
LEEDS WOMEN’S AID

JOB DESCRIPTION

Title of Post: Relief Telephone Support Volunteers
Responsible To:          Community & Children’s Services Manager

Salary:                         NA
Hours :                         To provide cover as and when required 

Purpose of the Post

To be the first point of contact for all telephone referrals coming into Leeds Women’s Aid. This includes referrals to the supported housing service, the hospital outreach service and the floating support service. Also, to provide a telephone support service to women experiencing domestic violence who call for information, advice and support.  
Routine Duties:

1. To provide an efficient referral and telephone support service for Leeds Women’s Aid (LWA) which will include:

· Receiving incoming calls, sifting calls, taking and routing messages. 

· Providing emotional support and practical information to callers.

· Taking telephone referrals from women for LWA’s services.

· Sign-posting and referring women to other agencies for safe accommodation or support. 

· Promoting LWA’s bedspace availability to relevant agencies.

· Monitoring calls and providing statistical reports. 

2. Establish and maintain both electronic monitoring systems and paper-based records, including:

· Records of ethnicity, age, disability and support needs of referrals

· Records of source of referrals etc..

· Supporting People returns.

· Local Authority returns.

· Core monitoring.

· RSL returns. 

3. To liaise with the supported housing team regarding referrals, bed-space availability, transfer of telephone lines, handovers and monitoring. 

4. To establish and maintain systems to monitor service user satisfaction. 

5. To establish and maintain a system of useful contacts for LWA.

6. To carry out some basic administration duties for LWA, (including handling mail, ordering stationery, processing CRB Disclosure Applications and liaising with external agencies re office maintenance and IT systems.) 

7. To attend staff meetings and training events as required.

8. To work within LWA’s policies and procedures at all times, paying particular attention to confidentiality and health and safety. 

9. To embrace anti-discriminatory practice in all aspects of this role.

10. To work at all times in a non-directive, non-judgemental and empowering way with (potential) service users.

11. To carry out any other duties that are reasonably required by LWA.

LEEDS WOMEN’S AID
PERSON SPECIFICATION

Relief Telephone Support Worker
SKILLS

1. 1 year’s experience using Microsoft office professional and windows 98. (E)

2. Proven ability to work on own initiative. (E)

3. Excellent interpersonal skills. (E)

4. Good typing skills, including proven accuracy and layout skills. (E)

5. Able to prioritise own workload. (E)

6. Good listening skills (E)

EXPERIENCE

1. Experience of providing substantial administrative support. (E)

2. At least 1 year’s experience of working on a Help Line (E)

KNOWLEDGE

1. Good understanding of Microsoft office, professional and windows 98. (E)

2. Awareness of domestic violence issues. (E)

3. An understanding of the different roles of agencies (E)

4. Knowledge of an Asian community language (D)

OTHER

1. Values consistent with those of LWA i.e. non-judgemental and the ability to maintain confidentiality. (E)

2. Commitment to equality of opportunity and working in an anti-discriminatory way. (E)

3. Ability to manage own workload and meet deadlines in a professional manner (E)

4. Able to maintain appropriate boundaries, particularly around contact with residents and other staff. (E)

5. Professional approach (E)
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