Respect Nespect

Men's advice line Phoneline

Confidentiality Policy

General principles

All contacts to the Respect Phoneline and the Men's Advice Line
are treated as confidential unless:

* A service user has requested or consented on information
being passed on (Exceptions apply, please read below;

* Helplines Advisors are concerned that there is a risk to
the welfare or safety of a child, or a vulnerable adult is
at risk (see 'Service users who are at risk of domestic
abuse' and 'Service users who are perpetrators of
domestic abuse' below);

* We have information about acts of terrorism or bomb
warnings;

* Helpline Advisors are threatened or verbally attacked by
service users;

* A service user interferes with the delivery of our service.

Calls to the helplines are not recorded but periodically
monitored including webchat replies, for high quality standards
and training purposes by the management team in line with our
Models of Work.

Respect does not use technology to identify a callers' number.

Service users and domestic abuse risks.

All contacts to Respect's helplines service are confidential.
Service users who are at risk of domestic abuse are given
complete confidentiality in relation to the perpetrator. This
means Respect will not inform perpetrators if their partner or



ex-partner has had contact with either helpline, particularly the
nature or content of any contact.

We aim to engage those causing harm towards change. Their
details will not be passed on to other organisations or the
advice offered will not be divulged. However, domestic abuse
perpetrators pose a risk to their partners, ex-partners, children
and sometimes others. The Helpline Advisors will need to
consider those risks and any potential actions required by
Respect for the protection and safety of the victims.

If Helpline Advisors are concerned there is a risk to the welfare
or safety of a child or vulnerable adult, they may take steps to
increase safety by involving other agencies such as the Police,
Social Services and Domestic Abuse organisations. Respect aims
to do this with the service users consent and will inform them
of our intention to share information, the reasons why, and
that the information will be held securely for five years before
being permanently deleted.

Where an imminent threat to life or immediate danger has
been expressed, or there is a risk of serious harm, referrals can
be made without consent in line with policy guidelines.

Principles for sharing information.

When information is shared responsibly, it can significantly
enhance the lives of those at risk of domestic abuse. Respect's
purpose is to share information with the aim of improving their
safety and well-being through a coordinated multi-agency
response that involves other agencies.

Respect will act within the current legal framework of Working
Together to Safeguard Children 2023 and The Care Act 2014 for
information sharing.

Helplines Advisors will consider Respect's Safeguarding Children
and Adults at risk Policy and Procedure and Respect's Data
Protection policy for this purpose.

Email, webchat and confidential communications
retention policy

The following principles apply for email, webchat, and copies of
postal communications:



* Emuails received including a copy of our email response(s)
will be kept for six months and permanently deleted from
the secure system: all shared mailboxes; inboxes, sent
items including any subfolders and from the deleted items
folder.

Helplines Advisors are mindful that when they reply to an
email from a shared mailbox, a copy of the reply is saved
in their personal work mailbox's sent items and deleted
items subfolders. These are deleted as described above
after six months and all data that is deleted is recorded
on Respect's Organisational Retention internal process
(personal information data processing) record.

* Webchat communication is held within the secure CRM
system which automatically deletes all transcript records
after 6 months. No identifiable information is retained for
webchat contact thereafter.

* Oiriginal letters will be received by the Operations Team
who will scan and email a copy to the Helpline's Team
Leader's. The original letter will be safely destroyed
thereafter, and digital copies held by the Team Leader's
including copies of our responses will be saved on our
secure system for 6 months, and only accessible by the
Helplines' management team. After 6 months, all records
will be permanently deleted from the system, including
the recycle bin.

Training and publicity

Respect will ensure all helpline staff have read and understood
the Confidentiality Policy at the induction and training stage.

This confidentiality policy will be part of our publicity for the
helplines service and copies will be available to the public via
each helplines website.
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