
 
COVID -19 response operating procedure 
for visiting customers in their own homes. 
 

Due to the current pandemic this operational procedure will cover activities colleagues in housing 

management carry out. This procedure covers all instances of home visits to customers in their own homes, 

including those accessed via a communal entrance.  

Covid-19 specific guidance  

1. Firstly, consider if the nature of the visit to the customer is necessary or something that could be 

conducted over the telephone. 

2. Visits will be by appointment only. 

3. Prior to meeting you must establish with the tenant if the tenant (or anyone they live with) is 

shielding or vulnerable or feeling unwell, displaying any cold / flu / covid-19 symptoms or in 

quarantine following a trip overseas. 

4. If a tenant confirms they have symptoms, staff must not enter the tenant’s home under any 

circumstances. If there is a reason why they think they need to enter this must immediately be 

referred to their manager where a decision will be made on how best to deal with the situation 

5. Prior to doing a visit, talk through with the customer what will happen on site: 

 

• Social distancing rules (2+ metres) 

• Limiting the numbers attending – previously agreed. 

• Hand washing / sanitising. 

• Possible use of gloves.  

• Face coverings are required in all indoor situations ‘where people may come into 

contact with others they don’t usually meet’ 

• All visits will be as brief as possible  

 

6. Where possible, windows should be opened in the property to provide ventilation. 

7. There will be a maximum of two people allowed, per appointment. Where possible, we feel it is 

safer that children do not attend. 

8. DO NOT journey together in one vehicle. Notify your Manager / Team Leader prior to going out 

and on return.   

9. Hand sanitiser is provided, please use the sanitiser or wash your hands on entering and leaving the 

property.  

10. Ensure you maintain social distancing when parking and alighting your vehicle.  

11. Should you be met by anyone walking to or from the car wait and highlight social distancing should 

you be required to.  

12. Wait in the car if appropriate to avoid breaking the 2 metres. 

13. Remove PPE if used and place in a single bag for disposal later (DO NOT re-use gloves) and clean 
your hands thoroughly. 

 
Properties in communal settings  

• Limit any time in the communal areas as much as possible   
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• When around scheme adhere to social distancing and if approached by tenant/visitor remain 2 

metres away. 

• If tenant persists in approaching you, advise tenant you will return to your vehicle and continue the 

conversation over the telephone. 

• Wash hands thoroughly before and after going out onto the scheme and avoid touching your face 

• Prior to entering a flat/apartment accessed via a communal area you should sanitise your hands. 

• PPE is required when walking around schemes, face covering should be worn as a minimum. 

 

General Arrangements 

Driving 

1. You must ensure that you have read the Driving Policy 

2. Annual vehicle document, driving licence and insurance checks will be carried out each year 

3. You are responsible for ensuring that your car is roadworthy and you are in a fit and proper 

condition to be drive to the home visit 

4. Any changes to your vehicle, driving licence or insurance arrangements must be logged on iTrent 

and copies provided to your team leader 

Low light levels/Visits in the dark 

1. Where possible visits to customers should not be arranged in late afternoons during the winter 

months 

2. If this cannot be avoided you should carry a torch rather than relying on your mobile phone as a 

torch as this will run down the battery 

3. Upon reaching a property ensure you illuminate the access to the property (eg the path through the 

garden) to ensure that it is free from hazards 

4. If you are unable to safely make your way to the property due to the dark or other conditions 

telephone the customer to see if they can assist (for example by turning on outside light on) and if 

this does not succeed abandon the visit 

Lone Working    

1. Check housing management system in advance of visits so you are aware of any issues relating to 

the customer(s) you are intending to visit 

2. Ensure you have fully charged mobile phone with you as well as any lone working device  

3. Home visits should be uploaded onto your iPad/mobile device and the list of addresses you are 

visiting must be listed within an outlook calendar appointment.  

4. Where any appointments are cancelled or you decide not to carry out the outlook appointment must 

be updated accordingly 

5. When you are heading out on visits from home or going home after being on visits you must contact 

your line manager or buddy to inform them that you are safe and well 

6. If you find yourself feeling unwell or you are injured whilst out on visits telephone inform your line 

manager or buddy immediately and where required contact the emergency services or a member of 

your household to attend and assist you. 

7. When visiting a customer and you enter the property always ensure that the customer or any other 

occupant of the property is not between you and the exit 

8. If a customer is becoming agitated or distressed attempt to deescalate the situation. Do not engage 

the customer with a raised voice. If the situation escalates advise the customer that you are leaving 

and will attempt to contact them by telephone at a later time 

9. If the customer is abusive, makes a threat or assault then leave the property immediately and report 

the incident to your line manager. If you feel that you need to move away from the property then, 

where safe to do so, drive an appropriate distance away before making the call to your manager. 

