


A Da\j in the Life

The Hourglass Helpline and Community Response team
work very hard to support older people who are affected by
abuse and neglect. Our services are also used by
professionals, and family and friends who are concerned
about an older person. The Helpline is entirely confidential
and free to call from a landline or mobile, and the number will
not appear on a phone bill. Our Helpline, Knowledge Bank
and chatbot are available 24/7. All other services are open
Monday to Friday, 9am to 5pm.

24/7 Helpline: 0808 808 8141
Free Text Message: 07860 052906

Texts from outside the UK will be charged at their standard international rate which will differ
depending on location and service charges of your phone provider. The number will appear on
your bill and in your phone records but will not be identified as Hourglass.

Email: helpline@wearehourglass.org
Instant messaging service: www.wearehourglass.org
Chatbot: www.wearehourglass.org
Knowledge Bank: knowledgebank.wearehourglass.org



8:30am

Christiane, our Hel\vline Information Officer starts the dau wWith a

handover from the nisk’c fime team. They alert us *o 3joe who 1§
S’cru:}jlinﬁ to care for his personal kjjlene and health. Joe has
iven LS consent to make a referral™to  Croudon Adult

ga&ﬁuardi\'\j when ’c\\ez are open. Christiane then checks our

volcemail Services and

Tane, Who's interested to KnowW more about our Services and is
loo\(inj for leaflets to share wWith other people in her 3rou?. This

reiues’c S then Sent to Michelle in the Sudburj office *o post out.

eArS A reaLueS{: Yo make 2 call back to

8:55am

A’npie, Head of Su?\)or’c Services and Sa@eﬁuardinj, sends a
welcome message o the team on d vVia our in—house
communicator app. This ‘)l?«‘H“OT‘M is briliant to ask alues’cions, 3&
information, access support and $tay connected With each other
wWhilst the team are wor\(ir\j remo&e? . Both the Helpline staff and
volunteers can Send messajes direct to each other on this
Pla’e@orm. k can also be Used as a \aac\(u? for calls if there are
issues wWith call handling Software. Angie communicates some
chanaes to the rota for the da an;

the [Unchtime staff information U‘Jda‘l:e session that s ka??2n1n3
|ater ‘\:odaj.

encouraagesS the team +*o \'soir\



9:05am

Clare, our Hel\vline lnformation Officer takes a call from 2a (:amilj
member concerned about her elderly mother, Su@erinﬁ from the
earlj staqes of Dementia 2and wWho § having money and Various
tteens s’coen by her son. Clare shows empathy and shares some
options for this family Which include cor\‘\:ac,?ir\ the 4P, the local
Adult Saf—ejuardinj ’? eam, a5 well a5 the Fammj ’cal\('m5 about
future plans such as Se’d:'mé vp 2 \,asﬁnD Power of Aftorne

wWhilst theu can, wWhich el\a(:ul. Clare Sbn?osks the caller o the
Office of Public fuardian. Having items stolen by 2 famil
rember can be upsetting, Having those hard discussions about
wWhat the mother wWants to do rext should follow and Hourj}lass
Wil be on hand +o jNe advice and support.

9:30am

Barry s one of our Hel‘)line volunteers and s S‘)ea\(ir\3 to 2 caller
in her late 60s, wWho feels she is \721(\3 coerced into jvinj her son
monej to pa for school fees. She kas been told if The doesn't,
she wWon't be 2ble 4o see her jrar\dc.\\ildren ajain. Barr Suyes’cs
2n adVoc.ac.?\ aﬁenc. , Who ma \\el? faciltate the caller to S?eak
her wWishes, ¥ ou3k skates that Unfortunately, access rights to the
child lays With the parents. He also 5u33es+:s s‘;eakine With 2 local
mediation Service, wWho maj be able to step in to help if there are
wider @amil\j 1ssuLes.



