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The Women’s Centre Cornwall 

Confidentiality Policy 

Linked to Data Protection Policy, Staff Recruitment Policy, Volunteer Support 
Worker Recruitment Policy, Criminal Records Bureau Checks Policy, Boundaries 
Guidance 

Introduction 

The Women’s Centre Cornwall operates on the basis that all users of its service 
have a right to expect a confidential service. Whilst recognising that the effective 
maintenance of confidentiality for all service users is a complex and delicate activity, 
the organisation is committed to providing a safe space for women and teenage 
girls to work on their experiences including abuse, sexual and domestic violence 
and it sees the provision of a confidential service as an integral part of this. 

This policy will be shared with all new services users at the initial meeting stage. 

Confidentiality refers to our duty not to reveal to any external organisation or 
individual outside The Women’s Centre Cornwall any information relating to another 
person, which has been given to us in trust. It is important to maintain confidentiality 
and to ensure that women using our organisation, and where appropriate members 
of other agencies and the general public, are aware that we have such a policy. 

The Women’s Centre Cornwall recognises that there exists a fine line between 
confidentiality and secrecy (with in the bounds of confidentiality) and acknowledges 
the need of members, staff and trustees to seek support and share information 
within appropriate and recognised forums. 
 

1. SERVICE USERS RIGHTS 

Record keeping 
The Women’s Centre Cornwall do record information about women who use our 
services both on paper and electronically which is stored securely as specified 
under the Data Protection Act 1998.  We inform service users about our procedure 
for recording, storing and sharing personal data and obtaining explicit consent 
where data is sensitive (health/criminal records).   

 
Helpline: - There is a 24-hour answer phone on the helpline and callers who leave 
details are responded to as quickly as is possible. Messages recorded on the 
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answer phone are confidential. Only the staff member listening to the answer phone 
will hear the message and the message will be wiped off once it has been retrieved. 
Any personal information left i.e. name, telephone number etc. may be recorded for 
further use but wiil be stored under the Data Protection Act 1998. Caller display 
equipment is not used to preserve caller confidentiality however helpline workers 
may like to stress that the telephone number of the helpline may be shown on their 
itemised bill. The Women’s Centre Cornwall do not record active helpline calls even 
for training purposes. It is also important to stress that the caller may not have 
pressed 141 to prevent re-dial. If this is the case, they should put the phone down 
and phone back using 141 to prevent any person in their household calling redial or 
immediately upon completion of the call; dial another number. The helpline does not 
store incoming phone numbers so volunteers cannot access the caller’s number 
unless they choose to give it directly.  

 
Contact with third party individuals and other organisations 
Information, which is given to us by a woman user, will not be discussed with any 
other person without the express consent of the woman concerned and only where 
it is necessary to provide the woman with information about the service she 
requires. 

Information about a user, which is given to us by another individual or organisation, 
will be treated in the same way. 

Voluntary support worker and staff responsibilities 
When working with Service Users, staff and volunteer support workers need to 
clarify that the responsibility for keeping confidentiality lies within the agency as a 
whole and is not the sole responsibility of an individual member of the organisation. 
Service Users therefore need to be made aware that their situation is likely to be 
discussed in support and supervision activities for the purpose of providing support 
to voluntary support workers and staff and therefore providing the best possible 
service to them. 

2. EXCEPTIONS TO MAINTAINING CONFIDENTIALITY 
 
Confidentiality can only be breached under specific circumstances as follows:  
 
� If a service user discloses information about a terrorist plan, there is a legal 
requirement to disclose to the Police.  
� If a service user informs a volunteer/member of staff of their decision to kill or 
seriously injure another person this must be disclosed to the Police.  
� If a service user talks of known on-going abuse of a named child she must be 
encouraged to disclose, if she will not then The Women’s Centre Cornwall will 
disclose information to safeguarding services.  
� If a service user discloses abuse of a vulnerable adult it may be necessary to 
pass this information on to safeguarding services.  
� If The Women’s Centre Cornwall is subpoenaed as a witness in a court of law.  
 
