
CIS/CSC – new 
appt 

Use script to 
determine actions 

Are you or anyone 
in household self 

isolating 

Advise customer to 
phone back when 

symptoms stop/isolation 
time met (14 days)

Arrange 
appointment as 

usual – must get a 
current phone 

number

Officer to call day 
before appt to 

confirm if anyone in 
the household self-

isolating 

Complete visit using 
advice on script  and 
proceed to next call 

Officer should advise 
customer to phone back 
when symptoms stop/

isolation time met (14 days)

Officer updates 
system  and moves to 

next call 

YES

NO

NO

Change

Non Essential Home Visit request via phone or email

Officer to call on 
route to appt to 

confirm if anyone in 
the household self-

isolating 

No 
Change
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CIS/CSC/Officer  – 
new appt 

Use script to 
determine actions 

Are you or anyone in 
household self isolating

Arrange appointment as 
usual- ensure Officer 

aware of case – must 
get a current phone 

number

Officer to call on route to 
appt – confirm if anyone in 
the household self-isolating 

Complete visit as usual 
and proceed to next visit 

Officer should advise 
customer that they will  only 
enter the property if person 
in self isolation is contained 

within one room 

Officer updates 
system 

NO

NO

YES

Essential Home Visit request via phone or email

Complete visit as 
usual and proceed to 

next call 

Officer will discuss via 
telephone only

YES
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Scheduled 
Appointment

Officer responsibility 
to call person day 

before appointment 
time to determine 
required actions

Ask: Are you or anyone in 
household self isolating

Can request be dealt with 
over the phone/email?

Meet with customer – 
following all necessary 

precautions 

Ask if any change to self 
isolating

Note any visible signs of ie 
fever, persistant dry cough 

Complete appt  as usual 
following guidelines of social 

distancing (2m)

Officer should advise 
customer to contact via 

alternative means as agreed 
corporately

YES

NO

NO

YES

Council Buildings -Scheduled Appointment Visit 

Complete call/email as 
appropriate

YES

Officer should advise customer to 
contact via alternative means as 

agreed  or where possible to 
contact after isolation period 

complete

NO
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Un-scheduled 
Appointment to 
frontline office

Front line staff to 
determine action

Are you or anyone in 
household self isolating
Or  frontline determine 

any visible sign of fever or 
persistent cough

Can request be dealt with 
over the phone/email?

Meet with customer – 
following all advisory 

precautions 

Officer should ask if anyone 
self isolating

Or officer notes any visible 
signs  ie fever, persistent dry 

cough 

Complete appt  as usual 
following guidelines of social 

distancing (2m)

Request customer to leave 
premises in line with current 

policy and sign post to 
alternative contact methods 

– online/ or posters

YES

NO

NO

YES

Request customer to leave 
premises in line with current 

policy and sign post to 
alternative contact methods 

– online/ or posters
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