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Introduction

The process for food support is slightly changing. What this means as an operator? The way in which you identify a
need for food support remains the same, however, you will now need to fill in an MS form to include their details
and support needs. This information will then go to our staff coordinator team who will carry out a final assessment
and handle any food support requests. After completing the form, please ensure the case notes are updated,
mentioning the outcome and that the form has been completed.

Continue to manage the callers’ expectations by letting them know their food support request will be sent and that
we ‘may’ be able to support them. They can discuss their food support request in more detail with the team member
who will be in touch with them within 24 hours.

Please follow the flowchart process below for guidance on steps to take.

MS Form

If the caller indicates that they require food support, the operator should open the MS Form linked below and
answer all questions. Depending on the answers provided the form will open further questions which may lead to an
explanation of what will happen next and what to advise, including informing them that they may need to provide
proof of identification; Or the form will continue to a page that states the caller is ineligible for the support and
advise you to signpost elsewhere.

Food Support MS Form (https://forms.office.com/e/n13yF9xehd)

NB Remember to double check spellings and numbers when inputting information into the database.


https://forms.office.com/Pages/ResponsePage.aspx?id=ujzc_l7KiEOoN7Rcfw1xt0yg3mjtD6RDjo0oqyLHvZ9URU9VOTgyTlVNT1pYNkNKWVBPMU1QODRDVCQlQCN0PWcu%20

Food Support Flow

Signpost the SU to local support

services (eg local foodbank,
Trussel Trust, local council)

Add notes to Dynamics

A Need for food support

has been identified,
Support Line Operator
should now complete
Food Support MS Form

Has the SU
contacted their
local food bank?

Is the local foodbank able to

Does the SU satisfy all the eligibility criteria?
(see box below)

Question to determine eligibility:
- The person in need of support has already
tried to seek support from other services
(what services have they reached out to?)

- The person in need of support has been

can support these needs in the long term
(e.g., food banks and Citizens Advice)

- The person in need of support does not
have anyone who can support them locally
(verify no family/friends/neighbours)

- The person in need of support is struggling
to pay for food

- We have not helped the person in need of
support before with a Huggg food voucher
(we only offer Huggg food voucher support
on a one-off basis)

- The person in need of support has no food

signposted to community organisations who

support?

Support provided via local
services. Advice that BRC does
not provide long-term support

Add notes to Dynamics

The support line operator should
advise that a food support
request is being sent to the

relevant team who will be in
touch within the next 24 working
hours. The caller should also be
advised that they may be

remaining

required to provide proof of ID
AND/OR ADDRESS

Add notes to Dynamics

Inform the SU that BRC are not able to offer

food support

Add notes to Dynamics



