
HOME VISIT SAFETY, CONDUCT AND SERVICE POLICY 

Maintain Independence provides selected assessment, rehabilitation, exercise and soft tissue 
therapy services in clients’ homes and residential settings. 

The safety, dignity and wellbeing of our clients and therapists are equally important. This policy 
explains the conditions required for a safe and appropriate home visit. 

By booking a home visit, the client, their representative and other members of the household 
agree to follow this policy. 

SUITABILITY FOR A HOME VISIT 

Home visits are offered at the discretion of Maintain Independence and are subject to therapist 
availability, location, travel time, clinical suitability and safety considerations. 

Before accepting a home visit, we may ask for information about: 

• The client’s health, mobility and reason for the appointment 
• The full address and contact details 
• Access to the property 
• Parking arrangements 
• Stairs, steps or other access difficulties 
• Other people living in or visiting the property 
• Pets within the home 
• Smoking within the property 
• Known behavioural, environmental or personal safety risks 
• Equipment, moving and handling or communication requirements 
• Whether a relative, carer or other responsible adult should be present 

Clients or their representatives must provide accurate information and notify Maintain 
Independence if circumstances change. 

Maintain Independence may decline, postpone or alter a home visit when it cannot be 
completed safely or when the client’s needs fall outside the therapist’s professional scope of 
practice. 

ACCESS TO THE PROPERTY 

The person booking the appointment must provide the correct address, postcode and any 
necessary access instructions. 

This includes information about: 

• Entry codes or intercom systems 
• Gated entrances 
• Apartment or room numbers 
• Parking restrictions or permits 
• Steps, stairs, lifts or narrow access points 
• Difficult-to-find properties 
• Any known road closures or access problems 

Someone must be available to let the therapist into the property at the agreed time. 



The route into the property and the treatment area must be reasonably clear, adequately lit and 
free from avoidable hazards. 

If the therapist cannot enter the property, cannot park reasonably close when carrying 
equipment, or cannot contact the client or representative, the appointment may be treated as a 
missed appointment. 

SAFE WORKING ENVIRONMENT 

A suitable, clean and safe area must be made available for the appointment. 

There must be enough room for the therapist to work safely and, where appropriate, position 
treatment or exercise equipment. Floors and access routes must be clear of clutter, loose rugs, 
trailing cables, spillages and other trip hazards. 

The therapist may move small items with permission but is not responsible for moving heavy 
furniture or creating a suitable treatment area. 

The room should have appropriate lighting, ventilation and temperature. The therapist may 
decline to use damaged, unstable or unsuitable furniture or equipment. 

The therapist has the right to stop or postpone the appointment if the environment presents a 
risk to the client, therapist or another person. 

SMOKING, VAPING, ALCOHOL AND DRUGS 

Clients and household members must not smoke or vape in the treatment area immediately 
before or during the home visit. 

Where possible, the room should be ventilated before the therapist arrives. 

A home visit will not proceed if the client, or another person present, appears intoxicated or 
impaired by alcohol or non-prescribed drugs to the extent that consent, behaviour or safety may 
be affected. 

Illegal drug use must not take place during the appointment. The presence of unsafe drug 
paraphernalia or other hazardous items may result in the therapist leaving immediately. 

PETS AND ANIMALS 

All pets must be secured in a separate room before the therapist enters the property and must 
remain secured throughout the appointment. 

This requirement applies regardless of the animal’s size, temperament or familiarity with 
visitors. 

Clients must tell Maintain Independence in advance if an animal cannot be moved or secured, 
including assistance animals, so that suitable arrangements can be considered. 

The therapist may decline to enter or may leave the property if an unsecured animal presents a 
distraction or potential safety risk. 

OTHER PEOPLE IN THE HOME 

Please tell Maintain Independence if relatives, carers, support workers, contractors or other 
visitors are likely to be present. 



A family member, carer or other responsible adult may be asked to remain present when: 

• The client requires assistance with communication 
• There are concerns regarding capacity or informed consent 
• The client requires personal care or mobility assistance 
• The client’s behaviour may be unpredictable 
• The therapist considers that another person is necessary for safety 
• The client is under 18 

Children who are not receiving treatment must be supervised by another responsible adult. The 
therapist cannot supervise children while providing treatment. 

The therapist may ask unnecessary visitors to leave the treatment area to protect the client’s 
privacy and allow treatment to be completed safely. 

