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ACC NHS STAFF COUNSELLING SERVICE 

Information for Counsellors & Terms of Agreement 

 

Introduction & Summary Information 

Thank you for thinking about applying to be a part of the ACC NHS Staff 

Counselling Service. This is a new service, set up in June 2022, developing from a 

service that started in April 2020 in response to the Covid-19 pandemic. The 

service is managed and administered by ACC and delivered by ACC Registered 

Counsellors. The service is for people of all faiths and none. 

The intention of this document is to provide the information counsellors need in 

order to decide whether or not they want to apply to work for the service. The 

document also sets out the terms and conditions of working for the service as a 

volunteer or paid counsellor (or a mix of both).  

By applying for the service, counsellors are confirming that they have read this 

document and accept the terms and conditions. 

If you have any questions, please email office@acc-uk.org. 

What is the offer to client? 

▪ Up to 6 sessions of counselling for eligible clients on a no-fee basis1.  

▪ Counselling delivered either on-line or by telephone which is fully 

accountable and subject to professional ethics and standards. 

Funding and fees  

The service is being funded by NHS England Health and Well-Being Programme 

and so it is ACC’s intention that fees will be paid to all counsellors for the services 

that are provided. We are, however, aware that, for whatever reason some 

 
1 There is an option for two further sessions at the counsellor’s discretion and as agreed 
by the case manager. 
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counsellors would prefer to work on a voluntary basis. Therefore, in the process if 

allocating a client to you, the case manager will ask you to confirm if you wish to 

accept the client on a PAID or UNPAID basis.  

The fee per session will be £40. A session cancelled within 24 hours will count as 

one of the six sessions and the full fee will be paid to the counsellor.  

ACC have access to limited funding from the NHS, which is subject to regular joint 

review.  

At any one time we should know how many clients we can fund, and before we 

reach this limit, we will inform the NHS to request more funding and if this is not 

made available, we will inform all counsellors that the service may be suspended 

pending funding being made available. 

All payments made as part of this service are made on a self-employed basis and 

so the counsellor will be responsible for meeting any tax and HMRC obligations 

Who can apply? 

Any ACC Registered Counsellor. ACC can provide insurance to cover work 

undertaken for this service, for any counsellor who is otherwise not covered by an 

insurance contract. Please let us know if you need this cover. 

How does the service work?  

Please refer also to the overview diagram on the information for counsellor page 

on ACC’s website. 

1. Potential clients refer themselves directly for the service through ACC’s 

website or by leaving a voicemail with ACC. 

2. ACC’s service co-ordinator will check that the referral meets the criteria for 

the service and then allocates a case manager for that client. 

3. The case manager will look through the counsellor information that is held 

in a central and secure location on ACC’s systems, and will select an 

appropriate counsellor for that client. 

4. The case manager will contact the counsellor by email to ask whether they 

can accept that client, and ask them to confirm if it is on a paid or unpaid 

basis. There are two steps to this process, the first being to check that the 

client is not known to the counsellor and providing that this is the case, the 

https://www.acc-uk.org/news/hidden-holding-pages/ccss-volunteer-information.html
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second step will be to pass on the referral information. The counsellor is 

expected to respond promptly to all communication from case managers. 

5. When a referral has been accepted by a counsellor, the case manager will 

contact the client telling them who their counsellor will be. 

6. The counsellor then contacts the client directly to arrange the first session 

and agree the counselling contract. The counsellor is expected to tell the 

case manager when they have arranged the first session with a prospective 

client. 

7. All counsellors will work under an ‘umbrella’ client contract (available to 

download from the information for counsellors webpage on ACC's 

website), with flexibility to accommodate local arrangements in relation to 

the finer details of making contact and scheduling sessions etc. 

8. The counsellor will otherwise conduct the counselling as they would any 

other client referral, using for example their own preferred assessment and 

record keeping processes (However, there is a requirement to keep 

records). 

9. As per normal practice the counsellor should seek support for the 

counselling process from their supervisor. This applies also to working 

through any ethical issues that arise in the course of the counselling. 

10. The case manager will continue to be available to the counsellor to field any 

queries or concerns they have and to provide support (although not in a 

supervision role). 

11. The service is based on clients receiving 6 sessions of counselling. The NHS 

have allowed in exceptional circumstances, a maximum of an additional 2 

sessions for a client where there is a clear clinical rationale for doing so. In 

cases where the counsellor believes that a client would benefit from one or 

two additional sessions, the counsellor must first consult with the case 

manager and seek confirmation that this is possible. It is important that this 

check is made before any discussion with the client about additional 

sessions. 

12. When the counselling for a particular client has ended, the counsellor will 

contact the case manager to tell them how many sessions were provided 

(including appointments missed within the agreed 24-hour notice period), 

and the date that the counselling has finished. It is very important that this is 

done as soon as possible after the counselling has finished, as it means that 

our records of availability and capacity are kept up to date. Unless the client 

has been accepted on a voluntary basis, the counsellor will send a 

completed invoice to the case manager for approval and payment (There is 

https://www.acc-uk.org/news/hidden-holding-pages/ccss-volunteer-information.html
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a template available on the information for counsellors webpage, showing 

the information needed for invoicing) 

13. At the conclusion of the client's counselling the client will be invited by ACC 

to complete a confidential short questionnaire and feedback form to 

provide some indication of how the process may have helped them and to 

express their views about the counselling service. 

14. The counsellor will also be invited to provide feedback on the 

administration and management of the referral. 

Support for counsellors 

• There is an online CPD directory that was created in April 2020 to support 

the original Covid-19 counselling service that ACC managed and volunteer 

counsellors made possible. We hope to add to this from time to time. 

