
                                       Volunteer Role: Helpline Volunteer 
 

Support Staff  Stephen McCabe, Stephen@lgbthealth.org.uk, 0131 652 3287 

Role Purpose  To answer telephone calls on the national helpline, LGBT Helpline 
Scotland. Alongside staff, you will be providing emotional support, 
information and signposting services to lesbian, gay, bisexual and 
transgender callers (and their family/friends) on a range of issues 
including sexual orientation and gender identity.  

Specific Tasks  Support callers on a wide range of issues and topics including sexual 

health, relationships, coming out, sexual orientation, gender identity, 

LGBT rights and community safety. 

 To support the development of the service by using any “quiet time” to 

research appropriate services for signposting across Scotland. 

 The role includes offering some online support via email and apps. 

Skills and Qualities 
Needed 

We are committed to providing full training and support to all volunteers. Any areas 

you are not currently confident with will be supported with training. We are however 

looking for some of the following skills/attributes in volunteers: 

 Excellent telephone communication skills. 

 A compassionate, understanding and non-judgemental approach. 

 Good knowledge or experience of LGBT communities, including people 

who may be particularly marginalised and vulnerable. 

 The ability to deal with difficult topics confidently, for example sexual 

issues, gender reassignment, hate crime, emotional distress. 

 To understand the importance of confidentiality and when it is 

appropriate to share confidential information. 

 Computer literacy and the ability to use the internet quickly and 

efficiently. 

Commitment  A minimum of one 3 hour shift per fortnight. Shifts are on Tuesdays and 

Wednesdays from 12-3pm or 6-9pm.  

Support and 
Training 

 Volunteers must attend the full training programme which consists of 6 

training sessions, which last between 3-4 hours each. 

 Volunteers must attend a specialist LGBT Domestic Abuse training, 

which will be facilitated by a partner organisation at a date TBC. 

 Group support/supervision sessions will be held every three months. 

Volunteers must attend a minimum of 50% of these sessions each year. 

 Reimbursement of public transport costs to and from each shift is 

offered. 

 Individual one-to-one supervision meetings will be offered every 6 

months, as well as the opportunity for ongoing support during and after 

shifts as required.  

Expectations of 
Volunteers  

 Willingness to abide by the LGBT Centre for Health and Wellbeing’s 

Policies. 

 Punctuality and reliability. 

Location   LGBT Health and Wellbeing, 9 Howe Street, Edinburgh, EH3 6TE 
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