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NO RESPONSE WHEN ARRIVING AT A CLIENT’S HOME. 

 

1.0 Scope 

This procedure relates to all staff that provides support to clients in their own 
homes. 

2.0 Principles 

To ensure that all staff know what to do in the event that they arrive at a client’s 
home and there is no response when ringing the door bell/knocking on the door. 

3.0 Procedure 

3.1 When staff arrive at the client’s home at the agreed time and ring the door 
bell/knock on the door but get no response, they should take steps to try to 
ascertain if there are any signs to indicate any change to the usual situation, i.e. 
curtains still closed, post not put through the letter box. 

3.2 If possible staff should walk round to the back of the house to see if there is 
any movement/activity from within the home. It would be reasonable to knock 
on the back door or downstairs window, especially if this is part of a room you 
know is the clients preferred choice to be in. 

3.3 If the client has a mobile or house phone and there is still no response, staff 
should contact management, who will then call the clients contact number. The 
manager will then call staff back to inform either the client will be opening the 
door or that staff should do as follows. 

3.4 If the relationship between the client and their neighbour is positive staff 
could check with them as to the last time they saw the client. This is to check if 
the neighbour has seen the client leave the house prior to the staff’s arrival at 
the house. 

3.5 If no response can be gained after repeated ringing of the doorbell/knocking 
on the door, staff should leave a note for the client stating their own name, 
(company name if not written on a company notice form), the time arrived and 
the time left. If appropriate ask the client to contact Azure and leave the 
relevant phone number. 

3.6 Staff should make contact with management again as soon as possible to 
inform them of the situation. 



3.7 Managers will advise the staff of the next course of action the member of 
staff should take 

3.8 The manager will contact social services/care management informing them 
of the situation. 

3.9 The manager will inform the relevant named contact for the client, this may 
be next of kin, a family member or a close friend which ever the client has 
specified as the person to contact in case of an emergency. 

3.10 Both the member of staff who attended the client’s home but was unable to 
gain access and the manager the matter was reported to will record the details 
relating to this matter. 

3.11 The police may need to be contacted. The manager will ascertain, through 
dialogue with Care Management and or the named contact as to whom should 
undertake this task. However, if in doubt, the manager should inform the police 
to make them aware of the situation. 

 


