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 Job Description
key information
	Post:
	Helpline Manager

	Salary/pay:
	£ 30,251 per annum

	Hours: 
	The post is based at our offices in Burpham, Guildford.  The core hours are 9.00am to 5.00pm, Monday to Friday, however, there are occasions where you are required to cover the extended hours service which operates until 6.00pm on Tuesdays and Wednesdays.  
Fixed term until 31st March 2022

	Responsible for:  
	Carers helpline team & administration team


JOb purpose
To manage the effective running of the telephone helpline team and admin team which is the organisation’s first line of engagement with carers and professionals across Surrey.

To ensure that the processes within the telephone and admin team meet the needs of carers.
MAIN DUTIES AND RESPONSIBILITIES
Team management

· Team management including inductions, supervisions, training, and performance managing the telephone and admin teams. 

· Ensuring that the helpline has adequate staffing by updating a monthly rota.

· Assist the Carers Information Advisors with technical and process queries. 
· Answer team queries on Safeguarding Issues and advice appropriately.  

Regular duties and tasks
· Ensure client files are up to date and tiered correctly. 
· Monitor the central Carers Support referral and enquiry inboxes and voicemail messages.
· Manage Check-In (lone working) process.

· Manage the input into Surrey Information Point and the updating of all Carers Support teams.

· Work closely with colleagues across the service to ensure seamless service for carers.
· Take calls and cover the telephone lines if required. 
Monitoring, Management and Evaluation

· Maintain and improve helpline operations by monitoring performance, identifying and resolving problems, completing audits and analyses, managing system and process improvement.

· Monitor and record outcomes, provide monthly reports, case studies and recommendations. 

· Manage quality and customer service standards. 
· Contribute evidence of carer’s needs and issues to inform meetings with commissioners and policy makers. 

· Maintain effective and efficient helpline and Admin processes.

General

· Maintain professional knowledge of carer’s rights and services available in Surrey.

· Attend and pro-actively contribute to team meetings, individual supervisions with line manager and internal communication meetings.

· Attend mandatory and other training identified by Action for Carers Surrey.

· Ensure all work with carers meets current legislative requirements, good practice and is line with ACS policies and procedures, in particular to understand the responsibilities in the role in relation to safeguarding and confidentiality.

· Work in accordance with the Action for Carers Code of Conduct, and understand and implement policies, standards and procedures of Action for Carers Surrey.

· Provide equality of delivery.

· Undertake any other duties as appropriate and commensurate with the grading of the post.

 Person Specification
Person specification
	Experience
	Essential or Desirable

	Experience of working with and advocating for adults and families e.g. in social work / health / education / voluntary sector settings
	Essential  

	Experience of managing or supervising a team
	Desirable

	Relevant experience in an information or call centre or other highly client-focused environment
	Desirable

	Experience of monitoring, recording and managing outcomes for staff and/or clients
	Essential

	Understanding of carers rights, and of safeguarding of adults at risk
	Essential

	Awareness of issues surrounding carers 
	Essential

	Up to date competence in standard Office applications, databases and report writing
	Essential

	Basic welfare benefits knowledge
	Desirable

	Understanding of carer’s rights and vulnerable adult safeguarding
	Essential

	Up to date competence in standard Office applications, databases and report writing
	Essential

	Education & knowledge
	Essential or Desirable

	Minimum GCSE English grade C – or equivalent
	Essential

	A professional understanding of safeguarding, data protection  and confidentiality issues
	Essential

	Abilities 
	Essential or Desirable

	Good, sensitive telephone and face to face manner with effective written, verbal communication and active listening skills
	Essential

	Ability to develop and maintain professional relationships and boundaries with clients and professionals
	Essential

	Ability to multi-task, plan workload, set priorities and manage time effectively
	Essential

	Ability to use own initiative, be resilient and work without direct supervision
	Essential

	Friendly and approachable with the ability to form good internal working relationships
	Essential  

	Ability to mentor and lead a time
	Essential

	Other
	Essential or Desirable

	Current driving license and use of a road worthy vehicle
	Desirable 

	Able partake in training sessions relevant to the role
	Essential
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