Post Title: 			Helpline Support Coordinator

[bookmark: _Int_4xcHeUMI]Salary: 			£30,730.77 pro rata

 Hours: 			18 hrs. per week
Mon 08:00 to 14:00
Tue 08:00 to 14:00
Wed 08:00 to 14:00

Line Manager		Support Services Manager

Responsible for: 		None

Annual Leave: 		26 days plus statutory days pro rata

Pension: 			Contributory pension scheme (auto enrolment)

Place of Work: 		Home based


Purpose of role
As part of the Support Services Team, you will support the delivery of high-quality responses and support to persons contacting the Stop Hate Line and ancillary services.
During the helpline contact itself, we respond to people's immediate needs. The next stage of our process is to ensure that we are providing the best possible support we can. 
To enable this, you will review every contact received by the Helpline team to ensure that our response met our high standards and that applicable policies and procedures have been followed.   
You will assist the Support Services Manager by providing feedback to our Helpline Team on contacts they have received to improve the service and where necessary highlight where further intervention is required. 
Your review of the contact will include completing any follow up action required and work creatively to explore other support for clients including, but not restricted to, liaison with other agencies, safeguarding referrals, call backs and advocacy tasks such as writing letters and attendance at Multi agency meetings. 
You will also be required to cover the Stop Hate Line as required during your working hours.

You may be required to carry out other project activities and will be required to demonstrate a flexible approach to your work.

Within this project, the key roles and responsibilities of the Helpline Support Coordinator are:

Key Areas

1.0 Monitoring users of the Helpline
2.0 Referral and Advocacy Service
3.0 Managing self


1.0 Monitoring users of the Helpline

1.1 Listening to calls, reading call, chat, SMS, email and other transcript and forms to ensure consistent and excellent services

1.2 Provide feedback to the helpline team on performance and quality of service

1.3 Identify suitable referral and ongoing support agencies when required

1.4 Taking calls and contacts on the helpline 

1.5 Provide monitoring reports on helpline and support activity



2.0 Referral and Advocacy Service

2.1 Making referrals to appropriate agencies and developing any follow up correspondence including challenging other organisations to ensure client gets the best possible support

2.2 Make follow up contact to further understand their needs and identify appropriate support when required

2.3 Liaise with agencies/partners/colleagues as appropriate.

2.4 Identify if any safeguarding issues need addressing

2.5 Prepare cases for multi-agency meetings as required.


3.0 Managing Self

[bookmark: _Int_fnAj1ItG]3.1 To acquire and keep up to date a working knowledge of relevant policy, legislation, and operational practice in the field of hate crime with particular reference to reporting.

3.2 To undertake such other duties and responsibilities of an equivalent nature, as may be determined by the post holder’s supervisor from time to time, in consultation with the post holder.

3.3 The post holder’s duties must always be carried out in compliance with the Charity’s Equality and Diversity Policy and other policies designed to protect employees or service users from hate crime.

3.4 It is the duty of the post holder not to act in a prejudicial or discriminatory manner towards service users or employees, ie post holder should also counteract such practice or behaviour by challenging or reporting it.

3.5 Ensure the Health and Safety of all staff and resources within the post 
holder’s area of responsibility, i.e., delegated responsibility in relation to the nature of the post holder’s duties and personal responsibilities as per Section 7 and 8 of the Health and Safety at Work Act 1974.

3.6 In addition to this the Management of the Health and Safety at Work Regulations 1992 detail the following:

Employees must inform their employer or/supervisor of any work situation which might present a serious and imminent danger to Health and Safety.

Employees must inform their employer or supervisor of any shortcomings in the Health and Safety arrangements even when no danger exists.

3.7 To undertake training and development as Required by the Charity

Physical Conditions

Home based with occasional travel to attend Training or Awaydays

Additional Points

Whilst every effort has been made to explain the main duties and responsibilities of the post, each individual task undertaken may not be identified.

Employees will be expected to comply with any reasonable request from a manager to undertake work of a similar level that is not specified in this job description.

Stop Hate UK will endeavour to make any necessary reasonable adjustments to the job and the working environment to enable access to employment opportunities for disabled job applicants or continued employment for any employee who develops a disabling condition.

