[image: C:\Users\User\AppData\Local\Microsoft\Windows\INetCache\Content.Word\Bmind brand.png]JOB DESCRIPTION
	Job title
	Advice and Information Helpline Worker

	Department
	Pathway Services

	Hours of work
	37.5hrs Full-time Equivalent – 15hrs (Part-time) to cover weekends only

	Location
	Beechcroft Centre, Erdington

	Reports to
	Deputy Helpline Manager

	Contract Type
	Permanent

	Annual Leave Entitlement
	Pro Rata 33 annual leave days (includes Bank Holidays)



	About Birmingham Mind
	Founded in 1962, our organisation is a registered charity and company limited by guarantee, affiliated with Mind. Our board of trustees ensures we meet our charitable aims, supported by a dedicated team of well-trained staff. We provide individualized, person-centred services that help people lead fulfilling lives and reach their full potential. Known for our high-quality support, we play a key role in Birmingham's mental health system and collaborate with local organizations to challenge the stigma surrounding mental distress.



	Team/ Service area Purpose
	The Helpline provides mental health support to residents of Birmingham and Solihull over 18.  Designed to reduce the burden on statutory services including attendance at A&E.  

· We provide advice and information over the phone, email and webchat to any individual, parent, carer or professional.  Our support is 7 days a week 365 days a year from 9am-11pm.

· We not only provide general advice but have pathways into psychological support and facilitate direct referrals to counseling services. Additionally, we signpost to other organizations offering specific support including Birmingham Mind services. For more complex or high-risk situations, we have access to a clinician.

· We are passionate about supporting residents of Birmingham and Solihull with their mental health through a wide range of options designed to be empowering with a strong focus on recovery.



	Job Purpose
	To provide emotional and wellbeing advice and information to people experiencing mental health difficulties, their families, professionals and the wider public. To offer advice, information, and signposting, relating to mental health, wellbeing and health and social care issues, alongside a range of other care conditions. 

You will ensure a strong focus on maintaining high quality service standards and compliance with service specification requirements and guidelines. You will be working to ensure the service has vision, drive, and continuity of delivery. To support staff identifying safeguarding concerns and follow the appropriate processes to report this to the local authority and through Birmingham Mind’s internal procedures.

To ensure that information received is treated confidentially and recorded accurately and concisely on Birmingham Mind’s data recording systems. To provide a high-quality service in line with contractual requirements, Birmingham Mind’s Vision and Values, Policy and Procedures, any relevant legal requirements and within the agreed service standards.




	Key Responsibilities
	To promote a positive focus on mental health with the emphasis on the Recovery Model.
 
Adhering to confidentiality processes and governance related to GDPR. 

You will participate in meetings relevant to the helpline both internally and externally.

You will use a range of IT applications to enable accurate recording and swift transfer of information. 
 
Adhering to Birmingham Mind’s Equality and Diversity Policy, challenging discriminatory and disrespectful behaviour, and taking the appropriate action to address this. 
 
You will work within the parameters of the relevant helpline budgets focusing on value for money and the best use of resources for effective time management and daily workload planning.
 
[bookmark: _Int_RuhESu4G]Adhere to working a variable shift pattern to include evening and weekends throughout the opening times of the service and be flexible in your approach to team working and engage in other activities as requested of you to ensure successful functioning of the team as a whole. 

To ensure that advice and signposting provided is relevant and appropriate, ensuring an understanding of local provision and can make appropriate and timely referrals to partner organizations. 
 
To support in ways that are empathetic that always demonstrate Birmingham Mind’s Values and work within a recovery framework using a person-centered approach.
 
To ensure safeguarding and risk is evaluated for all callers. Relevant information is documented and recorded under the supervision of the Leadership team.

To contribute to the production of service evaluations and reports and complete monitoring information requirements to a high standard and in a timely manner.
 
Responsible for obtaining feedback from people using the service to help inform the Helpline service development and introduce innovative ideas into the service.
 
To deal positively and constructively with Helpline complaints and feedback within the organization's policy guidelines and timescales under the service manager's direction.
 
To value being part of a larger team and establish constructive working relationships with other team members and groups both internally and externally. 

Engage in other activities as requested to ensure the successful functioning of the team.

To contribute to the induction of new staff and volunteers and the learning of existing team members. 

To participate in 4 weekly supervisions and annual appraisals, with the focus on personal and service development.
  
To participate in any training is considered essential to increase knowledge and understanding as well as supporting you to carry out your role effectively.
  
Promote a compassionate and non-judgmental response to those experiencing psychological distress. 



Person Specification
	
POST REQUIREMENTS

	
Essential/Desirable

	EXPERIENCE AND KNOWLEDGE

Candidates will have a minimum of 6 months experience working directly, or indirectly, with individuals with mental health difficulties in a personal, professional or voluntary capacity.

Experience of managing challenging situations and working under pressure.

Experience of working within a safeguarding framework.

Proven experience of working with confidentiality.

Proven experience of working within a team and independently.

Knowledge of local facilities, organisations, and resources.

Knowledge/experience of referral pathways into the mental health trust.
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	SKILLS AND ABILITIES 

Ability to input accurate up to date data on a bespoke IT system. 

Excellent listening and empathy skills. 
 
Good understanding of Equal Opportunities and a positive attitude to people who have experienced mental health difficulties.

Excellent verbal and written communication skills.
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	GENERAL

Be flexible in your working hours including availability to work in the evenings, holidays and at weekends.
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