NOT PROTECTIVELY MARKED – Revised Police Operational Advice and Security Industry Requirements for Response to Security Systems (FEB 2026)
APPENDIX V – ANNEXE A (February 2026)

USE OF LONE WORKER DEVICE
[bookmark: _Hlk190253513]Advice to monitoring centre operators on when, and when not, to use the URN
This note gives guidance to monitoring centre operators monitoring lone worker alarms

In principle, the lone worker URN can be used in situations when there is risk to the lone worker, but not if there is no direct or indirect threat to the lone worker

It also gives information to suppliers and customers to clarify the difference between requesting police response form a Lone Worker Device (LWD) and when a phone call to the police is more appropriate

A ‘fixed site’ is defined as the customer’s site, where the LWD does not normally leave the premises

All URN calls should have a confirmed location
Serious criminal offence at a fixed site does include:

· Serious threats being made to assault anyone at the site
· Threatening, abusive words or behavior causing fear and distress to staff or members of the public (i.e. malicious/aggravated verbal abuse)
· Such situations which may apply to others at the site and which may subsequently affect the lone worker
Serious criminal offence at a fixed site does not include non-emergency situations, including:

· Shoplifting (call 101)
· Disputes arising from customer complaints (call 101)
· Forecourt drive-offs (call 101)
· Noisy parties in hotel rooms (call 101)
(see panel below for expanded list and which number to call in such situations)
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Call police using 101 or 999 (see panel below for further information

Note: Part 2 – Use of Lone Worker Device advice to monitoring centre operators

For non-URN situations - Use the following services to contact police:

Fixed site situations – use 101 for:

· Shoplifting
· Drive-offs / bilking
· Noisy parties
· Drug taking
· Criminal offence (any) already occurred
· Minor disorder / anti-social behaviour at the premises

External situations – use 999 for:

· Public order outside of the premises
· Criminal offence in progress outside of the premises

Contacting the police when using the URN system – the monitoring centre should say:

· “This is a Lone Worker Personal Attack Alarm URN XXXX”

Give the following information:

· The accurate location
· The reason for the event being policed
· That an assault has/is being committed or that serious threats and abuse have been heard on audio and/or reported by user and the user is in fear of being assaulted
· Maintain audio contact with the user
· Inform police if there are changes to the situation, e.g. weapons are involved or the situation is downgraded

Note: Do not use the terms Amber or Red Alert as they mean nothing to police operators.



