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About us

We support the five
hospitals of Imperial
College Healthcare
NHS Trust: Charing
Cross, Hammersmith,
Queen Charlotte’s &
Chelsea, St Mary’s
and the Western Eye.

Imperial Health Charity helps our hospitals do more through
grants, arts, volunteering and fundraising.
We fund major redevelopments, research and medical equipment
at five London hospitals as well as helping patients and their
families at times of extreme financial difficulty.
Supporting the arts in healthcare, we manage an Arts Council
accredited hospital art collection and run an arts engagement
programme for patients and NHS staff.
We also manage volunteering across all five hospitals, adding
value to the work of staff and helping to improve the hospital
experience for patients.
Fundraising through major appeals and community events
enables us to continue our essential work.
How we work
The charity is governed by a Board of Trustees, chaired by David
Crundwell, and led by a Chief Executive, Ian Lush. Our central
offices are in Edgware Road, with satellite offices at the Trust’s
three main sites. We are managed through five departments:
grants, arts, volunteering, fundraising and communications, and
finance.
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Our hospitals

Supporting the Trust,
we help our
hospitals do more
through grants, arts,
volunteering and
fundraising.

Imperial College Healthcare NHS Trust provides acute and
specialist healthcare for around a million and a half people every
year. Formed in 2007, it is one of the largest NHS trusts in the
country, with over 11,500 staff.
Its five hospitals are:
•

Charing Cross

•

Hammersmith

•

Queen Charlotte’s & Chelsea

•

St Mary’s

•

Western Eye.

The volunteering team at Imperial Health Charity manages
volunteering across all five hospitals on behalf of the Trust. Our
Volunteering Managers and Volunteering Support Officers are
based at and responsible for running our volunteering
programme at:
•

Charing Cross Hospital

•

Hammersmith and Queen Charlotte’s & Chelsea hospitals

•

St Mary’s and the Western Eye hospitals (office located at
Charity HQ Office, 178-180 Edgware Road)
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Our vision

We have a bold and
ambitious strategy for
volunteering at the
Trust, 2017-2020.

Our vision is to build an instantly recognisable community of
volunteers who are visibly making a positive difference to the
experience of all our patients, visitors and staff. This includes:
•

Volunteers who feel valued and well supported as part of the
team to truly live our values in their roles

•

Staff who understand, work with and support volunteers to
help them make a difference for our patients

We currently manage around 500 active volunteers across our five
hospitals, more than double the previous number since
introducing our new strategy for developing our volunteering
programme to 2020.
We have three main objectives we are working towards, as well as
developing the right infrastructure to support these:
•

Create and develop volunteer roles to improve the patient
experience

•

Grow the number of volunteers

•

Improve the quality of experience for volunteers and staff

This is an exciting opportunity for a candidate with volunteer
management experience who has the ambition to help us create
a world-leading hospital-based volunteering programme.
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The role
We are recruiting
for two Volunteering
Support Officers to
join our team on
a full-time basis.

Contract:
Permanent
Hours:
35 hours per week, primarily Monday to Friday with flexibility to
work regular early mornings, evenings and weekends (approx. 12
weekends/part weekends per year) as the role requires, for which
time off in lieu will be given.
Reports to:
Volunteering Manager for either:
•
•

Hammersmith and Queen Charlotte’s & Chelsea hospitals
St Mary’s and the Western Eye hospitals

(with matrix management from the Youth Volunteering Manager
for appropriate tasks).
Salary:
£26,000 - £28,000
Location:
The role will be based at either:
•
•

Charity Office, Edgware Road (for St Mary’s and the Western
Eye hospitals)
Hammersmith Hospital (for Hammersmith and Queen
Charlotte’s & Chelsea hospitals)

