manager. Staff
should always feel able to respond positively to the service users they serve. In the
event that they can’t, they should try and analyse why and seek advice from their
Service Manager.

Familiarity with Name of Organisation policy on abuse should aid staff in their work
with service users, particularly in challenging unsatisfactory practice, should it occur,
within the organisation. For example, familiarity with what constitutes an acceptable
approach to physical restraint will enable a member of staff to come to a view about
what is appropriate and what is not.

A constant awareness on the part of staff about the nature of their professional role is
important. Staff should identify with the concept of maximising the independence of
the service users with whom they work and linking the day to day work they do with
the preferences and outcomes identified with the service user as part of support
planning and creativity in working with service users prevents the kind of professional
stagnation that can be a breeding ground for abuse.

Acting on Abuse or Suspicion of Abuse

General

This procedure is intended to help you if you think that someone using Name of
Organisation services is a victim of abuse. The person’s family, friends or people
working with you might carry out this abuse.

It is always essential to act on abuse or suspected abuse immediately. The first step
should be to raise the matter with your Service Manager as a matter of urgency in
order to seek advice and support in dealing with it. A routine part of every serious
incident or allegation in a social support setting would be the detailed written
recording of information about the incident or allegation.

If staff are involved or complicit they should be confidentially confronted and
challenged. Clearly, the nature of the abuse may very from an overly institutional
approach to support on the one hand to deliberate sexual abuse on the other. The
response by Name of Organisation must be accordingly graduated. It would be
responsible, for example, for colleagues of a staff member who demonstrates mildly
institutional practices to bring their concerns to the staff member’s attention and offer
advice and support in changing such practices. The Service Manager may provide
clarification where the staff are unable to agree on what constitutes good or acceptable
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Abuse by staff against service users is a serious matter on principle. There is,
however, a difference between, for example, an inappropriate verbal response by a
member of staff to constant pressure from a service user on the one hand, and physical
or sexual abuse on the other.

Accordingly, whilst recognising that abuse is always serious, the response by Name of
Organisation should be graduated.

In any instance where abuse is alleged or proven the member(s) of staff concerned
should be suspended in order to allow for a full investigation to take place. Staff in
such circumstances will be informed of the allegations against them, the investigation
process, and their right to respond to the allegations and to be accompanied by a
representative of their choice.

No disciplinary action will be taken against any staff member until a full investigation
has been undertaken and has reported. Suspension, in this context, is not a disciplinary
sanction. It is a necessary step in management terms to guard against any potential
risk and to enable the proper conduct of an investigation.

Where the investigation finds no evidence to support the allegation, the member(s) of
staff will need to return to work in a planned way in order for them to be supported
properly and manage their reintegration into the work place given the context of their
suspension.

In the event the staff member concerned admits responsibility for abuse or an
investigation reasonably concludes that the staff member concerned was responsible
for it, the issue would be whether or not it constituted gross misconduct. Gross
misconduct is defined within Name of Organisation Personnel and Disciplinary
Procedures and will result in summary dismissal if proven or admitted.

In the event that abuse is proved that does not constitute gross misconduct a variety of
responses are available to Name of Organisation. These include formal warnings,
retraining or suspension and will be a matter for the Service Manager in consultation
with relevant colleagues.
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APPENDIX 2

The Public Interest Disclosure Act

The Public Interest Disclosure Act 1998 (PIDA) came into force on 2 July 1999.
PIDA provides almost every individual in the workplace with full protection from
victimisation where they raise genuine concerns about malpractice which has been, is
being or is likely to be committed.

Examples of malpractice are criminal offences, failure to comply with a legal
obligation and endangering the health and safety of any individual.

Individuals in the workplace who raise such concerns and who, as a result, are subject
to detrimental action from their employer can claim compensation for unfair dismissal
and bring action in respect of victimisation. Awards are uncapped and based on the
losses suffered. PIDA applies whether or not the information is confidential and
whether the malpractice occurred in the UK or overseas.

The next “tier” or level of disclosure protected by PIDA is where the worker makes a
disclosure in good faith to a “prescribed person” and the worker reasonably believes
the information and allegations are substantially true and the matter falls within the
remit of that prescribed person. Qualifying disclosures may be made to the Health &
Safety Executive, the Audit Commission and the Inland Revenue. Note that this
protection applies whether or not the concern has first been raised internally.

