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This template is provided for guidance only. The content must be reviewed and edited to accurately reflect the layout, operation, staffing structure, risks and procedures within your venue.

Generic or unedited policies may not reflect actual practice and may not demonstrate compliance with legal or licensing expectations.


Vulnerability and Welfare Policy

Date Created:
Date of last review: NB Policies must be reviewed annually.

EXPECTED STANDARDS
There are 4 licensing objectives of equal importance:
· The prevention of crime and disorder
· Public safety
· The prevention of public nuisance
· The protection of children from harm

POLICY STATEMENT
[Venue Name] is committed to promoting a safe and responsible environment for customers, staff and visitors. The venue recognises that individuals may become vulnerable for a variety of reasons and is committed to taking reasonable and proportionate steps to identify, support and safeguard vulnerable persons.

This policy supports the Licensing Objectives and outlines how the venue identifies, manages and responds to vulnerability and welfare concerns within and immediately outside of the premises.
This includes concerns relating to:
· Intoxication 
· Harassment or predatory behaviour 
· Spiking concerns 
· Mental or physical wellbeing 
· Isolation or separation from friends 
· Safeguarding concerns 
· Injury or distress 
· Unsafe departure from the venue

The venue is committed to providing a safe environment where all customers can enjoy themselves responsibly.
Staff are required to:
· Identify vulnerability early 

· Respond appropriately and proportionately 
· Use conflict de-escalation techniques 

Doing nothing is not an acceptable response.

IDENTIFYING VULNERABILITY
[Edit: Management, staff, door staff] are expected to remain alert to signs of vulnerability and welfare concerns through active monitoring of customers both inside and outside the venue.
Examples may include:  
· Excessive intoxication 
· Confusion or disorientation 
· Distress, panic or emotional upset 
· Unconsciousness or reduced responsiveness 
· Injury or illness 
· Isolation from friends 
· Harassment or unwanted attention 
· Customers appearing unsafe or unable to care for themselves 
· Customers attempting to leave with strangers while intoxicated or distressed 
· Suspected drink spiking or substance misuse 

Vulnerability may be temporary, situational or ongoing and should not be judged solely on intoxication levels.

STAFF RESPONSIBILITIES 
All staff have a responsibility to: [Edit to reflect venue operations]
· Monitor customers for signs of vulnerability or welfare concerns 
· Refuse alcohol service where customers appear intoxicated or vulnerable 
· Support the venue’s age verification procedures in line with Challenge 21/25 policy
· Report concerns to management or security promptly 
· Carry out reasonable and proportionate welfare interventions 
· Support safeguarding measures where required 
· Record incidents and actions taken where appropriate 
Managers are responsible for:
· Ensuring this policy is implemented 
· Supporting staff decision making 
· Reviewing incidents and trends 
· Liaising with emergency services and partner agencies where required 
Managers/Door Supervisors (where applicable) are responsible for:
· Monitoring queues, dispersal and external areas 
· Identifying intoxication and predatory behaviour 
· Supporting vulnerable customers 
· Assisting with safe refusals, removals and welfare interventions

WELFARE AND SUPPORT MEASURES
Where vulnerability is identified, staff should take reasonable and proportionate steps to support customer welfare.
This may include: [Edit to reflect venue operations]
· Welfare conversations/check-ins Providing water 
· Providing a safe place to sit/recover 
· Monitoring customer condition 
· Contacting friends or family 
· Assisting with arranging safe transport 
· Supporting customers reporting harassment or spiking concerns 
· Separating vulnerable persons from potential risk 
· Providing first aid or contacting emergency services where necessary 
Where appropriate, the venue may refuse further alcohol service or refuse entry in the interests of safety and welfare.

PREDATORY BEHAVIOUR AND HARASSMENT
[Venue Name] operates a zero-tolerance approach to predatory behaviour, harassment, intimidation, spiking and exploitation.
Staff should: [Edit to reflect venue operations]
· Take all reports seriously 
· Intervene where appropriate 
· Monitor concerning behaviour 
· Escalate concerns to management/security 
· Remove individuals where necessary 
· Preserve CCTV or other evidence where appropriate 
· Contact police where required

SAFE DISPERSAL AND LEAVING THE VENUE
[Edit: Staff and security] should monitor customer welfare when individuals leave the venue at any time as well as during dispersal/closing periods.
Particular attention should be given to: [Edit to reflect venue operations]
· Customers leaving alone while intoxicated or distressed 
· Customers leaving with unknown persons 
· Welfare concerns in queues or outside areas 
· Customers waiting for transport 
· Unsafe driving concerns 
Where appropriate, staff should assist customers in arranging safe transport or contacting friends/family.

