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Incident Management Framework for Neighbourhood Mental Health Cafes

Managing incidents within Neighbourhood Mental Health Cafés (NMHC) requires a structured and consistent approach to safeguard the wellbeing of individuals, staff, and visitors. The cafés offer a safe and supportive space for people experiencing mental health challenges, emotional distress, or crisis.
The primary aim of this framework is to ensure incidents are handled promptly and effectively, while maintaining the café’s therapeutic and welcoming environment.
It is essential that any incident which may impact the safety, wellbeing, or operational functioning of the café is reported.
This framework outlines:
· The types of incidents that must be reported
· The reporting process
· The procedure for withdrawing support from individuals who exhibit unacceptable behaviour


Section One – Types of Incidents that must be reported
1. Behavioural Incidents
· Aggression or Violence: Any physical altercations, threatening behaviour or verbal aggression directed towards staff, visitors or other individuals including non-physical abuse (e.g. emotional, insults).
· Self-Harm: Situations where an individual exhibits behaviour indicating a risk of self-harm (e.g., cutting, burning, or other dangerous actions).
· Disruptive Behaviour: Incidents of loud or disruptive actions that disturb others, create a hostile environment, or make it difficult for staff to manage the space.
· Inappropriate Touching: Instances of any physical contact that is unwanted, unwelcome or offensive and violates personal boundaries and consent.

2. Medical Emergencies
· Medical Crisis: Situations where an individual experiences a medical emergency such as seizure, heart attack, stroke or fainting.
· Injury: Any serious physical injury (e.g., cuts, falls, sprains) that occurs within the NMHC.
· [bookmark: _Hlk205465971]Drug or Alcohol Overdose: If an individual appears to be under the influence of drugs or alcohol, especially if they overdose or require medical intervention.

3. Mental Health Crises
· Suicidal Ideation or Attempt: If an individual expresses thought of suicide or attempts suicide, immediate intervention is needed.
· Severe Anxiety or Panic Attack: An episode of intense anxiety or a panic attack that requires de-escalation or special care
· Psychotic Episodes: If an individual experiences hallucinations, delusions or a significant mental health crisis, professional intervention may be necessary.

4. Security Threats
· Threats of Violence and Terrorism: Any threats made towards staff, visitors, or others that indicate potential harm.
· Verbal Threats or Intimidation: Threatening language or intimidation directed towards others in the café.
· Property Damage: Any intentional destruction or vandalism of property (e.g. broken furniture, walls, windows).
· Theft: If a theft occurs within the café, such as personal belongings being stolen from staff or visitors.
· Unauthorised Entry or Intrusion: If individuals who are not authorised to be in the space enter or attempt to enter the café.

5. Substance Use / Abuse
· Substance Use in the Café: Any incident involving the use of alcohol, drugs or other substances within the café.
· Possession of Illegal Substances: If an individual is found to be in possession of drugs, alcohol or any illegal substances on the premises.
· Overdose / Intoxication: Individuals appearing to be dangerously intoxicated or under the influence, to the point of needing intervention.

6. Discrimination or Harassment
· Racial, Gender, or other Forms of Discrimination: Any incidents of harassment, prejudice, or discrimination based on race, gender, sexual orientation, or other protected statuses.
· Sexual Harassment or Assault: Any incidents of inappropriate sexual behaviour, harassment, or assault between individuals.
· Bullying: Instances where one person is bullying or harassing another individual, either verbally or physically.

7. Conflicts between Individuals
· Verbal Arguments: Disagreements between individuals that may escalate into conflict, disturbing the peace or causing discomfort.
· Physical Altercations: Any situation where individuals engage in physical confrontation or fights, even if it is resolved quickly.

8. External Threats or Emergencies
· Fire or Fire Drill: Any incidents related to fire, whether accidental or planned (e.g. a fire drill or actual fire).
· Natural Disasters: If an event such as an earthquake, flood, or severe weather impacts the NMHC safety or operations.
· Active Threats or Emergency Situations: Any situation involving active threats like an intruder, bomb threat, or external violence that may require evacuation or police involvement.

9. Staff or Volunteer Related Individuals
· Staff or Volunteer Misconduct: Any incidents involving inappropriate behaviour by staff or volunteers, such as neglect, unprofessionalism, or abuse.
· Staff Injury: Any injury sustained by staff or volunteers while performing their duties within the café.
· Absenteeism or Unavailability: Incidents involving staff or volunteers being absent without notice or unfit for duty.

10. Complaints or Concerns
· Visitor Complaints: Complaints made by individuals about the service, environment or treatment they received in the café.
· Venue Conditions: If there are any environmental hazards or issues with the facilities, such as plumbing problems, heating issues or unsafe conditions.

11. Other Unforeseen Incidents
Any situation that falls outside of the above categories but still requires attention, intervention or documentation.


Section Two – Process for Reporting Incidents to the Neighbourhood Lead Team
Reporting incidents to the Neighbourhood Lead Team is vital for maintaining transparency, accountability, and service quality. It also ensures that lessons are learnt, and systems can be improved where necessary. The following process must be followed whenever an incident occurs within a Neighbourhood Mental Health Cafe (NMHC).

