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Thankyou for volunteering to be a Remote Support Volunteer, for Hammersley 

Homes Remote Support Service. 

 

The Remote Support service was set up to support people with long term mental 

illness who may be suffering from the debilitating effects of chaotic lifestyles, 

loneliness and/or social isolation. The main aim of this service is to provide 

support to clients through a weekly telephone call, providing as much support 

possible from a distance- to help people to live their best life.  

 

ROLE DESCRIPTON  

 

We are looking for caring and empathetic volunteers to assist our clients with 

support remotely. As a Remote Support Volunteer, you will support clients to 

maintain independence and help relieve some of the loneliness and chaos that 

they so often live with. Volunteers can help clients to access services and 

support which they struggle to access by themselves- for example helping a 

client to ensuring they are receiving all the benefits they are entitled to. 

 

To ensure success as a Support Volunteer, you should have excellent 

interpersonal skills, a passion for helping others, and be able to empower 

individuals through emotional and physical support. 

 

MAIN DUTIES AND RESPONSIBILITIES  

Remote Support Volunteers have a friendly disposition and supports clients with 

company, tactful guidance, presenting options for the person to make informed 

choices and encourages:   

 Independence  

 Self-care  

 Happiness and contentment  

 Social contact and integration where possible  

 Guidance and referrals for other support when desired/required  

 

You will achieve this by:  

 Working from home, offering a support service to clients through the 

telephone 

 Maintaining a person-centred approach: Providing emotional support by 

talking to the clients about their needs and listening to their concerns 
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 Practical support: helping with a memory jog for medication, access to 

other services and information, reminders of appointments  

 Observing and monitoring, via a phone call, the clients wellbeing 

 Supporting client to achieve their ambitions as set out in their support 

plans 

 Encourage people to remain complaint with their medication and attend 

medical, legal or social appointments 

 Recording notes accurately on the App after each visit, and reporting 

any concerns, incident, or safeguarding issues to the Co-ordinator 

 

Usually, volunteers call the same client each week at the same time. 

Every session will look different. One week might involve a friendly chat whereas 

the next session may be 10 minutes of chatting followed by the volunteers 

finding out the correct information to support the volunteer. 

 

YOU WILL BE EXPECTED TO 

 Always treat all individuals with dignity and respect 

 be aware of, and follow the procedures for, reporting any safeguarding 

concerns or incidents 

 keep accurate records 

 attend training, team meetings and supervision 

 ensure the health, safety, and welfare of clients 

 support individuals on a one-to-one basis, with support from Hammersley 

Homes. 

 Perform all duties in accordance with the organisation’s policies and 

procedures  

 

KEY SKILLS AND REQUIRMENTS: 

 18+ years of age 

 Commitment to helping others 

 Excellent communication and interpersonal skills 

 Empathetic with good listening skills 

 Good problem solving and initiative abilities 

 Patient and emotionally resilient 

 Observation, monitoring and honesty 

 Minimum of 1 hour commitment per week or 2 hour per fortnight 
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TO ACHIEVE THIS ROLE YOU WILL BE SUPPORTED BY:  

 An induction training and manual 

 An accompanied first visit with a Co-ordinator 

 A debrief after your first visit 

 Monthly supervision sessions 

 Training in at least the following: Safeguarding Adults, Mental Health 

Awareness, Equality, Diversity and Human Rights 

 Ongoing support from the Volunteer Coordinator  

 A phone provided by Hammersley Homes for volunteering duties 
 

 

 

WHAT TO EXPECT FROM THE CLIENT:  

 With your coordinator you will agree the “Service Agreement” 

between you (the volunteer) and the client. This will mean agreeing 

what you will do and won’t do. Please do not go outside of the remit of 

this contract. It is there for your protection, to help the person work to 

agreed limits and protects Hammersley Homes from accusations of 

unfair or unbalanced offerings.    

 You must follow the Professional Boundaries policy and procedures. 

This means not communicating with the clients outside of agreed 

times.    

 To be a Community Visitor you must understand the boundaries of 

the role and your own limits.  

 

 

The nature of mental illness may mean that the person is not the same in mood 

or expression each time you call.  They may have difficulties with boundary 

issues and ask more of you than you want to or should give.  

It is therefore important that you remain consistent and calm, knowing that the 

following week things may have returned to what it was before or improved. If 

you see a serious deterioration, it is of course your role to report that to the 

Volunteer Coordinator.  

The person may seem to be personally attacking you or the service. Again, 

please note they may have been triggered by something which has nothing to 

do with you. Please if you are able, do not give up on the person! They will be 

working hard to form a trusting relationship and will inevitably slip up at times.  

  

It is not your role to provide the client with your personal telephone number or 

be approached by them out of your agreed times.   

  

Please note:  

If you feel uncomfortable, remove yourself from the situation and phone your 

Coordinator.  
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Mental illness is so difficult for society to understand and support. You are 

tackling one of the major challenges we face today in the NHS and social 

services. By volunteering, you may be helping the person avoid a mental health 

ward or homelessness. Its invaluable work and we hope you enjoy being part of 

the solution.  

  

 

 Responsible to: Volunteer Coordinator 

 


