Hiyos Helpers
TRAINING GUIDE
We're very happy to welcome you to the Hiyos Helpers Volunteering Programme. Thank
you for volunteering - we know you'll make a big difference to other patients' lives...!
Before you get started we need to train you in a few areas so that you're on the top of
your game when you start helping other patients!
Apologies if you know some of this already, but please bear with us while we remind
you, because it's quite important...

What's included in this guide?
Included in this pack is some basic training on the types of skills and knowledge you
might need as a Hiyos Helper.

Getting yourself online
Communication
Safeguarding
Calling patients
Boundaries
A word on policies

Getting yourself online
Before you start helping patients we need to make sure you're comfortable using our
online services yourself, and familiar with our website. It's really important you are
used to logging on to your online account and understand the way in which patients
can access our services.
Your account
You should already have a username and password to access your account, but if you
don't, please let the Hiyos Helpers Programme Contact know.
To familiarise yourself with our online services and how to use your account, click on
each image below to watch a short video. There is also plenty more on our website.

A summary of all services

Get online!

Online messaging

Prescriptions

Medical records

Communication
Good communication skills are central to the Hiyos Helpers Volunteering programme. Our
Helpers need to have the ability to speak to patients appropriately and do the right
things while listening.
In any situation there can be things that prevent good communication from taking
place. Barriers to communication can be either internal or external.
Internal and external barriers
Internal barriers are factors inside yourself, which prevent you from interacting in the
best way. For example, personal concerns or lack of confidence/skills/experience.
Factors outside yourself may hinder your communication - it may be that you have a
noisy background which is making it hard for the person you're talking to to listen, or
that you have too many distractions making it hard for you to concentrate on what the
other person is saying.

Other barriers can include:
Talking too much or talking over the other person
Say that you understand when you don’t
Constantly come up with answers or try to solve all their problems
Talking to someone else in the room
Pre-empting what the other person will say
Being judgemental
Verbal communication
When it comes to communication, research has shown that words are not the most
important part; there is also tone and pace.
Equality
During your role, you will be supporting a range of individuals from diverse
communities, with different backgrounds and skills, and we ask that you respect
every individual’s beliefs and that nobody is treated less favourably or excluded in
any way.
Active listening
Active listening is a key tool where the listener fully concentrates, comprehends,
responds and retains what has been said. In doing so, you understand accurately
what the person speaking to you is trying to say and it reassures them that you are
there and that their voice and opinion matters. Demonstrating that you are actively
listening over the telephone can be challenging. A very useful technique is summarising
the information back to the speaker; informing them that you have paid attention and
taken a genuine interest in what they are saying. This simple step can result in boosting
their confidence, making them feel valued and appreciated.

Question styles
The type of question style you choose can really help shape the dynamic of the
relationship with the person you will be supporting. For instance, open questions
encourage someone to engage in a deeper response or exploration of what they want
to communicate e.g. “Have you had a good day?” rather than “How was your day?”
Whereas closed questions reduce options of exploration and invite a limited
response. Close-ended questions can be used most successfully when you want to
clarify something that has been said previously and you want a definitive answer.

Do prepare yourself and
remove any potential distractions
Be patient. A pause, even a long pause, doesn’t
always mean that the speaker has finished.
Silence is also okay.
Do reflect back on what has been said to confirm that
you have understood
Do focus on the other person’s agenda
Do ask questions that serve a purpose and
encourage the other person to expand
or explore

Don’t ask leading questions –where it is
the questioner taking the lead and
imposing his or her views on the other
person.
Don’t ask too many questions or multiple questions –
leaving the other person feeling threatened or
pressurised into saying more than they feel
comfortable with.
Don’t talk over the other person
Don’t make quick judgements

Safeguarding
Safeguarding refers to the processes and actions we take to promote the welfare of the
individuals we support and protect them from harm.
Safeguarding involves keeping individuals, who may be at risk, safe from abuse and
maltreatment, ensuring they have the best outcomes and are provided with safe and
effective care, and that they are able to grow and develop happily and healthily without
the risk of abuse or neglect.
Forms of abuse can be in the shape of physical, emotional, sexual, neglect/self-neglect,
financial, discriminatory and institutional. We want you to be alert of any signs of abuse
or anything that may concern you and always raise your suspicions.
If in the event you are told about abuse - your Hiyos Helpers Volunteering
Programme Contact should be your first point of contact. Be assured that it is always
better to mention a suspicion that is incorrect as oppose to not mentioning it at all.
If you are told about abuse:
Remain calm and try not to sound shaken
Listen carefully
Be sympathetic
Let the person know that: They did the right thing to tell you and, you will have to pass
this information onto the Hiyos Helpers Volunteering Programme Contact
Make notes about what you were told as soon as possible; brief, factual and relevant
Report immediately to the Hiyos Helpers Volunteering Programme Contact

