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The purpose of this handbook is to
bring together into one place the
Policies and Procedures for trustees,
staff, volunteers and beneficiaries of
Let’s BeFriends — a befriending
service set up by the members of
Lancaster’s Homeless Action Group
who have lived experience
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Recruitment, Training & Support

This policy sets out the recruitment, training and ongoing support of
Befrienders. Its purpose is to give clear and accurate information
about the role of Befriender including the eligibility criteria so that
everyone knows what is on offer before the decision is made to apply
to become a Befriender.

What is Let’s BeFriends

A project that creates and nurtures relationships between individuals
who are under more pressure of homelessness and recovery (the
Beneficiary) and individuals who have a good understanding and/or
lived experience of those pressures (the Befriender).

The purpose of the befriending relationship is to offer companionship
and social support. The social outings together could be a walk,
coffee, chat, help to get and stay in touch with services, support to
attend appointments and help to access opportunities in the
community.

How do we recruit volunteer Befrienders?

We have a part time Network Coordinator to promote our service and
we work closely with the Lancaster District Community Voluntary
Service (CVS) and other partner organisations to both advertise and
recruit volunteer Befrienders from within the local community. Social
media such as the Let’s BeFriends FaceBook page will also be used.

Some of our advertisement and social media communication will
outline the skills and experience required and the duties to be
undertaken by the Befriender. The publicity will also explain the
training and DBS checks that are required in line with the Lancashire
Adult Safeguarding Board (LASB).

Who is eligible to become a Befriender?

We value each and every individual and so anyone who applies to become
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a Befriender will be treated as an individual and will be assessed as such.
We do not discriminate in terms of background, lifestyle, age, race, gender,
sexuality, and disability.

Our Befrienders must be:

Aged 18 or above

Live within easy access to Lancaster and Morecambe

Able to offer a minimum of three hours a week

Able to plan and attend social outings

Willing to accompany service users to appointments which
encourage participation in / access to improved health and social
care

Adhere to safeguarding, anti-discriminatory practice and boundaries
as outlined in the LBF handbook

Actively want a befriending relationship

Complete and send a form detailing contact hours and content to
the Project Coordinator by the last day of each month

Complete expenses form and send to the Project Coordinator by the
last day of each month

Be non-judgemental and treat people with compassion / empathy

Let’s BeFriends has developed a role description which defines the
main duties and responsibilities of the Befriender along with the skills
and experience required shown below:

Table 1: Role of the LBF Befriender

Let’s BeFriends is a registered charity number 1199161



The Befriender Role

Responsible to the Project Co-ordinator

Main duties and re sponsibiliies

Main skills and experience

Frovide compa nionship and support to
the hefriendee that improves trust,
confidence and independence

Develop a good healthy befriending
relationship that respects confidentiality
and boundaries

Acssist the befriendee to participate in
daily life and access the services needed
Be reliable and consistent planning and
meeting the hefriendee at agreed times
and locations

Mzintain a position of trust and safety
by following all of the policies and
procedures in the handbook

Support the project with regular
information sharing and updates,
making the most of training and support
opportunities

Respect the work of the project and
partner organisations, not bringing it or
anyone into disrepute

» Understand and/ or lived experience of

the different pressures and constraints of
homelessness and recovery

= Genuing, honest, and non-judgemental
» Empathetic with good listening skills
» Apood communicator who is mindful not

toimpose personal views, values, and
opinions

» Approachable with a positive attitude
» Able to form positive and supportive

relationships with others

» Self-zware with a good awareness of

how situaticns may affect you and cthers

» Readyand willing to attend training and

receive support as required

» Abletotreat individuals 25 unigue with

kindness, patience and respect

» Good at responding to challenging

situationsin a calm, confident and
straightforward manner

What is the pre-recruitment process?

Individuals who are interested in the role of Befriender can contact the Project

Coordinator who will arrange an introductory meeting with them. The
purpose of the meeting is as follows:

Give the individual the opportunity to explore their interest in
becoming a Befriender including their skills and experience
Explain more about Let’s BeFriends

Clearly outline the role of Befriender

Share the training that must be completed

Discuss the DBS check
Ask and answer any questions

Disclosure Barring Service (DBS) and character reference

Let’s BeFriends is a registered charity number 1199161
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Individuals who wish to become a Befriender are required to complete a DBS
check and provide at least one character reference from an individual who is
not related to them. Both of these tools in the application process are used to
get to know the applicant better.

The DBS is completely confidential and its purpose is to check for any unspent
cautions and convictions. Once the check has been done, a paper copy of the
certificate is sent to the applicant which can be registered on the
Government’s Update Service: https://www.gov.uk/dbs-update-service

Having a DBS certificate registered with the Update Service is helpful as the
same DBS can be used by the individual when applying for similar roles
elsewhere. The DBS certificate can be viewed online by the organisation to
ensure the individual is a suitable applicant.

The DBS certificate and the character reference are used by the Project
Co-ordinator to confirm whether or not the applicant is suitable to become a
volunteer Befriender. Once new Befrienders have been recruited, it is the
responsibility of the Project Co-ordinator to:

® Ensure that new Befrienders are made aware and sign up to all of
the policies and procedures in the Let’s BeFriends handbook

® Provide a rolling programme of relevant training and supervision
to fully support and prepare the Befriender for their role

DBS certificates are kept by the Project Coordinator for the Safeguarding
Central Record.

What is the post-recruitment process?

Once recruited, all of the policies and procedures that Befrienders are
required to understand and agree are contained in the Let’s BeFriends
handbook which any new Befriender receives and is invited to read carefully
before signing the volunteer Befriender agreement.

Safeguarding Adults Level 1

In addition to the DBS check and because the role involves direct contact with

7
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vulnerable adults, all Befrienders are required to complete the Safeguarding
Adults Level 1 administered online by Lancashire Safeguarding Adults Board
(LSAB). Certificates are issued by LSAB for this course and copies are kept by
the Project Co-ordinator for the Safeguarding Central Record.

An introduction to befriending

All new Befrienders are required to attend an induction session called An
Introduction to Befriending to cover

Befriending overview
Safeguarding
Confidentiality
Boundaries

Health and safety

Ongoing training and support opportunities

All Befrienders are invited and encouraged to make the most of the rolling
programme of training and support that is held in order to assist the
Befriender in their role. Examples of the training on offer are as follows:

Mental Health Awareness
Personal Safety

Conflict Management
Trauma Awareness
Compassionate Listening
Confidence and Assertiveness
Grief and Loss

Suicide Alertness

Some of the training is online and others are in person and provide an
opportunity for networking. Through Let’s BeFriends, volunteers will find out
more about the services in the local area that can help them in their role as
Befriender and even in their own life. All training is free of charge to
Befrienders and the Project Co-ordinator is keen to learn about and arrange
other courses to assist the Befriender in their role.

Let’s BeFriends is a registered charity number 1199161
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Let’s BeFriends are grateful to each and every Befriender for their
commitment and in return we will ensure that Befrienders

Know what is expected of them

Are well supported

Are shown appreciation

Have safe working conditions

Are insured

Know their rights and responsibilities if something goes wrong
Are paid expenses on time

Are well trained

Are free from discrimination

Have the opportunity for personal development
Can ask us for a reference

Get certification, for example, in Adult Safeguarding

Can refuse to carry out any request they consider to
be unreasonable

Let’s BeFriends is a registered charity number 1199161
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How to access the online Safeguarding Adults Level 1
(mandatory) & Mental Capacity Act (optional) training
provided by Lancashire Safeguarding Adults Board (LSAB)

COPY & PASTE WEBSITE BELOW IN THE
BROWSER

https://lancashire.melearning.university/course_centre

@ Course centre - Blue LMS x o+ - b

&« > C @ lancashire.melearning.university/course_centre w e i

E

Lancashire CLICK ON

County -{&=3

Council ;‘;;‘gfj SEI_F
REGISTER

Blue LMS
Your personal learning site

Welcome

This website enables staff from our local authority pariners to self-register on the Me Learning
Knowledge Platform

To self-register. please click the "self-register’ button and then fill in your personal and
organisation details
Once you have done this, your details will be sent to the administrators to validate your details

Once your details have been validated you will be sent yeur login details.

SEEEE ’

All courses & Information

Number of courses: 22 -
If you already have an account, please login.

Show entries Search : If this is the first fime you have accessed this

site, please self-register

@ i W

o
<]
B
"]
m
@ :
B
o)
8]
1
)

58 O Type here to search o
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@ User Self Registration - Blue LMS X +

<« > C @ lancashire.melearning.university/user/self_register

T

Validation process

will i be

Email address

Confirm email address™

Mobile number

Work number

Name of employer

Sector* |Partner Organisations v|@

Service® | Select

Group [FoRE
AT RASO
Carer
Childrens Support Worker T
County Councillor

Photograph Nofile chosen 0

Do you require the accessible O Yes @ No @
version of the system?

2 O Type here to search o) =l i E H & (o) e a n @ Ve e
@ Login - Blue LMS x o+ - X

& > C & lancashiremelearning.university/user/login

Login

Welcome to your personal leaming site.

@ Your account has successfully been set up. Please check
iz::ﬂeﬂvn[ﬂa;lr;;:r:::;\;:grl: details then login below with your @ Check my computer specifications

@ Me Learning website

Please enter your login details j Latest news

Username: : “‘Unacceptable’ do not resuscitate orders made in first
Covid wave and some may still be in place, says CQC

There is evidence that “unacceptable and inappropriate™
do not attempt cardiopulmonary resuscitation orders
(DNACPRs) were made at the start of the pandemic and
some may still be in place, the Care Quality Commission
(CQC) has warned. In an interim report......

Dec 042020

“Our profession must be much more inclusive to disabled
people” a letter to the chief social workers

By Vikki Walton-Cole Today (3 December) marks the
Intemational Day of People with Disabilities and sits in
the middle of UK Disability History Month (18 November

0Oe 0= @ @~ e B

28 O Type here to search
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@ Home - Blue LMS x + - x

&« > C @ lancashire.melearning.university/user/dashboard or Y

Blue LMS

Your personal learning site

0 Messages [1] 9 My profile

Lancashire

HOME COURSES HISTORY LOGOUT

Welcome Andrew

Welcome to your persanal learning site

Introduction

The courses that you have been enrolled on will appear in the "My courses’ section below. Please complete these courses as soon as is practicably possible
There may be other courses available to you within the course library - which can be accessed via the Courses menu above.

My courses Show completed courses System alerts

Please complete the courses listed below. B
p ® You have [1] unread message in your message

88 O Type here to search 0O & 2 dES$SEBOEO0 -~ 6 @
@ Course library - Blue LMS x  + = X
<« > C @ lancashire.melearning.university/user/course_library h*¢ e

LI AL O UGT a1 AuvICE v oo ot sz
-
Care Act - Integration Cooperation and Parinerships 01 hours Not enrolled
etails

Care Act - Introduction and Overview 01 hours 30 Enrolled =
. Access Course >

Care Act - Personal Budgets 30 minutes. Not enrolled

Details
Care Act - Review of Care and Support Plans 30 minutes. Not enrolled Detail

atails

Care Act - ing Duties and R ibilitie 30 minutes Enrolled

Access Course
Care Act - Transition to Adulthood 01 hours Not enrolled

Details
Information Governance 01 hours 30 Not enrolled
Lancashire LLCS Child Expleitation Team Practice Manager 30 minutes. Not enrolled

etails
Lancashire LLCS Child Expleitation Team V3 30 minutes Not enrolled .
Mental Capacity Act 01 hours 45 Not enrolled .
Private Fostering 30 minutes. Not enrolled
Safeguarding Adults - Level 1v2 2 hours. Not enrolled x
Chmin 1 40 0 af AN antinn c L S R VA gy T
ay; - 1816
-m o
28 O Type here to search o [ |’ ' E |‘ [O] (o) e a " e @~ 04/12/2020
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@ Course library - Blue LMS x  +

€3¢

|

@ lancashire.melearning.university/user/course_library/course_details/65

Course library » Safeguarding Adults - Level 1 v2

Introduction
The course will give you the skills and knowledge required to identify and respond to
concems, disclosures and allzgations of abuse and substandard practice

The course will also enable you to leam about prevention and proportionate
interventions, and the dangers of risk adverse practice and the importance of
upholding human rights.

This course complies with Level 1 Social Care and Levels 1 & 2 Healthcare.

Course rating: i iy W W ¥ 716 ratings

Course detail

% The certificate will be awarded upon completion of the Level 1 & 2 feedback form

Module name Type Duration
Modules

What is Adult Safeguarding? Online 00-20:00
What is Abuse and Neglect? Online 00:30:00
Recognising Abuse and Neglect Online 00:30:00
Responding to Concerns Online 00:30:00

Evaluation (learning) 2]

Feedback Evaluation -
{mandatory)
3 O Type here to search o Hi E'

@ My courses - Blue LMS x  +

& c

| 4

28 O Type here to search (o]

@ lancashire.melearning.university/user/multi_level /view/65

Introduction

The course will give you the skills and knowledge required to identify and respond to
concems, disclosures and allegations of abuse and substandard practice

The course will also enable you to leam about prevention and proportionate
interventions, and the dangers of risk adverse practice and the importance of
upholding human rights.

This course complies with Level 1 Social Care and Levels 1 & 2 Healthcare.