The final tier of protection relates to wider disclosures, i.e. to anyone other than the
employer or a prescribed body, including the media, MPs and the police. It will be no
surprise that the conditions for protection at this level are far more onerous than the
other two levels. These disclosures are only protected where they are made in good
faith and not for personal gain, the worker reasonably believes the information and
allegations are substantially true and the disclosures are reasonable in the
circumstances. Additionally, one of the following tests must be met by the
whistleblower:

1. he or she reasonably believed he would be victimised if he raised the matter
internally or with a prescribed regulator

2. he or she reasonably believed a cover-up was likely and there was no
prescribed regulator
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APPENDIX 3

Confidential Disclosure Form

STRICTLY PRIVATE & CONFIDENTIAL: FOR THE ATTENTION OF THE
SERVICE MANAGER/DIRECTOR*

FOR USE BY STAFF

Staff who complete this form should be aware of the rights and limitations placed on
them by the Public Interest Disclosure Act, a commentary on which forms part of the
Protection from Abuse policy. Name of Organisation cannot advise you as to those
rights and limitations but you may wish to contact Public Concern at Work (020 7404
6609), your Trades Union or Citizen’s Advice Bureau first.

This Disclosure Form will be treated with the utmost confidentiality and your rights
under the Data Protection Act 1998 apply. You must fill this form in truthfully and we
would ask you also to provide full information. If you do withhold information that is
relevant to the disclosure from us, please seek advice from the sources identified in
the first paragraph as to where and how these matters should be reported.

Part 1 (To be completed by Staff member making disclosure)

Personal Details: name, designation,
address and contact details

Disclosure: please describe very briefly
the nature of the disclosure you wish to
make (for example, “physical abuse”).
We will ask you for a more detailed
explanation below.

People Involved: please state the names,
and contact details of people involved in
this issue, whether victims, witnesses or
alleged perpetrators. Do not yet describe
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their role or what you saw.

Third Parties Informed: please identify
any other agencies (for example, Police,
Supporting People Team, Public Concern
at Work etc.) and/or staff of other
agencies who have been told of this issue,
whether by you or someone else. Contact
details of these agencies and/or people
should also be provided. Please also
identify any

Details of Disclosure: please give full
details of the matters you wish to
disclose. Please add additional sheets as
necessary and attach all relevant
documentation or evidence.
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Other Information: please give details
of any other points you wish to make, for
example, if you are concerned about the
consequences of this disclosure for you or
anyone else, whether this disclosure of
the events that prompted it will have any
impact on your ability to do your work,
etc.

Signed (person making disclosure)

Date

Signed ( Service Manager/Director*)

Date

Part 2: To be completed by Service Manager/Director*

Personal Details: name, designation,
address and contact details
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Action Plan: please identify your Action
Plan to investigate and resolve the
matters that have been disclosed.

Please identify the names and other
details of other agencies and people you
intend to involve.

Please set out details of any Risk
Assessment or Support Plan review work
undertaken in the light of this disclosure.

Please identify whether investigatory or
disciplinary action is to be/has been taken
in respect to anyone and give details.

Please identify what arrangements
were/are being made (where relevant) for
the protection and support of people who
may be negatively affected by matters
relating to this disclosure.

Please set out clear timescales and
processes being implemented or planned
to resolve the disclosures reported and
any consequences you can reasonably
foresee that they might have.

Please attach additional sheets as
necessary and attach all relevant
documentation and letters.

Review date: Please identify when this
Action Plan is to be reviewed.

Signed: ( Service Manager/Director*)

Date:

Signed: (Director) as witness
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Understanding the Service user

Each individual has his/her own way of reacting in any given situation. Frustration
and anger will be triggered off by different factors for every person and each person
will respond differently to attempts by staff to handle that anger. Causes may range
from non-use of energy to quarrels or distress in the house to other events inside or
outside the house. Getting to know individual service users through interaction and
through discussions with other staff, with professional staff, with professionals of the
service user and with the service user is important to find out about his/her likes and
dislikes and about situations which lead to discomfort and anger as well as about what
helps to calm them.

