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Volunteering Job Role Description
	Job Title
	Phone Operator Assistant - Volunteer

	Hours 
	Minimum of 1 day a week (hours negotiable)

	Location
	Kentish Town, Camden

	Department
	Support and Wellbeing

	Reports to
	Volunteer Lead

	Benefits
	Training provided, Travel costs, £5 for lunch for volunteers who work over 4 hours



	Job Role Summary

	Camden Carers is committed to equality, diversity and anti-racism. We welcome volunteers from all backgrounds and aim to make sure everyone can access our services in a fair and inclusive way.
As a volunteer phone operator assistant, you will help with answering incoming calls and handle a range of enquiries from Carers. You will be working closely with staff and other volunteers.
With training, you will:
· Answer incoming calls
· Help with queries
· Record information on our database (Charity Log)
· Transfer calls to the relevant staff member
· Book carers onto activities
· Schedule call backs
· Signpost carers to relevant organisations that provides services that Camden Carers does not provide.
Every day a staff member will be available to support you with any calls you’re unsure about. Your will make a difference by helping carers get the support they need.

	Main Duties and Responsibilities

	Answering Incoming Calls:
· Maintain professional boundaries
· Observe and comply with our GDPR and confidentiality policies 
· Work alongside Camden Carers Staff and volunteers to manage incoming calls and enquiries
· Accurate data entry in database (Charity Log)
· Provide carers with information about Camden Carers and the services available 
· Refer carers to relevant services internally or externally
· Follow Camden Carers’ policies and procedures
Security and data:
· Attend relevant GDPR training 
· Assist in ensuring database records are up to date and accurate

	Note: All volunteers are expected to be flexible in undertaking the duties and responsibilities attached to their post and may be asked to perform other duties and comply with our GDPR guidelines at all times.



	Qualifications, Knowledge, Skills and Experience

	Knowledge:
· Understanding of GDPR and confidentiality (D)
· Understanding of Equality, Diversity and Inclusion (D)
· Understanding of what Anti-racism is (D)
· Office 365 (D)
Skills:
· IT skills (MS Word and Excel) (D)
· Ability to use own initiative (D)
· Trustworthy and reliable (E)
· Good at managing tasks and meeting deadlines (D)
· Clear spoken and written communication (E)
· Confident with making calls, using computer systems and databases (D)
· Ability to pay close attention to details when inputting data (E)
· Reliable and a commitment to working on volunteering day/s (E)
Relevant Experience
· Experience in a similar admin role (D)
· Experience of using databases (D)
· Experience of handling sensitive information (D)
· Microsoft experience with Word & Excel (D)
· Knowledge of local support services in the Borough of Camden (D)
Training will be provided (E= Essential D= Desirable) 
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Camden Carers is funded by London Borough of Camden and NHS Camden. 
Camden Carers is a Company Limited by Guarantee (England and Wales) No. 2956383 
Registered Charity No. 1042757 Registered office: The Greenwood Centre, 37 Greenwood Place, London NW5 1LB
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