Victim Support

Job description

Job title:

IICSA/Supportline Team Leader

Location:
Cardiff
Reporting to:          Manager
Responsible for:
 Victim Care Officers
____________________________________________________________________

1. Purpose of the job
1. Accountable for the delivery of the Independent Inquiry into Child Sexual Abuse (IICSA) information line and the national supportline for victims of crime.

2. Lead the team to provide an effective service to adult victims and survivors, and ensure effective operation of the team.
3. Responsible for the processes of the Information line and the quality of service delivered. Responsible for monitoring performance of services.
4. Ensure effective management of the daily operations of the information line unit.
2. Main duties
1. Provide leadership, support and guidance to the team
2. Monitor the progress and quality of the work of the call handlers
3. Quality assure the calls being taken and accompanying paperwork and ensure it complies to service standards and safeguarding protocol
4. Carry out effective recruitment and management of staff in the unit
5. Ensure compliance with legal, regulatory, ethical and social requirements and Victim Support’s policies and procedures
6. Create accurate progress reports and take appropriate action to address identified under-performance
7. Make assessments and decisions on complex service or practice issues

8. Maintain performance information and use outcomes to identify effective practice

9. Manage complaints and grievances made about service delivery of the project and employees to a satisfactory conclusion

10. Create and maintain a robust employee rota system to ensure the smooth running of the unit 24/7 
11. Provide advice and guidance to call handlers during shifts
12. Develop the team and address their individual development/performance and training needs. Set individual and team objectives and undertake regular supervision and annual appraisals
13. Liaise with  IICSA Hub colleagues to ensure correct information, process and procedures are being adhered to
3. Generic responsibilities

1. Manage personal resources and own professional development

2. Ensure all duties are carried out in a manner which promotes Victim Support’s equality and diversity policies
3. Promote a health and safety culture within the workplace, observe all health and safety rules and procedures and all attend training courses as required and where appropriate conduct risk assessments e.g. VDU, maternity, lone working, H&S audits etc

4. Ensure essential information of a sensitive or personal nature is not disclosed to or discussed with inappropriate persons 

5. Ensure all information is maintained in accordance with the Data Protection Act
6. Undertake any other duties as required
4. Travel
Some travel may be required
5. Unsocial Hours
Able to work flexibly across all shift patterns
This job description serves to illustrate the type and scope of the duties currently required for the above post and to provide an indication of the required level of responsibility. It is not a comprehensive or exclusive list and duties may be varied from time to time, they will not however change the general character of the job or the level of responsibility entailed.
Person specification

Job Title:  

IICSA / Supportline Team Leader
Location:  
Cardiff
____________________________________________________________________

1. Knowledge and Experience
A minimum of 1 year’s experience of:

Essential


· Experience of working with victims of sexual violence or similar trauma (s)

· Previous experience of working within a statutory, voluntary, community, private social care or customer service environment dealing with members of the public, successfully managing conflict, difficult and sensitive situations.
· An understanding of the impact of sexual abuse on victims and survivors (s)

· The myths and facts of sexual violence, rape trauma syndrome, the long term mental health  effects of sexual abuse, self-harm, suicidal feelings and attempts (s)
· Managing, valuing, providing support and guidance to a team with a strong client service focus (s)
· Understanding and knowledge of an active commitment to promoting equal opportunities and diversity  (s)
· Appreciation of the importance of confidentiality and safe working practice (s) 
· Experience of safeguarding issues and legislation in relation to adults and children (s)

· Experience of recruiting, managing and developing people (s)
Desirable

1. Working independently and as part of a team
2. Experience of working with commissioners to deliver a contract
3. Understanding and knowledge of the requirement for confidentiality and safe working practice and maintenance of files in accordance with the Data Protection Act and other legal requirements 

2. Skills and abilities
Essential


1. Maintain personal and professional boundaries (s)
2. Maintain confidentiality (s)
3. Manage crisis situations (s)

4. Ability to work without direct supervision, prioritise work and deal with competing or conflicting demands/ needs and interests in an organised and methodical manner (s)
5. Ability to communicate sensitively and effectively both verbally and in writing with a wide range of people (s)
6. Able to work flexibly over a range of shift patterns to cover 24/7 operation (s)
7. Demonstrate empathy and control own emotions (s)
8. Build effective teams and sustain relationships (s)
9. Gather, analyse and use information and evidence from different sources, solve and resolve problems (s)

10. Ability to think logically and plan methodically for operational effectiveness (s)
11. Promote organisational interests and values

12. Build and develop effective teams (s)
13. Use generic IT applications (s)
14. To recognise own strengths and address weaknesses

15. Value and support others

3. Qualifications

Relevant qualifications for subject matter: Psychology degree, Social Work diploma, Counselling diploma or equivalent
(S) = shortlisting criteria
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Indicate which level is required for the post 
	DIMENSIONS
	Level for Post

	Accountability for actions
	Direct decision making that could have a big impact on others

	Independence of action
	Frequently required to act without guidance

	Complexity
	Work not straight forward, requires considerable initiative and judgement

	Relationships and communication skills required
	Frequent contact internally and externally, requires influencing, negotiation, diplomacy etc

	Direction (supervision received) – Freedom to Act
	Work is managed, outcomes usually assessed on a monthly or agreed reporting basis

	Demands of work
	High degree of complex demands and peaks of demands
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