Course rating: i s ¥ s ¥~ 716 ratings

Course detail

I The certificate will be awarded upon completion of the Level 1 & 2 evaluation form

Module name Type Duration Status
Modules

What is Adult Safeguarding? Online 00:20:00 Not started
What is Abuse and Neglect? Online 00:30:00 Not started
Recognising Abuse and Neglect Online 00:30:00 Not started
Responding to Concerns Online 00:30:00 Not started
Evaluation (learning) @

Fesdback Evaluation Not started

fmandatan

[A Share (= Print

ming

el

Status

Not started
Not started
Not started

Not started

Not started

ElAdd note

9

B Addnote  H Bookmark

Enrolment details

Current status Options

-

Not enrolled

Refresher guides

The Refresher guide can be launched once you
have been enrolled on the course.

Duration: 2 hours Course documents

W What is Adult Safeguarding Refresher Guide
@ What is Abuse and Neglect Refresher Guide

@ Resp to Concemns Refresher Guide Part 1

Score @ Responding to Concemns Refresher Guide Part 2
W Recognising Abuse and Neglect - Refresher
Guide

Course flyer
Please click the link to download the course flyer.
=,
= View flyer

Enrolment details
R Bookmark

Current status. Options

Not started -

Sategusraing aduits - Le

Score

CLICK ON
ENROL

1819

e 04/12/2020 %

Refresher guides

Please click the links bels
guide(s).

@ What is Adult Safegud
@ What is Abuse and Ngf
@ Recognising Abuse ar}
@ Recognising Abuse arf
@ Responding to Conce:
® Responding to Conce:
@ Safeguarding and Me:
@ Safeguarding and Me!

Duration: 2 hours

Option

CLICK ON
LAUNCH TO
COMPLETE

EACH OF THE
4 X MODULES

Course documents

@ What is Adult Safeguarding Refresher Guide
@ What is Abuse and Neglect Refresher Guide

@ Responding to Concerns Refresher Guide Part 1
® Responding to Concerns Refresher Guide Part 2

@ Recognising Abuse and Neglect - Refresher
Guide

Course flyer

Please click the link to download the course fyer

5 @ @ A E @O €0 - €

YOU WILL NEED TO
COMPLETE THE
EVALUATION FORM
BEFORE YOU GET
YOUR CERTIFICATE

SEND A COPY OF YOUR
COURSE CERTIFICATE
TO THE PROJECT

COORDINATOR

red charity number 1199

1817

e 04/12/2020 %

GO BACK TO THE
COURSE LIBRARY & [P
COMPLETE THE
COURSE ON MENTAL
CAPACITY ACT
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The purpose of this policy is to give clear and accurate information about
reimbursable expenses, including expenses for travel and subsistence that
are claimable in the course of the Befriender’s role and responsibilities.

Let’s BeFriends has a duty to minimise expenditure that is not directly
funded. Befrienders are asked to keep their expenses incurred to a minimum,
keep a record of expenses and provide a brief explanation of why the
expense was incurred, providing receipts where possible.

Expenses will be reimbursed for befriending involvement / activity agreed
with the Project Co-ordinator and where necessary, the decision will be
elevated to the Management Committee.

Befrienders will carry out their befriending duties in their local area and as
such, are asked to consider travelling via the most cost-effective method of
transport and the shortest route.

Identifying reimbursable expenses

Table 2: Befriender reimbursable expenses

Reimbursable expenses

Use of own Mileage is paid in line with Lancashire County Council and the
transport current rate is as follows:

Motor vehicle | Motor vehicle 45p/p/m or 30p p/m after 100 mile round trip
Motorcycle Motorcycle  24p/pm
Bicycle Bicycle 12p/pm

Mileage is calculated from postcode to postcode using the
shortest route via Google Maps.

Full reimbursement will be made for car parking charges where
applicable. Appropriate receipts and car park tickets must be
attached to a completed LBF expense form and submitted to
the Project Co-ordinator at the end of each month.

We do not reimburse parking fines or speeding tickets under

14
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any circumstances.

Volunteers who choose to use their motor vehicle to carry out
their befriending activities such as transporting a Beneficiary to
appointments must contact their motor insurer to confirm
their motor insurance covers them for befriending activities.

Public

transport bus or train fares. Appropriate receipts, used tickets, or ticket

Full reimbursement will be made for the cost of travel tickets -

stubs must be attached to a completed LBF expense form and
submitted to the Project Co-ordinator.

The use of taxis will not be reimbursed unless in exceptional
circumstances and only where agreed in advance with the
Project Co-ordinator.

Subsistence Befrienders may claim for reimbursement of the reasonable

cost of refreshments. Buying a non-alcoholic drink for your
Beneficiary and yourself when you meet is a reasonable cost.

A receipt must be attached to a completed LBF expense form
and submitted to the Project Co-ordinator.

The process of claiming expenses

Let’s BeFriends expense form shown below to be completed
and submitted to the Project Co-ordinator by the last day of
each month.

. Volunteers are asked to calculate their mileage from postcode

to postcode using the shortest route via Google Maps.

. An appropriate receipt for non-mileage expenses listed must be

attached to the expense form given to the Project Co-ordinator.

An appropriate receipt includes used public transport and
parking tickets and cash register receipts. All receipts must
clearly state the date of purchase and the amount paid.

. Volunteers are asked to submit claims within one month of

incurring the expense.

Let’s BeFriends is a registered charity number 1199161
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To be submitted to Project Co-ordinator by the last day of each month or
Name Claim date
Date Purpose of journe Mileage claim Mileage claim If return enter Total mileage Car parking claim | Bus/Train Claim | Subsistence claim
P ] Y From POSTCODE To POSTCODE miles again B (Attach receipts) | (Attach receipts) | (Attach receipts)
MILEAGE C'LAIM GUIDELINES . . TOTAL BEING miles X £ 0.45=
Motor vehicle = 45p p/m or 30p after 100 mile round trip CLAIMED FOR £
Motorcycle = 2dp p/m Bicycle = 12p p/m

I have checked the calculations carefully and | certify that the expenses claimed above were incurred during the course of my duties for Let’s BeFriends.

Signed: Dated:
FINANCE: OFFICE USE ONLY
Auth pymt sign 1 | | Auth pymt sign 2 | Pymt active
Project Dept Number Fund Number Nom code Jnl to Posted cash bk

16
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This policy sets out the boundaries for LBF including the Management
Committee, Project Coordinator, volunteer Befrienders and Beneficiaries.
Boundaries are everyone’s responsibility.

We match and nurture the relationship between the volunteer Befriender
and the Beneficiary who is more at risk and exposed to the different types
of pressures and constraints of homelessness and recovery.

The purpose of the befriending relationship is to provide companionship
and social support.

‘Friendship is a private, mutual relationship. Befriending is a service. A
service responsible for providing informal companionship and social
support to build trust and relations where none exists so individuals can
become more socially included and active’

Source: Code of Practice, Befriending Network Scotland.
What are boundaries?

Our definition of a boundary is a limit on what is reasonable. Effective
boundaries are the foundation of all healthy relationships; they help to
develop trust, stability and respect. We set boundaries to limit the impact
of another person’s behaviour on us. Effective boundaries assert the
needs and rights of individuals, so they feel more secure and respected.

The need for a Boundaries Policy

Boundaries are there to help everyone involved know where they stand on
particular issues: they also help to avoid confusion which could cloud the
development of a befriending relationship. A boundaries policy aims to
ensure that the expectations, roles and responsibilities of all concerned
are made clear at the start and during the relationship.

Scope of the policy

Because of the emphasis Let’s BeFriends places on trying to develop a

17
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good relationship between a Beneficiary and Befriender, there are fewer
boundaries perhaps than in some other befriending projects.

There are also some specific grey areas where there is no hard and fast
rule and what is acceptable is, to some extent, a matter for discussion
between the Project Co-ordinator, the Beneficiary and the Befriender.
This policy tries to deal thoroughly with these areas of flexibility as well as
dealing with general guidelines.

No matter how detailed this policy is, issues that are not covered will
inevitably arise. In these cases, as in all other cases of uncertainty, the
golden rule is always to consult with the Project Co-ordinator so we can
learn from what happened and reset the boundaries.

The three stages of setting and keeping a boundary

1. Defining the boundary
2. Setting the boundary
3. Keeping the boundary

In reality, a boundary often needs re-setting and modifying many times.
These three steps then repeat in a process of defining, setting and
keeping, learning from what happened and then redefining, resetting,
re-keeping and so on. This process is usually helped if we support each
other and have the support of the Project Co-ordinator.

The advantages of setting boundaries

e They invite the Befriender to be more responsible for their
behaviour

e They model a healthier and safer way of relating to people

® They help individuals in a relationship to reduce the impact of
their behaviour on each other

® They help individuals in a relationship to break down patterns
of behaviours that we can get stuck in, such as being
dependent or being a carer

We cannot change someone else. What we can change is our response to
a situation. This change may in turn invite a change from the Beneficiary.

18
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Defining a boundary

In reality, boundaries are more about compromise rather than about
getting exactly what we want. The needs of the Befriender are equal
to those of the Beneficiary and it is important that both parties are
supported to set and keep healthy boundaries.

Setting a boundary

Having defined the boundary, the next step is to set it. Ideally this is
done through negotiation so that the boundaries are agreed by all
concerned. Some boundaries, however, are non-negotiable because
they are in the best interests of everyone.

Open and honest dialogue is the key to setting boundaries because it
builds trust and a sense of responsibility characteristic of an
adult-to-adult rather than parent-child or child-child relationship.

The Project Co-ordinator will set the non-negotiable boundaries at
the start of the befriending relationship. This will be done as a matter
of priority at the point of induction and training for the Befriender
and as part of the referral process for the Beneficiary.

Keeping a boundary

Boundaries can be broken especially when they are first put in place.
This is often a natural reaction to change. Individuals are creatures of
habit who find it hard to let go of previous ways of behaving. Kind
and gentle reminders are helpful.

One of the key priorities of the befriending relationship is to observe
and acknowledge when boundaries are being kept and broken. If a
boundary is broken the Project Coordinator will offer support to
respond firmly and fairly.

Let’s BeFriends boundaries

As a general rule, individuals are not asked to do anything that they are
not comfortable doing, have not been prepared for, or committed to, and

19
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in which Let’s BeFriends are unequipped to support them.
The commitment is 3 hours per week of companionship and social
support. The social outings together could be a walk, coffee, chat, help to

get and stay in touch with services, support to attend appointments and
help to access opportunities in the community.

In choosing to become a Befriender and Beneficiary, both parties are
making a commitment to follow boundaries regarding confidentiality,
safeguarding and code of conduct which are non-negotiable.

The Project Co-ordinator will ensure both parties are informed,
appreciate and agree to the non-negotiable boundaries both in the
relationship itself and during the social outings.

The non-negotiable boundaries

Table 3: non-negotiable boundaries in befriending relationship

Let’s BeFriends is a registered charity number 1199161
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WE AGREE TO ADHERE TO THESE NON-NEGOTIABLE BOUNDARIES

Do not share personal information learned during the
course of the befriending relationship without
permission

CONFIDENTIALITY
Only share information that you are comfortable
sharing — trust takes time and needs to be earned

Do not ignore signs of risk and abuse — report any
concerns to the Project Coordinator. If the Project
Coordinator is unavailable, alert a member of the
Management Committee

Only meet in places where you feel safe and at times
when you feel safe

SAFEGUARDING
Verbal and physical abuse is not permitted and will
lead to the immediate end of the befriending
relationship

Avoid physical displays of affection such as hugging or
kissing

Do not lend, give, accept or borrow anything from
each other such as money or gifts

Do not use or be under the excessive influence of

CODE OF CONDUCT drugs or alcohol in each other’s presence

Respect boundaries and do not use pressure —
contact the Project Coordinator if you wish to change
or end the befriending relationship

The Project Co-ordinator will ensure these non-negotiable boundaries
are explained and understood at the start of the befriending
relationship at the point of induction and referral. The agreement is
made by both parties.

The Befriender and Beneficiary are jointly responsible for ensuring the
non-negotiable boundaries are respected and adhered to throughout
the course of their relationship. This will be monitored regularly by
the Project Co-ordinator.

If a non-negotiable boundary is broken, the Befriender and
Beneficiary are asked to part company at the earliest opportunity and

report the breach to the Project Coordinator immediately. Time will

Let’s BeFriends is a registered charity number 1199161
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be taken to choose a response that is realistic and does not excuse the
behaviour.

What Befrienders are not....

The boundaries can be looked at in terms of the roles they explicitly
do not take on. This could be taken negatively but does provide clear
reference points and also clarifies the befriending relationship with
other organisations that Let’s BeFriends works with.

Not a qualified professional or carer:
Befrienders are not expected to take on the formal duties expected of a
qualified professional or carer such as administering medication, moving

and handling.

Medical emergencies

In the case of any medical emergency Befrienders must call 999.

First Aid training

We will offer Mental Health Awareness and Suicide Alertness training
to our volunteers. Befrienders are not qualified First Aiders and
therefore required to contact NHS 111 in non-emergency situations
and 999 in the event of an emergency. If in any doubt, call 999.

Boundaries role of Project Coordinator
Most of this policy concentrates on the Befriender and the Beneficiary. The
boundaries to be observed and monitored by the Project Co-ordinator are

touched on above and are looked at more fully here.

