 
Post Title:			Helpline Operator
 
Salary:	£12.71 per hour 
	
 
Line manager:	Support Services Manager 
 
Annual Leave	26 days plus Statutory Days pro rata
 
Pension: 	Contributory Pension Scheme 
(auto enrolment pension scheme)
 
Place of work: 	This is a home based role
 



Purpose of the Role
To provide information, advice, and support to individuals accessing Stop Hate UK’s 24-hour helplines and digital reporting services, including email, webchat, SMS, online reporting platforms, and social media channels.
The postholder will accurately record, assess, and maintain detailed case records of all contacts received, ensuring that agreed actions, interventions, and follow-up activities are documented in a timely and professional manner.
The role also includes undertaking a range of administrative duties and providing operational support as required to assist the effective delivery of Stop Hate UK’s services.

Key Areas of Responsibility
1. Supporting Service Users
2. Administrative Duties
3. Management of Self

Duties and Responsibilities
1. Supporting Service Users
1.1	Provide empathetic listening, practical guidance, and emotional support to individuals experiencing hate incidents or hate crime.
1.2 	Provide clear, appropriate advice, information, and support to service users using a nonjudgemental, trauma-informed, and person-centred approach.
1.3 	Maintain accurate, detailed electronic records of all contacts, including information provided, support offered, actions taken, referrals made, and agreed follow-up interventions.
1.4 	Recognise when additional support, guidance, or intervention is required from more experienced colleagues or external agencies and take appropriate action.
1.5 	Facilitate referrals to appropriate organisations and support agencies where necessary.
1.6 	Attend mandatory training including safeguarding training relating to both children and adults and maintain an up-to-date understanding of safeguarding responsibilities. Take appropriate action in line with the Charity’s safeguarding procedures where concerns arise.
1.7 	Actively participate in effective handovers with colleagues at the beginning and end of each shift to ensure continuity of service and support.
1.8 	Maintain and develop knowledge of hate crime and related issues through a variety of sources, including reports, research, legislation, training opportunities, media, websites (including the Stop Hate UK website), and social media.
1.9 	Review and implement guidance, communications, policy updates, and procedural changes issued by Stop Hate UK, ensuring these are applied appropriately when supporting service users.
1.10	Participate fully in supervision, appraisal, and performance development processes, responding positively to feedback and guidance.

2. Administrative Duties
2.1	Identify examples of good practice, successful outcomes, and service user contacts that demonstrate the impact and value of Stop Hate UK’s services for reporting to funders and stakeholders.
2.2	Identify feedback, testimonials, case studies, and other information that may be used to promote the work and impact of the Charity.
2.3	Respond to requests for electronic publicity and information materials and accurately record the distribution of resources on the Charity’s database.
2.4	Respond appropriately and professionally to administrative requests, enquiries, and other communications as required and undertake general administrative duties to support the effective operation of the Charity’s services.

3. Management of Self
3.1	Work independently and as part of a team, demonstrating professionalism, reliability, and accountability in all aspects of the role.
3.2	Undertake any other duties and responsibilities commensurate with the nature and grade of the post.
3.3	Prioritise tasks effectively within a busy environment and manage time and workload to meet service requirements.
3.4	Carry out all duties in accordance with Stop Hate UK policies, procedures, standards, and values.
3.5	Promote equality, diversity, and inclusion in all aspects of work. The postholder must not act in a prejudicial or discriminatory manner towards service users, volunteers, colleagues, or partners and should challenge or report inappropriate behaviour where necessary.
3.6	Take reasonable care for the health, safety, and welfare of themselves and others who may be affected by their actions, in accordance with the Charity’s policies and relevant legislation.
3.7	Comply with the requirements of the Health and Safety at Work Act 1974 and associated regulations by:
· Reporting any work situation that may present a serious or imminent risk to health and safety.
· Reporting any shortcomings in health and safety arrangements, even where no immediate danger exists.
· Always following the Charity ‘s health and safety procedures.

Additional Requirements
Essential
That you can cover at least some of these available shifts with a minimum of 12 hours per week.

On the application form, you will be asked which of these shifts you could cover.  We encourage you to select as many as you could potentially work as this may be a factor in the selection.

Mondays 10:00 to 14:00
Mondays 14:00 to 16:00
Mondays 18:00 to 22:00

Tuesdays 08:00 to 12:00
Tuesdays 16:00 to 18:00
Tuesdays 20:00 to 22:00

Wednesdays 08:00 to 12:00
Wednesdays14:00 to 18:00
Wednesdays 18:00 to 22:00

Thursdays 08:00 to12:00

Fridays 08:00 to 12:00
Fridays 12:00 to 16:00

Saturdays 8:00 to 12:00 (alternate weeks)
Saturdays 18:00 to 22:00
Saturdays 22:00 to 08:00 (Sunday) - alternate weeks
Please note that all shifts, apart from the overnight shift, are a maximum of six hours long.
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Person Specification

	ATTRIBUTES 
	RELEVANT CRITERIA 
	HOW IDENTIFIED 
	RANK

	
1 RELEVANT 
EXPERIENCE 
	
1.1





1.2





1.3







	
Experience of supporting victims of hate crime, discrimination, domestic abuse, or other vulnerable groups.




Experience of working or volunteering on a helpline and/or in a workplace regularly interacting directly with members of the public on the phone


Experience of maintaining accurate records and case notes using electronic systems.

	 
Application Form/ 
Interview Stage




Application Form/ 
Interview Stage


 
Application Form/ Interview Stage




	
A





A




A






	2 EDUCATION AND 
TRAINING 
ATTAINMENTS 
	2.1 
	Literacy and numeracy 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




3.6



3.7
	
Understanding of the barriers to reporting Hate Crime, accessing support and the impact hate has on an individual and community



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.


Knowledge of referral pathways and support services available to victims of hate crime or discrimination.






	 
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




B



A



A



A



B






	4 SKILLS AND 
ABILITIES 
	4.1 



4.2 



4.3 



4.4 




       
	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 (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



	Application Form/ 
Interview Stage 

Application Form/ 
Interview Stage 


Application Form/ 
Interview Stage 



Application Form/ 
Interview Stage 



 


	A


A



A





A









	
5 ANY ADDITIONAL 
FACTORS
	5.1 


5.2




5.3



5.4 



5.5 






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

Ability to cover some of the shifts advertised



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


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


A commitment to travel occasionally to attend meetings and training  








	Appcation 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








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. 

It is expected that the successful applicant will meet all the A criteria on the day of appointment. 

It is expected that the successful applicant will achieve all the B criteria within 6 months of starting the job but may not have them when appointed. Applicants who demonstrate meeting the B criteria on their application are likely to be more successful than those who do not.

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 have a disability 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.

Applicants with a disability who meet all the A criteria are guaranteed an interview.

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 criteria are, 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, interview etc.
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	PS Amended/Prepared By 
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