[image: ]“Good support isn’t just about 
‘services’ – it’s about having a life.”


Supporting an Individual with Hoarding Behaviours
Throughout the IMPACT Facilitator project on self-neglect and hoarding, practitioners and people with lived experience set out key actions and themes for effective support in this area.  These have been grouped into themes and the words of individuals that directly participated in the project.

Building Trust and Emotional Safety
Practitioner’s insights: Establish a safe space for the person whether that is in the person’s home or a place within the community that they will have space and time to talk. Have the time and resources available to support the person. Take a trauma-informed, gentle and understanding approach and keep your opinion and any possible judgement to yourself. Getting to know the person, learn about them and see the ‘whole person’ not just their current situation. The ‘home is a person’s nest’ and it is important to work with dignity and respect. 
Lived experience insight: Take time to get to know the person’s history and the reasons that they are attached to items by asking what does (attachment/collecting) it mean to the person. It is important to build relationships as most people will have the answer to ‘why,’ (they have been collecting) but they may have been hiding it from themselves as it ‘can touch on old hurts.’ It is important that the person can trust practitioners that are supporting them as it can increase feelings of shame and stigma and stop the person from seeking support.
Person-Led and Respectful Engagement
Practitioner’s insights: Asking the person what they would like and don’t tell them what to do.  Support should form part of a ‘person’s journey’. Adapt services to what the person needs and focus on person centred rather than service centred needs.  Build rapport on the person’s terms and small manageable steps are key. Continuity of support and communication between services to provide the best support to the person. 
Lived experience insight: Feeling heard and respected. Clearing out provided by companies that are not interested in supporting the person to take steps on the person’s terms is unhelpful and can cause further distress. Show consistency with the person and follow through with the actions that ‘you say you will do’. It is important that the person feels able to speak out about the support that they are receiving and knows what support is available to them. People don’t need saved or rescued but they ‘need knowledge of their own power’.  



Practical Help and Navigating Challenges
Practitioner’s insights: Offer practical support along with emotional support at the pace of the person. Small steps to meet the basic needs of the person, build from there and acknowledge that people (practitioners and individuals) may feel overwhelmed. People need to ‘know that there is a way out’ but this requires collaboration of supports and services as a single model of support ‘can’t do everything and be everything to everyone’. Importance of resources and support pathways so practitioners aren’t left feeling ‘overwhelmed’ and asking the question ‘who do you call’ for support?
Lived experience insight: Be clear and realistic as to what services and supports can provide, make it accessible and visible as it can lead to further isolation and disengagement if this is not mapped out. Be realistic about timescales as this can negatively impact on a person’s motivation if this has not been made clear from the outset.  Services and support should communicate with one another to stop the feelings of being ‘bounced about’ services.  
Connection through Communication 
Practitioner’s insights: Use trauma informed language- ‘messy and dirty’ are not acceptable. Labelling individuals as ‘hoarders’ risks overlooking the ‘whole person’ and can lead to shame and stigma. Have awareness of verbal and non-verbal communication and how this can impact on a person’s sense of self and worth. Show empathy and listen to the person- what they need and what they would like from support. Offer praise and encouragement for steps taken and take time to reflect on this with the person.  
Lived experience insight: It is important to focus on the language used as the ‘hoarding label’ can create further feelings of shame and stigma. Instead, consider using the word ‘attachment’ as this allows insight into the person’s history and what kind of attachment that they have to their belongings. Reframe language and instead of asking ‘why did you let it get like this,’ let the person talk about it - take the lead from them. Empathy is important and this should be shown through language, not looking or sounding shocked by what they see.   
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