


 
Preziosa Therapia 
Engagement, Attendance, Participation  and Behaviour Policy 
Policy Statement 
Preziosa Therapia is committed to providing safe, inclusive, compassionate and effective services where every client, participant and learner is treated with dignity, respect and kindness. 
We recognise that people access our services during periods of stress, trauma, emotional distress, significant life changes and personal challenge. Engagement may therefore fluctuate, and we understand that attendance, participation and emotional availability can be affected by a person's wellbeing or circumstances. 
Our approach is always to understand barriers before making decisions. We will seek to support engagement wherever possible, whilst balancing our responsibility to maintain a safe, respectful and psychologically safe environment for everyone accessing our services. This policy applies across all services delivered by Preziosa Therapia. 
Guiding Principle 
At Preziosa Therapia, we believe that people engage best when they feel safe, respected and understood. We will always seek to understand barriers before making decisions, balancing compassion for the individual with our responsibility to maintain safe, inclusive and effective services for everyone. 
 
1. Scope 
This policy applies to all Preziosa Therapia services, including but not limited to: 
· Individual counselling (adults, children and young people) 
· Couples or family work (where offered) 
· Community counselling services 
· Therapeutic groups 
· RESTORE™ 
· Tap Into Calm™ 
· Forward Think™ 
· Psychoeducational programmes 
· Workshops 
· Training 
· Outreach services 
· Commissioned services delivered on behalf of partner organisations 
Where services are delivered under contract or partnership arrangements (for example Adult Learning, schools, charities, local authorities or employers), this policy should be read alongside any additional contractual requirements. 
2. Our Principles 
Everything we do is guided by the following principles: 
· Compassion before judgement 
· Psychological safety 
· Trauma-informed practice 
· Person-centred support 
· Accountability without shame 
· Equality, diversity and inclusion 
· Collaboration 
· Respect 
· Growth through learning 
· Restorative practice wherever appropriate 
We believe people learn, heal and grow best when they feel emotionally safe, respected and understood. 
3. Engagement and Participation 
Engagement looks different for different people. 
Some people contribute verbally. 
Others participate quietly through listening, observing, writing or reflecting. 
All meaningful participation is valued. 
Clients, participants and learners are encouraged to: 
· Attend appointments or sessions wherever possible. 
· Arrive on time. 
· Inform us if they cannot attend. 
· Participate at a pace that feels safe. 
· Complete any agreed home activities where appropriate. 
· Communicate barriers to engagement. 
· Request support or reasonable adjustments where needed. 
No person will ever be expected to disclose more than they feel comfortable sharing. 
4. Therapeutic Engagement 
Preziosa Therapia recognises that reduced engagement, emotional withdrawal, avoidance, missed appointments or fluctuating attendance may form part of someone's therapeutic journey rather than a lack of motivation. 
Whenever appropriate these difficulties will be explored collaboratively and without judgement. 
Rather than asking: "Why aren't you engaging?" 
We are more likely to ask: 
"What might be getting in the way?" 
Our aim is always to understand barriers before considering whether a service remains appropriate. 
5. Supporting Engagement 
Where engagement begins to reduce, we will seek to understand the reasons before considering withdrawal. 
Support may include: 
· Informal wellbeing conversations. 
· Welfare check-ins. 
· Reviewing barriers to attendance. 
· Considering reasonable adjustments. 
· Flexible participation where appropriate. 
· Signposting to additional services. 
· Reviewing whether the timing of the service remains appropriate. 
· Agreeing realistic goals for ongoing participation. 
Support will always be offered before sanctions wherever reasonably possible. 
6. Attendance Expectations 
Regular attendance helps individuals gain the greatest benefit from our services. 
If someone is unable to attend they are encouraged to notify us as soon as reasonably possible. 
Repeated non-attendance without communication may result in a review of whether the current service remains appropriate. 
Different services may operate their own appointment or cancellation procedures, which should be read alongside this policy. 
7. Engagement Review Process 
Where concerns arise regarding attendance, engagement or participation, the following supportive process will normally be followed. Stage One – Early Conversation 
A supportive discussion to understand: 
· barriers 
· current circumstances 
· support needs 
· possible adjustments. 
 
