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Job description 

Job title:					Helpline Advisor (parental leave cover)
Team:					Information and Advice
Department:				Services
Job location:				Andover or hybrid (1-2 days per week in Andover)
Reports to: 				Head of Information and Advice

Overall purpose
Macular disease is the biggest cause of sight loss in the UK, with around 300 people diagnosed every day. The Macular Society is the only charity determined to beat the fear and isolation of macular disease with world class research, and the best advice and support.

To support people affected by macular disease now, the Macular Society provides a range of support, information and services. Our research programme is focused on finding new treatments and a cure to Beat Macular Disease forever.







Organisational chart


The organisation chart shows the Helpline Advisor as one of four reporting to the Head of information and advice. The Patient information manager also reports to the Head of information and advice.  

Our values
We will beat macular disease by…
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· Making It Happen - we are Ambitious
· Showing We Care - we are Supportive and Caring
· Knowing Our Stuff - we have Integrity and we act Honestly


About the role

This is a rewarding frontline advice role supporting people living with macular disease. You will provide information, reassurance and practical guidance via phone, email and online channels, helping people navigate diagnosis, treatment and everyday life with sight loss.
· Answer telephone calls, email and online forum enquiries from people affected by macular conditions.
· Deliver high-quality, accurate and helpful responses to enquiries.
· Professionally and empathetically handle enquiries from people who may be angry, emotional or distressed as a result of their condition.
· Refer service users to appropriate Macular Society services such as peer support groups, befriending and counselling services.
· Signpost to other service providers as appropriate.
· Refer safeguarding or any other concerns as appropriate. 
· Provide information and guidance about assistive technologies and aids for daily living.
· Provide clear and accurate advice and signpost on a range of topics to help people maintain independence and make informed choices.
· Contribute positively to team working.
· Send out information and material in formats appropriate for people with low vision.
· Maintain accurate records of telephone calls, emails, forum entries and other correspondence on the Society’s database. 
· Keep up to date with developments in research and treatments for a range of macular conditions.

All our team members are expected to comply with Macular Society terms and conditions, rules, policies, procedures, codes of conduct, quality standards, authorisation processes, risk management policies and relevant external regulations.

About you
1.	You will be committed to equality, diversity and inclusion in all aspects of our work.
2.	Have an open and collaborative approach to work, helping us to achieve our Knowing our stuff value by working with integrity, making informed decisions to be the best we can be to Beat Macular Disease.
3.	Be able to act with empathy, we provide a caring, approachable and supportive environment for all – we Show We Care by listening to each other and working together.
4.	Be ambitious in your approach to help Make Things Happen, we are progressive yet supportive, and brave in our actions to make the progress that is needed to Beat Macular Disease.
5.	Be happy to work in an organisation that puts those we support first, advocate for the Macular Society at all times, and be comfortable that all members of the team are fundraisers.


Specifically for this role you will have:
Knowing Our Stuff
· Experience working on a helpline, or providing information and advice to service users e.g. in a clinical context.
· Understanding of macular disease, the impact of living with sight loss and available treatments.
· Ability to research and understand new information about macular disease, ensuring your knowledge remains up to date.
· Knowledge of NHS, social care and/or voluntary sector provision for people with visual impairment. 
· Understanding of the practical and emotional impact of sight loss.
· Understanding of assistive technologies and low vision aids.

Making It Happen
· Demonstrable ability to learn complex information quickly and become productive within a short timeframe.
· Good organisation skills and ability to manage a diverse workload.
· Ability to work independently under own initiative and cooperatively as part of a team.
· Practical approach to problem solving.
· Good attention to detail and accuracy in communication.
· Strong IT skills including Word, Excel, PowerPoint, Outlook. 

Showing We Care
· Excellent team working and collaborative working skills.
· Excellent communication skills, empathy and supportiveness in interacting with service users. 
· ‘Can-do’ attitude, positivity and enthusiasm.
· Emotional resilience and the ability to remain calm and professional when supporting distressed callers.
· Confidence handling sensitive conversations and escalating safeguarding concerns appropriately.
· Keeping the best interests of service users at the heart of what you do.
· Commitment to high standards in all areas of work.


Eligibility to work in the UK:
Proof of identity and eligibility to work in the UK.

Volunteering:
From time to time you may be asked to support / volunteer your time (TOIL available) at Macular Society events that take place outside of normal working hours.

Safeguarding:
The Macular Society is committed to safeguarding and promoting the welfare of all children, young people and vulnerable adults with whom we work. We expect all of our employees and volunteers to demonstrate this commitment.
You are required to carry out other such duties as may reasonably be required, relevant to the role. 
This job description is accurate as at the date shown below. In consultation with you it is liable to variation by the Macular Society to reflect or anticipate changes in or to the role.

Annual leave: 	27 days plus bank holidays (pro rata for part time)
Based:			Andover/Hybrid
Contract Type: 	Temp 6 months (covering parental leave) Full Time (open to discussion on flexible or part time working)

Date of evaluation: July 2026

Helpline Advisor x4


Head of Information and Advice


Patient Information Manager



Macular Society is the trading name of the Macular Disease Society. A charity registered in England and Wales 1001198, Scotland SC042015. A company limited by guarantee, registered in England No. 2177039. Registered Office: Macular Society, Crown Chambers, South Street, Andover SP10 2BN. 
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