
 

 

 

 
 

LOST Support 
procedure 

 
Created: July 2026 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 
 

2 
 

 

 

Contents 
1. Purpose .................................................................................................................................. 3 

2. Ownership ............................................................................................................................. 3 

3. Statement of procedure ........................................................................................................ 3 

4. Getting setup ......................................................................................................................... 3 

5. Receiving a case ..................................................................................................................... 3 

6. Engaging with Service Users .................................................................................................. 4 

7. Data protection & Confidentiality ......................................................................................... 4 

8. Responsibilities ...................................................................................................................... 5 

9. Risk Assessment ..................................................................................................................... 5 

10. Premises ............................................................................................................................ 5 

11. Reports .............................................................................................................................. 5 

12. Procedure Development ................................................................................................... 5 

13. Review ............................................................................................................................... 5 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 
 

3 
 

1. Purpose 

This procedure is to be accepted and observed by all members, staff and volunteers within 
Four Pillars. Breaches of the procedure may be regarded as gross misconduct. 
 

2. Ownership 

This is the LOST support procedure of Four Pillars. The ownership of this procedure is to 
that of the Four Pillars board of trustees, who discharges its implementation to the 
management of Four Pillars. The management may discharge duties to a nominated 
member of staff or volunteer. 
 

3. Statement of procedure 

Our procedure is to provide guidance on supporting individuals within LOST to employees, 
volunteers and service users. We also accept responsibility for all other people who may be 
affected by our activities. 
 

4. Getting setup 

4.1 Once you have been identified to do one-to-ones you will be given;  
- This procedure 
- Email address to log in to Microsoft 
- Password 

4.2 It is important to note that all volunteers using this system will have the same email and 
password. 

 

5. Receiving a case 

5.1 When a one-to-one request is received at Four Pillars staff will review the request and 

assign the service users to a specific volunteer 

5.2 This will be discussed with the volunteer before final allocation, so you are fully aware 

and prepared 

5.3 An email will be sent to the service user thanking them for their request and informing 

them of the volunteer who will be in touch with them in due course 

5.4 An email, complete with the one-to-one request, will then be sent to the shared inbox 

label F.A.O “volunteer name”  

5.4.1 Please refrain from accessing this unless it is addressed to you 

5.4.2 Do not delete any emails unless it is addressed to you 

5.5 Read the one-to-one request and contact the service user by method they have asked 

for (phone or email)  

5.5.1 If this is email and you do not receive a reply within 5 days please follow up with a 

second email advising that you will call within 2 days 

5.6 Once contact has been made, arrange a one-to-one for an appropriate time 

5.6.1 One-to-one’s can be carried out on the phone, at the hub, or in a public location 

suitable for the service user. (café/library/public park) 

5.7 At the start of the one-to-one, check the service user in 

5.7.1  https://forms.cloud.microsoft/e/ZTD4SDjy2s 

5.7.2 Do this each time you have a one-to-one with them 

5.7.2.1 The first time they will need to complete this with you, after that you can do it yourself 

5.7.3 When selecting service, always select; LOST & one-to-one 

5.8 Additionally, please complete the one-to-one recording form sent to you by your 

supervisor and send it back to them on a regular basis and once the case is closed 

5.9 Please see the one-to-one policy for more information about one-to-one sessions 

https://forms.cloud.microsoft/e/ZTD4SDjy2s
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5.10 Each service user is allocated up to 10 sessions, if you feel they require more, please 

speak with your supervisor 

6. Engaging with Service Users 

6.1 To the best of our ability you will be allocated a case based on our knowledge of you and 

their request. (i.e. a parent volunteer will be allocated a service user looking for 

information to support a child. Or a gay man will be given a male service user wanting to 

talk about sexual orientation) 

