
Job Description and Person Specification
Job details
Job title: Triage Support Officer (Housing Advice & Options) 
Grade: Band 2 (£27,254 - £27,694) 
Reports to: Senior Officer (Housing Advice & Options)   
Responsible for: N/A 
Directorate and Service area: Place (Housing Solutions)

Purpose of the job
Housing Solutions comprises four main areas: Housing Advice and Options, Housing Allocations, Single Homelessness and Accommodation Services. 
Working in Housing Advice & Options you will assist and provide an excellent administrative support service to the Triage Team, who are responsible for responding to all approaches for housing and homelessness assistance.
You will assist and provide an excellent frontline administrative and customer service support within our dedicated Triage Team, ensuring efficient triage of enquiries and requests for support, and accurate case management using our specialist systems.
This role is office based and will cover North Northamptonshire. 

Principal Responsibilities
1. Provide excellent frontline administrative and customer service support to the Housing Advice & Options Team, by responding to and triaging enquiries and requests for support via telephone, email and face to face.
2. Log all enquiries and customer interactions in accordance with processes and procedures, using various recording mechanisms and our specialist case management system, including creating, updating, and maintaining accurate case records.
3. Support the assessment and review of people accessing our services by ensuring relevant documents are requested, provided and filed in accordance with deadlines and procedures 
4. Carry out necessary administrative tasks required for the successful delivery of services, including updating databases, completing and sending letter templates, preparing documentation, monitoring shared inboxes, managing referrals, supporting appointment scheduling and follow ups, and managing supporting documentation to ensure case files are complete and accessible.
5. Provide advice and signpost people accessing our services to other appropriate services.
6. Recognise and escalate complex or urgent cases, including those where there is potential risk or safeguarding concerns.
7. Undertake all necessary learning and training relevant to succeed in the role.
8. Liaise with internal colleagues and other services and organisations to ensure appropriate exchange of information.
9. Assist with data compilation for reporting and audits
10. Ensure high standards of data accuracy, confidentiality, and compliance with data protection. 
11. Demonstrate strong communication, customer service, and IT skills (Microsoft packages, specialist case management systems).
12. Work effectively in a fast-paced environment, managing competing priorities and supporting wider team tasks.
13. Ensure that reasonable care is always taken for the health, safety and welfare of yourself and other persons, and to comply with the policies and procedures relating to health and safety within the department.

General Responsibilities applicable to all jobs
1. Demonstrate awareness/ understanding of equal opportunities and other people’s behavioural physical social and welfare needs. 
2. Comply with the council’s policies and procedures including (but not limited to) safeguarding, financial regulation, promotion of equalities, customer care, agreed audit actions and health and safety (ensuring that reasonable care us taken at all time for the health, safety and welfare of yourself and other persons)
3. Understand the councils commitments to Corporate Parenting and take responsibility, to support this commitment. Enable the council to be the best corporate parents possible to children young people in our current and previous care.
4. Carry out any other duties which fall within our broad spirit, scope and purpose of this job description and which are commensurate with the grade of the post. 
This job description reflects the major tasks to be carried out by the post holder and identifies a level of responsibility at which they will be required to work. In the interests of effective working, the major tasks may be reviewed from time to time to reflect changing needs and circumstances. Such reviews and any consequential changes will be carried out in consultation with the post holder. 
Special features of the post
This post requires satisfactory clearance of a Disclosure and Barring Service disclosure (basic).
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Person Specification
	Attributes
	Essential criteria
	Desirable criteria

	Education, Qualifications and Training
	Good level of general education to GCSE standard.

	

	Experience and Knowledge
	Experience of using IT systems including Word, Outlook and databases
Appropriate level of data protection, security and confidentiality awareness
	Experience of working in a busy office environment 
Experience of working in a customer focussed environment
Experience of working in housing services and supporting people who are homeless or at risk of homelessness
Understanding of the housing sector and the challenges people face retaining and securing accommodation

	Ability and Skills
	Spoken and written English fluency

Demonstrate good written and verbal communication skills, including telephone skills

Demonstrate good organisational ability, accuracy and attention to detail

Good numerical skills in order to handle financial information

Ability to prioritise workload and cope well under pressure to meet deadlines

Able to work independently and as an effective team member with minimum supervision

IT and keyboard skills, including the ability to use Microsoft Office and maintain accurate records and case files

Ability to build and maintain good working relationships with colleagues and customers to deliver the service.
Ability to respond to requests for support with understanding and empathy 
Emotional resilience and ability to deal with people who are in crisis and needing support
	Ability to respond to requests for support with understanding and empathy 
Emotional resilience and ability to deal with people who are in crisis and needing support








	Equal Opportunities
	Ability to demonstrate awareness/understanding of equal opportunities and other people’s behaviour, physical, social and welfare needs.

	

	Additional Factors
	This post will be subject to a Disclosure and Barring Service check (basic)
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