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SERVICE POLICY 

 
Mission Statement 

Our aim is to offer counselling to all, regardless of gender, age, ethnic 
origin, sexual orientation, financial status or disability. Where the client 

through an exploration of their own strength and resources come to feel 

more in charge of their lives. 
 

Talk-in-Herts Counselling Services Ethos 
Talk-in-Herts is concerned about the welfare and safety of all who use our 

services and attempts to create an ethos in which all feel safe, valued, 
listened to and respected.  

 
We are also committed to the well-being and safety of young people and 

adults at risk. We review our safeguarding policies and procedures 
regularly. These policies and procedures will be shared with those who 

commission Talk-in-Herts Counselling Services. 
 

We will provide support and training to our counsellors to ensure that we 
meet our responsibilities in respect of safeguarding.  

 

We will ensure that: 
 All counsellors take part in an interview process before appointment 

 Appropriate training and evidence of qualifications is required 
 All counsellors and volunteers will undergo an enhanced Disclosure 

and Barring Service (DBS) check  
 All counsellors will be made aware of Talk-in-Herts Child Protection 

and Safeguarding Adults at Risk Policy and will have had appropriate 
training and guidance in the principles of safe caring. 

 
Talk-in-Herts Safeguarding Policy 

The purpose of the Safeguarding Policy is to inform all counsellors and 
volunteers about Talk-in-Herts responsibilities for safeguarding children, 

young people and vulnerable adults and to make clear how these 
responsibilities will be met. 

 

All practitioners and volunteers working for Talk-in-Herts will be required 
to access child protection training, if working with children, or safeguarding 

adults at risk training and will be aware of their role within the organisation 
and know what procedures to follow. 

 
As part of our work as counsellors is to establish and maintain an 

environment where clients feel safe and are encouraged to talk and be 
listened to, at some point there may be a disclosure from a client which 

appears to be relevant to their own safety and that of their children and 
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or vulnerable adult. In such an event Talk-in-Herts Counselling Services 

would be required to take action. 
 

We are committed to ensuring that we meet our responsibilities in respect 
of child protection and safeguarding adults at risk by treating any 

suggestion of any safeguarding issues both seriously and sensitively. We 
will not carry out any investigation ourselves into a suspected child abuse 

incident but where actual or suspected abuse comes to the attention of a 
counsellor this will be discussed at the earliest opportunity with the client. 

Counsellors should seek advice from the organisation’s Clinical Supervisor 
and TiHCS Safeguarding Officers. If however, the supervisor cannot be 

contacted then the rest of the team should be informed and any advice 
given should be acted on immediately. 

 
Counsellors are encouraged and supported to trust their professional 

judgement and if they suspect abuse has or is currently taking place, to 

report this. All counsellors will be made aware of their statutory 
requirements in respect of the disclosure or discovery of child abuse and 

safeguarding adults at risk and the procedure for doing so. 
 

Counsellors will ensure that all concerns and allegations are treated with 
sensitivity. They will listen to and accept what is being said without 

displaying shock or disbelief but will not promise confidentiality. 
Counsellors will explain what has to be done next and who has to be told. 

In the event of there being a witness to an incident, they should sign the 
reports to confirm their accuracy. Should there be a need for supervision 

following a disclosure all counsellors involved will have access to this as 
soon as possible. 

 
Equal Opportunities 

Our aim is to ensure we provide a safe and caring environment free from 

discrimination for all participants. We will promote and reflect cultural 
diversity. We understand that achieving this will depend upon the active 

involvement of all involved. 
 

We regard ourselves as a Professional Service and will accordingly 
encourage and support all clients using our service in a non-judgemental 

way. Any client accessing our services will be treated with equal respect 
regardless of race, gender, sexual orientation, marital status, age or 

disability. 
 

It will be the responsibility of all counsellors to address any inappropriate 
language, behaviour, attitude and/or belief that may undermine or 

challenge the values and belief systems of others or has left them feeling 
unsafe. Any challenge undertaken by a counsellor will be done in a 

respectful manner and will avoid aggressive confrontation. In the event of 

the issue not being resolved immediately it may be necessary for the 
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participant/s to be asked to remove themselves from the building. All 

counsellors affected by such behaviour will need time to process the event 
and will be offered the time to do so, either in group or one-to-one 

supervision. 
 

A written report of any incident will be written by the counselling staff 
present and submitted to the Supervisor and the Talk-in-Herts team.  

 
Staff Support and Training 

All counsellors will be encouraged to receive relevant training at least twice 
a year whether in-house or accessed through other organisations or the 

British Association for Counselling and Psychotherapy (BACP). 
 

All facilitators will undergo regular Safeguarding training and acquire a 
minimum of Level 1 Basic Awareness training. This training can be 

accessed through Hertfordshire’s Children Safeguarding Board or through 

Children & Young People (C&YP) Workforce Training. 
 

All counsellors will have a minimum of level 5 counselling qualification and 
be working towards the BACP Accreditation process. However, all relevant 

experience and qualifications will also be considered. Accessing CPD 
training is something that Talk-in-Herts promotes and is encouraged. 

