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Policy Statement 

Service users for whom Keen2Go provides care and support have multiple health 
conditions. Many can become confused or easily disoriented due to a learning 
disability or other mental health problem and therefore become easily lost. For these 
reasons, a Service user going “missing” from sessions or whilst out in the community 
under the care of a staff member from this organisation should lead to significant 
concern for the Service user’s safety and be considered a potential emergency. 

The Policy 
 
The Policy intends to set out the Process for staff in the event of a missing person 
situation. 

Preventing Missing Person Incidents 

Staff from this organisation should always remain vigilant and be aware of exactly 
where Service users are at any given time. Service users who are prone to 
wandering, or who may be at risk of getting lost, should have this identified during 
risk assessment and a suitable entry made in their PP. Such Service Users should 
be kept under observation as appropriate to the level of risk identified. 

Situations, where a missing person’s report should be made, include the following: 

●​ Where a Service user has not returned from, or has got lost during, an 
arranged activity or walk. 

●​ Where a Service user cannot be accounted for at a base location. 
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If it becomes clear that a Service user may be missing, it is vital that all members of 
staff in the organisation work as a team and follow a clearly defined procedure. 

Missing Person Procedure 

Immediately upon suspicion that a Service user may be missing, staff should: 

●​ initiate an immediate search of the building and its immediate surrounds. 

 
●​ Telephone the service user’s mobile phone if applicable.  

●​ Alert any security staff available. If in a shopping high street go into the 
nearest shop and ask them if they are able to radio other stores. Lots of high 
streets now have this system in place.   

If the Service user cannot be found during the initial search, then the member of staff 
should immediately raise the alarm by informing the session lead. They should pass 
on all relevant information, such as the full details of the Service user (it is very 
important to correctly identify the Service user) and full details of the incident, 
including when and where the Service user was last seen, by whom, and what the 
Service user was wearing. A member of staff should then remain at the location they 
were last seen in case they return.  

Upon Receiving a Missing Person’s Report, the Session Lead Should do the 
following: 

●​ Make immediate efforts to contact the Service user's relatives or carers, if not 
already done, to inform them of the situation, gather information and get 
advice. 

●​ Contact the police and give full details about the Service user, including when 
and where they were last seen, by whom, what they were wearing, and any 
special risk factors involved. Advise the police that you have a current 
photograph that can be sent electronically.  

●​ Contact telephone numbers should be given, and the line manager should 
remain in contact to co-ordinate the organisation’s response and to maintain 
communications. 

●​ Co-operate fully with any police search. 

Where the police are involved then the organisation’s Director and safeguarding lead 
should be informed as soon as possible, as should members of the missing person’s 
family if they have not already been contacted. Families/relatives should be kept 
informed at each stage of the search. 

The Session team Leader should, at the earliest opportunity, fill out an incident form 
and ensure that a full note of events has been made in the person’s notes by the 
member of staff. Log all the people and organisations who have been contacted. 
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Times of actions and decisions should be noted as accurately as possible. After the 
incident, the staff involved should be asked to check the incident form for accuracy 
and sign and date it. 

Once they have been found, it is essential that all the parties who were advised of 
the emergency are contacted again and informed that the search has been 
concluded. 

At all stages, the Session team leader should be sensitive to the needs of members 
of staff involved, who might be upset by the incident, and should provide or arrange 
any support required; this may include bringing in extra staff to help or sending 
someone to “sit” with the staff involved, and checking that staff are well before they 
go home. Management will always support should this ever occur.  

If at any stage the session team leader is unsure of what to do then the Service 
Manager should be contacted immediately for advice. 

Procedure to Follow After a Missing Persons Incident 

Upon conclusion of a ‘missing persons’ incident, the organisation should.  

●​ Undertake a full enquiry and investigate the incident thoroughly, investigations 
should be led by the organisation’s Director who will also be responsible for 
implementing any improvements that are indicated.  

●​ Staff can learn from these investigations and implement any changes to 
improve the service 

●​ Update the service users’ risk assessments as required and their care/ 
support plan 

 
 
Related Policies 

Lone working policy  

Adult Safeguarding 

Children safeguarding.  
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Related Guidance 

●​ The multi-agency response for adults missing from health and care settings 
https://www.gov.uk/government/publications/the-multi-agency-response-for-ad
ults-missing-from-health-and-care-settings-a-national-framework-for-england  
 

●​ SCIE 
https://www.scie.org.uk/safeguarding/adults/practice/questions 
 

●​ CQC: Regulation 20 Duty of Candour 
https://www.cqc.org.uk/guidance-providers/regulations-enforcement/regulation
-20-duty-candour  
 

 

​
Training Statement 

All staff, during induction, are made aware of the organisation’s policies and 
procedures, all of which are used for training updates. All policies and procedures 
are reviewed and amended where necessary and staff are made aware of any 
changes. Observations are undertaken to check skills and competencies. Various 
methods of training are used including one-to-one, online, group meetings, individual 
supervisions and external courses sourced as required. 
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