Technology Support Squad guidelines

How the process works
Thank you for volunteering for our Technology Support Squad. You and your fellow volunteers really do make a difference to the lives of blind and partially sighted (BPS) people.

We have written some guidelines to help you with the requests you will get from BPS people who need help with technology. We hope you find them helpful. Please do call us on 01733 37 54 50 if you need any further help.  

Initial contact from customer

When BPS people (our customers) have problems using technology in their home, they call us on our Helpline on 0303 123 9999. This is our single point of contact for customer queries. 
Sometimes a customer may contact you directly. If they do, and you are able to help, you should call our Volunteering Team on 01733 375 084 so we know who needs help and where. If you are not able to help, you should ask the customer to call our Helpline on 0303 123 9999 and we will try to find another volunteer to help. 
This number is for you:



01733 375 084
This number is for our BPS customers:
0303 123 9999
Linking customers and volunteers
When we get a request for help, we (or one of our Volunteer Coordinators) look for volunteers that live in the same area as the customer and then contact you to find out if you can help. We do not yet have a way of matching your particular skills to a problem. So although we would like to, we cannot always find the 'right' person to fix it. When we call you, you can of course let us know if you don't feel you have the skills to provide the help you have been asked to give. 
We will check with you how quickly you can provide the help needed. As long as you can do it within a few days, we will give you the customer's details and it is then over to you to get in touch. If it is going to take you longer, we will try to get another volunteer to help. 
Providing support 

Once you have the customer's details, you should call to get a good understanding of what the problem is, so you can be prepared. Sometimes, you will be able to resolve the problem by phone. If you can't, you will arrange a time to go to the customer's home. If you initially agree to help but then you realise that you won't be able to visit the customer within a few days of them first contacting us, please let us know so we can make other arrangements if necessary. You can do this by calling 01733 375 084. 
Giving feedback 

We need to know whether the customer's problem was resolved or not. We understand that you won't be able to fix every problem you come across and where this happens, we want to arrange alternative help.
It is also useful for us to know other information such as what the problem was and how long it took to resolve it. The time taken should include the initial call, any time you spend on the telephone to the customer, travel time and how long it took you to fix the problem. Here's a link to the form to provide TSS Feedback. You will see that this form refers to 'IT home visitor, 'Talking Book home visitor' and 'Home Technology Service'. We are in the process of changing these headings as it is really just the nature of the query that we are interested in. Please just complete as you feel appropriate depending on the query you dealt with, whatever role you are in. 
Alternatively, you can give your feedback by calling 01733 375 084. 
Other important information
Availability
It would also be helpful if you could let us know if you are unavailable for more than a week for any reason (holidays, business trips, sickness etc). It will save us some time that we might otherwise spend trying to get in touch with you. 
Boundaries

We know from experience that you are often prepared to go the extra mile to help our customers. However, there are some things you need to be cautious about and it's important to protect yourself from potential problems: 

1. The support you provide must be limited to technology support. This means that although you may be asked to help with other things such as making applications for benefits, taking medication or shopping, you have to politely decline. You should ask the customer to call our Helpline. 

2. If the customer's computer is under warranty and you take it apart it could invalidate the warranty. We strongly recommend that you do not do this.
3. If you decide that you need to remove any computer hardware or software from the customer's home, you need to obtain his or her signed agreement first. You also need to do this if purchasing parts for a computer or product. If you need to do either of these things, please contact the Volunteering Team first. 

4. You must not get involved in dealing with any 'services' such as gas, electricity and water. 

5. You must be conscious of your own health and safety so you shouldn't, for example, change plugs on electrical items, go into lofts or do DIY. 
Contact details
It is very important that you keep us informed of any changes to your contact details; otherwise we may not be able to let you know when you are needed or keep you up to date with technology and other developments. 
Discrimination 
We have a zero tolerance approach to discrimination. We expect that everyone involved with, or working on behalf of, BPS people respects one another and works constructively to achieve our common goals.  No form of discrimination or harassment will be tolerated. If you feel that you are being subjected to any form of discrimination or harassment, please let your Volunteer Manager know immediately. 
Environment
Occasionally you may be asked to visit a home but the environment makes you uncomfortable, for example, if the customer smokes.  If this happens and you don't feel you can help, please let us know. We will of course respect your decision but will try to find someone else where that is appropriate.  
Payment 
Customers are not required to reimburse volunteers for their time or travelling and it is not appropriate to take money directly from them. Customers wishing to make a donation should contact call 0845 345 0054 or you can do it online. All donations are gratefully received.

Using your own vehicle
If you use your own vehicle to travel to a customer's home you should contact your insurance company to ensure you have appropriate cover.
Useful contacts

Customer Helpline: If a customer wants to ask us for help they should call us on 0303 123 9999 or email helpline@rnib.org.uk. 
Volunteering Team: If you have any questions about helping a customer or a customer contacts you directly, call us on 01733 375 084 or email volunteering@rnib.org.uk. 
Technical advice: If you need technical advice about a particular RNIB product or an IT issue, you can call us on 0845 900 0015 or email ict@rnib.org.uk. 
Hyperlinks

Finding out who your volunteer manager is

http://www.rnib.org.uk/getinvolved/volunteer/rnib_volunteers/tech_squad/Pages/tss.aspx#H2Heading4
How to send us feedback about the support you have given

http://www.rnib.org.uk/getinvolved/volunteer/forourvolunteers/Pages/monitoring_calls_form.aspx
Making a donation online

http://www.rnib.org.uk/donate/waystodonate/Pages/other_ways_to_donate.aspx#H2Heading1
PAGE  
1