Project Coordinator

e Must endeavour to find out all relevant information about any
health and behavioural issues including risks on the part of the
Beneficiary which might possibly affect the Befriender’s role
and any risky behaviours demonstrated by the Befriender which
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might be detrimental to the Beneficiary

Must be aware of the health and behavioural issues of the
Beneficiary and can signpost them to alternative projects if they
are not suitable for Let’s BeFriends

Must provide adequate support and advice to Befrienders
regarding their role and any boundary issues that arise

Must provide or obtain access to any training needed by the
Befriender in the performance of their role

Let’s BeFriends is a registered charity number 1199161
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Confidentiality

Let’s BeFriends understands that the appropriate use of confidential
information underpins our project. All information about the Beneficiary and
the Befriender is confidential, to be shared only as necessary in support of
safety and welfare. Let’s BeFriends ensures that personal and operationally
sensitive information is maintained confidentially by the project.

Types of information that is considered confidential can include:

Name, date of birth, age, gender, sexuality, and address
Contact details of family and friends

Financial history and records

Medical history and records

Personal care issues

Criminal history and records

Information about personal property and belongings
Incoming and outgoing personal correspondence

Disclosure of confidential information to another person is only undertaken:

e With full consent of the Beneficiary where they have freely given
Let’s BeFriends authority to act on their behalf in order to improve

outcomes in areas such as health, well-being, finances, housing etc.

e To protect the safety and welfare of an individual who may be at risk

of serious harm

e In very limited and extremely rare circumstances where an individu
is suspected of a disclosable offence or terrorism

The position on confidentiality is made clear to all connected with Let’s

al

BeFriends. The Management Committee and staff are responsible for ensuring

that the requirements of this policy are met throughout the project.

Procedures

Let’s BeFriends is a registered charity number 1199161
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1. Beneficiaries and Befrienders

Let’s BeFriends confidentiality policy and procedure is provided to all
Befrienders, verbally as a key part of their induction and in writing as part
of the handbook. All comply with its requirements.

Let’s BeFriends referral forms ask the individual being referred for consent
to share general information in order to benefit from the project. All
referral forms are signed and dated by both the referred and the referrer.

The befriending relationship agreement asks the Beneficiary and Befriender
to comply with non-negotiable boundaries which includes confidentiality
(refer to Table 3 in the boundaries policy).

It is not acceptable to share personal information about the Beneficiary
with anyone except the Project Co-ordinator. Anyone includes family,
friends and colleagues.

Befrienders should find a confidential setting to discuss their Beneficiaries
with the Project Co-ordinator, for the purpose of supervision and to ensure
the best possible support.

Befrienders meeting together for peer support do not share information
that may identify or breach the confidentiality of those that they support.

Beneficiary and Befriender information is held on a secure password
protected database. Any paper records are held securely by the Project
Co-ordinator.

Should consent to share information be withdrawn or the Beneficiary/
Befriender leave the project, personal information is electronically and
manually shredded within three years.

Breaches of confidentiality are treated seriously and may result in the
individual concerned being required to leave the project.
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2. Safeguarding

Our confidentiality policy sets out that personal information will be kept in
confidence, but it is made clear to Befrienders at induction and
Beneficiaries at the introductory meeting that if a disclosure is made that
leads us to believe that someone is at imminent risk of serious risk of harm
then we do have a duty to share that information as we need to keep
everyone safe.

Where it is considered necessary for the welfare and protection of an
individual, information is shared with the appropriate authority in line with
Lancashire Adults Safeguarding Board policies.

Where it becomes clear that Let’s BeFriends has a duty of care to pass on
safeguarding information, we will always endeavour to do this with the
knowledge and consent of the person that the information concerns, unless
to do so would put an individual at greater risk of harm.

Where there are concerns about the safety or wellbeing of an individual,
adherence to the policies of the Lancashire Adults Safeguarding Board
overrides the confidentiality policy.

3. Members of the Management Committee and staff

Let’s BeFriends confidentiality policy and procedures are agreed and
reviewed by members of the Management Committee and staff as a key
part of their role and responsibility and everyone in the organisation must
comply with its requirements.

General information provided to the Management Committee about
Beneficiaries and Befrienders relates to the nature and level of referrals and
outcomes. Personal information, or information that could identify an
individual is not provided without explicit consent.

Case studies provided to the Management Committee / funders in order to
illustrate our work and outcomes are made anonymous. Members and staff
are aware that information relating to individuals and the operation of the
project is treated in confidence.

Where there are concerns for the safety or welfare of an individual, the
Project Coordinator has access to a relevant member of the Management
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Committee or an external expert to ensure the most appropriate process is
being followed and to ensure the best possible support.

Any confidential discussions between members and/or staff relating to
personal issues or sensitive operational matters are only shared as
appropriate with restrictions.

Members and staff ensure the confidentiality of Beneficiaries / Befrienders
and confidential information relating to the operational work of the project
are maintained at all times in line with this policy and procedure.

Breaches of confidentiality are treated seriously and may result in the
individual concerned being required to leave the project.

4. Written records

Let’s BeFriends complies with the requirements of the GDPR guidelines and
the principles of good practice.

Let’s BeFriends ensures that all manual and electronic records, or backed up
data containing personal information including Beneficiaries, Befrienders or
personnel files are kept securely.

Access to Beneficiary, Befriender and staff files are restricted to the
appropriate personnel. Great care is taken to ensure the minimal
information about the Beneficiary and the Befriender is recorded within the
secure files.

Members, staff, Befrienders and Beneficiaries are aware that information is
held about them and that they have the right to request to see it.

Beneficiary, Befriender, staff and members records are only kept as long as
necessary and securely destroyed within three years of leaving the project
or withdrawing consent.

Statistical information about the number Beneficiaries/Befrienders and the
type of work undertaken may be shared with funders in line with the
requirements. Information that may identify an individual is not shared
except with their specific permission.

This policy will be subject to regular updates and review - last review
January 2022
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Health & Safety

Let’s BeFriends recognises and accepts the responsibility to ensure that all
reasonable precautions are taken to provide and maintain working
conditions, which are safe, healthy and comply with statutory requirements.

The work we do is befriending in the form of companionship and social
support. Befriending often happens in public places such as a local park, cafe
or at premises operated by a partner agency such as a GP surgery or Citizens
Advice. Sometimes we may be gifted a room inside one of our partners'
venues.

Let’s BeFriends is as unique as the individuals that make up the befriending
relationships. We do not work from an office base but remotely out in the
community of the Lancaster and Morecambe area.

Successful implementation of this health and safety policy therefore requires
active co-operation from each and every one of us. We are all responsible for
creating and maintaining our own safe and healthy working conditions.

As a result, we will each:

® become familiar with and conform to the health and safety policy and
observe safety rules at all times

e work safely and efficiently and with due regard for the health, safety

and welfare of others including the public

report accidents and incidents promptly that may lead to injuries

report all unsafe conditions that may arise

co-operate with management when accidents require investigation

comply with statutory obligations and requirements of the codes of

practice

not interfere with or misuse anything provided in the interests of safety

® use any equipment provided in accordance with training and instruction
received

Let’s BeFriends Health and Safety Policy is provided to all Befrienders, verbally
as a key part of their induction and in writing as part of the Handbook.
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Members of the Management Committee and staff agree and review the
policy annually as a key part of their role. All comply with its requirements.

At the start of every befriending relationship, the Project Co-ordinator asks
both the Beneficiary and Befriender to sign an agreement saying they will
comply with the non-negotiable boundaries included in the Health and Safety
guidelines below:

Table 4: Health & Safety Guidelines

Meeting outside in the community Meeting inside in one of our
such as, park, town centre partners’ venues
First Aid Befrienders are not qualified Contact the First Aider on duty in
First Aiders and as such the building who will take the
advised to contact NHS 111 appropriate action. Alternatively,
in non-emergency and 999 in contact NHS 111 in non-emergency
an emergency. If in any and 999 in an emergency. If in any
doubt, ring 999. doubt, ring 999.
Incidents Report any incidents and accidents, | Report any incidents and accidents,
and however minor, to Project however minor, to the building
Accidents Co-ordinator who will record in the | manager who will record in the
LBF accident book and take any partner’s venue accident book and
appropriate action. take the appropriate action.
Hazards Hazards can be present in every The use of an office/ space in a
environment. Try to avoid running | partner building is ‘low risk’ in
and watch out for any uneven or health and safety terms. However,
defective surfaces underfoot. Care | hazards can be present in every
should be taken when climbing or | environment. Helping to keep the
descending stairs especially when place tidy and clear of obstructions
slippery underfoot. and spilt liquids will minimise risk.
Display Befrienders who need to use a When using a computer, it is
Screen computer when supporting their important to adapt the furniture to
Equipment Beneficiary should organise their fit the body, so the lower back is
time so that computer work is supported. The screen should be
interspersed with other activities. just below eye level and at a
Short, frequent breaks are better 90-degree angle to windows.
than occasional, longer breaks: 5 Remember to look into the
minutes every hour is better than distance periodically at least 20
15 minutes every 2 hours. feet away and do regular stretching
exercises.
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Lifting and Befrienders are not required to lift | In the event of being called upon to
Handling or move any objects as part of their | handle bulky or heavy objects, only
Bulky or role. Lifting and handling loads lift or move what you can easily
Heavy incorrectly can cause serious injury [ manage. Please observe the good
Objects and general fatigue. handling techniques below:
Back trouble is the greatest cause e Examine the object for size,
of absence from work. It is shape and weight. Decide how
important to take special care of and where to hold. Check for
your posture especially when lifting grease, oil and sharp edges.
and handling but also when sitting | @ Clear your path of
down for any length of time. obstructions and tripping
Maintaining an upright position hazards.
with the chair supporting the small [ ® Know where and how you will
of your back is recommended. let the object down
e Get help if you have doubts
about lifting objects
Electrical Electrical supply cables and wires Electrical equipment is regularly
Equipment can be a tripping hazard. Electrical | checked in our partners’ buildings
equipment and water are a and is normally safe when properly
dangerous combination. Stay away | used. It is not advisable to attempt
from electrical equipment with wet | any electrical repairs unless
hands and in wet areas. authorised. Disconnecting
electrical equipment before
moving it and when not in use is
good practice.
Fire Make sure the meeting places and | Be aware of the position and use of

Precautions

the routes taken are familiar and as
safe as they can be.

firefighting equipment, evacuation
procedure, your emergency exits
and assembly point in case of fire.

It is important fire doors are used
properly for evacuation and to
restrict the spread of fire. Free of
any obstructions and not propped
open.

Fire
Emergency

On discovering a fire, contact the
Fire Brigade on 999 and wait at a
clear and safe distance from harm.

Befrienders using an office/ space
in one of our partners' buildings
are encouraged to find out what to
do and who to contact in the event
of an emergency or if assistance is
needed.
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On discovering a fire, sound the
alarm, leave the building by the
nearest exit, and go straight to the
designated fire assembly point.

Alcohol and | Do not use or be under the The use of drugs and alcohol is not

Drugs excessive influence of drugs and permitted in any of our partners'
alcohol in the presence of each buildings. Befrienders are asked to
other. This is one of the part company at the earliest
non-negotiable boundaries of the opportunity and report all
befriending relationship. breaches to the Project
Befrienders are asked to part Coordinator immediately and
company at the earliest inform the building manager if
opportunity and report all breaches | assistance is required.
to the Project Coordinator
immediately.

Smoking Befrienders are permitted to smoke | By law smoking is not permitted in
where and when it is appropriate any of our partners' buildings. Use
to do so. the external designated smoking

areas.

Mobile Befrienders are advised to carry Some partner agencies have a

Telephones | fully charged mobile phone with supply of mobile phone chargers /
them in case of an emergency. are willing to let service users

charge their mobile phones whilst
The law on mobile phones deems it | they access the building - informing
illegal to use hand-held mobile your Beneficiary of these services
phones or sat-nav devices while can be of vital importance -
driving as hands-free devices particularly when you support
should already be set up prior to someone who is street homeless or
the drive. who is struggling to pay their

electricity bills.

Infectious Befrienders and Beneficiaries who | Befrienders using an office/ space

Diseases/ have or suffer from infectious in one of our partners' buildings

Conditions | giseases and conditions will be

treated in the same way as any
other person except when it puts
the health and safety of others at
risk.

Inform the Project Co-ordinator of
any infectious and contagious

are encouraged to find out what
to do and who to contact in the
event of an emergency.

Contact the First Aider on duty in
the building who will take the
appropriate action compliant with
infection prevention and control.
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conditions that could put the
health and safety of others at risk.

Befrienders are not qualified
First Aiders and as such
advised to contact NHS 111
in non-emergency and 999 in
an emergency. If in any
doubt, ring 999.

Alternatively, contact NHS 111 in
non-emergency and 999 in an
emergency. If in any doubt, ring
999.

Covid-19
Specific
Infection
Control

Follow current Government
guidelines in relation to covid:

1. Self-isolation - anyone displaying
covid symptoms however mild
should remain at home and
self-isolate. This also applies if
anyone in the same household is
displaying symptoms. Anyone who
begins to display symptoms while
befriending should return home to
self-isolate.

We have funding to ensure that our
Beneficiaries are assisted to follow
rules and guidance to avoid the
spread of covid - whilst we must
not physically meet any Beneficiary
with covid symptoms, we should
ensure they have everything they
need in order to self-isolate - this
can include food, medication, gas
and electricity. Contact the Project
Coordinator or Management
Committee for more information
on how we can offer support (i.e.
providing remote support / online
assistance), when we can apply to
external agencies for utilities funds
and food parcels and when we can
agree to reimburse other expenses
that need to be met in order to
help a Beneficiary to self-isolate.

