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D03e 

Behaviour management guidance for volunteers 

This document is provided to Crossroads Care Hertfordshire North (now referred to as ‘the 
organisation’) as a Network Partner of Carers Trust. 
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1.0 SCOPE 
1.1 This guidance is about adults, children and young people with care and support needs and 
the types of challenging behaviour they might display. 
 
1.2 You will never be asked or expected to support a person who is known to display 
challenging behaviour on your own. If an incident occurs, this will be dealt with by the paid 
member of staff attending. However, as not all incidents of challenging behaviour are 
foreseeable, this document provides relevant information that may be of use to you.  
 
1.3 You also need to read the following guidance for volunteers: 

 guidelines on the use of restraint (D03f) 

 adults’ and children’s safeguarding (B05, C01) 

 autonomy and independence (D08) 

 the organisation’s policy on harassment  

 the organisation’s policy on whistleblowing.  
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2.0 COMMUNICATION 
2.1 When your role involves contact with a person who may display challenging behaviour, a 
care planner / assessor will have done a risk assessment to see how best to avoid any 
incidents, but sometimes these are difficult to foresee or prevent.  
 
2.2 The person displaying challenging behaviour may not be acting that way deliberately and 
may not be able to control what they are doing or saying. It may be their way of communicating 
that they are not happy with the situation they’re in and are finding it a problem. 

 
2.3 Good communication is essential as it is the main way we interact and express our needs, 
likes and dislikes. Lack of clear communication can increase risk. Challenging behaviour is 
often caused by a person’s failure to understand what is going on and what is expected of them. 
They need to be given information in a way they can understand and that is appropriate to their 
age, ability and cognitive skills.  
 
2.4 A care planner / assessor will find out how each person with care and support needs prefers 
to communicate. It could include a range of approaches, including for example, the use of: 

 cue cards 

 pictures and photos 

 signs and gestures 

 body language 

 solutions circles  

 sign language (for example Makaton)  

 electronic aids 
 
2.5 If appropriate to your role, you will be given training in how to use the person’s preferred 
approach so that you are able to engage in a meaningful relationship with them.  
  
3.0 YOUR RESPONSIBILITIES 
3.1 In the course of your agreed volunteering role you have a duty to protect yourself and others 
from harm and to maintain a safe environment for the person with care needs at all times. If you 
are faced with an incident of challenging behaviour, always put safety first. 
 
3.2 If you are worried about your own safety or well-being, ask your volunteers’ co-ordinator for 
help. This will not be seen as a sign of weakness.  
 
3.3 If you know or suspect that the person you are supporting or someone else in the home (for 
example carer, family member, visitor or friend) is misusing drugs or alcohol, report this to your 
volunteers’ co-ordinator / the person on call straight away. What they are doing may make them 
aggressive, abusive or violent or present other risks and the matter will need to be addressed. 
 
3.4 If you are involved in an unforeseen incident of challenging behaviour, it is your 
responsibility to: 

 write down what happened  

 report it to your volunteer’s co-ordinator / the person on call as soon as you can and 
follow their advice. 
 

Your volunteers’ co-ordinator will offer you follow-up support so that you have a chance to 
debrief and reflect on anything that can be learned from what happened.  
 



Carers Trust   Behaviour management guidance for volunteers 
 

 
© Carers Trust 2018 
 
 

3 of 6 

4.0 PRACTICAL ADVICE 
4.1 The best way of dealing with challenging behaviour is to try to stop it from happening in the 
first place. Your volunteers’ co-ordinator will give you the following information: 

 how the person communicates 

 how they show if they are happy, distressed or in pain 

 what stresses them 

 what might trigger an episode of challenging behaviour 

 how to avoid stressful situations and  how to plan for them if they can’t be avoided 

 the action to take if there is an episode of challenging behaviour. 
 
4.2 Let your volunteers’ co-ordinator / the person on call know if any of the information you have 
been given about how to handle challenging behaviour  is not working and / or you are 
concerned about your own or the person with care needs’ safety. They will make sure the 
issues are addressed. 
 
4.3 Make sure you always carry a charged mobile phone (with enough credit / minutes on it) at 
all times so that you can get help quickly if you need to and make sure the office has your 
mobile number. Your volunteers’ co-ordinator will also discuss with you whether you need to be 
given a personal alarm. 

 
4.4 A responsible and competent person will be on call and contactable at all times when you 
are on duty. Make sure you: 

 know who to call in an emergency 

 have ready access to all the necessary emergency contact telephone numbers 

 are familiar with any ‘call for assistance’ protocol in operation in your organisation. 
 
5.0 WATCH YOUR OWN BEHAVIOUR 
5.1 Remember that your own actions, attitudes and behaviour can have an effect on others and 
may be a trigger for challenging behaviour (see Appendix 2).  
 
5.2 When you are faced with a challenging situation, be careful what you say and do.  

 Try to maintain a calm, polite, confident approach that demonstrates understanding 
and respect and gives the impression of being in control. 

 Don’t appear to be dismissive, patronising or over-bearing. 