1. Initial Incident Management
· Incident Occurs
The incident may involve any event such as medical emergencies, aggressive behaviour, mental health crises, substance use issues or complaints (as listed above).
· Initial Response
a. Assess the severity of the incident immediately 
b. Take necessary steps (as per organisational policies / processes) to ensure the safety and wellbeing of all individuals involved (e.g. de-escalation, calling emergency services or providing first aid).
c. Follow café providers internal protocols for managing crises (e.g. evacuation, medical interventions or securing the premises, use of panic alarms.

2. Document the Incident 
· Record Incident Details
All incidents, regardless of severity, should be documented using the Neighbourhood Mental Health Café Incident Reporting Form Neighbourhood Mental Health Cafés - your space - Leicestershire Partnership NHS Trust This includes:
a. Date, time, and location of the incident.
b. The names of individuals involved (staff, visitors, or external agencies).
c. Description of the incident, including any escalation or interventions.
d. Actions taken by staff, including emergency responses or follow-up actions.
e. Outcome and current status.
f. If the police were involved, please include the crime reference number 
· Completing the Incident Form
a. The staff member who manages the incident should complete the incident report as soon as possible.
b. Ensure all relevant facts are captured objectively and thoroughly.
c. Avoid jargon or ambiguity; ensure the report is easy to understand for non-technical recipients.
d. Provide any relevant background information that will help the Neighbourhood Leads to understand the full context.
e. Attach any supporting documents, such as witness statements, medical records, or photographic evidence (if applicable).

3. Send the Report to the Neighbourhood Lead Team
· Timely Submission
Send the report to the Neighbourhood Lead Team as soon as possible. For high-severity incidents, this should occur withing 24-48 hours of the incident. For less urgent matters, a detailed report must be sent within a week to the team.
· Reporting Process
a. The report is to be sent to lpt.transformationteam@nhs.net and the appropriate Neighbourhood Lead. 
b. Ensure that the team receives all the required documents, including incident reports, action plans, and supporting evidence.

4. Action to be taken by Neighbourhood Leads on receiving an Incident Report
· Response and Feedback
Café Scheme Leads to confirm receipt of the report within 48 hours and ask for clarity on any questions they may have.
· Café Providers to provide additional information if needed
Café Providers to provide any further information that is requested in a timely manner. This may include clarification on actions taken, any outstanding issues, or additional documentation.
· Action Plan
If the incident requires remedial actions (e.g. service adjustments, staff retraining), Scheme Leads to include an action plan with deadlines for completion. Café Provider and Neighbourhood Lead Team to keep each other updated on progress and outcomes.

5. Post Incident Review and Improvement
· Debrief with Staff
Neighbourhood Leads to conduct a debrief with team to evaluate the incident’s handling, identify lessons learned, and make recommendations for service developments as necessary. 
· Policy and Procedure Review
Use the incident as an opportunity to review and update scheme policies, procedures, frameworks as necessary. This may involve revising protocols, enhancing staff training or improving environmental safety.
· Update Neighbourhood Mental Health Café Providers and Neighbourhood Leads on Changes
Once improvements are implemented, Scheme Leads to provide a follow up report to the team outlining changes made and how they will prevent similar incidents in the future.
	
Summary of Reporting Process:
1. Incident Occurs → Café Provider to assess the situation and ensure safety.
2. Document the Incident → Café Provider to complete the incident report form.
3. Prepare and Submit Report → Café Provider to create and send a detailed report to Neighbourhood Lead Team.
4. Follow-Up → Café Provider to respond to Neighbourhood Team inquiries and provide additional information.
5. Action Plan → Scheme Leads to develop action plan
6. Post-Incident Review → Café Provider and Scheme Leads to conduct a staff debrief and implement developments.

	


By following this structured reporting process, incidents can be appropriately addressed, and the Neighbourhood Lead Team remains informed of any significant events that may affect the quality, safety, or effectiveness of the service. This approach supports continuous improvement, strengthens the trust of commissioners, supports café providers, ensures the safety of people accessing the cafes and contributes to enhanced service delivery and overall effectiveness.

Section 3 – Compassionate Process for Withdrawing Support Due to Unacceptable Behaviour at a Neighbourhood Mental Health Cafe 
In rare and challenging circumstances, it may be necessary to temporarily or permanently withdraw support from an individual attending a Neighbourhood Mental Health Café due to behaviour that compromises the safety and wellbeing of others. This process is designed to be fair, transparent, and respectful, ensuring that all individuals are treated with dignity while prioritising the safety of the community.
1. Identification of Concerning Behaviour
· Types of Behaviour Considered Unacceptable: 
Examples include, but are not limited to:
· Physical or verbal aggression 
· Discriminatory remarks or actions (e.g. racism, sexism)
· Substance misuse on café premises
· Damage to property
· Harassment of staff or visitors
· Non-compliance with café safety or behavioural expectations
· Online abuse directed at the café or its staff
· Sexual harassment
· Promotion of extremist views
· Immediate Response:
If behaviour poses an immediate risk:
· Prioritise the safety of all individuals present.
· Use de-escalation techniques where possible.
· Contact emergency services if the situations cannot be safely managed

2. Incident Documentation
· Incident Reporting
· Complete a detailed NMHC Incident Report Form including Neighbourhood Mental Health Cafés - your space - Leicestershire Partnership NHS Trust Date, time and location of incident 
· Individuals involved  
· Description of the behaviour
· Actions taken
· Witness accounts (if taken)
· Impact on others
· Internal Review:
The Café Provider will assess the incident to determine whether a withdrawal of support is appropriate, considering the severity and context.

