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1. Purpose 

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

2. Ownership 

This policy is the one-to-one policy of Four Pillars. The ownership of this policy 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 policy 

Our policy is to provide guidance on providing one-to-one support to employees, volunteers 
and service users. This Policy should be interpreted in the context with other relevant 
organisational policies such as safeguarding children & vulnerable people, confidentiality 
and others. 
 

4. Principles of policy 

4.1 This policy has been created to provide guidance and advice to all in the organisation 
who will be engaging in one-to-one meetings in their varying forms 

4.2 It is also designed to ensure best possible practice for effective communication in such 
situations 

4.3 Four Pillars’ aim is to put in place procedures which will keep staff, volunteers, service 
users and visitors safe in one-to-one situations 

4.4 This policy cannot cover every potential one-to-one meeting and additional advice can 
be sought from the CEO, Child Protection Officer and trustee 
 

5. Guidance and advice 

5.1 Training to carry out one-to-one’s, including Mental Health First Aid, Active Listening 
skills & ASIST will be made available to all staff and volunteers 

5.1.1 Follow the Training Procedure when completing training so that all training is 
recorded and can be reviewed 

5.2 Staff are informed about the need for a one-to-one via a contact form on the website 
which is then forwarded to the relevant individual 

5.2.1 Where there is a walk in asking for a one-to-one speak directly with the line manager 
before commencing 

5.3 when arranging a one-to-one meeting:  
5.3.1 Prepare for the meeting, where possible 
5.3.2 Ensure someone, colleague or responsible adult, will be close by 
5.3.3 Think practically about arranging to meet service users after organisation hours 
5.3.4 Ensure that you know what you will be talking about during the meeting or where the 

meeting has been requested by another party, you know the reason they have asked 
for the meeting? 

5.3.5 Consider if there is other information you need to obtain before the meeting 
5.3.6 Inform your Line Manager about critical meetings and invite an appropriate colleague 

if you see the need or a potential for conflict 
5.3.7 Consider how you will notify the individual about the meeting 
5.3.8 Note taking whilst carrying out a one-to-one and/or providing regular one-to-ones is 

permitted. With the following conditions;  
5.3.8.1 Names must not be on the document, use initials 
5.3.8.2 The document must be kept in a secure location between meetings 
5.3.8.3 Once the one-to-one ends the document must be securely destroyed 
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6. Environment  

6.1 Ensure that meetings take place in rooms which are adequately sized for the amount of 
people using it. This is to guarantee that all persons are comfortable during the meeting 
and that personal space is not violated. This also promotes anti-oppressive practice 

6.2 Choose the location carefully – the environment should be appropriate, in that it shows 
acknowledgment to the other person and it shows that you value the meeting 

6.3 The environment for meetings should be chosen to show that the meeting is valued and 
configured in a way that promotes dignity 

6.4 Ensure that any room or office is visible from the outside. Do not close blinds or obstruct 
view 

6.5 The location also needs to be unlikely to be disturbed – this will signify to the person that 
you are meeting that you respect their presence and are able to listen to them 

6.6 It is better to position yourself closest to the door of the meeting room, for safety 
However,  

6.6.1 ensure the service user has an unrestricted access to the exit, so that they can leave 
at any opportunity they choose without feeling that they are being blocked 

6.7 Plan a ‘get out clause’ or an exit strategy in the event that something happens which 
could put you/or the other person at a health and safety risk e.g. you can ask a colleague 
to call you to an ‘urgent’ meeting at a predetermined time During the meeting 

 

7. During the meeting 

7.1 Start by reassuring the service user there will be no judgement from you or anyone else 
in the organisation 

7.2 Make clear our confidentiality policy. Never say ‘this will be between you and me’, 
making it clear that you will have to disclose information if you believe someone is at 
risk. See safeguarding policies 

7.3 Set a clear timeline 
7.3.1 One-to-one’s should not last more than 1 hour at a time 
7.3.2 The last 15 minutes should be about setting goals and service user expectations 
7.3.3 When carrying out regular one-to-one’s with a service user, a review of what you 

have discussed and where the service user would like more support, should be 
carried out every 6 sessions. - This helps keep focus and prevents the service user 
becoming reliant on your contact 

7.4 Use your knowledge, or search the organisation database, to make appropriate referrals, 
including to other Four Pillars projects 

7.4.1 Reassure the service user this is not “passing the buck” and you will continue to 
support them where appropriate 

7.5 The likelihood is that the person you are meeting is telling you something delicate they 
want you to know and possibly act on 

7.6 Listen to the person you are meeting and allow them to speak 
7.6.1 Active listening is very important, asking questions when appropriate. However,  
7.6.1.1 this should be to help the person clarify their thoughts and not to drive your own 

opinion forward 
7.7 Draw on your own experiences (display empathy) to help advise the service user, but do 

not tell them what to do 
7.8 Do not get too personal about yourself, if they continue to ask you questions about you 

and your experiences; remind them you are here to talk about their experiences and 
support them 

7.9 If the person faces a dilemma or problem during the meeting, ask them how they think 
this can be resolved and what they would like to do 

7.9.1 This encourages the person to think for themselves and find solutions to problems.  
7.9.2 It also empowers them to make their own decisions 
7.10 Acknowledgement of the person’s abilities to make their own decision, will show that 

you respect and value their thoughts 
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7.10.1 This is likely to help a trusting relationship develop and encourage any interactions in 
the future to be positive 