Hazardous Environment  

1. Check housing management system in advance of visits so you are aware of any issues relating to 

condition of property 



2. Ensure you have fully charged mobile phone with you as well as any lone working device  

3. If you suspect that property may be in poor condition ensure you wear suitable safety footwear, 

appropriate clothing, have gloves and any other PPE available that may be required 

4. If there are concerns for your health and safety when entering the property, then leave explaining 

why. Discuss with line manager and make a note on the housing system 

5. If the tenant or someone in the property is smoking when you arrive you should ask them to put the 

cigarette out and open the windows.  If they refuse you can leave and advise that you will not return 

until the tenant gives assurances that they and anyone else in the property will not smoke while you 

are in their home 

6. If there are hoarding concerns then you should involve other services to resolve the issue (see 

hoarding policy) 

7. If there are safeguarding concerns they should be logged using the safeguarding portal (see 

safeguarding policy) 

8. If there are concerns around infestations you can leave the property and report your concerns to 

your line manager and agree a way forward to tackle the concerns  

  

Mental Health/Learning Disabled/Substance Impairments    

1. Check housing management system in advance of visits so you are aware of any issues. 

2. Check the system for caution alerts and follow the guidelines at all times. 

3. Ensure support plans and paperwork is up to date to ensure you have the best understanding of the 

customer / service user. 
4. Don’t handle any medication / leaflets etc from the tenant’s / service user’s home. 

5. If customer / service user has no understanding of social distancing, then PPE is mandatory at all 

visits regardless of the time spent in the property. 

6. Do not put yourself at risk, if you have any concerns for your health and safety then make 

arrangements to leave the property. Raise and report any concerns back to your line manager. 

7. Follow lone working guidelines at all times. 

 

Loose Animals and Pets    

1. You must ensure you have read Karbon’s Pet Policy 

2. Check the housing management system before visiting anyone's home so that you are aware of any 

issues relating to the tenant(s)/property which may include a Caution Alert for a Dangerous Dog 

(DDS) for example. 

3. Prior to visiting the property call the tenant and plan with them to have the dog put into another 

room if it is known that there is a dangerous dog. 

4. At the time of the visit carry out a visual inspection of the premises before entering the property to 

see if there are any signs of animals such as toys, dog fouling or signage. 

5. Do not put yourself at risk, do not enter the premises if you feel at risk. Wait until the animal is 

secured. 

6. Be aware that some dogs, although not usually aggressive, may become reactive to anyone wear a 

face covering. Ask the tenant to put the dog in another room/garden whilst you conduct the visit. 

7. If the tenant refuses or is unable to remove the animal for whatever reason, then leave the property 

explaining the reasons why and make alternative arrangements to conduct the visit. 

8. In these instances, report this back to your line manager and request a Caution Alert be added to 

the tenancy if it's appropriate to do so about the dangerous animal. 

 

Used needles and sharps   

1. Check the housing management system before visiting anyone's home so that you are aware of any 

issues relating to the tenant(s)/property which may include a Caution Alert for ‘Needles May be 

Present’ (NDLS) for example. 



2. If it is known that there is a risk of sharps/needles at the property, then safety footwear and 

appropriate clothing should be worn.   

3. Carry out a visual inspection to see if there are any obvious sign of sharps/needles. Remember 

many drug users may try to conceal their needles. 

4. Do not put yourself at risk. Do not try remove any sharps/needles. Upon discovering any 

sharps/needles do not ignore it. Make the tenant aware of the presence of the sharps/needles. 

Report this back to your line manager. 

5. Remember only people who have had the appropriate training and have sharps equipment can 

remove any needles safely. 

6. Request Caution Alert be added to the housing system for Sharps/Needles if it is appropriate to do 

so. 

Unwell / Deceased customers   

1. Your own safety is always the priority in these instances.  

2. If necessary, check for vital signs on the person to determine if they are still living, 

3. If tenant is alive but unwell, contact the GP/ambulance/NOK as appropriate. 

4. Contact your line manager to advise about the situation 

5. If tenant has had a fall, if it is safe to do so and you have had Moving and Handling training, see if 

you can help a resident get themselves up with the help of a chair, if appropriate contact NOK if 

details are available.  

6. If a customer is deceased do not move the body or interfere with the surroundings 

7. If the circumstances appear to be suspicious, call the police immediately and wait outside of the 

property or in your vehicle until the police arrive.  

8. If tenant is taken away by paramedics, ensure that the property is secured. 

9. If the deceased customer is in a communal area, close the area to other residents and call the 

police and your line manager.  

 

Approved by Patricia Carr (Group Health & Safety Manager) 
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