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JOB DESCRIPTION
Job Title:


Helpline and Forum Coordinator
Location:


National Centre for Personal Safety





218 Strand, London WC2R 1AT

Reports To:


Helpline Manager

Full/Part time

Full time

Contract:


Permanent

Salary:


£21,000 p.a. 
Purpose Of Job:
To give guidance and information by telephone, email and correspondence. 
To be responsible for the day to day running of the online forum and support the Helpline Manager.
Duties and Responsibilities:
Service Delivery
1. To respond as quickly and efficiently as possible to requests for help, this may come via email or telephone, giving appropriate guidance to victims.

2. To identify and maintain appropriate boundaries for all enquiries and recognise when and where to signpost enquirers for further help/information as appropriate. 

3. To be responsible for the day to day running and maintenance of the National Stalking Helpline Forum. To ensure a safe environment for all online users and raise any concerns with the Helpline Manager. To update information on to the Forum and website.
4. To moderate the National Stalking Helpline Forums, including occasional moderation at the weekend from home.
5. To proactively continue to develop appropriate knowledge, attitudes and skills through regular reading of information and attending training courses.
Monitoring and Evaluation
1. To provide quarterly written reports to the Helpline Manger on statistical data from Forum users including trends and specific issues raised by those seeking support.

2. To develop and maintain a system of monitoring data and infractions regarding Forum users 

Service Development
1. To identify and follow up with any areas of development required on the Helpline Forum.
2. To develop and maintain a social media presence.

3. To seek support and information from other charities or agencies in regards to developing the National Stalking Helpline Forum.
Volunteer Support
1. To support, supervise and identify training needs of volunteers who work specifically on the National Stalking Helpline Forum. 

Other
1. Deputize for the Helpline Manager when required.
2. To attend supervision meetings and appraisals.

3. Attend and participate in team meetings and strategic away days 

4. Attend training sessions as required 

5. Undertake any other appropriate duties as requested by the Helpline Manager. 

6. Work at all times under the policies and procedures of Suzy Lamplugh Trust.
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PERSON SPECIFICATION
Helpline and Forum Coordinator

Skills, Knowledge and Experience

Essential

· Experience of working with vulnerable people
· Good telephone manner
· Excellent communication skills, both verbal and written
· Excellent listening skills
· Good IT skills, including Microsoft Word and Excel

· Experience of using a database
· Ability to maintain confidentiality and work in a non-judgmental manner
· Ability to reflect on and develop own professional practice
· Able to work independently and as part of a team
Desirable

· Experience of delivering a helpline or information service

· Experience of developing and/or maintaining web content

· Experience of developing an online social media presence

· Experience of running or maintaining an online community (such as a Forum)

· Experience of working with issues of personal safety, stalking and harassment or similar

Personal Attributes
· Able to use own initiative
· Able to manage and prioritise workload
· Calm and confident

· Good attention to detail
· Ability and interest in developing a service
· Proactive self-starter with a desire to develop all areas of the role
· Empathy with issues relating to personal safety and stalking and harassment
· Ability to maintain boundaries and to empathise without getting personally involved in issues that may be raised by those contacting the helpline
· Willing to work within the policies and procedures of Suzy Lamplugh Trust 

· Commitment to the work of Suzy Lamplugh Trust, Network for Surviving Stalking and Protection Against Stalking
