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1.0 Objectives 

 
1.1 The purpose of this procedure is to ensure that all staff are given 

adequate advice and guidance whilst carrying out their duties outside 
of departmental office hours.    

1.2 To ensure the on call service is not used to provide an alternative 

point of contact during office hours and will only be used when an 
emergency situation arises. 

1.3 To allow that all staff undertaking on call duties are aware of their 
responsibilities whilst carrying out this role. 

 

This procedure works in conjunction with the following Azure 
procedures: 

 
 Alcohol Policy 
 Lone Working 

 Dealing with and Reporting Untoward Incidents 
 Medication 

 Dealing with Aggression and Violence 
 Dealing with the Death of a Client 

  

 
2.0 Scope 

 
This procedure relates to all staff working within Azure Support 

Services. 
 

 

3.0   Operating Times  
 

The on call will only be active out of the normal departmental office 
hours. 

 

 
4.0    Staffing 

 
The on call is manned by Team Managers who undertake the on call 
duties within a rota developed by the Associate Director. 

 
 

5.0    Remuneration 
 

There is a payment made for each period of on-call undertaken.  This 
payment is set out within the information provided at the point of 
undertaking the relevant post and/or responsibilities.  
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6.0    Emergency 
 

 In the case of a genuine emergency, such as where a client or staff is 

in danger and those involved are unable to take steps to protect the 
person or the home, or where someone requires emergency medical 

assistance, the necessary emergency service should be contacted 
before the on call.  

 

 
7.0     Serious events 

 
The on call service must be contacted if any of the following events 
occurs:  

 
 Death of or serious injury to a client or member of staff. 

 A serious accident  
 A client has to attend hospital 
 An allegation of abuse 

 A safeguarding issue 
 Fire, flood, gas leak or similar 

 Any incident likely to lead to media interest 
   

(The above list is not exhaustive) 

 
 

8.0     Responding 
 

8.1     The person on call must ensure they have the on call phone switched 
on, charged and with them at all times.  

 

 8.2  The person on call must be mindful of traveling distance for the 
service area they cover.  As such it is expected that the on call person 

can respond within 60 minutes should this be necessary.  Any 
professional/personal activities undertaken whilst on-call should not 
impact adversely upon meeting this requirement. 

  
8.3  A specific on call phone is provided by Azure which will be carried by 

the person with on call responsibility.  Where there are practical 
issues for the handing over of the on call phone, a divert system will 
be utilised. It is the responsibility of the person coming off on call to 

contact the person going on to update on any events/issues. A 
“nothing to report” handover must also be made should this be the 

case.  
 
8.4  It is the responsibility of the person undertaking on call to ensure any 

necessary divert has been activated and they are contactable before 
any office closure.  

 
 8.5   Those on call duty are not expected to put themselves at risk and 

should work within the boundaries of the ‘Lone Working’ procedure at 

all times. 
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 8.6  If the on call person has any concerns about the situation they are in, 

then consideration needs to be given to having police involvement. 
 

 

9.0   Recording 
 

9.1   All calls received will be logged, recording details will include; date, 
time of call, name of person calling and details of the 
incident/situation and advice given. Where electronic recording 

systems are in place these must be up dated as soon as is 
practicable. 

 
          9.2   Where a member of staff is contacting the on call to report an absence 

relating to sickness, the on call person will arrange the relief cover.  

An exception to this would be if the member of staff is giving 
sufficient notice that would allow the Manager/Team Manager of the 

department/service to arrange cover within office hours.   
 
9.3  The on call person will complete the Company’s yellow absence form 

and this will be forwarded to the relevant line manager.   
It is expected that the on call person will cover the shift; however, there 

may be rare in circumstances where this is unavoidable.  
 

9.4   The on call person will indicate on their time sheet against the 

relevant date(s) for the on call covered and this is submitted with the 
monthly salary details.  Payment is made one month in arrears. 

Enhanced payments must be clearly defined within the time sheet to 
allow payroll to accurately process. 

 
 

10.0 Reporting 

 
10.1  The relevant member of the management team should be made 

aware of issues that have been addressed through the on call (given 
that the on call relates to emergency/significant issues).  

 

10.2   Consideration must be given to communicating the on call information 
to the relevant Senior Manager.  

 
10.3   For any serious incident – such as a fire or the death of a client – the 

Chief executive will be informed by the appropriate Support Services 

Director. 
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Appendices 1  

 
 

                                 On Call Guidance 
                                     Keele Drive  

 
 
 
 
Appendices 2 

What is the on call number? 
 

