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Mutual Aid Group for Rye and surrounding area

LISTENING SUPPORT PROTOCOL

We care about residents who might be feeling overwhelmed, lonely or
frightened at this difficult time.

We have numerous volunteers who have offered to “have a friendly chat”

We now have a core team of experienced listeners (The listening support

team) who will have their own protocols and recommended resources to
deal with referrals from the dispatchers

Dispatchers may also find themselves affected by difficult calls they have had to deal with,

they can make contact with the listening support team themselves and can also refer
volunteers who may feel they need some support.

This Flowchart will guide dispatchers dealing with calls where it is apparent that a resident is
feeling overwhelmed, lonely or frightened.

Resident, neighbour or relative calls.

Volunteer reports Take details (name, phone number, address)

back to dispatcher
with concerns about
a resident expressing

distress or despair

‘ Does the caller express

distress or despair?

YES l Y

Take some information if
possible. eg: do they live
alone? Do they have family?
Are they receiving support?

Inform the caller you will
; NO
Do they appear in arrange for someone
immediate danger? to call them back.

YES l
NO Y

Is there a responsible adult with them? « End call sympathetically
* Remind them they can call again
YES l * Make referral to Listening Support Team
(See daily dispatcher update email
Can they fransport to A & E? for contact details of the day)

NO
Y

End call and log