 
Supervision by a qualified clinical supervisor is something Talk-in-Herts 

values highly and is best practice and complies with the BACP Ethical 
Framework. All clients accessing Talk-in-Herts services are held in mind 

through this skilled process. The counsellors’ well-being and that of the 
service users are paramount and so supervision is a pre-requisite for any 

counsellor working for Talk-in-Herts Counselling Services and 1½ hours a 
month is the minimum requirement as set down by BACP. In the event of 

a disclosure or a counsellor needing extra support because of the particular 

needs of the service users, extra supervision can be accessed in the form 
of peer supervision. 

 
Staff Disciplinary Policy 

See separate Disciplinary and Grievance Policy.  
 

Complaint against a Talk-in-Herts Counselling Service counsellor 
Talk-in Herts has Professional Indemnity and Public Liability Insurance to 

the value of £5 million, which covers our counsellors and the venues we 
use. If a person wishes to make a complaint against a counsellor the 

following procedure will be followed.   
 The counsellor will be notified that a formal written complaint will be 

made and sent either directly to them and/or to the person 
commissioning the provision 

 If after this procedure there is no successful outcome, consultation 

will be accessed from outside of the organisation 
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‘Whistle blowing’ 
If a Talk-in-Herts counsellor wishes to draw attention to what they consider 

to be bad practice or to other matters which conflict with the interests of 
the service users or other Talk-in-Herts counsellors, the following 

procedure will be used. 
 

Concerns can be raised orally or in writing, but in either event notes of the 
complaint should be kept as a record. This note should include what 

occurred, where and when, and when and to whom the complaint was 
made. In the event of an oral complaint being made the originator may be 

requested to make a written statement at a later stage depending on the 
circumstances. 

 
Depending upon the seriousness of the issue, the complaint made by the 

staff member should go to: 

 The rest of the Talk-in-Herts team or 
 The Talk-in-Herts supervisor  

 
If any staff member is unsure who to contact they can telephone the BACP 

for advice. If the staff member feels that the issue is sufficiently serious 
for it to be put in writing, they can write directly to one of the people listed 

to above, marking the envelope “Personal”. This will be opened by the 
person concerned who will give you a response within 7 days. This can be 

sent to your home address if the complainant indicates that this is what 
they want. Recipients of complaints will treat these seriously and will not 

dismiss them without due consideration. 
 

Further guidance on ‘whistle blowing’ is to be found in The Public Interest 
Disclosure Act 1998 which points out that while issues raised anonymously 

will still be looked into, it is much better for complainants to identify 

themselves so the matter can be properly dealt with. Everything possible 
will be done to protect the identity of complainants, but they may be 

requested to act as a witness if disciplinary or other proceedings follow the 
investigation of the issues raised. If an issue is raised under this procedure 

in good faith and believed to be true the Public Interest Disclosure Act 
1998 protects the complainant from any repercussions on their present 

position or future career.  
 

The Act does not protect anyone who is acting maliciously, making false 
allegations or who is seeking personal gain. Employees who are the subject 

of complaints will be investigated in accordance with the appropriate 
disciplinary representation at the investigatory interview. 

 
Risk Assessments 

Talk-in-Herts is aware of the need to promote health and safety within the 

working environment. See separate Health and Safety Policy. If the 
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scheduled counselling session has to be cancelled as a result of the venue 

not being approved then the counsellor will be responsible for informing 
the client. 

 
Lone Working 

Lone working means continuing to work when the client and other 
members of the organisation have already left. All staff should: 

 
 Ensure that the Facilities Manager is aware they are still on-site 

 Take all appropriate steps to keep themselves safe when working 
alone 

 Ensure they have means to summon help in an emergency  
 Ensure they do not put themselves or others at risk 

 
Violence against Counsellors, Centre staff or clients 

If any of the above persons is subjected to any aggression on any Centre 

premises during the day or evening the Centre Manager must be informed 
immediately. Appropriate steps will be taken by the counsellors, centre 

staff or Facilities Manager to deal with the situation. Should this prove to 
be insufficient support then a 999 call should be made and an incident 

report number recorded. 
 

Counsellors must complete an ‘Incident Report Form’ when any violent 
incident takes place, whether injury occurs or not. Once the form has been 

completed it should then be kept on file for future reference. A copy should 
be made available to those involved in the incident. It is advisable for the 

counsellor to have another person with them as a witness when dealing 
with such an incident. In the event of a client being subjected to any 

aggression the Lead Counsellor should take appropriate steps to make the 
situation safe for all; e.g. lead client to safe place and contact the police.  

 

Accidents 
All premises being used by Talk-in-Herts counsellors will have had 

undergone a Risk Assessment by a designated team member prior to use. 
This should eliminate most of the potential hazards but in the event of an 

accident happening, whether inside or outside the premises, this must be 
recorded in the Talk-in-Herts Counselling Services Accident Report Book.  

 
Any action needed to be taken after such an event should be recorded and 

fed back to the site manager/caretaker. It will be the task of the 
designated team member to make sure that the hazard/risk has been 

eliminated to protect further harm to counsellor and client.  
 

Data Protection 
Our data controller is registered in accordance with the 1998 Data 

Protection Act, Registration Number: Z3101619.  All our data is fairly and 

lawfully processed and kept secure as required.  
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Volunteer Policy 

See separate policy. 
 

 
Updated: July 2016 

 
 

 
 A copy of all our policies will be kept up-to-date and accessible to counsellors and volunteers 

in the member’s area of our website. 
 


