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Introduction 
Wigan Safeguarding Adults Board and Partnership have developed the following  
Resolution protocol to help professionals achieve positive outcomes for adults and  
families. Partnership working is at the core of the work that we undertake, and  
professional agreement and challenge is central to our day-to-day practice in  
Safeguarding. This protocol provides a framework to help partner agencies positively  
resolve issues or challenges and ensure adults at risk of abuse or neglect and their  
Families get the support they need at the right time.  
 

Safeguarding leads are responsible for taking the lead for their own organisation, 
disseminating and implementing this policy 

All board partner agencies are required to: 

➢ Ensure staff are made aware of the guidance via internal communication 
channels. 

➢ Make the Local Protocol available via website with a link to this page. 
➢ Update in-house policies and procedures to reflect protocol. 
➢ Update in-house training to reflect protocol. 

 

What is the process? 
This process outlines the steps to be taken when there are concerns raised by 
practitioners from more than one agency in relation to the safety and welfare of an 
adult at risk of neglect or abuse, and / or action being taken to safeguard an adult at 
risk. Concerns raised may be due to a disagreement between agencies or a shared 
concern. Within this process the term “family” is used to describe parents / carers and 
family members such as siblings as well as extended family members. 

Why do we need this process? 
When working with practitioners from other agencies there will, at times, be 
differences of opinion with regards to how to respond to an identified concern about 
an adult or their family. There may be occasions where practitioners agree there is a 
concern, but this requires a strategic leadership approach to support safe working 
outside of standard practice guidelines in the best interest of the individual. This 
process has been designed to guide practitioners in the steps that they should take 
when concerns arise. 

Who is this process aimed at? 
This process is aimed at our workforce working with adults who may require 
safeguarding, either regularly or occasionally. These practitioners will come from a 
wide range of agencies both statutory and non-statutory. The levels within this 
protocol should be interpreted by all agencies in a way which allows the application of 
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relevant roles and job titles in individual agencies within the operational structure of 
this protocol. The key contact for comments about this policy is wsab@wigan.gov.uk  

Professional Disagreement and Shared Professional Concern 
When having conversations (and working) with practitioners from other agencies 
there will at times be differences of opinion with regards to how to respond to an 
identified concern. Disagreements can be a sign of developing thinking, and the value 
of exchanging ideas from different perspectives should not be under-estimated. When 
there are disagreements between agencies, this should be recognised as potential for 
healthy debate. However, disagreements may disadvantage the individual involved if 
they are not resolved constructively and in a timely manner. On occasion, 
disagreements which cannot be resolved, may need to be escalated. 

There may be occasions where practitioners agree there is a concern, but this requires 
a strategic leadership approach, where there is a perceived need for a significant 
amount of additional resource at pace, or to support safe working outside of standard 
practice guidelines in the best interest of the adult at risk. This will require escalation to 
senior management and leaders for oversight and decision making. 

To support and challenge, a clear process needs to be in place to ensure that all 
practitioners involved in multi-agency work understand the steps they should take 
when concerns arise. This process should however be measured in its approach to 
allow practitioners the opportunity to openly discuss their concerns with other 
practitioners. Throughout our work the safety and wellbeing of the adult at risk is the 
primary concern, and professional disputes must not obstruct this. If you feel that a 
practitioner or an agency is not acting in the best interests of the adult at risk, you have 
a responsibility to respectfully challenge the practitioner or agency. Should you have a 
concern that an adult at risk is at risk of, or is suffering significant harm, this should be 
responded to using your agency’s safeguarding procedures. 

Examples of disagreement 

➢ Differences in the handling of referrals / requests for services between agencies. 
➢ Disagreement on attendance at multi-agency meetings. 
➢ Differences in opinion with regards to an adult at risk’s plan. 
➢ Concern about the action or inaction of another professional in relation to the 

safety and wellbeing of an adult at risk. 
➢ Information sharing concerns. 
➢ Disagreement about the provision of services. 

 

 

mailto:wsab@wigan.gov.uk
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Values & behaviours 
In line with Wigan Safeguarding Adults Board values and behaviours we ask all 
agencies to abide by the following principles when undertaking approaches to resolve 
concerns and disagreement. These principles reflect a compassionate, collaborative, 
and person-centred approach to safeguarding adults at risk. For further information 
under each of the categories please refer to Appendix 4. 

