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Helpline Worker (Maternity Cover)
January 2018
About Sands

Every single day in the UK, in spite of medical advances, 15 babies are stillborn or die within the first 28 days of life. 
Sands, the stillbirth and neonatal death charity, is a well-established and widely respected national charity that: 

· Supports anyone affected by the death of a baby through our Helpline and our 100 Groups nationwide across the 4 devolved nations.
· Works in partnership with health professionals to ensure that bereaved parents and families receive the best possible care by transforming the culture and practice of perinatal bereavement care through our accredited training programmes and resources.

· Promotes changes in care that could help to reduce the loss of babies’ lives by funding high impact research projects that identify the causes of stillbirth and point to ways of reducing their incidence.
The charity has grown its income by over 40% since 2012 and, as part of its strategic plan to 2020, is focusing on how we can make the biggest difference to improving the care and support available to bereaved parents and families, and building on our success in raising awareness of the issues relating to stillbirth and neonatal death.  This is an especially exciting time at Sands as we reposition to become the leading charity in the sector.  

Sands has a network of over 100 Groups nationwide and the charity is now focusing on how it can best support the invaluable work that is being delivered in local communities to meet the needs of those who currently rely on those local services and who may sadly have to do so in the future.

Find out more about our work at https://www.sands.org.uk/ 
Sands Benefits

Pension (non-contributory) 

We consider it important to encourage people to save for their retirement and as such provide staff with a 3% pension contribution paid into an Aegon Personal Pension. Contributions can be invested in a variety of funds according to your investment preference, or alternatively a default fund is available.  Sands will increase our contribution into the pension scheme to 5% as soon as you achieve 3 years’ continuous employment with us. Subject to eligibility, you will be automatically enrolled into the pension scheme as soon as your employment commences, and you will be able to make additional voluntary contributions into the scheme if you wish.  You will, if required, have the option to withdraw from the pension scheme.

Annual leave

Staff receive 28 days annual leave plus bank holidays. Staff will be required to take 3 days annual leave during the period between Christmas & New Year.

Employee Assistance Service

At times staff members may face and need help with a variety of issues throughout their lives and as part of the commitment to staff members we provide independent and confidential counselling and information telephone service, free of charge. Support is available on a range of issues including legal, financial, emotional, health issues and work related concerns.

Season ticket loan 

Permanent Head Office based staff are offered the opportunity to take an interest free loan to purchase season tickets for the journey between home and work. Available after a qualifying period.

Childcare Vouchers

Sands operates a childcare voucher scheme administered by Edenred, one of the UK’s leading providers of employee benefits.  You will be able to purchase vouchers up to the value of £243 free of tax and NI deductions, which can be used to pay your registered childcare provider.    The value of the vouchers that you purchase will be deducted each month from your pre-tax pay via salary sacrifice.

Cycle to Work Scheme

Sands has teamed up with Cycle Solutions to provide a Cycle to Work Scheme, which you can join to make considerable savings on the cost of a new bike and equipment that you use to commute to work.

About the role

Sands offers support to anyone affected by the death of a baby. The Sands Helpline is looking to recruit a highly skilled and emotionally intelligent individual to join its busy team.

You must be able to offer consistent, high-quality emotional support to bereaved parents and others who call/email the Sands helpline. With personal experience of the death of a baby, you will be able to demonstrate a commitment to the overall aims and objectives of Sands.  
You will have excellent verbal and written communication skills, be empathetic and able to offer non-judgemental support. The ability to reflect on your own practice and be able to receive feedback is also essential. 
The helpline is open during the following hours:

· Monday to Friday: 9.30am-5.30pm

· Tuesday and Thursday evenings:  6pm-10pm.

We are looking for someone who can provide cover for the two evening shifts – Tuesday and Thursday 6-10pm and one other day time shift (flexible) per week.

Individuals will only work 4 hour shifts on the helpline on any one day, working a total of 12 hours per week.  However, you will also need to be very flexible; as you may need to cover other shifts when other Helpline Staff are absent.
An effective team member, you will be able to work well with others. As all Sands Helpline staff work from their own homes, you must have access to a private space.

All Helpline Staff are expected to travel to head office in London on a regular basis to keep in touch with the rest of the organisation.

To apply:

Please return the completed application form and diversity monitoring form to recruitment@sands.org.uk by the closing date below:

Closing date for applications:                 Sunday 4th February 2018 (midnight).
Interview Date:
                              Thursday 15th February 2018



As we have limited staff resources we are unable to provide candidates with feedback about their applications.
All Interviews will be held at our Head Office at:

Victoria Charity Centre, Ground Floor, 11 Belgrave Road, London, SW1V 1RB
Telephone: 020 7436 7940

Job Description

Job Title:
Helpline Worker (Maternity Cover)
Responsible to:
Bereavement Support Services Manager
Location:
Home-based
Contract:


Fixed-Term Maternity Cover (7 months duration)
Salary:
£25,500 per annum pro rata plus £216 per annum pro rata Home Worker Allowance
Hours:
12 Hours per Week

Main Purpose of Job: 

The aim of this post is to provide consistent, high-quality emotional support to bereaved parents and others who call or email the Sands helpline. 

