[image: ] 
 
No Response guidance for Adult Social Care 
 
This document is intended to provide staff in Adult Social Care with guidance on steps to take if they are not able to establish contact with a service user/resident. 
Please note that this is not an exhaustive list nor is it prescriptive and actions to be taken will vary depending on the type of referral and presenting situation. 
 
· Referral/contact received. Always contact referrer for further information. 
· Contact the person concerned. For most cases this would be by telephone. 
· If no response, check all council systems for alternative contact details and additional information, e.g. does the person attend a day centre during the day: IAS Protocol, Onyx (HSCD) and System1 (MASH) 
· If NOK or emergency contact details available, check with them for the person’s contact details or other relevant information. Do not share details of the referral/contact. 
· Check external systems GP, care agency etc. for alternative contact details and other relevant information.  
· If still not able to establish contact within 24 hours (depending on risk), escalate to a manager 
· In conversation with your manager, consider all available information and risk assess (use professional judgement). Agree plan of action and timescales. 
· Send out letter (be aware of data protection, e.g. check correct address, content of letter) or arrange for welfare check based on risk / background information 
· When doing a welfare check, note your observations – are curtains drawn, letters piling up… 
· Call for a Police welfare check or an ambulance if required! 
 
Always ensure clear and timely recording on IAS Protocol as to methods of contact, when, who was consulted, any additional information you found out, conversations with manager etc. 
 
 
No referral to be closed until agreed with your manager. 
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