Stage Two – Engagement Review 
If concerns continue, we will jointly review: 
· whether the service continues to meet the individual's needs 
· whether additional support is required 
· whether temporary pauses or adjustments would help 
· realistic expectations moving forward. 
An agreed action plan may be recorded where appropriate. 
Stage Three – Service Review 
If meaningful engagement remains difficult despite appropriate support, a decision may be made that the current service is no longer suitable at that time. 
Wherever possible we will discuss this openly and sensitively. 
Where appropriate we will: 
· offer signposting 
· discuss alternative support 
· provide onward referrals where available 
· encourage future re-engagement when circumstances change. 
Ending a service is never viewed as failure. 
Sometimes it is simply the right support at the wrong time. 
8. Behaviour Expectations 
Everyone accessing Preziosa Therapia services is expected to contribute towards a safe and respectful environment. 
We ask clients, participants and learners to: 
· Treat others with dignity and respect. 
· Listen without judgement. 
· Respect confidentiality. 
· Allow different opinions and experiences. 
· Follow facilitator or therapist guidance. 
· Respect physical and emotional boundaries. 
· Take responsibility for their own behaviour. 
· Help maintain a psychologically safe environment. 
9. Behaviour That Is Not Acceptable 
The following behaviours are not compatible with Preziosa Therapia's values: 
· Physical aggression. 
· Threatening behaviour. 
· Intimidation. 
· Bullying. 
· Harassment. 
· Deliberate disruption. 
· Persistent abusive language. 
· Racism. 
· Sexism. 
· Homophobia. 
· Transphobia. 
· Ableism. 
· Hate speech or discriminatory behaviour. 
· Deliberate breaches of confidentiality. 
· Recording sessions without permission. 
· Damage to property. 
· Possession of weapons. 
· Behaviour whilst under the influence of alcohol or illicit drugs where safety is compromised. 
· Behaviour that places themselves, staff, volunteers or others at risk. 
10. Responding to Behaviour 
We aim to respond calmly, proportionately and in a trauma-informed manner. 
Depending upon the circumstances this may include: 
· Gentle reminders. 
· Private conversations. 
· Revisiting agreements or boundaries. 
· Restorative conversations. 
· A short break from the activity. 
· A support meeting. 
· Behaviour review. 
· Temporary suspension. 
· Withdrawal from the service where necessary. 
The least restrictive response will always be considered first where appropriate. 
 
 
11. Immediate Withdrawal from a Session 
A person may be asked to leave immediately if their behaviour presents an immediate risk to themselves or others. 
Examples include: 
· Violence. 
· Threats of violence. 
· Serious intimidation. 
· Hate incidents. 
· Criminal activity. 
· Severe disruption preventing safe delivery. 
· Serious safeguarding concerns. 
Where necessary, safeguarding procedures, emergency services or partner organisations may be contacted. 
12. Safeguarding 
The safety and wellbeing of children, young people and adults is always our priority. 
Where concerns arise regarding abuse, neglect, exploitation, domestic abuse, self-harm, suicide risk or risks to others, Preziosa Therapia's Safeguarding Policy will be followed. 
Confidentiality may be overridden where required by law, professional guidance or safeguarding responsibilities; please see our separate Safeguarding policies. 
13. Equality, Diversity and Inclusion 
Preziosa Therapia is committed to creating inclusive and accessible services. 
No person will be treated less favourably because of: 
· Age 
· Disability 
· Race 
· Ethnicity 
· Nationality 
· Religion or belief 
· Sex 
· Sexual orientation 
· Gender reassignment 
· Pregnancy or maternity 
· Marriage or civil partnership 
· Neurodivergence 
· Socio-economic background 
· Any other protected characteristic. 
Reasonable adjustments will be considered wherever possible in accordance with the Equality Act 2010. 
14. Withdrawal from Services 
Withdrawal may occur where an individual: 
· Chooses to discontinue. 
· Requests discharge. 
· Repeatedly fails to attend without communication. 
· Remains unable to engage despite supportive intervention. 
· Repeatedly breaches agreed expectations. 
· Behaves in a way that compromises safety. 
· Requires a level of support outside the scope of the service. 
· Is assessed as requiring more specialist intervention. 
Where appropriate we will provide: 
· Signposting. 
· Information about alternative services. 
· Future re-referral opportunities. 
· Guidance regarding ongoing support. 
15. Appeals and Concerns 
If an individual believes a decision regarding withdrawal has been unfair, they may request that the decision is reviewed by the Service Lead. 
Reviews will consider: 
· individual circumstances 
· support offered 
· reasonable adjustments 
· safeguarding considerations • 	organisational responsibilities. 
All reviews will be conducted fairly, objectively and without discrimination. Where this still leaves the service user dissatisfied, we would ask you follow our complaints procedure, and where it is felt necessary liaise with any commissioning body if relevant. 
16. Record Keeping 
Attendance, engagement concerns, behavioural incidents and agreed action plans will be recorded factually and proportionately in accordance with: 
· UK GDPR 
· Data Protection Act 2018 
· Preziosa Therapia Confidentiality and Record Keeping Policy 
· Professional ethical frameworks 
· Contractual requirements where applicable. 
17. Policy Review 
This policy will be reviewed annually or sooner if legislation, professional guidance or organisational practice changes. Due for Review May 2027 
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