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What to expect from our Helpline Service

The Glaucoma UK helpline provides confidential, evidence-based

information and emotional support to individuals living with glaucoma, as

well as their families, carers and the professionals working with them.

We aim to empower our service users with knowledge and support to make

informed decisions and choices.

What we do

We offer information and support for people living with Glaucoma,
families, friends and professionals, through our helpline and email
services, buddy scheme and online forum.

We provide emotional support and a non-judgmental listening ear to
individuals experiencing the physical, emotional, and social impact of
glaucoma.

We give accurate and up to date, evidence-based information about
glaucoma, including treatment options, management of symptoms
and day to day life with the condition.

We offer dispensing aids and information and advice to support
compliance and comfort with prescribed medications for Glaucoma.
We signpost callers to other sources of information, support and
advice.

We offer a buddy scheme with the aim of linking service users who are
concerned about a procedure to volunteers who have experienced
that same procedure.

We offer an online forum with the aim of enabling peer to peer support
for people living with glaucoma.



What we do not do

e We do not give medical information or advice - we refer callers back
to the relevant healthcare professional. The helpline does not take the
place of any healthcare professional or ongoing clinical care.

e We do not advocate on behalf of individuals — we support self-
advocacy and refer to appropriate support services when required.

e We do not offer a counselling service. We do offer support to callers
who are experiencing distress but this is limited to immediate
emotional support and this is not an ongoing counselling or
therapeutic relationship.

e We are not a crisis service and will direct callers who need crisis
support to appropriate crisis or emergency services.

How we work

e We treat everyone with kindness, respect, and confidentiality.

e We won’t rush you, and there is no such thing as a silly question!

e Our staff are trained in safeguarding and data protection and receive
regular training on glaucoma and associated topics.

e We keep ourinformation accurate and review it regularly.

e We listen to feedback and use it to make the service better.

e We welcome and support people from all backgrounds and
communities.

Contacting Us

We are open from Monday to Friday, 9.30am to 5pm. If you contact us while
we are open and the line is busy, you can leave us a voicemail. We will call
you back within one working day. If you email us, we will reply within two
working days.



