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Introduce yourself and ask some general questions about
themselves.

Recognise the needs of 'vulnerable' individuals - through
your conversation you may identify that they may need
additional support - Use the acronym CARE to determine
this:

As a volunteer, when you're calling people who might be
classed as 'vulnerable' or are 'shielded' due to an underlying
health condition, remember that they may not have spoken to
anyone for a while and will welcome the opportunity to talk and
you might just be the ear on the end of the telephone.  Some of
these people may be struggling with anxiety and may be
confused and emotional and need some reassurance.  
 
Here are a few tips to help you in dealing with the sort of
situations that may arise when engaging with people on the
telephone in these unprecedented times.
 

 

 
Comprehend - can they are understand the discussion
taking place?
Assess - are they able to follow the discussion taking
place?
Retain - can they retain the information you are giving
them?  Are you having to repeat yourself?
Evaluate - how well do they express, explain themselves
or communicate - is there a two-way dialogue?
 

If you feel the support they need is beyond your expertise,
determine whether they have a support worker and advise
them of your concerns.
 



HANDLING PHONE
CONTACTS A

S
 

A
 

V
O
L
U
N
T
E
E
R

Maintain perspective - remind them that medical,
scientific and public health experts around the world are
working hard to contain the virus, treating those affected
and developing a vaccine as quickly as they can. 

Remind them that if they’re self-isolating or shielded, that
this is a temporary period of isolation to slow the spread
of the virus and their effort is helping others in the
community avoid contracting the virus and protecting
themselves. 

Stick to the facts - it’s important they understand that
they should only listen to information from credible
sources which will help them maintain perspective and
feel more in control.  Don't make statements that you
can't substantiate. 

Stay on top of difficult feelings - assure them that
feeling concerned about the coronavirus is perfectly
normal.  If they’re feeling anxious about things, they could
go to the NHS Every Mind Matters website where they can
find some techniques to help you deal with their
anxieties.

 

 

 
Good sources of credible information:

NHS - Coronavirus Information       
     World Health Organisation -  COVID-19 outbreak       

          GOV.UK - COVID-19 what you need to do 
 
 

 

https://www.nhs.uk/oneyou/every-mind-matters/anxiety/
https://www.nhs.uk/conditions/coronavirus-covid-19/
https://www.who.int/emergencies/diseases/novel-coronavirus-2019
https://www.who.int/emergencies/diseases/novel-coronavirus-2019
https://www.who.int/emergencies/diseases/novel-coronavirus-2019
https://www.gov.uk/coronavirus
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Encourage them to do things they enjoy - if they’re
feeling worried, anxious or low, then they should distract
themselves with something that they can enjoy doing or
think about doing something new.

Develop a new daily/weekly routine - doing this can give 
 people an increased feeling of safety in the context of
uncertainty, so encourage them to think about how to
develop a new routine.

Focus on the present - encourage them to focus on the
now rather than worrying about the future.  This can help
with difficult emotions and improve their wellbeing.  

Listen to them, acknowledge their concerns, and reassure
them that they are not alone.  

Be kind - it’s important to recognise the strain isolation can
have on people, so be compassionate take steps to support
them where possible.  

 

 
Obviously this will be dependent upon their mobility and
whether they are IT literate, but there are lots of free
tutorials, online courses, online quizzes and online concerts
to listen to.
 

 

 

 