6.2 This means you should be well equipped to assist the service user(s) you are assigned. 

6.3 However, sometimes the service user does not give all the details for requiring a one-to-

one with Four Pillars, and/or you may build up a relationship and they trust you to divulge 

personal information and in some cases trauma 

6.4 Training is available for volunteers such as;  

- Mental health first aid 

- Dealing with Self-harm 

- Suicide prevention 

- Other available courses as they become available such as gambling awareness, etc 

6.5 Your supervisor and/or the Chief Executive are always available for a debrief should you 

need one. Sometimes service users divulge information that can be hard to hear or 

process, therefore, a debrief is necessary to offload that burden 

6.6 Likewise, you may not always have all the answers for a service user (i.e. best referral 

access) and this is ok. It is ok to tell the service user that you will seek advice from your 

supervisor and get back to them  

6.7 However, we cannot always be prepared for every scenario therefore additional support 

is available 24/7 by reaching out to the Chief Executive. 

6.8 Situations that will require you to contact the Chief Executive immediately are: 

- Danger to life  

- Crime has been committed  

- Anything to do with someone under 18 years old that triggers a “child protection 

issue” (or if you suspect it does). See Child Protection Policy 

7. Data protection & Confidentiality 

7.1 Never promise full confidentiality to a service user, there may be times this needs to be 

broken (i.e. risk to life, child endangerment). See confidentiality policy 

7.2 Discussing a case with a supervisor is not a breach of confidentiality 

7.2.1 However, discussing a case with another volunteer or service user is a clear breach 

7.3 You are using a shared system, therefore it is extremely important you are careful with 

all data  

7.4 All information within the system is strictly confidential 

7.5 If you accidentally open an email/case not assigned to you please ignore the information, 

reset the email to “new” for the intended volunteer 

7.6 Do not, under any circumstances, copy service user information (assigned to you or not) 

on to personal devices/paper. See GDPR & Data Protection Policy 

7.6.1 If it has been agreed that you can use a personal mobile to contact the service user 

please only copy the number and use initials to identify them in your phone  

7.7 Once the case is closed please delete any number, messages, and emails on the 

system to minimise data breaches 

7.8 If you suspect a data breach please contact the chief executive ASAP 



 
 

5 
 

 

8. Responsibilities 

Overall and final responsibility for LOST support procedure is shared collectively by the 
trustees. 
 
The trustees delegate the responsibility of following this procedure to the management team. 
 
The management will: 

• Arrange for the implementation of this procedure in consultation with staff and 
volunteers 

• Arrange for the adequate instruction and training of staff and volunteers in all matters 
related to this procedure 

• Arrange for the contents of this procedure to be known to all staff and volunteers 
 
The staff and volunteers of Four Pillars have a duty to: 

• Follow this procedure 

• Co-operate with the management to ensure that the requirements of relevant 
statutory provisions are complied with 

• Report potential or actual hazards as soon as possible 
 

9. Risk Assessment 

The trustees will ensure that all risk assessments are undertaken for any part of the charity’s 
activities to which they are applicable, copies of these risk assessments are available upon 
written request. 

 

10. Premises 

The management team will ensure that for all premises used by Four Pillars whether owned, 
leased or rented are: 

• Health and safety compliant 

• A full risk assessment has been completed 

• Insurances are in place and displayed 

• Fences are erect and secure at all times, if applicable 

• Gates are manned at all times, if applicable 

• Any potential danger is reported to the management 
 

11. Reports 

The delegated manager/person in charge at each event shall be responsible for making any 
necessary reports relating to this procedure or ensuring that others make such reports. 
 

12. Procedure Development 

The trustees shall endeavour to progressively develop the charity’s procedure on LOST 
support procedure use in response to risks and hazards identified. Specific procedures and 
policies so developed shall be appended to this document and form part of the charity’s 
statement on reporting supporting individuals within LOST. 
 

13. Review 

The effectiveness of this procedure will be reviewed annually by a member of the Four 
Pillars board of trustees. If appropriate, action will be taken as necessary to update our 
procedure to ensure effective delivery on the objectives laid out at the start of this document. 


