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1. Purpose

This procedure outlines how our team handles interactions and matches individuals with support or resources, while upholding the privacy and safety principles outlined in our policy.

2. Scope

This procedure applies to all admins, moderators, and volunteers managing interactions through our Facebook and Instagram pages, including public posts, comments, direct messages, and closed group activities.

3. Matching Principles
· Trauma-informed: All interactions are approached with sensitivity and awareness of trauma impact.
· Consent-based: No referrals, matches, or sharing of personal stories occur without informed consent unless a safeguarding situation requires it.
· Confidentiality-first: All matches and communications are conducted discreetly, and personal information is handled respectfully.

4. Steps for Matching Individuals to Support or Resources

Step 1: Monitor and Identify Need

Admins or moderators regularly monitor posts, comments, and messages. If someone expresses a need (e.g., for emotional support, peer connection, or resources), the message is acknowledged promptly and compassionately.

Step 2: Move to Private Communication

Encourage the individual to move the conversation to private message if the request is sensitive. Public comments should be acknowledged without disclosing any personal information.

Step 3: Assess Appropriateness

Review the nature of the request (e.g., peer support, professional help, safeguarding concern). Determine if it’s suitable for community-based support or requires a referral to external professionals.

Step 4: Consent and Explanation

Clearly explain any proposed action—such as introducing a support contact or recommending a group. Obtain written consent in private messages before proceeding, unless a safeguarding issue overrides this step.

Step 5: Match and Introduce (If Applicable)

If a peer support or community match is appropriate:
· Share only basic, non-identifying information with the support person, and only after receiving consent from both parties.
· Arrange for a group moderator to make a discreet, private introduction.

Step 6: Document Briefly and Securely

Make a brief, secure internal note (e.g., initials, date, type of support offered). Do not store information externally unless related to safeguarding or compliance.

Step 7: Follow-Up

Follow up with the individual within a few days to ensure the connection was helpful. Record any further actions securely, only if necessary.

5. Safeguarding Override Procedure

If someone appears to be at risk of serious harm:
· Escalate immediately to the safeguarding lead.
· Document the concern and action taken confidentially.
· Contact emergency or social services only when necessary and in accordance with safeguarding policy.

6. Community Boundary

If a request falls outside our remit (e.g., legal or medical advice):
· Politely explain this.
· Direct the person to appropriate professional services.
· Maintain respectful boundaries while offering empathy and general guidance.

7. Review and Training

All admins are required to:
· Review this procedure quarterly.
· Complete annual safeguarding and trauma-informed communication training.

8. Contact for Questions

For any questions or concerns, please contact:
Sharon – sharon.rebuilding@familysupportgroup.info
Carrie – carrie.rebuilding@familysupportgroup.info
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