Moonlight Homecare – No Entry Policy
Policy Title: No Entry / No Reply Policy
Date of Implementation: 08/06/2025
Review Date: 09/06/2026
Applies to: All Moonlight Homecare care workers, coordinators, managers, and administrative staff
This policy outlines clear responsibilities for care workers and provider management when a No Reply/No Entry occurs during a scheduled visit.

1. Introduction
The wellbeing and safety of our service users is Moonlight Homecare’s highest priority. A No Entry (also referred to as a No Reply) occurs when a care worker arrives at a scheduled visit and is unable to gain access or contact the service user. Such incidents must be treated as urgent and responded to promptly and appropriately, as failure to act may result in serious harm to the individual.

2. Definitions
· No Entry (No Reply): When there is no response from the service user at the time of a scheduled visit and access to the property cannot be gained, even after reasonable checks.
· Failed Visit: When the visit does not go ahead for a known reason (e.g., family says user is away), but the service user is not physically seen or spoken to.
· Cancelled Visit: When the service user notifies the office in advance of their absence.

3. Carer Responsibilities – Immediate Actions
3.1 On Arrival:
1. Allow the service user sufficient time to respond (wait at least 5 minutes).
2. Ring the doorbell/knock multiple times.
3. Attempt to contact the service user by telephone (mobile and/or landline).
4. Look for signs of occupancy (lights on, drawn curtains, TV/radio noise, etc.).
5. Check for warning signs (unusual smells, letters piled up, etc.).
6. Speak to neighbours, porter, or warden (maintaining confidentiality).
7. If there is a keysafe, check whether access is permitted per care plan:
· Use keysafe only if authorised in the service user’s care plan and you feel safe to enter.
· If unauthorised to enter alone or unsafe, do not access the property.
3.2 If Still No Access:
· Do not leave a note unless explicitly instructed by the office.
· Immediately contact the MOONLIGHT HOMECARE office (within 5 minutes of completing all checks).
· Report the situation as a No Entry, providing:
· Time of visit
· Actions taken
· Any known history or concerns
· Observations at the property

4. Provider/Office Responsibilities
4.1 Coordinator/Manager Actions (Within 30 Minutes):
1. Verify with the care worker that all required checks have been done.
2. Attempt to call the service user (landline & mobile).
3. Check internal records:
· Has the user informed us of absence?
· Is there a keysafe? Can it be used?
4. Contact listed next of kin/keyholder/friends/neighbours for information.
5. Check with:
· The Community Alarm Service (CAS), if applicable.
· The last care worker who visited.
· Local hospitals (A&E or admissions) or call NHS 111 to check if the person has been admitted.
· GP or district nurse, if necessary.
6. If the service user is still uncontactable, escalate immediately to:
· Local Authority Adult Social Care Team (within 1 hour of the No Entry).
· After-hours, contact the Emergency Duty Team (EDT).
· If there is immediate concern for the person’s safety, contact the Police to request welfare entry.

5. Reporting Procedure
· Complete a No Entry Report Form, including:
· Date/time of visit
· Checks made
· Contacts attempted
· Information received
· Actions taken
· Fax or email securely the form to the local authority Adult Social Care Team (or EDT).
· Record the incident in the service user’s file and care management system.

6. Resolving a No Entry
If the location or wellbeing of the service user is confirmed:
· Update the Adult Social Care Team, family, and care staff.
· Log resolution in the diary notes and service user’s file.
· Confirm if the scheduled visit needs to be rescheduled or cancelled.
· Review care plan if needed (e.g., increase monitoring, add contacts).
If the service user remains unaccounted for:
· The Local Authority or EDT will determine the need for forced entry with Police or CAS support.
· Moonlight Homecare staff may assist or be on standby if required.

7. Recording
All No Entry incidents must be:
· Logged in the service user’s care file and internal systems.
· Marked with date, time, and carer’s name.
· Include full chronology of attempted actions and communications.

8. Communication
· All stakeholders must be informed:
· Local Authority Adult Social Care or EDT
· Next of kin or nominated contacts
· GP or community nurse (where appropriate)
· Internal Moonlight Homecare management
· Confirm communication by secure email or direct phone.
· Notify the care worker once the case is resolved.

9. Follow-Up Required
· Case Review: Care Coordinator to assess if service user’s needs or risk level has changed.
· Update Records: Add any new contact details or risks.
· Training: Review staff adherence to the policy in team meetings.
· Escalation: Repeated No Entry incidents to be reviewed by MOONLIGHT HOMECARE safeguarding lead.

10. Confidentiality and Safety
· Always follow GDPR and safeguarding policies.
· Never share confidential details unless necessary for the safety of the service user.
· Never enter a property alone if there is any safety concern.

11. Summary of Time Standards
	Action
	Timescale

	Carer reports No Entry to office
	Within 5 minutes

	Office completes checks & contacts Adult Social Care
	Within 30 minutes

	Adult Social Care escalates if unresolved
	Within 1 hour

	Assessment team/duty manager decides further action
	Within 2.5 hours



12. Policy Oversight and Review
This policy is reviewed annually by Moonlight Homecare’s Registered Manager and Safeguarding Lead to ensure compliance with regulatory and local authority requirements.
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