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Private & Confidential

Volunteer Telephone Support Worker

Thank you for your interest in becoming a volunteer telephone support worker for CSVSS, please find enclosed an application form for your attention.

Please read the enclosed information and if you decide that you are interested in volunteering for us then please complete and return the form.

We expect that volunteer telephone support workers will commit to us by providing two sessions each month (with each session being two hours in length) for a minimum period of one year.  

As well as returning the enclosed application form, please also include copies of any qualification certificates which you feel are relevant. 

Attending our mandatory training and having a CRB check will be required by CSVSS before offering applicants the role.  

Thank you for your interest in our organisation.

Yours sincerely

Carol McAlea
Volunteer Coordinator

csvssrecruit@yahoo.co.uk

Introduction to CSVSS

CSVSS is a local charity run for those who have experienced sexual violence, whether recently or in the past.  We have been operating since 1996.  We are a rape crisis centre offering telephone support and face to face counselling with 
women aged 18 and over.

We aim to work in partnership with other agencies to make sure the needs of victim-survivors are met within other services.  
Our purposes are to support women to explore their experiences and empower them to find their own solutions to the issues they may be facing. We also offer information on other services which may be useful and/or signpost to more appropriate organisations.

We also run training and awareness sessions for voluntary and statutory organisations, the aims of which are to: educate others into the definitions of sexual violence, dispel the myths surrounding sexual violence and to challenge victim-blaming culture.
Confidentiality

We offer a confidential service to the people who come to us for telephone support or counselling.

Organisational Structure

The centre is run by two paid members of staff (the Project Coordinator and Volunteer Coordinator) and a team of volunteers who provide the telephone support and counselling.
Volunteer Telephone Support Worker Role Description

What tasks will the volunteer be responsible for?

· Answer the telephone, providing practical and emotional support to callers as needed.

· Refer callers on to other organisations as necessary.

· Ensure telephone log book is kept up-to-date and that all outstanding calls are followed up.

· Make teas/coffees for clients coming to the building for counselling.

· Take contact details for clients who wish to attend for counselling and pass these onto the Project Coordinator.

· Ensure the appointment book is up to date for your shift.

· Attend one-to-one supervision meetings with the Volunteer Coordinator.

· Attend CSVSS Support Team meetings.

· Attend CSVSS in-house training.

What skills and qualities will be needed for this role?
· Ability to use listening skills to listen to callers on the helpline.  

· Be available to undertake at least two helpline sessions per month (with each session being two hours in duration).

· Ability to reflect on own practice and seek supervision for any calls taken.  

· Ability to complete telephone record sheets. 

· A commitment to attend any relevant training.  

· Be familiar with services that are available locally and nationally.  

· To be able to show total respect to service users and work in accordance with organizational confidentiality and other relevant policies and procedures.

What days and times do you need the volunteer?
· Flexible to suit the needs of service users generally between the service opening hours of 6.00 pm to 8.00 pm on Mondays and Wednesdays and 10.00 am to 1.00 pm on Saturdays.    

What we offer our Telephone Support Workers
· A supportive working environment.

· We reimburse for travel expenses at a rate of 40p per mile on an “as incurred” basis, up to a reasonable limit (as we have a limited budget) for return visits to the centre. Expenses to be claimed at the end of each month.

· Regular support meetings with the Volunteer Coordinator

· Free ongoing training.

· Support Team Meetings with staff and volunteers.
· Opportunities to give your views and opinions as to how you feel the service could be improved.
What Training and Supervision will be given?
· All volunteers should attend and pass our mandatory in-house volunteer training course and be committed to attending further relevant training.
· Upon completion of the training, telephone support workers will “shadow” existing workers for at least 3 sessions, or until they feel comfortable in volunteering alone.  

· CSVSS will provide free ongoing  training for all volunteers.

· Regular support meetings will be provided by the Volunteer Coordinator.

Is there any other information?
· All volunteers have the responsibility to make themselves familiar with and adhere to all our current policies and procedures.  

