
         

Reviewed August 2018, to be implemented by November 2018.  
Review due August 2019.Carers Trust is a registered charity in England and 
Wales (1145181) and in Scotland (SC042870). Registered as a company 
limited by guarantee in England and Wales No. 7697170.   
Registered office: 32-36 Loman Street, London SE1 0EH. 
Crossroads Care trade mark is a collective mark. © Carers Trust 2018 

 
 

 

 

D03b 

Behaviour management procedure for managers 

This document is provided to Crossroads Care Hertfordshire North (now referred to as ‘the 
organisation’) as a Network Partner of Carers Trust. 
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1.0 SCOPE  
1.1 See policy D03a for details.  
 
1.2 This document must be read in conjunction with the guidelines on use of restraint (D03f). 
  
1.3 Where reference is made to ‘staff’ within this procedure, the term will include volunteers 
whose role involves contact with people of all ages with care needs.  

 
2.0 RESPONSIBILITIES OF MANAGERS 
2.1 Managers need to have systems in place to ensure staff work to the behaviour management 
policy, procedure, guidance for staff, guidance for volunteers and guidelines on use of restraint 
at all times. This includes ensuring that: 

 care planners / assessors receive training in behaviour management risk assessment 

 staff receive training, supervision and support appropriate to their roles in relation to 
behaviour management and use of restraint 

 those responsible for the support and supervision are adequately trained in behaviour 
management and use of restraint to carry out their role effectively and competently 
when addressing behaviour management issues 

 staff are issued with and receive training in guidelines on use of restraint (D03f). 

 staff at all levels receive awareness training about how their own actions, attitudes 
and behaviour can affect others – see accompanying guidance (D03d, D03e)  

 staff working with individuals who may display challenging behaviour have access to 
client-specific specialist training as necessary 

 there are sufficient staff available who are adequately trained to provide the required 
level of care and support for people who display challenging behaviour 

 where there is a significant risk of an incident involving challenging behaviour, 
consideration is given to the number of staff required to attend 
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 staff are issued with relevant report forms on which to record incidents of challenging 
behaviour - for example, use of restraint form (BT06, CT06), body map (BT07, CT07) 

 following an incident of challenging behaviour, staff are given follow-up support, 
including the opportunity to debrief, reflect on and discuss any learning points. 

 
2.2 Managers will: 

 ensure that a responsible and competent person who is able to handle behaviour 
management incidents is on call and contactable at all times when staff are on duty 

 risk assess the need for staff to be provided with personal alarms 

 ensure staff are aware of the need to carry charged mobile phones (with adequate 
minutes / credit) at all times in order to be able to summon help  

 ensure staff know whom to contact if a behaviour management situation develops 

 consider setting up a ‘call for assistance alert phrase’ (not recognisable to the 
person/s posing the problem) or equivalent, that has been previously agreed with staff 
and that may assist them when needing to summon help. 

 
2.3 Managers have the right and responsibility to refuse a service where, in their professional 
opinion, a foreseeable risk to staff or others cannot be reduced to an acceptable level through a 
behaviour management plan. This includes staff exposure to unnecessary risks of personal 
injury or harm in the course of their work that could result from exposure to the effects of drug or 
alcohol-fuelled conduct. See guidance for care planners / assessors (D03c) for further details 
 
2.4 Managers are responsible for ensuring that volunteers are never left on their own to support 
an individual of any age who is significantly likely to display challenging behaviour.  
 
3.0 MANAGEMENT APPROACH 
3.1 Managers need to be sensitive to the fact that staff vary in their experience and need for 
support. Consideration will be given to the competence and capability of individual staff 
members, particularly in situations involving the management of challenging behaviour.  
 
3.2 Managers need to remember that: 

 exposure to an incident is not necessarily evidence that a staff member is unable to 
carry out their role competently  

 it is acceptable to call for and receive assistance  

 in some cases withdrawal from a situation may be a sensible decision, not a sign of 
weakness 

 it is unreasonable to expect staff to foresee all situations when an incident may occur  

 fear is a natural response that can arise from an accurate assessment of a situation 

 we all share the responsibility to deal with challenging behaviour.  
 
3.3 Further information is available in the Skills for Care publication Supporting staff working 
with people who challenge services. 
 
3.4 For information on: 

 risk assessment and service planning, see guidance for care planners (D03c) 

 misuse of drugs and alcohol, see guidance for care planners (D03c). 

 guidelines on use restraint, see D03f. 
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4.0 REPORTING, RECORDING, INVESTIGATION AND REVIEW 
4.1 Reporting 
4.1.1 Staff will be made aware of the need to inform their line manager / the person on call 
immediately if they have been involved in or witnessed an incident of challenging behaviour and 
/ or use of restraint, regardless of whether anyone was injured. 
 
4.1.2 In the event of a behaviour management incident / use of restraint, the manager will: 

 contact the parent / carer as soon as possible, informing them of what happened and the 
immediate action taken 

 liaise with other professionals as appropriate (for example Social Care, health services), 
in accordance with local Safeguarding and Healthcare guidelines and commissioner 
requirements 

 contact the local authority safeguarding officer  / police if concerned about inappropriate 
use of restraint or force 

 take an honest and open approach to any mistakes made by staff and fulfil the Duty of 
Candour requirements as necessary (see personal care procedure B01b, C02b) 

 inform the chair of the trustees or a designated trustee of any incident involving  
challenging behaviour and / or use of restraint incidents as soon as possible and compile 
a report for the board.  

