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	Job title:
	Community Response Coordinator 
(Northern Ireland)

	Location:
	Home-based initially; although you should be within travelling distance to Newry. We will be seeking an office location (likely to be in Newry) where you will be based once the office is established.

	Duration:
	Permanent

	Salary:
	£25,750 per annum

	Hours of work:

	35 hours per week to be undertaken between Monday and Friday 9am to 5pm (with some occasional out-of-hours duties). 

	Reports to:
	Director of Policy and Director of Programmes initially 

Subsequently reporting to Development Manager (Northern Ireland)

	Responsible for:
	Helpline Information Officers and volunteers

	Job Description last reviewed:
	June 2020



1.
CONTEXT AND PURPOSE OF ROLE:
1.1 Hourglass Northern Ireland is the only charity in Northern Ireland, part of a broader UK charity, dedicated to calling time on the harm, abuse and exploitation of older people. We support older people experiencing (or at risk of) harm, abuse or exploitation, and work towards safer ageing and a fairer society for all older people. 
1.2 We are seeking a Community Response Coordinator to play a key role in taking forward our new community response approach to supporting older people across Northern Ireland. This is an exciting new role, presenting a unique opportunity to deliver a responsive and person-centred approach to tackling and preventing the abuse of older people. 
2.
ROLE PROFILE:
2.1
The Community Response Coordinator will play a key role in shaping Hourglass Northern Ireland’s response to meeting the needs of the vulnerable older population and their communities. Coordinating our Helpline and direct support services, the postholder will lead a team of Helpline staff and volunteers, as well as shaping our new project delivering support from prevention right through to recovery.
3.
MAJOR DUTIES AND RESPONSIBILITIES:
3.1.1 Hourglass Helpline
3.1.1
Day-to-day support and supervision of our Helpline staff and volunteers in Northern Ireland, including:

· ensuring volunteers provide appropriate responses to Helpline calls, e-mails, letters and online contacts
· ensuring the quality of written responses from the Helpline
· providing advice and guidance to staff and volunteers on complex calls
· ensuring staff and volunteers maintain and submit accurate Helpline enquiry records

· supporting staff and volunteers to provide practical and emotional support to callers, responding in an empathetic and supportive manner

· ensuring staff and volunteers explain adult safeguarding and protection frameworks and other options for support in a person-centred way

· helping staff and volunteers to identify callers who may benefit from casework to provide further support

· ensuring staff and volunteers have all necessary call handling equipment and call logging and reporting pathways
3.1.2 Delivering training to new Helpline staff and volunteers, and/or arranging training from other Hourglass staff or external training providers. 
3.1.3 Taking Helpline calls and coordinating shift patterns to ensure there is adequate cover at all times.
3.1.4 Periodically supporting the UK-wide Helpline to provide support to callers in England, Wales and Scotland. This will involve taking calls, as well as coordinating Northern Ireland staff/volunteer availability. 
3.1.5 Notifying a member of management of any circumstances in which there may be immediate risk to a caller and to take action as authorised.
3.1.6 Undertaking regular quality assurance, including call monitoring, volunteer appraisal, and regular auditing of volunteer support and training materials. 
3.1.7 Working with and supporting the Service Performance Manager with statistical and other analysis of helpline calls and activity in NI and providing regular reports as requested.
3.1.8 Promoting, raising awarness and continually developing the Helpline service across Northern Ireland, and notifying the Development Manger of potential funding sources.
3.2 Case work
3.2.1 Undertaking case work and follow-up work to support Helpline callers/enquirers who require more comprehensive support. 
3.2.2 Develop comprehensive knowledge and understanding of the routes and support options open to those requiring casework support to provide a tailored and wide-ranging service.
3.2.3 Making adult protection referrals where necessary (and/or support staff/volunteers to do so) on behalf of callers who request or require such support.
3.2.4 Developing a database of local signposting agencies to ensure Hourglass can refer callers to other sources of support where we do not have the immediate expertise inhouse. 