The job description may be subject to amendment or modification, should circumstances change- any changes will be discussed with you in the first instance. Should a disagreement arise, you will be afforded the opportunity of a meeting to resolve the matter. 

In addition to the duties specified you may be asked to undertake any other duties which may be regarded as within the nature of the duties and responsibilities/grade of the post as defined, subject to the proviso that normally any changes of a permanent nature shall be incorporated into the job description in specific cases.

The job description does not form part of the contract of employment.

This job description allocates duties and responsibilities but does not direct the amount of time to be spent on any or all of them.
[image: ]



EMPLOYEE SPECIFICATION – Support Services Manager 


	ATTRIBUTES

	RELEVANT CRITERIA
	HOW IDENTIFIED
	RANK

	1.
Relevant Experience

	1.1


1.2


1.3


1.4


1.5



1.6


1.7


	Experience of providing listening, advice and advocacy support 


Experience of maintaining electronic record keeping and other software


Experience of supporting people targeted because of their identity.


Experience of supporting people affected by hate through a range of online medium

     Experience of working on a helpline and/or in a workplace regularly interacting directly with customers on the phone (e.g., call centre)

Experience of supporting people who are experiencing distress

Experience of supporting people who are experiencing hate  

	Application form/Interview Stage


Application form/Interview Stage


Application form/Interview Stage


Application form/Interview Stage


Application form/Interview Stage



Application form/Interview Stage

Application Form/Interview Stage

	A



A



A



A



A




A


A


	2.
Education 
& training
	2.1

	Literacy, numeracy and IT levels to meet the requirements of the post


	Application Form/Interview Stage

	A

	3.
General and Special Knowledge
	3.1



3.2




3.3




3.4


3.5
	Demonstrable knowledge of the effects of Hate on individuals, families and communities

Knowledge and practical understanding of outcomes and the types of support available for people affected by Hate

An understanding of the barriers to reporting Hate Crime, accessing support and the impact hate has on an individual and community

An understanding of the values, principles, and practices of person-centred support  

Some understanding of the principles of Hate Crime legislation in the UK


	Application Form/Interview Stage


Application Form/Interview Stage


Application Form/Interview Stage



Application Form/Interview Stage


Application Form/Interview Stage


	A



A



A




A



A

	4.0
Skills & Abilities

	4.1



4.2


4.3



4.4


4.5


	Ability to understand, advise and respond to the complex needs of callers at the point of contact

Ability to work with conflicting demands, to tight deadlines and specific targets.

Ability to build effective relationships with a wide range of people, demonstrating empathy and instilling confidence

Ability to work on own initiative and as part of a team

Ability to use databases to record and retrieve information

	Application Form/Interview Stage


Application Form/Interview Stage

Application Form/Interview Stage


Application Form/Interview Stage

Application Form/Interview Stage


	A



A


A



A


A



	5.0
Any Additional actors
	5.1



5.2



5.3


5.4


	Commitment to continue self-development and willingness to undergo training as required

Ability to provide a suitable, confidential space with strong internet connection for working from home

Demonstrable commitment to diversity and anti-discrimination

Commitment to the mission and values of Stop Hate UK  

	Application Form



Application Form/Interview Stage


Application Form/Interview Stage

Application Form/Interview Stage
	A



A



A


A






Please make sure that you demonstrate your ability to meet the requirements of the job by giving clear, concise examples of how you meet each criterion on your application form.  

The letters A and B in the “Rank” column refer to the importance we will give your answers when we read your applications.  You must have all the A’s when starting the job to be able to do the job, you need to have all the Bs to do the job, but they could be learnt during the induction.

We recognise and welcome our responsibility to remove any barriers in our Recruitment and Interview Stage for disabled people.  We have tried to do this, but if you are disabled and identify any barriers in the job description or employee specification, please tell us of these in your application.  

We are committed to making reasonable adjustments to the job wherever possible and it would help us to know your needs to do this.

There may be some criteria that are ranked but are only identified through Interview Stage only.  These criteria have been ranked to provide you with some guidance as to how important that aspect is, but you will only be assessed on those criteria during the Interview Stage and not from your application form.

Where criteria are to be identified through the “Interview Stage”, this may involve written exercises, practical tests, group discussions, presentations, interviews, etc.
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