• Case managers are available to support counsellors and respond to 

questions and concerns. 

 

ACC NHS Staff Counselling Service Terms of Agreement 

It is important that you read the following carefully, as in applying to be a 

counsellor for the service you are signifying your full acceptance of them. 

Professional commitments  

▪ You must retain your ACC registered counsellor membership, and 

counselling will be delivered within the framework of ACC’s Ethics and 

Practice standards, requirements and complaints process.  

▪ You will have and maintain appropriate supervision and insurance to 

undertake this work.  

▪ The work will be undertaken online (video) or via the telephone, so you will 

have some experience of and training in online and/or telephone 

counselling, or be willing to undertake self-directed training to acquire 

sufficient skills to commence working in this way. 

▪ You will use the ‘umbrella’ contract provided for all counsellors in this 

service adding your contact and professional membership details as 

requested. Client consent can be provided via email or verbally. If consent 

is acquired verbally, please ensure that you make a note of the date consent 

was given together with any agreed client specific arrangements. 

https://www.acc-uk.org/news/hidden-holding-pages/ccss-volunteer-information.html
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▪ You will comply with ACC’s Safeguarding Policy (available to download 

from the information for counsellors page on the website). ACC will assist 

you when required or requested with fulfilling your safeguarding 

responsibilities. 

▪ You will keep confidential records of client work undertaken under this 

service, complying with the ICO (Information Commissioner’s Office) and 

GDPR requirements, including respecting the client’s rights to access any 

personal information you hold and retain. ACC require client records for 

this service to be kept for three years after the final session with clients to 

allow for the investigation of a complaint. Your insurance company may 

require you to retain your notes for a longer period. 

Counsellor’s commitment to making the overall service work well 

• As a reminder, counselling is offered to clients for up to 6 sessions. 

However, at the counsellors’ discretion, with the agreement of the case 

manager, this can be extended to 8 sessions where there is a clear clinical 

rationale for doing so. If the counselling is undertaken on a paid basis, then 

additional sessions will be paid for at the standard fee. 

• All counselling sessions provided to a client within the service need to be 

completed within 16 weeks of the first appointment.  

• You will need to keep a running total of sessions per client. If a client 

cancels within the agreed 24-hour notice period, this counts as a session. 

This means that you need to add any late cancellations to the running total 

of sessions. It is at your sole discretion whether you decide to waive this late 

cancellation penalty if there are reasonable grounds for doing this (for 

example, arising from a situation which is outside of the client’s control). If 

the client has been accepted on a paid basis, you can invoice for payment 

for any session that the client cancels with less than 24-hour notice. 

• You will let us know if your availability changes, or if you want to take a 

break from or leave the service. 

• You will be willing to give us brief feedback on the management and 

administration of the service, and complete any survey produced by ACC 

about your experience on the service. 

Counsellor’s commitment to making the referral process work 

• There is a requirement for you to respond to all case managers’ referral 

emails as soon as possible, and not later than 3 working days from receipt. 

https://www.acc-uk.org/news/hidden-holding-pages/ccss-volunteer-information.html
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You will need to make a decision to take on or decline the client within the 

same time frame. 

• Where you have agreed to take on a client and after you have received 

confirmation from the case manager that the client has been given your 

name as their counsellor, the expectation is that you would contact the 

client within two to three working days to arrange the first appointment and 

let the case manager know when counselling is planned to commence. 

Counsellor’s commitment to making the ending process work  

• You will notify the case manager when you have ended with a client, letting 

us know for our records how many counselling sessions that you have 

provided and any cancellations within a 24-hour period (unless you have 

chosen to waive them due to situations beyond the client’s control). 

• You will notify the case manager if you are considering continuing on a 

private basis with the client on completion of the NHS service. (Please see 

additional guidance notes, Continuing with Clients, on the information for 

counsellors page on ACC's website.) 

• Where you have accepted a client on a fee basis, you will invoice at the 

published fee rate per session, for the number of sessions that you have 

provided, and for any cancellations received within a 24-hour period that 

you have not decided to waiver. 

There is a separate guide to invoicing, which can be found on the 

information for counsellors page on ACC’s website.  

ACC’s commitments 

• We will keep the information you provide to us confidential to those 

administering and managing the service.  

• We will provide your contact details to clients only after you have agreed to 

accept them.  

• We will keep your information securely for three years after the service ends 

in order to assist with the investigation of any complaints. 

Concerns and complaints 

In all cases we ask that clients let their case manager know about any concerns or 

complaints they have about the counsellor or ACC. 

https://www.acc-uk.org/news/hidden-holding-pages/ccss-volunteer-information.html
https://www.acc-uk.org/news/hidden-holding-pages/ccss-volunteer-information.html
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Clients can raise concerns or complain directly to ACC using our organisational 

complaints process about the management and administration of the service. 

Clients can raise concerns or complain about a counsellor, using any of one of the 

counsellor’s professional membership body complaints processes.  

ACC reserve the right to remove any counsellor from the service in the event of a 

concern or complaint being made against them, whether or not a formal 

complaint is made by the client to their professional body. ACC under a 

professional duty of candour will make the counsellor’s professional body know if 

there is evidence of a serious breach of the counsellor’s code/s of ethics and 

practice. Please see also the service’s safeguarding policy. 

Next steps 

If the above terms of agreement are acceptable to you, please complete the 

application form online at https://forms.gle/Cn459ZLggepMimie7. 

Otherwise, if you have questions or concerns, please contact either ACC NHS Staff 

Counselling Service Coordinator Sarah Palmer at CCSS@acc-uk.org. 

https://forms.gle/Cn459ZLggepMimie7
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