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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
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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
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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
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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.
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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
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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
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Expenses and Reimbursement

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
transport

Motor vehicle
Motorcycle
Bicycle

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

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

Full reimbursement will be made for the cost of travel tickets -
bus or train fares. Appropriate receipts, used tickets, or ticket
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

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

2. Volunteers are asked to calculate their mileage from postcode
to postcode using the shortest route via Google Maps.

3. An appropriate receipt for non-mileage expenses listed must be
attached to the expense form given to the Project Co-ordinator.

4. 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.

5. Volunteers are asked to submit claims within one month of
incurring the expense.
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Boundaries

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

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

● 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.
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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
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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
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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
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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

● 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
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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:

● 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.

● To protect the safety and welfare of an individual who may be at risk
of serious harm

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

The position on confidentiality is made clear to all connected with Let’s
BeFriends. The Management Committee and staff are responsible for ensuring
that the requirements of this policy are met throughout the project.

Procedures
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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.

25
Let’s BeFriends is a registered charity number 1199161



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

● 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
such as, park, town centre

Meeting inside in one of our
partners’ venues

First Aid 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.

Contact the First Aider on duty in
the building who will take the
appropriate action. Alternatively,
contact NHS 111 in non-emergency
and 999 in an emergency. If in any
doubt, ring 999.

Incidents
and
Accidents

Report any incidents and accidents,
however minor, to Project
Co-ordinator who will record in the
LBF accident book and take any
appropriate action.

Report any incidents and accidents,
however minor, to the building
manager who will record in the
partner’s venue accident book and
take the appropriate action.

Hazards Hazards can be present in every
environment. Try to avoid running
and watch out for any uneven or
defective surfaces underfoot. Care
should be taken when climbing or
descending stairs especially when
slippery underfoot.

The use of an office/ space in a
partner building is ‘low risk’ in
health and safety terms. However,
hazards can be present in every
environment. Helping to keep the
place tidy and clear of obstructions
and spilt liquids will minimise risk.

Display
Screen
Equipment

Befrienders who need to use a
computer when supporting their
Beneficiary should organise their
time so that computer work is
interspersed with other activities.
Short, frequent breaks are better
than occasional, longer breaks: 5
minutes every hour is better than
15 minutes every 2 hours.

When using a computer, it is
important to adapt the furniture to
fit the body, so the lower back is
supported. The screen should be
just below eye level and at a
90-degree angle to windows.
Remember to look into the
distance periodically at least 20
feet away and do regular stretching
exercises.
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Lifting and
Handling
Bulky or
Heavy
Objects

Befrienders are not required to lift
or move any objects as part of their
role. Lifting and handling loads
incorrectly can cause serious injury
and general fatigue.

Back trouble is the greatest cause
of absence from work. It is
important to take special care of
your posture especially when lifting
and handling but also when sitting
down for any length of time.
Maintaining an upright position
with the chair supporting the small
of your back is recommended.

In the event of being called upon to
handle bulky or heavy objects, only
lift or move what you can easily
manage. Please observe the good
handling techniques below:

● Examine the object for size,
shape and weight. Decide how
and where to hold. Check for
grease, oil and sharp edges.

● Clear your path of
obstructions and tripping
hazards.

● Know where and how you will
let the object down

● Get help if you have doubts
about lifting objects

Electrical
Equipment

Electrical supply cables and wires
can be a tripping hazard. Electrical
equipment and water are a
dangerous combination. Stay away
from electrical equipment with wet
hands and in wet areas.

Electrical equipment is regularly
checked in our partners’ buildings
and is normally safe when properly
used. It is not advisable to attempt
any electrical repairs unless
authorised. Disconnecting
electrical equipment before
moving it and when not in use is
good practice.

Fire
Precautions

Make sure the meeting places and
the routes taken are familiar and as
safe as they can be.

Be aware of the position and use of
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
Drugs

Do not use or be under the
excessive influence of drugs and
alcohol in the presence of each
other. This is one of the
non-negotiable boundaries of the
befriending relationship.
Befrienders are asked to part
company at the earliest
opportunity and report all breaches
to the Project Coordinator
immediately.

The use of drugs and alcohol is not
permitted in any of our partners'
buildings. Befrienders are asked to
part company at the earliest
opportunity and report all
breaches to the Project
Coordinator immediately and
inform the building manager if
assistance is required.

Smoking Befrienders are permitted to smoke
where and when it is appropriate
to do so.

By law smoking is not permitted in
any of our partners' buildings. Use
the external designated smoking
areas.

Mobile
Telephones

Befrienders are advised to carry
fully charged mobile phone with
them in case of an emergency.

The law on mobile phones deems it
illegal to use hand-held mobile
phones or sat-nav devices while
driving as hands-free devices
should already be set up prior to
the drive.

Some partner agencies have a
supply of mobile phone chargers /
are willing to let service users
charge their mobile phones whilst
they access the building - informing
your Beneficiary of these services
can be of vital importance -
particularly when you support
someone who is street homeless or
who is struggling to pay their
electricity bills.

Infectious
Diseases/
Conditions

Befrienders and Beneficiaries who
have or suffer from infectious
diseases 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

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.

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
Working

Befrienders are advised to use
sensible measures to ensure their
safety when working alone and
when travelling to and from
appointments with the Beneficiary.

Read and understand our Lone
Working Policy before undertaking
any lone working and adhere to its
guidance at all times.

Follow all of the entrance and exit
protocols in place at our partners
venues including signing in and out
of registers.

Many partner buildings have panic
buzzers and it is good practice to
understand where these are in case
of an emergency

Personal
Safety

Abuse is not acceptable within the
befriending relationship.  If any
physical or verbal abuse occurs
then Befrienders are asked to part
company at the earliest
opportunity and report all breaches
to the Project Co-ordinator.

Befrienders are not to put their life
or the life of others attempting to
prevent an act of violence.

Taking reasonable care of ourselves
and other people who may be
affected by our acts or omission is
extremely important.

Acting in a way that could
endanger ourselves or other
people such as, playing practical
jokes, using provocative language
or gestures is unacceptable.

Stress It is the aim of Let’s BeFriends to
ensure that Befrienders and
Beneficiaries are kept safe and
healthy and are not subjected to
excessive responsibilities, onerous
befriending practices and a

It is also the aim of Let’s BeFriends
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:

● Accidents or sudden illness when there is no one there to summon help
● Violence or the threat of violence
● Fire
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● Attempting tasks which cannot be done by one person alone
● 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
risk

Befrienders are advised to leave a situation immediately the moment
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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Safeguarding

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:

● a single or series of actions of abuse
● deliberately or unknowingly causing harm
● 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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January 2022 -awaiting review which was due to be conducted by Lancashire

Safeguarding Adults Board in March 2021
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Referrals
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:

● 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

● Staying in Lancaster and Morecambe area

● Need 3 hours a week of companionship and social support

● Able to make and attend social outings

● Actively want a befriending relationship

● 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
lbflancastermorecambe@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

Source: LBF Boundaries Policy
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This policy will be subject to regular updates and review - last review January 2022
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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.  It is,

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 lbflancastermorecambe@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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