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‘Fighting poverty at the point of need’
Thank you for deciding to be one of our referral agencies, we are extremely pleased to
welcome you to the team and look forward to working together. Without the help provided
by agencies like the one you represent, Orkney Foodbank would be unable to help people in
need in our local community.
Provision of emergency food
•

The Foodbank has been established to provide short term, emergency food to individuals
and families in crisis.

•

Our food parcels include cereal, milk, fruit juice, soup, pasta, meat, fish, vegetables and
pudding, providing balanced and nutritional meals for a minimum of three days. The
quantity of food given is dependent upon the number of adults and children in the family.

•

Clients are consulted on their basic dietary requirements e.g. vegetarian, gluten free,
baby food etc. Outside of these requirements, our parcels are prepared according to
nutritional recommendations from the Trussell Trust (in consultation with dieticians) and
according to our stock levels. We are unable to offer bespoke orders to individual clients.

•

Food is donated by churches, individuals, companies, community groups or charities and
by the public through collection points in many of our supermarkets.

•

There is no charge for the food, but it is given on the understanding that it is not resold.

Referral process
•

Due to the nature of your work, we feel that you are well placed to identify people in a
genuine crisis, using your professional judgement.

•

As a registered referral agency, you will hold a supply of red vouchers which can be issued
directly to an individual or family that you assess to be in a financial crisis leaving them
with insufficient means to buy food.

•

In order to help us manage the demand we would ask that all vouchers are emailed to the
Foodbank email address by 6pm on the Monday or Thursday.

•

Volunteers at the Foodbank centre will then exchange the voucher for a 3 day food parcel
which the client can carry away in supermarket-branded carrier bags, giving them a
degree of anonymity.

•

The Foodbank centre also stocks some essential non-food items which clients may benefit
from such as cleaning products, toiletries and some pet food (usually cat and dog food).

•

Please note that each member of the Foodbank centre team has signed the Foodbank’s
Confidentiality Agreement and we comply with GDPR requirements.

•

We would ask that clients, or referrers, attend the Foodbank where possible to collect the
parcel. Where there is no option for this to happen, the Foodbank will arrange for a
volunteer to deliver the parcel. We would however ask that the client is at home to
receive it. We will not leave parcels on doorsteps.
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Emergency Parcels
•

For anyone identified as in urgent need and cannot wait until the Foodbank is opened we
also have pre-packed emergency food boxes which can be held by referrers and issued to
clients on the day.

•

Emergency food boxes have their own green vouchers. When an emergency box is issued
to a client the agency must complete a green voucher. The white pick list accompanying
the emergency box should be signed by the client and then attached to the green voucher
before returning both to the Foodbank.

Child Holiday Meals
Orkney Foodbank can also assist parents who struggle to feed their children when they are
not in school, for example holidays, school closure etc. Just complete a referral form as usual
and tick the Child Holiday Meal box. A Child Holiday Meal parcel does not count towards the 3
parcels in 6 months recommended issue.
Babies and Children Under 2
We can provide baby food, baby products and/or nappies provided we get the information on
the voucher. However please note all children 2 and under are automatically referred to the
Health Visiting Team so they can assess whether there is additional support they can provide.
Vouchers
•

We will supply you with Red and Green Foodbank Vouchers against a unique reference
number so we can track them back to the agency and ensure vouchers are not duplicated.

•

Vouchers are usually issued in sets of 10 to help us manage our stock levels. When you run
low on vouchers you will need to contact the Foodbank via the email address for a further
supply.

•

Please keep vouchers securely stored, as the food represented on each voucher is
currently valued between £25 and £100 depending on the size of the family referred.

•

It is important for our auditing, accounting and statistical processes that all sections of
the voucher are completed when issued to a client. The ‘Main cause of Crisis’ box should
be completed by ticking the most appropriate box or adding a brief explanation of their
situation. (NB recording “Secondary cause of crisis” is optional)

•

Vouchers are treated in confidence. The date and location of client visits to Foodbanks
may be visible to other local Foodbanks and some agencies, in order to prevent misuse
(see “note of warning” below). No other client data is divulged to anyone without their
explicit consent. The Orkney Foodbank is registered with the Data Protection Agency, and
we comply with the GDPR regulations regarding the holding of client information on a
database.