3.3 Other community response services
3.3.1 Developing a network of Pop-up Advice and Support clinics to ensure safer ageing is highlighted across Northern Ireland, and that Hourglass can bring its expertise to hard to reach areas and communities.
3.3.2 Recruiting volunteers for a range of community response roles, with a particular focus on hard to reach and under-represented communities. This will include:
· recruiting, inducting and training new volunteers

· coordinating AccessNI and reference checks for all volunteers
· coordinating tasks and supporting and supervising all volunteers on a day-to-day basis.

· developing new volunteering opportunities to meet the needs of older people and Hourglass’ operating vision
3.3.4
Supporting with the development of Hourglass’ new online Knowledge Bank to act as a repository of information and resources relating to the abuse of older people and safer ageing.  This will include an instant messenger service and chatbot function to provide instant facts/resources.
3.3.5 Ensuring Hourglass Northern Ireland has a range of appropriate information materials to meet the needs of various audiences and stakeholder, including online content, information booklets and other formats.
3.3.6 Actively and regularly promoting the charity and our services across Northern Ireland via various outlets, including information leaflets and posters, social media, websites, and delivering presentations.
3.3.7 Identifying and providing information, reports, case studies and ‘good news’ stories for newsletters, our website and media etc. Working in collaboration with Hourglass communications staff and relevant managers to identify older people who may be willing to speak to the media.

3.4 
Other 
3.4.1 
Reguarly and proactively raising awareness of the abuse of older people, safer ageing and the work of Hourglass across Northern Ireland, including:
· developing and maintaining relationships with a range of stakeholder groups and agencies 
· proactively seeking opportunities for new areas and sectors in which to raise awareness of the abuse of older people and the work of the charity

· delivering presentations and hosting information stalls to a range of audiences across Northern Ireland 
· attending meetings with various local and national groups and stakeholders across Northern Ireland
· composing regular, relevant blogs and articles
3.4.2 Supporting the planning and delivery of conferences, and other ad hoc events when required. 
4.
GENERAL:
4.1 
The Community Response Coordinator will also be expected to: 
· travel throughout Northern Ireland (and occasionally across the UK) as required
· work unsocial hours on occasions and be flexible with working pattern as and when required
· regularly liaise with other Hourglass staff and volunteers throughout the UK

· undertake a deputising role as and when required
· complete any other duties which may be required, commensurate with the level of this post.

PERSON SPECIFICATION:
ESSENTIAL CRITERIA:
1. Degree level education or equivalent experience

2. Experience of supervising or supporting staff and/or volunteers, including recruitment, ongoing support and supervision. 

3. An ability to listen constructively, analyse objectively, and provide advice and guidance in a person-centred way
4. Strong organisational skills, and an ability to manage own workload, prioritise tasks, meet deadlines, and respond to emerging issues
5. Excellent interpersonal skills and an ability to liaise and communicate effectively (both orally and in writing) and work collaboratively with colleagues and partner agencies
6. Self-motivated, requiring minimal supervision.

7. Project and/or event management skills 
8. An ability to constructively challenge and advocate on behalf of service users
9. Able to cope with challenging or emotional calls/situations; and ability to deal appropriately with sensitive issues, working within the organisation’s confidentiality and data protection requirements
10. Ability to travel throughout Northern Ireland in order to fulfill the duties of the role.
DESIRABLE CRITERIA:
1. Experience in social care, social work and/or adult protection, or community development
2. Understanding of issues affecting older people

3. Experience of helpline work, including its scope and limitations
4. Experience of delivering presentations and/or training

5. Access to own vehicle.
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Hourglass is the working name of Action on Elder Abuse, a charity registered in England and Wales (reg. no: 1140543), and also in Scotland (reg. no: SC046278). Action on Elder Abuse is also registered as a company limited by guarantee in England and Wales (07290092).