· Opportunities for personal development may arise enabling volunteers to progress into a variety of other roles.
· Volunteers are given a 6 month probationary period at which point their work will be reviewed with the Volunteer Coordinator to see whether both parties feel that they are suitable to continue volunteering for the service.
Volunteer Telephone Support Worker Application Form

Personal details:
	Full name:



	Date of Birth:



	Address:



	                                                                           Postcode:



	Telephone (Home):                                          (Mobile):


	Email:




Qualifications obtained (please list all the qualifications you have which you feel are relevant to this post and attach copies of relevant certificates).
	Qualification
	Institution
	Date obtained

	
	
	

	
	
	

	
	
	

	
	
	


Please list your all of your current and previous employment (with the most recent first), including any volunteering roles/unpaid work you have undertaken and explaining any gaps in your employment history. Continue on a separate sheet if necessary:

	Dates from/to
	Employer/agency name and address
	Job title and brief explanation of duties

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	


	Where did you hear about CSVSS?




	Please say why you are interested in becoming a volunteer telephone support worker at CSVSS:




	What support do you feel you may need from CSVSS?




	Please state what qualities and skills you feel you could bring to the organisation:




	Please add any other information you feel in support of your application (use another blank sheet if necessary):




Referees

Please could you give details of two people (not relatives) to whom a reference may be requested. If possible one reference should be academic/professional, the other personal.  

If you are on a counselling course at present, one of the referees must be a tutor on the course.
	Name:



	Address:



	                                                                                    Postcode:



	Relationship to referee:



	Email:                                                                        Telephone:                                                                




	Name:



	Address:



	                                                                                    Postcode:



	Relationship to referee:



	Email:                                                                        Telephone:                                                                




I understand that because of the personal nature of the work of the Service it will be necessary to make enquiries about my suitability. I therefore consent to referees being contacted prior to an offer of a volunteer telephone support worker role within the service.



Signed………………………………………Date………………………………………..

Criminal Record Bureau Check

If you are accepted as a volunteer telephone support worker you will be subject to a CRB check before you can begin your role. 
	Do you have any previous convictions of which we should be aware? If yes, please give details:




Do you consent to a CRB check being done?

Yes


No

Volunteer Telephone Support Worker Declaration

In this section you are asked to make the declaration and basic commitments which will be the basis of your relationship with CSVSS.

Please tick:

[image: image1.png]
I have read and agree to abide by the terms indicated in

the role description.

Treat all CSVSS volunteers and clients with dignity and respect

I agree to work under the direction of the volunteer coordinator
to offer at least two support sessions (each lasting two hours)
each month, for a minimum period of one year, and to ensure that all
administration procedures are adhered to.


I agree to attend regular support meetings with the volunteer

Coordinator.
I will familiarise myself with, and follow, CSVSS’s policies

and procedures including: Health and Safety and Confidentiality.


I will actively support the aims and purposes of CSVSS.

I will attend the mandatory induction training

I will commit to attend the CSVSS ongoing training and volunteer
support meetings each year. I understand that failure to attend at least

50% of the meetings will require a review into the lack of attendance.

These declarations form part of my application for selection, training
and volunteering as a CSVSS telephone support worker.

I certify that the information contained in this application is true and accurate

Signed………………………………………Date…………………………………

Please return the form to:- 




Carol McAlea

Volunteer Coordinator

CSVSS

PO Box 280

Chester, CH1 1FB

Or email to: csvssrecruit@yahoo.co.uk

Equal Opportunities Monitoring Form
Information for Applicants

CSVSS wishes to be representative of the community it serves. To do this we monitor volunteer applicants so that we can check whether we are attracting and recruiting a diverse group of people.

This information will be used solely for monitoring purposes and will be treated as confidential. This section will be detached from the application form before shortlisting and will NOT be used in any part of the selection process.

Completing this section is optional and, if you do not wish to complete the questions in this section, simply leave it blank.

Role.......................................................................................................

Age:
Ethnic background

White:






Asian or Asian British:
□British






□Indian

□Irish







□Pakistani

□Other White background




□Bangladeshi

(please give details)





□Other Asian background








(please give details)

Mixed:






Black or Black British:
□ White & Black Carribean



□Carribean
□ White & Black African




□African
□ White & Asian





□ Other Black background
□Other Mixed background




(please give details)


(please give details)


















Chinese or other ethnic group:
□Chinese

□Other Ethnic background
(please give details)       
Access Issues (Tick any that apply to you)
Mobility

Vision


Hearing

Speech

Learning

Mental Health
Language (please state)

Other (Please tell us)

Sexuality (Please tick)
Lesbian

Bisexual

Heterosexual (straight)
Unsure

Celibate

Other
How did you hear about this volunteering role?

Please specify……………………………………………………………………………