 
4.2 Recording 
4.2.1 Detailed records are required of actions taken, control measures introduced and resultant 
outcomes in response to an incident involving challenging behaviour and / or use of restraint 
 
4.2.2 Managers will ensure that: 

 a written report is obtained from the staff member/s involved 

 an incident report form (DT03) is completed and sent to the organisation’s insurers 

 if the incident has led to an injury, it is recorded in the accident book 

 if the incident involved the use of restraint, a ‘Use of restraint’ report form (BT06, CT06) is 
filled in and a copy sent to the organisation’s insurers.  

 
4.3 Investigation 
4.3.1 Managers will ensure all incidents involving behaviour management / use of restraint are 

fully investigated. This will include: 

 considering the circumstances in which the incident occurred 

 reviewing the care and support being offered 

 reviewing risk assessments for the service being provided, and ensuring any 
necessary, additional controls are introduced (for example additional training, 
addressing any practical issues that may have had an influence on the incident). 

 
4.4 Review 
4.4.1 Managers will also ensure that incidents involving challenging behaviour and / or use of 
restraint across the organisation are regularly reviewed and monitored (including at board 
meetings) to highlight trends and identify any necessary changes to training requirements or 
overall practice.  
 
4.4.2 Managers should record how these reviews will be managed (for example, how frequently 
they will occur, who will be involved and who will ultimately be responsible for ensuring the 
review takes place and any necessary remedial actions are identified and allocated). See 

http://www.xrds.org.uk/dsweb/View/Collection-1866
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Guidelines on use of restraint (D03f - Appendix 2) for a suggested mechanism for review, 
subject to local protocols and requirements. 
 
4.5 For further information concerning the investigation and review of incidents involving use of 
restraint, see D03f. 
 
5.0 FURTHER INFORMATION 
5.1 Useful information on managing challenging behaviour is available at: 

 A Positive and Proactive workforce (Department of Health, skillsforcare)  

 Positive and Proactive Care: reducing the need for restrictive interventions. 
(Department of Health 2014) 

 Royal College of Psychiatrists, the British Psychological Society and the Royal 
College of Speech and Language Therapists guidelines (2007). 

 
6.0 LEARNING AND DEVELOPMENT 
6.1 General learning and development requirements relating to the behaviour management 
policy, procedure and guidance for staff are contained in the learning and development policy 
documents (E13). Additional information is set out below. 
 

6.2 Managers will ensure that: 

 care planners / assessors are issued with the behaviour management guidance for 
care planners / assessors (D03c) and guidelines on use of restraint (D03f) 

 staff are issued with the behaviour management guidance for staff (D03d) and 
guidelines on use of restraint (D03f) (including new staff at induction) 

  

6.3 Managers will ensure staff receive training in behaviour management and cognitive issues 
at induction, including information about conditions that may result in challenging behaviour 
(for example dementia, autism, learning disabilities), as appropriate to their roles and 
responsibilities and the service user groups they will be working with. 
  
6.4 Managers are responsible for assessing the roles undertaken by volunteers within the 
organisation and the level of briefing / induction those volunteers require in relation to the 
behaviour management guidance for volunteers (D03e). 
 

6.5 General behaviour management training 
6.5.1 Training will be refreshed annually and will include: 

 safety factors in relation to home visiting 

 communication skills 

 personal behaviour that can provoke challenging behaviour 

 the use of positive strategies to prevent challenging behaviour 

 the early stages of a behavioural sequence that may develop into violence or 
aggression  

 how to deploy de-escalation techniques to prevent a situation from worsening 

 assertion techniques for handling challenging behaviour 

 tactics that can be used when faced with violence (foreseeable and unforeseeable) 

 use of restraint, including in an emergency (see D03f for details) 

 reporting of aggressive incidents 

 legal issues concerning handling aggressive behaviour 

 how all the above form an integral part of a suitable risk assessment and associated 
care and support plan. 

http://www.xrds.org.uk/dsweb/View/Collection-2620
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6.6 Working with individuals who display challenging behaviour 
6.6.1 Staff working with people who display challenging behaviour which may require use of 
restraint shall receive training delivered by a BILD (British Institute of Learning Disabilities) 
accredited trainer.  

 Training to be updated at least annually in line with Skills for Care recommendations.  

 A list of accredited trainers is  available on the BILD website: www.bild.org.uk   
 

6.6.2 Staff will also require client-specific training before providing care and support to a person 
of any age who displays challenging behaviour. The training will provide information on the 
triggers and distractors relevant to the individual, including: 

 positive behaviour support strategies that include a proactive plan (how to support the  
person concerned in ways that minimise the likelihood of challenging behaviour) and 
a reactive plan (how to support them safely when challenging behaviour does occur) 

 details of how the person communicates and indicates happiness, pain or distress 

 what is stressful for the person with care needs  

 how to avoid stressful experiences, or where unavoidable, how to plan for them 

 behaviours that indicate stress is being experienced and how to respond  

 the diversionary or de-escalation techniques that work for the person concerned 

 the early intervention strategies to be used 

 what action to take in the event of an episode of challenging behaviour, including use 
of restraint where appropriate - for details of training in use of restraint, see D03f.  

 
7.0 ACCEPTANCE 
7.1 Managers and other staff members involved in the implementation of this procedure are 
required to evidence that they have received, read and understood its contents. 
Evidence required: 

 title and reference number of the document 

 name and signature of the staff member 

 job title 

 date. 
 
7.2 Responsibility for following this procedure rests with the individual staff member. Failure to 
do so may result in disciplinary proceedings. 
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