Probation period:
Six months
Notice period:
Six weeks
Background to the role
The Volunteering Support Officer is a new role within our team,
replicated at our three main hospital volunteering hubs, which we
have established to respond to the way we have grown and
developed our volunteering programme over the last three years.
The Volunteering Support Officer will be responsible for providing
outstanding administrative and team support to enable the
delivery of our volunteering strategy at their hospital site. The
Volunteering Support Officer will work with our Volunteering
Managers to ensure that our volunteers feel empowered to
provide helpful and empathetic support for patients and staff.
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Together, the Volunteering Support Officer and Volunteering
Manager will be responsible for delivering an outstanding and
highly rewarding volunteering experience at their hospital site.
This role will be the first port of call for all enquiries relating to
volunteering with us and will play a lead part in the early stages of
the volunteer journey, ensuring that all enquiries and applicants
receive a friendly and prompt response. As well as new people
becoming volunteers, the Volunteering Support Officer will build
strong relationships with all our volunteers and the staff teams we
work with, helping ensure we have a visible and helpful presence
within the hospitals.
The Volunteering Support Officer will report to and work
closely with the Volunteering Manager to ensure that the
process for appointing new volunteers is efficient and complies
with our vetting standards. With matrix management from the
Youth Volunteering Manager, the post holder will support these
processes for our youth volunteering programme at their
hospital site. The post holder will work with the whole team to
deliver training sessions and other events for our volunteers at
various locations within west London.
This role will also support several key elements of our volunteering
strategy which cut across the whole team by collaborating within
the team, ensuring that we deliver a high-quality experience for
everyone who interacts with the volunteering programme in our
hospitals.
Safeguarding
At Imperial Health Charity we are committed to the safeguarding
and protection of children and adults at risk in our work. We will
do everything possible to ensure that only those who are suitable
to work with these vulnerable groups are recruited to work for us.
This post is subject to a range of vetting checks, including a
criminal records disclosure.
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Main duties and
responsibilities
The Volunteering
Support Officer will
help our volunteers
feel equipped to
succeed in their roles.

1. Help increase the number of volunteers who contribute during
the year
• Manage all enquiries and applications to volunteer for your
assigned hospital(s), liaising with the Volunteering Manager as
appropriate, and supporting the Youth Volunteering Manager
with relevant enquiries
• Manage the use of external online advertising platforms to
attract new volunteers
• Monitor the effectiveness of different advertising methods and
channels to inform future use
• Support the running of volunteer selection events, managing
logistics and administrative preparation as required
• Support the Volunteering Manager(s) to process DBS
applications for new applicants
• Manage the reference request element of our vetting process for
all new volunteers at your assigned hospital(s)
• On a rota with the other Volunteering Support Officers, carry out
daily vetting checks and system updates
• Manage the procurement and ordering process for volunteer
uniforms, lanyards and name badges ensuring their timely issue
to new volunteers
• Manage the authorisation and request process for hospital ID
passes for new volunteers, liaising with security to ensure
timely delivery and provide updates when volunteers change role
or leave.
2. Support the delivery of a high-quality volunteer journey so
that volunteers are equipped to succeed, make a positive
impact and feel valued for their contribution
• Provide event logistics and administrative support for regular
volunteer induction training and selection events
• Support the Volunteering Manager(s) to co-train on volunteer
induction training days

IMPERIAL HEALTH CHARITY - VOLUNTEERING SUPPORT OFFICER JOB PACK

• Work with the Volunteering Manager(s) to manage records for
mandatory ongoing training to ensure that volunteers receive
timely communications and reminders relating to their training
obligations and once completed are updated on the database