Number of emergency food vouchers issued per client
•

There is no limit placed on the number of times the Foodbank can support a client;
however, our model is designed to help those in a short term crisis rather than providing
indefinite long term assistance.
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•

A core feature of our operating model is the three vouchers guideline which allows
agencies to issue clients with up to a maximum of three foodbank vouchers within a six
month period, without contacting the foodbank.

•

If the client’s crisis has not been resolved within this timeframe and you would like to
refer them to the Foodbank again, you must contact us to explain the situation and
discuss the possibility of issuing further vouchers to extend support.

•

This enables us to be confident that the root cause of the problem is being addressed
(which is in the best interests of the client) and/or that extended support is justified.
On the basis of this knowledge, we can agree to continue providing emergency food to
support the client during their crisis, at the discretion of the Foodbank manager.

•

A note of warning: it has become clear that some clients ‘play the field’ and obtain
vouchers from various sources. If you become part of this loop, we will notify you and
inform you as to which agency should be the single voucher issuer in any particular case.

Electricity Top up
•

We can issue an electricity top up (whilst funds allow) to clients who are in fuel poverty
so they can heat/cook their food.

•

We DO NOT issue electricity on its own so please do not refer clients to us for electricity
only - it is purely to enable the food to be heated.

•

If you assess that your client needs assistance with electricity there are stickers in your
referral packs to add to the voucher.

•

The client must also provide a phone number they can be contacted on.

•

We work with THAW Orkney who process our top ups for us – they will try to contact the
client twice – in the event of not being able to contact them they will refer back to the
Foodbank who will notify the referrer – it will then be up to the client to contact THAW.

NB Clients who are in fuel poverty can be referred directly to THAW Orkney – please see their
website and contact details:

THAW Orkney
2 West Tankerness Lane
Kirkwall
KW15 1AL
Tel: 01856 878388
www.thaworkney.co.uk
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Guide to completing the Red and Green Foodbank Voucher




















Please fill in all parts of the voucher, other than the panel to be completed by the Foodbank.
Individual data helps us understand and respond to the client’s situation, while combined
data enables understanding and evidencing of patterns and trends.


Please leave this section for the Foodbank to complete. 



Please write the client’s forename and surname.



Please include enough of the address to accompany the post code.



Best contact number for authorised signatory.



The name of the authorised signatory (person issuing the voucher) should be
written here.



The same authorised signatory must also sign the voucher here. 



The postcode is essential for anyone with a place of residence.



Please include the client’s actual or approximate year of birth.



This is the number of adults and children in the household to receive Foodbank
assistance. This information should be written in words, as opposed to numbers,
which can easily be altered. Blank cells must be crossed out for the same reason.



Main cause of crisis: please only tick one box, the most appropriate, even if the
client has more than one major contributory crisis.



Secondary causes of crisis: please tick any that apply.
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Register of Authorised Signatories
•

The register of authorised signatories lists all the people in your organisation who are
authorised to issue the Red Vouchers or emergency food boxes. This is an important part
of the voucher authentication process, enabling us to validate vouchers when presented.

•

Referrers are asked to make themselves familiar with the referral process in the
handbook.

•

In the event of personnel changes, please contact the Foodbank office to arrange an
induction for new signatories.

Queries
•

If you have any queries or wish to discuss any of the information in this handbook further,
please contact the Orkney Foodbank on 07719 293378 or by email:
info@orkney.foodbank.org.uk

ORKNEY FOODBANK

Orkney Foodbank
FormerJewsons Building
18 Junction Road
Kirkwall KW15 1AB
Open Tuesday and Friday 12-2pm
Email info@orkney.foodbank.org.uk
www.orkney.foodbank.org.uk

If you ever have time to pop in to the foodbank to see first hand how we look after and
support clients, please do feel free to contact us so we can arrange a time – we would love
to see you!
Client data from referral vouchers is stored securely in an online database. This data is only
used to monitor client visits, and to generate aggregate data to analyse patterns and trends
at local, regional or national level. The date and location of a client’s visits may be visible to
other Foodbanks and some referral agencies, to monitor repeat visits. A data privacy
statement for client data is available from the Foodbank on request.
Your organisation’s contact data will also be stored in the Foodbank data system. It will only
be used to contact you regarding Foodbank activity and clients. It will not be shared with any
third parties. A data privacy statement is available from the Foodbank on request.
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