2. PPE — wearing a face covering is

In addition to the current
government guidelines, follow any
protocols in place at our partners’
buildings including:

Testing - checking and recording
temperatures

Single use tissues — individuals are
encouraged to use single use
tissues. Wastepaper bins with
liners should be available to
dispose of used tissues followed by
hand washing or sanitising.

Sneezing/ coughing - In the event
of an unprotected
sneezing/coughing episode
cleaning of the surrounding area
must be undertaken. This is in
addition to hand
washing/sanitising. We
recommend that PPE must be worn
when undertaking a cleaning task.

Room ventilation — open windows
to ensure a good fresh air flow
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recommended in some public
places unless exempt and can be
worn where social distancing may
be difficult. We can supply PPE to
volunteers and befrienders.

3. Social distancing — we
recommend maintaining 1m plus
social distancing where possible.

4. Handwashing — wash hands with
soap and water for at least 20
seconds. Use alcohol-based hand
rub that contains 60% alcohol if
soap and water are not available.

Lone Befrienders are advised to use Follow all of the entrance and exit
Working sensible measures to ensure their protocols in place at our partners
safety when working alone and venues including signing in and out
when travelling to and from of registers.
appointments with the Beneficiary.
Many partner buildings have panic
Read and understand our Lone buzzers and it is good practice to
Working Policy before undertaking | understand where these are in case
any lone working and adhere to its | of an emergency
guidance at all times.
Personal Abuse is not acceptable within the [ Taking reasonable care of ourselves
Safety befriending relationship. If any and other people who may be
physical or verbal abuse occurs affected by our acts or omission is
then Befrienders are asked to part | extremely important.
company at the earliest
opportunity and report all breaches | Acting in a way that could
to the Project Co-ordinator. endanger ourselves or other
people such as, playing practical
Befrienders are not to put their life | jokes, using provocative language
or the life of others attempting to or gestures is unacceptable.
prevent an act of violence.
Stress It is the aim of Let’s BeFriends to It is also the aim of Let’s BeFriends

ensure that Befrienders and
Beneficiaries are kept safe and
healthy and are not subjected to
excessive responsibilities, onerous
befriending practices and a

with the help of its partners to
identify and assist Befrienders and
Beneficiaries who are suffering
from signs of stress, for whatever
reason, and finding it difficult to
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detrimental befriending
environment which might, if
unchecked, cause stress.

There are a variety of symptoms
that may indicate a tendency to
stress such as: prone to accidents,
constantly feeling drowsy, an
inability to concentrate, feeling or
becoming violent or aggressive,
experiencing mood swings, erratic
behaviour or depression.

cope by offering reasonably
practical solutions and support
mechanisms.

Befrienders and Beneficiaries may
seek help from a GP, counsellor or
other professional. They are also
invited to share concerns with the
Project Co-ordinator and these will
be dealt with compassionately,
maintaining confidentiality as
appropriate.

This policy will be subject to regular updates and review - last review January 2022
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Lone Working

Let’s BeFriends recognises and accepts the responsibility to ensure that all
reasonable precautions are taken to provide and maintain working
conditions, which are safe, healthy and comply with statutory requirements.

The work we do is befriending in the form of companionship and social
support. Befriending often happens in public places such as a local park, cafe
or at premises operated by a partner agency such as a GP surgery or Citizens
Advice. Sometimes we may be gifted a room inside one of our partners'
venues.

We do not work from an office base but remotely in the community of
Lancaster and Morecambe. Lone working is not inherently unsafe and proper
precautions can reduce the risks associated with working alone.

What is lone working?

The Health & Safety Executive (HSE) defines lone workers as those ‘who work
by themselves without close or direct supervision’. This includes employees
and volunteer Befrienders who work:

Separately from others in a building

Outside ‘normal’ hours

Away from their fixed based without colleagues
At home

What are the risks of lone working?

Each and every one of us is responsible for creating and maintaining our own
safe and healthy lone working conditions. Individuals who work alone face
the same risks as others doing similar tasks. They additionally may encounter
the following:

e Accidents or sudden illness when there is no one there to summon help
e Violence or the threat of violence
e Fire
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e Attempting tasks which cannot be done by one person alone
e Lack of safe way in or out of a venue (e.g. danger of being locked in or

out)

The perception and actual risk may be different for different individuals. The
inexperienced, for example, may underestimate the risk and some individuals
may feel more at risk at certain times (e.g., after dark) and in particular places
(e.g., buildings that are unfamiliar).

Guidelines to reduce the risk of lone working

Table 5: Lone Working Guidelines

Risks of lone working are reduced when meeting in public places
such as local parks, town centres or inside in a partner venues

Choice Befrienders and Beneficiaries are advised to only meet in places
and at a time where and when they both feel safe
Supervision Keep in regular contact with the Project Coordinator and raise any
concerns you have about working alone with your Beneficiary
Reporting Risk assessments are completed jointly by the referrer and the Project

Co-ordinator at the point of referral and shared with the Befriender on
a need-to-know basis.

At the start of the befriending relationship, the Befriender and
Beneficiary sign an agreement to say they agree to comply with the
non-negotiable boundaries.

Befrienders are asked to part company at the earliest opportunity and
should report all breaches of the non-negotiable boundaries to the
Project Coordinator as soon as possible. If for any reason the Project
Co-ordinator is unavailable, breaches should be reported to a member
of the Management Committee

Communication

Befrienders are advised to carry a fully charged mobile phone with
them in case of an emergency and to use sensible measures to ensure
their safety when working alone and travelling to and from
appointments with the Beneficiary.

It is good practice to know about the quality of network coverage in
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the area where you will be visiting.

If Befrienders intend to meet a Beneficiary away from a public place
(e.g.,. at the Beneficiary’s home), we ask that you attend the first
home visit accompanied by a member of staff or the Beneficiary’s
referrer and attend any subsequent home visits during hours of
operation when there is an LBF staff member to ‘buddy’ you as
follows:

1. Contact the Project Co-ordinator to ensure that a staff member
can “buddy” you for the duration of your visit (i.e. is available
throughout to take a call from you in the event of an
emergency) and will be able to call you at the end of the visit if
you fail to contact them

2. Inform your “buddy” of the anticipated start and end time for
any home visit and the buddy will record in the LBF online
diary the client’s name and the address where you will visit
them

3. Before your visit, contact the client to request that any pets /
dangerous animals are placed in a different room to where the
appointment takes place and to request that no unknown
persons are present at the property for the duration of the visit

4. When entering the property, take note of available exit points
and position yourself closest to the door

5. If during your appointment it becomes apparent that your visit
will run over, make contact with your buddy to let them know
your new anticipated end time (your buddy may not be
available later and may need to arrange for another staff
member to contact you - if this is the case they should amend
the time in the LBF online diary and share this information with
your new buddy who may need to access information quickly
in the event of an emergency)

7. Once your visit has ended you should immediately contact
your buddy to let them know that you are safely out of the visit

8. If you fail to contact your buddy at the time the visit is due to
end, your buddy will try to call you - you should answer this
call. If there is no answer, the buddy will try again. If no
contact is established with you within 5 minutes, the buddy
will either call 999 to request a welfare check, providing your
name, the client’s name and the address of your meeting, or
will report the incident to another staff member who may
choose to call a final time before contacting the police

9. If at any point you feel vulnerable during your visit you should
end the contact immediately and leave

10. f you feel vulnerable and unable to end the contact but feel a
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call to the police would put you in further, immediate danger,
try and make an excuse to contact your buddy and use the
phrase “it’s in the blue file”

11. The use of the phrase “it’s in the blue file” will trigger your
buddy to contact the police on your behalf, and will instruct
the police to attend the address which you have provided

This guidance is especially important at the start of any new
befriending relationship / whilst you ascertain whether or not you feel
safe conducting any home visits with a Beneficiary

Accidents &
emergencies

Befrienders are not qualified First Aiders and as such are advised
to contact the First Aider when meeting in one of our partners
venues. Where this is not possible or appropriate, contact NHS
111 in non-emergency and 999 in an emergency. If in any doubt,
ring 999

Dealing with Befrienders are advised to leave a situation immediately the moment

risk they feel at risk. If this is not possible, they can use their mobile phone
to raise the alarm by phoning the emergency services, the Project
Co-ordinator or a member of the Management Committee.

Training Let’s BeFriends Health and Safety Policy including the Lone Working

Policy is provided to all Befrienders, verbally as a key part of their
induction and in writing as part of the Handbook. Members of the
Management Committee and staff agree and review the policy
annually as a key part of their role. All comply with its requirements.

This policy will be subject to regular updates and review - last review January 2022
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Some adults aged eighteen and over due to age, disability, illness, background
and lifestyle may not be able to protect themselves against significant harm or
exploitation.

Abuse occurs when someone’s human and civil rights are violated by someone
else. This can be:

® asingle or series of actions of abuse
e deliberately or unknowingly causing harm
e failure to protect people from abuse

Anyone can abuse and often it can be the person you least expect. Abusers
could include:

spouse/partner

carers and care workers

family member/relative

friend

neighbour

volunteer helper

someone not known to the person

Things to look out for:

® possible changes in the person’s behaviour or
mood/personality

unexplained injury or a series of injuries

signs of fear or distress

signs of neglect

theft, fraud or unexplained financial worries

Volunteer Befrienders who have any safeguarding concerns should inform the
Project Co-ordinator (if the Project Co-ordinator is unavailable, then their
direct line manager) at the earliest opportunity.

Let’s BeFriends has adopted the Lancashire Safeguarding Adults Board policies

and procedures outlined below:
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Guidance for Safeguarding Concerns

Lancashire Safeguarding Adults Board

Guidance operational from: April 2017

Reviewed: July 2018, Edited January 2020
Mecct review due: 31 March 2021

lancashire
safeguarding

adults board

hittp:/ fwewwi lancashiresafeguarding . org. uk/lancashire-safeguarding-adults
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Guidance for Safeguarding Concerns

Safeguarding adults is everyone’s responsibility.

Adults have the right to live life free from harm and abuse and with dignity and respect. it is important that
all agencies who work with adults who may be at risk from abuse are involved in the prevention of abuse.

Adults at Risk
Section 42 of the Care Act 2014 defines an adult at risk as an adult who:

= Has needs for care and support (whether or not the local authority is meeting any of those needs)
and.

» |3 experiencing, or at risk of, abuse or neglect; and

s A5 aresult of those needs is unable to protect themselves from either the risk of, or the experience
of abuse or neglect.

The local authority retains the responsibility for overseeing a safequarding enguiry and ensuring that any
investigation satisfies its duty under section 42 to decide what action {if any) is necessary to help and
protect the adult, and to ensure that such action is taken when necessary.

The Care Act 2014 has introduced the requirement to record additional categories of abuse such as Female
Genital Mutilation, Modern Slavery, Self-neglect, S0 called Honour Based Violence and Domestic Abuse. [t
should be noted that these categories may be seen within other categories of abuse.

The Care Act 2014 sets out a clear legal framewaork for how local autharities and other parts of the system
should protect adults at risk of abuse or neglect. Local authaorities have new safeguarding duties. They
must;

« Lead a multi-agency local adult safeguarding system that seeks to prevent abuse and neglect and
stop it quickly when it happens.

 Make enquiries, or request others to make them, when they think an adult with care and support.
needs may be at risk of abuse or neglect and they nead to find out what action may be needed;

» Establish Safeguarding Adults Boards, including the Local Authority, NHZ and Police, which will
develop, share and implement a joint safeguarding strategy.

s Ensure and support the Lancashire Adult Safeguarding Board in cammying out Safeguarding Adults
Reviews when someone with care and support needs dies or suffers serious injury as a result of
neglect or abuse and there is a concern that the local authority or its partners could have done more to
protect them.

= Wrrange for an independent advocate to represent and support a person who is the subject of a
safeguarding enguiry or review, if required.
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Principles

Thiz guidance s underpinned by the prnciples of safeguarding and the Mental Capacity Act 2003, Making
Safeguarding Personal must al=o be applied in 3% decision making and rmust be ussd by a8 agencies
warking in adult prowision:

+ Empowsarment — People being suppaortsd and encouraged fo miake their own decisions and
infarmed consent.

+ Prevention — It is better to act before harm ocours.

+ Proporfionalify — Propoionate and least intrusae response appropriste fo the risk presented.
Protection — Support and representstion for those in greatesi nesd.
Parimership — Local solutions through semvices working with their comrunities. Communites hawvs
a part to play in preventing, detecting, and reporting neglect and shuse.

+ Accountability — Accouniability and transparsncy in delivenng safeguarding.

Guidance

Identifying when safeguarding concerns should be raised with the Custormer Access Senvice is not shuays
clear thersfare this guidance is directed towards practitionersiproviders and aims 1o enswere adult proteciion
isswes and concams are reported and responded fo af the apprognats lews! and to have a consistency of
approach across agencies. it will also aid decision making fo ensure the most appropriate’oropartionaies
respaonsas for the individusls {incorporating the views of mdividusts andfor their representatives] in those
decisions.

It is important that the guidance document and appendices are read in full to best support decision
making.