ESCALATION PROCEDURES
Concerns should be escalated to management and emergency services where necessary.
Emergency services should be contacted immediately where there are concerns relating to:
· Unconsciousness 
· Serious injury or illness 
· Suspected sexual assault 
· Serious safeguarding concerns 
· Threats to life 
· Severe intoxication 
· Violence or serious disorder

ASK FOR ANGELA
Consider using the “Ask for Angela” campaign (or similar) to support individuals who feel unsafe or vulnerable.
· Staff must be fully trained on how to respond 
· Posters must be displayed in visible customer areas (toilets, entrance, bar where appropriate) 
· Staff must know internal response procedures 
· Free resources, posters and staff guidance are available here: http://www.askforangela.co.uk/

Venue Action (COMPLETE BELOW):
· Posters displayed in: [Insert locations] 
· Staff briefing method: [Insert method] 
· Responsible staff member: [Insert name]

Have a means of contacting the members of any local schemes (e.g. Street Pastors) which deal with vulnerable people
Door staff and management will maintain the existing dialogue with the [name of city/town] Street Pastors (or any organisation performing a similar function in the nighttime economy). The Street Pastors can be contacted via [e.g. the CCTV control Room via the Pub link radio system, telephone number]

Have a direct line of communicating with the local authority CCTV operators i.e. the pub link radio
If you are a member of the local Pub link radio system. The radio will normally be carried by the management or head door supervisor.

Identification of a “Safe Area” inside the venue where vulnerable people can remain and be cared for until their safety has been ensured.
The [enter location] has been identified as a safe area, however the [enter location] area may also be used if the situation is not too serious.

Have a nominated member of staff who will be responsible for dealing with any vulnerable people associated with the venue.
The [general manager and DPS] will be the responsible person for ensuring the continued welfare of vulnerable people, he/she may delegate such responsibility as appropriate to other duty managers working at the premises.

Have a register documenting the incidents where vulnerable people have been identified and the actions taken by the venue to ensure their safety.
Any incidents where vulnerable people have been identified will be fully reported in the [incident/ vulnerable person] reporting register. This will include the issues that caused the vulnerability in the first place, staff members involved in the care of the vulnerable person, the final result/disposal. Any such reports must be signed off by the DPS

Have a list of local taxi company details, be able to assist with taxi apps or direct to the nearest taxi rank.  
[Local Taxi firm numbers will be displayed in the foyer of the premises. Staff members will assist with contacting a licensed taxi particularly where vulnerability and welfare concerns are identified.]

(Optional)
A nominated manager to be present and to remain in the main customer entry area no later than 30 minutes prior to closing time to ensure the safe and quiet exit from the premises by all customers.
The [general manager/ DPS/door staff] will be the responsible person for ensuring the safe and quiet egress of customers from the premises. Ordinarily they will be positioned within [the Entrance, foyer] of the premises [at least 15/20/30 minutes prior] to the terminal hour. 

CUSTOMER SAFETY MESSAGING
As a venue we may utilise customer safety messaging and awareness campaigns to promote welfare, safeguarding and responsible behaviour within the venue.
This may include: [Edit to reflect venue operations]
· Welfare and safeguarding signage 
· “Ask for Angela” or similar initiatives 
· Anti-spiking messaging 
· Reporting procedures for harassment or welfare concerns 
· Safe transport messaging 
· Drink aware and responsible drinking messaging 
· Challenge 21 or 25/age verification messaging
· Social media or digital messaging 
· Information displayed within toilets, bars, smoking areas or entrance/exit points 

Safety messaging will be reviewed periodically to ensure it remains appropriate and effective.

We will ensure the following are clearly displayed, accessible and actively maintained: [Edit to reflect venue operations]

RECORDING AND REPORTING
All significant welfare incidents, interventions or safeguarding concerns should be recorded in the [venue incident log, vulnerable persons log and/or relevant reporting system].
Records may include: [Edit to reflect venue operations]
· Date and time 
· Details of concern 
· Action taken 
· Staff involved 
· Emergency service involvement 
· CCTV/bodycam references where applicable 
· Incidents should be reviewed by management to identify trends, risks and opportunities for improvement.

MONITORING AND REVIEW
This policy will be monitored and reviewed regularly by management to ensure it remains effective and appropriate to the operation of the venue.
This may include reviewing:
Incident logs 
· Welfare interventions 
· External areas and dispersal periods 
· Staffing arrangements 
· Customer feedback 
· Emerging local risks or trends 

TRAINING
Relevant staff will receive training appropriate to their role, which may include: [Edit to reflect venue operations]
· Vulnerability awareness
· Safeguarding
· Welfare intervention
· Conflict management
· Spiking awareness
· Sexual harassment awareness
· Incident reporting procedures

RELATED POLICIES
This policy should be read alongside: [Edit to reflect venue operations]
· Dispersal Policy 
· Drugs Policy 
· Search Policy 
· Sexual Harassment Policy 
· Safeguarding Policy
· CCTV Policy 
· Incident Reporting Procedures
By signing below, staff confirm that they have read and understood the Weapons Policy and agree to act in accordance with its contents.
Names:

Role:

Signature:

Date:
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