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Welcome and thank you! 

Thank you for volunteering with the Masonic Charitable Foundation.  Your involvement will 

make a difference to the Freemasons and the families we support. 

This Course Manual and Handbook provides you with important information about being a 

Visiting Volunteer (VV) for the MCF.  We look forward to working with you and making your 

experience with the Foundation a worthwhile one. 

If at any point you have any questions, queries or feedback please feel free to speak to us or 

to your Provincial Contact.  We are here to help. 

 

Masonic Charitable Foundation 

60 Great Queen Street, London, WC2B 5AZ 

T: 020 3146 3333 masonicsupport@mcf.org.uk 
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Foreword 

 

 

Dear Volunteer, 

Charitable support lies at the heart of Freemasonry.  As the national Craft Charity, the 

Masonic Charitable Foundation plays an important role in providing a practical embodiment 

of that guiding ethos.  However, we could not achieve what we do without the selfless and 

unstinting support of the Masonic community, particularly its volunteers.  You are our eyes 

and ears, guiding people to help and also helping us to gather the information we need to 

provide them with what can be life changing assistance. 

As Chief Executive I am humbled by the time and commitment shown by the many 

volunteers who work with us.  I know the staff team, both here in London and in the 

Provinces, place immense value in the role played by you all.   

The Visiting Volunteer Scheme was developed as a way to ensure we provide you with the 

training and support you need to undertake your role.  The many words of gratitude and 

thanks we receive from the families we help as a result of all you do are a fitting 

acknowledgement of its success. 

Thank you for your time, enthusiasm and commitment.  We could not do our work without 

you.  

 

David Innes 

Chief Executive  



 

 

 

 

7 

Section 1: About the role 

The primary role of the Visiting Volunteer is to assist Freemasons and their dependants in 

the completion and return of applications to the Masonic Charitable Foundation.  

A: Your key responsibilities 

 Contact and visit applicants as soon as possible after receiving a request  

 Complete application forms and check documents to confirm income/capital/savings etc. 

and any other relevant information 

 Check applicant is in receipt of relevant state benefits and, if appropriate, signpost the 

applicant towards obtaining state support 

 Prepare an objective, detailed report for submission with the application 

 Submit the completed application form and documents without unnecessary delay 

 Maintain confidentiality of applicants in accordance with the Data Protection Guidance 

and the policies of the Foundation 

 Obtain assistance from the Advice and Support Team when appropriate 

 Visit existing beneficiaries to carry out a review of finances and circumstances and submit 

review documents and report without unnecessary delay 

 Successfully complete initial and regular ongoing training as required for the role 

 Assist with mentoring newly appointed Visiting Volunteers and identifying potential future 

volunteers 

 Act in accordance with the Volunteer Agreement 

Provincial responsibilities 

Provincial Grand Lodges may choose to combine the role of Visiting Volunteer with additional 

local responsibilities.  Any additional duties outside of those specified in this role description 

are carried out at the request of the Provincial Grand Lodge which is responsible for 

providing the appropriate training and support.  Full information will be provided by the 

Provincial Grand Lodge which will also provide any additional training required.  

What the Foundation will do 

During your time as a Visiting Volunteer the Foundation will do its best to: 
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 Introduce you to how the Foundation works and your role within it  

 Provide the training you need to meet the responsibilities of the Visiting Volunteer role 

(The initial training will be the Visiting Volunteer Induction Course) 

 Provide a named person who is available to discuss your Visiting Volunteer role and any 

successes or problems 

 Respect your skills, dignity and individual wishes and do our best to meet them 

 Reimburse your travel costs and other out of pocket expenses in line with the current 

Expenses Policy 

 Consult with you and keep you informed of possible changes 

 Provide adequate training in support of our Health and Safety Policy 

 Try to resolve fairly any problems, complaints and difficulties you may have whilst you are 

a Visiting Volunteer 

What the Foundation asks of you 

You agree to do your best to:  

 Carry out your role reliably and to the best of your ability, and to give as much warning as 

possible whenever you cannot carry out your role as expected 

 Follow the Foundation’s policies and procedures for Visiting Volunteers, including 

safeguarding, health and safety, equality and diversity, data protection and confidentiality 

 Treat staff, beneficiaries and fellow Visiting Volunteers with the same courtesy and 

respect that you would expect from them, always being mindful of your commitment to the 

MCF’s Equality & Diversity Policy. 
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Section 2: The Masonic Charitable Foundation 

A: An overview 

The Masonic Charitable Foundation builds better lives by enabling opportunity, promoting 

independence and improving wellbeing.   

Most of the support provided by the Masonic Charitable Foundation takes the form of 

financial grants to assist with daily living costs.  We can also award grants to provide specific 

items or services. 

A range of health and care needs, including medical and dental treatments, counselling and 

mobility aids or home adaptations are supported, with funding also available for respite, 

residential, nursing and dementia care. 

In addition to the support we provide to Freemasons and their families, the Masonic 

Charitable Foundation awards millions of pounds each year to local and national charities 

that help vulnerable people, advance medical research and provide opportunities for young 

people.  

We also contribute to worldwide appeals for disaster relief, meaning in total our support helps 

to improve the lives of thousands of people every year in England, Wales and internationally. 

Funded entirely through the generosity of Freemasons and their families, the Masonic 

Charitable Foundation is one of the largest grant-making charities in the country. 

B: RMBI  

RMBI Structure and Governance 

Since April 2016, the 17 care homes of the Royal Masonic Benevolent Institution have 

operated through a new company that was incorporated in 2015 – the RMBI Care Company.  

This company has its own board of directors but is fully accountable to the board of the 

Masonic Charitable Foundation.   

The RMBI Care Company continues to deliver the day-to-day management and operation of 

the homes under the RMBI name on behalf of  the Foundation. 

In effect, the RMBI Care Company is the sole provider of residential and dementia care for 

charitable beneficiaries of the MCF. 
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About the RMBI 

The RMBI is a major provider of high-quality care services for older people throughout 

England and Wales, with accommodation for over 1,000 older Freemasons and their 

dependants in its Homes.  Many of the RMBI’s 17 Homes are registered for both residential 

and nursing care.  All the Homes can accommodate people with dementia following an 

assessment of their needs, but where more specialist care is needed special house groups 

within a Home have been created.   

The RMBI offers limited sheltered and independent living accommodation for people who 

prefer to live more independently, but with the back-up of staff in an emergency. Sheltered 

accommodation is available to purchase on a leasehold basis. 

The RMBI can also offer short-stay breaks, including respite care.  These are helpful both for 

those living alone, and for families that need a little respite from the demands of caring for an 

older relative. 

In 1999, a small Home for people with learning disabilities was opened by Masonic Care 

Limited, a new organisation created by the RMBI.  Harry Priestley House is in Doncaster, 

Yorkshire, and has been set up with grants from The Freemasons’ Grand Charity and the 

Provincial Grand Lodge of Yorkshire, West Riding. 

How to apply 

Applications for permanent and temporary admission or enquiries for details about a specific 

Home should be made to the relevant Home Manager.  General enquiries can be made by 

contacting the RMBI Care Company: 

RMBI Care Co 

60 Great Queen Street 

London WC2B 5AZ  

Call: 020 7596 2400 

Email:  enquiries@rmbi.org.uk 

RMBI services are available to people with either private or public funding.  All applicants to 

an RMBI Home are assessed on an individual basis and advised of their weekly fee before 

moving into the Home.  The weekly fee covers provision of accommodation, meals and care, 

and may change as care needs change.  Residents who choose the RMBI have the security 
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of knowing that they have a home for life regardless of any changes to their financial 

circumstances, as long as the RMBI can meet their particular care needs. 

Home Managers are always delighted to welcome visitors from a Lodge.  Arrangements 

should be made direct with the Home concerned.  Residents may receive visitors at any 

time, and some have guest accommodation available. 

 

C: Support available 

i. Financial support 

Essential daily living expenses: Grants can be considered where there is a need for 

ongoing financial support. Support is aimed at increasing the household income to improve 

the everyday living standards to an acceptable level 

Grants following an accident, bereavement, redundancy, or other personal crisis:  

Help with everyday living costs and other essential expenses resulting from short-term or 

unexpected financial difficulty.  As part of an initial application help may also be provided 

towards outstanding debts to electricity, gas, household fuel and water suppliers as well as 

for rent, mortgage and council tax arrears.   

