Job Description: Head of Prayerline

Department: UCB Prayerline
Reporting to: Operations Director
Location: United Christian Broadcasters Limited, Westport Road, Burslem,

Stoke on Trent, ST6 4JF

Hours: Full time 36.25hrs per week — 5 days, 7.25 hours per day.
This role may include some evening and weekend work so
flexibility of hours will be required.

Role Overview

The Head of Prayerline leads a small staff team that supports remote prayer
volunteers on a telephone helpdesk. To a lesser extent Prayerline also handles
prayers submitted by post and via the UCB website. This role ensures the helpdesk
delivers high-quality, compassionate, prayer ministry by providing guidance, spiritual
alignment, coaching and support to the staff team ensuring operational performance
and customer satisfaction remain at a high standard in line with UCBs Christian
framework.

The current Prayerline opening hours are Monday through to Friday, 9am until 10pm;
and 10am — 2pm on a Saturday. At the moment there is no service on a Sunday or
bank holidays.

Position in Organisation:

Reports to: Operations Director

Line Manages: Prayerline Volunteer Support Lead, Volunteer Recruitment and
Training Lead, Development Lead.

Works closely with Support & Recruitment Officer, Volunteer Support Officers, Heads
of all other departments.

Duties and Key Responsibilities:
Staff Leadership & Team Development

e Lead, line-manage, motivate and develop the Team Leads ensuring the remote
volunteers have adequate oversight and support.

e Conduct regular 1-to-1s and annual performance reviews for the staff team
focussing on service excellence and continuous improvement.

o Ensure workload and hours of working are shared evenly among staff, managing
workforce planning and resource allocation to ensure adequate cover at all times.

« Encourage staff team in ongoing training and development opportunities

« Equip staff to train remote volunteers in active listening and UCB’s scripture-
based prayer protocols.



Pastoral & Spiritual Leadership

Maintain spiritual vitality within the staff team and wider network by encouraging
engagement in prayer times

Lead regular prayer and devotionals to anchor the staff and volunteer team in
Christian mission.

Ensure biblical alignment in all helpdesk responses and training materials.
Ensure provision of pastoral care to staff and volunteers handling emotionally
draining or distressing prayer requests.

Operational Excellence & Data Oversight

Oversee use of helpdesk software and telephony systems to determine peak
efficiency.

Monitor service levels across staff portfolios to ensure high call-answer rates and
calibre of calls.

Analyse call data to identify trends to inform training needs and decision making,
and volunteer capacity gaps.

Review existing processes and identify opportunities to improve efficiency and
service delivery.

Manage the escalation of complex, sensitive or safeguarding calls.

Volunteer Strategy & Safeguarding

Define recruitment strategies and support recruitment activities for remote prayer
volunteers nationwide.

Implement retention schemes to keep remote volunteers engaged and supported.
Enforce strong safeguarding and data confidentiality policies across the network.
Standardise quality control metrics, KPIs and service levels for staff to evaluate
volunteer impact.

Provide ongoing training for volunteers.

Extension of the Prayerline service

Implement appropriate new platforms for people to submit prayer requests.
Extend the hours of availability from current, which is weekday 9am — 10pm and
four hours on a Saturday and no bank holidays.

Qualifications/Knowledge/Experience and Skills

Proven experience managing a staff team of 5-10 people

Background in volunteer management, preferably within a charity or church.
Literacy with helpdesk systems and data analysis.

Excellent communication and conflict-resolution skills.

Knowledge of safeguarding practices regarding vulnerable adults as well as
children

Excellent analytical and problem solving skills supported by a data driven
approach to decision making.

Ability to delegate and release others into their skills and gifting.

Educated to degree level or be able to demonstrate equivalent experience



Person Specification

Spiritual Requirements

Active Christian faith aligned with the charity's statement of faith.

Deep commitment to the power of prayer and Christian ministry.

Spiritual maturity and discernment in handling sensitive situations.

Strong knowledge of Scripture and how this can be embedded in prayer.

The commitment to participate in daily prayer time in order to promote team unity
The post holder will work as an Ambassador of Christ and UCB delivering a
distinctly Christian service to colleagues, supporters and volunteers.

Be prepared to witness to the life changing message of Jesus and lead people to
Christ as appropriate

Other Specifications

To develop ways of introducing UCBs story in a manner that is relevant and
engaging

Support all of UCB’s fundraising activities and events - whether in prayer and/or
directly in participation

Strategic Thinker

Ability to work under pressure and make hard decisions required to achieve UCB
Prayerline planned objectives

People Person

Work independently or as part of a team

Such other duties that are within the scope of your skills and capabilities that may
from time to time be reasonably required

Dated: July 2026

This Job Description does not form part of your Contract of Employment



