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Volunteer Role Description 

	Title:
	Front Desk (SPOC) Volunteer 
	Travel Required:
	N/A

	Location:
	West Bromwich 
	Role type:
	SPOC Volunteer

	Service area:
	Community Services 
	Expenses:
	Travel to and from your volunteering location. Lunch if volunteering for 6+ hours. 

	Responsible to:
	Allocated Volunteer Manager in service and the Volunteer Coordinator
	Hours:
	Wednesdays: 9:30am – 2:30pm. Possibility of altering these hours to suit you. 

	Personal circumstance 
	Must be living within the UK and have a right to volunteer within the UK
	Disclosure and Barring check 
	Basic DBS. 

	Black Country Women’s Aid

	Who are we?
Black Country Women’s Aid (BCWA) is an established charity that provides a range of specialist abuse support services to women, men and children across the Black Country. Our holistic, trauma-informed support enables victims to escape violence and abuse, cope with trauma and build resilience.
What do we do? 
· Empower: we create safe, non-judgmental spaces for people to disclose abuse and feel heard. We work holistically to meet the needs of both adults and children, improving their safety and offering a range of one to one and group support focusing on recovery from trauma, healthy relationships and personal growth. 
· Inspire: we believe in the transformative power of positive role models. Our dedicated staff and volunteers inspire change, helping people discover themselves and the world around them.
· Transform: join us in putting adults and children on a path to transform their lives for the better. Be part of something meaningful and impactful!
Why volunteer at BCWA? 
· Make a difference: your time and passion can change the lives of victims of abuse. Helping others can be the best way to help ourselves. The benefits of volunteering go both ways! Whether you have an hour or a week to spare you’ll still be able to make an impact. 
· Join a community: BCWA is an inclusive space where change and growth are always happening. We are a powerful movement united by our support of survivors of abuse and exploitation. You’ll be part of our skilled and valuable team and feel connected and part of an organisation making change happen. 
· Learn with us: volunteering is a great opportunity to try new things or build on your existing knowledge and passions. Help and guidance are always available at BCWA, and whatever your strengths are, we want to help you use them! We will offer you free training to help develop your knowledge, skills and experience, not only to benefit your volunteering with us but also your own personal progression.  


	Role Brief

	Front Desk Volunteers are an integral part of our SPOC (Single Point of Contact) team. They provide a welcoming and friendly face for our clients coming to their appointments or walking into our services. They are vital in assisting with providing relevant information and directing clients to the right place, but most importantly they provide that initial first point of contact. Whether it is a chat, a cup of tea or coffee, or just a kind approach, Front Desk Volunteers help create a comfortable environment and safe space for our clients whilst they wait to access a BCWA service. 

SPOC 
Our Single Point of Contact (SPOC) Team provides key administrative support to all BCWA services. They coordinate referrals, deal with telephone and email queries, ensure case management systems are up to date and support with the allocation of clients to staff within relevant services. It is with the SPOC team that client’s relationship with BCWA begins; they provide a timely response to all, have excellent interpersonal skills and efficiency and organization are key to their role. 

	Principal Responsibilities

	Provide a welcoming and friendly face as the first point of contact for clients accessing BCWA services. 

	Understand what they client is visiting for and help direct them to the correct place by navigating any relevant information on BCWA systems.  

	Provide the client with the relevant information to meet their needs. 

	Offer a chat, a cup of tea or coffee, or a friendly face, to build a comfortable and safe space for clients whilst they wait. 

	Build a solid understanding of BCWA services to ensure clients are put in contact with the right service. 

	Support staff and service teams who are using the space and providing them with relevant information where required. 

	Maintain a tidy, comfortable and welcoming space for BCWA clients. 

	General Responsibilities 

	To maintain principles of confidentiality in line with BCWA’s Data Protection, Confidentiality and Information Sharing guidelines.

	To ensure safeguarding is being carried out by reporting any information that suggests somebody may be at risk of harm to your Volunteer Manager (as per your training guidelines). Volunteers must ensure that all practice is delivered within the framework of Safeguarding Adults and Children.

	To comply with all relevant BCWA policies, procedures and guidelines, such as equal opportunities and diversity and health and safety guidance.

	To attend and to participate in support sessions/supervisions with the Volunteer Coordinator, or training as requested.

	To reply promptly to all communications from the Volunteer Coordinator, your Volunteer Manager in service and BCWA. 

	Maintain clear and professional boundaries with clients in accordance with BCWA policies and procedures.

	Person Specification   

	Personal qualities and skills:  

	1
	Strong communication and interpersonal skills and confidence talking to new people. 

	2
	Passionate about the work BCWA does and understanding of the importance of creating a safe and comfortable space for BCWA clients. 

	3
	Willing to complete the required training to allow you to fulfil your role and provide a trauma-informed response to clients in potentially distressing situations. 

	4
	Have a non-judgmental attitude and be accepting of diversity and difference.

	5
	Be good at listening - hear what a person is communicating and take time to do this actively.

	6
	Be able to feel compassion and to show concern and empathy for others.

	7
	Be reliable - keep to agreed appointments and carry out agreed tasks.

	8
	Try to be calm and understanding when situations become challenging – speak to your Volunteer Manager or the Volunteer Coordinator for support where possible. You will not be required to manage challenging or escalating situations alone, this will be the responsibility of BCWA staff and they will lead on supporting the individual. 

	9
	Know your own limitations. It is always okay to seek support or advice from the Volunteer Coordinator or your Volunteer Manager. Your role is to provide initial understanding and assistance, not professional advice. If you don’t know something, please ask someone.

	To work within the aims and objectives of Black Country Women’s Aid.

	1. Commitment to BCWA’s values and standards.

	2. Non-judgemental and non-discriminatory.

	3. Honesty, integrity, commitment and reliability.

	Important information   

	1
	Black Country Women’s Aid is committed to safeguarding and promoting the welfare of vulnerable adults, children and young people and expects all staff and volunteers to share this commitment.
Volunteers must ensure that all practice is delivered within the framework of Safeguarding Adults and Children.

	2
	**All roles are subject to the Rehabilitation of Offenders Act (Exceptions Order) 1975.  It will be necessary for a disclosure to be made to the Criminal Records Bureau for details of any previous criminal convictions. 

	3
	This role will be an ambassador for BCWA promoting the values of the organisation and all it stands for. You must be committed to challenging abuse and violence within our society acknowledging that victims are faced with many barriers to living free from violence and abuse. Victims of violence are at the heart of everything we do.  BCWA listens, supports and cares
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