Funeral bills:  Essential costs relating to the provision of a funeral where no other funds are 

available or there is a shortfall after the provision of a Funeral Expenses Payment from the 

DWP. 

Minor home repairs and boiler repair/replacement:  Redecoration, repairs and essential 

improvements such as the widening of doorways and the installation of ramps for 

accessibility.   

White goods:  In emergency circumstances, white goods (including boilers) and other items 

required for a dignified standard of living.  

ii. Health 

Medical treatment:  Grants for medical treatment or surgery are available when there is a 

wait of 12 weeks or more for general NHS treatments or eight weeks or more for cardiac 

treatment.  Cancer treatment or treatment for Macular Degeneration have no specific wait 

threshold and are dealt with on a case by case basis.  
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Dental treatment:  For clinical treatment necessary to restore dental health where NHS 

treatment is not available. 

Mobility Aids and essential home adaptations:  To help applicants retain their 

independence, grants are available for a range of mobility aids including power chairs, stair 

lifts and car hoists.  Grants are also available for home adaptations required for medical or 

mobility reasons, such as wet room installation, entry ramps, and widening doorways.  

Vehicle purchase costs will be considered where there is an unavoidable need for a car. 

Hospital visit travel costs:  For ongoing travel costs for hospital visits, relating to a chronic 

or ongoing condition.   

Counselling:  Up to six counselling sessions can be arranged with a qualified and 

experienced counsellor based within 15 miles of an applicant’s home or place of work.  

Consultation and Assessment:  Grants are available to cover the costs of consultations or 

assessments where individuals are facing a wait of longer than eight weeks on the NHS. 

Grants are not available for follow up consultations and second opinions. 

iii. Children in full-time education  

Essential costs for education or training:  Specific grants for one-off items such as IT 

equipment, course materials, school uniforms, residential school trips, extra-curricular 

activities and travel. 

Scholarships:  Financial support for those in undergraduate education. 

Scholarships, travel grants, accommodation and course fees: Financial support for 

those in postgraduate education.   

Support for children and young people with severe disabilities:  Grants to provide 

mobility equipment, home adaptations and specialist tuition. 

Supporting exceptional talent in sport, music or the performing arts:  Financial support 

to provide equipment or training for those with the potential to develop a career in music, 

sports or the performing arts. 

iv. Family care 

Respite Care:  Grants are available towards the costs of short-term residential care breaks, 

domiciliary care in the home, and day centre care. 

UK Holidays:  Fully and part-funded trips to locations within the UK 
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v. Practical assistance  

The Advice and Support Team (AST) offers advice, guidance and support on a range of 

issues that can affect those within the Masonic community. Operating across England and 

Wales, the Team provides a free, independent and confidential service on behalf of the 

Foundation.  

The advice and support available includes: 

 Discussing the extensive range of financial, health and family help available from the 

Masonic Charitable Foundation 

 Assisting with completing applications for individual support 

 Talking about financial difficulties 

 Recommending the best approach to meet care needs 

 Helping to plan and access effective medical and dental treatment 

 Supporting children with practical advice and guidance on education and wellbeing 

 Signposting to benefits and services available from the government and other 

organisations 

 

 

  



 

 

 

 

14 

D: Areas outside the scope of support 

For clarity the Foundation does not currently consider grants for: 

 Glasses/spectacles 

 Treatment, surgery or therapy carried out abroad 

 Complementary and alternative therapies 

 Cosmetic surgery 

 Hearing aids 

 Short-term loans for treatments 

 Requests below £100 

 

E: Eligibility 

Eligibility for assistance depends on the circumstances of the individual.  In most cases, the 

income and savings of the person applying and other relevant criteria will be taken into 

account.  Further details about the eligibility criteria are provided below. 

i. Masonic qualification 

The following groups are supported: 

 UGLE Freemason  

 Wife/partner of UGLE Freemason 

 Widow/widowed partner of UGLE Freemason who is not remarried/cohabiting with a new 

partner 

 Divorced or separated partner of UGLE Freemason who is not married/cohabiting with a 

new partner 

 Children (see definitions) of UGLE Freemason in full time education up to and including 

the age of 25 

 Grandchild of UGLE Freemason in full time education up to and including the age of 25  

 Child or grandchild of UGLE Freemason, who is not able to undertake or maintain 

education or paid employment, due to disability and/or care needs. 
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 Other relation physically or financially supported by a UGLE Freemason may qualify for 

support from the Masonic Charitable Foundation. 

 

The table inserted on the next page shows the additional eligibility rules that apply to each 

group, and the potential support available to them. It provides an awareness for you, our 

volunteers of the MCF eligibility. In most occasions the eligibility has already been verified at 

the stage of the initial enquiry   
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1. The Freemason must have been initiated/joined before the need arose. 

2. If at the time of application the membership has lapsed by more than 2x the length of subscribing 
membership, the decision will be escalated to include a Masonic representative. 

3. Exceptional applications will be considered and will be escalated to a higher decision making level. 

 Relationship to 
Freemason 

Support 
available 

Additional rules Decision maker 

Group 1 

UGLE Freemasons (he is 
ineligible if expelled,  
resigned under Rule 277A 
or 233) and wife/partner 

 

 

 

Daily Living 
Expenses 

 

Health & Care 

 

Grant to support 
individual 
residents fees at 
RMBI care home 

Educational 
(children in full-
time education 
only) 

 

 

 

 

 

 

   

 

Grants staff 

 

 
Widows/Widowed partners 

Who are not  
remarried/cohabiting 
with a new partner 

Divorced or separated 
wives/partners 

Who are not  
remarried/cohabiting 
with a new partner and 
whose 
separation/divorce 
occurred LESS than ten 
years ago 

Grants staff 

Who are not  
remarried/cohabiting 
with a new partner and 
whose 
separation/divorce 
occurred MORE than 
ten years ago 

Senior grants staff 

Children in full-time 
education 

Up to and including the 
age of 25. 

Includes those that 
reside in a full family 
unit, (including non-
Masonic households) 
but in these 
circumstances DLE 
support can only be paid 
for the children 

Grants staff 

Disabled children, not in 
education or work 

 

As with ‘children in full 
time education’ except 
no age limit.  The child 
must not be in education 
and/or employment.  It 
must be anticipated that 
they will not be able to 
access employment, 

Grants staff 
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ii. Financial qualification 

                                                

1
 Physical Support:  Regular or long term physical care or support, including undertaking 

a parenting role.   

Financial Support: Making regular contributions towards essential household bills or 

running costs, taking into account financial circumstance of the contributor.   

 

due primarily to their 
disability/care needs. 

Other relations dependent 
on a Freemason  

Health and Care 

Grant to support 
individual 
residents fees at 
RMBI care home 

Must be able to 
demonstrate significant 
long term physical or 
financial support 
provided by a 
Freemason1 

Senior grants staff 

Group 2 

Grandchildren in full time 
education 

DLE (for the 
grandchildren only 
– not for the 
whole household) 

Educational  

Health & Care 

Up to and including the 
age of 25. 

Freemason must have 
been subscribing when 
the child was born OR if 
he was initiated/re-
joined later, that must be 
before the need arose 

Grants staff 

Disabled grandchildren, not 
in education or work 

As with ‘children in full-
time education’, except 
no age limit.  The child 

must not be in education 
and/or employment.  It 

must be anticipated that 
they will not be able to 
access employment, 
due primarily to their 
disability/care needs. 

Grants staff 

Group 3 

Other relations (non-
dependent): parents, in-
laws, siblings and  
grandparents  

Grant to support 
individual 
residents fees at 
RMBI Home 

 RMBI 
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 The applicant should be in receipt of all available state benefits. 

 Applicants with a net household income of more than £50k will usually be declined.  

