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[bookmark: purpose]1. Purpose
Moonlight Homecare is committed to providing safe, high-quality care. This procedure sets out how incidents, accidents, and near misses are identified, reported, escalated, reviewed, and learned from. It ensures effective management oversight, timely escalation, and compliance with CQC, RIDDOR, safeguarding, and organisational requirements.

[bookmark: definitions]2. Definitions
Incident: Any unplanned event that results in, or could result in, harm, damage, or loss (e.g. medication error, safeguarding concern).
Accident: An unplanned event that causes injury, ill health, or damage (e.g. falls, cuts, burns).
Near Miss: An event that did not result in harm but had the potential to do so (e.g. almost administering incorrect medication).

[bookmark: principles]3. Principles
· Safety of service users and staff is the priority
· All incidents, accidents, and near misses must be reported
· No blame culture – focus on learning and improvement
· Timely escalation to appropriate levels
· Clear management oversight and accountability

[bookmark: immediate-actions-by-staff]4. Immediate Actions by Staff
All staff must: - Ensure the immediate safety and wellbeing of the service user - Seek medical assistance if required (GP, NHS 111, or emergency services) - Inform the on-call manager or Registered Manager immediately for serious incidents - Reassure the service user and record factual information only

[bookmark: reporting-requirements]5. Reporting Requirements
[bookmark: internal-reporting]5.1 Internal Reporting
· All incidents, accidents, and near misses must be recorded on the Moonlight Homecare Incident Report Form
· Reports must be completed before the end of the shift or within 24 hours
· Medication errors must also be recorded on the MAR chart and reported immediately
[bookmark: external-reporting-where-applicable]5.2 External Reporting (where applicable)
The Registered Manager is responsible for ensuring: - Safeguarding alerts are raised with the Local Authority - RIDDOR reports are submitted where required - CQC notifications are completed without delay - Families and commissioners are informed as appropriate

[bookmark: escalation-process]6. Escalation Process
[bookmark: immediate-escalation-same-day]6.1 Immediate Escalation (Same Day)
Incidents must be escalated immediately to the Registered Manager or on-call manager if they involve: - Serious injury or death - Safeguarding concerns or allegations - Medication errors with potential or actual harm - Falls resulting in injury or hospital admission - Fire, flood, or major environmental risk - Missing service user
[bookmark: management-escalation]6.2 Management Escalation
· The Registered Manager reviews all serious incidents within 24 hours
· Senior management are informed where risk is high or systemic issues are identified
· External agencies are engaged as required

[bookmark: oversight-and-review]7. Oversight and Review
[bookmark: management-review]7.1 Management Review
· All incident, accident, and near miss reports are reviewed by management
· Trends, patterns, and recurring risks are identified
· Actions are documented and monitored
[bookmark: learning-and-improvement]7.2 Learning and Improvement
· Outcomes are shared with staff through supervision, team meetings, and training
· Risk assessments and care plans are updated where required
· Policies and procedures are reviewed if learning identifies gaps

[bookmark: near-miss-management]8. Near Miss Management
Near misses are treated as learning opportunities: - They must be reported and reviewed in the same way as incidents - Preventative actions are implemented to reduce future risk - Staff are encouraged to report near misses without fear of blame

[bookmark: record-keeping-and-confidentiality]9. Record Keeping and Confidentiality
· All records are stored securely in line with GDPR
· Information is shared on a need-to-know basis only
· Records are available for audit and inspection

[bookmark: staff-responsibilities]10. Staff Responsibilities
All Staff: - Report incidents, accidents, and near misses promptly - Follow care plans, risk assessments, and policies
Managers: - Ensure timely escalation and reporting - Provide oversight and follow-up actions - Ensure learning is embedded into practice
Registered Manager: - Overall accountability for governance, oversight, and external reporting

[bookmark: monitoring-and-audit]11. Monitoring and Audit
· Incident data is reviewed monthly
· Audits are used to identify trends and improvements
· Findings inform quality improvement plans
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