
 
 

 
 

JOB DESCRIPTION 
 

Post:   Domestic Abuse Helpline Practitioner 
 
Hours of Work: 30 hours per week FTE Monday – Friday 11am – 5.30pm (some out of hours’ 

work may be required) 
 
Salary:   NJC point 23 £22,462 FTE 
 
Job Purpose: 
 

 To deliver high quality outreach and advocacy services for women and children affected by 
domestic violence and abuse 

 Helpline Practitioner is responsible for providing a high quality personal welfare service of 
telephone support, assistance and information to women, families, service users and 
professionals who access the Helpline 

 
Responsible to:  Service Manager 
 
Duties and Responsibilities 
 

 To have responsibility as lead responder on the Helpline 

 To support colleagues and volunteers on their Helpline shift cover 

 To promote the Helpline service in all audiences 

 To participate in answering helpline calls on a rota system, responding to women, families 
and professionals, by providing support and practical help 

 To listen and assess each call individually to ensure the assistance given to callers is 
appropriate and of the highest standard     

 To make referrals to other accommodation services/support services, when appropriate 

 To provide support and advice to professionals calling the line, and liaise with agencies on 
behalf of callers when necessary 

 To ensure Helpline Contact Sheets are completed accurately, and added to Oasis On Track 
system during each shift  

 To provide statistical analysis as required  

 To assist in the recruitment and selection of potential volunteers, as and when required by 
the line manager, ensuring the recruitment process is in line with Coventry Haven Women’s 
Aid Equality and Diversity Policy 

 To ensure a quality service is given to all regardless of class/culture/language/religion or 
sexual orientation 

 To monitor calls taken by volunteers on shift to ensure that the advice and assistance given 
to callers is appropriate and in line with Coventry Haven Women’s Aid values, philosophy 
and policies and procedures  

 To contribute to the ongoing evaluation of the Helpline Service 

 To aspire towards the development of a Helpline accreditation standard 

 To ensure systems of information and dissemination is of a high standard ensuring callers 
receive quality support and referral services 

 To ensure all monitoring reports include accurate statistical information for evaluation 
purposes, as required 
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 To gather and update contacts and other information required to enable staff and 
volunteers to provide the service  

 To ensure efficient handover and debriefing after each shift e.g. update on referrals,  
vacancies, and relevant information and issues are passed on  

 To ensure that confidentiality is maintained 

 To maintain professional boundaries with users of the service, staff and service users and 
volunteers.   

 To work in accordance with Coventry Haven Women’s Aid Code of Conduct 

 To report any problems/difficulties during shifts to the line manager, including any child or 
adult protection/safeguarding concerns  

 To maintain clear and adequate records of work done and in progress to ensure that they 
are accessible as appropriate 

 To carry out administrative tasks necessary to fill the role 

 To pass any complaints directly to the line manager and participate in any follow up 
investigation procedures as required 

 Attend team meetings and other meetings as required 

 To work in accordance with Coventry haven Women’s Aid policies, procedures and philosophical 
principles 

 To attend regular staff meetings, operational meetings or any other meetings, any training either  

 external or internal as requested by the SMT and to attend regular supervision sessions   

 To undertake other duties as directed by the SMT  
 

The above is provided for guidance and is not an exhaustive list of all accountabilities that the 
post holder may have over time. 
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Person Specification 
 

Criteria Essential Desirable 

Education/ 
Qualifications 

Good general level of education A recognised 
counselling 
qualification 
 
A professional helpline 
qualification e.g. NVQ 

 

Experience Proven professional helpline experience 
 
Experience of working within a line management 
structure 

 

 

Abilities/Skills/ 
Knowledge 

Good knowledge of domestic abuse issues, the 
needs of women experiencing domestic violence 
and abuse and of law relating to domestic abuse  
 
Good understanding of referrals processes, 
particularly to housing, benefits and legal as it 
relates to domestic abuse 
 
Excellent interpersonal skills with the ability to 
develop good relationships with colleagues, 
volunteers, outside agencies and users of the 
service and professionals   
 
Able to work effectively and flexibly within a team 
setting  
 
Good listening, support and advice skills 
demonstrating the ability to assess the needs of 
callers subjected to domestic abuse  
 
Able to demonstrate a non-judgmental attitude  
 
Good organisation, data inputting and 
administration skills.  Must be computer literate 
ideally with experience of using Microsoft Office    
 
A high level of professionalism and quality of 
service with the ability to maintain professional 
boundaries 
 
An ability to work within an often stressful 
environment and be able to work on own initiative 
with minimal supervision 
 
An ability to assist with training of new staff and 
volunteers by monitoring calls and assessing work 
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is in line with Coventry Haven Women’s Aid values 
and practices 
 
An understanding of the needs of minority women 
subjected to domestic abuse and how 
discrimination affects them 
 
An understanding of women’s issues and feminist 
principles, in particular around the issues of 
domestic violence and its implications for women 
and children 
 
A willingness to work flexibly to ensure the needs 
of the service are met 
 
Attendance at a minimum of 2 events per annum 
 

General It will be necessary for an enhanced Disclosure to 
be made to the Criminal Records Bureau for details 
of any previous criminal convictions. 
 
A commitment to follow the policies, procedures 
and philosophical principles of Coventry Haven 
Women’s Aid and be committed to the 
empowerment, support and equality which 
underpin all the work undertaken by Coventry 
Haven Women’s Aid 
 

The ability to speak an 
additional language 

 

Current driving licence 
and access to a car for 
work 

 
 


