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The Mix is a free, confidential support service for under 25s - making a massive difference to 

over two million young people in the UK each year. Whatever issue a young person is 

facing, The Mix is always there for them - online, over the phone or via social media. It 

connects young people to experts and their peers to talk about everything from money to 

mental health, from homelessness to jobs, from break-ups to drugs. 

We are one of the eight charities forming the Duke and Duchess of Cambridge and Prince 

Harry’s Heads Together campaign to end stigma around mental health and will continue to 

work with them on raising awareness and providing vital help for people with mental health 

challenges. We work on high profile campaigns to change attitudes and raise awareness 

with the likes of Daniel Radcliff, Lady Gaga, and most recently Russell Brand. We work with 

TV shows like Hollyoaks to help young people understand sexual consent and big brands 

like River Island, Dixons Carphone and Lloyds Bank on everything from money to 

masturbation.  

Today’s young people face an unprecedented range of challenges. They are possibly the 

first generation worse off in physical and emotional terms than their parents. The Mix’s 

mission is to ensure that every young person can make informed choices about their 

wellbeing – wherever and whenever they are: www.themix.org.uk 

 

 

What we do: The Mix is here to take on the embarrassing problems, weird questions, and 
please-don’t-make-me-say-it-out-loud thoughts that people under 25 have in order to give 
them the best support through our digital and phone services. 

Vision: To be the first point of contact for under 25s. We know that with the right skills and 
opportunities, you can take on anything that life throws your way. 

Mission: To empower everyone under 25 in the UK with the knowledge, skills and 
confidence to make the right first steps in life. Life is hard, but support doesn’t have to be. 

Values: 

• Empowering - we lead, we train & support, we respect, we give space to grow, we 

give power to chose 

• Brave - we innovate, we pioneer, we take risks, we tell it how it is 

• Supportive - we listen, we encourage, we care, we’re understanding, we are 

empathetic 

• Collaborative - we are open & transparent, we co-create, we respect experience 

and expertise 

• Proactive - we create situations, we make things happen, we get things done 

• Non-judgemental - we do not judge, we do not criticise, we do not blame 

  

http://www.themix.org.uk/
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Job title: Services Associate  

Department: Services   

Reporting to: Senior Volunteer and Training Officer/Volunteer and Training Manager 

Responsible for: Helpline trainees 

Overall Purpose of the job: To deliver and facilitate the helpline training courses for new 

helpline volunteers at The Mix. This will include the delivery of both the call taker and web 

chat training courses.  

 

Helpline trainers have overall responsibility for the delivery of helpline training sessions, this 

includes: 

• Welcoming trainees as they arrive to the session, ensuring that any questions they 

have are answered in full detail 

• Confidently co-facilitating full training courses with other trainers and independently 

running training sessions with up to 24 attendees 

• Communicating and teaching trainees:  

• Active listening techniques  

• Emotional support and exploration  

• Risk assessments, confidentiality and child protection policies 

• About signposting and related resources  

• The Mix’s policies and procedures and the reasons behind them 

• Demonstrating Salesforce, along with other programs, to Helpline trainees and 

supporting with troubleshooting any tech issues 

• Identifying trainee needs and providing targeted support  

• Communicating the support needs and performance of trainees with the wider 

Volunteer and Training team 

• Reviewing trainee performance and providing individual feedback on their role play’s 

• Being able to review, assess and provide evidence for trainees reaching the ‘pass 

mark’ for Helpline Volunteering with the Mix 

• Ensuring that, by the end of the training course, volunteers are up to date with best 

practice responses and feel confident managing contacts on the helpline 

• Keeping up to date with developments at The Mix, and ensuring that these are 

communicated to trainees as appropriate 

• Debriefing with volunteers, particularly around sensitive topics or conversations 

• Using Microsoft Teams to facilitate the session making use of features such as break 

out rooms and external features such as Menti meter and Jam boards 

 

 

Person Specification: 

Essential  
• Ability to facilitate and deliver a training session sticking to specific guidelines 

• Ability to review progress, give constructive feedback and discuss strategies for 

development 

• Availability for weekday evening work between 7:00pm – 10:00pm, as well as time 

for planning meetings and catch ups 
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• Clear communication of availability with team ahead of sessions and adequate notice 

for absent  

• Good attention to detail, time management and good organisational skills  

• Strong interest in the issues that affect young people  

• Self-starter with the ability to work on own initiative and as an active team member to 

co-facilitate sessions 

• Excellent written and oral communication skills   

• Understanding of safeguarding, confidentiality and safe working practices 

• Experience of providing direction and guidance, including around sensitive topics 

• Ability to work calmly and with patience under pressure 

• Computer literate with good typing skills and ability to learn how to use new programs 

and databases.  

• Ability to maintain effective boundaries whilst delivering a training course discussing 

difficult topics and situations 

  
Desirable  

• Experience of volunteering on The Mix helpline services 
• Experience of delivering training, specifically remote training via an online platform 

• Availability for last minute cover, particularly on weekday evenings or weekends 

• Knowledge of Microsoft teams and it’s features that can be used for training  

 

 

Contract: Freelance 

 

Salary: £15 per hour 

 

Location: Remote working  

Hours: Hours will vary and be agreed on a monthly basis; however: 

- Helpline training runs on weekdays between 7:00pm – 10:00pm 

- Each Helpline training course is 1 session per week, however we can run 

multiple sessions at a time. 

- We will also hold pre-training meetings, progress reviews and catch-ups 

during the day (however this can be organised for a time that suits you).  

- Some shifts will become available at short notice to cover staff sickness.  

 

 

Check out our ‘Meet our Staff’ Video on our YouTube channel 

https://www.youtube.com/user/TheSiteVideos/featured?disable_polymer=1 

 

Testimonials  

Andy Rayment – Senior Volunteer and Training Officer 

I have been training helpline volunteers with the Mix for over two years now. What I love 

most about the role is the chance to meet warm and friendly people that are all eager to 

https://www.youtube.com/user/TheSiteVideos/featured?disable_polymer=1
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learn more about supporting young people. I feel lucky that I've been able to work alongside 

such a supportive and kind training team. It’s also provided me with an opportunity to 

develop my facilitation skills, a confidence which I have carried over into other areas of my 

role at the Mix. I enjoy the opportunity to work in the evenings as it provided me with the 

flexibility to focus on other areas of my life during the day. 
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Social Media 

 

 

 

To apply, please send through a short summary of how your relevant work or voluntary 

experiences match the Service Associate role (500 words) and the answers to the four 

questions as outlined below to workforus@themix.org.uk 

 

1) During training we pair volunteers up to role play specific scenarios, as a way of giving 

them a sense of what it will be like whilst volunteering. How would you support a trainee that 

is struggling to keep their role plays service user led? (250 words) 

 

2) What do you think makes a successful training session? (250 words) 

 

3.) What qualities should a trainer have to be effective? (250 words) 

 

4) What approach would you take if you needed to give constructive feedback to a 

trainee?  (250 words)  

 

 

  Have a look at our social media  

 

 

mailto:workforus@themix.org.uk
https://uk.linkedin.com/company/the-mix-charity
https://www.facebook.com/TheMixUK/
https://twitter.com/themixuk?lang=en
https://www.instagram.com/themixuk/