Decision making can be complex, often an incident may consist of seweral types of sbuse which rmust be
factored into decision making. For exsmple, 2 redication emor could be an indication of instiutional,
phy=ical, psychological abuse or neglect. Howsver, a medication emror may be just an error, and may be
a quality of cars issus.

Thiz Guidance for Safeguarding Concerns document should be s=2n a5 3 support tool to assistin
ranaging risk for safeguarding concerns, it should be used in conjunciion with providers and practitioners

own mult-agency procedures and has been producsd to:

= Ciffizr consistenoy.
+ Provide a framework that allows muli-agency pariners to manags risk.
= Assist in differentiating betwesn quality issues and saf=guarding nsk

The intertian of the guidance s to help providers and practifionsrs identify the levels of support and the
responss reguirsd when 3 type of abuse s suspecied or recopnised.

Responses must be directed 5t preventing vulnerskility and risk and promoding the wellbeing of adults at
risk of abuss.

Thiz guidance has been agreed by the Lancashine Safeguarding Adults Board (LSAE) and will be used by
all agencies, in the public, private and woluniary seciors that provide adult s=mvices.

Key Considerations

+ How long has the alleged abuse been cccurming for?
= |5 thers 3 pattern of abuss?

» Have there been previous concems relating to the adult at risk, e.g.. Mnfisocial behaviour,
hizte crime inciderts and also concerns i relation o the person slleged to b= causing harm?
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= Are any other sdults 3t i=k?

= |5 the sHuation monitored?

= Are the incidents incressing in freguency snd’ or sewverisy?
Are there children present? If so. consider making a referral to Children's Social Cars by contacting
Lancashire's Customer Access Senvice.

Making Safeguarding Personal (M5P)

Whiether an incedent is low risk, and no harm occurs, or high risk, it is important to consider the views of
the sdult or the adult's adwocate and record them. YWhen considenng the conseguenceimpact, slways
identify the individual's account of the depth and conwiction of their feelings. YWhat effect did & have on the
individual? MSF means the actions of all staff working with the sdul af risk should be person led and
outcome focussd

Responding to concerns

All incidents must be recorded and reported wsing the appropriate procedures but not all incidents
willl be safeguarding issuss®.

ITISIMPORTANT TO CONSIDER INTHE FIR 5T IN STANCE WHETHER SOMEONE 15 IN
IMMEDIATE DANGER- OR HAS BEEN THE SUBJECT OF A CRIME:

MEDICALTREATMENT SHOULD ALWAY 5 BE SOUGHT WHERE NECESSARY VIANHS 111
OR 399 IN AN EMERGENCY

. CRIMINAL ACT 5 MUST BE REFORTED TO THE POLICE DIAL 101 OR 339 IN AN
EMERGENCY
¥YOU SHOULD ALWAY S SEEK ADVICE FROM YOUR LINEMANAGER OR SAFEGUARDING
LEAD IF YOU HAVE A SAFEGUARDING CONCERN AND IF IN DOUBT WHETHER TO RAISE
A SAFEGUARDING CONCERN CONTACT THE CUSTOMER ACCESS SERVICE DIRECT
SAFEGUARDING LINEO300 123 6721

Decision Making Guidance

= [Inrespact of "Green’ — record the incident and take action fo resolve.
Ini respect of ellow' — record the incident, consult own agency safeguarding lead/golicies and procedures
and take actions to reduce the risk and resccumence. i necessary, gather rmors information to determine
whether 3 safeguarding concermn should be raised.

= In respect of Red — in addtion ta the above, raise a safeguarding concem with the Customer Access
Senace (Regulated care providers should also notify the Care Quality Cormmission]

Exarnples haws been provided of possible actions that should be considered at everny siage. These ans
offered as examgles onby and should not be considered exhaustive. |t is imngartant that following any
incident & revisw should be undertaksn and an sction plan put in place to ensure lessons are learnt and the
risk of the incident being repested is reduced. The Care Quality Commission (CQAC), Contracis or
Carnmissionsrs msy sk to see evidence of this work. 1155 also impartant fo revisw sl incidents in the
coniext of thoss previously recorded a5 3 series of similar incidents may meet the criteria for raising a
safeguarding concem. Where 3 safeguarding concem is nof required, but 3 notification to the Care Quality
Coarnmission is needed, it may ba helpful fo include 3 copy of Appendix 1 in the nofification detailing and
evidencing the actians taken to mitipste nsks and prevent 3 recccumencs.

A checklist and refermal form (Appendiz 1) is svailablz to aid your recarding and decision making. 1t is best
pracfice io use this for every safepuarding concam. incleding thoss concams within the green sectons.
The checklist and refemral form are b method of swvidencing the action taken and decision making

rationale. You may wish o us= your own agency checklist docurent to evidence the decision made and
the actions taken.
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PHYSICAL ABUSE

Thig can Inciede, but ts nof exhaustive to: Assauk; Hitting: Slapping; Pushing; Restrarit Inappopriste physical
restrictions or handing processas; Female Genral Musiation (FGM|

Algo conslder Domestlc Abuas.

Sen geparate gactlon for: Fulls  Medication | Prassure dlcers

MEDMUM RISK
Some Rare o riak of hanm
PO ERIELE SAFEGUARDING

Gother mare information to inform.
decision mokivmg and rext siegs.

Rk Indicabars:

Mo e minor haem has oocunnad

= jsolated incidant - noar minor
harm and minmal mpact o the
pErsan

1 Resolved with a propartionate
apprasch @aken b reduce &
TEOCCLFTENCE

= Intemal podicies and praced uees
ara MOCA and Care Actk
cargliant.

s Robust recarding is in placa,
Relevant and appropriabe risk
assessments/acton plan in
place.

*  [ncident nol chused by & Person
in & Po=ition af Trust

For EIHTIFHB':
Disgife Betdaen sErdce Sans

Foor handling! maosing technigue by
an inexpenenced infoemalfamiy
CaAres

Rizk Indicalors

o Minar marking found, no
whear enplanation.

= Repeated incidenisipatiernes of
simiar safspuarding concerns.
Carer breakdawn

»  Fisk can/cannot be managed
apprapriately with curren?
professanal oeersighs.

+  [ncident net caused by Parsan n
a Posiian of Truss,

For axampla:

Rensgh ar inapprapeists handling
whers no inbEndion o causs Freem
May indude minor injury caused by

Farnily carer

R peated signs of carer stress with
refuctance o aocept suppar.

Rizk Imeficatars

lesions, cubs I.'-r g marks,

o Whene heee s conoern the
standard of care & a cantnbubing
factor in resuling ham.

o Phiysical assaulis or achons that
re=ul in sxnificant haem or
death.

s [ncident cauged by & Person ina
Pasilion of Trust

o Criminal &t is suspedcied.

For exampla:

Phyy=ical nestraint undertaksn outside
aof & specfic care plan or ot
propodionste bo the nsk

Withholding of food, dhirks, or aids 1o
nodependence [where (his & not pat
af & cane plainmedical advice),

o Unepiplaned or significant mares,

REFER TO ACTIONMS BELOW

RAISE SAFEGUARDING COMCERN WITH CUSTOMER

LACCEES SERVICE

actlons to conebdar at every staga:

= Criminal #cts musd be reported ba the polce dial 101 or 9559 in an emerpency

2 [Referral to Lancashie Welbeing Servics

s GP appoiniment fa unexplaned brissing

o Request o camer ssssssmend

=+ Referral b Cooupational Theragy andioe Physiotherapy
= Siafl bining re de-escalalioniposibive bebaviour supportimoving & hardling.

*  LUse af behaviour charts
= Relerral o Adult Socml Care

+  Refer ta Domeaslic Abuss Sandgoas far eanfy inlervention 3 nd s ppod

= Reler b specific guidancs on "Service User o Serace User ncident=" - Appendiz d

Let’s BeFriends is a registered charity number 1199161
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AEELA] ABUEE

Thig can Inclds, bui ks nof exfaustive to: inspproprates louching; indecent suposiies; seriel groamng or
eagilitation; sexual harassmend, sexual feasing or innuendo; being subjected 1o pormagraphy or withess 5o saxual
s non-consensal sexual activity; mpe.

Alen conskder domastic abuss
: Medlum riak
y ' :B i
Some harm or risk of harm
e ' 0N “ '!' P 55181 E SAFEGUARDIMNG
HOT SAFEGUARDING i i L
decisian mokimg ang mext steps.
Rk Indicatars: Rk |ndicabtars:

= Mo or minor harm has oocurmad
Isalated incident - no or mince
harm and minmmal Fnpact o the
[a T el

= [Resolved with a proparfionate
approsssh Baken b0 reduce &
rEACCWTENGE

o ntemal policies dnd procedises
are MCA and Case Act
camgliant.

+  Robust recarding is in place.
Relevant and appropriabe nsk
Assessrnenisiastion plan in
place,

= Mo safepuarding concern abaut &
Parson inma Pasition of Tust

For example:

Isedaied incident whean an
mappropriabe sexusised rernark =
meade tor an adul with capacily, thers
15 ma disclosure ar indicaticn ol
distress.

Where thare s harm o sk of Barm
mave direcily o ‘Red.’

Fizk Indicators

= Conecermn of groaming or Sexsl
Exploitation.

= fny sexudl behaviawr directed
erwares arather persan who
lachk= the mental capacily
consent or whena there = a wider
cancem for albers.

s Unexplaned bruisng in
intEmaleprivale areas,

&« Any concams about 4 Person in
a Positon of Trss!.

= Creniral it bis suspeched

For exampla:

Werbal and pesheed sexualEan
{masing that is no? an isolaied
ricidEnt

Mads 1o ok &1 or take par in
pamagraphic matenalfaciiity shere
aanserd is nal or cannal be given.

REFER TD ACTIONS BELOW

RA&IZE SAFEGUARDING COMCERM WITH CUSTOMER
&CCESS BERVICE

Actlons to conaldsr at evary staps

=  Criminal acts must be reportied ba the police dal 101 ar 9259 inan emerpency

=+  Educabon amound safe sekusl relabonships and condiscs,

= nfarmation for s=rvice users anound expected standands of condust.

+  [ncreased monioning for spedfied period.

= Contacl with spacialis! serdces &g, palos: and kealth,

= Signpos? adult al fisk 10 care and Suppor serdioe

= Agareness raining in this caomplex anea

=  [Reler o Domestic Abuse Sarvicas far ealy niemvention and suppoet.

. :ql."h:'l' o specific guidanc:s an "Service User 10 Sardcs User incidenbs”

Apperdix 4

Let’s BeFriends is a registered charity number 1199161
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PYSCHOLOGICALIEMOTIONAL ABUSE

This can Includs, but ts not exhaustive to: Threats of harm ar sbandonment. deprivation of contact, humiliatian;
harassiment; cardral; intmidation; coercian; verbal abuse; sslatan; radicalEation; Forcad Marisge

Also conslder domastic abuss
T BMedium riak
Lﬂl [g Some harm or riek of harm
isoagied I.I' i PE BIBLE SAFEGUARDIRG
Wﬂm imather more Informabioa to inform
b FE b e v decision mokieg and mext sheps,

Rk Irelizabars:

& Mo or mingr harm has oooumas

s Isolated incidant - noar minor
Frarm and minimal mpact o the
fa T el

&  FEesalved with a praparissrate
appraach Eken b reduce a
FEOCCLETENLE

+  [ntemal policies and procedures
ara MCA and Care Act
camglian.

= Rodustrecarding is in placa.

= Relvant and appropriate nsk
asses=mentstacton plan in
place.

#  [ncident nol caused by 3 Person
in & Pesiton af Trust

= Risks can be managed by
current professional oversight of
universal services

For sxampila:

lsidarted imcicer where adull is
spoken 1o in a rude ar other

N propriate way - resped s
urstemrnined, thane s no disclsune or
indication of dsiress,

Informal carner restricts mghtime
drinks in order b manage cantnence

Rk Incicabars:

*  Rapastad ncidentsipatems of

smilar saleguarding concams

a  Carer breakdown
a  Rizk candcannot be managed

approprizely with cureni
professional owersight or
universal serdces

#  |nciden? mal cawsed by Personin

a Position of Trus!,

For example:
The= withhalding af irloemabion

leading o disempoaernent bt
marsd imipscl.

Akl being =l alons at home,
unabls o leave where there @ no
distress ar indent b cause harmm

Rizk Indicalons:

= Pralorged intimicdation.
. Denial of Human Rights

o ioous, persaralsed verbal
Allacks.

#  ntentional restriction of persanal
cficice o apirian

a  ncident caused by Pemson in a
Pasiticn of Thust

a  Criminal &l is suspacied.

For axampia:

Famiy member dermying a person's
right 3o express their views and
wishes which impacis on ther
welbeEing

Treatment fram any person which
undermines dignity and damages
maff-asteem

REFER T ACTIONS BELOW

RAIZE RAFEGUARMMNG COMCERM WITH CUSTOMER

ACCESS SERVICE

Actlons to be conelderad at each stage:

input fram Maedation services

Use af behavicur chisr
Stafl training na de-ascalation

Meighboufiood policing besm
Housing Aseociatian

Information for serdioe users detailng expected standards of corduc

Rederral i Adut Social Care lor assessmenbicaner assessment
iConbact with other senvices &.g. menal heallh serdces
Signpoet adudt al risk (o care and support Service

Awareness fraining in phis complex ares

Relerral ta Lancashine Welheing serdce

Reler b Domestic Abuss Senaces far ealy inlervenbon and suppor
Reder o specific guidancs on “Servics User ba Sarvios User mcigens” - Appandix 4

Criminal acls mizst be reported to the police dial 101 ar 839 in an emerpency
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FIHARCIAL OR MATERIAL ABUSE

Thiz can Include but Is not exhaustive to: Thelt, fraud scams (2.9 telephone, post, and intemet), cosrciarn
misuse of finances on somesne's behalf, falsifing fnancal records.