 Households with capital of more than £23k will usually be declined for essential daily living 

expense grants. 

iii. Additional criteria for medical and dental treatment  

In addition to the Masonic and Financial qualifications above (Ei-Eii) the applicant must: 

 Have a diagnosed need 

 Be facing a 12 week or longer wait for NHS treatment (eight weeks or longer for cardiac 

treatment, case by case for cancer treatment) OR the required care is not covered by the 

NHS 

 Be unable to afford to fund their own private treatment or care 

F: Applying for support 

i. Requests under £500 

For the types of support listed below there is no requirement for a Visiting Volunteer or 

Advice and Support Team Adviser to visit, no application forms to complete and no financial 

assessment. 

 Dental: Grants up to £250 

 Mobility Aids: Grants up to £250 

 Counselling  

 Consultation and Assessment: Grants up to £500.  

To apply, individuals should contact the Foundation directly on 0800 035 6090.  

Costs under £100 will not be considered and applicants will be advised to contact their Lodge 

and/or Province for assistance.  

ii. Requests over £500.  

Requests will only be considered following a visit by a Visiting Volunteer or Advice and 

Support Team adviser and upon receipt of a completed application form (see Section 3: 

Applications and the Visiting Volunteer). 
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G: Timescales for considering Grants 

A decision on an application is typically made within six weeks of the Foundation receiving 

the completed application form and supporting documentation, although complex 

applications can take longer.  Incomplete or incorrect forms and missing documentation may 

also result in delays. 

H: Emergency assistance 

If an applicant is facing a genuine and immediate emergency it may be possible to give the 

application priority treatment. If you believe this is the case you should contact the Enquiries 

Team on 0800 035 60 90 to get guidance on the individual’s circumstances.   

Please note urgent applications still require a completed application form with supporting 

papers to be submitted. 

In order for the Foundation to  identify and process priority applications, it would be helpful if 

you could only use the ‘urgent’ tick box when it meets the priority marker criteria listed below. 

It would be helpful if, when you do tick the box you use the space provided to explain what in 

particular makes the case urgent.  

Priority markers: 

 Patients under any sort of palliative care, or late stage cancer 

 Severe mental health issues (generally threats of suicide)  

 Threat of eviction/ repossession  

 No income at all (e.g. have made a Universal Credit application and there’s a backlog) 

 Very little income and young children 

 Otherwise distressing circumstances (e.g. respite where the carer really can’t cope any 

longer – these are obviously discretionary and arise on a case-by-case basis). 

 Mounting debt e.g. mortgage/ council tax/ utility arrears  

 Cardiac surgery 
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I: Retrospective applications 

Retrospective applications will only be considered when they are received within six months 

of the cost being incurred. 

J: Complaints and appeals 

The Complaints and Appeals policy sets out the formal process for dealing with such matters 

and how the Foundation will respond.   

Appeals must be submitted within 20 working days of the Foundation’s formal notification of 

the outcome of an application.  There is no deadline for submitting complaints. 

Complaints and Appeals must be formally submitted in writing, preferably using the forms 

available on the Foundation’s website, to Gill Bennett, Grants Manager, Masonic Charitable 

Foundation, 60 Great Queen Street, London, WC2B 5AZ or gbennett@mcf.org.uk  

mailto:gbennett@mcf.org.uk
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Generation of an enquiry and commission of the visit – Once it has been established 

that a visit is required to complete an application form, a VV visit will be commissioned. 

You will be contacted by phone (followed up by email) by your Provincial Contact or the 

Foundation and given contact details for the applicant along with other relevant background 

information. You will also be given the unique reference number related to the application. 

This number is important as it will be used throughout the application process to track 

progress and link the right paperwork to the case and validate your expense claim. 

Arranging and conducting the visit – The next stage of the process is for you to contact 

(by phone) the applicant to arrange a time to visit. To help you complete the application form 

and gather a full picture of the applicant’s circumstances you should give them a list of the 

documents that you will need to see when you visit. 

 

At the visit complete the application form and take copies of all the required documentation. 

Complete a hard copy of the application form and ask the applicant to sign it before you 

leave. Supporting paperwork must be copied or scanned, as you will need to send it to the 

Foundation with the application form.  You must NOT send original supporting documents to 

the Foundation.   Following the visit, complete your report using the template provided in 

this Manual. 

Returning the forms and progression of the case – Once the visit is complete and the 

report written, send all the paperwork to the Foundation, either by using the pre-paid 

envelopes provided or by email to applications@mcf.org.uk  

 

The Foundation will acknowledge receipt and a Grants Officer will be assigned.  (It is 

important that you do not destroy/delete copies of the application form and documents until 

you receive this acknowledgement). A decision on the application will usually be made 

within six weeks of receipt of the application and the outcome will be advised to you, the 

applicant and the Provincial Grand Almoner. 

The majority of grants are paid direct to the applicant or to a supplier. The Foundation does 

not expect you to take any role in the disbursal of a grant, but for some cases your Province 

may ask you to take on the role. 

Section 3: Applications and the Visiting Volunteer 

A: Overview of the role of the Visiting Volunteer in the application 
process 
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B: Requests to visit  

You will be contacted by a Grants Officer or your Provincial Contact and asked to arrange a 

visit.  You will receive a system generated email from noreply@mcf-games.org.uk with an 

attachment providing: 

 Contact information for the applicant 

 The unique reference number assigned to the application 

 Any other relevant information 

Please note that the email will contain a hyperlink.  Visiting Volunteers are not able to 

access the associated webpage. 

You will need to record the reference number on the application form.  You will also need to 

provide it when claiming expenses.  Before proceeding with an application for medical 

treatment, dental treatment, mobility aids, home adaptations or respite care it is essential to 

contact the Foundation on 0800 035 6090 to obtain the appropriate supplementary Form and 

further guidance.   

If, for any reason, you are unable or unwilling to make the requested visit then you must let 

the Foundation or your Provincial Contact know as soon as possible.  Alternative 

arrangements can then be made. (See section F:Involving the Advice and Support 

Team’) 

The Foundation is committed to equal opportunities and diversity.  The principles of non-

discrimination and equality of opportunity also apply to the way in which Visiting Volunteers 

are expected to treat applicants.  The Foundation will not tolerate behaviour that contradicts 

the letter or spirit of the Equality and Diversity Policy.  

All requests to arrange a visit must come via the Foundation or your Provincial Contact.  If 

you are approached by someone else then you should speak to your Provincial Contact or 

contact the Foundation on 0800 035 60 90 to agree the visit and obtain an application 

reference number.  

  

mailto:noreply@mcf-games.org.uk


 

 

 

 

24 

Sample Commission Email 
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Sample GAMES Commission letter 
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C: Reviews 

Grants for essential daily living expenses are paid to support an applicant over a one-year 

period.  At the end of the twelve month period a review form is required to check eligibility for 

support for the following year.  If an applicant requires assistance to complete the form a 

Visiting Volunteer may be commissioned to visit and the application process described in this 

Handbook will apply.  A unique reference number is provided for all review applications. It is 

important to remember when conducting a review visit, that you need to collect up to date 

supporting documentation and complete a report detailing the current circumstances of the 

applicant and what impact the support from the MCF has made. 

D: Holidays and illness 

If you will not be available to make visits for one week or more then you must let your 

Provincial Contact and the Foundation know at the earliest opportunity. To contact the 

Foundation please email masonicsupport@mcf.org.uk 

E: Before the visit / The initial contact 

Once you have been asked to visit, you should contact the applicant to arrange a suitable 

time to visit them at their home.  Remember to: 

 Think about what information you need to collect and anything you need to take with you, 

for example: a blank application form, ID (e.g. driving licence), mobile phone, report 

template and document checklist. 

 Consider if it is a ‘health’ related application. If it is then you must contact the Foundation 

for a Health form and guidance on any additional paperwork or information which may be 

required to progress the application.  It is essential to do this prior to visiting. 

 Let the applicant know in advance what documents you will need to see. It can be useful 

to send a letter or email confirming the information you will need to collect (See J. iii. 

Supporting paperwork checklist).The Masonic Support Programme Team can provide 

you with a template letter. (See Appendix 3 Visit Confirmation Letter) 

 Ask the applicant if they wish to have a friend, relative or the Lodge Almoner present 

when you visit. 

