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Telephone Befriending 
 
Guidance 
 
Befriending enables the development of supportive, reliable relationships for individuals who would 
otherwise be socially isolated. Our Telephone Befriending Volunteers will support individuals aged over 21, 
by making a weekly telephone call.  They will connect and provide company and friendship in order to 
improve emotional health and enable independence.  
 
Befrienders make an amazing difference to someone’s life by being a friendly voice, connecting the 
individual with the outside world, reducing isolation and loneliness and bringing a much-needed smile to 
their day.  Those benefitting from befriending often report that they feel more positive, more confident are 
more able to engage in activities and are more resilient when dealing with difficulties they may face in their 
life. 
 
Telephone Befriending calls are intended to last around 60 minutes per week over a period of 6 months. 
The objective of the call is to establish a friendship, as well as asking how the individual is managing and to 
allow them to talk and/or describe their situation. The role is to establish a befriending relationship but not a 
personal dependency between the individual and the volunteer.   
 

You should not promise things that are outside of your remit. For instance, if you are scheduled to 
call the beneficiary once a week and they are asking for you to call them 2/3 times a week or every day then 
you should refer back to the Wellbeing Hub so that they can review needs and consider any additional support 
needs for the individual. 
   

A Befriender should not:    

• Share any photographs, recordings or materials with the individual, it is only a telephone conversation  

• Share their personal details, such as address and telephone details with the individual 

• Use any other method of contacting the individual 

• Solicit or accept money or gifts from individuals  

• Make sexist, racist or sexually explicit comments   

• Engage in any type of personal relationship  

• Use alcohol or controlled substances 

• Visit the individual or arrange a walk or meeting - this includes socially distanced visits in a garden. in 
their garden). If the individual wants this then the volunteer should contact the Wellbeing Hub and the 
hub will investigate as to whether it is appropriate for the befriending relationship to move to face-to 
face       

• Have third parties involved with the befriending calls 

• Undertake tasks outside of their role such as doing odd jobs or shopping. If they need additional 
support, please contact the Wellbeing Hub so they put other support in place 

• Provide online support (digital banking, online shopping etc). The Wellbeing Hub can arrange trained 
Digital Inclusion volunteers to provide this support   

It is important that the beneficiary does not become dependent on you and you should try and enable them 
to remain as independent as possible. Where they need that additional support we will link them to services 
and organisations that can offer them tailored, ongoing support as required.  It is not the volunteer’s role to 
resolve the issue personally, but rather to record so that our Wellbeing Hub are aware and can work with the 
individual to ensure that their needs are met.   
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Please regularly visit https://mywellbeing.community to check for guidance. Make sure you have read our 
guidance on GDPR, dementia awareness, mental health awareness and safeguarding.  
 
When making the calls below, please bear in mind: 

A volunteer befriender should:    

• Act in a professional manner at all times 

• Be polite and courteous to individuals and treat them with respect    

• Expect to be spoken to politely and with respect by all  

• Agree a regular time for the weekly talk with the befriendee   

• Keep the call to a maximum of 1 hour 

• Call when you say they will – it may cause distress to the befriendee if the volunteer does not call at the 

agreed time.   

• Only use the telephone as the method of communication 

• Listen to any concerns or questions your befriendee may have – no concern is too small, and it can be 

helpful to share something even if there is no immediate solution. 

• Respect individual’s rights to confidentiality 

• Notify the Wellbeing Hub if there were any issues or if they have any concerns about their health and 

wellbeing of an individual   

• Notify the Wellbeing Hub immediately of any changes in their health or personal circumstances which 

might affecting their ability to deliver the befriending role   

• Ensure you notify your befriendee if you are going on holiday and unable to make your weekly call. 

Please let them know when you will be back and ask them if they are happy to wait for your return, or if 

they would like a wellbeing call from the Wellbeing Hub while you are away. Please notify the Wellbeing 

Hub of your holiday and if a wellbeing call is required or not. 

• Use the Referral Requested feature of the App to tell us that you’ve been unable to establish contact or 

have concerns about a person’s physical or mental wellbeing, about poverty, about their living 

environment, or about safeguarding- please let us know and we will investigate.     

• If you make a Referral Request, we will follow up on the request – usually by speaking to the person to 

confirm their needs, and then making a referral to a specialist agency.  

