
Customer summary of a Genesis Housing 
Group policy 
The protection offered by this policy applies to all adults 
who are living in homes that are owned or managed by 
subsidiaries of Genesis Housing Group. It also applies to 
adults in the communities where we work through the 
delivery of floating support services, domiciliary care and 
community projects.

The policy excludes customers whose housing is managed 
on behalf of a local authority (Hackney or Westminster. 
 
Introduction
This policy states our commitment to raise awareness 
and tackle issues of abuse. We aim to develop and 
maintain a culture of safeguarding adults where we treat 
people as individuals with integrity and respect. We aim 
to take all reasonable measures to secure the health, 
safety and welfare of people involved in our work.

We fully recognise the harmful effect that abuse has, not 
just on the victim, but also their families and the wider 
community. The policy demonstrates how we will take 
action to help eradicate abuse within the communities 
where we work.

Our responsibilities
Adult protection services within local authorities are the 
lead agency with responsibility for co-ordinating adult 
protection. They have expertise in handling cases of 
abuse, providing support and counselling to victims and 
assisting the police with any criminal investigations.

Genesis staff are not trained to, and are not expected to, 
carry out counselling roles. Where we suspect that abuse 
may be occurring we will report our concerns to relevant 
agencies including local authorities.
 
What is abuse?
Abuse may be one or more of the following:
•	 a single or repeated act;
•	 �physical, verbal, psychological, neglect or failure to act; or
•	 �when a vulnerable person is persuaded to do 

something they haven’t (or can’t) agree to. 

Safeguarding  
adults from abuse

There are seven main categories of abuse.
•	 Physical abuse e.g. hitting, slapping. 
•	 Sexual abuse e.g. rape or sexual assault. 
•	 �Psychological abuse e.g. bullying, blaming. 
•	 �Financial or material abuse e.g. theft, fraud.
•	 �Neglect and acts of omission e.g. ignoring medical 

or physical care needs. 
•	 Discriminatory abuse e.g. racist or sexist.
•	 �Institutional abuse e.g. poor professional practice or 

poor care.

Who is an adult?
An adult is anyone aged 18 years and over. A 
vulnerable adult is described as someone:
•	 �in need of community care services due to mental 
health, disability, age or illness;

•	 �unable to take care of themselves; or
•	 �unable to protect themselves against harm or 

exploitation.

Confidentiality and sharing information
We treat all information regarding vulnerable adults 
confidentially. Responsible information sharing 
between organisations is sometimes necessary to 
safeguard adults. We will only share information with 
appropriate organisations.
 
Consent to share information 
Adults must clearly consent to share personal 
information and should not be pressured. If they do not 
consent then we will only share information:
•	 when acting in the best interest of the adult;
•	 �if there is a need to safeguard other adults or children 
due to a risk; or

•	 �when certain criminal offences have been committed 
(e.g. rape).

Mental capacity
Mental capacity is the ability for someone to take 
decisions for themselves about their own life. Some 
people have difficulty making decisions and this is called 
‘lacking capacity’. Capacity can change and some people 
may not be able to make decisions during certain times. 
We will make every effort to assist our customers to make 
their own decisions.

Policy Summary



This document gives information about how we will 
help vulnerable customers. If you need any part of this 
information in large print, Braille, on audio tape or 
explained in your own language please contact us on 
the number below.

Action on Elder Abuse helpline 0808 808 8141 
(free and confidential helpline)
 www.elderabuse.org.uk
Age Concern Information Line 0800 00 99 66 
(8am – 7pm, free advice and information)
 www.ageconcern.org.uk

Contact us

	� If you are a PCHA customer phone 
us on 020 8451 8000

	� or email info@pcha.org.uk
	 www.pcha.org.uk

	� If you are a Springboard Housing 
Association customer phone us  
on 020 8475 0033

	� or email info@springboardha.org.uk
	 www.springboardha.org.uk

	� If you are a Pathmeads customer 
phone us on one of the numbers below:  
Temporary housing 020 8900 4900 
Octavia Hill 020 8900 4998 
Key Places 020 7380 9025

	� or email info@pathmeads.org.uk
	 www.pathmeads.org.uk

	� If you are a St Matthew Housing 
resident phone us on 01284 732550 
or email info@stmatthewhousing.org  
www.stmatthewhousing.org

 Working in partnership
Responsibility to safeguard adults is shared amongst a 
number of agencies. We recognise the role we have to play 
in taking all reports of abuse and neglect seriously. We will 
work with other organisations to tackle and eradicate abuse.
We will refer to local multi-agency procedures on 
safeguarding adults.

At every opportunity we will aim to raise awareness of 
abuse, and its effects, to help local people understand the 
part they play in reporting incidents of suspected abuse.

Recruitment and staff training
We follow a rigorous staff selection, appointment and 
supervision procedure. To further ensure that adults are 
safeguarded by our staff we will:
•	 �always carry out an enhanced Criminal Records Bureau (CRB) 
check on staff applying to work with vulnerable adults;

•	 �give staff clear job descriptions and guidelines that 
spell out their responsibilities for safeguarding 
vulnerable adults; and

•	 �train all new staff and volunteers to understand their 
responsibilities when working with vulnerable adults.

Further information
Knowing what to do when we suspect something is 
wrong is a concern for everyone.  If anyone has concerns 
about adults in their community it is better that they 
speak to someone. 

Customers should contact their local authority or one of 
the national organisations listed below for advice.
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French

Somali

Arabic

Spanish

Bengali

Telephone 020 7563 0037 or email info@ghg.org.uk

Portugese

Gujarati
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