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Job Description – Helpline Adviser Advocate (HAA)


Salary:			£21,840 - £29,600 (Under Review) 
Location:	Cardiff office and/or home-based
Hours of work:	Hours and Shifts TBC including weekends and out-of-office hours
Holidays:	27 days a year, increasing to 32 days after 5 years of service (full-time; pro rata if part-time)
Length of Contract:	Permanent (subject to funding)
Probationary period:	6 months 
Responsible to:	Helplines Operations Manager


About us

ProMo Cymru - Creative Change for Social Good.

ProMo is a registered charity and social enterprise. We work to ensure young people and communities are informed, engaged, connected, and heard.    
 
We work with communities through communications, advocacy, cultural engagement, digital and media production. 

We appreciate the importance of qualifications and experience, but we are also looking for the right individuals who can bring something new and different to our organisation.  
 
If you feel you meet the above, we are recruiting, and we’d love to hear from you!  

How We Work

We communicate, design and build with young people and communities to make change happen. We partner with third and public sectors to imagine, test, and create more equitable services that are designed and delivered with people. 

Our work is informed by decades of delivering digital youth information and community services. We share this knowledge through training, consultancy, and delivery and form long-term partnerships for mutual benefit.



Our Team

We value our employees, with an emphasis on skills and personal development. We are passionate about what we do. 
Job Purpose:
Make a Positive Impact
We believe everyone has something valuable to contribute. That's why we offer a supportive environment where you'll be empowered to grow alongside a dedicated social action team. Here, you'll play a vital role in delivering rights-based, person-centred services to a diverse range of individuals, including children, young people, vulnerable adults, parents, carers, and professionals.
How You'll Make a Difference:
· Build Trust and Connection: You'll connect with people from all walks of life, fostering a safe and supportive space where they feel heard and understood
· Empower Change: By providing information, advice, and advocacy support, you'll equip individuals with the tools they need to navigate challenges and secure their rights
· Be a Team Player: You'll collaborate effectively with a passionate team, sharing your unique perspective and fostering a positive work environment
Together, we will:
· Empower people to make informed decisions
· Equip them with the skills and knowledge to create positive change in their lives
· Promote resilience and well-being
· Amplify voices to influence positive change


The Social Action Team covers four helplines, and two key service areas:
 
Meic Cymru: Welsh Government’s youth information, advice, and advocacy helpline for children and young people across Wales up to the age of 25
Adult Advocacy Helplines:  Three gateway services for adults seeking access to independent professional advocacy (IPA): 
- Bridgend Voice and Choice (BVC) 
- Cardiff and Vale Advocacy Gateway (CVAG) 
- Gwent Access To Advocacy (GATA) 

We are committed to continuous learning and development and offer a range of opportunities and resources to ensure professional growth through acquiring and developing skills, knowledge, and attributes. This approach is integral to our restorative approach and value base of personal and shared responsibility.




Specific Responsibilities:

Helplines

· To respond and be attuned to contacts via phone, e-mail, text, instant message and WhatsApp, from children, young people, vulnerable adults, parents, carers, professionals, the public
· To provide accurate, relevant and appropriate information and signpost or refer to online/digital resources and tools, as well as relevant face-to-face services
· To provide the appropriate person-centred intervention to meet the need(s) identified
· To deal with safeguarding, and threat to life contacts
· To provide peer support with colleagues while on shift
· To maintain appropriate written records, collect monitoring data, and record all relevant information as required

Collaboration and Promotion

· To sustain good working relationships and effective communication with colleagues and peers internally and externally 
· To ensure and promote Social Action and ProMo Cymru in a positive way to the external world.
· To support Social Action’s outreach and engagement work with ProMo Cymru peers and colleagues 
· To maintain and adhere to appropriate professional boundaries

Learning and Development

· To contribute to and make the most of practice exchanges, training, team meetings, and any other suitable internal meetings
· To be responsible for your learning, development, and well-being, as well as taking up suitable provisions made by ProMo Cymru
· To take up and make the most of arrangements for support, supervision, and appraisal
· To support your peers and colleagues and be supported by them
· To be aware of and adhere to all policies and procedures, and the Advisers’ Handbook

For further information please visit: 
ProMo Cymru: www.promo.cymru,
Meic: www.meic.cymru, 
BVC: http://bridgendvoiceandchoice.cymru/
CVAG: http://cvag.cymru/
· GATA: https://gata.cymru/


This job description may be subject to review and changed to include such duties and responsibilities as are determined in consultation with the postholder. It is not intended to be rigid or inflexible but should be regarded as providing a framework within which the individual works.
Person Specification – Helpline Adviser Advocate

	Requirement
	Essential
	Desirable
	How Identified/
Assessed

	Attributes / Qualities:








	Rights-based

Values-based

Self-awareness, reflection, and insight

Consistent, predictable and reliable

Flexible and agile 

Anti-discriminatory
	

	Application form and interview

	Education/
Qualifications:
	Past, recent and ongoing learning and professional development that is relevant to this post
	
	Application form 


	Skills/Abilities

	Communicate effectively with a wide range of people from different situations and backgrounds

Communicate effectively across different platforms eg: phone, webchat, WhatsApp, email...

Respond effectively to sometimes challenging and difficult situations

Prioritise and organise your own time and work
	Log information and maintain records

Manage and work with a range of ICT

Welsh Language
	Application form & interview

	Experience
	Experience of collaborative working with others 


	Experience of working with children/young people or vulnerable adults

Experience of working on a helpline
	Application form & interview

	Other requirements:
	Will need an enhanced DBS 

	Ability to drive, access to personal mode of transport, clean license
	Application form 
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