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ROLE DESCRIPTION
___________________________________________________________________

TITLE:
PEER SUPPORT WORKER VOLUNTEER
DIVISION:
COMMUNITY SERVICES
APPROVED BY:

EXECUTIVE MANAGER, CLIENT SERVICES – October 2024
MAIN PURPOSE

Responsible to the Peer Support Program Lead, Peer Support Worker volunteers provide peer support services to the See Differently Beyond Blindness rapid response Peer Support Program participants. The program is grant funded by the Australian Department of Social Services (DSS) until 30 June 2027 and overseen by a Project Committee until November 2027.
Under the supervision of the Peer Support Program Lead, Peer Support Worker Volunteers deliver peer support to a matched participant, via an out-bound telephone service from a private and suitable location that is not a See Differently office.                                          
Principal Accountabilities                                        
· Ensure the Peer Support Program Lead is aware in advance of the Peer Support Worker Volunteer availability to enable accurate and efficient scheduling of participant appointments.
· Initiate scheduled participant appointments for outbound telephone-based peer support on time and according to the requirements outlined in procedures and training received.
· Provide a case note record of participant appointments/contact, in the agreed format, to the Peer Support Program Lead or delegate, within the required timeframe documented in procedures.
Duties
As a volunteer we would be pleased if you provide assistance to:

· Maintain regular contact with the Peer Support Program Lead, including updates on availability for participant appointments and the timely delivery of participant case notes after appointments.
· Maintain awareness of the training information, guiding procedures, resources and templates provided for the role.

· Access and read information received about participants and summary of the participant intake discussion, in preparation for contacting allocated participants at the scheduled time.
· Contact participants at the scheduled time and if there is no response, follow the procedures for non-response. When calls are answered, follow the guidance for the structured conversation, taking a flexible approach depending on responses from participants and what they want to discuss during the call.

· Utilise active listening, emotional intelligence and communication skills to build rapport and connection with participants, respect how participants are feeling in the moment and ask open questions, 
· In the event participants express strong emotions or feelings, or comment about no longer living, follow the mental health first aid steps to clarify suicide ideation, and take relevant action to support participants and their safety, document in participant case notes and follow procedures to initiate a participant incident report. 
· Upon request of participants, refer requests to support participants while they are seeking access to support services such as Centrelink, NDIS and My Aged Care to the Peer Support Program Lead. For example, during an assessment appointment with a My Aged Care Assessor or during a NDIS Plan meeting.
· After participant calls are finished, create participant case notes using the provided template, noting information or other support requests, participant call duration and time taken to create the participant case note, and forward to the Peer Support Program Lead within the timeframe recorded in procedures.
· Peer Support Worker Volunteers will focus on general peer support as a person with lived experience and upon request, will provide verbal information they are aware of, and baseline information provided through the program. Information requests will be documented in notes from the call for action by the Program Lead or other supports.

· Monitor their own wellbeing and approach the Peer Support Program Lead to access counselling or other supports including training.

· Provide feedback to the Peer Support Program Lead to support program development.

Clinical Governance

The workforce comprises all personnel who are employed or contracted, including health practitioners, staff who provide clinical support and staff who have an indirect role in providing support to participants. This includes responsibilities to:

· Prioritise the provision of safe, quality support and services to participants every time.

· Provide support and services in accordance with evidence-based policies, procedures, protocols and standards.

· Engage in ongoing learning, development and quarterly goal setting to develop and maintain skills and competence to be able to perform roles and responsibilities for clinical quality and safety.

· Speak up and raise concerns, including reporting incidents and risks relating to clinical quality and safety.

· Work to improve the quality and safety of clinical support, participate in improvement activities and contribute to a culture of respect, safety, transparency, accountability, teamwork and collaboration.

Organisational Compliance 

· Ensure sound operational knowledge of legislative, regulatory and Code of Conduct requirements including Complaint Handling and Dispute Resolution.

