
JOB  DESCRIPTION

Information and Support Services Worker  
Full  Time

(35hrs between Mon-Fri within office hours)

West Lothian Women’s Aid provides a confidential information and support
service to women who are experiencing domestic abuse. This includes a

telephone and email support service and face to face support
appointments. The service works from a non-directive; person centred

perspective, underpinned by a feminist understanding of the dynamics of
domestic abuse. 

To provide high-quality trauma informed
confidential information and support services to
individuals and referring agencies who contact
West Lothian Women’s Aid. 

CORE PURPOSE OF
ROLE

TERMS & CONDITIONS
This role attracts the rate of £29,502 per year
(£16.21 hourly rate) and a 4% contributory
pension. 

Additional employee benefits include access to
an employee assistance programme and
healthcare scheme. 

This role also involves participation in an out of
hours on-call rota once every 6-8 weeks which
attracts additional payment. 

The working hours for this role are 9-4.30pm
although flexibility is required depending on the
needs of the service. 
 
The post is currently based in Dedridge, West
Lothian  

ORGANISATIONAL
POSITION
This post is part of the provision of information
and support services offered by West Lothian
Women’s Aid. You will be line managed by the
Team Leader and trained Independent Domestic
Abuse Advocacy Worker. 

MAIN TASKS & RESPONSIBILITIES 

Provide support and information to callers by phone, email, social media, text and in
person. 
Assess the needs and risks to people with experience of domestic abuse and support
them to develop plans to manage their risk of harm. 
Identify appropriate signposting and referral pathways to support callers to access
other relevant services. 



Review, maintain and update databases and other information systems, including web-
based resources  
Participate in promotional activities for the information support services as required,
including dissemination of publications and promotional material  
To participate in the organisation’s out of hours on call support service on a 6-8 weekly
basis – this may include attending in person out with office hours 
To perform all administrative tasks associated with the information and support
services 

PERSON SPECIFICATION 

These will be assessed via the application form, the interview process and through
various additional activities as part of the recruitment and selection process.

experience Essential Desirable

Experience in a call centre for vulnerable groups, support, or advocacy role Y

Experience managing difficult, emotional, or sensitive interactions with empathy and
professionalism.  Y

Experience handling high-pressure situations effectively, with a demonstrated ability to multi-
task  Y

Experience in risk assessment for safeguarding and safety planning   Y

Experience assessing the needs of individuals, offering support, information, and making
appropriate signposts or referrals Y

knowledge / understanding Essential Desirable

Basic knowledge of domestic abuse, with a feminist understanding about how gender affects
these issues Y  

Understanding of the principles of confidentiality and data protection Y  

Personal or professional experiences that provide insight into the challenges faced by
survivors of domestic abuse  Y

Knowledge of rights and options for people experiencing domestic abuse, including services
who can help Y

Understanding of safeguarding policy and practice, including child and adult protection  Y

applicants must be prepared to undertake an svq social services & healthcare level 3
qualification (if not already held) Y

skills Essential Desirable

Able to show empathy, using active listening skills, and an appropriate tone.  Y

Able to work independently, assessing and responding to a wide range of situations  Y

Excellent organisational skills and attention to detail, ensuring accurate record-keeping. Y



Excellent computer skills including Microsoft Office, databases, web resources, and email,
and able to look up information and resources efficiently Y

values Essential Desirable

Passionate about supporting people experiencing domestic abuse Y

Enthusiastic about ongoing learning and development, reflection, and professional growth  Y  

Commitment to follow organisational polices and procedures and quality assurance Y  

Work within the core values of WLWA Y  

West Lothian Women's Aid is a Scottish Charitable Incorporated Organisation. 

Registration Number: SC046887

OTHER ESSENTIAL REQUIREMENTS: 

PERFORM ANY OTHER REASONABLE DUTIES ASSIGNED BY YOUR
SUPERVISOR OR MANAGER. THIS MAY INCLUDE SUPPORTING TO PREPARE
VACANT PROPERTIES FOR CLIENTS, ATTENDING PROPERTY MAINTENANCE

APPOINTMENTS OR SIMILAR DUTIES AS PART OF THE TEAM. 

http://www.oscr.org.uk/charities/becoming-a-charity/scio