RESPECTFUL BEHAVIOUR 

Maintain Independence operates a zero-tolerance approach to violence, threats, abuse, 
intimidation, harassment and inappropriate behaviour. 

This applies to clients, relatives, carers, visitors and anyone else present at the property. 

Unacceptable behaviour includes: 

• Verbal abuse, shouting, threats or intimidation 
• Physical aggression or deliberate obstruction 
• Discriminatory, sexual or degrading comments 
• Inappropriate touching or sexual behaviour 
• Repeatedly ignoring professional boundaries 
• Deliberately preventing the therapist from leaving 
• Aggressive behaviour from another household member 
• Deliberate damage to the therapist’s equipment or belongings 

If a therapist feels unsafe or uncomfortable, they may end the appointment and leave 
immediately without further discussion. 

The full appointment fee may remain payable. Future home visits may be declined, and serious 
incidents may be reported to the police or another appropriate authority. 

PRIVACY, PROFESSIONAL BOUNDARIES AND RECORDING 

The therapist will maintain appropriate professional boundaries throughout the visit. 

Clients must be appropriately dressed for the assessment or activity being undertaken. Any 
necessary undressing, physical contact and use of towels or draping will be discussed 
beforehand. 

Photographs, video recordings or audio recordings must not be taken during an appointment 
without the prior agreement of everyone involved. 

The therapist will not undertake domestic work, personal care, shopping, medication 
administration or other duties outside the service that has been booked. 

LONE-WORKER SAFETY 



Maintain Independence uses lone-worker safety arrangements for home visits. 

For legitimate safety and operational purposes, relevant visit details may be shared with an 
authorised member of the Maintain Independence team. This may include the therapist’s 
destination, expected arrival and departure times, and the name of the client being visited. 

Therapists may be required to check in and out before and after a visit. If a therapist does not 
confirm their safety as expected, Maintain Independence may attempt to contact the therapist, 
client or nominated contact and may escalate the matter where necessary. 

Only information reasonably required for safety purposes will be used, and personal 
information will be handled in accordance with our Privacy Notice. 

In some circumstances, two members of the Maintain Independence team may attend, or the 
therapist may require another appropriate person to be present. 

CONSENT AND CAPACITY 

The client must be able to provide informed consent before assessment or treatment takes 
place. 

The therapist will explain the proposed assessment or treatment and provide an opportunity to 
ask questions. The client may decline or stop any part of the appointment at any time. 

Consent is ongoing and will be checked throughout the session. 

If there are concerns about the client’s ability to understand, retain or consider the relevant 
information and communicate a decision, the therapist may postpone or modify the 
appointment. 

A relative or carer cannot automatically provide consent on another adult’s behalf. Maintain 
Independence may request evidence of appropriate legal authority where another person is 
making decisions for the client. 

Where appropriate, a relative, advocate, attorney or care professional may be asked to attend 
before services can proceed. 

HEALTH INFORMATION AND CHANGES IN CIRCUMSTANCES 

Clients or their representatives must provide accurate and relevant information about the 
client’s health, medication, diagnoses, injuries and recent treatment. 

Maintain Independence must be informed before the appointment if the client has: 

• Become acutely unwell 
• Been admitted to or discharged from hospital 
• Experienced a fall or new injury 
• Started or changed medication 
• Developed unexplained pain, swelling, redness or heat 
• Developed an infection or contagious illness 
• Been diagnosed with or investigated for a blood clot 
• Experienced a significant change in mobility or cognition 
• Been advised by a healthcare professional to avoid treatment or exercise 



The therapist may modify, postpone or decline treatment and may recommend medical advice 
when appropriate. 

INFECTION PREVENTION 

Please notify Maintain Independence before the appointment if the client or anyone in the 
household has a contagious illness, fever, vomiting, diarrhoea or another infection that could 
place the therapist or other clients at risk. 

The therapist may use appropriate hygiene measures and personal protective equipment where 
required. 

Clients and household members may be asked to provide space for handwashing or allow the 
therapist to use hand sanitiser. 

If an infection risk was not disclosed before arrival, the therapist may leave and the 
appointment fee may remain payable. 

MOVING, HANDLING AND FALLS 

Maintain Independence therapists will only provide physical assistance that is within their 
training, professional role and individual risk assessment. 

Therapists will not: 

• Manually lift a client from the floor 
• Undertake an unsafe transfer 
• Lift or carry a client up or down stairs 
• Use moving and handling equipment they are not trained or authorised to use 
• Carry out transfers requiring more people than are safely available 
• Replace a client’s carers or care provider 

When assistance from a relative, carer or support worker is required, that person must be 
present and available at the agreed time. 

