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Role: Advice and Support Officer  

		

 
	Post:
	Advice and Support Officer    

	Location:
	Hybrid- a minimum of 2 days per week in the Leeds office 

	Contract:
	Full-time; 34.5 hours per week; this post will require weekend work (Saturdays only typically 1 in 5) 

	Reports to:
	Advice Team Leader 

	Direct Reports:
	None

	Band:
	C

	Last reviewed 
	Sept 2025



Purpose of Role:

[bookmark: _Hlk150165576]At Epilepsy Action we are committed to creating a world without limits for people with epilepsy. All our roles contribute to achieving our ambition.
Our Information and Support Hub brings together a range of services designed to empower people affected by epilepsy to better understand and manage their condition. 
We’re here for anyone impacted by epilepsy — from individuals living with the condition to their families, carers, and the healthcare professionals who support them. Our services are delivered through multiple channels, including telephone, webchat, and email, ensuring we’re accessible whenever and wherever people need us.

At the heart of our services is our Advice and Support Team — dedicated to providing clear, accurate information, compassionate advice, and practical support that helps people live a life without limits.

As a Advice and Support Officer, you will be a trusted source of information, advice, and support for people contacting our services. You will ensure that service users feel listened to, understood, and empowered to take the next steps in managing their epilepsy-related concerns. You will answer enquiries providing one-off advice, follow up and tailored support to service users as appropriate.
Accountabilities
Key Responsibilities:
· Manage a wide range of epilepsy enquiries through the provision of information, advice and support.
· Research and explore appropriate options to help service users make informed decisions about their epilepsy and related issues.
· Deliver a follow-up/casework service where appropriate, in line with standard operating procedures.
· Maintain detailed and accurate records of all interactions in accordance with data protection, confidentiality, and safeguarding policies.
· Identify and manage safeguarding concerns escalating where necessary 
   Strategy and Organisational Development
· Input information into team or department plans and helps deliver services.
· Working on and occasionally leading projects within the department and within the relevant area of expertise
· Actively supports organisational changes.
Service Development and Delivery
· Respond to helpline enquires through the provision of tailored epilepsy related information, advice and support. 
· Research and explore appropriate options to help service users make informed decisions about their epilepsy and related issues.
· Listen to and respond to enquiries with sensitivity, empathy, and professionalism, providing in-depth advice as appropriate
· Deliver a follow-up/ casework service where appropriate, in line with standard operating procedures.
· Handle enquiries through internal warm handovers, telephone, digital platforms, and scheduled appointments.
· Oversee a specific topic area and ensure the team and organisation are updated on any developments.
· Support colleagues as necessary to maintain the operation of front-line services
· Direct service users to appropriate internal or external services as needed.
· Maintain detailed and accurate records of all interactions in accordance with data protection, confidentiality, and safeguarding policies.
· Support in the production of information and advice materials 
· Identify and manage safeguarding concerns escalating where necessary.
· Contribute to the continuous improvement of services by sharing insights, feedback, and trends in enquiries.
· Work collaboratively with colleagues across the services team and the wider organisation to ensure a joined-up approach to supporting people affected by epilepsy.
People and Resource Management 	
· Provide guidance, support, and informal coaching to other team members, such as triage assessors or trainees
· Assist with the training and development of other staff
· Supervise volunteers as required. 
· Support the volunteer strategy to ensure a positive experience for volunteers.  

Governance and Risk
· Ensure that service user and volunteer feedback procedures, including complaints procedures, are dealt with in accordance with organisation policies.
· Completes all aspects of the role in line with relevant policies, procedures and legislation including GDPR and Safeguarding.
· Follow relevant laws and best practices in all volunteering processes.
· Data and personal information should be collected and stored in compliance with GDPR and applicable laws.
Stakeholder Relationships 
· Responsible for collaborating with internal and external stakeholders and managing certain stakeholder relationships.
Key Relationships
· Internal colleagues
· Relevant external partners 
Other
· Expected to have or gain an in-depth understanding of epilepsy.
· Actively keep up to date with generic and specialist epilepsy information and associated issues. 
· Maintain own professional networks and promote Epilepsy Action on a local and national level
· Complete any other duties relevant and appropriate to the role



































Person Specification:
	
	
	Essential
	
	Desirable

	EXPERIENCE, KNOWLEDGE & QUALIFICATIONS
	
	· A minimum of 2 years’ experience of working in a customer-facing/ service user support role (e.g. helpline, health, social care, advice service, or similar)
· Awareness of the issues faced by people living with long-term health conditions, disabilities, or those in vulnerable circumstances.
· Experience of empowering people to make choices and take appropriate action
· Experience of managing a caseload
· Experience of engaging with service users/customers through telephone and digital channels. 
· Experience of working towards goals/KPIs (for example call performance such as average handling times, calls handled).
· Understanding and knowledge of safeguarding practices.
	
	· Knowledge of epilepsy and its impact on individuals and families (training will be provided).
· Experience of working or volunteering in a health, social care, or advice service setting.
· Understanding of the health and social care sector across the UK 
· Experience in handling sensitive or complex enquiries.


	
	
	
	
	

	SKILLS & ABILITIES
	
	· Excellent verbal and written communication skills, with the ability to explain complex information to diverse audiences 
· Ability to provide tailored advice and manage a caseload
· Ability to manage time effectively, prioritise tasks, and work under pressure.
· High attention to detail with accurate record-keeping skills.
· High levels of It skills and the ability to use case management systems/ CRM’s 
· The ability to provide informal coaching and formal supervision to junior colleagues. 
· Ability to work independently as well as part of a team. 
· Empathetic, patient, and non-judgmental approach.
· High levels of resilience and able to remain calm when supporting people in distress.
	
	· Ability to manage challenging behaviour
· Ability to supervise volunteers 


	
	
	
	
	Creating a world without limits for people with epilepsy!
We will make a difference by being:
Ambitious  Inclusive Empowering  Supportive



	VALUES & ATTITUDE
	
	· Commitment to our vision, aims and values.
· Committed to delivering quality services 
· Committed to ongoing personal development 
· Committed to proactively developing digital skills and knowledge 
· Professional work ethic: honest, conscientious, self-motivated and reliable.
· Flexible and adaptable to meet the needs of the service 
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