❖ See the Person 
❖ Listen Deeply 
❖ Know this Place.  
❖ Connect to Neighbourhoods 
❖ Do the Right Thing 
❖ Show our Love and Pride 

The Resolution Process 
The following process should be followed by practitioners when raising a concern 
and/or disagreement. There may be times when concerns should be escalated straight 
to the Head of Service dependent on the immediacy / seriousness of the issue, and 
therefore in some circumstances it is not always appropriate to apply this process in a 
linear way. 
 
It is the expectation that wherever a disagreement has been highlighted under this  
policy that professionals at every level should respond as soon as possible to the 
concerns being raised. All stages of the process should follow our values and 
behaviours outlined above. 

Step 1: Practitioner to Practitioner 
➢ Immediately discuss with colleagues and own agency designated safeguarding 

lead to clarify thinking and practice. 
➢ Attempt to resolve any disagreements with the practitioner before initiating the 

full process.  
➢ A clear written record should be kept and shared with everyone involved, this 

should include a clear evidence-based reason for the disagreement. 

Should concerns and/or disagreement be in relation to processes whereby there is a 
Lead Professional / Chair of multi-agency meeting they should be informed in writing 
for information and monitoring.  

Where a resolution is reached this should be clearly recorded and shared with 
everyone involved including the agreed points of resolution and any next steps 
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Step 2: Line Manager to Line Manager 
If following Step 1 the concern and/or disagreement remains, discuss with your 
designated lead for safeguarding and immediately refer this to your line manager, for 
them to discuss with the line manager of the other practitioner.  

They should do this within an agreed timescale with the practitioner raising the 
concern, and a timescale for response from the other line manager should also be 
agreed.  

The principles of recording as outlined in Stage 1 should be followed both during the 
process and at the point of resolution. 

*For agencies where there is no line manager (e.g., self-employed, single person 
organisation etc.) professional bodies, funders, commissioners or trustees should be 
contacted. 

Step 3: Head of Service / Senior Manager to Head of Service / 
Senior Manager 
If agreement cannot be reached following discussions between first line managers the 
issue must be referred without delay through the line management structure to the 
equivalent of Head of Service, again with agreed timescales for responses.  
 
This should be as quickly as possible and ideally within the working week that it was 
raised between stages.  
 
The principles of recording as outlined in Stage 1 should be followed both during the 
process and at the point of resolution.  
 
Director/Assistant Director to Director/Assistant Director 
If professional disagreements remain unresolved, each Head of Service / Senior 
Manager will raise the disagreement immediately following Step 3 above at Director / 
Assistant Director level within their own agency, or if within health, the Designated 
Nurse for Safeguarding Adults at risk.  
 
The Director / Assistant Director (or within health the Designated Nurse for 
Safeguarding Adults at risk) of the complainant agency will then write to the Director / 
Assistant Director (or within health the Designated Nurse for Safeguarding Adults at 
risk) of the receiving agency and meet to achieve a final resolution.  
 
The principles of recording as outlined in Stage 1 should be followed both during the 
process and at the point of resolution.  
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Stage 4: Exceptional Circumstances 
If the disagreement cannot be resolved within the 3-step process set out above, this 
should be referred to the WSAB where a suitable member of the board support team 
will be identified as a mediator. The below form in appendix 3 should be filled in and 
sent to WSAB@wigan.gov.uk  
 
A further meeting will be facilitated between the WSAB and the referrer and agencies 
involved with the purpose of achieving a resolution. Where matters remain without 
resolution at this level Executive Leads for the Partnership will be informed and their 
suggestions for a resolution sought. 
 
If at any stage the process is halted for any reason such as sickness, meetings 
being cancelled etc., the agency with the concern should record why the process 
has been halted and ensure that the process is resumed as soon as possible, 
seeking line management support if required. It may be that in cases of sickness a 
different person needs to take over the process. Every effort should be made by all 
parties to ensure that the process does not drift. 

