Service and Policy Support Officer
Compassion in Dying
Salary: £32,721 to £35,448 per annum
Hours: Full-time, 35 hours per week (Monday–Friday)
Contract: Permanent
Reports to: Insight and Policy Senior Officer 
Location: 181 Oxford Street, London W1D 2JT (minimum 3 days per week in office; hybrid working available)
About the organisation 
At Compassion in Dying, we want people to be in control of their end-of-life decisions because there is no-one better to make them. We support people to make informed choices, start honest conversations about death and dying with loved ones, and record and revisit their wishes whenever they want to.  
Everything we do starts with what dying people tell us. We listen to what they say and amplify their voices. We shift attitudes and drive changes to the healthcare system. So people’s end-of-life decisions are heard, understood and respected when it matters most.  
Alongside our sister organisation, Dignity in Dying, we aim to improve dying in the UK by putting people in charge of decisions about the end of their life. Dignity in Dying campaigns to change the law to allow the option of assisted dying for terminally ill, mentally competent adults in the UK. They are a not-for-profit membership organisation. Compassion in Dying is a registered charity. While we support law change in principle, we do not campaign on assisted dying. 

The opportunity 
This role offers an exciting opportunity to join a busy service and policy team working to make a real difference to people at difficult times in their life. It’s a fast-paced environment and your analytical, administrative and communication skills will directly contribute to ensuring people can be in control of decisions about their end of life care. 
As Service and Policy Support Officer you will take care of service administration and feed insights from the people who we support directly into our policy work, helping us to ensure everything we do starts with what dying people tell us matters to them. 
We’re a small, passionate team with a big impact. We’re looking for someone who is motivated and keen to make a difference to people’s lives. You will be willing to get stuck in to the fundamentals of service operations and policy support, and build towards more strategic and creative responsibilities. We offer opportunities for professional development and an environment where good ideas get acted on. 
Key Responsibilities 
Services support and office administration 
· Accurately log all incoming enquiries and outgoing support from Compassion in Dying’s information line service on the Raiser’s Edge database 
· Send resources by email and post to members of the public, stakeholders and organisations 
· Monitor and maintain stock levels for Compassion in Dying publications 
· Supporting the Information Line manager with collating call recordings for training and monitoring purposes  
· Support with any other duties reasonably required to enable the effective administration and smooth running of the information line service. 
· Apply our data retention policies to ensure GDPR compliance for information line data, and ensure others are also following the same process.
Service monitoring and insights 
· Support the Senior Insight and Policy Officer with monitoring and analysis of data from the people we support 
· Run monthly reports on call volumes, topics and the support we provide, recording this information in our monitoring spreadsheets 
· Regularly analyse and share learning from the information line internally to inform Compassion in Dying’s wider work 
· Provide timely, accurate responses to requests from the policy, media and fundraising teams for data and insights from the information line service
· Identify callers who may be appropriate and willing to act as personal stories to help demonstrate the barriers people are facing, and the benefit of Compassion in Dying’s services
Policy and influencing 
· Use learning from the information line and knowledge of policy developments to draft updates on our work, for example for Linked In 
· Monitor end of life policy developments and summarise key policy and research reports from across the health and social care sector, distilling key findings into clear, accessible briefings for the wider team 
· Support the production of reports, briefings and consultation responses 
· Support the policy and influencing team to organise webinars and events
· Attend and represent Compassion in Dying at external events
Other 
· Participate in staff meetings 
· Carry out such other reasonable duties as may be required
· Always act in the best interests of Compassion in Dying and its sister organisation Dignity in Dying
Person specification 
Experience
· Experience of administrative work 
· Experience of working in a fast-moving environment with multiple priorities
· Experience of recording and analysing information and data accurately
· Experience of dealing with enquiries from members of the public 
· Experience of customer-focused work (desirable but not essential)
· Experience of working with a database such as Raiser’s Edge (desirable but not essential)
· An understanding of end-of-life care and the policy landscape (desirable but not essential)
· An understanding of the mental capacity act (desirable but not essential)

Knowledge
· Good level of IT knowledge, including excel
· Knowledge of administrative systems and procedures

Skills and abilities
· Ability to plan, organise and prioritise own work to deal with conflicting priorities and ensure deadlines and objectives are met
· Excellent attention to detail
· Excellent verbal and written communications skills, including the ability to respond to enquiries politely and sensitively
· Ability to develop and implement new systems and procedures
· Good interpersonal skills including the ability to work co-operatively and effectively with others as a member of a team

Values
· Commitment to Compassion in Dying’s vision and mission
· Commitment to Dignity in Dying’s vision and mission 
· Commitment to maintaining confidentiality and anonymity for all information line users

How to Apply
To apply, please send the following to Michelle.Copsey@compassionindying.org.uk: 
· Your CV (maximum two A4 pages).
· A response to each of the questions below (see Application Questions).
· A completed Equal Opportunities Monitoring Form (optional).
Application Questions
1. Why are you applying for this role, and what specifically draws you to working in  services and policy for Compassion in Dying?  (Suggested word limit: 200 words).
2. Tell us about a time you identified a policy or service delivery opportunity and acted on it. What was the context, what did you do, what was the result and how did it meet your strategic objective(s)? (Suggested word limit: 250 words.
3. (Optional) Is there anything else you would like us to know about you or your application? (Suggested word limit: 150 words)
A note on applications
In your application, please draw on examples from your own previous work experience to demonstrate how you meet the person specification criteria. We are looking for evidence of genuine passion, knowledge and capability. Please note that applications which appear to rely on AI-generated content rather than your own voice and experience may count against you at the shortlisting stage. We want to hear from you.
The deadline for applications is Monday 16th November at 5pm.

