
 

Job Specification   

Job Title:  Shift Lead - Helpline Support Responder 

Reporting to: Helpline Manager  

Contract: Fixed-term 2 years  

Hours: Full-time (35 hours per week) - role is required to work on a shift rota basis. This 
includes specific times on weekends and evenings, inclusive of standard office hours.  

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

Salary: £28,500 - £29-355 

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.   

The Shift Lead role: will provide confidential, non-judgemental, empathic and impartial 
support to TST’s paid, sessional and volunteer helpline responders. Offering 
information, guidance, emotional and constructive support, to enable them to make 
informed choices relating to either their workload or the clients’ journey of recovery.  

The core aim for this role is to empower all survivors and helpline responders by giving 
them information, support and a variety of coping skills to improve their well-being 
whilst they engage with or on the Survivors Trust business. 
 
The shift lead will be responsible for the monitoring of the call-handling system, 
checking logging on and off, set mappings against appropriate lines when required, 
check call-handling voicemails and manage their time appropriately on a shared basis. 
There is an expectation that the role will offer safeguarding and extended support 
through difficult or complex client engagements alongside providing emotional and 
practical support, guidance and signposting to service users when required.  

Key responsibilities of our Shift Lead: 
• Efficiently and empathetically support the Helpline responders with queries, 

concerns or with survivors with complex needs. Using the policies, procedures and 
managerial support mechanisms as appropriate. 



 

• Efficiently and empathetically handle inbound calls from our survivors, working as 
part of the helpline team in an ever changing, fast-paced setting, dealing with varied 
queries about survivor support networks, compliance with all applicable regulatory 
requirements, policies, and procedures to provide advice and guidance ensuring 
resolution or emotional support at point of contact.  

• Work closely with colleagues and other departments within TST to ensure any 
applications for support are dealt with accurately and swiftly. 

• Support TST staff and survivors following complex safeguarding disclosures, raising 
any concerns with the relevant departments and authorities adhering to set 
procedures and policies. 

• Provide an exemplary professional service through active listening, verbal, and 
written communication to both external and internal staff, survivors and agencies. 

• Work collaboratively as part of a team to achieve organisational targets. 
• Attend regular coaching/mentoring sessions, 1-2-1’s, team meetings, training, and 

appraisals. 
• Keep full, concise, and up-to-date data records and complete any case follow up 

within the requisite time scales and undertake any necessary administrative tasks in 
relation to the work. 

The experience and skills you need to become TST Shift Lead: 
• Qualified and experience with a minimum of level 2 safeguarding  
• Proven experience providing exemplary customer service skills/background. 
• Demonstrable experience of working in a pressured environment and meeting 

deadlines, targets. 
• The capability to multitask using multiple systems at once whilst communicating 

verbally. 
• The ability to adapt to new systems and conversations. 
• High attention to detail and working systematically particularly in accurate record 

keeping and timely records. 
• High level of motivation, resilience, and emotional intelligence. 

 
________________________________________________________________________ 

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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