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	Job Description and Personal Specification

	
	

	Role:
	Sessional Worker - Covid-19 Helpline Advisor

	Place of work:
	Community Links 105 Barking Road London E16 4HQ

	Hours of work:
	37 hours per week

	Salary/Grade
	Sessional hours, paid at London Living Wage (£10.85 per hour)

	Reports to:
	Assistant Director

	Level of screening:
	Enhanced DBS

	

	Who we are


At Community Links we recognise the value of all our staff.  Our permanent staff, our sessional workers and our volunteers. It is this diversity of resource that contributes the right range of expertise to our operations, and at the same time provides flexible working for those who want it. Our partnership with Catch22 exists to help build a society where everyone has a good place to live, good people around them, and a fulfilling purpose. We call these our '3Ps'.
	Where you fit in

	Community Links delivers the Covid-19 Helpline, a programme supported by One Newham and funded through the London Borough of Newham.  

The Helpline takes calls and emails from people across Newham and beyond, with advice and practical support provided in relation to most aspects Covid-19 related. This includes information on self-isolating, vaccines, supporting people with government grant applications, signposting to internal and external services around advice, debt, housing, food and basics, and testing. The Helpline is a true holistic approach to supporting the needs of the local population in a time of crisis. 

Working in scheduled shifts, Helpline Advisors manage the Helpline between the hours of 9:00am to 7:00pm, seven days a week.


	Main Duties & Accountabilities


We achieve this in two ways. First we improve lives on the frontline through delivery of public services. Secondly, we use our knowledge to change 'the system', to fix the complex web that can trap and disempower those it was set up to help. With the heart of a charity and the mindset of a business, we are uniquely placed to deliver on this challenging agenda.
· Working with a team of Sessional Health Facilitators to deliver the Covid-19 Telephone Support Service.
· Managing inbound calls, providing sound advice, guidance and practical support to callers and utilising knowledge of data scripts and key information provided by the Programme Manager.
· Answering email queries and signposting where relevant.
· Making outbound calls where all missed calls are returned on the same day.
· Keeping well informed and up to date with referral pathways across the London Borough of Newham. 
· Capture trend data and use this to inform updates to programme operation, in collaboration with the Programme Manager. 
· Ensuring weekly updates from the Programme Manager and funder are implemented and actioned immediately. 
· Support colleagues with a strong handover in between shifts. 
· Regular reporting to the Programme Manager.
· Other duties: Support the development of the programme and any other reasonable duties as required by Community Links.

	What does good look like for this role?


· Service is delivered in line with contract requirements and all targets are met.
· Service is delivered safely and risks/areas of underperformance are identified and managed appropriately.
· Service users have a positive experience.
· Colleagues stay informed of latest guidance and updates with relation to COVID-19 (role specific).

· Ability to network with multiple stakeholders in the London Borough of Newham, including public health teams in the council itself. 
	: Person Specification

	COMPETENCY
	ESSENTIAL
	DESIRABLE
	ASSESSMENT

	QUALIFICATIONS
	· A good general education 
· I.T software and packages related knowledge and proficiency  
	First aid qualification
Fire warden trained
Knowledge regarding welfare benefits, housing, debt and employment issues
I.T software / packages (qualifications)
	

	KNOWLEDGE
	· Excellent knowledge of IT systems, particularly MS Office 365 including Excel, Outlook and One Drive
· Knowledge of issues affecting people living in Newham and/or east London

	Awareness of community groups and referral units/bodies for the support of participant groups


	

	EXPERIENCE


	· Demonstrable experience of quantifying data using relevant software 
· Experience of dealing with multiple stakeholders, particularly in the voluntary, community and faith (VCF) sector 
· Demonstrable experience of interpreting data
· Experience of managing inbound calls, particularly from a health perspective, and providing relevant advice and support
	Experience of working with employment, debt and housing teams to support vulnerable groups
	

	SKILLS & ABILITIES
	· Excellent communication skills, both over the telephone and via email
· Ability to use I.T software to ensure high levels of proficiency of work 
· Ability to think creatively and willing to find solutions to problems
· Able to identify and troubleshoot problems, resolving them promptly and efficiently, demonstrating at all times excellent interpersonal and customer service skills
· Ability to analyse, interpret and comment on data trends
· Ability to work on own initiative but also to integrate into diverse teams
· Ability to work flexibly in approach to work, managing workload and meeting changing needs
	
	

	OTHER
	· Be able to work out of normal office hours, including evenings and weekends
· Be able to work on public holidays and across the Christmas period
· A flexible approach and the ability to work additional shifts as and when required
· Able to work from 105 Barking Road during local and national lockdowns (subject to adherence of applicable government advice)
	
	


