
Conversations with Vulnerable People

'Our priority is your welfare'



Norwich Foodbank vision

• We want to have enough resources (food,volunteers,money) and relationships with referral 
partners to ensure those who need help can access it.

• We want to better understand why people need our help and involve them in informing 
research and shaping current and future projects.

• We want to speak to those who aren’t heard and, as part of the Trussell Trust, to engage with 
our local and wider community in order to change minds, change communities and change policy.



Looking after ourselves and each other

• Emotional Health 

oOur emotional health can be seen on a scale like our physical health

oWe can usually deal with difficult situations and challenges when 
our emotional health is stronger

oWe know our physical health can be impacted but our emotional health 
and wellbeing can impact us greatly also



Language to help understand where someone is on the 
emotional scale

Struggling to cope o Coping well

• I'll try to • I will
• I'll see if I can • I can
• I can't • I'm going to
• I'm not sure • I'm looking forward to
• I don't know how • I want to
• It's hard to • I'll do that



Active Listening

• Active listening is a communication skill that involves 
paying close attention to what someone is saying and 
then reflecting back to them. It's a way to show that you're 
engaged in the conversation and understand the 
speaker's point of view.



Active Listening

• Sometimes the act of listening becomes a barrier

• We start to listen

• We then rehearse in our minds what we want to say

• We wait for the speaker to pause before we talk to make 
our point



The listening 
wheel

• Open Questions

• Reacting

• Short words of Encouragement

• Clarifying

• Reflecting

• Summarising



Unconscious Bias

• Refers to the unconscious associations and beliefs that 
we all have, that lead to positive or negative inclinations 
towards or against other people, groups or communities.



Ending Conversations sensitively and effectively

• Ending conversations can be challenging for both us and the 
person themselves

For us: For them:

• We may lack confidence in how to bring 
conversations to a close with sensitivity

• They may feel listened to and not want the 
feeling to end

• We may worry about the person and what 
might happen next

• They might not know how to end the 
conversation

• The person might keep returning to the topic • They may be alone with their problems or 
feelings



The unexpected

•How to deal with unexpected questions or 
situations ?



Signposting

• There may be times when you need to let callers know 
about other services that can offer them practical or 
emotional support. This section explains when and 
how to signpost a caller and what services you can 
suggest to them



NCAN



NCAN system



Thank you for coming today

• We really value you as leaders of our Distribution Centres and 
telephone volunteers.

• Feedback will be taken after the session so please look out for a 
Form sent to your email address.
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