Slat conakder domeatic abuss
AT KMedlum risk
.II '=i = “'I ' Some harm or risk of harm
wmt__ PO SIBLE SAFEGUARDIMNG
MOT SAFEGUARDING |  Sorer mere formation o inform
' decisian moking and mext sheps.
Rk Indicaban: Rk Inclizabars:

= PMoor minar haerm has cocurmad

*  Izolafad incident = Ao of minoe
Frarm and minemal npact o the
EHE AN

= Resalved with a proporionata
appraach Bken o reduce &
PEGECLETERCE.

o intemal policies and procedires
ara MOA and Care Act
cangliant

o Fobust recarding is in plaos,

= Fekvani and sppropriate nsk
assessmentstacion plan in
place,

o Mol caused by & Pergon m a
Pasition of Trust

= Risks can be managed by
cument profassional owersight or
Univarsal Sarvicaes

For exampile:

Incaderd of staff personaly benedting
fram the support thay offer in a way
ihat dias not mvolve the actual
abuse of maney

Unveanted cold calingddoorsiep
visis,

o Repealed incdenisipatiesns of
similar safepuarding concems,

= Risk canfcannot be managad
apprapeiabe by with ourmend
prafessional oeersight or
universal services

w  Incident nol caused by Parson in
a Pasition of Trust.

s Incident Fnpacks on pErans
wedlbeing or causes distress

a  Risk of escalation

For exampla:

Adull net rsnedy imeclved in
decEinns abalut haw their money s
snent ar kept safe,

Failure by refalives 1o pay care
Ieasicharpes whers fo harm
occurs, and adull recaives personal
allowance ar has acce=s o ather
perzanal mories,

Fizk indicalors

& Eignificant impact an peson’s
wellbaing.

» [Resthched access o persooal
firemces, property andios
POSSESSRINS.

o |nocident caumed by Person ina
Pasition of Trust

& Crrmiral gt s suspecied

For exampla:
Personal finances rameeed fram
adult's contral wilthais legal authoriby:

Fraudiexplaitalion relating o
bBenefis, incame, property, I'_'r
legal doouments

REFER TQ ACTIONS BELOW

RA&I3E 3AFEGUARDING COMCERN WITH CUSTOMER

ACCESS SERVICE

&ctlons to e coneldsred at each stage:

= Criminal acls must be reported b Bhe poice dial 101 or 999 in an emerpency

= FEevew oan irancal pobaes and procedres

= Ensure polices and procedures ane in line wath the Mental Capaciby Act 2006 Code of Practce dooumend

= [Re-yisil oode of conduct palicy with stafl

a  Tranng re prolessonal baundanes
=« [Report 1o Lancashine County Coundl trading standards - waw. lancashire. gov ukirad ingsiandands
= Releral o Adull Socal Care for MCA AssessmentiSafeguarding Adult Firanos Team

a Meghboumood Policing Team

+  Contact Office of the Public Guardian - LPA Departrment for Work and Pensions

= Reler ta Dormestio Abuse Servioss for eady miesvenbon and support

Al paintae for berpfits
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MEGLECT & ACTS OF OMISSION

This ¢can Include, but ts not exhaustive to: grarng o failing %o respond 1o medcal, paetionl or plysical neads;
fadure to provide appropriale care; falune o folow care plan or health advics; failure 1o comply with & Da Mot Attempd
Resusciation (DNAR); faikire to pravide sccess b esseniial serdces; Raikute o fallow heakth and safety lagisiation

Algo congider domestic abuse
m“. Aome Ramn or risk of harm
IS et gt | e PO S SIBLE SAFEGUARDING
: H “UARDIN irather more infarmofion fo imform
' ' decishon mokimg and mext sheps.
Rk |ndicabars: Fe |Indicatars:

Mo or minor haem has occurmad
tealated incidant - no ar minag®
farm and minema fmpact i the
AT ea

= Resolved with a propartionate
approssch taken B reduce &
PECECLETErE

#  lnlema policies and procedires
are MOCA apd Cise Act
camplianl.

#  [Rpbust recarding is in plsos.

= Relevant and sopropnabe nsk
assezsmentsiacton plan in
place,

For exampile:

Appropnale care plan in pleces: o
reeds mat fully mst bl e harm oe
i siress pooins

Issues ar complamits arsund an
adult's admissan-andior dischange
fraom Hesgital whers no kam has

B e

+ Repeated nodenbsipatiems of
similar &afepuardng concems.

a  Cansr braskdos,

= Risk canfcannot be managed
apprapriately wilh ourreng
prafessianal oeersighd or
universal services

o Risk of sscalstion

#  Health and welleing
com@ramissad

For exampils:

Fepeated heaith appoirtmenbs
s dise b unimed nesds.

Occasianally nol having acoess 9
aids {0 indepandence e.g. serdceas or
aquiprment

Risk Indicators

G kaghecl.
Confirued falune o adbens with
cAME Han

= Lack of achon resulting in serious
injury or death

& Care plans nob eflecive of
individsals” cument nesds Bading
1o rekl of signilicant harm

= Crirminal act is suspecied

For axampla:

Ongoing lack of care (o be exien
thal heahh and wellbaing detenoraie
sgnificanty resulting in, &g,
defiydration, malnuirition, hoes of
incEpEnderoe.

Mdissed, late or failed vEl's where she
providar has failed 1o lake
apgrapriale action in a Smely manner
ard there is n=k aflor significant ham
hia= oecumed.

REFER T ACTHONS BELOW

Ral3E SAFEGUARDING COMCERN WITH CUSTOMER

ACCESS :ERVICE

Actlons to be coneldered at each stage:

= Criminal acls musst be reporied ta the police dial 101 ar 9559 in an emergency

» Contact the wand 1o discuss concerns ralabing fo an unsabsfactory hospital admission andlar dischange,
s [Rams fomal complant with e bospral
= Review of inbemal stafling arfangemeaits

w  Considgar army quality Esues within your arganisation
o Sl training re impotance of fluid and mutrition

*  Reguest resounoss in the LOFT hydration toalkit - hydrationd®iancashirecare. nhg uk

w  Slaf reaming re dignity in care

*  Bppess dignity incare resountes from the Social Care Instfube for Excellence - htipoliwe soie ang. ukd

#  Plonitoring visits $ar a specified penod

= Sial menioring

#  [Relerral b Distirct Nursing Team, Oooupational ar Physatherapy or Sdult Social Care

= Refer o Domeslic Abussa Servioss far early infervenbon and suppon
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ORGAMI ZATIONAL ABUSE

Thig can Inciude, but ks nof exhaustive to: Falune ta fallow baaith and salaty egsiaton: neglen or averall poar
pracioe; il reatment failure (o adhene t cane or healih advics; failure S respond 1o whisteblowing issues: failure o

aclhere 1o legistation (e.g.); Mental Capacity Act

Low rigk

Medlum rek
Some harm or risk of harm
PO 2IBLE SAFEGUARDING

irather move infarmstios b inform
decision mmkieg ang meat sTeps.

Rk Indizatars:

o or minor harnm has oocurmad
lsdated incidant = fo o minde
harm and mirmmal mpact o the
EHrsan

= Resolved wilh a proparionabe
appraach taken ba reduce a
FEOCCLETENCE

o [Inlemad policies ard procedres
ara MCA ard Care Act campliant.

= Relevant and appropriabe rek
asseszmentstacion plan in place

»n  (ood leadershipmanapemean:
can e demarstnaied.

For exampla:

Shart t=rm back of simulation oo

o poriunites far people b engage in
meaninglul social and leisune oty
and where no harm accurs

Rk Indicatars:

1 Repeated neidents'patiems of

simitar sadeguardng concams

»  Risk canicannod be managed

apprapriately with curreni
prafessional oeersight or unbversal
SRS,

a  Unsafe and unibygenic lving

AL IrnrIrR NS,
Risk ol escalation

= Health and welbeing af multiple

SO LISETS DL"I'IIFI'DII'HE':'

For exampla:
Care planning documentation not
persan cenired,

Denying adult at risk sooess o
professinnal support and sereicoes
such &% advocacy,

R Indicabars:

s Widespread, consistent il
trealtmeEnt

+  intenlionaly or knowingly failing o
adere o Mental Capacty Acl

+ [Rigd or inll=sible routines l=ading
o merdoe Leer's dignity being
urslermimed.

=+  Puniiive response= o chalengng
behaviours.

+  Criminal act is suspecied
For exampile:

Lack of privacsy dunng support with
intmate cane needs

Failure o reler disclasures of abusa,

Staff misusng their positan of poeser
DT SETVICE USers

Eiaffing:

Uine alt inoident al low stathing due o
imprediclable droumstances, desgile
mianapement effrts fo addres=. Nao
haarm e

Kane than ane incdent of low stathng

levels, ma cantnpancy plans in place.
e Frarm caased.

gk ar repeated moident of low
slalfing resuking in harm 1o one ar
mahe persons.

Loy staffing levels which resul in
Sefinus injury ar death o ane oF mons

pErsans

REFER TO ACTIOM & BELOW

RANSE SAFEGUARDING CONCERN WITH CUSTOMER
ACCERS BERVICE

actlons to be coneldered at esch stage:

Slalf rining re digrity n cans

iCriminal acls must be reparted ta the police dal 101 ar 935 in = emerpency
Slaff trining re pearson centred praclios

Considar any gualily E=mies within yaur aonganisabion

Consider il there are concems with clinical campelencies af regisiered nuse|=)|
iConsulalon s=ssions with senvios ussers and relabves
Pramating Self Advocacy Service with senice users
Revinw and refresh the approach bo ectidtes

Slafl rining re Mentad Capacity A

Slafling Conlingency planning'sirategy

FEeguast review of indivicst sarscs users

fiocess dignity in care resources from the Socil Care Insffube for Excelencs - hapivewe Scie. ong.ukl
Feview inbemal policies and proced ures including complaints procsdune
Mentorng and addibonal suppon for statf

Ensure palicies and procedures are inine with the Mental Capacity St 2005 Code of Practice docoimens
Reporting o relvan| registrabion bodies &.g. DBES, NMC, HOPC & GO0
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Ol SCRIMMATORY ABUEE

This can Include but 1= Aot exhaustive to: Harassment Jslurs roated in dscrimination af pratected charactarstios:
falure to respond o squality and dversity nseds; sa called banour hased vialenos; hale cime; radcalsation; Female

Genital Mutilabon (FEM].
Al congkdar domsaatic sbuss
L-hi' r_!-& : Medium riak
AT ome hamn of rigk of harm
. el ol -k _l- POSEIBLE SAFEGUARDMNG
ﬁ!:u_ﬂ:, - "__ Stebel L Garher |I1I:I1"I!-|-I1,|'EI-I'II1IJ'!'|7E'I'| mm’um

decishon mokivmg and mest sheps

Rk Indicatars:

#*  MNoor minor harm has oocurmed

s |saladed incident - Ao of minoe
Fatrm and minemal Fmpact o the
s

Resalved with a proparticnabe
appraach tiken b reduce &
FEGCCIETENCE.

w  intEmal policies and pracediures
ara MCA ard Care Act campliant.

=« Robust recarding is i placs,

#  Relevant and apprapriste sk
assessmenbsiaction plan in place

*  ncident nal cavsed by & Person in
a Pasitian of Trust.

=+ Risks can be managed by currend
prafessiamal evarsight or urivensal
e,

For example:

|sotatesd incklen! when an
inappropriate prejudicial remark s
miade b an adull and no distress is
caised.

