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Job Title: 


Head of Support Services
Responsible To: 

Chief Executive
Hours: 
40 hrs/week 

(6 hrs of which will coincide with helpline opening hours)
Starting salary: 

£25-30,000 pa
                                  
(depending on experience) 

Holiday entitlement: 
20 days
Main responsibilities:
· The Head of Support Services (covering telephone, email and online support of young Muslims, in addition to prisoner letters) will ensure the Support Department delivers its services to the highest possible standards, promote good practice, implement delivery targets and regulate helpline policy and procedure to meet quality standard measures. Through the collation and analysis of statistical data and source material, the Head of Support Services will evaluate and monitor the quality of service provision and report to stakeholders. 
· Support helpline workers on complex cases, and provide/seek advice on methods and techniques to help such clients.  These will include long term clients, difficult cases which helpline workers may not have experienced before, and cases which are outside of our normal remit. 
· Develop a more formalised supervision structure so that Helpline Officers and Shift Leaders can receive supervision/de briefing, and so that they are trained and developed to be able to provide high quality supervision/debriefing to all helpline workers in their role.

· The Head of Support Services will be responsible for managing both employees and volunteers working on the Helpline, overseeing their training and development to ensure continuous personal development.

· The Head of Support Services will be responsible for developing the Helpline services to meet the needs of clients, managing the growth of the Helpline and building partnerships with other statutory and voluntary sector service providers.  
Key Tasks:

Recruitment and Training
· Oversee recruitment, interview and selection process of helpline staff

· Coordinate the training and induction of new helpline staff 

· Facilitate regular update training for helpline staff
· Line manage two part time Helpline Officers, three Shift Leaders and the Volunteer & Training Co-ordinator
Helpline Management (done with support of Helpline Staff)
· Ensure that the helpline is adequately supervised during opening hours

· Regulate and review helpline policy and ensure its implementation by helpline staff

· Ensure the Helpline’s information and communication systems are maintained
· Oversee the development of guidance notes for use by helpline staff

· Oversee the development of the Helpline’s resource library and referral system
· Communicate news and information to helpline staff relevant to their work

· Oversee the development and growth of the Helpline and its services
· Ensure the Helpline is adequately staffed to deliver it services

Client Care Management 

· Arranging monthly client care discussions with external experts

· Arrange supervision for the Support Services team including volunteer helpline workers on complex cases
· Develop Client Care guidelines, policies and procedures
· Build networks and partnerships with organisations for better signposting

· Develop a more formalised supervision structure for support services staff including volunteer helpline workers
Quality Standard & Service Evaluation
· Introduce and assess performance indicators, to evaluate service provision

· Calculate and present quantitative and qualitative statistical analysis of client data

· Promote good practice in accordance with independent quality standard measures
· Investigate service complaints and/or client dissatisfaction and respond effectively 

Networking 
· Build networks and partnerships with statutory, voluntary sector, community and youth organisations, agencies and service providers

· Build the Support Services network of contacts to support its work
· Liaise with external agencies and community groups to raise the profile of the Charity

Administration & Reporting
· To present regular progress reports to the Management Committee and to actively contribute to the decision making process at operational level. 

· To present a Quarterly Progress Report to the Board of Trustees.

· To be willing to engage in regular Performance Evaluation Assessments with the Director. 

· To submit progress reports to funders of the Helpline as and when requested
The specified hours above are an indication only. The successful candidate may be expected to work additional hours and occasional evenings and weekends to support helpline staff.

Person Specification

Experience & Skills
· Educated to degree level or have relevant qualifications and previous health or social care experience. This is essential for this role 
· Have a professional health or social care qualification (desirable)

· Have experience of working at a Helpline (desirable) 

· Minimum Grade C in English and Mathematics GCSE
· Experience in supervising and managing paid staff and youth volunteers 
· Strong administrative skills and proficiency in all Microsoft Office programmes

· Experience of initiating, running and managing successful projects

· Experience of drafting client care policies and procedure documents 
· Experience of networking with external parties 

· Ability to research, present statistical data and analyse social and cultural trends

· In-depth knowledge and understanding of contemporary social and welfare issues affecting Muslim youth and their cultural and religious implications
· Experience in providing formal/informal support to young people 

· An understanding of the legal, social and political framework of the voluntary sector.
Personal Qualities
· Leadership capacity, objectivity and ability to resolve conflict

· Excellent written and oral communication skills (including presentation skills)

· Ability to manage multiple tasks and prioritise a complicated workload

· Strong interpersonal skills, tact and sensitivity 
· Communicate well at all levels

· Listen to people 
· Be approachable, flexible when required and enthusiastic
· Respond well to challenging situations & emergencies

· Coach and give feedback 
· Ability to educate, motivate and develop the skills of individual volunteers

· Empathy with the aims and objectives of the Muslim Youth Helpline
Summary of terms and conditions

· Considerable flexibility is required in hours of work; as helpline opening hours are  18:00 to 00:00 (Mon-Fri) and 12:00 to 00:00 (Sat-Sun), and successful candidates will be expected to work cross-over time to coincide during helpline opening hours. 

· As the successful candidate will be expected to work with vulnerable young people, they will be required to submit an Enhanced Disclosure from the CRB prior to commencing work at the Muslim Youth Helpline.  They will also be expected to sign the Confidentiality statement of the Charity.
· Where possible leave should not be taken at the same time as other Helpline employees

· Pay will be performance related, based on meeting annually set objectives

· The post is based in central London
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