Post Title: 		Helpline Support Coordinator

[bookmark: _Int_4xcHeUMI]Salary: 		£30,730.77 pro rata.  This is a temporary post until 15th May 2027 

Hours: 		To negotiate with the preferred candidate but is likely to be between 16 and 30 hours per week Monday to Friday.


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 a member of the Support Services Team, you will play a key role in ensuring the delivery of high-quality, person-centred support to individuals contacting the Stop Hate Line and related services.
While the immediate priority of the helpline is to respond to the needs of individuals at the point of contact, this role focuses on the critical next stage of support. You will review all contacts received by the Helpline Team to ensure that responses meet Stop Hate UK's quality standards and that relevant policies, procedures, and safeguarding requirements have been followed appropriately.
Working closely with the Support Services Manager, you will provide constructive feedback and guidance to Helpline Team members to support continuous service improvement. Where necessary, you will identify cases requiring further intervention and take appropriate action to ensure clients receive the support they need.
This role involves undertaking follow-up activities, including exploring and coordinating additional support options for clients. This may include liaising with partner agencies, making safeguarding referrals, conducting welfare call-backs, providing advocacy support, drafting correspondence on behalf of clients, and participating in multi-agency meetings.
You will also provide frontline Stop Hate Line cover as required during your working hours, ensuring continuity of service delivery and support for service users.
The role requires a proactive, flexible, and creative approach, with a commitment to achieving positive outcomes for clients. You may also be required to support the delivery of wider organisational projects and activities as directed.
Within this project, the key roles and responsibilities of the Helpline Support Coordinator are:

Key Areas of Responsibility
1. Monitoring and Quality Assurance of Helpline Services
1.1 Review calls, webforms, live chats, SMS messages, emails, case records and other contact transcripts to ensure the consistent delivery of high-quality, person-centred services.
1.2 Provide constructive feedback and guidance to Helpline Team members to support continuous improvement in service quality and performance.
1.3 Develop, review, and maintain guidance, procedures, and training materials for the Support Team in collaboration with the Support Services Manager.
1.4 Identify appropriate referral pathways and ongoing support options for clients where additional assistance is required.
1.5 Provide direct support through the Stop Hate Line and associated services as required.
1.6 Produce monitoring and quality assurance reports relating to helpline activity, outcomes and service performance.
1.7 Escalate and report any significant issues relating to service quality, safeguarding, policy compliance or staff performance to the Support Services Manager or Manager on Call as appropriate.

2. Referral and Advocacy Services
2.1 Make referrals to appropriate agencies and support providers, ensuring clients can access the most suitable support available.
2.2 Undertake follow-up contact with clients to further assess needs, review progress and identify additional support requirements.
2.3 Liaise effectively with partner agencies, stakeholders and colleagues to coordinate support and achieve positive outcomes for clients.
2.4 Identify and respond appropriately to safeguarding concerns in accordance with the Charity’s policies and procedures.
2.5 Prepare case information, reports and supporting documentation for multi-agency meetings and case discussions where required.
2.6 Gather and record client feedback, outcomes and case studies to support service monitoring, evaluation and continuous improvement.
2.7 Advocate on behalf of clients where appropriate, including preparing correspondence, challenging decisions and supporting engagement with statutory and voluntary sector organisations.

3. Professional Practice and Self-Management
3.1 Managing your own time effectively in a fast-paced environment.
3.2 Maintain and develop a working knowledge of relevant legislation, guidance, policy and best practice relating to hate crime, safeguarding, equality, advocacy and victim support.
[bookmark: _Int_h37qGurY]3.3 Undertake any other duties and responsibilities commensurate with the grade and nature of the post as reasonably requested by the Support Services Manager.
3.4 Comply with all Stop Hate UK policies and procedures, including Equality, Diversity and Inclusion, Safeguarding, Data Protection, Confidentiality, Health and Safety and Information Security policies.
3.5 Promote equality, diversity and inclusion in all aspects of work and challenge discriminatory practice or behaviour appropriately.
3.6 Take reasonable care for the health and safety of yourself and others affected by your work activities in accordance with the Health and Safety at Work Act 1974.
3.7 Report any health and safety concerns, risks, incidents or deficiencies in arrangements to your manager without delay.
3.8 Participate in supervision, training and continuous professional development activities as required by the organisation.

Working Conditions
· Home-based role.
· Occasional travel will be required to attend meetings, training events, team away days and partner engagement activities.
· Occasional evening or weekend work required, subject to operational needs.

Additional Information
Whilst every effort has been made to outline the principal duties and responsibilities of the post, this job description is not intended to be exhaustive.
The post holder will be expected to undertake any other duties commensurate with the level of the role that may reasonably be required by the organisation.
Stop Hate UK is committed to providing equality of opportunity and will make reasonable adjustments where required to support applicants and employees with disabilities.
This job description may be amended in consultation with the post holder to reflect changes in the Charity’s requirements or service delivery needs.
The job description does not form part of the contract of employment and allocates duties and responsibilities but does not direct the amount of time spent on any particular task.
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1 RELEVANT 
EXPERIENCE 
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Experience of providing support, advice, information, or guidance to members of the public including those experiencing distress


Experience of providing advocacy support


[bookmark: _Int_SCNSnqHk]Experience of supporting victims of hate crime, discrimination, domestic abuse, or other vulnerable groups.


Experience of working on a helpline



Experience of providing feedback/guidance to colleagues in the workplace


Experience of using a CRM such as Charity Log
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	2 EDUCATION AND 
TRAINING 
ATTAINMENTS 
	2.1 
	Literacy and numeracy levels to meet the requirements of the post 
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Interview Stage 
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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 


Understanding of the barriers to reporting Hate Crime and accessing support.


Understanding of the values, principles and practices of victim centered support and trauma informed practice


Understanding of the concepts of, and supporting legislation, relating to Hate Crime


Understanding the importance of confidentiality, professional boundaries, and data protection.


Understanding safeguarding principles and responsibilities relating to children and adults.

Awareness of the challenges faced by individuals experiencing discrimination, harassment, or abuse.


Experience of partnership working to achieve positive outcomes 






	 
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

Application form/Interview Stage

Application form/Interview Stage

	
A




A


A



A



A



A



A



A



B






	4 SKILLS AND 
ABILITIES 
	4.1 
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	Excellent verbal and written communication skills and ability to communicate with empathy, sensitivity, and professionalism.

Ability to operate effectively as part of a remote team, follow guidance  and work on your own initiative


Confident user of the telephone and computer programs in a professional setting (including email, online chat, Microsoft packages)





Strong listening skills and the ability to build rapport and to remain calm and effective when dealing with challenging situations


Ability to produce clear, accurate, and professional internal briefings, reports, and expert guidance documents for a range of audiences


	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
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	Willingness and ability to work from home in a quiet and confidential space with a reliable broadband service and IT equipment
.


Commitment to equality, diversity, inclusion, and anti-discriminatory practice.

 Willingness to learn, develop, and participate in training and supervision.



 Commitment to travel occasionally to attend meetings and training 


Commitment to the mission and values of Stop Hate UK  
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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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