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	Job Title: 
	Information, Advice and Guidance Facilitator

	Section:
	Southwark Wellbeing Hub 

	Location:
	Hybrid position - working at minimum three days per week in person at Southwark Resource Centre or another Southwark Wellbeing Hub site

	Hours:
	22.5 hours per week

	Responsible to:
	Information, Advice and Guidance Coordinator 

	Responsible for:
	Volunteer Administrators



	Role Summary: 
To support people with mental health problems in Southwark to access appropriate wellbeing support. To manage the Southwark Wellbeing Hub (SWH) front door inbox, phoneline and direct online referrals. To provide information, advice and guidance (IAG) to clients, professionals and others contacting the SWH. To provide front-line support to people who have been referred for SWH services, conducting initial screening to assess their suitability for the service, providing information about the service, and allocating within SWH support pathway(s) as appropriate. To coordinate volunteer administrators who will support the mapping of local services and upkeep of online directory.

To provide support as part of the Southwark Wellbeing Hub, a service working with voluntary and statutory partners across the borough to provide support relevant to, and embedded in, local communities.




	Key Responsibilities: 
Southwark Wellbeing Hub front door
· Manage the SWH inbox, phoneline and online referral system (along with the IAG Coordinator), screening, processing and monitoring referrals into the service
· Maintain effective communication with SWH teams to support clear pathways into groups, peer support, counselling and specialist advice as appropriate, delivering a joined-up service for people with mental health problems in the borough
· Respond to queries from potential clients, using a Making Every Contact Count approach and supporting them through the SWH’s referral process and assessing their suitability for the service, where necessary discussing with the IAG Coordinator or other SWH staff
· Carry out triage assessments with clients where information is unclear for SWH pathway allocation and liaise with referrers if a referral is not appropriate for support from SWH
· Provide one-off or time-limited information, advice and guidance: supporting service users with form filling and signposting/referring to other relevant services 
· Identify safeguarding issues, follow safeguarding procedures and act upon recommendations by the SWH Manager or Safeguarding Lead
· Coordinate volunteer IAG administrators to ensure the directory of local and online services remains current and relevant
· Develop and maintain relationships with a wide range of statutory and community partners across the borough through proactive communication about SWH services 

Quality assurance 
· Work closely with the SWH Manager and IAG Coordinator to accurately track and record the movement of referrals, developing and consolidating strong referrals management and triage processes
· Collect and record outcomes and feedback in a timely way, providing special instructions if needed
· Ensure effective and accurate management of service user records via Views, our Customer Relationship Management System 
· Support management to monitor the project by providing information from Views as requested 
· Contribute to service reviews aimed at improving the service
· Provide operational cover for IAG Coordinator during their absence 




	General Responsibilities:
· Work in line with SEL Mind’s Purpose, Vision, Values and Aims
· Positively represent SEL Mind, both internally and externally, and promote our work
· Comply with SEL Mind’s policies and quality frameworks 
· Promote understanding, awareness and positive attitudes towards mental health and dementia
· Promote equity, diversity and inclusion
· Attend and actively contribute to individual supervision and training sessions, team meetings and organisational events
· Perform other duties appropriate to the role
· Support, encourage and engage active service user and carer participation wherever possible
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