
 

Job Specification  

Job Title:  Helpline Support Responder 

Reporting to: Helpline Manager 

Contract: Fixed-term 4 year programme (Church of England Redress Scheme for 
Survivors) 

Hours: Part-time (20 hours per week) working on a shift rota basis to cover standard 
office hours and some evenings. Timings may change subject to demand.  

Location: Home-based or option to work from the office in Rugby.  You will be required 
to attend the office on occasions. 

Salary: £14,286 - £16,286 (£25,000 – £28,500 FTE) 

 

About Us:  The Survivors Trust (TST) is a UK-wide Charity that is the national umbrella for 

over 120 specialist member organisations who give support to male and female survivors, 

(young people and adults) of rape, sexual violence and childhood sexual abuse throughout 

the UK and Ireland. Our core aim is to empower all survivors of sexual violence by supporting 

and improving effective responses for them.  

 

We are a relatively small team of dedicated individuals, passionate about the work we do. TST 

provides a generous leave allowance to staff, access to TST training and regular clinical 

supervision for frontline staff, as well access to EAP, social and well-being events.  

 

Summary of the role: Our confidential support line service is available to survivors; their loved 

ones and professionals who have been directly or indirectly affected by rape, sexual violence, 

harassment, bullying, and childhood sexual abuse and who are looking to acquire information 

and support for the many challenges they face on a day-to-day basis.  We are seeking resilient 

and confident responders who can provide empathic and impartial support to our callers by 

providing them with information, guidance, advice and emotional support.  This is a crucial 

role in supporting survivors to cope with the challenges they face in their day to day lives, and 

the role requires an empathic listener who uses their initiative and can think on their feet.   

 

The role will provide a high quality, free, independent and confidential telephone service, 

which offers emotional and practical support, as well as advice for selected clientele and 

members of the public. The role typically involves providing emotional support to distressed 



 

clients, signposting, coordinating communication, managing documentation and supporting 

with day-to-day operational needs.  

Key Role Requirements: 

Providing Support 

 Talking to clients over the phone, to explore the concerns they are seeking help with.  

 Finding information on support routes and signposting for the clients’ and helping them to 

understand their options.  

 Supporting clients to take action to meet their needs. This might include making phone 

calls, or referring the client to another organisation 

 Keeping records as required, taking full account of governance relating to the use and 

recording of information.  

 

Undertaking Training and Development  

 Complete an induction and training programme to obtain the skills needed to become a 

competent trauma-informed responder.  

 Commit to regular training updates to maintain and develop knowledge and skills. 

 Participate in regular reviews of progress and identifying new learning needs.  

 Keep informed about team matters, service developments and changes.   

 Once experienced, support new trainees in their learning and initial stages of the work 

 Opportunities to develop additional skills and become a shift-leader, supporting colleagues 

with clients in crisis and who require safeguarding intervention.  

 

Essential Skills Required:  

 Excellent communication skills including active listening  

 Competent use of IT for recording monitoring data, record keeping and document 

production. 

 Dealing sensitively with clients with complex needs 

 Skills in providing advice to others in a professional capacity  

 Previous experience in a related area e.g. counselling, ISVA, trauma support services,  

mental health services or strong administrative background 

 Ability to interpret and summarise data accurately and clearly.  



 

Personal Attributes  

 A friendly, open and non-judgemental approach  

 Ability to communicate well verbally and in writing  

 Respect for views, values and cultures that are different to your own. 

 Willingness to undertake training and commit to continuous self-learning.   

 Commitment to follow the Project aims, principles and policies.  

 Ability to follow confidentiality and data protection law. 

 A positive approach to challenges and an ability to be flexible to service demands. 

 Good time management. 

 

Other duties and responsibilities  

 Ensure the principles of equality, diversity and inclusion are followed in all aspects of the      

service, in both the work environment and the services provided to clients. 

 Ensure an accessible service is available to clients irrespective of any factor.  

 Use IT for statistical recording, record keeping and document production.  

 Ensure that all work conforms to TST policies and procedures.  

 Undertake administration duties relevant to the role. 

 Contribute to discussions about the overall planning & processes of the service. 

 Provide assistance and support to other TST business where appropriate. 

_________________________________________________________________________ 

To apply, please send your CV and a covering letter evidencing your "skill set" via email to: 

joanne.bettles@thesurvivorstrust.org 

Closing date: 27th September 2026 

Online interviews: 6th and 8th October 2026 

In-person interviews tbc 

Please clearly state which role/s you are applying for in your covering letter 

________________________________________________________________________  

TST is committed to safeguarding those we provide a service to; applicants will have to 
undergo strict vetting procedures throughout different stages of the recruitment 
process therefore: This post is subject to an enhanced  Disclosure and Barring Service 
(DBS) check. 
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