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PART 1: JOB DESCRIPTION

JOB TITLE:	Volunteer Experience Advisor DIRECTORATE:	People & Culture DEPARTMENT:	People Experience LOCATION:	Ewell with hybrid working

1. Position in organisation
· Reports into: Volunteer Experience Manager
· Line Manages: N/A
· Contacts within and outside the organisation: works directly with all Central Office departments and volunteers including the Regional Directors and Branch Directors.


2. Main purpose of the job

As a member of the Volunteer Experience team you will work alongside a team of Volunteer Experience Advisors to act as subject matter experts for branch, region and nation queries to the Volunteer Experience Team, in all matters relating to the effective management and support of volunteers. This will involve development of volunteer policies and procedures, including engagement, support, retention, recognition and the effective management of volunteer complaints and concerns. 


3. Key Responsibilities
· Provide expert advice and support to branches and regions in response to matters relating to the management and support of volunteers
· Support the development and implementation of processes, procedure, guidance and training in the specific area of volunteer management, ensuring Samaritans volunteers have a supportive and positive volunteering experience
· Oversee Samaritans Concerns and Complaints process, ensuring a robust and fair system for managing issues across the volunteer network
· Lead on the development of innovative projects that enable branches to effectively support and retain Samaritans volunteers
· To take the lead in ensuring those in volunteer leadership roles across the organisation are equipped with the necessary confidence, skills and expertise to effectively manage, support and retain Samaritans volunteer network, ensuring sustainability of service
· Monitor, report on and evaluate volunteer management issues across the organisation, ensuring that learnings are embedded into future procedural development or improved training
· Develop and embed training (including online training modules, webinars, and face to face training) on volunteer management
· Help develop and integrate digital solutions to support the improved management and support of volunteers
· Support a team of Investigation, Hearing and Appeals Officers to provide effective support to Samaritans branches and regions with volunteer management issues
· Manage Samaritans mediation process and support a team of volunteer mediators to assist in resolving volunteer disputes informally
· Day to day management of any serious incidents involving volunteers across the organisation, ensuring that any safeguarding, legal, reputational, or volunteer/caller risks are managed robustly
· Ensure organisational adherence to volunteer management good practice, staying connected to emerging external trends
· Demonstrate our four leadership practices of accountability, empowerment, inclusivity and connection in your role and relationships within and across teams.
· Be a team player through:
· working collaboratively with others to deliver the Samaritans strategy
· being curious about the work of other teams
· demonstrating an ability to prioritise and support the work of others when it is more critical

PART 2: PERSON SPECIFICATION
 Essential
· Excellent knowledge of volunteering management and good practice
· Knowledge of principles of natural justice and complaints management good practice
· Experience of developing, implementing and delivering projects and initiatives to meet organisational needs
· Experience of working with or managing volunteers
· Experience of having sole responsibility for a work function
· Experience in prioritising workload and working to deadlines with speed and accuracy
· Excellent interpersonal and people skills, with the ability to exercise tact and diplomacy to achieve goals
· Excellent written and verbal communications skills
· Knowledge of equality and diversity good practice in a volunteer management context

Desirable
· Experience of supporting individuals in distress or with complex emotional/mental health needs

Everyone who works for the Samaritans is expected to:
· Demonstrate genuine commitment to our vision that fewer people die by suicide.
· Promote, believe in and work within our equity, diversity and inclusion policies and procedures.
· Value and embed the voice, insights and expertise of people with lived experience in line with our lived experience principles and polices.
· Promote and work within our safeguarding, health and safety and other policies and procedures.
The nature of Samaritans service delivery model means that there may be some evening and weekend working required for this role, for which time off in lieu will be given.
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