Mental Health Crisis Response Policy
For Hearts in the Stand Last updated: 15 May 2026
This policy outlines how Hearts in the Stand volunteers respond when someone appears to be in emotional distress or experiencing a mental health crisis. We are not a clinical service. Our role is to offer calm, compassionate support, maintain safety, and connect people with appropriate help.
1. Purpose of this Policy
The purpose of this policy is to:
· Protect the safety and wellbeing of participants, volunteers, and the wider community
· Provide clear guidance for volunteers during distressing situations
· Ensure consistent, compassionate responses
· Maintain appropriate boundaries
· Support volunteers emotionally and practically
· Clarify when and how to escalate concerns
2. Scope
This policy applies to:
· All volunteers
· All events, meet‑ups, and activities
· Online and in‑person interactions
· Any situation where someone appears distressed, overwhelmed, or at risk
3. Our Role and Limitations
Hearts in the Stand volunteers:
· Offer peer‑support‑style, non‑clinical listening
· Provide calm, compassionate presence
· Maintain boundaries
· Encourage people to seek appropriate support
· Escalate concerns when safety is at risk
Volunteers do not:
· Provide therapy
· Diagnose or assess risk
· Offer clinical advice
· Promise confidentiality in crisis situations
· Manage emergencies alone
4. Recognising Signs of Distress
Volunteers may notice:
· Visible anxiety or panic
· Tearfulness or withdrawal
· Agitation or restlessness
· Expressions of hopelessness
· Difficulty coping in the moment
· Someone saying they feel overwhelmed
Volunteers respond with calm, grounded presence — not clinical judgement.
5. Immediate Response Principles
Volunteers should:
· Stay calm and grounded
· Listen without judgement
· Speak gently and clearly
· Maintain appropriate boundaries
· Avoid making promises they cannot keep
· Avoid giving advice or solutions
· Prioritise safety
The aim is to reduce distress, not to fix the situation.
6. What Volunteers Can Do
Volunteers may:
· Offer a quiet space
· Sit with the person (with consent)
· Use grounding, supportive conversation
· Ask if they have someone they trust they can contact
· Encourage them to seek appropriate help
· Inform the Event Lead or Safeguarding Lead
· Stay with them until support arrives (if safe to do so)
7. What Volunteers Must Not Do
Volunteers must not:
· Offer clinical advice
· Attempt to diagnose
· Make physical contact without consent
· Promise confidentiality
· Leave a distressed person alone without a plan
· Take responsibility for someone’s long‑term wellbeing
· Put themselves at risk
Boundaries protect everyone.
8. When to Escalate
Volunteers must escalate to the Event Lead or Safeguarding Lead if:
· Someone expresses intent to harm themselves or others
· Someone appears unable to stay safe
· A situation feels beyond volunteer capacity
· A person becomes highly distressed or unresponsive
· There is a safeguarding concern
Escalation is a sign of responsibility, not failure.
9. Emergency Situations
In an emergency, volunteers should:
· Stay calm
· Ensure their own safety first
· Alert the Event Lead immediately
· Follow the Event Lead’s instructions
· Keep others away from the area
· Provide reassurance without making promises
Volunteers do not manage emergencies alone.
10. Confidentiality
Volunteers maintain confidentiality except when:
· Someone is at risk of harm
· A safeguarding concern exists
· Emergency services need information
In these cases, volunteers must share information with the Safeguarding Lead or Event Lead.
11. After the Incident
After a crisis, the Event Lead or Safeguarding Lead will:
· Ensure the person is safe or supported
· Record the incident
· Inform the Board if required
· Review what happened
· Identify learning or improvements
12. Volunteer Wellbeing After a Crisis
Supporting someone in distress can be emotionally challenging.
Volunteers will be offered:
· A debrief
· Emotional support
· Time to reflect
· Adjustments to duties if needed
· Encouragement to take breaks
No volunteer should carry emotional weight alone.
13. Training Requirements
Volunteers involved in crisis response will receive training in:
· Safeguarding
· Boundaries
· Recognising distress
· Supportive communication
· Escalation procedures
· Self‑care
Event Leads and Safeguarding Leads receive additional training.
14. Record‑Keeping
We record:
· What happened
· Who was involved
· Actions taken
· Follow‑up required
· Any safeguarding concerns
Records are stored securely in line with UK GDPR.
15. Review of this Policy
This policy is reviewed annually or sooner if:
· New risks emerge
· Volunteers request improvements
· Safeguarding guidance changes
· A crisis incident highlights learning

