HopeLine 24/7 Remit of Service Policy 
This document outlines the remit of service for HopeLine 24/7- the helpline provided by Papyrus Prevention of Young Suicide. 
What is HopeLine 24/7?
HopeLine 24/7 is a UK wide confidential helpline that can be used anonymously and confidentially by young people age 35 and under who are experiencing thoughts of suicide. We also support anyone concerned about a young person who may be experiencing thoughts of suicide and provide a debrief service for those who need a space to discuss an experience with suicide. 
HopeLine 24/7 advisers are professionals trained in ASIST (Applied Suicide Intervention Skills Training) by Living Works. We provide a safe space for people to talk about suicide and be listened to without judgement. As a short-term service we support people with thoughts of suicide to work towards keeping safe-for-now. Our advisers will explore individual reasons for suicide and where appropriate they will offer emotional support, practical advice and guidance on where or who to receive further help from dependant on the issues discussed. Our advisers are trained to create safety plans together with helpline contacts, which they can independently access later to help them stay safe from their thoughts of suicide. Advisers can also offer advice and information on how to support someone thinking about suicide.   
HopeLine 24/7 can be contacted by phone, text, email, and webchat. Our phone and webchat channels are recommended for those needing more immediate support with their thoughts of suicide, as our text and email channels do not provide an instant response.  We are a 24-hour service open every day of the year, therefore those contacting us may receive a text or email response from the helpline at any time of day or night.
HopeLine 24/7 has an intervention policy which is explained at the start of every contact. If someone tells us they are unable to stay safe from suicide, their life, or someone else’s life is at immediate risk and are unable to reach out for help themselves, the adviser may need to pass brief details onto the emergency services to help them to stay safe. Please read our Confidentiality and Intervention Policy for more information.
HopeLine 24/7 also has a safeguarding policy, which is explained at the start of every contact. Where safeguarding concerns are shared, we will work with the contact to empower them to reach out for their own support, where this is not possible and there is a risk of significant harm, we may need to pass details over to a suitable professional.  We keep the contact at the centre any decisions to seek further support.  Please read our Confidentiality and Intervention Policy for more information.  
Accessibility is important to us here at HopeLine 24/7 and we continue to work towards removing any barriers to our support. Our advisers are equipped to support callers who may need a language or BSL translation service, which is available 24/7.  For more information, please visit our website. 
Common misconceptions of HopeLine 24/7 that are not within our remit of service.
HopeLine 24/7 is not just a listening service, we focus on collaborative discussions based on suicide, with practical advice and guidance to help people stay safe from suicide.
HopeLine 24/7 advisers are not counsellors, they are trained advisers working within a model provided by Living Works – Pathway to Assisting Life.  
HopeLine 24/7 advisers cannot make referrals to other organisations, expect those mentioned in the Confidentiality and Intervention Policy to help someone to stay safe.  We can look at signposting options when this is suitable for the contact this involves sharing information, such as phone numbers, opening hours and explaining what other services do, so the person contacting us can reach out for further support if they feel it is appropriate for them.  
HopeLine 24/7 does not provide a face-to-face service.  If someone comes to any of the Papyrus offices seeking support with thoughts of suicide, they will be re-directed to contact the helpline.  
HopeLine 24/7 does not undertake casework on behalf of the young person after the contact with us has ended, other than sending out an SMS or email with details of signposting information that has been discussed on the call.
HopeLine 24/7 advisers cannot make calls on behalf of others. This is due to GDPR and to ensure the person who is experiencing suicidal thoughts is ready to reach out to us for support. 
For those that contact our service for support with thoughts of suicide, and are over the age of 35 years, we will not turn them away, and we will support for the initial contact only offering information, advice, safety planning and signposting to more suitable services for further support.  
Regular Callers 
HopeLine 24/7 is a short-term suicide prevention service with a focus on helping people to stay safe from their thoughts of suicide for now by safety planning, and to provide advice on how to access long-term support for suicidal thoughts.
Due to the nature of our service, much of our support will be one-off calls, or people may phone back to follow up on advice given or to update their safety plans that have been created with an adviser.
Regular callers are individuals that may call us back multiple times. To make sure they receive appropriate support we may review the contacts use of HopeLine 24/7 by looking at their notes from previous calls. Note taking while on calls is explained to all callers at the start of a call and are maintained in line with the Data Protection Act (1998). Following a review of contact with our service, if we feel HopeLine 24/7 has become a barrier to the person accessing further support, and there is no further practical advice or support for the individual that we can offer, our service may be withdrawn for that contact, often for a set period.  During this time a contact will not be able to reach out to our service, if they do get through to an adviser it will be explained why we cannot support them, and the call will be ended.     
Every call is important to us but it can be very difficult for us to predict demand on the service and to staff accordingly.  If someone calls HopeLine 24/7 and cannot get through please request a call back and we will do our best to return the call as soon as an adviser is available.  If someone were to continuously call the service, this one-way traffic could cause issues for others trying to get through.  
Misuse of the service
HopeLine 24/7 does not tolerate misuse of our service.  If we are aware that you are contacting our service inappropriately, the adviser will end the call immediately.  In some cases, information will be passed to the police for further investigation. 
If the contact is under the influence of drugs or alcohol and can continue coherently on the call, we will continue to provide support and advice.  However, if the contact is unable to engage in the conversation due to being under the influence or they are not in an appropriate environment to engage with us appropriately, we may suggest calling us back at a more suitable time to get the most out of the conversation.  If the contact is at immediate risk, cannot work on safety, and cannot reach out for their own support, we will share information as outlined in our intervention policy with emergency services to try and get some direct emergency support.  
If a caller is abusive, aggressive or being sexually inappropriate while using the service, the adviser will end the contact, and the police may be notified.  
Other Enquires
Requests that are not related to the direct support and help of contacts, including media or fundraising enquiries will be redirected to the main Papyrus office – admin@papyrus-uk.org       
If anyone would like to raise feedback about their experience using the helpline please email HOPELINE247@papyrus-uk.org 
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