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Mind in Harrow’s Information Helpline

Aims and ethos of the service 

The aim of the Information Helpline is to provide information and emotional support to people with direct or indirect experience of mental distress, health and other professionals.  The service signposts people towards local sources of help and support.  The Information Helpline also provides emotional support; listening to callers in a non-judgemental way and responding non-directively.  This kind of listening can be difficult to come by, especially if someone is in ‘crisis’ or their friends/family/other helpers feel pressured to find solutions or to ‘rescue’ the person.  Sometimes people are isolated or need someone outside of their immediate situation to talk to. The Information Helpline has access to a database, which has information on local services, community and faith groups; which can support callers in making their own informed choices.  The service operates in line with the overall aims and principles of Mind in Harrow, which promotes and sustains good mental health for all.  

Who calls the line? 

The Information Helpline service operates from Mind in Harrow’s main office number.  Helpline information callers ring in with a variety of issues ranging from isolation, anxiety, depression and suicidal feelings.  The four main helpline information call types include: 

· Specific questions about a service e.g. can you give me the phone number of Loud and Clear Advocacy Service? 
· Request for information about a specific type of support e.g. counselling/therapy services
· Open ended request for support e.g. ‘my son is 24, left university early and is at home all the time’ 
· Crisis calls – people need urgent support now e.g. someone feels suicidal and requests hospital admission. 
The project holds a number of Mind information pamphlets, which can be sent to callers if appropriate. 

Volunteering for the information helpline

We are looking to recruit a team of 8 Information Helpline volunteers who may or may not have experience of mental health issues.  The Information Helpline operates from Mind in Harrow’s main office number; as a result the volunteers delivering the service will be expected to deal with general office enquiries and information helpline calls.  Due to the fact that shifts will not always be busy, volunteers will be required to do other information service work (please see role description for further information).

We welcome applications from individuals who range in age and life experience and who represent the religious and cultural diversity of Harrow.  We welcome applications from anyone who can work within the Mind in Harrow framework and can make the commitment that we ask.  Volunteers do not have to live within the borough of Harrow.  

Training 

All volunteers will go through Mind in Harrow’s Information Helpline training.  Training will take place over three full days (dates and timing to be confirmed).  The training will help you to develop necessary skills and build up your knowledge and understanding of mental health and current issues.  Volunteers will be assessed throughout the training to a set criterion.  There will be a group review half way through the training to discuss how it is going and to address any difficulties.  A final decision will be taken at the end of the training as to whether a place on the line will be offered.  The training will be seen as a two-way process so that volunteers can assess whether or not this work feels suitable for them.  The training and experience that you gain in the information helpline could further your career or be a valuable experience for further education.  We hope that volunteers will find the work rewarding in its own right.  

Support and supervision 

Every volunteer will receive supervision/debrief with a staff worker after each shift they work.  A supervision/debrief will be expected to last up to 30 minutes and will be an opportunity to reflect on the work, get support and develop skills.  Volunteers will also be supported through six-weekly volunteer meetings and ongoing training.  

Expenses 

Travel expenses (depending on distance) will be available for those who need them during training, volunteering and meetings.

Fun

You will be training and working with a diverse and friendly team.  Although the work is of a serious nature there are opportunities for socialising, getting to know people and generally having some laughs. 

