
ROLE DESCRIPTION

Title: Helpline Volunteer Worker 

Project: Mental Health Information Service

Hours: 4 – 8hrs per week (max 2 shifts)

Responsible to: Mental Health Information Worker/Service Manager

Job Summary: 

To support the provision of the Mind in Harrow Information Service, as appropriate for a volunteer role, between its opening hours to the public 9.30am and 5pm Mon-Thurs, except on public holidays.

Key duties

Telephone Information Line

· To provide support (listening ear) to callers

· To provide signposting options on the phone, via email or post to callers on local and national services relating to mental health problems

· To uphold the confidentiality policy of the service

· To keep relevant records of calls and fulfill required administration procedures in line with Mind in Harrow policy

· To conduct an initial risk assessment of callers, as appropriate, and refer to Senior Duty Cover to support any person potentially at risk.

Other Information Service Tasks

Due to the fact that some Information Helpline shifts may not be continually busy, you will be required to assist with other information service tasks: 

· To assist the Mental Health Directory Worker to aHemaintain or create new up-to-date signposting resources or factsheets
· To assist with inputting and analyzing performance information for Mind in Harrow’s activities
· To assist with some publicity and promotion activities 

· To assist with caller feedback sample surveys 

General

· To attend regular support and supervision sessions as required by Mind in Harrow policy

· To actively support and implement all Mind in Harrow policies, with particular regard to the Equality & Diversity Policies
· Volunteers will be expected to attend an induction training course and other training where it is thought necessary
Essential Criteria

· Able to provide two satisfactory references and Enhanced CRB application with documentation

· Ability to listen

· Possess a non-judgmental attitude and have capacity to learn and self-reflect

· Some prior understanding of mental health would be desirable

· Ability to support people from diverse cultural backgrounds

· Willing to commit a minimum of four to eight hours per week (min 1 shift/ max 2 shifts) for a period of nine months

· Reliable, flexible, empathetic

The Mind in Harrow Mental Health Information Service welcomes applications from individuals who have previous experience of mental health problems and people from Harrow’s diverse cultural communities.

Reimbursement of out of pocked expenses will be paid in accordance with Mind in Harrow Policy
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