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https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/300293/JRA_DoH_Guidance_on_RP_web_accessible.pdf
https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/300293/JRA_DoH_Guidance_on_RP_web_accessible.pdf
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 For any incident with 
safeguarding implications they will also meet / consult with safeguarding officer or Director 
within 24 hours, and agree actions. 
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Guide for staff for managing a crisis situation 

 

STEP 1 – INITIAL RESPONSE 

Staff member at 
the scene (‘initial 
staff member’) 

Initially try strategies to de-escalate situation  
 
Risk assess the likelihood and impact of the behaviour (is it a first time behaviour or known? 
Consider the guidance in the individual risk assessment) 
 
Aim to manage the environment and separate service users  
 
Get help – call “staff” 

STEP 2 – GETTING HELP 

Sessional staff Respond to “staff” call.  
 
Risk assess what you are doing and try to go to the person calling “staff”. Agree with other 
staff members who will stay with the group and who will leave to respond to the call.  
 
If the session leader has not heard the call – make sure they know who has called “staff” and 
cover their group if needed so they can respond. The session leader must be made available 
for the crisis situation.  
 
When at the scene say “help available” and wait for response. Do not intervene until the 
other staff member has told you what to do (they have a better picture of the situation and 
the risks) 
 
If you are not needed at the scene (and there are already two staff members there) go back to 
your group. Occasionally check on the crisis situation to see if it has changed and whether 
additional help is needed. 

Non-sessional staff Respond to the call for staff. If you are in an office with other staff agree who will respond to 
the call and who will stay.  
 
Keep at a distance from the scene and wait to be directed by the initial staff member or 
session leader. If you are not noticed, say “help available” 
 
Remember to take keys and lock doors. 
 
Consider how the building is being used – for example, it may not be safe/appropriate for 
visitors to be left in the first floor waiting area, or in the reception/entrance area. 
 
The receptionist should remain in the reception office, with the door locked.    
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STEP 3 – COORDINATING THE RESPONSE 

Initial staff member When help arrives say “yes stay” or “no go” to be clear if you want the extra help. You must 
always have at least one other person with you, even if they observe. 
 
Tell other staff & the service user what you are going to do – see policy for more guidance. 
 
Continue to risk assess. 

Sessional Staff Respond to what the initial staff member has asked for. You may need to stand back and be 
available rather than act straight away. 
 
Continue to help risk assess. * 
 
Keep language minimal and clear. Stay calm and work together as a team. 

Session Leader Get to the scene as quickly as possible. 
 
Risk assess: the priority will always be to ensure staff and service user safety.  
 
Lead the coordinated response – you may ask a staff member to get more help, make a 
phone call (this may include emergency services), move equipment. You may ask the initial 
staff member to swap with another staff member, or take a break. 
 
If necessary lead the use of restraint. This must never be done as punishment and must 
always be proportionate, controlled and as a last resort to keep people safe. Any restraint 
should be part of the individual’s behaviour support plan or risk assessment and be rehearsed 
with staff so they know what to do.  
 

Direct all staff on the session – this might involve telling other staff to take service users into 
a different space, arranging for the service user to move or go home. 

Non-sessional staff You may be asked to help with practical aspects of the response such as moving equipment 
and changing the space. 
 

Do not step in to intervene in the situation directly. 
 

Re-consider how you use the space – you may have to leave the building via the kitchen 
rather than the front door, you may have to stay in your office.  
 

You may be asked to help oversee an area of the building if we are understaffed. 

STEP 4 – RECOVERY 

Session Leader The aim is to get to recovery as quickly as possible. This may involve helping the individual 
express their emotions in a less dangerous way eg going outside to shout and supporting 
them to calm eg hugged or rocked 
 

Once the individual is in the recovery stage plan the rest of the session – can they be 
reintegrated into the session? Are they going home? Need to move to another space? 
 

Make sure sessional staff have an opportunity to recover. If anyone has been hurt they 
should be able to leave the session for a few minutes, this must be directed by the session 
leader. 

Sessional staff Follow directions from session leader 

Non-sessional staff Follow directions from session leader.  
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STEP 5 – FOLLOW UP 

 

Session Leader Ensure parents/carers are aware of the incident 
 
Inform service manager or safeguarding officer of incident (this might be via On Call) 
 
Share information (as appropriate) with other professionals (there may be instances where a 
referral needs to be made straight away) 
 
Ask relevant staff to write up incidents (and possibly ABC chart) 
 
Write up a review of the overall response to the crisis –  
Were all steps followed?  
Is any follow up needed with individuals involved? Gather feedback from staff involved. 
 
Review risk assessment, session plan, behaviour plan, staffing in preparation for the next 
session 
 
If damage has been caused to the building or resources, inform the rest of the team 
 
If restraint is used have a follow up discussion with all involved – in person or via phone to 
review practice and plan for the future 
 
Review with the service manager and safeguarding officer and follow up agreed actions 

Service Manager Read incidents and discuss with session leader 
 
Advise session leader of necessary follow up actions 
 
Ensure safeguarding officer guidance acted upon 
 
Record all actions taken 

On 
call/Safeguarding 
Officer 

Discuss with service manager and offer immediate advice 
 
Read incidents and offer further guidance  
 
Log incidents, follow up guidance and track actions taken 
 
Make referrals and link with other agencies as appropriate 

Sessional Staff Complete incidents on time 
 
Discuss incident with session leader  

Non-sessional staff Contribute to the follow up – are any actions needed, review for future planning? Give 
feedback to the session leader or service manager. 

 

*It is important that one person leads the response and this must be the Session Leader (or, if they are not 

available, a Senior Manager). If a staff member disagrees with a decision made in a crisis situation, this should be 

fed back to the Session Leader/Service Manager at a later point as part of the follow up. 
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                    Guidance in filling in  

Child Information Forms    

We are aware of the sensitive and confidential nature of this information. 
This form will only be seen by Markfield staff who will be working with your 

child. You must fill out the sections marked with an asterisk (*) before your 

child attends Markfield. 

Date completed: 
 

 

* Name of child: 

Date of birth: Age: Boy/Girl: 

Address: 
                                                                                            Postcode:           

 

* Name of parent/carer 1: Name of parent/carer 2: 
 
 

 

Home phone: 
Mobile: 

Home phone: 
Mobile: 

Relationship to child: Relationship to child: 
Parent/carer email address: 
 

Child’s ethnic origin: 

First language: Other languages: 
 

*  Child’s disability/special needs  
Please tell us what your child’s disabilities/special needs are, or if they are a sibling of a disabled 
child:   
 
 
 

Education 
Name of your child’s school: 
 

School type:  Early Years    Mainstream  Special school  
or:                                             Home educated  No current school placement  

SEN level:   School Action  School Action Plus  Statement*    
             *Please send us a copy of part 2 of your child’s statement if they have one 

* Emergency contact details 
We must have the name, address and phone number of someone who can talk about or 
care for your child in an emergency, if you are not available. 

Emergency contact person’s name: 

Address: 
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Phone number:                                       Mobile number: 
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INDIVIDUAL SERVICE USER RISK ASSESSMENT 



 

 27 

Contract for Change 