As one of three Volunteering Support Officers, you will take the
lead for delivering one or more of the following duties across the
whole team:
• Project manage the annual volunteering survey to gather
feedback from volunteers and staff to achieve at least a 40 per
cent response rate from volunteers
• Prepare volunteer length of service awards each month and liaise
with Volunteering Managers to arrange presentations, and
capture photographs and stories as appropriate for inclusion in
the volunteering newsletter and other publications.
3. Develop and manage excellent relationships with hospital
staff, volunteers and our local community
• Be a main point of contact for volunteers and staff at your
assigned hospital(s)
• Support the Volunteering Manager(s) to provide day-to-day
pastoral support for volunteers, including supporting on their first
volunteering shift, visiting them during their shifts (including at
evenings and weekends on occasion)
• Support the Volunteering Manager(s) to record and monitor
volunteer attendance on the volunteer database and follow-up
with any repeatedly absent volunteers as required
• Support the Volunteering Manager(s) to conduct ‘Working with
Volunteers’ briefings with teams who involve volunteers
• Build and manage relationships with educational institutes and
local community groups to promote volunteering opportunities
• Work with the Volunteering Manager(s) to ensure all volunteers
are offered a review meeting after their first three months and
each year
• Work with the Volunteering Managers to run training and
provide coaching to hospital staff to help them work positively
with volunteers
• Ensure all volunteers and staff working with them understand
and can articulate our code of behaviour and act as a role model,
ensuring that our safeguarding and other key policies and
procedures are adhered to at all times so as to protect the people
we work with and our reputation.
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As one of three Volunteering Support Officers, you may take the
lead for delivering the following duty across the whole team:
• Liaise with other departments to produce and send a
monthly ‘opportunities’ email to our Charity Champions,
encouraging sign-ups to help at upcoming events, awareness and
fundraising stands.
4. Supporting the wider work of the volunteering department

As part of the volunteering department, you will contribute to:
• Review, revise and create policy and process documents, as well
as resources to promote and manage volunteering
• Provide advice and support to hospital staff who are working
with, managing and/or supporting volunteers
• Continue to develop our initial induction training for new
volunteers to ensure they feel welcomed and better equipped to
be successful in their roles
• Develop new role-specific training content with corresponding
assessment criteria to equip volunteers to carry out new tasks and
responsibilities that add value for our patients
• Produce engaging content for volunteer emails and newsletters
within agreed timescales
• Plan twice annual thank you events for volunteers from all five
hospitals.

As one of three Volunteering Support Officers, you may take the
lead for delivering the following duty across the whole team:
• Co-ordinate monthly department meetings, including agenda,
papers, venue, catering and A/V requirements as well as minute
taking and maintenance of the action log.
5. General duties

• Maintain accurate records for volunteers, including
communication history, volunteer roles, hours and training using
the volunteer database, adhering to our data protection
obligations and records management principles
• Take an active part in departmental and whole charity team
meetings, contributing agenda items and undertaking assigned
actions as required
• Participate in regular supervision, objective setting/
monitoring and actively engaging in your own job-related
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development throughout the year
• Produce regular monitoring and tracking reports about the
volunteering programme for the Head of Volunteering and wider
team
• Maintain an up-to-date knowledge and awareness of best
practice, legislation and current issues in the voluntary sector,
specifically within the context of the NHS and healthcare
provision, including safeguarding and the Disclosure & Barring
Service
• Work with the relevant Volunteering Manager(s) to manage,
administer and maintain an effective hospital-based office
• Take an active part in and collaborate with peers and colleagues
across the charity’s work, bringing your own experience and
perspective so that we harness the value of our shared
contributions
• Champion our code of behaviour and act as a role model,
ensuring that our safeguarding and other key policies and
procedures are adhered to at all times so as to protect the people
we work with and our reputation
A job description does not constitute a ‘term and condition of
employment’. It is provided only as a guide to assist the
employee in the performance of their job. The charity is a fastmoving organisation and therefore changes in duties may be
necessary from time to time. The job description is not intended
to be an inflexible or finite list of tasks and may be varied from
time to time after consultation/discussion with the post holder.
Personal development
Your line manager will agree annual objectives and a personal
development plan, which will include training as an essential
element of the role.

IMPERIAL HEALTH CHARITY - VOLUNTEERING SUPPORT OFFICER JOB PACK

The person
We are looking for a
highly organised
candidate with the
ability to build
collaborative working
relationships.