3. Evaluation and Consideration of Alternatives
· Impact Assessment: 
Factors to consider:
· Safety: Did the behaviour put anyone at risk (staff, other visitors)? 
· Severity: Was the behaviour serious enough to warrant exclusion for the protection of others?
· Previous Behaviour: Is this a one-time incident part of a pattern of disruptive behaviour?
· Whether the behaviour was linked to unmet needs?
· Potential for resolution through support: Was the behaviour resolvable with intervention (e.g. calming the individual, offering support)?
· Exploring Alternatives:
Before deciding on withdrawal, consider:
· Referrals to external support services
· Issuing a verbal or written warning
· Establishing a behaviour agreement for future attendance

4. Collaborative Decision-Making
· Consultation 
Engage the Neighbourhood Lead Team and, where appropriate, arrange a multidisciplinary meeting with professionals involved in the individual’s care.
· Final Decision
The Café Provider holds responsibility for the final decision regarding a cooling-off period or withdrawal of support.

5. Communicating the Decision
· Private Discussion
Where possible, meet with the individual privately to explain the decision. If in-person contact is not feasible, use phone or written communication.
· Explanation and Dialogue:
The steps to be taken:
· Clearly outline the reasons for the decision
· Encourage the individual to share their perspective, with support if desired
· Specify the duration of any cooling off period and conditions for return
· Offer information on alternative services and reinforce expectations for future engagement 
· Provide written documentation including:
i Description of the behaviour
ii Decision made
iii Duration and conditions
iv Appeal process (including ICB complaints information)

6. Action to be taken by Neighbourhood Lead Team
· Internal Records:
Update the NMHC incident log with:
i Individual’s details (if known)
ii Date and reason for the decision
iii Duration and follow-up actions
· E-IRF
Depending on incident/near miss Neighbourhood Lead / Scheme Lead to complete E-IRF on Ulysses if necessary.
· Information Other NMHCs and Services
Notify relevant café and services, ensuring confidentiality and adherence to the Information Sharing Agreement. Inform the individual that this communication will occur.

7. Ongoing Monitoring and Review
· Monitoring
Ensure staff are aware of the decision and prepared to respond appropriately if the individual attempts to return prematurely.
· Review
Set a date to reassess the situation, considering:
i Behavioural changes or engagement with support
ii Safety and comfort of other attendees

8. Appeal Process
· Appeals
Provide clear guidance on how to appeal, which may include:
i Submitting a written appeal
ii Amending a meeting with the café provider
iii Review by the Neighbourhood Lead Team
iv Complaints procedure as per café welcome handbook
· Outcome Communication
Inform the individual of the final decision, including any conditions for review/ returns or reasons for upholding the withdrawal.

	Summary of the Support Withdrawal Process at Neighbourhood Mental Health Cafes
This process outlines the steps to be taken when an individual's behaviour at a Neighbourhood Mental Health Café significantly compromises the safety or wellbeing of others. It is designed to be fair, transparent, and person-centred, ensuring that all individuals are treated with dignity while maintaining a safe and supportive environment.
1. Identification of Behaviour
An incident occurs involving behaviour that may be considered unacceptable (e.g., aggression, harassment, discrimination).
2. Immediate Safety Measures
Staff take appropriate steps to ensure the safety of everyone present and de-escalate the situation where possible.
3. Incident Documentation
A detailed incident report is completed, capturing key facts and the impact of the behaviour. The incident is reviewed internally.
4. Evaluation and Consideration of Alternatives
The situation is assessed to determine the severity and whether alternative actions (e.g., support referrals, behaviour agreements) could be more appropriate than withdrawal.
5. Consultation with Neighbourhood Leads
The decision is discussed with the Neighbourhood Lead Team to ensure consistency, fairness, and alignment with care plans and safeguarding responsibilities.
6. Communication with the Individual
The individual is informed privately of the decision, with a clear explanation of the reasons, duration (if applicable), and conditions for future engagement. Supportive dialogue is encouraged.
7. Recording and Notification
The decision is logged in internal systems, and relevant NMHCs and services are informed in line with confidentiality and data protection protocols.
8. Monitoring and Review
The situation is monitored, and a review date is set to reassess the individual’s readiness to re-engage with the café, considering any progress or support received.
9. Appeal Process
Individuals are given the opportunity to appeal the decision. Appeals are reviewed by the Neighbourhood Lead Team, and outcomes are communicated clearly and respectfully.



By following this structured and compassionate approach, Neighbourhood Mental Health Cafés can ensure that decisions to withdraw support are made consistently, fairly, and with a focus on safety, dignity, and recovery.
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