Events outside the house may be causing problems for the service user as well as
events in the house and information should be sought on the causes of any changes in
patterns of behaviour. Staff involved in supporting service users should share
information on the service user's behaviour and attempts to deal with it.

Avoidance and Prevention

Whilst Risk Assessment is crucial it is impossible to always avoid situations which
provoke anger and frustration. New situations often cause stress and it is very
necessary for service users to confront and learn to cope with such situations. Staff
can help by structuring events in such a way that frustration is lessened. For example:

Planning support in stages where necessary, evaluating each stage with the service
user and making sure that a new situation has been talked through will lessen stress.

Significant changes at any Name of Organisation scheme can be prepared for by
discussion and planning with the service user beforehand to help the service user feel
that they know what is happening, and have had a part in planning events and are not
being ruled out.

Disputes between service users are also triggers for violent incidents. Where service
users are encouraged to discuss issues that may otherwise be a cause of tension and to
think about what they are saying and doing to each other gives the greater ability to
control their own reactions and to understand those of others.

Respecting service users at all times as individuals with their own right to dignity is
also important in avoiding outbreaks. Frustration and anger often arise out of a sense
of not being taken seriously and opinions, wishes and feelings being ignored. Giving
reasons, helping people to see all aspects, asking for opinions and listening to what is
being said are all part of confirming a sense of self-worth for the service user.

Reactions to Violence

A situation where a service user is becoming or being violent requires a thoughtful
reaction from staff where there may be very little time for thought. A first principle
for a staff member is not to see this simply as a test of strength.
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normally be given the opportunity to discuss what has happened and to look at why
the behaviour has happened, how it could be avoided, what are more appropriate ways
of reacting and how they can help in preventing and coping with such incidents.

Staff who have been affected by such an incident, if not physically hurt, may need to
go home or to take some time out. The Service Manager should ensure that any staff
member affected is properly supported and that the affected staff member’s duties are
covered. The Service Manager will need to consider a RIDDOR report, contacting the
Supporting People team in case of withdrawal of service, consulting with other
agencies involved with the service user, possibly co-operating with the Police and co-
ordinating Risk Assessment processes.
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APPENDIX 5

HOW TO KEEP THE SERVICE USER/STAFF MEMBER
RELATIONSHIP SAFE

For both service users and staff members it is vital for each party to feel safe. Without
taking away from the responsibility of the staff member to keep the service user safe,
this Appendix looks at ways both parties can contribute to preventing abuse.

What’s The Difference?

The service user/staff member relationship is a special one but what exactly is the
difference between a personal relationship and a staff member relationship? Think
about the following areas and compare your answers in the two columns.

Personal
Relationship

Staff member
Relationship

Are there any time limits?

Does it involve money?

Does one person have more power or
responsibility than the other?

Is any specialised knowledge or training
required?

How much of a priority is liking the other
person?
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For whose benefit is the relationship set up?

Does the relationship develop in a
structured rather than a spontaneous way?

You may well come to the conclusion that a major characteristic of the staff
member/service user relationship is that it is not an equal one. The staff member is
expected to put the interests of the service user first and foremost. It is also their
responsibility to set and maintain boundaries.

If both the staff member and service user understand the implications of an imbalance
of power then abuse is less likely to happen.

Do’s And Don’ts

DO’S DON’TS

Do inform service user from the outset
what to expect from the service user/staff
member relationship and encourage them
to ask questions. If relevant discuss terms
of confidentiality.

Don’t make special arrangements e.g. to
see a service user outside your working
hours or outside your normal work
environment.

Do take responsibility for setting and
maintaining boundaries with service
users.

Don’t forget your relationship is based on
an imbalance of power.

Do be sensitive to the possibility that a
service user may have been abused or
traumatised by their experiences and
understand how this may affect the
relationship.

Don’t ask intrusive questions about a
service user’s history unless there is a
clear and justifiable need to do so, but do
try and understand his or her experiences
which have led them to Name of
Organisation.

Do be careful of expressions like ‘I’ll
never let you down’ as they could create
unrealistic expectations.

Don’t give the service user the
impression that they have been singled
out for special attention.

Do discuss Support Plan reviews and Don’t disclose personal information