Care planning faik io addres= an
adull's cullure ard diversity nesds for &
shaart perad

Firsd Irelicabars:

a Repeated inckdenisipatiems of
similar safeguanding cancems.

n  Risk canicannot ke managed
apprapriately wilh current
prafessianal ovarsghd o univenal
sapoas,

Risk of escalatan

Incidant nol caused by Parson ina
Position of Tust

For exampila:

Racuring launts motieated by
prejudicial attinides wilh no significant
haarm

Serace proveEon does not mspec
ecualty and diversily princioles

Rk Irdicatars:

Hurmiliation ar threats.
Hamm motivated by prejudice.
Recurming failure 16 mest pacrhc
s ansocialed with coltuns
and diversity

a  Incident caused by Peson in a
Pasition of Trust

w  Criminal acl is suspached

For exampis:

Compaling a parscn 0 paricpaia in
acfrdties inapprapriaba bo their taithoar
beliefs

Favernent ar iresd o mowve inka a
place of exploiation ar ke pad in
aciraties aqans Hheir wil

Repealied beasing by Parsanina
Pozition of Trust which causes
iy,

REFER TD ACTIONS BELOW

RaFSE SAFEGUARDING CONCERN WITH CUSTOMER

ACCESS SERVICE

Actlons to be conelderad at each stage:

a  Criminal #cts must be reporied b the polce dial 101 ar 999 n an smergency

»  Education amund use of language and cand s

*  nformation available for senioe users detaiing siandands of behaviows

= Revew Equality & Divernity policies
= Siaff trsining e Equality & Diversity

= Discussans with refevant Palice Unt &g, Communily Cobasion, PREVENT, CHAMNMEL
&  |[Equality St 2000 guidanos - GOV L

w  Reler bo Domestic Abuss Sarvoas far sady mleroenton and suppad
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MODERK FLAVERY

Thie can Incisds, but ke nof exhaustive to: Traflicking, foroed mariage, denial of access 10 kealth or social carea in the
context of slavery; dabé bandage - being farced o wark (o pay off debis shat reaistcally thay never will be able 1o

No nam

i rkak
Aome kamm of risk of harm
POESIBLE SAFEGUARDING

irather more Informotion fo inflorm
e cishnn mowimg ang meat sIEps

Rk Inalicabars:

Vitiere (heere = haem or risk of Barm
mave directy o 'Red’

Rk Irclicatars:

Vitere there = haem o risk of Barm
move directly to 'Red’

Rk Indicatars

#  [Fourd living in poar condiions
alarpsiwith cfhers - paljaged
ursher duress

= dentificalion dacuments feid by
aralher parsan, wha is
cantroling e individual,

&  Fear of law enfarcars.

w  Criminal acl is suspected

For B}:HTIFHEZ

Wharking within an area of crimmality
[=ax work, cannabis culivabon,

fravid, thesft sbe ) with the cambination
of additional factars sweh s residing
in avercroswced condilicns and na
cortral over oan firanoes,

Arrreed i e ares o vwaork inoan

eapecied area of employment but
foreed irlo other pesition

REFER T ACTHON 3 BELOW

RALIEE SAFEGUARDING COMCERN WITH CUSTOMER
ACCE:S SERVICE

Other actons fo conslder:

= iCriminal #c1s mist be reporied o the polce dal 101 ar 999 in an emergency

= Reler m Gavernment guidance and reporting procedures = "Duly o Malify®

hiips Uit oy ukigovemme ndtpublicaticns made m-skavery -dusy-ba-nodly
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DOME2TIC ABURE

Thie can Includs, but ks not exhaustive to: Physical, sexual, financial, psychologicaliemational; stalking;
i ke ionirndlineg behaviovr, Female Genibal Mutilation: bonomir besed yiolence

Madium riak
Low rizk
‘Mo harm Some kamm or risk of harm
|2oiaf "' sdant P05 MIBLE SAFEGUARDING
HOT A EEH.! IIII] I.IE' imather move informotioa fo inform
A : decision msking and Rext SEEpL
Rk Indicabars: Rk Indicatars: Rk Indicabars:
= Mo hanmn his accuimed. Where there is harm or risk of barm »  Hamn has aecwrred ar theps
Acdull has capacry and no mave direchy o 'Red.’ rernans risk of hamn
wulnesrahilities identifad s Continues to reside with ar have
»  Robus! astessment has hesn canfact with the perpelrator,
undertaken and links to damestic n  Exealagion of concem far safely
ahuse sipport Services made. o Criminal 3l is suspecied
For exampila: For exampile:
Aocessing support of Domestic Abuse Ftiysical evidence af abuse such as
SETVICE= brissing, ouls, broken bones.
Contact with perpatrator has ceazed Recurring Pattems of vertal and
physical abuse.
Fear of olrside inbereenfan, has
become Ealabed - not seaing fiends
vl famiky
D2 ngagernent fram domestic abuss
and ar other support sendioes
REFER TO ACTIONE BELOW RAISE MFEGU&.E&G;’;D&%&ITSEWH CUSTOMER
Apflons to be coneldered at esch stage:
»  Criminal acls must ba reparted ba he police dal 107 or 82959 0 en emergency
= ‘When children present, always make a referal o children's social cane via the Customer AccessSarvios
QA 238720
Reler o Domeslic Abuss Sarvices for eady inlervention and suipoort
Consider relevance of Clare™s Law
Consider prosiding sladl raining lo increase awareness of the naliee, pattems, bnd the complexity of domesiic abuss
SELF-HMEGLECT
This can Include, but I8 not exhaustive to: Hoarding; == neglect of perscral hvgiene? nutrition! Fydration causing
haim ar sk io healh; seif- neglect causng sk o athers
Low rizk Kiedium riak
‘o narm Some kamm or riak of harm
mw PO 5 SBLE SAFEGUARDING
IIIIIT. i EE"-! H-I] I-IE' irather move Informotion fo inform
A : decision making and rext steps

Fuilti-ame noy pariners all have stahutary duties and responsbilies inrespect of seff-neglect. Individual agency podicy,
puidance and procedunss should be fallowed.

Separate polcy, procedure and guidance is in devalopmeand and will be available on the LSAR weabste,

Where thare ane significant cancams and rek of ham regarding Salf-neglect & reférral shoukd be made o the Cusioner
focess Servica on 030K 123 6720 for invoteement of Aduit Social Care <ervioes in molti-disciplinarg respanseas.
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!_"I"_ PRES3URE ULCERZ; FALL S AND MEDFCATION

Lo risk Tk
“1 5 "i' Somie harm o riek of harm
lsoiated Incidant PO ERIBLE SAFEGUARDING
NOT ﬂw iranther soee nfarmotion fo inform
| e P decisian mokimg and meat steps
PRESSURE ULCER S
One person one pressure uleer Grade Ore person wilk an escalabon al One person, mismanagement by
1 ar 2 and all nursing and haalth pressure darmage which may be due 16 | prodessionasipaid caners of any
acdvice and canes is being foloeed mErnanagement and may lead o praded pressure ulcer resulting in
sericus Farm and mpasct on an significant barm and impact
indreiduzl
One person, sanaws njury of death
i @ result of conseguences af
Fultiple indrdidualks with grade 1 o 2 avaidable pressure uoar
pressine damage which may be due to | developmen! e.g. seplicaamia.
faiure (o spak Feakh ackace o failure
16 Tollow 1his adeice,
Ral3E SAFEGUARDNNG COMCERN WITH CUSTOMER
REFER TO ACTION S BELOW ACCER S SERVICE

Actlona to be conelderad at each stags:

= React 1o Red training

= JAdvice & gudance fram districl nursesTissue Viabiity Sendics

n  Revew pressure cane and prevenlion proceduness

= Complanoe with Mental Care Act bepislagion where pressure care presention, care and treatment & redused

a  Reler bg Best Practice Guidance for Safepuarding indiiduaks with Pressure Bosration -
Filpidividna bamca shiresaiegueserding. ang. ulsla neashi re-safegquanding-adubsiinformatan-for-prosice rekoad-

practice.aspn

FaLL3

Fall = prespecires of whather Repealed falis despite preventabive

wiinessed or un-wilnessed - where no acvioe: - harm, disiress and injury

injury ar minar injury has oooured, sk il

smsasemienly and actan plans in place

and beirg falldwed. Fall a5 a result of advice and nsk
smmassments not B place ar fat
bexing folowed and harm ooours,

REFER TO ACTIONS BELOW RAISE 3AFEGUARDING COMCERN WITH CUSTOMER

A&CCE3S BERVICE

acflong to ba conelderad st esch stags:

o Reler ta LSAS falls guidance - Appendix 2

= Feview and updale nsk assassment

a  Comglete envirarmental n=k assessmeand

=+ Relerral ta falis feam

a  Arranpe medication resvies

a  Discus=san with rurse pracibicner

»  Review frequency of maniaring checks

o Revieny fas policy and prooededne

»  Review stalf training re moving and handing

= Consider ary gualily ssues within yaur anganisabon
Refer ba Mice guidanoe - BHpS sy mics. ong. ukd
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MEDICATION

An indridual doss not receree
prescrban resicaticn
(misssdiwnong does) - ha karm
LT,

Racuming mesed medication or
sl minisiration erars in relatian ioons
individual that cau=sd o ham

Witere an individual is being suppared

o seff-madcale and medication ermors
arise, ensure all appropriate
procedunes in place for that ndvidual
e fumen followed

Recurent missed medisabon ar
adiririsimlion erans thal alfes! one
e more indriduals andiar result in
kamm

Chslifremrate raladmensiralion of
madicings (g sedation)

Cover adminsiration withaid praper
el supervision of outsids the
hental Capacity Act

Fathem of recuring administration
errars or an ncicEnt of delbarate
maladminisiration tha? resuls inill-
healii o death.

REFER T ACTION & BELOW

RAISE 3AFEGUARDING COMCERN WITH CUSTOMER

ACCESE BERVICE

Acflons to be coneldered at esch stags:

n  Reler g LSAS medication guidanos - Appendis 3

n Sk medical advics

»  Contact the GP anddar pharmacy

»  Consider working ‘with Phamacy (0 carry ol msdication rewew

»  Review medicalion aranpaments and procedunes

& Re-vigil medicatan armangements with =iaf
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Appendix 1: Lancashire Safeguarding Adults Board
Safeguarding Concerns Checklist

Wihere ahuse or neglect iz suspected this checklist & referral form can aide professionsl judgement to ensure
that ywour service is taking appropriaie action. The completed form can also be used to refer your safeguarding
concem to the Customer Access Service and, if appropriate, to notify the Care Quality Commission (SQC),
The CQC, Contracts or Commissioners may ask to s2e evidence of the actions that have been taken following
a8 potential safeguarding concerm. This form will help to ensure the correct level of information is availabls to
assist with your decision making and provides a standardised approach to raising & safeguarding concem within
Lancashire.

When raising a safeguarding concern completed forms should be sent to

AC 5Eu5tnmer.Eewines@hnnashire.Eu'.r.uh;
|Section 1 — Details of the Adult at Risk

The mame of the individual

Their Date of Birth

Their Address & Post Code
(Mame of unit, if living in a care home)

The GP Mame and address

Their medical diagnoszis e g. dementia or
dizability

Does the individual have capacity Yes: O Mo: O
regarding the safeguarding concern?

Record details:

Has the safeguarding concern been es: O Mo: O
dizcuszed with the individual?

Record details:

Has the individual been asked what Yes: O MNao: O
outcome they would like in relation to the
safeguarding concern?

Record details:

If the individual lacks capacity regarding fas: a Mo: a
the safeguarding concern, has their
representative’advocate, been informed?
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If a risk assessment was in place, was this

as

Mo

O

followed?

Record details:

Describe the steps that have been put in
place to prevent this from occurring again.

Within this seclion, please include any
immediate actions taken, further learning
changes to sysfems as well a5 any fraiming
or disciplinary action 88 sapproprsie.

State the immediate actionz you have taken:

Additional information:

If a medication emor has involved a
controlled drug, this must be reported to

www.cdreporiing.co.uk

section 5 - Actions taken to protect the adu

It at rizk from harm {if appropriate)

Has the relevant professional advice been
sought if appropriate i.e. medical/Police?

es: 0O Mo: O

If yes, what advice was given?

Has this incident resulted in the need for
treatment or addifional suppori?

Are there new risk assessment’zstrategies
in place?

Has any other additional support been put
in place - supenvision/cbservations etc?

Details of referrals made to other agencies
e.g. falls team, tissue viability or mental
health services eic.
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Section 6 — Safeguarding Checklist Summary of actions taken and professional reasoning

Raise a safequarding concem ves: [ Mo: [
Becord detsils:
Inform Police ves: [ Mo: [

Fecord details (include log number):

Referral to Disclosure and Barrimg ves: [ Mo: [
Sernvice

Record details:

Motify Care Quality Commizsion ves: [J Mo: [

Record details:

Seek further advice/guidance ves: [J Mo: [0

Record details:

Actions put in place & leaming shared ves: O Mo: [

Record details:

Safeguarding Concerns Checklist
Completed By:

Poszition in the Organisation:

Date of Completion:

If raising a safeguarding concern return completed forms to:
AC 5Customer. Servicesi@lancazhire.gov.uk

January 2022 -awaiting review which was due to be conducted by Lancashire
Safeguarding Adults Board in March 2021
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This policy sets out the Let’s BeFriends referral process. Its purpose is to give
clear and accurate information about the project and its eligibility criteria so
everyone knows what we do / don’t offer before the decision to refer is made.

What is Let’s BeFriends?

A project that creates and nurtures relationships between people in charitable
need who are exposed to the pressures and constraints of homelessness and
recovery (the Beneficiary) and a volunteer Befriender.

The majority of our volunteers have lived experience so they have natural
empathy with those who access our service. We offer companionship and
support to prevent the frequency and duration individuals are in and out of
homelessness and recovery often referred to as the ‘revolving door’. We help
Beneficiaries to rebuild their confidence and make social connections. The
free befriending we offer is person-centred: Beneficiaries identify their own
priorities and we work alongside them to achieve these. Befriending meetings
take place a minimum of once a week and can encompass anything which may
promote social inclusion or enhance health and well-being. A non-exhaustive
list of examples include:

° sharing a walk, coffee and chat

° help to engage with local community groups

° support to attend medical appointments

[ advocacy with local services to help with housing and benefits

° support with independent living skills (e.g. managing a budget, cooking)
° getting help to enter into detox and progressing on to rehab

° making referrals to Citizens Advice, food banks and food clubs etc.

° setting personal goals and working towards them
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Who is eligible for our service?

