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Confidentiality Policy

Introduction

A service user has the right to reveal information to Linkline in the knowledge that the
information is privileged and will not be passed on outside the Organisation.

Linkline recognises that confidentiality is a crucial part of the service it offers and, as such, is
committed to upholding the principle as outlined in this policy.

Volunteers will maintain confidentiality both whilst volunteering and after they cease to
volunteer. Thus volunteers who have stopped volunteering with the Organisation will still not
discuss contents of calls or the identities of other volunteers outside of Linkline.

Procedure

Information revealed to Linkline remains confidential within the Organisation. That is, the
contents of any call will not be disclosed to anyone not a current volunteer within the
Organisation without the explicit permission of the caller, except in the cases outlined in
section 4.

Volunteers are extensively trained about the issues surrounding confidentiality and, as such,
are aware of this policy and are required to sign an agreement to uphold this confidentiality
policy prior to starting their volunteering activities.

Volunteers are also expected to keep the identities of other volunteers and members of the
Executive Committee confidential (with the exception of the Public Face(s)) and any breach of
this will be treated as equivalent to a breach of confidentiality surrounding a call. As far as
possible volunteers should also keep the fact that they volunteer with Linkline confidential.

Linkline recognises that external organisations or individuals may request information
concerning the general running of Linkline. Linkline will not provide information which may in
any way contravene the Confidentiality policy and any information provided will not go beyond
that specifically requested. All such requests will be responded to at the discretion of the Co-
ordinator(s).

In case of situations such as those outlined in section 4 where exceptions to the policy as
described in clause 2.1 may be necessary, individual volunteers will never break
confidentiality. Volunteers must discuss the situation with the Co-ordinator(s) who will decide
how to proceed and who will, if necessary, break confidentiality or permit the breaking of
confidentiality. Exceptions to this are explained in clauses 4.1 and 4.2. In these cases, the
Co-ordinator(s) are merely informed that confidentiality has been broken.

Enforcement

Any breach of this policy will be seen as gross misconduct and dealt with as outlined in the
Disciplinary Procedure Policy. This could lead to the volunteer’s service with Linkline being
terminated. Copies of the Disciplinary Procedure Policy can be obtained from the Co-
ordinator(s).

It is the responsibility of every volunteer to bring to the Co-ordinator(s)’ attention any evidence
they see that confidentiality may have been breached. This includes breaches pertaining to
details in calls and to details of the identities of current volunteers for Linkline.

Exceptions

The Terrorism Act 2000 (which replaces the Prevention of Terrorism Act) places an obligation
on the volunteer, as a citizen, to pass on information about planned or actual terrorism.
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Failure to do so is a criminal offence under s.19 of the Act and is punishable, on conviction,
by a fine or prison sentence of up to 14 years.

An act of terrorism is defined as the use of terror, violence or intimidation for political ends.

Terrorism is the only instance in which permission for disclosure is not required. If the caller
states that they are about to or have committed an act of terrorism, including reporting a
bomb threat, the caller should be told clearly that Linkline is legally obliged to report the call.
The police should subsequently be informed of all the details of the call. This should be done
even if the volunteer considers the call a hoax.

However, it is also an offence under s.39 for a volunteer to inform the caller, or any other
person, of information that has been passed on to the authorities, where such a disclosure is
likely to prejudice any investigation. The penalty for the latter offence is a fine and/or a prison
sentence of up to five years on conviction. Therefore, the volunteer should inform the caller
that the call will be reported to the police, but not divulge details of what information will be
passed on.

In these circumstances the volunteer must inform the Co-ordinator(s) that information has
been passed on to the authorities so that they are aware of the situation, but without giving
details of any threat so that they do not compromise any investigation.

There may be instances when callers confide that they have committed or are about to
commit a crime. Under English Law there is no duty to disclose a criminal offence. Being
aware of a crime is not assisting in that crime and as such Linkline does not have an
obligation to pass on any information revealed during a call.

In the case of an attempted suicide, permission should be sought from the caller for this
information to be passed on. The caller can decline to give this permission and this is their
prerogative.

If a Linkline volunteer handles a call or drop-in threatening substantial risk to another person’s
health, s/he may feel morally obligated to share information obtained during a call with the
appropriate agencies (such as Crimestoppers or the police). In this case, they should do so
only after discussing the situation with the Co-ordinator(s) and only after having informed the
caller of this possibility. The Co-ordinator(s) will decide upon whether it is more appropriate
for the Co-ordinator(s) or the volunteer to break confidentiality. If the situation is an
emergency then the Co-ordinator(s) should be called immediately.

A Linkline volunteer may feel distressed or disturbed after handling a call. If, after discussing
the matter within the Organisation, the volunteer feels that it is necessary to his/her mental
welfare to discuss the call with an outsider, then confidentiality may be breached. The
volunteer may only speak about the matter to a qualified counsellor.