In these exceptional circumstances, where there is a need to consider breaking 
confidentiality, all decisions regarding appropriate action will be taken collectively. 
Decisions about whether to break or maintain confidentiality in such situations are 
not the responsibility of any single individual.  
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If, after careful consideration, the organisation decides that it is necessary to contact 
external agencies, the worker must: - 
 
1. Seek to maintain the trust of the woman, in all cases. 
2. Inform the woman of the intended action and provide specific reasons for that 

decision. 
3. Reassure the woman that she will be supported and that you will keep her 

informed as much as you are able to do so.  However, you cannot control the 
actions of other agencies, nor can you guarantee that they will keep her 
informed. 

4. Limit the disclosure, both in content, to what is required in the situation. 
5. Make a written record of what has been done, when and by whom. 
 
 
3. VOLUNTARY SUPPORT WORKERS AND STAFF RIGHTS 
 
Recruitment and Selection 
 
Within recruitment and selection procedures for voluntary support workers and staff 
The Women’s Centre Cornwall commits to maintain secure and confidential 
personnel records (application forms, contracts, CRB checks etc) 
 
During initial training individual women need to identify when they would want 
information shared to be kept confidential between herself and whoever she is 
sharing the information with. It is each woman’s responsibility to respect the 
confidentiality of other women in the group. 
 
Any requests from external agencies and individuals for information about staff and 
voluntary support workers should be referred to the Support Service Manager, 
Office Manager or Chief Executive.  Information will only be shared with external 
individuals and agencies in strictly limited circumstances and taking into account the 
needs of the organisation and the individual concerned. 
 
Employment Matters 
 
The membership is entitled to be kept informed of issues relating to staff employed 
in its name. There will always be certain information, generally of a personal nature, 
which in the interests of fairness to the employee and good employment practice, 
should not be disclosed to anyone other than the employee concerned and the 
management committee. The committee has the final say in determining which 
information may be disclosed – bearing in mind the needs of the employee and the 
membership. 
 
The management committee may from time to time be required to discuss 
employment matters in the absence of employees.  Decisions, which are taken, 
must be reported to those concerned and carefully recorded but should not include 
personal details.  
 
From time to time it may be necessary to employ an external facilitator where issues 
of conflict arise between staff and management. It is the management committee’s 
responsibility to ensure that such a facilitator is bound by this confidentiality policy. 
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Support and Supervision  
 
All voluntary support workers and staff receiving support and supervision in The 
Women’s Centre Cornwall are entitled to a sensitive use of information, which they 
share in these activities. 
 
It is the responsibility of the woman receiving support to identify when she would 
want information to be kept confidential between herself and the other woman 
providing support or supervision. In the majority of situations it is likely that there will 
be not be great difficulties for women reaching agreement about keeping certain 
information confidential between them. 
 
Where immediate agreement on what can be kept confidential cannot be reached 
both women will agree to give further consideration to the request whilst maintaining 
confidentiality for the interim period until agreement can be reached. 
 
In the event that they are still not able to reach agreement after further 
consideration a third party should be brought in to help reach an agreement. 
 
Training 
 
The ground rules used for internal training events include a statement on 
confidentiality. It may be helpful and necessary to clarify the boundary to use of 
information shared at each of these training events to protect the rights of support 
workers, staff and service users. 
 
Where training is being provided by an organisation or individual who is not part of 
The Women’s Centre Cornwall the issue of confidentiality will be discussed with the 
Trainer(s) prior to the employing them to do the training. They will also be given a 
copy of our confidentiality policy and the opportunity to discuss it in connection with 
the training they are to provide. 
 
 
4. ORGANISATIONAL NEEDS AND ACTIVITES 
 
Staff, volunteer support workers and management committee members in all 
activities, which form part of the organisations work, will apply the principles and 
procedures in this policy. These include; helpline and face-to-face support work with 
users, promotional and publicity activities, support and supervision activities and 
internal and external training events. 
 
The location and address of The Women’s Centre Cornwall offices will be kept 
confidential unless a volunteer support worker or paid staff member is arranging a 
meeting with a service user and the PO Box address must be used for all 
correspondence (PO Box 39, Bodmin, Cornwall, PL31 1XF).  
 
This policy will be made available on request or where necessary to organisations 
The Women’s Centre Cornwall is in contact with in its work. 
 
This policy will be reviewed and amended in line with the organisations changing 
practice and needs. 