 Confirm the time and place.  This should be the applicant’s home so you can observe 

their living environment and gain a clear picture of their circumstances. 

 Give the applicant your contact details in case they need to cancel or rearrange the visit. 

mailto:masonicsupport@mcf.org.uk
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Think Safety!  

Remember when visiting you must let your nominated contact know where you are going, 

when you will be back, and what to do in an emergency. 

F: Involving the Advice and Support Team (AST) 

The AST provide support for complex and unusual cases, where there is a risk factor that 

makes it inappropriate for a Visiting Volunteer to be involved or where the case requires the 

specific skills or training of a member of the AST.   

You MUST ask for a member of the AST to deal with the application if you are aware that 

any of the following apply: 

 History or risk of physical or verbal aggression towards volunteers, Foundation employees 

or other third parties 

 History or indication of safeguarding issues linked to a case.  

 History or indication of Mental Health issues, including Dementia 

 Applicant refuses involvement of a Visiting Volunteer 

 Visit is for a purpose other than the completion of a Foundation application form (e.g. pre-

admission home assessment) 

 No Visiting Volunteer is able or willing to visit the applicant  

 Information required to consider the application is outside of the scope of the normal 

application process 

 The nature of the case makes it more appropriate for handling by the AST 

You may also choose to involve them in cases where: 

 An applicant refuses to co-operate with the Visiting Volunteer 

 A visit to complete an application form identifies issues which are outside the scope of the 

usual application process or are more suitable for handling by the AST 

 There is a conflict of interest for the Visiting Volunteer (e.g. where the Visiting Volunteer 

and applicant have close ties) 

To arrange for the involvement of the AST please contact your local AST Adviser directly or 

the Foundation on 0800 035 60 90. 
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For more detailed information please refer to the Escalation of cases to the AST Policy. 

G: The visit 

The purpose of the visit is to gather the information and supporting documentation needed to 

make an application to the Foundation. On arrival and during the visit remember to: 

 Behave in a courteous and professional way 

 Introduce yourself  

 Build rapport and put the applicant at ease 

 Make sure you collect all the information needed 

 Be honest and upfront about the information you need and why 

 Manage the expectations of the applicant – completing an application does not 

automatically guarantee a grant 

 Verify any information provided by checking supporting documents 

 Check all paperwork and take copies as needed for the application 

Think Safety! 

Be aware of your environment and any risks. Trust your instincts. If you feel uneasy about 

anything take action to improve your safety. 

H: Communication skills and techniques  

Establishing a rapport 

Throughout all the stages of the application process it is vital that you establish rapport with 

the applicant.  Utilising your pre-existing communication skills in addition to some of the 

techniques explained below will ensure the visit is a positive and effective experience.  

The communication techniques set out below will assist in building rapport with the applicant 

and can be used to handle difficult conversations if they arise.  These techniques can be 

used in many situations and it is worth practicing them outside of visits to increase your 

confidence and to help them become a natural part of your everyday vocabulary.  
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The Process of communication 

The following model shows the basic process of communication.  Understanding this allows 

you to recognise what happens internally when we speak to someone and why they respond 

the way they do.      

 

The key point demonstrated by the model is that we are entirely responsible for the success 

of our communication. If we don’t get the desired response, we must adapt the way we 

approach the conversation and ‘encode’ the message.  ‘Decoding’ is affected by the person’s 

experiences and map of the world.  This model can be particularly useful when thinking 

about the information you need to obtain for an application.  You can consider how to 

‘encode’ the message to ensure the desired feedback from the applicant. 

Map of the world / Managing Expectations 

We all have our own unique map of the world.  Our map is formulated by our experiences 

and expectations.  To establish rapport you need to identify similarities between your 

experiences and the applicant’s map of the world; for example through shared experiences 

of Freemasonry.  

When listening to the applicant you should attempt to identify what their expectations are of 

the Foundation and of yourself.  Once you have identified their expectations you can manage 

them as required. 

  

• SENDER 
 
 
 ENCODE 

• MESSAGE 

DECODE 
• RECEIVER 

FEEDBACK 
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Pre-framing and agreement frames (Pre-visit phone call and visit itself)  

When making the initial call to arrange the visit you should pre-frame the visit by setting out 

the reason you will be there; to complete the forms and gather information from the applicant. 

Once you have this agreement you can utilise it to frame the meeting.  For example, you 

could open the visit by saying, “as mentioned when we spoke on the phone, I am here to 

complete the application form with you and as agreed I will require (x) to complete the form”.  

This will also assist if difficult conversations arise around why you need certain information.  

We use agreement frames because if we agree with someone we start to build rapport with 

them, as subconsciously we are on “the same side”. 

Pacing and Leading 

We all use pacing and leading unconsciously all the time.  For example, families will talk at 

the same volume, and we match each other’s body language when having a conversation.  

People warm to people like themselves, so seeking to be similar will build rapport.  

During the visit you should seek to pace the person throughout the conversation.  You need 

to recognise and acknowledge what state they are in firstly before you look to move the 

conversation on (leading).  

For example, if you were angry, the correct pacing would be for someone else to recognise 

that emotion (e.g. I agree you’re angry) before leading you to another emotion.  When you 

are feeling angry someone saying “come on, cheer up!” is unlikely to suddenly change your 

mood because they have not started by pacing you. 
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isten – Showing good listening skills – nodding the head, occasional 

‘‘gap fillers’’, eye contact.  

mpathise – Expressing empathy is a great way to build rapport. Utilising 

language like ‘I can imagine how you feel’ demonstrates a level of caring 

for the applicant’s circumstances. 

sk questions – Crucial for information gathering; asking open questions 

using leading statements and repeating their language – please tell me 

more; you say you feel ‘concerned’ (fill with their own language) will draw 

information for the application form and accompanying report. 

araphrase - Paraphrasing the information back to the applicant confirms 

you have listened to what has been said and highlights the correct 

information to be put on the form. 

ummarise - Summarise what has been said and agree with the applicant 

the information to be added to the application and your report. 

LEAPS communication model 

The LEAPS model provides a process for identifying the needs of the applicant and the 

information required for the application form and report. 

 

 

 

 

  

 

 

 

 

 

 

 

 

 

I. Fair Collection Statement 

The Fair Collection Statement explains how the Foundation will use personal data provided 

by the applicant during the application and grant award process.  The Data Protection Act 

2018 requires the Foundation to make the information contained in the statement available to 

all applicants and the latest version can always be viewed at www.mcf.org.uk/privacy 

It is helpful to familiarise yourself with the content of the Fair Collection Statement so you can 

answer basic questions from applicants and know where to direct more complex queries.  If 

you have any questions or queries about the Fair Collection Statement then you can contact 

the Foundation for further guidance. 

It is important to remember your activities as a Visiting Volunteer fall within the Fair 

Collection Statement.  Guidance confirming your responsibilities is provided on a regular 

basis and you will be required to sign a declaration confirming that you have read and 

understood your responsibilities.  

http://www.mcf.org.uk/privacy
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In summary: 

 You must only act on instructions issued by the Foundation 

 You must follow the guidance provided to you and given during any training sessions  

 You must take appropriate steps to maintain confidentiality  

 You must implement appropriate security measures to protect personal and sensitive 

personal data 

 You must report any breaches to the Masonic Charitable Foundation without undue delay 

A detailed explanation of your responsibilities can be found in the Visiting Volunteer Data 

Protection Guidance.  

J: Completing the form 

The completion of the application form and the collection of supporting paperwork is one of 

your primary duties as a Visiting Volunteer.  This stage of the application process is crucial to 

ensuring the Foundation has the relevant information to assess the case. 

i. Important points to remember when completing the form 

 When completing the form, remain engaged with the applicant, remembering some of the 

content may be emotional and difficult for the applicant. It is important that you balance 

the fact that you are there to get the form completed with empathy for the applicant’s 

situation. 

 Initially compile the information on a separate piece of paper prior to filling in the form. If 

the information is incorrect or changes as you speak with the applicant you will not need 

to restart the form. This is particularly helpful when gathering lots of figures from the 

applicant. 

 Remember that for a case where a child requires assistance, the financial information 

required is for the parent/guardian, not the child. 

