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P.O. Box 60001
London

SW16 9BY
Information for prospective volunteers
About our Helpline ‘Elder Abuse Response’

Elder Abuse Response is a free phone national Helpline service, which is also available to callers from the Republic of Ireland. We provide information and support to anyone affected by, or concerned about, the abuse of an elderly person. Our opening hours are 9am – 5pm, Monday to Friday. In addition to answering calls, we also respond to letters and e-mails. 
Our Helpline service is run by a Helpline Manager and employs 1 paid Helpline Operator and a number of volunteers who assist with answering calls as well as administrative tasks.
We are based at Action on Elder Abuse (AEA)’s office in Streatham, south London (SW16), which is accessible by National Rail and bus services.
We offer callers time to talk about their concerns about elder abuse, whether as a victim, concerned family member, friend or professional. We give callers support, and help them to get in touch with the appropriate services available to them. We also liaise with service providers in order to assist our vulnerable callers.  
The work of a Helpline volunteer
We really value the input our volunteers have to the general functioning of our Helpline, and we aim to ensure that you have the skills, support and resources you need to carry out your work effectively. 
All our volunteers receive training to be able to support callers appropriately. You will receive training in Telephone Helpline skills, so that you are aware of how to support distressed callers, and learn how to support and encourage them to share their difficulties. You will also be briefed on agencies that we can signpost callers to, depending on the type of problems they are experiencing. 
You will be supported throughout your training period who will work closely with other operators to help you improve and evaluate your skills. Experienced members of staff will be on hand if you have any questions. Taking calls can sometimes be emotionally difficult, and you will have the opportunity to discuss any issues arising during your work with a counsellor, as well as on an ongoing basis through debriefing after calls with staff members.
Our expectations of volunteers

As a Helpline volunteer, we ask you to:

· Commit to working for at least one half day per week (Mon – Fri), between the hours of 9am – 5pm, for at least six months
· Keep a written record of all the calls you handle
· Attend external and in-house training sessions 
· Attend bi-monthly support sessions

· Attend team meetings 
· Follow our policies on confidentiality and equal opportunities

· Be reliable in your punctuality and attendance at work

What you can expect from us

You will receive the following from Action on Elder Abuse:

· Reimbursement of travel expenses (within the London area)

· Training in helpline skills and responding to elder abuse

· Training in AEA’s policies and systems
· On-going support through debriefing and discussion opportunities

· The opportunity to have an input into the functioning of the Helpline through 6-weekly staff meetings

· Experience of working in a helpline role which may be valuable to future employers
· The satisfaction of working as part of a team of skilled Helpline workers

Please see the following page for our Helpline Volunteer Job Description and Person Specification. 

Role Description       
	DESIGNATION:                                                         
This post reports to:                                                 
This post is directly responsible for 

managing:

Job description last reviewed on:


	HELPLINE VOLUNTEER

Policy and Helpline                                                                                                              Manager
None

1  December 2009


1. 
CONTEXT & PURPOSE OF ROLE
1.1 To provide a telephone advice service assisting callers to explore the options available to them regarding elder abuse.

2. 
MAJOR DUTIES & RESPONSIBILITIES

2.1 FINANCIAL RESPONSIBILITY
2.1.1 
None

2.2 FUNDRAISING
2.2.1
None

2.3 TRUSTEE COUNCIL
2.3.1 None

2.4 
HUMAN RESOURCES
2.4.1 None

2.5 PLANNING

2.5.1 To assist in the implementation of AEA policies and procedures.

2.6 GENERAL

2.6.1 To respond appropriately to telephone and written enquiries.

2.6.2 To undertake any other duties at a similar responsibility level as requested by the Policy and Helpline Manager. 

2.6.3 Roles and objectives in the charity may change or develop and all members of staff are expected to be prepared to work flexibly in response to such changing needs. All members of staff are expected to undertake any other responsibilities or tasks that are consistent with their role and/or reasonably required by the Chief Executive and all members of staff are required to operate in accordance with the charity’s values, policies and procedures. 
3.
SERVICE ACTIVITIES

3.1 MARKETING, MEMBERSHIP & INFORMATION
3.1.1
To occasionally assist with mailings for training or conference purposes.
3.2 HELPLINE

3.2.1
To undertake Helpline shifts and backup shifts as required, maintaining records of all Helpline calls personally taken.

3.2.2 To provide contacts for other agencies as required

3.2.3 To assist in maintaining Helpline records, on paper, Excel and in Access, according to experience.
3.2.4 To respect the Policies and Procedures of the Helpline service at all times, particularly the confidentiality of the service. 

3.3 Social Policy

3.3.1 None

Person Specification
Helpline Volunteer 
1. An ability to liaise and communicate effectively (both orally and in writing) and to work collaboratively with colleagues and outside agencies;

2. An ability to work as part of a team, and to be flexible and adaptable according to changing needs;
3. The ability to demonstrate a positive attitude to older people and a demonstrable interest in challenging elder abuse;
4. An ability to deal appropriately with sensitive issues;

5. An ability to empathise with others whilst remaining objective;

6. An ability to use Microsoft Outlook, Word, Excel and Access is desirable but not essential. 
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