10:00am

Shaun, DeVeloPmer\’c Manajer, s S?endlr\ﬁ the morr\'mj at Omagh
Library, Northern Ireland 2t one of his rejular Hour?lass ?0?3)?
Events.” He's Syend'up the mornir\j S?ea\('u\j o the local communt
about the abuse of older ?eovle and rec.oljnisinj the SB“S of abuse.
One of the people he Speaks to didnt realise that this type of
abuse existed and is 1ue$’clor\inj wWhether an elderlj uncle m'tjk’c

c,urrer\‘tl\j be the victin of firancial abuse.

10:45am

lsobel, Communt RQSPO(\SQ Coordinator in England 1S 2 4rained
IDNVA (\nde?enden‘b Domestic Niolence Advocate). lsobel is catchin
Up With her cases, one of wWhich i§ 2 Woman wWhose husband is
suffering from dementia, and, 25 2 result, has seen changes in his
persona t’oj. He's nowW become anﬁr and Violent towards éis wife.
At their aﬁe, Maraaret doesnt Want to leave their family home
and diSqu{ their Tfe further, so she iS Working wWith lsobel on 2
52 plan, o ensure she is safe when her hUsband aets violent.
Locations of all areas we provide IDVA support s available on our
website.



11:15am

Elliot receives a messaﬁe on the Hourqlass Instant MeSSenﬁer Service
from 2 neighbour concerned about the older jen%leman wWho lives
next door. %ir\ce his wWife died last jear, he has become
'lr\c,reas'lnﬁlv lonely, but has been kaVir\3 manlzav'ls'l‘\:s from his late
Wife's carer, wWith wWhom he's become 1\)&2 attacked. He told Wis
ne'ﬁkbour he's ?lanr\'lns on Sur?riSir\s her With 2 newW car and an
expensive holiday because her foremer partner left her With lots of
debt and she a[?zSerVeS 2 break. The neighbour is concerned this
lady, in ker 40s, s takin advar\{'aje of her lonely next—door
“25 bour. Ellict Suiaesl-s Some options to share with her nei Kbour
which include kavir\3 an open discussion about What might Be
kavver\in , c,or\‘\:ac:\:'lnﬁ the ‘)ollc_e to re?ori: her concerns and the
local Adult Sa&juardi:p team because she thinks he is at risk of

beir\3 f-'lnanc_'lal[j abused.

12 noon

Fred has called us to talk for the first time about his experience
of ?S\jc,kolojlc_al abuse, domestic abuse and sexual abuse from a
(:amilj member. Merjl 13 j'wer\ permission and consent to make a
referral for an ir\Sund:lor\, and seeks advice from members of the
Communt RQS?O"\SQ team wWho are experts in this area. Men are
victims of “domestic abuse too. A report has found older men
may be unable to _Scape abusive relationships due to barriers when

See\(lr\3 kel?.



12:15pm
Nudrat has shared on the communicator app that the cost of
iving quide s nowl complete. The team are excited about this,
because it will help us to Support more older people Who are
Worried about finances, on top of eVeer\ln3 else. The quide Wil
be available on the Hourjlass website for anvone loo\(in3 éor.'
® Financial and de\* adVice
e Information on fovernment payments and Schemes

? chartties o{:{:erinﬁ further

° Details of national and rejloaa
Support — for example S&e? Ckanje.

12:35pm
Someﬁmes, durir\j the dau, #t can become 2 bit gquieter on the
Hel?line, o A’njle 5028 H\mUjk some of the outcomes from
Previous calls, u\c.ludin3 ?osi’ct\/e results from calls made last month.
One of the callers has emailed to thank the team for their help.
She Writes Thank uou Very mouchk for uour ver kely@ul advice.
K is c.er%:ainlsj \\ear{-eninﬁ that there are \;?ac,es | can turn to for
kely/ advice, Should & be needed in the future. “This is then
relavyed to Christiane, Who oversees a positive feedback document
Which the team have an easibj accessible c.o?j of at all times.



