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Helpline volunteer
Overview 
Are you a good listener? Are you patient, tactful, calm and supportive? Are you non-judgemental? Do you have excellent verbal communication skills? Would like to make a difference and help others? If you answered yes to all of these then you would make an excellent helpliner!

Helpliners are vital to ensure the helpline is covered each day from 10am – 1pm during term times. Helpliners volunteer from the comfort of their home, for one weekly 3 hour shift during term times. Some of our helpliners alternate their duties, volunteering a 3 hour shift every other week. 

Most calls to the helpline are from parents of a child with hemiplegia, ranging from general queries about their child who has just been diagnosed to more specific information about equipment and education. HemiHelp provides the training and tools for you to support callers. 
Eligibility criteria
Personal experience is an important part of the role and it is helpful if a helpliner has been a HemiHelp member for 3 – 5 years minimum in order to be completely familiar with the organisation. Potential helpline volunteers must also consider whether their current circumstances will allow them to listen objectively and remain professional on a call, as some calls may be upsetting and while HemiHelp staff can provide some support from the office, helpliners need to be able to manage their emotions while on a call. This can be more difficult if, for example, a potential helpline volunteer’s child has recently been diagnosed. Therefore, HemiHelp is unable to accept volunteers to the role if their child has been recently diagnosed (within the last 3 – 5 years). 
If you are over 18 and able to attend 2 days of helpline training in your area, as well as commit to a weekly, or an alternate week, 3 hour helpline shift during school term time then please complete the form below and return to the helpline coordinator. We also ask that helpliners attend one HemiHelp led helpline meeting a year to aid development and good practice.  

Aspects of the helpline
HemiHelp’s helpline is open from 10am – 1pm weekdays throughout school term time, with breaks during the school holidays. During school holidays we operate a call back system, where helpliners call the enquirer back if it is requested. Therefore, being on “stand by” to make call backs is sometimes required on occasions during the school holidays. Normally the holidays are quieter times for the helpline and call backs are few and far between but during longer holidays such as the summer and spring break the helpline coordinator will organise a schedule for helpliners to be available to make call backs. 

During a helpline volunteer shift you just need to be in your home, near your phone and ready to take any potential calls. You don’t need to be sat right next to the phone for the entire shift. 
The call system works by logging on to helpline using your ordinary house phone and following a series of short steps. Logging on only takes a minute. Once logged on, HemiHelp’s ‘0845’ helpline telephone number is pointed to your home phone. Any calls made to the helpline ‘0845’ number will ring into your home. Your personal telephone will still be active and friends and family can still call you as normal (although it is not advised during shift times). 
Once your volunteer shift ends, you log back out of the system by following a series of short steps. Logging off only takes a minute. HemiHelp’s ‘0845’ helpline number is switched back to our helpline phone in the office. When helpliners are not logged on to the helpline, HemiHelp has a helpline answerphone which picks up helpline messages left by callers. The helpline coordinator picks up messages on a daily basis and passes them on to which ever helpliner is on duty that day; he/she is then able to provide a call back.

HemiHelp provides you with a helpline handbook which provides instructions on how to log on and off the switching service, as well as information on our full range of services, an information directory to signpost callers on frequently asked subjects and other helpline related topics.

We hope a helpliner is able to provide a warm, listening and compassionate service, but is also able to talk confidently about our services and use their own knowledge of the charity and the information provided in the handbook to give as many practical options as possible to the person making the enquiry.  

There are times when helpliners will take no calls on their shift. During these quiet times on the helpline, we hope helpline volunteers will be willing to undertake other volunteer duties, which are related to the helpline and providing an information service, such as proof reading updated literature produced by HemiHelp, researching local disability groups or updating our ever growing information directory.

Commitment and expenses 

We ask that helpliners commit to their volunteer duties for a minimum of 60 hours (equivalent of 20 helpline shifts). It is a waste of resources for helpline volunteers to commit for a period of time any less than 60 hours.

Due to the nature of the helpline, there are some shifts where no calls come in and other shifts where there are several call backs or 3 or 4 incoming calls. Therefore, in order to gain relevant experience in manning a helpline, we ask that helpliners cover one shift per week for the first 4 weeks (12 hours continuous) and then continue manning the helpline once a week or bi-weekly, depending on your circumstances.
 
We reimburse helpliners with any costs incurred making call backs and any other volunteer expenses, including travel to helpline volunteer meetings, HemiHelp events, and helpline training. A full helpline volunteer policy will be sent to newly appointed helpline volunteers.

The next step

Please complete the helpline volunteer form and return to the helpline coordinator. If you have any queries please contact the helpline coordinator using the details below.
The helpline coordinator will contact you to chat about the role further. After that you will be contacted by the appointed Helpline Volunteer Leader who will also discuss the role with you. Please note it is at HemiHelp’s own discretion whether we consider you to be a suitable candidate for a helpline volunteer role. 
T: 0845 120 3713 (0207 609 8507)
� A helpline volunteer may like to utilise their 12 hours continuous induction in a different pattern – for example, a helpliner may like to cover 3 consecutive days in one week (if scheduling permits) and one shift thereafter for the following two weeks. 