Qualifications and education
Essential
1. Educated to degree level or appropriate experience in a related
role
2. Evidence of recent continuous professional development.
Desirable
3. Volunteer management qualification.
Previous experience
Essential
4. Experience of working with volunteers
5. Experience of managing administrative tasks for events,
including bookings, venue logistics and event resources
6. Experience of producing written material for a variety of
channels, including websites, social media and print
7. Experience of using databases to maintain accurate records and
producing reports for colleagues
8. Experience of working within project management principles
9. Experience of providing excellent administration in a fast-paced
office environment
10. Experience of giving feedback to volunteers in a sensitive and
appropriate manner.
Desirable
11. Experience of working within an NHS hospital environment
with volunteers
12. Experience of delivering training workshops and presentation
13. Working with young people within a formal/non-formal
environment.
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Skills and knowledge
Essential
14. Strong ability to use technology in all aspects of work, including
designing resources, with a high proficiency in Microsoft Office
programs (Word, Excel, PowerPoint, Outlook), internet browsers
and web-based systems, CRM databases
15. Commitment to collaborative team work and inclusive working
– ensuring equality and valuing diversity
16. Highly organised with the ability to prioritise, co-ordinate and
delegate tasks and work accurately under pressure to meet
deadlines
17. Ability to build collaborative working relationships with a range
of different stakeholders
18. Ability to negotiate successfully, resolve differences between
groups and individuals and diffuse difficult situations
19. Ability to give and receive feedback objectively and sensitively
and a willingness to challenge constructively
20. Ability to influence, engage and motivate people to embrace
change or new ideas.
Desirable
21. Experience of using Wrike or similar digital project
management systems
22. Ability to use ICT equipment and software packages to
produce video/multimedia presentations
23. An understanding of the Investing in Volunteers accreditation
and/or experience of working towards it.
Personal qualities and behaviours
Essential
24. High standards of personal conduct, honesty and integrity to
engage and inspire the trust and confidence of multiple
stakeholders
25. A customer-focused approach, seeking to make systems,
processes and information accessible and user-friendly
26. Clear thinking, proactive and solutions focused – able to

IMPERIAL HEALTH CHARITY - VOLUNTEERING SUPPORT OFFICER JOB PACK

manage competing demands, make effective decisions, be
flexible and think creatively to come up with solutions to problems
27. Good networking, social and interpersonal skills
28. Naturally enterprising with the ability to seize opportunities
and think creatively
29. Committed to awareness of issues of equality and cultural
diversity.
Other requirements
Essential
30. Passionate about the benefits of volunteering to both
volunteers and the organisations they contribute to
31. A commitment to the values and principles upon which the
NHS operates
32. Ability to work flexibly to meet the needs of the role, including
evenings and weekends to deliver training and events for
volunteers where required, visit volunteers and staff who carry out
early morning, evening and weekend shifts and participate in an
on-call rota
33. Ability to travel between hospital sites in west London
34. No envisaged barriers to obtaining enhanced disclosure.
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Benefits

We value our staff
and offer a range of
exciting benefits in
return for their hard
work and dedication.

•

Holiday entitlement
25 days per year plus bank holidays (increasing by one day a
year up to a maximum of 33 days), plus an extra day’s holiday
to be taken one week either side of your birthday.

•

Free gym membership
Membership of the St Mary’s Hospital gym with access to yoga
classes free of charge.

•

Interest-free season ticket loan
A loan to cover the cost of a season ticket to and from your
place of work (available upon successful completion of your
probation period).

•

Life assurance
A death in service payment of three times your annual salary,
up to £150,000.

•

Pension
We pay employer’s contributions of 10 per cent of your annual
salary to a nominated pension fund.

•

Maternity/paternity leave
We pay maternity and paternity leave above the statutory
minimum requirement.

•

Staff Arts Club
Membership of the Staff Arts Club includes free entry to
London galleries and discounts to music, cinema and
theatre events.
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How to apply

Applications for
the Volunteering
Support Officer are
now open!

To complete your application, please follow the link on our
website. Please note that we will not be accepting CVs for this role.

The closing date for applications is Wednesday 19 June.
Interviews will take place the week commencing 1 July.