Appropriate mobility and transfer equipment must be available, maintained and safe to use. 

If a client falls during the visit, the therapist will assess the immediate situation and seek 
appropriate assistance. This may include contacting a relative, care provider, GP service, NHS 
111 or the emergency services. 

The therapist will not attempt to lift the client from the floor where doing so would be unsafe. 

SAFE USE OF EQUIPMENT 

Any equipment supplied by the client must be safe, suitable and in reasonable working 
condition. 

The therapist may refuse to use equipment that appears damaged, unstable, unsuitable or 
incorrectly fitted. 

Equipment belonging to Maintain Independence must only be used under the therapist’s 
direction. Clients, relatives, children and pets must not handle equipment without permission. 

Maintain Independence is not responsible for damage caused by a client or another person 
using equipment against the therapist’s instructions. 



EMERGENCIES AND SAFEGUARDING 

A home visit is not an emergency medical service. 

If the therapist believes that someone requires urgent medical attention, they may contact the 
emergency services and provide relevant information. 

Where appropriate, the therapist may also contact the client’s nominated emergency contact, 
relative, carer or care provider. 

Maintain Independence has a professional responsibility to act on serious safeguarding 
concerns. Information may be shared with an appropriate authority where this is necessary to 
protect the client, therapist, a child or another person from harm. 

The therapist will record accidents, incidents, safeguarding concerns and significant safety 
events in accordance with Maintain Independence procedures. 

TRAVEL, PARKING AND DELAYS 

Clients must provide accurate information about parking and access. 

Any parking charges or access costs associated with the visit should be agreed when the 
appointment is booked. 

Therapists will make reasonable efforts to arrive at the agreed time. However, journey times may 
be affected by traffic, weather, emergencies or delays at a previous appointment. 

If the therapist is delayed, the client will be contacted where reasonably possible. The full 
appointment time will be provided where practical, or another suitable arrangement will be 
offered. 

SEVERE WEATHER AND UNSAFE TRAVEL 

Maintain Independence may postpone or cancel a home visit if severe weather, flooding, ice, 
road closures or other travel conditions make the journey unsafe. 

The client will be offered an alternative appointment or a refund of any appointment fee paid 
when Maintain Independence cancels for safety reasons. 

PAYMENT 

Home visits must normally be paid for in full in advance to secure the appointment. 

On rare occasions, and at the therapist’s discretion, an appointment may be reserved with 
payment due on the day. 

If payment has not been made as agreed, Maintain Independence may withhold further home 
visits until the outstanding balance has been paid. 

CANCELLATIONS AND MISSED VISITS 

At least 48 hours’ notice is required to cancel or rearrange a home visit. 

When more than 48 hours’ notice is provided, payment may be transferred to another suitable 
appointment or refunded. 



When less than 48 hours’ notice is provided, the payment is non-refundable and the full 
appointment fee will remain payable. 

If the therapist attends but cannot gain access, cannot contact the client, finds that the client is 
unavailable or discovers an undisclosed safety issue preventing the visit, the appointment may 
be treated as a missed appointment and the full fee may remain payable. 

Exceptional circumstances may be considered individually at the discretion of Maintain 
Independence. 

ENDING OR REFUSING A HOME VISIT 

A therapist may refuse to enter, stop treatment or leave the property if: 

• The environment is unsafe or unsuitable 
• Important health or safety information was not disclosed 
• A pet has not been secured 
• Smoking continues after a request to stop 
• The client cannot provide informed consent 
• The client requires assistance outside the therapist’s role 
• Anyone present is intoxicated, aggressive, threatening or inappropriate 
• Professional boundaries are not respected 
• The therapist is prevented from working safely or leaving freely 
• Continuing would place any person at unreasonable risk 

Depending on the circumstances, the full appointment fee may remain payable and future 
home visits may be declined. 

CONTACTING MAINTAIN INDEPENDENCE 

If you need to provide access information, report a change in circumstances, cancel a visit or 
discuss a safety requirement, please contact us: 

Telephone: 01270 417700 

Please leave a voicemail if we are unable to answer. 

AGREEMENT 

By booking a home visit, the client or person arranging the appointment confirms that they have 
read, understood and agreed to this Home Visit Safety, Conduct and Service Policy. 

The person making the booking is responsible for sharing the relevant requirements with the 
client, household members, carers and anyone else expected to be present. 
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