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Helpline Co-ordinator 

Job Description

Hours: 21 per week (0.6 full time equivalent), including some evenings and occasional weekend days as required 
Salary: £18,304 FTE £30,507 (SCP 27)
Annual leave entitlement: 25 days per annum pro rata plus statutory Bank Holiday entitlement
Nature of contract: Permanent subject to 6 month probationary period
Responsible to: The Senior HR & Financial Management on behalf of the Human Resources (HR) Sub Group of the Support After Rape and Sexual Violence Leeds (SARSVL) Board of Trustees 
Location: Leeds City Centre (Currently Home based during COVID 19)
Primary purpose of the role 
To manage and further develop SARSVL’s Helpline services ensuring integration with other SARSVL services as part of the senior staff team. The post holder will be responsible for recruiting, training and overseeing a group of Helpline volunteers.
Main responsibilities 

· Co-ordinate and supervise SARSVL’s helpline volunteers in all aspects of their work
· Manage the delivery and ongoing development of high quality Helpline services including telephone, email, and SMS emotional support
· Review, update and deliver a specialist training programme to new and established Helpline Volunteers
· Select, recruit and retain Helpline Volunteers in line with SARSVL policies and procedures

· Lead and encourage monthly peer support sessions and ensure that individual probationary reviews and annual reviews are carried out
· Deliver at least one session a week on the helpline with a volunteer
· Ensure that self and Helpline Volunteers have a working knowledge of the Rape Crisis movement to be able to support service users of all ages and backgrounds 
· Monitor and evaluate the Helpline service proactively with the full engagement of volunteers to ensure that the services meet the required specifications at all times, and are led by the women and girls we support
· Form and maintain highly effective working relationships with partner agencies, while maintaining an independent role on behalf of the Helpline
· Ensure systems are in place to work proactively and consistently alongside the other frontline services at SARSVL
· Develop and implement tools to inform and enhance the support we give on the SARSVL Helpline 
· Showcase and promote the Helpline service locally
· Lead a working group of Helpline volunteers to ensure continuity of service and out of hours support to women on shift
· Receive training from Rape Crisis England and Wales in order to be able to deliver 1-2 sessions a week of their Live Chat service
· Manage the Helpline rota and provide frontline relief to the Helpline on an ongoing basis as appropriate, and dependent on demand 
· Oversee the safeguarding of children and vulnerable adults, support volunteers to ensure that SARSVL safeguarding policies are followed and take responsibility for all risks being effectively managed
· Maintain vigilance around safety of volunteers and women using the service and ensure SARSVL procedures are followed in relation to risks which may arise within the service

· Ensure that security of sensitive information is maintained and complies with the new GDPR requirements
· Take on other tasks as agreed with the SARSVL Board
General

· To work in partnership with all at SARSVL to ensure the effective delivery of its business plan and development strategy, and the smooth running of SARSVL's operations 
· To participate and share the leading of full staff meetings
· To attend senior team meetings
· To submit quarterly reports to Board meetings and share attendance throughout the year with the rest of the Senior staff team
· To support SARSVL’s adherence to the Rape Crisis National Service Standards (RCNSS)
· To participate fully in line management, supervision and appraisal processes and to take up training and continuing professional development opportunities
· To continually engage in CPD using SARSVL training budget appropriately to develop your skills
· To adhere to and promote SARSVL’s values and ethos in all areas of your work
· To take responsibility for your own basic admin (e.g. maintaining calendar, updating and submitting HR forms, filing, shredding, photocopying), and to take joint responsibility for maintaining SARSVL premises as a clean, tidy, safe and comfortable space for staff, volunteers, service users and visitors, including ensuring refreshments are kept topped up.
Expectations of a SARSVL employee

1. SARSVL employees have a broad knowledge and understanding of sexual violence against women and girls and of the wider political and economic context in which they are working OR possess a willingness to learn about this as part of their induction and ongoing work.
2. SARSVL employees prioritise the good of the organisation, of the Rape Crisis movement as a whole and of women and girls who have experienced sexual violence, actively promoting SARSVL’s values in all aspects of their work.

3. SARSVL employees are flexible and responsive to the changing needs of the organisation as it develops and grows.

4. SARSVL employees communicate openly and honestly. They are professional and approachable and make efforts to understand the viewpoints of others. 

5. SARSVL employees actively seek out training and development opportunities to enable them to take on a range of roles and tasks.

6. SARSVL employees take responsibility for their own work and share responsibility for the work of the organisation as a whole.  They are self-motivated and can self-manage, but at the same time are committed to working as an equal and valued member of a team.

7. SARSVL employees are enthusiastic about problem-solving.  They understand that there will be tough times and problems but they are willing to find and be part of the solutions.
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