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BUDDIES COMMUNITY CARE LTD.
Incident Reporting and Management: Policy and Procedure
This Policy describes the Buddies Community Care Ltd approach to incident recognition, investigation, response (including fulfilment of duty of candour) and learning from. It encompasses all types and levels of incidents and subsequent investigation. 
1. Purpose
Buddies Community Care Ltd is committed to providing safe, effective and person-centred personal care. This policy sets out how the organisation recognises, reports, manages, investigates and learns from incidents to:
· Protect service users, staff and others from harm
· Meet CQC regulatory requirements
· Promote openness, transparency and learning
· Reduce the risk of incidents recurring
2. Scope
This policy applies to:
· All employees, including permanent, temporary and bank staff
· Volunteers and contractors acting on behalf of Buddies Community Care Ltd
· All incidents occurring during the delivery of regulated personal care services, including near misses
3. Definitions
3.1 Incident
An incident is any unplanned or unexpected event that:




· Caused harm, or
· Had the potential to cause harm
This includes incidents affecting:
· Service users
· Staff
· Visitors or members of the public
· Property, information or service delivery

3.2 Types of Incidents (non-exhaustive)
· Falls
· Medication errors or omissions
· Safeguarding concerns
· Pressure damage
· Infection control breaches
· Equipment failure
· Staff injury
· Near misses
· Breaches of policy or regulation
3.3 Levels of Harm
Incidents are graded by actual outcome, not potential outcome:
· No harm
· Low harm
· Moderate harm
· Severe harm
· Death
4. Principles
Buddies Community Care Ltd promotes a fair, open and learning-focused culture, recognising that:



· Incidents may arise from system weaknesses
· Blame is not routinely assigned
· Learning and improvement are prioritised
Staff have a right and duty to report concerns without fear of reprisal.

5. Immediate Actions Following an Incident
When an incident occurs, staff must:
1. Make the situation safe
2. Provide immediate support or first aid if required
3. Seek emergency services where appropriate
4. Preserve relevant information or equipment if safe to do so
5. Inform the Registered Manager or senior person on duty

6. Incident Reporting
6.1 Reporting Process
· All incidents must be reported using the Buddies Incident Report Form
· Reports must be factual, accurate and completed as soon as possible
· Duty of Candour considerations must be clearly identified

6.2 Timescales
· Serious or high-risk incidents: same day notification
· All other incidents: within 24 hours
· Initial management review: within 48 hours

7. Duty of Candour (Regulation 20)


Buddies Community Care Ltd complies fully with the Statutory Duty of Candour.
Where an incident results in:
· Moderate harm
· Severe harm
· Death
The Registered Manager will ensure that:
· The service user (or representative) is informed promptly
· An open and honest explanation is provided
· A sincere apology is given
· Ongoing support is offered
· All actions are documented

8. Investigation and Management
8.1 Proportionate Investigation
The level of investigation will be proportionate to:
· Severity of harm
· Complexity
· Potential for learning
Levels include:
· Local review (low/no harm incidents)
· Manager-led investigation (moderate harm)
· Comprehensive investigation (severe harm or death)

8.2 Investigation Method
Investigations will:


· Be led by the Registered Manager or delegated senior staff
· Focus on what happened, why it happened, and how to reduce risk
· Consider systems, training, communication and environment
· Avoid inappropriate individual blame
Root cause analysis principles may be used where appropriate.

9. Supporting Staff
Staff involved in incidents will:
· Be treated fairly and compassionately
· Be offered debriefing and support
· Have access to supervision and wellbeing support
Disciplinary processes are separate from incident investigation unless misconduct is identified.

10. Learning and Quality Improvement
Buddies Community Care Ltd is committed to learning from incidents.
10.1 Quality Improvement Plans
Where required:
· Action plans will be developed
· Responsibilities and timescales assigned
· Progress monitored by the Registered Manager

10.2 Monitoring and Review
· Incidents are reviewed regularly to identify themes and trends


· Learning is shared with staff through supervision, training and updates
· Findings inform risk assessments, training and policy review

11. Reporting to External Bodies
Incidents will be reported externally where required, including:
· CQC notifications (as per Regulation 18 & 20)
· Local Authority Safeguarding Teams
· RIDDOR (Health and Safety Executive)
The Registered Manager is responsible for ensuring correct and timely notifications.

12. Records and Confidentiality
· Incident records are stored securely
· Information is shared on a need-to-know basis
· Records are retained in line with data protection legislation

13. Roles and Responsibilities
All Staff
· Report incidents promptly
· Take immediate action to reduce harm
· Cooperate with investigations

Registered Manager
· Oversight of all incident management
· Duty of Candour compliance


· Investigation and learning
· Quality assurance and governance

14. Training
Staff will receive training in:
· Incident reporting
· Safeguarding
· Duty of Candour
· Health and safety
Training needs are reviewed regularly.

15. Policy Review
This policy will be reviewed:
· Annually, or
· Following regulatory change, serious incident, or service development
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Approval:



Policy approved by:  James Daniel Pay - Registered Manager 

Signed: .................................    Date: 02/02/2026

Document Control:
· This document is a controlled policy. Once printed or downloaded, it becomes an uncontrolled copy and may not reflect the latest version. Please refer to the master version stored on the [policy management system / office file / care management software] for current policy.
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