· Ensure that you are aware of, understand and operate in accordance with See Differently’s Human Resource (HR) policies and procedures, including (but not limited to), See Differently Code of Conduct and Resolution of Grievances.

· Ensure a sound knowledge of See Differently quality assurance policies, procedures, products, services, and systems to comply within the authorities and restrictions in relation to the duties of this role. 

· At all times, ensure consumer rights are adhered to in accordance with the National Disability Insurance Scheme Quality and Safeguards and Aged Care Quality Standards and any other relevant service standards and legislation as appropriate.

· Ensure adherence to privacy and confidentiality of information that conform to the requirements of See Differently and the Privacy Act when accessing participant details. 

· Undertake other duties as required by your Executive Manager.
Work Health and Safety
· Ensure you are aware of and comply with all work, health and safety policies of the organisation relevant to your role.
· Report hazards in the workplace to your manager / coordinator and to make recommendations to management on how to reduce the level of risk.
· Avoiding adversely affecting your own health, safety and welfare or the health, safety, and welfare of any other person through any act or omission at work, or by the consumption of alcohol or drugs.
· Making proper use of available safety procedures, safety devices and personal protective equipment.
· Obey any reasonable instruction from your manager / coordinator aimed at protecting your health and safety whilst at work and carry out your roles and responsibilities as detailed in the relevant health and safety policies and procedures.

· Report all incidents and near misses to your manager / coordinator as soon as possible after the event, either in person or by telephone before submitting an incident report.

SCREENING REQUIREMENTS
See Differently is very serious about its duty to provide clients with a professional service and to providing all people working at See Differently with a safe and healthy working environment.

 

We are a child safe organisation.

 

We are committed to recruiting dedicated, professional volunteers who have the skills and experience appropriate for this role.

 

For this reason, should you be interested in this role, we will need to collect the following information before you begin the role. If required, we will help to arrange for checks or help you apply for them.

 

 

· NDIS Worker Orientation Module Certificate.

· DHS Working with Children and Aged Care Sector Employment Screening
· NDIS Worker Screening clearance
Please note that we treat all information as sensitive and handle it in accordance with privacy laws.

ESSENTIAL CRITERIA

· Availability and willingness to undertake a detailed tailored training program upon commencement in the role and later refresher training opportunities. An initial mix of online and in-person training in Adelaide will be held during mid-November and early December 2024. A shorter refresher training program will be offered in January 2025. 
· Capacity to successfully undertake learning at face-to-face training sessions of a minimum half-day duration (with regular breaks) is required.
· Demonstrated ability to develop rapport, build connection and trust through being friendly, understanding, open-minded, respectful of all individuals and differing cultures, and being assertive, empathetic and reliable.
· Demonstrated calm and confident demeanour, including being able to think under pressure.
· Demonstrated competency to use a mobile phone or tablet device for sending and receiving text messages, accessing a specific website on the Internet and sending and receiving emails and checking and retrieving emails from the Junk or Spam folder.
· Demonstrated good verbal communication skills, including telephone etiquette, clarity and tone of voice, active listening including knowing when to speak, when to pause, listen and be comfortable with silence.
· Demonstrated ability to keeping confidences, exercise discretion and understanding of professional boundaries (friend versus professional relationship).
· Demonstrated emotional intelligence to understand when to change their approach to a conversation, to adapt to the other person’s emotions or state of mind.
· Demonstrated accurate memory recall of information previously provided.
Professional Development 

· Participate in the training programs offered by See Differently to support Peer Support Workers in their role.
Special Conditions
· This role is offered on a voluntary basis.

· Volunteers in the Peer Support Worker role will receive a monthly device allowance.

As the incumbent of this position, I confirm I have read this Position Description and understand its content and agree to work in accordance with the requirements of the position.

Employee Name: _______________________________

Employee Signature _____________________________ Date: _______________

Manager's Name: _______________________________

Manager's Signature____________________________ Date: ________________
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