The current criteria for assistance from Let’s BeFriends is:

e Homeless / recently rehoused (within 2 years after a period of
homelessness) / under threat of homelessness and socially excluded
as result of one or more of the following factors: unemployment;
financial hardship; youth or old age; ill health (physical or mental);
substance abuse or dependency including alcohol and drugs;
discrimination on the grounds of sex, race, disability, ethnic origin,
religion, belief, creed, sexual orientation or gender re-assignment,
poor educational or skills attainment; relationship and family
breakdown; poor housing (that is housing which does not meet basic
habitable standards); crime (either as a victim of crime or as an
offender rehabilitating into society

Aged 18 years and over

e Staying in Lancaster and Morecambe area

e Need 3 hours a week of companionship and social support
e Able to make and attend social outings

e Actively want a befriending relationship

e Understand and agree the non-negotiable boundaries
Who can make a referral?

Let’s BeFriends accepts self-referrals and referrals from statutory and
voluntary organisations. The referral process is the same for all to ensure
fairness and inclusiveness. Most referrals come via Lancaster City Council, the
NHS, Calico Floating Support, Lancashire drug and alcohol services etc. but
anyone can self-refer via our FaceBook page or by emailing
Ibflancastermorecambe@gmail.com and requesting a referral form.

How are referrals made?

Let’s BeFriends referral process is illustrated in Diagram 1 and explained in
more detail here.
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All referrals must be sent to the Let’s BeFriends email address and the Project

Coordinator then assesses whether or not the referral meets the eligibility
criteria.

The referrer will be contacted, usually within 5 working days, to confirm
eligibility. If the referral concerns a person who is homeless / recently
rehoused / under threat of homelessness and in charitable need of assistance
then the Project Coordinator contacts the referrer to undertake a
comprehensive risk assessment before placing the beneficiary on our waiting
list until we can match them with a suitable volunteer.

If the referral is unsuitable the Project Coordinator will contact the referrer to
inform them that Let’s BeFriends are unable to offer support and to signpost
to alternative organisations who might be able to assist.

Once a referral has been placed on our waiting list, the Project Coordinator
looks to match the beneficiary with an available volunteer Befriender who has
shared interests and common ground. An introductory meeting is then
arranged between the referrer, the Beneficiary, the Befriender and the Project
Coordinator.

During the introductory meeting, the Project Coordinator outlines the
non-negotiable boundaries that must be agreed to in order to commence the
befriending relationship. The Beneficiary, Befriender and referrer are
encouraged to ask any questions they may have which the Project Coordinator
can answer. Once it is clear that the Befriending Contract has been understood
then both the Beneficiary and the Befriender sign and date the Befriending
Contract to demonstrate that they agree to be bound by its terms.

Table 3 shows the non-negotiable boundaries of the befriending relationship
which both parties must agree to in order to progress the befriending
relationship. A signed agreement helps to model a healthier and safer way of
relating. It also invites the Beneficiary and Befriender to be more responsible
and can help to break out and down patterns of behaviour that are perhaps
stuck and habitual.

Each and every befriending relationship is unique. There is an opportunity
here to discuss and agree some of the negotiable boundaries in relation to
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what type of companionship and support the Beneficiary needs and how

much, where, when etc.

The Befriender will monitor that the boundaries are being respected and any
breaches will be reported and responded to by the Project Co-ordinator.

Table 3: non negotiable boundaries of befriending relationship

WE AGREE TO ADHERE TO THESE NON-NEGOTIABLE BOUNDARIES

CONFIDENTIALITY

Do not share personal information learned during the
course of the befriending relationship without
permission

Only share information that you are comfortable
sharing — trust takes time and needs to be earned

SAFEGUARDING

Do not ignore signs of risk and abuse — report any
concerns to the Project Coordinator. If the Project
Coordinator is unavailable, alert a member of the
Management Committee

Only meet in places where you feel safe and at times
when you feel safe

Verbal and physical abuse is not permitted and will
lead to the immediate end of the befriending
relationship

Avoid physical displays of affection such as hugging or
kissing

CODE OF CONDUCT

Do not lend, give, accept or borrow anything from
each other such as money or gifts

Do not use or be under the excessive influence of
drugs or alcohol in each other’s presence

Respect boundaries and do not use pressure —
contact the Project Coordinator if you wish to change
or end the befriending relationship

Source: LBF Boundaries Policy
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Project Co-ordinator checks eligibility organisations

and referral formy/ risk assessment is

complete then matches to befriender i Project Co-ordinator fills out
any information gaps

!

[Befnerﬂer, Project Co-ordinator and

Befriender and Project Co-ordinator

Diagram 1: Let’s BeFriends Referral Process

This policy will be subject to regular updates and review - last review January 2022
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Let’s BeFriends Referral Form

Let’s BeFriends is a befriending agency for those who are homeless, at risk of

homelessness or recently rehoused. We are made up of befriender volunteers
who offer companionship and social support such as: a walk, coffee, chat, help

to get and stay in touch with services, company attending appointments.

Let’s BeFriends will keep the information you share with us safe according to
General Data Protection Regulation. We will not pass information to anyone
outside the organisation without your consent.

About the person being referred

L,

Name

Date of birth

Address

Contact number

Email address

How the referred person meets our eligibility criteria

Please tick relevant box and explain a little
more i.e. when does eviction notice expire / are
they sofa surfing / when were they rehoused?

At risk of homelessness (i.e. has been
served with an eviction notice)

Currently homeless (i.e. street
homeless or sofa surfing)

Recently rehoused (e.g. within past
two years) after being homeless

Next of kin / emergency contact for the person being referred

Name

Address

Contact number

Does the person being referred understand what Let’s BeFriends does
and do they consent to the referral being made?

Yes No

Beneficiary
signature

Date

Let’s BeFriends is a registered charity number 1199161
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To be completed by the referrer

Referring organisation

I have known / worked with the individual since (date?)

Benefits of Let's BeFriends — why would the person being referred benefit from having a
befriender?

INTERESTS - hobbies, skills and experience — knowing this will help to match to a
befriender

HOUSING - where has the individual lived over the last year starting with the most
recent. Please state type (i.e. council / private rented / sofa surfing etc.)

FINANCES — which benefits does the person receive (please also note any additional
elements / how much / how often if known). Are you aware of any debts?

HEALTH — are there any concerns about physical and mental health including substance
misuse, disabilities or long-term conditions? Please detail any support in place

Let’s BeFriends is a registered charity number 1199161
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RISK ASSESSMENT - all risk assessment information is treated with extreme sensitivity.
It should not be used as a direct set of questions for the individual being referred,
rather, it should be filled in with information based on:

¢ Information provided by the individual

¢ The professional judgement of the referrer

¢ Observed behaviour

e Referral information (if any)

¢ Information from other services who have worked with the individual

Y | N Y |N

Dangerous Behaviour Emotional/ Mental Health Problems
Incidents of violence Detained under Mental Health Act
If yes, to whom? Known suicide attempts
staff Known self-harm
Other users Dual diagnosis
Friends/ family Bizarre behaviours
Public Anxiety/ depression
Most serious damage caused Severe & enduring Mental Health issues
None Self-care/ Risk from others
Minor injury Incidents of serious self-neglect
Serious injury Incidents of being abused/ exploited
Death Incidents of being harassed
Known incidents of abuse or harassment Accidental harm (e.g. kitchen fires)
Known danger to children Persistent provocative behaviour
Problems managing anger/ impulsivity Tenancy Risks
Sexual assault/ exposure History of lost tenancies due to arrears
Arson History of tenancy related ASB orders
Substance/ alcohol abuse History of tenancies being hijacked

If you have ticked yes to any question, please describe behaviour/ incidents in detail
below including any work your organisation has carried out with this individual that
relate to risk (e.g. who is at risk, where is the risk, factors increasing/decreasing risk)
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Paid statutory support — it would be helpful to know whether the individual being
referred is known to other statutory services and in what capacity — are they currently
disengaged or engaged with that service — include names / contact of the single point of

contact.

Statutory services

Known and
disengaged

Known
and
engaged

Name of single point
of contact
(e.g., key worker)

Contact details
(e.g- email, phone)

Physical health —i.e.
GP / chemotherapy /
wound dress clinic

Mental health —i.e.
crisis team, Birchall
Trust, CMHT etc.

Social care —i.e.
children, young
people & adults

Housing —i.e. LA
housing team,
Floating Support

Drug & Alcohol —i.e.
Inspire / The Well /
Red Rose Recovery

Criminal Justice
System —i.e. police
& probation

Other (please
specify)

Thank you

Let’s BeFriends is grateful to you for taking the time and energy to complete
this referral form on behalf of the individual being referred.

Completed by

Date

Contact number

Email

Please email your referral form to: Ibflancastermorecambe@gmail.com
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Complaints

What is a complaint?

A complaint arises if in some way you are dissatisfied as a result of something
we have done or failed to do, or as a result of the attitude of any member of
our paid or unpaid team.

How to make a complaint

STEP 1 - Please raise any written complaint first of all with the Project
Co-ordinator. We want to deal with complaints as quickly as possible and most
can be resolved on the spot. If your complaint is about the Project
Co-ordinator you should begin at step 2.

STEP 2 - If you are not satisfied with the Project Co-ordinator’s response, or if
your complaint involves the Project Co-ordinator, you should contact the Chair
of the Management Committee. You can write to the chair or speak to them
over the phone.

You will receive a full response within 10 working days, or if some matters
require more detailed investigation, a timescale for a full response will be
given to you.

All complaints will be thoroughly investigated. We will respect your
confidentiality at all times.

If you feel your complaint has not been satisfactorily resolved:

STEP 3 - You have the right to appeal to the Appeal Sub Committee, which
consists of three members of the Management Committee who are not
involved or privy to the original complaint made at Step 2.

All appeals will receive either a full response or an acknowledgement giving a
timescale for a full response within 10 working days. You will be invited to
attend the meeting of the Sub Committee and you may bring someone with
you. The appeal decision is final.
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Equality and Diversity

Introduction

Equality, diversity, and inclusion are central to everything we do here at Let’s
BeFriends. It is our intention to celebrate the diversity of individuals and to
support those individuals to overcome the barriers to their full inclusion and
participation in a good quality of life and society in general.

What do we mean by diversity and inclusion?

We are all unique. We come from different backgrounds, have different family
structures and relationships, come from different geographical places, have
different faith and belief systems, see the world differently and have different
qualities and abilities. Some of these differences are obvious and some are
unseen. Diversity is about positively valuing and harnessing these differences.

Inclusion refers to our own individual lived experience — whether that is in our
personal life, at work, when using the services we need or in wider society —
and the extent to which we feel valued and included.

Let’s BeFriends understands that positively valuing diversity and inclusion can
make organisations a better place to be. It can help us to learn, innovate and
deliver benefits for the individuals we are here to serve. We strive to value
and harness diversity in everything we do, including making our befriending
services and products inclusive and accessible to all.

What is Let’s BeFriends position on diversity and inclusion?

Let’s BeFriends will not tolerate discrimination, victimisation or harassment on
the grounds of age, disability, gender reassignment, marriage and civil
partnership, pregnancy and maternity, race, religion or belief, sex or sexual
orientation.

We are committed to tackling the inequalities and exclusion experienced by
individuals as well as promoting the equality and inclusion of individuals from
diverse backgrounds in everything we do.
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How do we promote inclusion in what we do?

We respect the diversity of each and every individual, understanding they
have different needs, wants, choices, cultures and values. We will do
everything we can to ensure we are as inclusive as possible in all areas of our
work whether that is providing befriending services, within our policies and
campaigning work or as an employer for staff and volunteers.

Why do we do this?

Society cannot improve for anyone while people are treated unfairly because
of their age, or their ethnicity, gender, religion or belief, sexual orientation, or
because they are disabled.

It is unlawful for organisations to discriminate on the grounds of gender,
gender identity, race, religion and belief, sexual orientation and disability in
employment and training, and in the provision of goods, facilities, and services
(except in very limited circumstances).

We believe an inclusive society where all members are treated with dignity
and respect will not only benefit those individuals, but will also help to
develop greater social cohesion, tolerance, stability, and prosperity in the
wider society.

This policy will be subject to regular updates and review - last review January 2022
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Time Off

It is understood that volunteers will have to take time off for holidays, sickness and
emergencies.

Let’s BeFriends wants to ensure that the needs of our beneficiaries are met even when
their befrienders are unable to meet them, so it is requested that volunteers notify Let’s
BeFriends of any break from service whenever possible - for example, by providing
advance notification of planned leave to either the Volunteer Coordinator or the Project
Coordinator (in addition to any beneficiaries that a befriender supports).

Volunteers are not paid members of staff so are not required to complete a
self-certification form or provide GP sickness certificates for periods of ill health. Itis,
however, requested that whenever possible, volunteers advise one of the Coordinators if
they are unable to attend due to sickness as it may be that one of the staff can assist with
meeting a beneficiary’s needs in their absence (for example, by attending / rearranging
planned appointments, completing important paperwork or simply giving the beneficiary a
call to check in with them).

Frequent absence impacts on Let’s BeFriends performance as it affects the level and quality
of service we provide. Frequent absence will be handled confidentially and sensitively but
we must take account of the needs of the charity as well as those of the volunteer. We aim
to facilitate a return to volunteering wherever possible, however, if this is not possible, or if
intermittent absence levels remain high, it may be necessary to take a break from service.

We aim to model self-care and a break from service does not necessarily inhibit a return to
service at a later date - any volunteer who has taken a break and feels ready to resume
with Let’s BeFriends should email |bflancastermorecambe@gmail.com or contact one of

the Coordinators.

This policy will be subject to regular updates and review - last review
06.12.2022
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