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Volunteer Role Description and Person Specification

Project name:  BWA (Berkshire Women’s Aid)
Location: Reading
Team:  Helpline Team
Role title: Call handler Volunteer
Managed and supported by:  Volunteer Coordinator / Refuge Manager
Purpose:  Berkshire Women’s Aid is offering a great opportunity for a helpline volunteer to support women and children fleeing domestic violence.
Tasks given within the role description will be carried out after training and with support from your supervisor. 

Role Description: (After training)
· To participate in answering helpline calls responding to women and families experiencing domestic violence.

· To listen and assess each call individually to ensure the support and                             assistance given to callers is appropriate and of the highest standard.

· To make referrals and signpost to women’s refuges, when appropriate.

· To provide support and information to professionals calling the Helpline and liaise with agencies on behalf of callers as necessary.

· To maintain clear and adequate database records of work undertaken and work in progress to ensure that they are accessible as appropriate.
· To ensure that the helpline is diverted to Forest care at 5pm each day and relevant emails are processed.
· Updating national website with refuge space availability.
· Ensuring that any issues in relation to safeguarding children or vulnerable adults are brought to the immediate attention of your line manager, or if unavailable another manager.

· Performing a range of administrative tasks and undertakes efficient handover and debriefing after each shift e.g. update on relevant information and issues are passed on.

Person Specification:

· An understanding of the issues faced by our client group.
· Able to respect and maintain confidentiality.
· Some basic knowledge of domestic violence, housing, benefits issues.
· Good communication skills.
· The ability to work as a team member. 

· Have a mature, empathic and non-judgemental attitude to service users.
· Understand the principles of equal opportunity and diversity.
· Willingness to attend regular supervision and adopt a self reflective approach to learning.

· Good computer and keyboard skills.
· The role is exempt under the Equality Act 2010 pursuant to Schedule 9, Part 1(female applicants only).  

Time Commitment:
For this particular post we would ask that you are available for a minimum of 1- 2 days per week for at least a 6 month period. 
Attendance of the training program is essential before all placements can be started, and completion of a DBS application is needed prior to commencing the training.  
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