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Guidance for LCC Staff Conducting Home Visits 

1. Background 

We recognise that many home visits are an important and integral part of service delivery. 

During the current COVID-19 pandemic it is clear that we must take a different approach, in certain circumstances to protect both customers 
and our staff, and ultimately pressure on the health and social care system. 

2. Scope 

This guidance applies to all home visits undertaken by LCC staff. 

3. Principles 

Our over-arching principles are: 

 To keep our customers safe 

 To keep our staff safe 

 To ensure services are still delivered 

 To be in accord with latest government advice as a responsible employer. 

 Ensure resources are diverted to maintaining priority services. 

Services must consider all the types of home visits undertaken and triage them as per the guidance below. All safe working practices and risk 
assessments have to be reviewed, but to be clear visits to symptomatic or self-isolating contacts of people who are ill, must only be 
made to respond to an emergency and when taking all required safety measures. 

Other  important visits will continue as normal – but occupants will be asked if anyone in the property is self-isolating before staff enter and 
additional hygiene and social-distancing measures will be taken as standard. In addition services are asked to see if there are some visits that 
would lend themselves to being easily conducted in a different way.  

Hand hygiene and Social Distancing – this must be maintained at all times. Always check if anyone in the property is self-isolating. Wash 
your hands regularly for 20 seconds with hot water and soap and especially after leaving a customer’s property if possible. Try to keep 2 metres 
away from people if you are able to do so and avoid shaking hands and accepting drinks/snacks. 



Draft v7 19 03 2020 cpi 
 

Table 1 Key Principles re Home Visits – this will be supplemented with specific risk assessments/safe working instructions for staff 

Triage 
Categories 

Red: Emergency Visits 
 

Amber: Important Visits  - not able 
to be undertaken remotely 

Green: Visits which can be undertaken 
remotely. 

Category of 
people 

Customers who have symptoms of COVID-
19 or are otherwise self-isolating because of 
contact with member of the household with 
symptoms and/or 
Customers who advise us or we are aware 
that they fall into the most serious vulnerable 
health categories and told to shield 
themselves from public contact by their GP. 
 

Members of the general public who 
are not self-isolating or have not 
been advised to shield themselves 
from contact.  
 

All customers –where service can easily be 
provided remotely or is not a priority during 
the COVID-19 outbreak in the UK. 

Visits 
Conducted  

Emergency visits only i.e. where not 
responding would pose an imminent and 
serious risk to the health and safety of the 
customer or other people e.g. emergency 
repairs re: electricity, gas, water, asbestos 
release, blocked and unusable toilets etc. 
 

Certain visits cannot be conducted 
remotely, but are important to 
maintain for both the customer and 
the council.  
 
Here the occupants will not have 
symptoms and thus staff should not 
be at any increased risk of 
contracting the virus – but 
precautions will still be taken to 
manage any remaining risk, see 
below. 
 
 
 
 
 
 
 
 
 
 
 
 
 

No visits - alternative methods of contact 
established. 
 
Examples of green visits may include: 
 
Gas Quality Assurance visits, Complaint 
investigation visits, Annual Home Visits, Rent 
arrears visits. 

Triage Red: Emergency Visits Amber: Important Visits  - not able Green: Visits which can be undertaken 
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Categories  to be undertaken remotely remotely. 
Suggested 
Action 

Check with the customer if they or anyone 
they live with is self-isolating. If so: 
 Ask everyone to go into a different room 

or at least stay 2 meters away. 
 Do not shake hands or accept 

drinks/snacks. 
 Reassure customer as to why you have 

to wear PPE. 
 Wear appropriate PPE, ensuring it 

doesn’t compromise your ability to do the 
job safely – this will usually include: 
FFP3 mask, disposable gloves, 
disposable coverall. 

 Clean any surfaces you work on. 
 When you are outside the property, 

dispose of all PPE carefully in a sealed 
bag and store safely for 72 hours in your 
vehicle or at work. 

 Wash hands asap, before eating. 

Important services can continue to be 
delivered via home visits at this time, 
but:  
 
Always check in advance with 
customers as to whether anyone in 
their house has symptoms or has 
been advised by their GP to avoid 
social contact.  
 
Wherever possible, only use staff 
who do not have relevant underlying 
health conditions for these visits. 
 
Conduct visits but exercise the 
following precautions: 
 Wash hands regularly; 
 Use social distancing – can 

things be done on door step, if 
repairs needed can occupants 
stay in separate room,  keep 3 
paces away; 

 Avoid shaking hands and 
accepting drinks/snacks; 

 If customer is showing symptoms 
of COVID you can withdraw. 

Advise customers, perhaps sending them an 
update via letter or on a website as to new 
methods of contact. 
 
Consider things people might be anxious 
about and reassure them e.g. signing 
tenancy agreements, paying rent, arrears, 
alternative methods of contact or providing 
the service. 
 
Listen to any feedback from staff and 
customers and review. 
 
Alternative methods of contact include: 
telephone check-ins, posting letters through 
their door, seeing a nominated advocate etc. 

  

 

 