Calling patients
As part of your role as a Hiyos Helper, you may be asked to call a patient to help them
with something. It's a really good idea to be fully prepared in advance for that call:
Make sure you have a brief profile of the person e.g. name, telephone number, patient
questionnaire return and requested support.
A note-pad specifically for the purpose of this role to make and keep notes, or any
other preferred method
A quiet and comfortable place to make the call
Accessibility to this guide in case you need to refer to any relevant sections
If you have agreed to support more than one person, make sure that you take time
between calls to look through and amend the notes you have made ensuring the
information is accurate.
Introduction is key
People who are in need of support are often in contact with several organisations and
knowing who they are and what they do can become confusing.
Being clear about how you have access to their details, who you are and why you’re
calling will help foster greater understanding about what the service entails. It may be
necessary, particularly during your first few calls, to remind the person you are
supporting of this. Let the person know that you are a volunteer who is part of the Hiyos
Helpers Volunteering Programme. For example:

Hello, am I speaking with John?
Hello John! Your details were given to me by
Nurgas, my Hiyos Helpers Contact at Hiyos.
My name is Natalie and I am a volunteer at
Hiyos. Is it correct that you need
support…………………..?

You may find that this initial introductory call leads to other conversation unrelated to
the person’s needs. If so, this is a great opportunity to begin building a rapport
and getting to know the person you will be supporting:
Ask about their day
Ask about them – So, tell me a little about yourself
How do you feel about what is going on?
Are you keeping busy?
Do you have any hobbies or have you started any new ones recently?
Open ended questions
If you are asked something that you are not sure about, please be honest and let the
patient know that you don’t know and tell them that you will find out.

Making a follow up call
As per your first call, ensure that you are prepared for the chat by checking that you
have all the things that you need. You may need to remind the person who you are and
why you are calling.
You can refer back to some of the examples shown in this training pack for more ways of
opening up conversation. However, at some point during your call, you will have to make
sure to ask key questions that you will report back to your Hiyos Helpers Volunteering
Programme Contact.
It may be necessary to refer back to the person’s profile that was given to you. If any
new needs are established, write these down and report back to your nominated
volunteer manager. Reassure the person by letting them know that you will make your
volunteer manager aware of the new practical needs raised and that someone will be in
touch with the way forward.
Before ending your call, ensure that you have agreed on a mutually convenient time for
your following call.

Boundaries
Boundaries are the guidelines that will help protect both you, as a Hiyos Helper, and
the person you're helping. They make sure that a safe and effective service is being
provided.
Also, because some of the things you are asked to do, or not asked to do, as a volunteer
are perhaps different from what you might instinctively do yourself, it's useful to
understand why these boundaries are so important.
As a Hiyos Helper, please do not:
Give the person you're helping your contact details; incl. phone number, address etc.
Offer counselling, therapy or give clinical advice
Promise to keep secrets- you may have to pass on any concerns to your Hiyos
Helpers Volunteering Programme Contact
Discuss or share financial details
Accept gifts from the person you're helping
Solve all problems which may arise
Engage in actions, language or opinions that are inappropriate or offensive
Exceed the pre-set period of time with the person, listening and chatting
The relationship that you'll be establishing with the person or people that you'll be
helping is unique in being both personal and professional at the same time, so it has the
potential to be confusing. All the more important that boundaries are established,
understood, communicated and maintained – for the sake of the person being
supported, you and other volunteers and Hiyos.
Do remember to be open minded and put yourself in others’ shoes
Don’t treat anyone less favourably or exclude anyone because of their background
Do treat others the same way you want to be treated
Don’t accept or ignore any disrespectful behaviour, and ensure that you inform your
Hiyos Helpers Volunteering Programme Contact
Do respect everyone
Don’t be biased

Maintaining the boundaries: the challenges
Even if we know what they are and understand the importance of the boundaries of the
service, you may encounter situations when it's hard to maintain them. Most often these
situations are where the hopes/expectations of the relationship don't fit with the
boundaries set. In some cases, it may be instinctive for you as a Helper to go the extra
mile and bend the rules to do something that may feel beneficial for the person you're
helping. Saying 'no' can be challenging and that's why it's important to be clear about what
your role is with the person you're helping from the very beginning.

Keep in mind 4 key questions:

1. Is it within the context of the project?
2. Is it realistic?
3. Am I the best person to deal with it?
4. Do I need to talk to someone else about this?

Be clear about what you can and can’t offer!

A word on policies
As you'll be having contact with patients we expect you to comply with our data
protection policy, in order to keep your and our other patients' data safe. We will send
you a copy of our policy to read and sign before you embark on any individual
volunteering project.
We also need to make sure you follow other policies which may be relevant to your work
as a volunteer. We will make sure you have a chance to read and understand these
policies in advance.

Optional: Further training and recognition
If you want to undertake further training and education about volunteering, HelpForce,
in association with Health Education England, have a national volunteer learning hub (inline with National Volunteer Standards) which includes further guidance, learning and
useful courses. This may help you increase your skills, knowledge and confidence as a
volunteer. https://volunteerlearning.community/

THANK YOU
LET'S GET
STARTED!

