

[image: ]

JOB DESCRIPTION

JOB TITLE:  Social Media Officer (Communities)

DEPARTMENT: External Affairs

TEAM: Digital Engagement

LOCATION: Hybrid – Linked to our Ewell office with home and office working


1. POSITION IN ORGANISATION

· Reports to Social Media Manager
· Contacts which the post holder has within and outside the organisation: the person in this role will have contact with staff and volunteers across the organisation, and will have contact with external suppliers, partners, supporters and callers. The postholder will be the main operational point of contact for our moderation agency.



2. MAIN PURPOSE OF JOB

To lead on engagement with our online communities via social media channels. To stimulate thoughtful discussion while supporting the safety and wellbeing of our audiences via effective community moderation in partnership with our moderation agency. To use social listening to identify key trends and topics of conversations and identify engagement opportunities. To support social media officer for content with content creation and development.



3. KEY RESPONSIBILITIES

Moderate Samaritans’ social media channels 

· Closely monitor Samaritans’ social media channels and provide timely and appropriate responses where necessary, using Sprout Social 
· Lead on the ongoing growth and development of Standard Response Templates for our moderation agency and internal teams, conducting regular reviews to ensure they are up to date and reflective of our tone of voice.
· Create and maintain moderation guidelines 
· Provide ongoing training for moderators and colleagues
· Develop social Q&As for key campaigns, policy positions and news events in collaboration with colleagues from the Marketing, Policy and Media teams
· Escalate sensitive issues as and when needed either via email or by sharing messages using tasks in Sprout Social

Act as our main point of contact for our out of hours moderation agency

· Plan shift patterns with our agency to make sure we have adequate cover when needed, ensuring we’re remaining in budget
· Quality check agency responses and ensure any further training or information sharing is delivered to keep our standards high
· Lead on quarterly agency reviews 
· Make sure any relevant campaign information and responses are shared in advance with the team to prepare them for support 

Provide moderation support for Samaritans campaign activity including media, fundraising, events, policy, research and campaigns 

· Work with the Social Media Manager and staff teams to ensure content is appropriate for our audiences and supports healthy and productive discussion 
· Support the Community & Events team with moderating our Facebook Challenge Event Groups
· Handle ad-hoc social media requests from staff teams via the social media inbox

Be a voice for our communities 

· Provide sentiment analysis and qualitative audience feedback on key campaigns and products
· Create, implement, and manage a tagging system in Sprout to report on all community engagement to create a bigger picture of how our communities interact with us
· Produce ad-hoc reports requested by staff teams through our social media inbox
· Use data to discover what our communities are engaging with and look for opportunities to join discussions 

Support Samaritans’ branches, volunteers, and nations with their social media activity 

· Provide advice, support, and training to branches managing their own communities through our social media inbox
· Keep our intranet resources up to date and relevant for branches to maintain their social media presence
· Oversee the creation of social media toolkits for branches and volunteers 
· Oversee the rollout of Facebook pages for branches and monitor ongoing activity


Develop team knowledge and understanding of digital engagement 

· Keep up-to-date with developments in digital content and social media, particularly their role in supporting those struggling to cope.
· Give best practice advice to other teams in Samaritans requesting social media
· Keep social media reporting up to date and help with showing our impact as a team


4. GENERAL DUTIES OF A SAMARITANS STAFF MEMBER 

· Contribute to the effective and efficient running of the Central Office as appropriate.
· Participate, as appropriate, in staff forums and meetings. 
· Adhere to Samaritans’ policies and procedures. 
· Represent the Central Office appropriately across the organisation and Samaritans to the wider community as appropriate. 
· Treat all colleagues, volunteers and members of the public with dignity and work within and adhere to Samaritans’ equal opportunities statement and policies. 
· Carry out reasonable requests made that are within the broad remit of the role 
· Ensure that continuous improvement of the Listener Scheme is prioritised in work plans in each of England & Wales, Scotland, Northern Ireland and Republic of Ireland. 


Part 2: PERSON SPECIFICATION


5. SKILLS, KNOWLEDGE AND EXPERIENCE 

Essential: 
· Experience of working on social media for a cause, campaign or high-profile brand, or in communications or marketing
· Excellent digital copywriting skills
· Ability to engage sensitively with potentially vulnerable users on social media 
· Good understanding of digital marketing channels and techniques, and the ability to utilise these to best effect 
· Experience handling incoming enquiries through social media 
· Planning, creating, editing and proof-reading digital content 
· Reporting on social media, digital marketing or communications activity 
· Interpersonal and teamworking skills, to be able to clearly communicate aims, creative approach, priorities and concerns 

Desirable: 
· Innovative ideas to maximise our presence online
· Producing content that adheres to agreed corporate visual and editorial guidelines




6. PERSONAL ATTRIBUTES 

· Able to establish and maintain positive relationships with staff, volunteers, supporters and service users 
· Creative approach to creating and publishing digital content 
· Ideas driven with a desire to drive social change 
· Sensitivity to issues surrounding mental health and suicide 
· Understanding of the mental health news agenda 
· Awareness of campaigns, news and trends within the charity sector and social media 
· Well-organised, proactive and able to prioritise own work 
· Adept at managing external suppliers 
· Willingness to work flexibly and outside of standard office hours (time off in lieu is available) 
· Emotionally resilient to sensitive information. 
· Empathises with Samaritans’ values. 




This job description is a statement of requirements at the time of writing and is not contractual. It should not be seen as precluding future changes after appointment to this role.
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