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Executive summary 
The Out of Hours Service for adult social care was, until 

November 2018, a jointly provided service between 

Bournemouth Borough Council, Bourgh of Poole and Dorset 

County Council. The service, which provided emergency 

telephone and home visiting provision covered both adult and 

children’s services.   Concerns that the service was unable to 

manage the presenting demand and was not providing the 

levels of quality that would be expected for such a service 

resulted in a service review during 2018. The review 

recommended that in order to operate in a way that was safe 

and sustainable, the service should be separated into two 

discrete teams; one serving children and young people and 

one serving adults. 

As a result of this recommendation a new adult social care 

Emergency Duty Service for Bournemouth and Poole was 

launched on 5th November 2019, joined by Christchurch on 1st 

April 2019. A separate service was launched for Children’s 

services. Dorset Council separated from the joint arrangement 

and established their own adults and children’s out of hours 

services. This report summaries the activity of the new 

Emergency Duty Services since operations began in 

November 2019 and finds that the service is now able to meet 

demand with a high-quality response. 

Recommendations It is RECOMMENDED that: 

 I. The Committee scrutinise the delivery and 
performance of the BCP Council Emergency Duty 
Service for Adult Social Care. 

Reason for 
recommendations 

The Emergency Duty Service provides key statutory duties 
for BCP Council Adult Social Care outside of office hours and 
consequently it is important that this Committee has oversight 
of the work of this team and the outcome of the 2018 service 
redesign. 
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Background  

1. The Emergency Duty Service (EDS) was located at a building in Commercial 

Road Poole from November 2018 to October 2019 and was relocated in 

November 2019 to Poole Civic Centre which aligns it to the Children’s Social 

Care Out of Hours Services and the Lifeline Control Centre. It provides 

emergency social care for adults within the BCP Council area. 

2. The service operates when daytime social care offices are closed, which is 

broadly from 17:00 until 09.00 during the working week, Mondays to Fridays, 

and then 24 hours per day at weekends and bank holidays. 

3. The services provides a single point of access and response to adults in crisis 

or anyone who is concerned about the immediate welfare of someone with care 

and support needs, including those who are frail, or who have a physical or 

learning disability and people with mental ill health. The service is designed as 

an emergency response service and is expected to deal with: 

• adults in crisis requiring statutory assessment (particularly under the Mental 

Health Act); 

• adults experiencing harm from abuse or neglect;  

• adults who have care packages where there is an problem associated with 

care delivery; 

• adults requiring emergency placements in a residential or nursing home; 

• adults in need of urgent support and signposting to essential services. 

4. The service comprises one Operational Manager who reports to a Head of 

Service and one Assistant Team Manager.  

5. There are five Contact Officers who are skilled (but not qualified as Social 

Workers) who screen and risk assess all calls to the service, many of which are 

resolved at that first point of contact. Where further work, such as a Mental 

Health Act assessment is required, the Contact Officer on duty hands over the 

enquiry to one of the qualified social workers who will undertake a visit.  

6. There are seven social workers, all of which are Approved Mental Health 

Practitioners (AMHP’s) who carry out statutory duties.  The triage service 



ensures that there is a personal response to all contacts made with the service, 

even at times when all AMHPS are engaged. Further, the provision of triage 

resolves many straightforward enquiries which releases qualified AMHP staff to 

focus on complex and high-risk situations. 

7. Approved Mental Health Professionals (AMHP) are mental health professionals 

who have been approved by a local social services authority to carry out certain 

duties under the Mental Health Act (MHA). They are responsible for 

coordinating a MHA assessment and admission to hospital where necessary. 

AMHPS are experienced practitioners (usually social workers, but they may be 

occupational therapists or nurses) who have undertaken a six-month academic 

course and complimentary fieldwork experience that is prescribed by the Mental 

Health Act. 

Benefits to the Redesigned Model 

8. The service redesign and new operating practices deliver a range of 

improvements to the service: 

• Improved quality of practice; 

• Quality assurance audits; 

• Consistency in recording practices; 

• Daily Management oversight; 

• Access to senior management during operating hours; 

• Increased staff capacity to respond to adult social care emergencies; 

• Phone lines staffed at all times during operating hours; 

• Reduction in the length of duty shifts from 16 hours to 12 hours; 

• Introduction of mobile working and technology, increasing flexible and agile 

working 

• All Contact Officers are trained to risk assess and prioritise emergency work 

reducing the need to pass unfinished work onto daytime services; 

9. It is important that local residents know how to seek help and support from adult 

social care outside of office hours, and consequently the new service has been 

publicised through the BCP Council Website, the My Life My Care website and 

through partner organisations, including the Clinical Commissioning Group, 

Dorset HealthCare, Dorset Police and Acute Hospitals. BCP Council includes 

details of the service in all Adult Social Care communication letters and publicity 

materials. 

10. The service received 1531 calls between June 2019 and October 2019 and 

undertook 231 visits, demonstrating that a large majority of issues were 

resolved through information and advice. Visits are generally responding to 

people with mental health emergencies, safeguarding concerns and vulnerable 

people who require an appropriate adult when in police custody. Issues that 



arise from, for example, a home care assistant not arriving as planned are more 

usually responded to be telephone. 

 

11. Having a discrete service for adults has meant that staff working in the EDS 

have specialist skills and knowledge when working with adults and are therefore 

able to respond more effectively to all statutory requests for the service. Without 

the necessity to respond to children and families in need, now operating as a 

separate service, the team has capacity to respond to multiple and 

simultaneous emergency situations, which in turn can assist the speed at which 

partner organisations such as Dorset Police or Dorset HealthCare can resolve 

issues, particularly for those people in mental health crisis. Early review of the 

service also provided assurance that service quality, including case recording 

and decision making, has improved. 

