Telephone Buddies

Role Description
The Pituitary Foundation operates a Telephone Buddies network with the aim to provide callers with a buddy who they can talk to on the phone and who will provide peer-to-peer support based on shared circumstances.

Description of overall role:

Taking calls from patients and/or carers, referred from the Patient & Information Support Helpline or National Support Office, other volunteers, who are seeking to speak to another patient or carer with similar experiences.

Tasks:
· Listen actively and effectively, without interruption of caller and with concentration to caller’s needs and concerns.

· Provide good signposting where needed, to staff member or other organisation; offer of further information such as, Foundation leaflets, endocrine nurse service, website, Local Support Groups.

· Provide staff with statistics of calls at intervals requested by the Patient Support Unit.

· All Telephone Buddies must be willing to apply for role and supply references which will be contacted by The Foundation.

· All Telephone Buddies must sign and abide by The Foundation’s Confidentiality Policy and Code of Conduct.

· All Telephone Buddies must read and understand The Telephone Buddies Handbook and have Telephone Buddies training (informal training over the phone).

· All Telephone Buddies will be invited to attend any further training that The Foundation may provide. (funding dependent) 

· Report any concerns about uncomfortable or inappropriate calls to The Foundation. Always contact us if you want to talk to someone after taking a call.
Specifications:

The volunteer should:

· Have effective listening skills
· Have empathy.
· Be able to keep all calls confidential according to the Confidentiality Policy of The Pituitary Foundation.

· Have a private space where they can take calls in a confidential manner.
· Understand boundaries of giving appropriate information and not offering advice.  
· Be able to use self-disclosure only where appropriate or requested (if comfortable doing so).

· Be able to remain neutral if the caller has a grievance against a clinician or hospital.

· Listen with non-judgement, even if a caller reports a personal circumstance that the buddy may find offensive

· Understand the mission, goals, history and services of The Pituitary Foundation.

What help will The Foundation provide?

· The provision of a Telephone Buddy Handbook which will contain a wealth of information. 

· Support from a designated member of staff.

· Contact with a member of staff in order to debrief after difficult calls. 

· Regular e-mail updates from National Support Office.

· Ongoing volunteer training - as funding allows. 

· Copies of The Foundation’s pituitary information leaflets and newsletters.
· Bi-monthly e-bulletins

· Free membership subscription to The Foundation throughout tenure as active volunteer.

Important Notes:

· The Telephone Buddies Network is not a medical advice line.  All Telephone Buddies should not give medical advice or diagnosis.

· Telephone Buddies should not keep any personal notes or records about callers.  However, if the Buddy thinks there may be a follow up call and the Buddy feels that notes may be useful, they should make the notes as anonymous as possible and keep them in a safe place (preferably locked) and destroy them at their soonest convenience. 
· All volunteers must remember that they are representing The Foundation in their dealings as a volunteer.  

