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Role Profile

ROLE TITLE: Remote Support Worker


	REPORTS TO: Service Manager
	ROLE BAND: 

	DIRECTORATE: J&H
	NO OF DIRECT REPORTS: N/A

	DBS REQUIRED: Yes 
	LEVEL OF DBS: Enhanced

	QUALIFICATIONS REQUIRED: 


	PRIMARY PURPOSE OF THE ROLE:

	To   provide comprehensive assessment followed by consistent telephone support and local service information to offenders and ex-offenders in the community, including those recently released from custody. 
The primary aim of this role is to complete telephone support sessions, review progress made against actions, identify any further support requirements and address any barriers to their resettlement, particularly those relating to their personal wellbeing.  


	KEY RESPONSIBILITES:

	· Establish and maintain relationships with service users via telephone contact following move on from delivery interventions.

· To carry out a comprehensive assessment on progress made against agreed actions and take feedback on the service delivery.

· To provide information, advice and guidance on addressing barriers and challenges and routes for further onward support.
· Identify where individuals need to re-engage with the service for additional support. 
· Support service users to make progress against their objectives by providing tailored pathway interventions and making supported referrals into other agencies. 
· Engagement within the local community to build relationships with support agencies within the region maintaining directory of services.
· Record, monitor and review progress against individual and service objectives in order to demonstrate impact and tangible outcomes.
· Empower and motivate service users to identify and achieve desired outcomes. Actively engage with service users in decisions that affect them ensuring they have input in shaping the nature of services delivered to them through involvement activities. 
· Understand professional boundaries and ensure that your role and remit is made clear to all service users with whom you engage.
· Gather feedback from Service Users and stakeholders to help shape and develop the service.
· Risk assess and take necessary actions in respect of any activities / engagement with service users including personal safety and safeguarding.

· Use resources efficiently and effectively, working within set budget and financial limits.

· Meet individual performance targets and contribute towards meeting team performance targets in respect of the service.   
· Resolve enquiries on our national helpline, efficiently and effectively, by telephone, email and letter to ensure resettlement advice, guidance and support is provided to those accessing the service.
· Accurately record all enquiries on to our monitoring database system (CRM) to evidence interventions, impact and outcomes.
· Support people with criminal records to draft disclosure statements, providing advice and feedback about how to present this information to employers and education providers.
· To manage own correspondence and deal with own administration, as well as supporting other administrative tasks to ensure the smooth and effective delivery of the service.

· To be involved in the implementation and ongoing development of the service and its growth. 


	PROFESSIONAL & TECHNICAL EXPERTISE

	· An understanding of the support needs of people under supervision of the Probation Service and experience of providing information, advice and guidance to this client group. 

· Ability to listen and communicate effectively and respond appropriately to challenging behaviour

· Effective written, active listening and verbal communication skills
· Research and analysis skills to identify appropriate organisations that may be of benefit to service users
· Ability to coach and engage with and motivate challenging service users from a diverse range of backgrounds, often with multiple and complex needs.
· Work collaboratively in a multi-agency setting as required. This includes maintaining professional relationships and appropriate confidentiality of information.
· To understand and apply the principles of the Rehabilitation of Offenders Act and related legislation

· Keep up to date with general developments within the disclosure and resettlement field, to ensure enquiries are answered as fully as possible and that referrals are appropriate.


	ORGANISATIONAL PERFORMANCE AND COMPLIANCE 

	· Actively contribute towards meeting team performance targets in respect of the service.

· Maintain up to date records via relevant and appropriate systems within specified timeframes and produce reports as required.

· Positively promote and represent Nacro at all times, building strong relationships with colleagues to work as part of an integrated team focused on meeting the needs of services users/learners.
· Adhere to Nacro’s safeguarding and data policies and procedures at all times and comply with legislation and statutory duties and data controls protocols.

· Act in line with, promote and carry out all responsibilities with full regard to Nacro’s Equality and Diversity Policy.


In addition to the above, undertake other activities commensurate with the nature of the post including taking on a concurrent responsibility that supports delivery across one or more teams.
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