 Confirm the information given by the applicant is correct and ensure all the necessary 

supporting documentation has been gathered. Refer to the checklist to assist with this. 

 Clearly identify any parts of the form not applicable to the applicant by stating N/A or 

putting a line through the section. 
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 Double check all the parts of the application form have been filled in and no relevant part 

has been missed accidentally. 

 If for any reason during the completion of the form you cannot obtain the information 

required, remember you can always re-visit and finish the form at another date.  A second 

visit may be appropriate if the applicant is emotional, distressed, or cannot provide the 

information needed.  This is better than sending an incomplete form which the Foundation 

would have to return anyway.   

ii. Supporting paperwork: Format  

The Foundation is only able to accept supporting paperwork which meets the following 

criteria: 

 Both paper and electronic documents are acceptable.  

 Scan documents at their original size.  

 No photographs.  This includes photographs that have been printed and then scanned.  

 Minimum 200DPI resolution. 

 Electronic documents must be saved in PDF format only. 

 All documents must be legible and clear when viewed in black and white. 

 All pages of the document must be included. 

 Email attachments should not exceed 10MB in total. For larger attachments consider 

using a zip programme, sending multiple attachments or submitting paper copies. 

iii. Supporting paperwork checklist 

 You should collect all relevant paperwork listed in Sections I (Household Finances) and 

II (State Support) below. 

 Information should be collected about all the people living in the house not just for the 

applicant 

 Collect the most recent documents  

Section I. Household Finances 

 Annual Mortgage Statement or pages of tenancy agreement showing monthly rental 

payments 
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 Audited accounts / Annual Tax Return for the self - employed 

 Payslips for the last three months if paid monthly or for the last six weeks if paid weekly 

 Notification Letter for receipt of Private and/or Occupational Pension 

Section II. State Support 

Household Circumstance Paperwork Required 

Applicant is a Carer   Carer’s Allowance (CA). This is paid to the applicant directly. 

 Income Support (IS) 

Bereaved  Possible Entitlements to:  

 Bereavement Support Payment (BSP) 

 Bereavement Allowance (BA) 

 Bereavement Payment (BP) 

 Widowed Parent’s Allowance (WPA) 

 Funeral Grants/Assistance 

Disability, 

Mobility Issues and 

Personal Care  

 Aged 16 and under  Disability Living Allowance (DLA) – 

care and mobility components 

 Aged 16 to 65 inclusive  Personal Independence Payment 

(PIP) – Daily living and Mobility components 

 Aged over 65  Attendance Allowance (AA) 

Employed / Self Employed 

with a low income  

 Check whether they are entitled to receive Working Tax 

Credits (WTC) 

Employed and Unable to 

Work Due to Illness  

 First 28 weeks of unemployment  Statutory Sick pay (SSP) 

 29 weeks onwards of unemployment  Employment 

Support Allowance (ESA) 

 Medical certificate  Employment Support Allowance (ESA) 

Higher Education Student  Most recent award letter from Student Finance England and 

a copy of transcript of results OR offer letter from University 

and award letter from Student Finance England. 

Housing Adaptation  Disabled Facilities Grant (DFG) 

Housing Costs   Housing Benefit (HB) 

 Council Tax Support (CTS) 

 Council Tax Reduction (CTR) 
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Household Circumstance Paperwork Required 

 Support for Mortgage Interest (SMI)* 

Parent or Guardian  One or both: 

 Child Tax Credits (CTC) 

 Child Benefit (CB) 

Pensioner  Pension age  State Pension (SP) and/or Pension Credit 

(PC) 

Unemployed and Able to 

Work 

 Job Seeker’s Allowance (JSA) 

Work Related Injury/Illness  Disabled as a result of industrial accident/disease (before 

Oct 1990)  Reduced Earning Allowance (REA) 

 Disabled as a result of industrial accident/disease (after Oct 

1990)  Industrial Injuries Disablement Benefit (IIDB) 

 Aged 65 and over and in receipt of (REA)  Retirement 

Allowance (RA) 

 Work Disablement Pension (WDP) 

*Support for mortgage interest is now paid as a loan rather than a benefit.  The DWP will 
offer all applicants in receipt of income-related benefits the option of taking out a SMI loan.   

You must not offer any form of financial advice and cannot provide guidance to applicants on 

whether they should accept or decline the DWP SMI loan.   

Applicants will need to provide documentation to confirm whether they have accepted or 

declined the offer, 

iv. The Report  

The application form asks for a written report to provide further information about the 

applicant’s circumstances.  The information contained within the report allows the Foundation 

to appropriately assess and summarise the applicant’s circumstances.  

The report must be completed on separate paper and use the template below. 
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v. Report Template  

The following template must be used as a basis for writing your report both when completing 

application forms and review forms  You only need to detail information under the headings 

and bullet points that are relevant to the application/support type you are dealing with.  If any 

of the sub–headings are not relevant (for example there are no children) then you should 

clearly indicate that this section is not applicable (N/A). 

The information provided should be objective and relevant to the application.  

Applicant Details 

 Applicant name 

 Application Reference Number 

 Type(s) of support the Applicant is seeking 

 Background 

 Details of the family make-up  

 Details of the event ("the distress") which has triggered the application (please give 

dates for all key events) 

 Date of the distress (e.g. redundancy or separation from partner) 

 How the distress has impacted on all members of the household, both financially and 

otherwise. 

 The family’s current situation 

Household Occupants 

 Details of the general health of the household occupants 

 Details of any particular impact on adults/children 

 Employment 

 Current employment status  

 Current / past occupation (if retired), and earnings of household members leading up 

to the distress 

Children in Education 

 School name and school fees (if applicable) 
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 The child’s current school year and when are they due to sit their GCSEs/A-levels (if 

within two years) 

 University name, course name and dates 

 Details of any extra-curricular lessons, including cost, regularity of attendance, and 

whether attendance is term-time only or all year round 

 Details of any special needs, including the impact on the child/family, and any 

equipment / support required 

Health and Disability   

 Any support received from health and social care services 

 List of any household member who acts as a carer, and whether they get a break 

from their care duties 

 Whether an Applicant is on an NHS waiting list for treatment/surgery, and the 

estimated waiting time 

Bereavement 

 Details of the deceased’s life insurance policies and pension (if applicable) 

 If applicable, cost of funeral, how it has been paid for and whether DWP grant has 

been applied for 

Additional Observations 

 Any further observations from your visit or additional information about the Applicant’s 

circumstances (see vi below) 

Recommended Support 

 Tell us how you think the Foundation could help the Applicant 

Payment of Grant 

 Any reasons why regular instalments should not be paid directly to the Applicant. For 

example due to debt, substance dependency or other vulnerability 

Documents (Refer to the guidance on supporting paperwork) 

 List of enclosed documents 

 List of any outstanding documents that you have been unable to obtain and reasons 

for this 
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Details of other present at meeting 

 Name and relationship to applicant 

Your Details 

 Your name  

 Date you completed the report 

 Please ensure your complete the ‘Visitor details & declaration’ section on form. 

vi. Additional observations 

 If you identify that the applicant is not receiving benefits for which they may be 

eligible, seek to establish why they are not receiving them and include the information 

in the report. Applicants should be encouraged to explore applying for available 

benefits and can be directed to the AST for further assistance if required.  Applicants 

should be gently reminded that the Foundation expect them to be in receipt of 

available benefits prior to receiving support. In some cases the grant awarded may be 

calculated on the assumption that an available benefit is being received. (See also K: 

Signposting) 

 The Foundation should be made aware of circumstances where the applicant has 

intentionally deprived themselves of assets to qualify for help or to qualify for help 

more quickly.  If you have any concerns please contact a member of the Enquiries 

Team on 0800 035 60 90 to discuss the situation in more detail. 

 The Foundation does not have a set definition of overhousing, but if an applicant 

rents a house which is larger than necessary for their family type then the reasons for 

this should be clearly explained. 

 Where the Applicant’s landlord is a relative of a member of the applicant’s household 

and there is a rent shortfall, the reasons for this should be clearly explained. 
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Remember…. 

 

Easy Mistakes! 

