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Crisis Line Counsellor 

Job Description

Job Title

Crisis Line Counsellor 

Location

Lanyon Building, Belfast or Waterville House, Derry

Salary
£24,472 - £27,123
Reports to
Shift Supervisor 
Annual Leave
28 days per annum plus statutory days (pro rata)
Job Purpose

To handle incoming and outgoing calls on the Lifeline service, carrying out appropriate assessment of risk and resource, to record and refer on as appropriate. 
The Person 
You will be optimistic, realistic with a professional demeanour, underpinned by entrepreneurial, upbeat, can-do attitude, at all times courteous and respectful to colleagues and service users and their representatives.
MAIN DUTIES

1. Have a working knowledge of CIMS, ensuring data accuracy when recording on all systems.
2. Maintain a working knowledge of Contact Staff Handbook, pro formas, policy and procedures and continually refresh knowledge when required. 

3. Familiarise agencies with Contact referral protocols.

4. Work within the telephone counselling team to ensure that all calls are answered promptly and work cooperatively to ensure that the optimum numbers of lines are available at any given time.     

5. Carry out comprehensive clinical telephone assessments with all new referrals and continuously assess, monitor and review risk behaviour and provide appropriate intervention.

6. Carry out assigned tasks as allocated by Shift Supervisor in a timely and appropriate manner.  Any uncompleted tasks must be communicated to the Shift Supervisor in a timely manner and recorded for the next appropriate shift.   

7. Effectively access support and consultation structures for clinical issues relating to child protection and areas of risk behaviour or concerns including decision making outside of Contact policies and procedures.  Utilise line management and peer support systems for effective information sharing, mutual accountability and quality assurance.    

8. Ensure prompt and efficient recording of referral, assessment and ongoing client information on appropriate databases.   

9. Ensure all calls are appropriately and accurately recorded on the completion of every call on Lifeline Database.  
10. Where a call is not followed though to a satisfactory completion, any additional follow-up - required - must be recorded appropriately, handed over effectively and the Shift Supervisor made aware of actions required. 

11. To collate, analyse and present client information with recommendations for complex case review when requested to do so as well as any actions resulting from case review. 

12. Any caller who presents as dissatisfied with any of Contact Counselling services must be taken seriously and referred to the Shift Supervisor for action.  If the Shift Supervisor is unavailable full contact details of the caller must be recorded and forwarded immediately to the Shift Supervisor for further action. 

13. Prepare for and take an active role in participating fully in monthly line management, clinical supervision, team meetings, clinical away days and staff training days, including an occasional residential, (rota permitting).    

14. Ensure prompt and efficient recording and timely returns of travel, time sheets, statistical data and line management activity reports, project monitoring and evaluation including written reports as requested.    

15. Engage in therapeutic group work training and be prepared to avail of mandatory bespoke in-house training e.g. conflict management training, advanced group work facilitation skills and systemic therapeutic training.

16. Develop working relationships within statutory, community and voluntary sectors e.g. schools, Training Agencies, Youth Groups, Youth Justice, PSNI, A & E, NIAS, GP’s, Social Services, Mental Health Services, CAIT Team.

17. Support community counsellors with promotion of Lifeline service.   
18. Identify and build on local community/statutory resources and external referral pathways on an ongoing basis for effective internal and external information sharing.    
19. New information which supports either the crisis line or community services needs to be collated, stored and made accessible to the relevant persons.

20. To carry out duties as may be required from time to time in negotiation with Line Manager, Strategic Team and Board of Directors, and respond positively to role review and changes upon evaluation of ongoing developments within Contact 

Due to the continually evolving needs of Contact, this job description will be subject to ongoing review.  It may be amended following consultation to reflect any changes that may occur over time to meet the needs of Contact and its service users.

Contact is an Equal Opportunities Employer and all staff are required to   

adhere to Contact’s Equal Opportunities Policy throughout the course of their employment.

All duties must be carried out in compliance with Contact’s Health & Safety Policy and Statutory Regulations.  Staff are expected to demonstrate their commitment to Contact through their regular attendance and the efficient completion of all tasks allocated to them.
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CRISIS LINE COUNSELLOR

PERSONNEL SPECIFICATION

ESSENTIAL

1. A minimum of a Level 5 Diploma in Counselling from a recognised awarding body (300 hr theory and clinically supervised practice).

2. At least 200 hours post-qualifying, clinically supervised counselling practice in a formal setting. 

3. Ability to work flexible hours as required to meet the needs of a 24/7 service.

4. Excellent oral and written communication skills and IT skills including Microsoft Office.

5. A valid BACP membership which includes commitment to working towards counsellor accreditation.

DESIRABLE
1. Experience of working in a similar service providing contracted telephone counselling and telephone counselling assessments.
2. Experience/knowledge of supporting people experiencing distress and despair across the lifespan.

3. Experience of liaising with statutory, voluntary and community organisations.

4. Experience of working with a diverse range of presenting therapeutic issues.

5. Awareness of Child Protection and related issues. 











