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	Role
	Reception Volunteer

	
	

	Role Category
	Office Support



	Purpose
	To provide an initial point of contact for service users by telephone and in person.

	Key Activities
	· Answering the buzzer.

· Greeting people in reception.
· Signposting people in reception to a member of the services’ team staff.
· Logging people into computers, showing people information resources and how to use the drinks machine.
· Answering the phone during busy periods
· Taking basic details from callers and transferring to a member of the services’ team staff.
· Taking basic messages and contact details and passing to a member of the services’ team staff.

	Do’s and Don’ts

	Do
· Behave professionally at all times and be clear about the boundaries of your volunteer role.
· Be aware of your own and others’ health and safety and alert a staff member if you identify anything that could cause harm.

· Ask a staff member if you are unsure about any aspects of your volunteer role.
· Respect people’s right to privacy – it is up to individuals how much they wish to disclose to you.
· Strictly maintain confidentiality – you may have access to personal information about individuals, whilst volunteering in this role. You must not disclose anything that you see/hear in this role to anyone other than a GHT staff member.
· Signpost people to a member of staff, rather than trying to deal with enquiries yourself. 

· Sensitively close down conversations and refer people to a staff member if they are disclosing a large amount of personal information

· Debrief with GHT staff member, once the session is over.
Don’t
· Spend time chatting to people in reception. Once you have welcomed people, you should return to the services’ office.

· Put yourself in a position where you are alone with a child (e.g. taking a child to the toilet etc)

· Try to be an expert – if you are asked a question about something and are unsure about the answer, then refer it to a services’ staff member.

· Make assumptions about people’s sexuality, lifestyle or relationships. 
· Exchange personal contact details with service users or arrange to meet outside of GHT.

	Time Commitment


	Flexible.
· A commitment to attend a minimum of 10 hours of additional training/skills development activities per year

· A commitment to attend a minimum of 2 volunteer team meetings as required

	Location
	George House Trust


	Restrictions (gender/sexual orientation etc)
	It can be difficult to keep to the boundaries of your volunteer role, if you are both using services (as a GHT service user) and volunteering here.  You may want to talk through some of the issues around this, with the Volunteer and Development Manager or a Service and Development Manager, prior to starting reception volunteering.

	Skills/experience/personal qualities required


	General skills/experience

You must be able to:

· work towards George House Trust’s aim of promoting the best quality of life for people living with HIV in the North West

· work with others as part of a team

· be punctual and reliable

· be respectful of others’ differences and choices

· be committed to challenging stigma and prejudice

· take responsibility for your own actions

· maintain confidentiality at all times 

· give and receive feedback

· communicate clearly in English

· maintain clear boundaries

· work within George House Trust’s policies and procedures

Knowledge

You must be able to:
· identify the main service user communities at George House Trust
· identify the services George House Trust offers
· communicate basic information about HIV, AIDS and routes of transmission
· demonstrate an understanding of the boundaries of your volunteer role
(this knowledge will be covered in the New Volunteer Induction Course)

Skills/experience for this role

For this role you need to be able to:
· Listen to others
· Communicate clearly with others
· Be confident at speaking on the telephone.
· Be friendly and welcoming
· Have basic numeracy and literacy skills
· Signpost people to staff members/information resources as appropriate

	Training required


	· GHT Volunteer Induction Training
· Reception volunteering induction from a GHT services’ staff member.
· A commitment to attend a minimum of 10 hours of additional training/skills development activities per year

· A commitment to attend a minimum of 2 volunteer team meetings as required

	CRB required?
	Yes

	Supervision arrangements
	Supervision will be provided through:

· A named staff member from the services’ team.
· One to one supervision from the GHT Volunteer and Development Manager

	Volunteer Expenses


	Travel expenses on production of tickets/record of mileage (40p per mile).  £4 meal allowance if doing 4+ hours of volunteering (you must provide receipts) or over a meal time

	Further Information
	For further information contact Laura Hamilton, Volunteer and Development Manager, Tel: 0161 2744499. Email: laura@ght.org.uk



