Outcome of Quality Audit Undertaken 
 

12. Since the implementation of the new service there has been an audit 

undertaken, which took place in August 2019.  

13. The audit involved the scrutiny of 50 randomly selected cases covering the 

period of early June 2019 to the end of July 2019. The audit findings 

demonstrated evidenced that there was management oversight and staff 

support provided when necessary and that managers are accessible by way of 

telephone contact and also work a rota that enables them to offer onsite support 

when the service is operational.  

14. Within the audit there was evidence that risks to the person or other people is 
being considered and evaluated. This has helped staff to recorded defensible 
decision making. There is also clarity as to why some situations reported to the 
service have been considered as safe to leave until the next working day or 
passed onto the day time staff for full interventions. 

 
15. During this audit a total of 25 requests for Mental Health Act (MHA) 

assessments were examined. MHA assessment reports were audited against 



the required competencies outlined in the Quality Assurance Framework, 
including the MHA values and principles, quality standards and codes of 
practice. All reports audited were to a high standard and there was clear 
evidence of the individual professionals demonstrating their skills and abilities. 
All the reports showed compassion towards the service user and the least 
restrictive options were always considered. All the reports were compliant with 
the MHA Codes of Practice. 

 
16. During the period the audit covered, there were 5 safeguarding adult concerns 

referred to the EDS. All were appropriately recorded and managed. Advice and 
guidance was sought by the Contact Officers from the Qualified Social Worker 
on duty. Risks were considered and noted and in all 5 situations decisions were 
made that the individual was safe and that the daytime services were best 
placed to respond.  

 
17. There were 11 contacts audited that related to the EDS Contact officers 

providing advice, guidance and information to the caller. In all of these situations 
the Contact Officer, having checked on the various IT systems for background 
information, was able to refer the individual onto a more appropriate emergency 
service for example Ambulance Service, Police, G.P. These have all been 
recorded in full detail with clear outcomes and rationale for the decisions made.  

 
18. The audit concluded that there had been no issues or concerns identified during 

the audited period, however the auditor suggested that in order to maintain the 
quality of recording now being evidenced that the Operational Manager and the 
Assistant Manager should periodically check the work of all team members and 
discuss any practice related issues. This recommendation is now embedded in 
daily practice. 
 

Compliments and Complaints 
 

19. A further indicator of the service quality can be found by reviewing compliments 

and complaints. There have been no complaints about the new service, but 

compliments have been received from Dorset Police, a GP and users of the 

service. In particular, the compliments have recognised a more effective 

approach to supporting people in mental health crisis who are in custody as well 

as supporting the family of people in crisis. The service was previously only able 

to manage the most immediate presenting problems, and now has the capacity 

to work more closely with partner agencies, families and carers to better support 

people in crisis. 

Summary of financial implications  

20. The former Unitary Authorities of Bournemouth and Poole and the Shadow 

Authority agreed to the significant investment of additional funds to ensure that 

both Adults and Children’s Services had good quality responsive out of hours 

services.  

21. The remodelled service has been of a high cost because it is no longer able to 

draw on the economies of scale shared by the three preceding authorities to 



BCP and the necessity to enhance the management and staffing structures to 

meet demand and provide a responsive, high quality service. Table 1 

summarises the service budget. 

 

 Budget before Remodelling of the 
previous Pan Dorset Service (full year 

2017/18) 

Current Budget Following 
Remodelling 

(full year 2019/20) 

EDS Adult 
Budget 

£377,600 £945,000 

Table 1: Service Budget. 

 
22. The redesign of the service was scrutinised by Bournemouth Borough Council 

Overview and Scrutiny Panel and Borough of Poole People Overview and 
Scrutiny Committee (Health and Social Care) between December 2017 and 
June 2018 with Cabinet Member Decisions agreeing the investment for both 
Bournemouth Borough Council and Borough of Poole in June 2018. The funding 
decision subsequently went to BCP Shadow Cabinet in July 2018. 

 

Summary of legal implications 

23. The service provides compliance, outside of office hours, with the Care Act 

2014, Mental Health Act (1983) and Mental Capacity Act (2005). 

Summary of human resources implications  

24. None Identified. 

Summary of environmental impact  

25. The service relocated on the 4th November 2019 from offices in Commercial 

Road in Poole to the Civic Centre in Poole. The team is located alongside the 

Control Centre which also operates outside of office hours and consequently 

there is little additional draw on utilities as there has been in previous years 

when the service was located in a discrete building which required specific 

lighting and heating. The largest part of the Emergency Duty Service response 

is by telephone, but some transport by car is necessary both to reach people in 

crisis swiftly and to safeguard staff during nigh time work. 

Summary of public health implications  

26. The new service has introduced a significant improvement in the 

responsiveness to mental health needs, which has included supporting partners 

organisations to managing cases that fall within Section 136 of the Mental 

Health Act. This section applies when the police use their powers to take an 

individual to a place of safety to protect themselves (and others) pending a full 

mental health assessment.  



Summary of equality implications  

27. An Equality Impact Assessment was completed as part of the service design, 

with no adverse impacts identified for people with protected characteristics.  The 

service does ensure that it is accessible to all residents and staff are trained in 

developing effective communication that enables them to support individuals 

who have a wide range of needs.  

Summary of risk assessment  

28. The operational Emergency Duty Service has been designed to ensure 

sufficient capacity and the correct level of training and expertise for staff. 

Although there are risks associated with supporting people at a point of crisis 

outside of office hours, the service structure itself is considered robust. There 

are some potential risks to staff given the nature of the times the service 

operates but measures have been put in place to safeguard staff including a 

lone worker protocol and having the availability of a manager on call as well as 

having other BCP Council Officers within the premises throughout the night.  

Appendices  

29. No appendices attached. 
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