1:00pm

Colin, Hourslass's Communt Res‘;or\SQ Coordinator, based in
Scotland, kas been wor\(in3 With 2n older jm’clemar\, Rill, who had
been Suﬁ:erir\j from r\ejledc \oxj his (:amilj. Colin Keeps in touch
weekly to ensure Rill is \(ee?ir\j safe and “Well. The cost of livir\3
crisis has really affected him and he's concerned he can no
lor\jer afford To feed his do‘? and Worries he majBkaVe to lee
him Yo 2 doq shelter. Colin Knows howW important Bill's pet is to
him 2nd for his mental wWellbeina, so liaises With 2 local d03 Shelter.
’Tkez aﬁree Yo donate d03 food to Rill, allowin5 *o \(ee? his

much-loved canine companion.

1:30pm

\,uc.j, Helyline Information Officer, has ;)US{' started her shift and
receives 2 call from a lady who believes the appointed person for
her ?aren’c's LPA, her bro her, 1§ abusin3 his ?oSH:ion and Wants to
KnoW wWhat can be done about it Lucy refers the caller's
information to the five An Hour team) wWho can refer the case o
one of the solicttor firms that have Sianed up to dorate an
allocated amount of free leqal advice. A call will be arranaed
betwicen the caller and solicikor o discuss howW matters can be
resolved.

2:00pm

A’nd\j, one of Houralass's Hel?llne officers, je‘\:s 2 call from
someone about the %ruisczs she's been seeing on her jrar\dmo’d\er's
arms. She believes her second husband, vWho i 2n alcoholic, has

been rou3k With her. Her 3rar\dm0‘\:ker has been Skee?isk when



asked about the bruises, sa lnj she's 5e&in§ clumsj in her older
ears. However, the caller can see the bruises are Skaved like
ar\jer marks and wWorries for her sa . As her arandmother i
based in Sussex, she is referred *o (Pow , one 09 our Communt
ReS?onSe Officers and trained IDVAS, Wko Wil take on her case.

3:45pm

Keira receives a call from someone Who wWants to knowW more
about Yreda’corz marriaje. The caller is Siﬁn\vos‘ted Yo the Hourjlass
Knowledae Bank, wWhere we have u?loadecl 2 very informative
webinar “around the Sub;yzd:. Theu have also been sent a link +o
the ’Preda’corj Marriaje \>olic. brief from the website, wWhere the
caller can read more about ¥ and wWhat Steps ’c\\e\j can take to
end .

4:15pm

Tim, Head of Community Services, has been speaking With 2 local
authority about ?o{:en’cial ainin3 for their social ServiceS team So
H\ej Can rec.03n'1$e the Sbns of 2buse and wWhat o do about it



4:48am

Noudrat, ocur Hel?line Information Officer takes 2 call from a man
in his 70's wWho wWants to remain anonjmous. He is ex?erier\cin
domestic abuse at home and Baslbkﬁnj., wWhich 5 2 c,ollcsclu'la[3
term for 2 form of PS ckolojlcal abuse. He s 1U2$ﬂ0hir\j hiS owWn
santty 2and memories op recent events and IS nervous about
S‘)ea\(lr\j Nudrat reassures him that wWe are here to help and
Provides 2 listenin Suwori:'we ear. After 2 long chat, the caller
sald he Was ready for 2 chanae and ready to access help and
support.  Nudrat Was able to §2are 2 Helpline S?eciﬁcall for male
victims of domestic abuse and 31\/25 advice on howW to report this
to authortties lr\cludln5 his 4P, Hhe police and his local Adult

Sa@esuardinj Team.

CRM:

The team record the details of all their interactions on the
database. Some of the 4eam are still working 4o ensure all the
details are recorded in case the caller makeS contact agqain. This
Wau anuyone Who answWers the Pkone can ?rovide Su??or‘t The
team enSure the (:ollowlr\:} S recorded!

° lnformation on the emiuirer, and Whether ’cke\j wWish to
reMAIN  AnoNuUMOoUS.

o Information on the vickim(s) and the situation
that S occurring,

° Information on 2advice and SUPYOH: that s leer\
through the call

° lnformation on outcomes, and howW the caller feels
after the call has concluded.



5:00am
Handover s c,om?le’ced at the start and the end of the workin
dau. A’r\jle emalls the nﬁk’rﬁme team to make them aware oé

an ou{:s’candlnj ssues that mau have arisen durin3 the daj and
Yo Wish them 3ood luck for the eVen'mj shift.