The following are examples of the most common errors seen in reports and application 

forms. The Foundation is committed to getting the process ‘right first time’, this section 

provides you with support to ensure the foundation can support the applicants in the shortest 

possible time.  

 Missing information: Make sure you have included contact details, all financial 

information, and that you and the applicant have signed the application.  

 Out of date or missing documentation, particularly financial records: Check that the 

financial documents are the most current and up to date available and that all pages are 

included. 

 Calculation errors: Double check all figures and remember that dividing a monthly 

amount by four will not give an accurate weekly figure. 

elevant Material – Ensure the information contained within the report will 

assist the Foundation in considering the case. 

vidence based – Use information given to you by the applicant that has been 

backed up by evidence (e.g. refer to wage slips). 

ractical – Consider the layout and length of the report.  How easy is it to 

extract the relevant information? 

bjective – The report should be based on objective facts rather than subjective 

opinion. 

eviewed – Double check the report to confirm all the necessary information is 

included and correct. 

imely – Write the report whilst it is fresh in your mind. 
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 Lack of detailed background: Provide full information on the applicant’s circumstances, 

particularly the reasons for any financial distress and the dates of key events. 

 Overly detailed Masonic history: Rank and appointments have no bearing on the 

assistance the Foundation can give and you should be careful not to include this 

information at the expense of details which are directly relevant to the case.  

 Blank spaces: You should enter N/A or cross out sections which are not relevant so it is 

clear the section has been left intentionally blank. 

 Illegible writing: Ensure all writing is clear and legible, using block capitals if required. 

Where possible typed reports are preferred. 

K. Signposting 

i. Benefits 

You will need to have some basic knowledge of the range of state assistance available to 

check the applicant is in receipt of relevant support, to help assess if the information the 

applicant provides is accurate, and to help signpost the applicant to additional support which 

might be available to them.  The help provided by the Foundation is not a replacement for 

available state benefits and applicants should be claiming their full entitlement.  

This section briefly lists the main types of state benefit, but this is an area experiencing 

significant changes.  The Government’s website, www.gov.uk, provides the most up to date 

information and guidance.  Age UK, Turn2Us and Citizens Advice also provides a range of 

useful and ‘user friendly’ information on benefits for people of all ages. 

Background 

The government department responsible for the overall administration of the benefits system 

is the Department for Work and Pensions (DWP).  

Housing and Council Tax Support are administered by the local authority. 

Tax Credits are administered by the Tax Credits Office of Her Majesty’s Revenue and 

Customs (HMRC) who are also responsible for Child Benefit. 

The DWP has created several executive agencies to administer particular benefits for whole 

groups of claimants. The main ones are: 

 Jobcentre Plus – benefits for people of working age 

 The Pensions Service – benefits for people over pension age 

http://www.gov.uk/
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 Disability and Care Service – benefits for disabled people and their carers 

Who can claim what? 

The following table will help you to identify benefits which may be available to an individual.  

The Turn2Us benefits checker at https://benefits-calculator.turn2us.org.uk/AboutYou can be 

used to generate a tailored list based on individual circumstances.  For the latest information 

on the rates paid visit www.gov.uk  

Circumstance Potential Benefit 

Bereavement  

Widow, widower or surviving civil partner 
under State Pension age (bereavement 
post 5 April 2017)  

Bereavement Support Payment 

Help with funeral costs Funeral payment 

Widow, widower or surviving civil partner 
with a dependent child (bereavement 
prior to 5 April 2017) 

Widowed Parent’s Allowance 

Paid for 52 weeks to widow, widower or 
surviving civil partner aged 45 or over but 
under state pension age when spouse or 
civil partner dies (bereavement prior to 5 
April 2017)  

Bereavement Allowance 

Caring  

Care for a disabled person at least 35 
hours per week and earn less than £116 
net pw 

Carer’s Allowance 

Help with personal care  

Aged under 65 when you claim Personal Independence Payment (PIP) 

Aged 65 or over when you claim Attendance Allowance (AA) 

Housing Problems  

Repair, adaptations, improvements Housing grants (Disabled Facilities Grant) 

Help with mortgage interest Support/Loan for Mortgage Interest 

Help with rent Housing Benefit/Universal Credit (UC) 

Help with council tax Council Tax Reduction 

Limited capacity for work 
 

https://benefits-calculator.turn2us.org.uk/AboutYou
http://www.gov.uk/
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Circumstance Potential Benefit 

Employed Statutory Sick Pay (SSP) 

Not employed or after 28 weeks SSP Employment and Support Allowance (ESA) 

Low income  

Limited capacity for work Income related ESA/UC 

Not working or working less than 16 
hours per week and not required to sign 
on for work 

Income Support/UC 

Required to sign on for work Income-based Jobseeker’s Allowance 
(JSA)/UC 

From aged 60 Pension Credit 

Working at least 16 hours per week Working Tax Credit/UC 

Responsible for a child Child Tax Credit/UC/Child Benefit 

Paying rent Housing Benefit/UC 

Paying Council Tax Council Tax Relief 

Mobility Issues  

Aged under 65 at time of claim PIP 

Hire or buy a car using the mobility 
component 

Motability 

If higher rate mobility component is in 
payment 

Road Tax Exemption 

Retirement  

State Retirement Age State Pension 

If pension falls below appropriate amount Pension Credit 

From aged 80 if on no/low pension Non-contributory state pension 

Unemployed or working less than 16 

hours per week 

 

First 26 weeks (dependent on NI 
contribution) 

Contribution-based JSA 

If no/insufficient NI contributions or after 
26 weeks 

Income based JSA/UC 

Not required to work i.e. lone parent with 
young child 

Income Support (IS)/UC 

Work related injury or illness  
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Circumstance Potential Benefit 

Disabled through industrial accident or 
disease 

Industrial Injuries Disablement Benefits 
(IIDB) 

If the accident or disease occurred prior 
to October 1990 and earnings capacity is 
reduced 

Reduced Earnings Allowance (REA) 

 

On retirement if in receipt of REA Retirement Allowance 

 

Overlapping Benefits 

Some combinations of benefits cannot be paid at the same time; these are called 

'overlapping benefits'.  Claimants can only receive one of the following benefits at a time: 

 Contribution –based Jobseeker's Allowance 

 Contributory Employment and Support Allowance 

 Maternity Allowance  

 State Pension  

 Bereavement Allowance  

 Widowed Parent's Allowance  

 Carer's Allowance 

 Incapacity Benefit (no new claims allowed but still in payment to some existing claimants) 

 Severe Disablement Allowance (no new claims allowed but still in payment to some 

existing claimants)  

Where claimants are entitled to more than one, they should claim both and only the highest 

rate benefit will be paid.  
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Further Advice 

The Advice and Support Team are able to offer signposting to benefits and guidance on 

services available from the Government.  Contact your local team member if you would like 

any assistance.  

Other useful contacts 

Age UK - www.ageuk.org.uk 

Benefits Enquiry Line- 0800 882200 

Citizen’s Advice - www.adviceguide.org.uk 

Directgov - www.direct.gov.uk 

The Pension Service - 0800 991234 

Rightsnet – operated by LASA - www.rightsnet.org.uk 

Turn2Us - www.turn2us.org.uk 

ii. Signposting to other sources 

In addition to state benefits and help available from the Foundation, you may be able to 

signpost Freemasons and their families to additional sources of external support.  

Alternative sources of support in the Key Policies Supplement provides some useful 

contact details and there may be other organisations and groups locally. 

L: Closing the visit 

When closing the visit it is important that you leave the applicant with a good understanding 

of the next stage of the process. 

 Thank the applicant for their time and assistance in answering the relevant questions and 

obtaining the information for the application form. 

 Explain that you will be sending the application form and supporting documents to the 

Foundation and that the information you have collected will be used in accordance with 

the Fair Collection Statement. 

 Remember to manage expectations, explaining that the Foundation determine the 

outcome of the application. There is no guarantee a grant will be given. 

http://www.ageuk.org.uk/
http://www.adviceguide.org.uk/
http://www.direct.gov.uk/
http://www.rightsnet.org.uk/
http://www.turn2us.org.uk/
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 Review the information you have collected, confirm it is accurate and make sure you have 

everything you need. 

