	[image: ]
	westmorlandandfurness.gov.uk



Telephones
[bookmark: _Toc148533098][bookmark: _Toc148533335][bookmark: _Toc149913996]Telephones
[bookmark: _Toc149225393][bookmark: _Toc149913997]Westmorland and Furness Care Services



Contents
Policy	1
Procedure	1
Personal Mobile Telephones	1
Work Mobile Telephones	2
Off Site Activity Mobile Telephone	2
Office Telephones	3
Service User Phones	3
Answering and making a business telephone call	3
Answering Machines	3
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To ensure the correct and responsible use of telephones in work time.


[bookmark: _Toc149913999]Procedure
[bookmark: _Toc149914000]Personal Mobile Telephones
1. All personal mobile telephones must be switched off during working time unless being used for work purposes or in exceptional circumstances with the agreement of the line manager. 

2. Staff can access messages and make calls on their personal mobiles during their official break times. 

3. If it is essential for staff to use their mobile telephone for business purposes, they will be reimbursed for the cost of the call on the production of the mobile telephone bill. 

4. Personal mobile telephones should not be charged at work. 

5. [bookmark: _Toc149914001]Managers may randomly check and monitor the usage. 
Work Mobile Telephones
1. Anyone with a work mobile telephone must familiarise themselves with the Westmorland & Furness Council mobile communications devices policy. Mobile Communication Device Policy (intouch) 

2. Mobile telephones must be switched off or silenced when undertaking personal care tasks. Where possible mobile telephones should be silenced during meetings. 

3. The standard message or a polite customised greeting may be used on the answer phone. 

4. All messages must be answered in a timely manner. 

5. Staff who are issued with a work mobile telephone are responsible for its security. 

6. The manager must be informed so they can make the specific changes to records as necessary. ICT services should be informed of any of the following changes relating to work mobile telephones:

• Loss 
• Theft 
• Change of user 
• Setting up a new user 
• The need to terminate a contract 
• Change of personal details 
• Change to billing site 
• Change to billing manager 

7. Where the manager suspects that there are any personal calls on a work mobile this must be discussed with the user of the mobile telephone and paid back to the Westmorland & Furness Council.

8. The Westmorland & Furness Council procedure must be followed when paying for personal calls. Note that it should not be paid into petty cash. 
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1. Some off site activities require staff to be issued with a mobile telephone. Only essential calls must be made. 

2. Personal calls should only be made in an emergency and must be paid for. 

3. Staff who are issued with a mobile telephone are responsible for its security. 

4. Designated member of staff must be responsible for ensuring that mobile telephones are charged and ready for use when needed. 
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Office Telephones
1. Staff may only receive and make personal calls in the case of an emergency and these calls must be paid for. 

2. All Westmorland & Furness Care staff can access an office telephone to make essential business telephone calls. 

3. Every effort must be made to answer the telephone in a timely manner.



[bookmark: _Toc149914004]Service User Phones
1. Staff must obtain permission from the service users prior to using their telephone. 

2. Personal telephone calls must only be made in an emergency and must be paid for. 

3. [bookmark: _Toc149914005]Business telephone calls must be paid for. 


Answering and making a business telephone call
1. Telephones must be answered in a courteous manner stipulating where appropriate the establishment name, own name, and a polite greeting e.g. “good morning, good afternoon, how may I help you” 

2. When making business calls staff must maintain a polite and courteous manner at all times. 
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1. Answering machines must only be used during unstaffed periods of time e.g. out side day centre opening hours or to enable staff to carry out designated duties e.g. medication, without disturbance. 

2. Answering machines must be checked regularly throughout the day and timely responses made (Older adults residential must check at least every 30 minutes). 

3. The answering machine must not be used for staff convenience.
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