7.11 Do not comfort the service user by way of physical contact and/or hugs. Where 
someone is upset, provide tissues, allow for quiet time and ensure your tone of voice 
matches the situation 

7.12 Never promote the practice/use of; 
7.12.1 Illegal activities 
7.12.2 Drugs or Alcohol 
7.12.3 Self-medication 
7.13 It is possible to have a healthy discussion about the above, without promoting these 

and/or “shaming” the service user for such practices. See 7.1  
 

8. Referrals  

8.1 Referrals are often required to provide the service user the correct support for their 
situation 

8.1.1 Where this is necessary, discuss with the service user where you would like to refer 
them too and get their permission 

8.1.2 Encourage the service user to make direct contact. (self-referral)  
8.1.3 Where this is not possible; only provide the other organisation relevant information. 
8.1.3.1 Name 
8.1.3.2 Contact details 
8.1.3.3 Brief reason for referral 
8.1.3.4 Confirm the service user has given you permission to provide this information 
8.1.4 Follow up with the service user at a later interaction that the organisation has made 

contact and they are working with the service user 
8.2 During a one-to-one meeting an unexpected disclosure may take place, which gives rise 

to the physical or emotional safety of a person 
8.2.1 This could include concerns about Child Protection that are disclosed during a 

meeting 
8.3 If this occurs:  
8.3.1 confidentiality should not be promised. See safeguarding policies 
8.3.2 Explain to the person that they have done the right thing, that they will be supported 

and then explain what has to be done next i.e. report to Four Pillars CEO / 
Designated Safeguarding Person 

8.3.3 Should a disclosure happen out of organisation hours and you are worried for the 
safety of a service user or other person, please call the CEO and/or the police 
directly 
 

9. Travelling in a car  

9.1 Except in the case of an emergency or unforeseen circumstances; staff should not need 
to drive a service user in a car alone or otherwise 

9.2 If there is no alternative; 
9.2.1 Ensure the correct driver insurance is in place  
9.2.2 Discuss with your Line Manager, to ensure that the journey is necessary and 

appropriate 
9.2.3 Have a clear timeline of the journey and contact your line manager when the journey 

has ended 
9.3 For service users under 18 years of age, see Child & Young Persons Interaction 

Procedure.  
9.3.1 Discuss with parent/carer, where possible, that you will be travelling with the service 

user 
9.3.2 inform of reason for travel, destination and approximately how long the journey will 

take  
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9.3.3 Inform your Line Manager and another colleague that you will be with a young person 
in a vehicle 

9.3.4 Seat the service user in the back seat of the car  
9.3.5 Where a service user is distressed, take a colleague, who sits in the front of the 

vehicle with the driver 
 

10. Responsibilities 

Overall and final responsibility for this one-to-one policy is shared collectively by the 
trustees. 
 
The trustees delegate the responsibility of following this policy to the management team. 
 
The management will: 

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

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

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

• Follow this policy 

• 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 
 

11. 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. 

 

12. 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 

• Any potential danger is reported to the management 
 

13. Reports 

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

14. Policy Development 

The trustees shall endeavour to progressively develop the charity’s policy on one-to-one 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 
one-to-one support. 
 

15. 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. 
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Appendix 1 

Volunteer Support + Advice Guidance  

This is a supporting document to the Four Pillars “One-to-One” Procedure, where there are 

contradictions or disputes, please differ to the One-to-One Procedure. 

Four Pillars core values: 

• Non-judgmental 

• Individual focused 

• Friendly & welcoming to all 

Four Pillars Political issues  

• Disability inclusive  

• Not political party affiliated  

• Pro inclusion & diversity in all aspects 

When interacting with service users or communicating as a representative of Four Pillars it is 

important to keep our aims, core values and political views in mind, as it is imperative that 

these are always upheld. 

When communicating with and providing support to service users personal subjects are 

often discussed, it is important that you refrain from giving too many personal details about 

your own life/experiences as possible, this is both to protect your safety, and to ensure that 

Four Pillars is not interpreted to be advising service users on personal matters. Below are 

some examples: 

Many of our service users are part of the transgender community and may be on, or trying to 

access, Hormone Replacement Therapy (HRT). If this is something you have experience 

with it might be appropriate to share that you have been through that process, how you 

personally felt and general advice (always NHS GICs in this example). It would not however 

be appropriate to share which medications you are/were taking, places to get those 

medications outside of a doctor's prescription etc. Recommendations of medications and 

medical procedures should only be given by medical professionals, we can support 

individuals as they go on that journey, however we cannot direct people on how to access 

treatment. 

Some service users may choose to discuss their romantic relationship(s) and partner(s), 

having these discussions is fine but it is important to refrain from giving advice. If you believe 

the person is in danger or is being mistreated you can comfort that person and let them 

know support is available, you should also make a member of staff aware of any concerns 

you have, so support can be provided/signposted.  

It is important to refrain from recommending or glorifying practices that do not align with Four 

Pillars aims and values, examples of this would include but are not limited to: unsafe sex, 

cruising, chem-sex, illicit drug use, any illegal activities. We do not judge anyone who 

engages in these practices, whether that is service users or volunteers/staff, however 

discussing/recommending these practices with service users is not appropriate. If a service 

user divulges that they engage in any such practices, we can provide support and 

information so that they can do so as safely as possible or take steps to stop such practices. 