 Let the applicant know they may be contacted again if more information is needed. 

 If appropriate, encourage contact with the Lodge Almoner. 

 Leave a copy of “Your Application: What Happens Next” explaining next steps and who to 

contact with any questions.  

M. Following the visit 

Following the visit it is important to write up your report and finalise and return the application 

form as soon as possible.  Remember the information you have collected is personal data 

and you must observe data protection rules. 

 Use the envelopes provided to send the completed application form, supporting papers 

and associated expenses form to the Foundation.  Alternatively scanned applications, 

supporting documents and expenses can be submitted via email to 

applications@mcf.org.uk Please send ONLY an electronic or hard copy version of 

forms, not both. 

 A named Grants Officer will be allocated to the case by the Foundation.   

 The Grants Team may contact the applicant to obtain additional information or paperwork.  

If it would be more appropriate for you to liaise with the applicant or if the applicant would 

prefer to deal with the Foundation via you then this can be indicated on the application 

form.  Where further information is requested you should try to obtain it via a telephone 

call or by post, wherever possible.  

 A decision on the outcome is typically made within six weeks of the Foundation receiving 

the completed application and supporting paperwork.  Complex cases can take longer.  

Incomplete applications and/or missing supporting documentation will also delay the 

process.  You, the applicant and the Provincial Contact will be contacted by the 

Foundation to confirm the outcome of the application and how any grant will be paid.  If 

the applicant has any queries regarding the outcome of an application or the method of 

payment they should contact the Grants Officer assigned to their case. 

 Having received an acknowledgement on confirmation of the outcome, you must destroy 

all documentation related to the case using a confidential method, such as shredding. 
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i. Claiming expenses 

Visiting Volunteers are able to claim reimbursement for expenses in line with the Visiting 

Volunteer Expenses Policy.  

Claims should be made by completing the Visiting Volunteer Expense Form and returning it 

with the completed application form using the envelopes provided or via 

applications@mcf.org.uk  Remember to include the supporting receipt(s).   

Claims must only be submitted in electronic or hard copy.  Please DO NOT send a 

hard copy form in follow up to an electronic submission. 

N: Ordering stationery supplies 

All Visiting Volunteers are provided with the following stationery supplies at no cost: 

 Grant application forms and review forms – main form only.  A supplementary Health 

Form must be obtained from the Foundation when making a health related application 

 Expense claim forms 

 Pre-addressed, postage paid envelopes for returning applications and expense claim 

forms 

 Visit confirmation letters 

For extra envelopes or forms contact masonicsupport@mcf.org.uk or call 020 3146 3333.   

When requesting supplies, please ensure we have up to date address details for you. 

  

mailto:masonicsupport@mcf.org.uk
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Section 4: Key policies and procedures 

You will be contacted on a periodic basis to ask you to confirm your understanding of key 

policies. 

A. Safeguarding children and vulnerable adults  

Visiting Volunteers come into direct contact with applicants and their families.  The MCF’s 

Safeguarding Policies set out the steps the Foundation take to safeguard vulnerable 

individuals and the responsibilities of the Visiting Volunteer.  For full details you should refer 

to the Safeguarding Policies. 

What to do if you’re worried about a child or vulnerable adult being abused 

 Contact the Designated Safeguarding Officer (DSO), Julia Young, at jyoung@mcf.org.uk 

or on 07979 860 263. She will provide advice and where appropriate consult with the 

relevant professional bodies. Our deputy DSO is Sam Maddocks 

(smaddocks@mcf.org.uk) 07771 686038. 

 Consultation should not delay a referral. It is everyone’s duty, if you have an immediate 

concern about someone’s welfare, to report their concerns without delay. In an 

emergency dial 999 or contact Adult services at the local authority where they or the 

person/ resides. 

B. Reporting health and safety concerns 

The Foundation treats the health and safety of their Volunteers seriously.  The Foundation 

takes a number of steps to lower risk for Visiting Volunteers and Visiting Volunteers also 

have a responsibility for their own safety and towards the people around them.  

For full details you should refer to the Health and Safety Policy. 

Health and Safety Policy Statement 

All employers are required to display the poster “Health and Safety Law: What you need to 

know” in the workplace.  As good practice the Health and Safety Executive also recommend 

that this information is brought to the attention of Volunteers and the information is 

reproduced below for this purpose. 

mailto:jyoung@mcf.org.uk
mailto:smaddocks@mcf.org.uk
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Health and Safety Law: What you need to know 

All workers have a right to work in places where risks to their health and safety are properly 

controlled.  Health and safety is about stopping you getting hurt at work or ill through work.  

Your employer is responsible for health and safety, but you must help. 

What employers must do for you: 

 Decide what could harm you in your job and the precautions to stop it. This is part of 

risk assessment. 

 In a way you can understand, explain how risks will be controlled and tell you who is 

responsible for this. 

 Consult and work with you and your health and safety representatives in protecting 

everyone from harm in the workplace. 

 Free of charge; give you the health and safety training you need to do your job. 

 Free of charge; provide you with any equipment and protective clothing you need, 

and ensure it is properly looked after. 

 Provide toilets, washing facilities and drinking water. 

 Provide adequate first-aid facilities. 

 Report major injuries and fatalities at work to our Incident Contact Centre: 

0845 300 9923. Report other injuries, diseases and dangerous incidents online at 

www.hse.gov.uk. 

 Have insurance that covers you in case you get hurt at work or ill through work. 

Display a hard copy or electronic copy of the current insurance certificate where you 

can easily read it. 

 Work with any other employers or contractors sharing the workplace or providing 

employees (such as agency workers), so that everyone’s health and safety is 

protected. 

What you must do 
1. Follow the training you have received when using any work items your employer has 

given you. 

2. Take reasonable care of your own and other people’s health and safety. 
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3. Co-operate with your employer on health and safety. 

4. Tell someone (your employer, supervisor, or health and safety representative) if you think 

the work or inadequate precautions are putting anyone’s health and safety at serious risk. 

If there’s a problem 

1. If you are worried about health and safety in your workplace, talk to your Provincial 

contact or Masonic Support Programme Lead. 

2. You can also look at our website www.hse.gov.uk for general information about health 

and safety at work. 

3. If, after talking with your employer, you are still worried, you can find the address of your 

local enforcing authority for health and safety and the Employment Medical Advisory 

Service via HSE’s website: www.hse.gov.uk 

Contains public sector information published by the Health and Safety Executive and licensed under 
the Open Government Licence 

C: Lone working 

The role of Visiting Volunteer means they work without close or direct supervision or 

company for much of the time.  

The Foundation recognise that Visiting Volunteers working alone, in potentially isolated 

conditions, have no immediate back up or support and so are at a greater risk of injury 

through aggression or violence directed towards them from applicants, relatives, carers or 

the general public. 

The Foundation also recognises that Visiting Volunteers working alone need to rely on their 

own judgement and initiative and may be at a greater risk of making mistakes or errors. 

The Foundation believes that training is particularly important for lone workers and the 

Induction Training Course includes guidance on lone working.  Please refer to the Health 

and Safety Policy for full details. 

D: Duty of care 

Visiting Volunteers are expected to remember their duty of care towards the people around 

them, and not act in a way that might endanger those around them.  

E: Incident / Accident /Near Miss Reporting and recording systems 

Visiting Volunteers have a responsibility to report all accidents (resulting in injury and non-

injury) and/or incidents and/or near misses which involve any person and which are 
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associated with any Visiting Volunteers activities.  This includes physical attacks, serious or 

persistent threats and verbal abuse.  

An accident / incident / near miss form should be completed and returned to the Foundation 

as soon as possible after the accident / incident / near miss.  The form asks for details of 

when the accident / incident / near miss occurred, who was involved and any relevant 

circumstances that may have contributed to the accident / incident / near miss.  

Under the RIDDOR Regulations 1995 the Foundation must report any accident resulting in 

major injury to a Visiting Volunteer or others.  Any accident which results in a Visiting 

Volunteer or another person being taken directly to hospital must always be reported by the 

Foundation.  