• If you think there is a medical or life-threatening emergency, always call 999. 

If you are unsure about a what to do at any time then please let our team know. They will be available to 
answer your queries Monday to Friday, 9am to 6pm. You can reach the team by email at 
volunteering@w3rt.org or by phone on 01923 216962. 
  
Framework for delivering Befriending calls 
Below are some tips on what to talk about in your befriending calls, but do keep the conversation as 
relaxed and natural as possible. We do not want the individual to feel like they are being interviewed and a 
formal or ‘tick box’ approach will result in them feeling less comfortable.  
 

• Hello. My name is [give your name] and I am a volunteer for Watford & Three Rivers Trust.  

• Ask if ‘now is a good time to speak’ just in case it isn’t.  

• How are you feeling today? I have to ask if you have any symptoms you’re concerned about? 

• How are you coping with staying at home?  

• Do you feel comfortable and able to cope? 

• Have you been able to get out for regular exercise? (Realise that some individuals may be home-
bound)  

https://mywellbeing.community/
mailto:volunteering@w3rt.org
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• You will be given details on your match’s hobbies and interests, so you can use this information to 
see if they have been able to do any of these from home. 

• In the days before maybe make a note of a few things to chat about, that you’d like to share. This 
might be something that’s happening in the news, a new TV series they might be interested in, 
conversation about any shared interests you may have etc 

• Ask about your befriendee’s day / how they are. (Remember that, as a befriender, you may be the 
only person that they speak to each week) 

• Share something from your day, especially if you have encountered some unexpected kindness or 
spotted some hopeful signs of spring.  

• Offer encouragement where possible and try not to speculate.  

• Ask if they have a crossword or similar on the go and you could perhaps work through it together. 

• Ask your befriendee how the nation has come together in the past – we need wisdom from the older 
generations more than ever (for example sharing neighbourhood resources, ‘Make Do and Mend’, 
‘Dig for Victory’). Note: the focus here is not on the war so much as coming together.  

• Share any good news stories you have heard – people singing on balconies across  
Europe, the water running clear in Venice for the first time in a long time with sightings of swans, the 
young lad who gave the pasta from his shopping basket to an older person.  

• Ask them if there is anything they would like to achieve, do or get done this week and encourage 
them to set some time aside to do this. Ask them on the following call how they got on 

• Double check at the end of the call – is there anything else on their mind?  

• Very occasionally you may need to move a call due to another commitment. If this is the case then 
please arrange an alternative time at the end of your call.  

• Finish on a positive note.  

• Share something you are looking forward to – this can be something small, like having another 
phone call together. 

• Is it ok to call again?  
 
Things to consider  
 

• Be warm and welcoming - remember that your tone of voice can express your feelings, even if you don’t 
want it to. 

• Keep questions simple and to the point. If you ask multiple questions at the same time then the 
individual may become confused and only answer the last question you asked. 

• Listen so that you understand the situation from the individual’s point of view. 

• Be genuinely interested in what they are saying and be sincere in the way you communicate with them. 

• Empathise – try and understand their feelings and what it is like for them to be experiencing this 
situation.  

• Often the individual may be very open with you about their health issues and other difficulties that they 
are experiencing, such as the loss of a loved one. It is ok to acknowledge and respond to this. You 
might say something like, ‘I’m sorry to hear that, how sad’ or ‘I’m sorry to hear that, that must be very 
difficult’. 

• Value and respect what the individual has said even if you do not agree. 

• You may find it hard to communicate with some individuals – they may have hearing issues or perhaps 
English is not their first language. Always record this in your notes so that we can make sure that they 
receive the right support from us. 

• Summarise what the individual has said to you so that you can confirm your understanding is correct – 
this will give them an opportunity to clarify any points. 

• Try and make your calls in a quiet room so that you can hear the individual clearly and you are not 
distracted. 

• Always allow enough time to make the call so that the conversation is not rushed and that you can 
update your notes in the App. 
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Your welfare 
 
Please keep us updated if your circumstances change so that we can update our records. If you are unwell 
or your caring responsibilities mean that you need to take a break from volunteering, please let us know. 
When notifying us of changes such as this we will offer to provide you with a wellbeing call to make sure 
that you are ok and help identify any support that you might need – we are here to help.   
 
 
 


