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Helpline Confidentiality Policy 

 

1. Our Promise to You 
We understand that calling our helpline can feel personal, and we are 
committed to keeping your information confidential and secure. 
Confidentiality applies to the details of your call/contact, which will not be 
shared outside of the helpline team except in exceptional circumstances 
(please see point 3, below)  Confidentiality exists between you and the 
helpline service, not the individual worker.   We will only collect information 
that helps us provide you with the best support possible.   
We follow the General Data Protection Regulation (GDPR) and all relevant 
data protection laws. 

2. What We Keep Confidential 
Anything you share with us — including your health concerns, personal 
experiences, and contact details — will remain confidential and only used 
to provide support and guidance. We do not share identifying information 
without your permission. 

Statistical information about your call is recorded automatically such as the 
time of connection and call duration.  The topics discussed and outcomes 
of all contacts are also noted so that we can assess our impact, note 
patterns of issues and concerns to inform lobbying work and plan our 
service provision.  
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3. When We Might Need to Share Information 
There are certain situations where we may need to share information with 
appropriate services to keep you or others safe: 

These are: 

 You are in immediate danger or at serious risk of harming yourself or 
others 

 A child or vulnerable adult may be at risk of abuse or serious harm 
 We are legally required to disclose information (e.g., court order) 

Whenever possible, we will discuss this with you before any information is 
shared. 

4. Anonymity Options 
You can choose to stay anonymous. We do not require your name or 
personal details unless you choose to provide them for safeguarding 
reasons, follow-up support, or referrals to other services. 

5. Respecting Your Information 
We handle all personal data in accordance with GDPR. Any records are: 

 Stored securely. 
 Accessible only by authorised staƯ.. 
 Retained only as long as necessary under GDPR and safeguarding 

laws. 

6. Your Rights Under GDPR 
You have the right to: 

 Access the data we hold about you. 
 Request correction of inaccurate information. 
 Request deletion of your data where applicable. 
 Withdraw consent at any time (where consent is the legal basis). 
 Request restriction or raise objection to data processing. 

Our team will respect your choices and support you in understanding your 
rights. 
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7.Surveys and Feedback 

At the end of your contact with us you may receive a link to take a survey to 
share your feedback. This is to help us learn from you and improve our 
service.  Our policy is that: 

 Feedback responses are anonymous. 
 You do not have to answer all of the questions. 
 Any detailed feedback or comments  that you add might be used for 

training or service development. 
 What you say won’t be linked to your contact with us and will not aƯect 

your access to our helpline or other services. 

7. Language Translation and Interpretation Services  

We use a translation service provided by a company we contract with to 
deliver the helpline to speakers of languages other than English.  Any service 
that we use in this way have their own data protection and confidentiality 
policies which are reviewed regularly by Glaucoma UK.  Our current provider 
is Language Line.  Their Data Protection policy can be seen here and their 
Code of Conduct for Translators and Interpreters can be seen here.  

8. Questions About Confidentiality 
If you would like more details or have concerns about how your information 
is handled, please ask our staƯ during your call, or contact our GDPR and 
data lead at D.DeBuriatte@glaucoma.uk  

 