 07917037647 
If you need to use this service you must 
call. Text messaging are not acceptable. 

 
 
 
 

When would you use the on-call? 
The on-call facility is to be utilised by staff when there is a problem that cannot be 

resolved by the staff member and advice and guidance is required. 

What is an on call issue? 
 
Accident, injury or illness of 
supported individual. 
 
A missing person 
 
Any behavior by a supported 
individual which requires a restrictive 
technique being used 
 
Concerns of Abuse 
 
Non-attendance of a staff member 
 
Any unusual behavior displayed by a 
client 
 
Problems with the client’s property 
 
Hospital admissions 
 
Fire 
 
Death 
 

 

What is NOT an on call issue? 
 
Wage queries 
 
Issues between staff members that 
are not an emergency 
 
Rota queries 
 
Supported individual wanting to 
change support times 
 
Holiday requests 
 
Attempting to change a shift further 
in the week 
 
Client conflict, unless severe 
(Safeguarding) 
 
 

After speaking to the on call manager 
follow any advice given and complete any 
relevant paperwork. 
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                               On Call Guidance 
                                    Washington 

 
 
 
 
 

What is the on call number? 
 

 07423451479 
If you need to use this service you must 
call. Text messaging are not acceptable. 

 
 
 
 

When would you use the on-call? 
The on-call facility is to be utilised by staff when there is a problem that cannot be 

resolved by the staff member and advice and guidance is required. 

What is an on call issue? 
 
Accident, injury or illness of 
supported individual. 
 
A missing person 
 
Any behavior by a supported 
individual which requires a restrictive 
technique being used 
 
Concerns of Abuse 
 
Non-attendance of a staff member 
 
Any unusual behavior displayed by a 
client 
 
Problems with the client’s property 
 
Hospital admissions 
 
Fire 
 
Death 
 

 

What is NOT an on call issue? 
 
Wage queries 
 
Issues between staff members that 
are not an emergency 
 
Rota queries 
 
Supported individual wanting to 
change support times 
 
Holiday requests 
 
Attempting to change a shift further 
in the week 
 
Client conflict, unless severe 
(Safeguarding) 
 
 

After speaking to the on call manager 
follow any advice given and complete any 
relevant paperwork. 
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Appendices 3 
 

                                On Call Guidance 
                                         Newburn  

 
 
 
 

What is the on call number? 
 

 07967745401 
If you need to use this service you must 
call. Text messaging are not acceptable. 

 
 
 
 

When would you use the on-call? 
The on-call facility is to be utilised by staff when there is a problem that cannot be 

resolved by the staff member and advice and guidance is required. 

What is an on call issue? 
 
Accident, injury or illness of 
supported individual. 
 
A missing person 
 
Any behavior by a supported 
individual which requires a restrictive 
technique being used 
 
Concerns of Abuse 
 
Non-attendance of a staff member 
 
Any unusual behavior displayed by a 
client 
 
Problems with the client’s property 
 
Hospital admissions 
 
Fire 
 
Death 
 

 

What is NOT an on call issue? 
 
Wage queries 
 
Issues between staff members that 
are not an emergency 
 
Rota queries 
 
Supported individual wanting to 
change support times 

Appendices 3 
 
Holiday requests 
 
Attempting to change a shift further 
in the week 
 
Client conflict, unless severe 
(Safeguarding) 
 
 

After speaking to the on call manager 
follow any advice given and complete any 
relevant paperwork. 
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Appendices 4 

 
 

                               On Call Guidance 
                              Community Access   

 

What is the on call number? 
 

 07917037643 
If you need to use this service you must 
call. Text messaging are not acceptable. 

 
 
 
 

When would you use the on-call? 
The on-call facility is to be utilised by staff when there is a problem that cannot be 

resolved by the staff member and advice and guidance is required. 

What is an on call issue? 
 
Accident, injury or illness of 
supported individual. 
 
A missing person 
 
Any behavior by a supported 
individual which requires a restrictive 
technique being used 
 
Concerns of Abuse 
 
Non-attendance of a staff member 
 
Any unusual behavior displayed by a 
client 
 
Problems with the client’s property 
 
Hospital admissions 
 
Fire 
 
Death 
 

 

What is NOT an on call issue? 
 
Wage queries 
 
Issues between staff members that 
are not an emergency 
 
Rota queries 
 
Supported individual wanting to 
change support times 
 
Holiday requests 
 
Attempting to change a shift further 
in the week 
 
Client conflict, unless severe 
(Safeguarding) 
 
 

After speaking to the on call manager 
follow any advice given and complete any 
relevant paperwork. 


