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Volunteer Roles.

Role Descriptions and Required Person Qualities.
Age UK Bedfordshire has a team of volunteers who work alongside paid staff to provide a first class service to our clients. We recognise that volunteering is a mutually beneficial relationship and work to ensure that our volunteers benefit considerably from the un-paid work they carry out.
Our volunteering team come from a wide range of backgrounds, ethnicity and age groups.
 Below are listed the volunteer roles we usually have available.  Please state on the application form which role(s) you feel would suit you best. Obviously, volunteers are unpaid; however, where volunteers are involved in visiting clients outside of our offices, out of pocket expenses are reimbursed.
Office Based - Volunteer Telephone Befriender

We are working towards developing a unique telephone befriending service that we have named The Telephone Befriending Network (TTFN). The aim of the service, initially, is to create 20 to 30 self-sufficient hubs across the county, consisting of a volunteer TTFN hub co-ordinator who will have the responsibility of maintaining a small group of perhaps 5 or 6 older people who will all keep in regular telephone (minimum weekly) contact with a least one other member of the group. These satellite hubs will be supported by Age UK Bedfordshire, who can give advice on benefits, healthy living and socialising activities within their locality.

To achieve this initial aim and with the support of the Harpur Trust we are building on an existing pilot programme to achieve at least 10 such hubs over this coming year in Bedford Borough. 

Initially, therefore, we are seeking to recruit volunteers who will work from our offices in Bromham Rd, Bedford. Working a morning or afternoon each week; befriending (over the telephone) existing and newly referred clients.

What a Volunteer Telephone Befriender Does:

The role of the volunteer befriender will be tailored around the needs of each individual service user, discussed and outlined in the client assessment completed by the client with the assistance, if necessary, of a member of our Support Services staff.

The befriender will help:

• Develop positive and valued relationships

• Reduce isolation

• Develop confidence in attending social or community based activities

• Develop a range of activities for future involvement

• Support the service user to become a member of their community if appropriate 
• Adherence to all Age UK Bedfordshire guidelines and policies

•
The client to trust our service by calling the client at the agreed time and day             whenever possible
• Support the achievement of the agreed befriending outcomes

• Work in partnership with Age UK Bedfordshire to ensure that the best possible befriending service is delivered to the client

• Empower and encourage the service user to attend community activities where appropriate
• Identify a range of community activities that would be of interest to the service user

• Encourage clients to become a member of a TTFN hub (as described above) when one becomes available
The personal skills required to become a volunteer befriender are: 

• A friendly countenance  

• Honesty 

• Caring attitude
• Trustworthiness 

• Empathetic 

• Respectful 

• Good listening skills 

• Confident with travel 

• Awareness and empathy towards isolation 
This service operates Monday to Friday,  10.00 am to 1.00 pm. And 1.00pm – 4.00 pm. We look for volunteers who could cover one or more of these patterns.

Volunteer Receptionist – Role Description
Based in our Bromham Road, Bedford office volunteers are needed to help cover our reception desk. 
What a Volunteer Receptionist Does:

· Answering the telephone, referring to the appropriate person or taking a message.

· Giving reassurance to older people who may be anxious or nervous.

· Work with fellow volunteers, paid staff and students with managing enquiries by phone, fax and direct contact. 

· Welcoming visitors, ensuring they sign in and, where appropriate, to offer refreshments. This would include customers to our Insurance Service and all other visitors.
· Carry out basic admin duties, including stamping leaflets etc.

· Making appointments for visitors and telephone enquiries using electronic diary. For example people needing benefits advice or insurance related appointment.

· Undergo role specific training.
· Take and record on our electronic CCF customer enquiries who are seeking information and advice.

· Comply with the volunteer policies and procedures of the Age UK Bedfordshire.

Personal Qualities most suited to this role are:
Good oral communication skills in English.

Understands the need for confidentiality.

Non judgemental.

Patient, sensitive and reliable.

Can respond appropriately to different and sometime difficult situation.

Computer literate.

Organised.

Our reception desk is open Monday to Friday, 10.00 am to 1.00 pm. and 

1.00 pm – 4.00 pm. We look for volunteers who could cover one or more of these patterns.

Office Based Information and Advice Advisors (I and A Advisors) – Role Description
This role is again based in our main public office on Bromham Road, Bedford. Our 

I and A advisors provide invaluable help to thousands of older people throughout the year. This advice is given over the telephone or face to face in the various interview rooms within our ground floor offices.

What a Volunteer I and A Advisor Does: 

· Interview clients in person or over the telephone.
· Explore the nature of the problem and, where appropriate, their wider circumstances.

· Identify and research information relevant to the situation.
· Present and discuss information with the client to enable them to identify a suitable solution.

