DIABETES UK

KNOW DIABETES. FIGHT DIABETES.

Helpline Advisor

DIRECTORATE: Operations

SECTION: Customer Care Centre

REPORTING TO: Helpline Team Leader

CONTRACT: Permanent
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WORKING RELATIONSHIPS:

Inside Diabetes UK

Clinical Advisors; Supporter Care; Information Team

Outside Diabetes UK

People with at risk of diabetes, who have been diagnosed with diabetes
Friends, family & carers of people living with diabetes

Healthcare professionals

Voluntary groups and volunteers
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OVERALL PURPOSE OF THE JOB

To provide a consistent, high quality information and support service for people living with
diabetes and health care professionals in line with the policy and guidelines of the Diabetes UK
Helpline.

Under the Safeguarding Vulnerable Groups Act 2006, as amended in particular by the Protection
of Freedoms Act 2012 this post is subject to pre-employment criminal records checks through the
Disclosure and Barring Scheme (DBS), Disclosure Scotland, Access NI.

MAIN DUTIES AND RESPONSIBILITIES:

e Provide accurate and impartial information, provided at the appropriate level, to each
individual who contacts Helpline Services and check their understanding of the information
given.

e Use communication and listening skills to provide emotional support, and sign-posting
where appropriate.

e Send out information via email or a letter, as appropriate, following a telephone contact.

¢ Respond to written enquiries to Helpline via email and letter, as well as relevant social
media messages and posts.

¢ Identify and refer relevant enquiries to the Advocacy service or when necessary
informing/alerting other teams within Diabetes UK about particular issues raised by
enquirers (via Information Support Officer).

e To carry a small caseload of Advocacy clients, providing advocacy casework support for
individuals less able to advocate for themselves.

e To be ateam player, contributing to a positive, supportive and harmonious environment;
actively participate in team briefings, monthly one-to-one meetings and supervision.

e Attend conferences, roadshows, voluntary groups and other events as a Helpline Advisor,
where possible and appropriate.

e Regularly update knowledge of diabetes and issues affecting people with diabetes by
reading relevant information updates that are provided by Information Support Officer.

e To share learning (e.g. following attendance at a training event) with the team and others
where appropriate

e Undertake and contribute to other project work, when appropriate, related to the
development of Helpline and Advocacy Services and other customer contact teams.

e Perform tasks necessary to achieve the overall objectives of the team and the
Organisation.

e Follow Diabetes UK’s safeguarding policy and procedures when necessary.

e To undertake any reasonable additional duties, from time to time, commensurate with the
role

PERSON SPECIFICATION:

The best person for this job will be able to:

e Demonstrate accountability by taking personal responsibility for results/outcomes
e Effectively communicate with and influences others by role modelling their and the
Charities beliefs of making a real difference through relationship building, effective




written and verbal communication and sharing knowledge and information with
others

Work collaboratively in a team with all stakeholders and colleagues in an open,
trusting positive way that role models, fosters working together and helps others
maximise their contribution

Demonstrate dynamism through a positive can do attitude, recognising and seizing
opportunities when they arise and actively looking to anticipate the future and plan
accordingly

Demonstrate innovation through developing and improving approaches to getting
things met appropriately

Demonstrate technical expertise with the required depth of knowledge in own area
of work or specialism and is duly recognised as such within the organisation
Demonstrate excellent interpersonal skills with the ability to listen to, and hear,
what the enquirer is saying or asking

Communicate clearly and effectively (sometimes complex) health information both
orally and in writing to a wide range of people

Work unsupervised using own initiative and experience of working as part of a team
Handle testing and challenging calls and to develop a strategy for dealing with
these, monitoring own stress levels using mechanisms to help manage this
Demonstrate knowledge of current broad health education issues around people
with diabetes and their families (desirable)

Understand the principles of rights-based Advocacy support (desirable)

The best person for this job will have experience in:

Experience in working on a health-related Helpline, either voluntary or a paid
capacity, for a minimum of 1 year. In addition, experience in providing information
and support in writing

Experience in providing emotional support over the telephone and in writing
Working with a high volume of enquiries, which may be testing and challenging, on
a continuous basis

Computer skills (incl. Word, Excel and Outlook) with the ability and willingness to
learn new procedures through training provided

Provision of casework-based support (desirable)

Internet research (desirable)

Using social media sites such as Facebook and Twitter (desirable)

The best person for this job will be:

Educated to A’ level or equivalent or relevant experience and/or skills

Willing to work across a range of hours between 9am and 6pm.

Educated to diploma level (or equivalent) in counselling, advocacy, health or advice
and guidance related topics (desirable)




