
 
  
 
 
 

 
 

Guide to being a Check and Chat volunteer  
 

Thank you for signing up to offer a regular telephone call to an isolated member of our 
community. Check and Chat calls can help people to feel connected and bring benefits to you 
as a volunteer.  
 
Please follow this guidance in your role:  
 

Agree in advance the frequency and length of each call  
 
At the end of each call, confirm when the next phone call will be.   Please note: a total of 1 
hour Check and Chat calls can be provided to an individual each week. This may be best as a 
couple of 30 minute calls to break up the week.  
 
Before making a call try to find a calm setting where you will not be distracted.  If your phone 
call is not answered, we advise that you wait five minutes if you can, and try calling them 
again. If you are concerned about the person, please inform your coordinator/organiser.  
 
Boundaries  
 
Do not offer advice. The Check and Chat relationship can give empathy, support and comfort, 
but should not be giving medical advice, financial guidance or promising anything to the 
service user. Your relationship can focus on the “being there for” and not “doing for”.  
You should not offer to do shopping, handle cash, swap phone numbers and so on. If the 
person you have been matched with requires a volunteer to do shopping, collect prescriptions 
or has other needs, please ask them to telephone the Hantshelp4vulnerable helpline on 0333 
370 4000.   Be clear that this is a time-limited relationship.  
 
Privacy  
Make sure that the person is happy for you to store their number.  
Before making a call, hide your number if using a personal phone:  
 

 To hide a number from a landline dial 141 and then dial the number.  

 For an Android device go to the phone, press the vertical 3 dots for a drop-down menu 
and select settings, select supplementary services, select showing caller ID, click hide 
my number. 

 For an Apple device go to settings, select phone, select show my caller ID, slide the 
circle to the left to hide number and back to right (green) to show number.  

 



Do not share home address details.   If you have any concerns about an individual, please 
contact your coordinator/organiser.  
 
Structuring the conversation  
 
What to do   
 

 Think about topics of conversation in advance  

 Listen carefully and allow the person to set the pace  

 Ask them questions, but also let them ask and learn about the community and what 
is happening in the World.  

 Give them clarification that you are listening but do not interrupt  

 At intervals, sum up what they have said to ensure you have understood them 
correctly  

 
Open/helpful statements:  
 
“Perhaps you can tell me more about that”  
“It might be helpful if you could tell me what happened”  
Open/helpful questions,  
“Can you tell me what happens when you are unable to leave the house?”  
“What sort of things do you do when you are worried?”  
Please use the opportunity to check on their welfare:  
“How are you feeling?”  
“Do you have enough food?”  
“Do you have your required medication?”  
 
If they require support to access food/essential supplies or prescription medication, please 
ask them to telephone the Hantshelp4vulnerable helpline on 0333 370 4000.  
 
What not to do  

 Refrain from reassuring that everything will be alright and you can make things 
better  

 Divert the conversation away from what the person is saying  

 Assume you know everything about the situation  

 Don’t tell the person what to do  

 Offer sympathy (could make someone feel more helpless and worthless)  
 
DO NOT USE Closed/Unhelpful Questions/statements:  
 
“What are you going to do about it?”  
“You’ll be fine, don’t worry”  
 
If you are asked questions about coronavirus  
Only provide information taken from reliable sources:  



The latest government guidance about coronavirus can be found at 
www.gov.uk/coronavirus  

and NHS guidance at www.nhs.uk/conditions/coronavirus-covid-19/ 

 
Make sure you understand fully any information that you give. Check information has been 

understood with your service user before moving on. If you are asked a question by the 

service user and you do not know the answer, please admit this. You can offer to look into it 

and get back to them with the correct information. If you are not comfortable with this, please 

speak to your coordinator/organiser. 

For further guidance or support, please contact Hart Voluntary Action on 01252 815652 or e-

mail info@hart.gov.uk 
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