
Lunch Positive Confidentiality Policy 
 
Confidentiality – Service User Guidelines 
 
Everyone using our services, service spaces and activities, working or volunteering for the 
organisation, has the right to be respected and is expected to show respect for others. 
We hope that you will find our services and support spaces to be places where you can feel free 
to talk, share and in the case of many services, enjoy the company of others. 
 
It is a condition of using any of our services that any conversations which are shared or heard 
within the service are not repeated to anyone outside of these. 
 
It is possible that you will meet new people whilst using our services, and we also ask that 
outside the service you do not disclose anyone's HIV status, or make any comments which may 
do so, as a result of meeting people whilst using our services.  
 
You should also not disclose to anyone the fact that other individuals use our services– as this 
may disclose their HIV status. 
 
It is a good idea when meeting people within our services to discuss how you will behave if you 
see each other outside these, and how much you are willing to talk about in those 
circumstances, if at all. 
 

 

Confidentiality – Staff and Volunteers Policy 
 
Lunch Positive (the charity)  offers a range of support and services, including a safe and 
supportive environment for service users to meet, benefit from peer support and social 
interaction. Participation in these services, activities and the spaces we provide is based upon 
mutual trust and respect between everyone involved – staff, volunteers and service users alike. 
A clear understanding of the need for confidentiality and your involvement in how this works is 
fundamental to maintaining this trust. 
 
‘What is confidential’ and how this information is used? 
 
The term "confidential" implies that the service user’s details remain confidential between the 
individual, the staff member, volunteer and the charity, relevant to the degree of information 
shared with each.. 
Such information includes the service user’s name & address; and descriptions of the service 
user, the service user’s life and circumstances and any information which might result in 
identifying the service user as using the service and/or their HIV status. 
Pertinent information about the service user may be shared within the charity - for 
staff/volunteer /supervisor performance monitoring purposes - in order to ensure best practice 
for the benefit of service users and the charity, and the service user is told this may be the case 
when they first use the service. 

Service users are given these guidelines at first use of the service, and these are discussed 
fully, together with the procedure for making complaints should they feel confidentiality has 
been or may become broken.. 

Failure to respect confidentiality or a complaint about a service users conduct may result in 
an investigation by the charity, and where a client has acted inappropriately, a range of 
remedial actions may be considered. 

Depending on the circumstances, and in serious cases, this may result in exclusion from the 
service. 



 
 
What clients should be told by staff or volunteers when entering into confidential 
conversations  
 
Service users should not be promised that information shared with a staff member or volunteer 
will not be shared within the charity for staff/volunteer /supervisor performance monitoring 
purposes , or in 'exceptional circumstances' (see below), but should be assured that all staff and 
volunteers will treat any information that they are given with respect, avoiding unnecessary 
discussion with other staff or volunteers and within these boundaries. 
Staff and volunteers must not discuss other service users with any individual service user, 
unless they expressly have their consent to do so. 
If a service user is unhappy with these responses from any volunteer then they should be 
advised that they (staff member or volunteer) are unable to engage in the particular 
conversation. 
 
'Overheard' conversations 
 
Within many of our services, service users expect to be able to talk freely to each other, and 
their conversations within the service to be treated as confidential. 
Staff and volunteers should also remember that conversations which are overheard may not be 
accurate, truly reflect the situation being discussed, or be taken out of context; and there is no 
way of checking this out. 
Staff and volunteers should therefore treat all 'overheard' conversations between service users 
as confidential between themselves, unless there are audible or suspected discriminatory or 
threatening remarks, discussions about the sale or supply of illegal drugs, or the conversation 
falls within the definition of 'exceptional circumstances' (explained further on in this statement). 
 
Enquiries from other persons 
 
Staff and volunteers must not pass on information to any other person without the service users  
express permission - this includes enquiries from the clients family, friends and from other 
professionals involved with the service user 
This also includes enquiries as to whether a person has used or does use the service, or is 
present at any service session. 
 
Encountering service users outside the service 
 
Confidentiality is especially important, and equally applies when encountering service users 
outside the service, and during possible social or casual interaction. 
In these circumstances you should strictly avoid any discussion which may identify any person 
as using the service or disclosing information about them, their HIV status or similar details 
about other people. 
It is useful to talk about the possibility of this with service users whilst they are using the service 
- which will avoid any confusion should this situation arise later on. 



Confidentiality – Staff & Volunteers Policy (continued) 
 
 
Exceptional circumstances where confidentiality may be broken by staff or volunteers 
Confidentiality may only be broken in exceptional circumstances (explained below), but the staff 
member or volunteer should strictly follow the guidelines set out in this procedure and any 
associated safeguarding policy.  
 
Risk of harm to themselves or others 
If any staff member or volunteer believes that a service user could cause danger to others or is 
at risk of harming him or herself, he or she should talk to the Charity Director or most senior 
staff member available as a matter of urgency. They will then advise on next steps that may be 
taken.  
 
Protection of children and young people 
All volunteers have a legal duty to protect children and young people from harm wherever 
possible. If a volunteer becomes concerned about the welfare of a child or young person, or has 
reason to believe that a child or young person is being, or may be, harmed, he/she must speak 
to the Charity Director or most senior staff member immediately and without hesitation in any 
circumstance.  
 
If any concerns are raised in relation to these exceptional circumstances, the Charity Director, or 
in their absence most senior staff member, will immediately adopt the procedures made for the 
protection of vulnerable adults, children and young people which are contained in the charity’s 
Safeguarding Policy and relevant policies and procedures to which the charity adheres.  
The charity’s safeguarding policy is available to view on the charity website and as part of staff 
and volunteer training & management.  
 

 

Staff and volunteers are given this information at induction and this is discussed fully upon 
first joining the charity, and ongoing as part of service management. 

Where a complaint is made either by a service user, staff member or volunteer, or where a 
staff member or volunteer fails to observe this policy, or acts contrary to the policy, they may 
be subject to investigation and action by the charity. 

 