Key Principles throughout the process 
Alongside the values and behaviours outlined earlier please see below other 
considerations that need to be adhered to throughout the process: 

Timescales: Appropriate timescales for passing on and responding to concerns should 
be agreed for each stage. These should take into consideration any potential risk to the 
individual and need for provision of services. Any changes or requests for extensions to 
timescales should be agreed and recorded. 

Meetings: Where a meeting is convened to discuss concerns, consideration needs to 
be given as to whether it is appropriate for families to attend, and this should be 
communicated with all involved. When these meetings are called, they remain the 
responsibility of the agency who calls the meeting to take the lead on inviting 
appropriate professionals and administrate the meeting. 

Accountability: Clear agreed written records should be kept and shared with everyone 
at all stages, which must include written confirmation between the parties about 
agreed resolutions, next steps and the proposed follow-up of any outstanding issues. 
Feedback should be given at every stage to the practitioner who raised the original 
concern 

Risk: If throughout the process you feel that an adult at risk is suffering or at risk of 
suffering significant harm, you are responsible for communicating your concerns to 
your immediate line manager and / or your organisation’s designated lead for adults at 
risk or the adult at risk’s social worker if they have one. 

mailto:WSAB@wigan.gov.uk
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Of note - Practitioners should utilise this document in conjunction with WSAB 
Safeguarding Adult Procedures and their own agency procedures 

Resolved resolutions reporting to board 
We encourage partners to report resolved resolutions to board when the need arises 
for learning or future training opportunities. Some examples of when to report resolved 
resolutions are outlined below: 

✓ The resolution presents learning that board members would benefit from being 
aware of  

✓ The resolution presented a gap in available training / learning resources 
✓ The resolution may indicate the need for some amendments to existing policies 

or procedures 
✓ The resolution identifies good practice for sharing 

Please click the following link below or scan the QR Code to report any resolved 
resolutions to board https://forms.office.com/e/ix3rEhX4Lt  

 

 

 

 

 

 

 

https://www.wigansafeguardingadults.org/Policy-and-Guidance/Wigan-Policy/Wigan-policy.aspx
https://www.wigansafeguardingadults.org/Policy-and-Guidance/Wigan-Policy/Wigan-policy.aspx
https://forms.office.com/e/ix3rEhX4Lt
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Appendix 1 – Resolution Policy Flow 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

Level 1  
Practitioner to Practitioner 

 When professionals cannot agree with a decision or response from any agency 
in relation to: 

➢ Determining the levels of need for an adult at risk 
➢ Roles and responsibilities 
➢ The need for action and/or communication re a safeguarding issue 

Initial attempts should focus on resolving this between the 2 practitioners to 
resolve informally. This meeting should be outcome focussed  

 

Level 2 
Line Manager to Line Manager 

 
The manager / named safeguarding lead should discuss the concerns / 
response with their oppositive manager in the other agency. The WSAB 
proforma in appendix 2 can be used to support this. At this stage a meeting 
should be convened to define and potentially resolve the issue. 

Level 3 
Head of Service to Head of Service 

When resolution cannot be resolved through line management this should be 
referred to equivalent heads of service. At this point the concern may also need 
raising to equivalent directors/ assistant directors. A meeting should be 
convened to discuss a final solution using appendix 3 

Level 4 
Exceptional Circumstances 

If stage 3 does not achieve resolution the case should be referred to 
WSAB@wigan.gov.uk so the service manager of WSAB can convene a 
meeting to discuss the resolution. Where matters remain without a resolution 
this will be brought to the attention of executive leads of the partnership. In 
cases where resolutions remain this will be referred to the WSAB Independent 
Chair. 

Please Note 

At all stages: 

➢ Actions and decisions 
are timely 

➢ Progress is shared with 
relevant personnel 
pertinent to the case 

➢ Progress is recorded 
accurately on system 
user files 

➢ Advocates / Carers are 
informed of outcomes 
if appropriate to 
safeguarding the adult 
at risk 

➢ Adhere to WSAB 
Values and behaviours 
as outlined earlier in 
this document 

➢ Those involved adhere 
to WSAB Safeguarding 
protocols 

mailto:WSAB@wigan.gov.uk
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Appendix 2 – Resolution Pro-forma stage 2 
 Name Address D.O.B 
Adult at risk 1  

 
  

Adult at risk 2  
 

  

Adult at risk 3  
 

  

 

Relevant Family 
members/ Carer 
details 

 
 
 
 

Relevant Advocacy 
Details 
 

 
 
 
 

Agencies Involved 
List agency and 
main contact 
 

 
 
 
 

 

Analysis of concerns identified 
 
 
 
 
 
 
Reason for Seeking Resolution 
 
 
 
 
 
 
What needs to happen? 
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What are we worried about? 
 