Less serious incidents are recorded and will be monitored.  Action will be taken if there is an 

increase in reports, several reports within a short period or reports about the same individual. 

Action taken may include contacting the police about a persistent offender, reviewing the risk 

assessment and considering further prevention measures, or increased vigilance by the 

Foundation and Visiting Volunteers to prevent a more serious incident occurring. 

F: Dealing with problems and concerns 

In most instances, time as a Visiting Volunteer is an enjoyable and positive experience.  Any 

issues which occur can normally be resolved quickly and informally by speaking to your 

Provincial contact.  If this does not resolve the problem then you should contact the 

Foundation.  

Very occasionally there may be situations which are more serious or are subject to further 

investigation.  In these circumstances the Visiting Volunteer may be invited to attend a face 

to face meeting with representatives of the Foundation and/or their involvement with visits on 

behalf of the Foundation and applications may be restricted or stopped whilst the matter is 

investigated.  In certain circumstances the Foundation may decide to end their relationship 

with the Visiting Volunteer.  

For more detailed information please refer to the Problem Solving Procedure.  

  



 

 

 

 

51 

Section 5: Glossary of common terms 

AF: Application Form 

AST: Advice and Support Team – A team of advisers employed by the MCF and located 

around the Country 

DLE: Daily Living Expenses – a type of grant given by the MCF 

DPA: Data Protection Act 

DSO: Designated Safeguarding Officer 

EO: Enquiries Officer 

GAMES: Grant Application Management and Evaluation System - MCF’s grant management 

database. 

GDPR: General Data Protection Regulations 

GO: Grants Officer 

MCF: Masonic Charitable Foundation 

MIS: Minimum Income Standard – An income standard published by the Joseph Rowntree 

Foundation and used as a basis for assessing eligibility for MCF support 

SEO: Senior Enquiries Officer 

SGO: Senior Grants Officer 

SMI: Support for Mortgage Interest 

UC: Universal Credit 

VV: Visiting Volunteer 
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Appendix 1: Example Report 

Applicant Details 

 Applicant name: Mrs. Helen Gold 

 Case Reference Number: 12345 

 What type(s) of support the Applicant is seeking: Financial assistance and educational 

support for children 

Background 

Mrs Gold was married to her husband, Bro Terrence Gold for twenty-three years. They had 

two children, Daisy Gold born on 15th October 1998 and Henry Gold born on 8th November 

2001. The family have always lived in Dartford, Kent.  Bro Gold worked as an a Regional 

Manager for Asda, working predominantly in the South East of England and Mrs Gold is a 

part time teaching assistant for Hextable Primary School.  Bro Gold’s P60 shows that he 

earned £55,000 between April 2014 and April 2015, his last three monthly payslips reflect 

this annual salary too.  Mrs Gold earns £5,400 per year and is currently on a pay freeze until 

September 2019. 

On 21st December 2018, Bro Gold was involved in a car accident and was pronounced dead 

at the scene.  Bro Gold died of blunt traumatic injuries to the head.  There is a police 

investigation to determine the cause of the accident but neither Bro Gold nor the other car 

involved are suspected of any wrong doing, it appears to be a tragic accident. 

Bro Gold did not take out a life insurance policy and there is a £200,000 mortgage on the 

family home.  The home is valued at £320,000.  Mrs Gold has provided a mortgage 

statement which shows she has to pay £1,200 per month to NatWest.  There are no savings 

because the family recently made home improvements.  Mrs Gold has taken the necessary 

advice and made claims for Bereavement Support Allowance, Child Tax Credits, Working 

Tax Credits and Council Tax Support.  She is awaiting the outcome of these claims and will 

notify the Foundation when these arrive. 

Mrs Gold has negotiated a three month ‘holiday period’ with her mortgage lender; NatWest 

and they will not request payment until March 2019.  This was agreed as Bro and Mrs Gold 

had previously made overpayments to their mortgage lenders.  Bro Gold’s funeral was paid 

for by his parents and they do not expect to be reimbursed for this.  However, neither Bro 

Gold’s nor Mrs Gold’s parents are in a position to support financially. 
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Mrs Gold is waiting to hear whether she will receive any money from a pension Bro Gold paid 

into. 

Household Occupants 

Mrs Gold was taken to the doctors by a family friend at the end of January 2019 and she has 

been prescribed sleeping tablets.  These have helped Mrs Gold.  Both children are healthy 

but missing their father. 

Both children are receiving counselling through their school and at present appear to be 

coping as well as can be expected.  Mrs Gold however may benefit from counselling 

arranged through the Foundation.  I have signposted her to this service. 

Children in Education 

Daisy Gold 

Daisy is seventeen years old and is Year 12 at Dartford Grammar School for girls.  Daisy is 

studying for her AS levels in; General Studies, Biology, Psychology and Mathematics.  She is 

expected to achieve A-B grades in all subjects and would like to attend University after she 

finishes school.  Daisy is a keen ballet dancer and trains three times a week, all year round.  

Mrs Gold pays £20.00 per session, each are one hour long, which accumulates a monthly bill 

of £260.00.  Please see invoice I gathered when I visited the family. 

Daisy would benefit from a new laptop as her current one has a cracked screen and only 

works when it is plugged in at a mains. It is also five years old and very slow. 

Daisy receives two hours counselling every week, this will continue for as long as she needs 

and is funded by the school. 

Henry Gold 

Henry is fourteen years old and is in Year 9 at Wilmington Grammar school for Boys.  He is 

approaching his GCSEs next year and is in the process of selecting which subjects he would 

like to take.  He is a keen rugby player and swimmer. He plays for Dartford Rugby Club and 

the fees are £30.00 per month.  He trains with them twice a week and plays a game every 

weekend.  His swimming lessons take place at Dartford Leisure Centre and he takes place in 

several galas a year.  The cost of this varies so I have prompted the family to keep the 

Foundation informed of these galas which can cost £100 each time.  His monthly swimming 

lesson costs are £150.00, please see invoice for confirmation. 
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Henry has been given a laptop by his school.  He is receiving counselling but is not finding it 

as useful as Daisy.  He has dropped the session from two hours to one. As with Daisy, the 

school are funding this and will continue to do so until necessary. 

Health and Disability   

There are no health or disability concerns. 

Bereavement 

As mentioned above, Bro Gold did not have a life insurance policy. 

Additional Observations 

I noticed that Mrs Gold was particularly upset during the visit and I have therefore signposted 

her to the Foundation counselling care line. 

Recommended Support 

I would recommend that the Foundation assist by providing financial and educational 

assistance for the family. 

 A DLE grant for the family  

 Provide funding towards Daisy’s ballet lesson 

 Provide funding towards Henry’s rugby and swimming costs 

 Provide a laptop for Daisy 

I would also recommend the following; 

 Counselling for Mrs. Gold 

Payment of Grant 

Payment can be paid directly to Mrs Gold 

Documents (Refer to the Document Checklist) 

List of enclosed documents: 

 Bro Gold’s Death Certificate 

 Annual mortgage statement 

 Last three month payslips for Mrs. Gold and latest P60 
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 Last three month payslips for Bro Gold and latest P60 

 Tax Credits notification 

 Council Tax Support notification 

List of any outstanding documents that you have been unable to acquire.  

Bereavement Support Payment notification (when received) 

Details of other present at meeting 

Mrs June Humphries, Mrs Gold’s mother.  Present at request of applicant. 

Your Details 

Mr. A. N. Other 

2nd February 2019 
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Appendix 2: Examples of supporting paperwork for 
benefits 

Attendance Allowance Decision Letter 
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Carer’s Allowance Decision Letter 
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Council Tax Reduction Letter 
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Disability Living Allowance Decision Letter 

 

  



 

 

 

 

61 

Employment and Support Allowance Decision Letter 
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Housing Benefit Letter 
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Job Seeker’s Allowance Decision Letter 
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Pension Credit Letter 
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Personal Independence Payment Decision Letter 
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State Pension Letter 
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Appendix 3: Visit Confirmation template letter 

Visiting Volunteers can order copies of this letter for use when visiting by contacting 

masonicsupport@mcf.org.uk  

 

mailto:masonicsupport@mcf.org.uk
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