Sands offers support to anyone affected by the death of a baby.  

Currently, the helpline offers telephone and email support. Telephone support is offered via the helpline, between 9.30am and 5.30pm Monday to Friday; 6pm – 10pm Tuesdays and Thursdays; and with a reduced service on bank holidays. In addition to answering calls, the helpline also makes call backs to its clients (when a caller is unable to get through to the service and requests a call back). 

In addition, Helpline staff also offer a reactive email service, in response to requests for support received via the helpline.
Direct client support

· Offer immediate, sensitive telephone or email support, to bereaved individuals and others who telephone or email  the Sands Helpline - this includes calling back individuals who leave messages on the Sands Helpline answer machine. 

· Commit to responding to Helpline support messages within 12 hours – excluding weekends; and to responding to email support messages within 24 hours.
Flexible attitude

· Be prepared to work flexible Helpline shifts as required during the following hours: 9.30am and 5.30pm Monday to Friday 6pm – 10pm Tuesdays and Thursdays; 10am to 3pm on some bank holidays. And any other cover which may also occasionally be necessary to cover annual leave and sick leave for colleagues.

· Be prepared to learn and operate the call handling system and stats recording.
Quality

· Consistently collate information daily on all phone and email support given, in line with Sands Helpline procedures, to enable the Bereavement Support Services Manager to produce accurate statistics and spot trends.

· Support the Bereavement Support Services Manager to ensure the Sands Helpline service meets THP accreditation standard.
Supportive to colleagues 

· Be prepared to debrief with other helpline colleagues and the Helpline Co-ordinator on a regular basis.

· Be willing to offer respectful, positive and constructive feedback about the development of the helpline when required.

· Be willing to be an effective team member of an intimate and communicative team.

Clinical supervision 

· Be prepared to debrief and be supported/overseen by the Helpline Co-ordinator on a regular basis. 

· Be prepared to reflect on own helpline practice and attend monthly one-to-one clinical supervision sessions (paid for by Sands) with a clinical supervisor, chosen in line with Sands clinical supervision policy.

Attendance at internal meetings

· Participate in helpline group telephone conference calls which take placed every few weeks, and weekly if necessary.

· Regularly attend the helpline team meetings every quarter to keep up to date with areas of work which might need support from a bereavement perspective.

· Attend all Sands meetings as required, including the bi-annual staff away days.

Attendance at Training

· Attend training as part of induction and then as required to help keep helpline skills up to date.
Other
· Demonstrate commitment to the overall aims and objectives of Sands.

This job description is not contractual and is liable to change over time
Person Specification

	Importance
	Criteria
	Assessment

	Essential


	Personal experience of the death of a baby (a minimum of 5 years to have passed).
	Application & Interview

	Essential


	To be have sought and received effective support for own grief.
	Application & Interview

	Essential


	Demonstrate understanding of, and empathy with, issues surrounding the death of a baby.
	Application & Interview

	Essential
	Proven ability to support around others around issues of bereavement.
	Application & Interview

	Essential
	Demonstrate a warm, clear, and confident telephone manner.
	Application & Interview

	Essential
	Possession of an excellent understanding of active listening skills
	Application & Interview

	Essential
	Demonstrate compassion for others and a non-judgemental attitude.
	Application, assessment & Interview

	Essential
	Excellent verbal and written communication skills and ability to use these appropriately to offer telephone and email support to bereaved individuals and others contacting the helpline.
	Application & Interview

	Essential
	A thorough understanding of confidentiality including the concept of ‘need to know’ and instances when confidentiality may be broken.  
	Application & Interview

	Essential
	Ability to represent professionally the views and positions of Sands clearly and distinctly from any personal opinions.
	Application, assessment & Interview

	Essential
	Able to keep regular, up to date records on all work delivered to support Sands’ aims; including data on own work with the helpline
	Interview

	Essential
	To have good research skills – able to access assimilate and pass on any relevant information and referrals to other organisations or websites. 
	Application & Interview

	Essential
	Demonstrate a reliable, positive attitude towards work
	Application & Interview

	Essential
	Demonstrate a willingness to work well within a team.
	Interview

	Essential
	Prepared to reflect on own practice and attend regular clinical supervision
	Interview

	Essential
	Willing to attend meetings as required.
	Interview

	Essential
	Willing to keep helpline skills up to date and attend training as necessary. 


	Interview

	Essential
	Willing to keep up to date with developments in bereavement support.


	Application & Interview

	Essential
	Have access to a private space for receiving and returning calls
	Interview

	Essential
	A high level of commitment to and understanding of Equal Opportunities and the ability to counter discrimination
	Application & Interview

	Desirable
	Counselling training or equivalent would be helpful
	Application & Interview

	Desirable
	Personal experience in using a helpline or other support services would be useful. 
	Application & Interview

	Desirable
	To have experienced personal support from Sands is desirable. 
	Application & Interview
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