· Use the Age UK online Benefits Calculator.

· Follow up on their own and other advisors client outcomes.

· Act on behalf of a client when asked, representing their interest with third parties.

· Help with letter writing and completion of forms.

· Maintain statistical and case records using manual and electronic systems.

· Keep up to date with relevant laws, policies and procedures – locally and nationally.

· Undergo ongoing role specific training.
· Comply with the volunteer policies and procedures of the Age UK Bedfordshire.

Personal Qualities most suited to this role are:
· Understand information by listening and reading.

· Write legibly and intelligibly notes and records, write letters and fill in forms, and carry out basic calculations.

· Be non judgemental and avoid stereotyping.

· Be able to listen and also explain in clear English without being patronising and without the use of jargon.

· Identify problems and solutions to meet the needs of our client base.

· Work as part of the volunteer, staff and student team.  

This service operates Monday to Friday,  10.00 am to 1.00 pm. And 1.00pm – 4.00 pm. We look for volunteers who could cover one or more of these patterns.

I and A Home Visit Volunteer Advisor – Role Description
Many people experience difficulty successfully completing forms or gaining access to information or advice. We therefore provide a service to people who cannot attend our offices, where we will visit an older person in their own home. Some visits to customers are made alone and on other occasions a member of staff or a fellow volunteer will accompany you. The decision to make a solo or joint visit depends entirely on each individual set of circumstances.

What a Volunteer I and A Home Visit Advisor Does:

· Interview clients in person.

· Explore the nature of the problem and, where appropriate, their wider circumstances.

· Identify and research information relevant to the situation.

· Present and discuss information with the client to enable them to identify a suitable solution.

· Act on behalf of a client when asked, representing their interest with third parties.

· Help with letter writing and completion of forms.

· Maintain statistical and case records using manual and electronic systems.

· Keep up to date with relevant laws, policies and procedures – locally and nationally.

· Undergo ongoing role specific training.

· Comply with the volunteer policies and procedures of Age UK Bedfordshire.

· Use their own transport or public transport. Out of pocket expenses are reimbursed.

Personal Qualities most suited to this role are:
· Understand information by listening and reading.

· Write legibly and intelligibly notes and records, write letters and fill in forms; carry out basic calculations.

· Be non judgemental and avoid stereotyping.

· Be able to listen and also explain in clear English without being patronising and without the use of jargon.

· Identify problems and solutions to meet the needs of our client base.

· Work as part of the volunteer, staff and student team.  

· Be punctual and respectful of your surroundings. 

· Be computer/IT literate. 

This service operates Monday to Friday,  10.00 am to 1.00 pm. And 1.00pm – 4.00 pm. We look for volunteers who could cover one or more of these patterns.

General Administration Volunteer – Role Description 
There is always filing to be done or letters to be typed or simply address labels to be placed on leaflets and brochures, not only within the Information and Advice department, but throughout the organisation. 

What a General Admin Volunteer Does:

· Answer telephone enquiries.

· Book appointments.

· Prepare and assist in meetings, including greeting visitors and serving refreshments.

· Assist colleagues with administration.

· Word processing.
· Preparing outgoing post for mailing.

· Photocopying and collating.

· Labelling and folding leaflets.

· Record keeping and filing.

· Basic admin assistance within Finance.

· Undergo role specific training.

Personal Qualities most suited to this role:

· Comply with the volunteer policies and procedures of Age UK Bedfordshire.

· Methodical and orderly.
· Working knowledge of Microsoft Word.
· Patient and understanding.

· Good communicator.

· Ability to use own initiative with a common sense approach.

· Understand the need for confidentiality.

· Be non judgemental.

· Be reliable.

This service operates Monday to Friday,  10.00 am to 1.00 pm. And 1.00pm – 4.00 pm. We look for volunteers who could cover one or more of these patterns.

Welfare Services Administration Volunteer
We have specific administration roles available in our Welfare Service department preparing information for our clients and workers. 

What a Welfare Services Admin Volunteer Does:

· Prepare and maintain a stock of Home Help and Gardening packs assessment packs.

· Prepare and maintain weekly Home Help, Gardening and Handy Person envelopes.

· Input client information onto in-house database.
· Prepare and ensure adequate supplies of worker address labels.

· Preparing outgoing post for mailing.
· Assist in call backs to enquirers for service.
· Assist team to contact clients to inform them of change to service.

· Other tasks as required.
Personal Qualities most suited to this role:
· Methodical and orderly.

· Patient and understanding.

· Good communicator.

· Ability to use own initiative with a common sense approach.

· IT Skills and Word processing.
· Understand the need for data protection confidentiality.

· Be non judgemental.

· Be reliable.

· Comply with the volunteer policies and procedures of Age UK Bedfordshire.
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