 Maintain a non-critical, non-domineering attitude, listening carefully, showing empathy 
and acknowledging any grievance, concerns or frustrations. 

 Speak in a calm voice, slowly and firmly.  

 Don’t raise your voice.  

 Use clear, simple language and try not to do anything that might come across as 
condescending or superior. 

 Try not to let yourself be provoked.  

 Be aware of your own body language and how you are coming across. 

 Follow the strategies given to you by your volunteers’ co-ordinator.  

 Avoid using words or actions that could be seen as challenging, undermining or 
threatening. 

 Be aware of the person’s personal space and don’t stand too close to them.  

 Move towards a safe place and avoid being trapped in a corner. 
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6.0 REMAIN TOLERANT AND SENSITIVE 
6.1 When a person with challenging behaviour speaks to you aggressively or abusively it may 
not be meant as a personal attack on you – it might just be the way they communicate. 
Although this doesn’t make it right, it does call for a different response from a situation where 
the abuse is directed at you personally. 
 
6.2 If a person is agitated (for example, if they are confused), they may not be able to take in or 
to accept anything you try to tell them. It is important to calmly repeat information as many times 
as necessary to avoid the person becoming frustrated and possibly challenging.  
 
6.3 Sometimes there is an understandable reason why a person is angry.  If you can 
understand the reason and the events that led up to it you may be able to think of ways of 
tackling it. Showing you understand can often shift anger away from physical aggression. 
 
6.4 If a person’s behaviour becomes challenging, let them back down without losing face and 
don’t try to save face yourself as this just increases the risk of an incident. Be prepared to put 
your own feelings to one side. 
 
6.5 Don’t feel you have to continue with an activity that is obviously distressing or annoying the 
person receiving care. Instead: 

 leave them alone for a time, or  

 try a different activity or  

 change the conversation to a less sensitive subject 

 tell the person what you are doing and why. 
 
6.6 If there are other people about and you think this is making the situation worse, either ask 
them to leave or move away. However, if there is any risk of physical harm to yourself or others, 
keep one person with you at all times. 
 
7.0 BRIEFING AND INDUCTION  
7.1 Your volunteers’ co-ordinator is responsible for assessing the roles undertaken by 
volunteers (including trustees) within their organisation and the level of briefing / induction you 
require in relation to this guidance. 
 
8.0 ACCEPTANCE 
8.1 You are required to sign to indicate that you have received, read and understood the content 
of this guidance as directed by your volunteers’ co-ordinator and on completion of your briefing 
and induction, it is your personal responsibility to follow it.  
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APPENDIX 1 
Challenging behaviour 
 
A person’s behaviour is defined as ‘challenging’ if it puts them or those around them (such as 
their carers) at risk, or leads to a poorer quality of life. It can also affect their ability to join in 
everyday activities.   
 
Challenging behaviour is often seen in people with conditions that affect communication and the 
brain, such as learning disabilities, dementia or other mental health needs (resulting for 
example from a stroke or brain injury). 
 
Examples of challenging behaviour 
Self-injury behaviours such as: 

 hitting  

 head-butting 

 biting 

 scratching. 
 
Aggressive behaviours such as: 

 hitting and head-butting others 

 kicking  

 punching 

 scratching and biting others 

 screaming 

 spitting 
 
Inappropriate sexual behaviours such as: 

 public masturbation 

 groping 
 
Behaviours directed at property such as: 

 throwing / breaking objects 

 stealing 
 
Stereotyped behaviours such as: 

 repetitive rocking 

 echolalia (meaningless repetition of another person’s spoken words) 
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APPENDIX 2 
Possible causes / triggers of challenging behaviour  
 
These include: 

 staff actions, such as arriving late for a visit or not completing tasks 

 not informing family of changes to staff or time of visit 

 unpredictable personality 

 the need for privacy (responses can be heightened in shy or private personalities) 

 a history of behavioural management needs 

 illness, pain, fatigue or other sources of temporary or long-term stress 

 physical discomfort 

 conflicting, negative, uncertain or unrealistic expectations 

 frustration, for example, due to difficulty in communicating 

 boredom 

 seeking social interaction 

 lack of knowledge of social norms 

 need for an element of control 

 feelings of vulnerability from exposure of personal details 

 insensitivity of staff to the child or young person’s wishes and needs 

 feeling excluded, lonely, devalued, labelled, disempowered 

 loss of confidence or loss of face 

 living up to people’s negative expectations 

 belief that the allocated member/s of staff are inappropriate / inadequate for the task. 
 

Some examples of possible triggers and strategies for handling them are listed below. 

 Lack of explanation can lead to actions being misunderstood or wrongly interpreted. For 
instance putting on a person’s coat without informing them first could be misunderstood 
and cause them to react. It is important that you always explain what you are going to do 
before you do it. 

  

 Boredom, frustration and lack of stimulation can cause stress levels to build up. You will 
be given details of a range of age-appropriate activities that the person enjoys to 
increase stimulation and enhance the visit. 
 

 There may be certain topics of conversation or places the person has strong feelings or 
reservations about. You will be given such details so that you can avoid triggering a 
reaction. 