 
 
 
 
 
What is working well? 
 
 
 
 
 
 
What is the impact on the adult at risk or others if nothing changes? 
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Appendix 3 – Escalation focused meeting template 
Stages 3 & 4 

Date  
  
 Name Address D.O.B 
Adult at risk 1  

 
  

Adult at risk 2  
 

  

Adult at risk 3  
 

  

    
Relevant Family 
members/ Carer 
details 

 
 
 
 

Relevant Advocacy 
Details 
 

 
 
 
 

Agencies Involved 
List agency and 
main contact 
 

 
 
 
 

  
Summary of escalation  
What is working well? What are we worried about? What have we achieved so far? 
What needs to happen? What is the impact of doing nothing?  
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Agenda: 

1. Introduction / Apologies 
2. Summary of Escalation / Case presentation 
3. Background information 
4. Pertinent facts 
5. Information Sharing 
6. Safeguarding Concerns 
7. Adult at risk’s voice 
8. Assessment 
9. Actions / Planning / Recommendations 
10. Next meeting time / date 

Action Log 

No Action Agency Owner Deadline 
1    
2    
3    
4    
5    
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Appendix 4 – Behaviours and Values 
See the Person 
 
Take a person-centred 
approach by putting 
people at the heart of 
every conversation, 
recognising their 
strengths and assets. 
 
 
 

➢ Keep the adult at risk central in all discussions. 
➢ Use strength-based, solution-focused, and restorative approaches. 
➢ Resolve concerns in a timely manner. 
➢ Promotes a person-centred approach, ensuring individuals are 

treated with dignity and respect. 
➢ Focuses on understanding the unique circumstances, needs, and 

experience of each person involved.  

Listen Deeply 
 
Recognise that 
communities know best 
about what matters to 
them and design public 
services together. 
 

➢ Strive for mutual understanding. 
➢ Avoid jargon and clarify meanings. When unsure be confident to ask 

for clarification. 
➢ Challenge oppressive, blaming or discriminatory language. 
➢ Emphasises the importance of active listening to all perspectives.  
➢ Encourages those involved to understand the impact of actions and 

decisions.  

Know this place 
 
Focus on what helps 
prevent problems and 
connect up data and 
local insight to target 
when and where 
solutions are needed. 
 
 

➢ Actively share knowledge about your role and local services. 
➢ Help others understand the borough and available support for adults 

at risk. 
➢ Engage the right people at the right time in resolutions. 
➢ Developed in collaboration with local partners, showing awareness 

and commitment of place-based working.  

Connect to 
Neighbourhoods 
 
Place important services 
that span all generations 
close to where people call 
home and around our 
schools and GPs. 
 
 

➢ Tailor solutions to the individual’s local context and community. 
➢ Encourages multi-agency collaboration, and shared responsibility 

across neighbourhoods and services.  

Do the right thing  
 
Set the conditions for 
great ideas to flourish 
and for everyone to ‘do 
the right thing’. 
 

➢ Build trusted relationships and follow through on commitments. 
➢ Communicate clearly and stay engaged, even when challenges arise. 
➢ Offer both support and constructive challenge to colleagues. 
➢ Promotes a restorative and ethical approach to resolving concerns, 

focusing on learning.  
➢ Record actions, responses and outcomes which evidence Defensible 

Decision Making, to ensure accountability.  
➢ Ensure resolution are solution focussed. 

Show our pride and 
love 
 
Show our love and pride 
for our work and borough 
and demonstrate this 
through our values and 
behaviours - Be 
accountable, Be 
Courageous, Be Positive, 
Be Kind. 
 
 

➢ Approach resolutions with empathy, curiosity, and respect. 
➢ Remain positive and solution focussed even when challenged 

keeping the adult at risk at the centre of all actions. 
➢ Be accountable, courageous, positive and kind 
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