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ROLE DESCRIPTION 

	Job Title
	Friendship Manager 
 

	Division
	Charity Services


	Department
	Telephony Services


	Location
	Edinburgh office, with flexible hybrid options



	Geographical focus 
	Scotland-wide


	Contractual Status
	Permanent 


	Hours
	Full time 35 hours per week



	Manager
	Head of Telephony Services 


	Direct reports: 
	Community connecting and friendship volunteers (corporate and individual)
Friendship Coordinator
Friendship Facilitator


	Salary
	£27,300 - £28,875 pa depending on experience

	Job Purpose
	Sadly, thousands of older people in Scotland feel lonely and isolated and we want you to help change that!
With responsibility for the design and day-to-day management of our telephone-based friendship services, you will help create a culture that promotes inclusion and diversity, flexibility, productivity, creativity, innovation and growth. 

People-centred, you will develop and implement a friendship strategy to attract and retain talent and create an environment where staff and volunteers feel valued and supported to do their very best.

Living our values, you will approach the role with integrity, while involving, inspiring and empowering our teams, so together we can create better outcomes for older people in Scotland.


	Main Responsibilities


	Work with the Head of Telephony Services and Telephony Assistant Manager to lead, develop, co-ordinate, supervise and support the delivery of Age Scotland’s community connecting and friendship telephone service.
Leadership and line management 

· Line management of the friendship services team.
· Provide effective leadership, development and coaching for your team. Manage, lead and motivate the team, conducting regular meetings and training.
· Performance and absence management.
· Keep up to date on all relevant legislation and legislative changes and share updates with the team.
· Prepare agendas and minutes as required.
· Maintain and monitor effective and efficient administrative systems.
· Collate team performance indicators. 

· Assist the Head of Telephony Services in recruitment and training of new team members. 
· Provide cover for peers and the Head of Telephony Services in their absence which includes liaising with senior management and external organisations. 
Volunteer Management:
· Recruit, train, support and supervise performance of telephone-based volunteers to provide calls, administration, facilitation, quality assurance and research to meet service demand and ensure the sustainability of volunteer led services. 
· Provide regular call quality feedback by listening to calls and identifying trends for volunteer coaching and service or knowledge gaps. 
· Create national volunteer outreach opportunity with our new telephony platform.
· Ensure retention of volunteers with effective support and supervision meetings, motivational events and excellent communication.
· Provide cover due to any disruption to service. 

· Match volunteers to clients where appropriate. 

Service Development:
· Shape, grow and develop our friendship offering, to include community connecting, inbound and outbound friendship calls, friendship circles and any other opportunities.
· Line manage and supervise the friendship support staff as the service develops, including friendship circle facilitator and coordinator. 
· Ensure the service is delivered with empathy and respect, focusing on our callers’ needs and desired outcomes.
· Research and identify ongoing opportunities. 

· Assess clients ongoing suitability for the service and that we are tailoring to individual needs or engaging alternative support if required. 
· Promote the service, including meeting referral partners and corporate volunteering partners, delivering presentations, press and media as required as well as attending events either virtually or face to face.
· Ensure the service is delivered in accordance with Age Scotland’s policies and procedures, including confidentiality and safeguarding. 

· Carry out a minimum of six telephone practitioner hours weekly. 

· Explore donation opportunities as appropriate. 

· Follow up with any clients that have missed their calls. 

Administration and Reporting:
· Ensure that service delivery guides are regularly updated.
· Ensure the service is quality assured and meets audit GDPR requirements.
· Ensure that our database is maintained and updated in accordance with data protection requirements.
· Ensure that our Google maps service is updated. 
· Provide regular reports. 
· Actively contribute to the work of other Age Scotland teams including providing social policy evidence. 
· Contribute to engaging communications promoting our services and generating volunteer recruitment.  
· Answer and make telephony service calls when required by the charity.
· Actively contribute to the development of systems and technology required to support our service.
· Participate in evaluation of services, contribute to funding applications, and service reviews by way of creating case studies, effectively telling our story and demonstrating the impact of scale stats, client insights and quality assurance call feedback. 

· Ensure clients are matched with volunteers where possible and that the calls are allocated effectively.


	PERSON SPECIFICATION


	Experience
	· Experience of line management 

· Experience of supporting the delivery of telephone services 

· Experience of developing services

· Experience of developing and delivering training 

· Experience of recruiting, supporting and training volunteers 
· Experience of working with vulnerable people
· Experience of working with databases and digital platforms 


	Knowledge
	· A knowledge of issues affecting older people in Scotland and how these link to loneliness and isolation.

· An understanding of, and commitment to, equal opportunities 

· Knowledge of issues relating to safeguarding of vulnerable people

· A knowledge of evaluating outcomes 

· Performance and people management 



	Skills
	· Ability to check service quality and give constructive feedback and coaching 
· Ability to communicate effectively in writing and in person.

· Ability to work under pressure and prioritise work in a busy environment
· Familiarity with call recording systems and call handling coaching 
· Ability to use electronic case recording systems 
· Ability to work autonomously as well as flexibly and to respond positively to service developments

· Ability to work independently and as part of a team
· Confident dealing with people at all levels 

· Ability to build and maintain effective relationships with the team,volunteers, clients and stakeholders 
· Excellent telephone manner coupled with excellent customer service skills 



	Additional Requirements
	· Flexibility, integrity and an understanding of confidentiality
· Adaptable with the ability to react to urgent matters as they arise
· Commitment to the aims and vision of Age Scotland and an ability to demonstrate our values (Empowering, Inspiring, Inclusive and Integrity) in your work 
· Commitment to providing older people with high quality services 

· Commitment to tackling the stigma of isolation and loneliness
· Commitment to working alongside volunteers and supporting their development 
· Willingness to work from the Edinburgh office when required (NB, travel costs from home to the office will not be reimbursed by Age Scotland)
· Employees are expected to have a suitable home work space with a good broadband connection for occasional home working
· Employees enrolled in Multi-Factor Authentication (MFA or 2FA) will be expected to install and maintain an app on either their personal or work mobile device
· Employees are expected to undertake any and all other reasonable and related tasks allocated by their line manager

· The role may require occasional travel in Scotland involving possible overnight stays.
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