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Volunteering with frail, vulnerable, and difficult-to-handle clients requires patience, empathy, and a 
thoughtful approach. It is important that any incidents that cause concern to our volunteers be 
reported to the Camberley Care Trust (CCT) Office Management staff as soon as possible to ensure 
corrective actions can be taken to ensure the safety and well-being of both our Volunteers and 
clients. 
 
 

Below are guidelines to ensure respectful and effective interactions:  
 
 

1. Understand Vulnerability 
 

Know the client's background.  CCT retains limited information about our clients which is displayed 
on the trip information. 
Be aware of factors such as age, disability, mental health, and social isolation. These can influence 
how they interact.  
Be empathetic: Acknowledge their challenges and maintain a compassionate attitude. Remember, 
their behaviour may be affected by fear, frustration, or confusion.  
 
 

2. Communication Skills 
 

Speak clearly and calmly: Use simple language and avoid jargon. If they have hearing difficulties or 
cognitive impairments, adjust your pace and tone.  
Listen actively: Give them time to express themselves. Ask clarifying questions to ensure 
understanding and validate their feelings.  
Be non-judgmental: Don’t react negatively to difficult behaviours.  
Stay calm and composed.   
 

 
3. Respect Boundaries 

 
Maintain dignity: Always treat clients with respect.  
Avoid patronizing language or actions that could make them feel powerless. 
Respect autonomy: Encourage them to make choices whenever possible, even in small decisions.   
Physical boundaries: Be cautious when offering physical assistance.  
Always ask for consent before touching or helping.  
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4. Safety First 

 
Personal safety: If a client’s behaviour becomes aggressive or unpredictable, prioritize your safety.  
Stay calm, de-escalate if possible, and step back from the situation if needed but under no 
circumstances abandon the client.   
Know when to ask for help, If a client’s needs surpass your expertise/physical capabilities or if you 
feel unsafe, seek immediate support from others around you and ensure CCT are made aware of the 
circumstances.  

 
 

 

5. Establish Trust 
 

Consistency: Be reliable in your visits and interactions.  
Trust is built over time, and clients need to feel that they can count on you.  Confidentiality: Keep 
personal information shared by the client private unless there’s a requirement to disclose it for their 
safety. 
Transparency: Be open about what you can and cannot do for them.  
Managing expectations is key to reducing frustration.  
 
 
 

6. Managing Difficult Behaviour 
 

Stay calm and composed: Even in challenging situations, avoid reacting emotionally. Redirect 
negative behaviour: Gently steer conversations or activities away from tense subjects or behaviours. 
Seek underlying causes: Often, difficult behaviours stem from unmet needs, discomfort, or 
confusion.  
Understanding the root cause may help you address it more effectively.   
 
 
 

7. Self-Care 
 

Acknowledge emotional impact: Volunteering with vulnerable individuals can be emotionally 
demanding.  
Reflect on your experiences and seek support if needed.  
Set boundaries for yourself: Know your limits and don’t hesitate to step back when necessary. 
Decompress: Engage in activities outside of volunteering that help you relax and recharge.   
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8. Cultural Sensitivity 
 

Respect cultural differences: Be aware of any cultural, religious, or personal beliefs that may affect 
the way you communicate or assist the client.  
Avoid assumptions: Approach everyone with an open mind, understanding that their experiences 
and values may differ from your own.  

 
 

Summary 

These guidelines have been produced to support All Trustees, Volunteers, and Staff in understanding 

and being aware of the sector we operate within and how we can create a supportive, respectful, 

and safe environment for ourselves and the individuals we are helping. 

 

Prepared by:  Vince Ayers, Health & Safety Advisor January 2025 


